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1. Purpose of Report 

 
1.1 
 

To report and seek members views on the Post Implementation Review (appendix 
1) of the introduction of the repair ordering and billing system, Servitor.  
 

2. Executive Summary  
 

2.1 Servitor is a repair job ordering and billing system that interacts in real time with 
tradesmen allowing on-line live information exchange, negating the need for 
extensive paperwork. The system, which utilises mobile technology, interfaces 
with other Housing management software systems most notably Universal 
Housing, the main service programme, and DRS the repair job scheduling system.   
 

2.2 The implementation project commenced in July 2012 and it took some three years 
to complete to the stage where the system was fully operational. There were 
significant delays in implementation although the service to tenants was 
maintained throughout and the project was contained within budget.  
 

3. 
 

Detail  
 

3.1 
 

The implementation of Servitor commenced in July 2012. The previous systems it 
replaced were no longer being supported by the software supplier and therefore 
the Council was forced to make a choice of a new system. In retrospect, whilst 
using a compliant framework to appoint Servitor it might have been more robust to 
have undertaken a mini competition rather than a direct award. There are other 
learning points but these are secondary and are largely as a result of the first 
decision.  
 

3.2 Officers who still remain with the Council, and who were employed at the point of 
the decision to implement Servitor, state that the Council was assured by the 
supplier, Civica, that Servitor was a fully tried and tested system in a live 
environment i.e. we were buying a product that had a proven track record. In 
reality this was true of some but not all elements and therefore parts of the 
software were being amended and developed in a live implementation situation.   
 

3.3 Key officers left the Council during the implementation process, including the 
senior officers leading the service, and the project manager of the implementation 
project. Other officers were then left to step in and take on the project part way 
through implementation i.e. without having being involved initially or understanding 
why some previous decisions had been made. Many of those staff committed a lot 



of their own time to progressing the project and it is to their credit that the system 
did eventually work (rather than be abandoned), that it was brought in within 
budget and that the frontline service to tenants was maintained throughout.  
 

3.4 There are still a number of additional issues that need to be resolved to make the 
overall repair ordering system work more efficiently but these shouldn’t be 
confused with the software implementation project i.e. that has been complete for 
nearly two years.  
  

3.5 The remaining issues are primarily about operator error and the fragility of the 
hand held devices. The latter issue, which is mentioned in the report, is that the 
type of hand held used by the tradesmen is a standard Council issue smartphone 
which in a works situation are fragile devices. Therefore a number are always in 
for repair. In addition at the point of implementation Servitor was only available 
through the windows operating system which can be cumbersome on a mobile 
device. An android operating alternative now exits. These issues will be addressed 
in the next twelve months by the Service but the lesson of the Servitor introduction 
is to make decisions on these matters through a full options appraisal process.  
     

3.6 The Council changing mobile network services in late 2015 also aided the 
acceptance of the system by the workforce. At that point staff frustrations were 
actually with the poor connectivity offered by the previous network supplier in 
some parts of the City, but the problem was still ‘attributed’ to Servitor.  
  

4. Strategic Priorities  
 

4.1 Let’s deliver quality housing  
 
An effective repairs system for the benefit of the Council’s tenants is a key part of 
a quality housing management system. 
 

5. Organisational Impacts  
 

5.1 Finance  
 
As reported in the attached post implementation review document the Servitor 
project came in within budget.  
 

6. Recommendation  
 

6.1 
 

That the Committee notes and comments on the attached Post Implementation 
review for the Servitor project. 

 
Is this a key decision? 
 

No 
 

Do the exempt information 
categories apply? 
 

No  
 

Does Rule 15 of the Scrutiny 
Procedure Rules (call-in and 
urgency) apply? 
 

No 
 



How many appendices does 
the report contain? 
 

1 
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