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PUBLIC HOUSING — STOCK MAINTENANCE 

Statement by Minister for Housing 

MR T.R. BUSWELL (Vasse — Minister for Housing) [12.11 pm]: In July 2010 the Department of Housing 

transitioned to a head contractor model to manage the maintenance of its properties, representing a significant 

change in the way the department managed the maintenance of public housing stock. The head contractor model 

shifted from a complex system of managing 700 single contracts and agreements to one of large contractual 

arrangements with three major providers to manage maintenance across the state. 

As I have said previously, the implementation of the head contractor model was flawed. In order to understand 

all of the issues associated with the implementation, in July 2011 I requested the department to undertake an 

audit of the head contractor model. KPMG was commissioned to look at whether there was an appropriate 

business case for the decision to adopt the new head contractor model; whether the head contractor model was an 

improvement on the previous maintenance arrangements with regard to cost and efficiency; whether the head 

contractor maintenance model provided the department with the means of measuring and driving improved 

maintenance outcomes; whether the existing contract and service level agreements provided adequate controls 

and performance monitoring; and whether appropriate performance measurement metrics and reporting 

mechanisms had been put in place. KPMG reported to the department in December 2011. 

The report highlights major issues with the implementation and the way in which it was managed by the 

department, which viewed it as a procurement process rather than a transformational project. Issues included a 

lack of oversight, a lack of transparency in decision making and record keeping, and very poor management of 

risk. Issues also extended to the key performance indicators and the balance between the important metrics of 

cost, timeliness and quality—all equally important in delivering value to public housing tenants. The key 

performance indicators as they currently exist focus only on timeliness. In other jurisdictions in Australia there is 

focus on timeliness, price and quality. In order to address this issue, key performance indicators will be 

reviewed. 

I met with KPMG representatives on 15 March for a briefing on their findings. At that meeting I requested 

further work with regard to three issues. They include the quality assurance processes employed by the 

department in monitoring contractor performance within the contract; processes employed by the department to 

ensure accurate and timely payments are made for the completion of approved maintenance work; and the 

department’s progress in reviewing existing key performance indicators and implementing appropriate 

performance metrics. However, although KPMG identified concerns with the implementation of the new 

maintenance model, it also found that the head contractor model has led to a decrease in the average cost per 

work order and that over time savings can be achieved. KPMG also found that the head contractor model gives 

the department the means to drive improved maintenance outcomes. Importantly, KPMG made a number of 

recommendations, which the department has implemented or is in the process of implementing. 

While acknowledging significant teething problems with the implementation as identified by KPMG’s audit, I 

am satisfied that the department has made progress by incorporating lessons learnt into standard practice. These 

include ensuring the existence and adequacy of business cases for new projects, improving the department’s risk 

management and implementation strategies as well as enhancing its transition planning and the transparency of 

decision making and record keeping. 

I table the report for the head contractor maintenance model. 

[See paper 4819.] 

 


