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WEST AND CENTRAL AREA BOARD

6 January 2005

Derwentside Sheltered Unit, Whickham

PRESENT:

Paul Elliott (Chair)

Maureen Chaplin

Alan Ord

Alan Telford

Advisers



Neil Bouch
Director of Housing Management

Wilf McNeany
Area Housing Manager (Inner West)

Brett Routledge
Area Housing Manager (Central)

Hazel Forster
Housing Manager

Craig Gandy
Housing Manager

Stuart Gibson
Company Administrator

Also Present

Jim Willis

Apologies for Absence

Malcolm Brain

Christine Burdess

Ken Childs

Margo Oloman

David Peacock

80 MINUTES

The minutes of the last meeting of the West and Central Area Board held on 9 December 2004 were approved as a correct record and signed by the Chair.

81 MATTERS ARISING 

(a) Security and Environmental Schemes

Following additional consultation with tenants, passive infrared would be used for the external lighting to the porch areas of 13 bungalows at Worcester Green.

New footpath barriers to complement the scheme at River View, Heddon View and Denton View are being pursued.

In respect of the scheme at Park View, Winlaton, grass covering will be provided rather than bitmac.

In respect of the potential scheme of footpaths between the rear of Birch Road and the Dene, Blaydon, it was confirmed that the Friends of Dene would provide the funds for a scheme.

(b) Review of Effectiveness of Cycle of Area Board Meetings

The first meeting of the working group is being held on Monday 17 January 2005.  The group is now being facilitated by Ken Childs, Chair of the Board.

82 SECURITY AND ENVIRONMENTAL SCHEMES

The budget for security and environmental schemes for this Area Board is £295,000.  To date, schemes at a total cost of £197,038 have been approved.  However, HMR Pathfinder is funding a scheme at Armstrong Street bungalows, which reduces the total cost to £157,983, leaving £137,017 for further schemes.

The Area Board has considered the following schemes at a total cost of £131,679: -

	
	Location
	Proposal
	Cost

	1
	Grampian Gardens Bungalows, Lobley Hill
	Fencing, gates and a refurbished seating/drying area to ten bungalows
	£52,550

	2
	Mendip Gardens 3-storey flats, Lobley Hill
	Provide double-

glazed units to replace concrete “honeycomb”, additional fencing 

and improved bin-housings

and installation of door-

entry system
	£79,129


Budgetary provision for these works exists within the security and environmental budget.

A list of previously approved schemes was submitted.  Potential schemes for the Area Board to prioritise are being costed.

RESOLVED –
(i)
That schemes 1 and 2 be approved.

(ii) That the list of previously approved schemes give more detail on progress made with each scheme to date (including an estimated completion date) and a representative from the company’s Property and Technical Services be invited to the next meeting of the Area Board to give an update.

83 SATISFACTION SURVEYS

The Area Board has been informed of a new annual survey to track satisfaction levels and the range and scope of satisfaction surveys currently undertaken.

The new annual survey will enable tracking of satisfaction levels in-between STATUS surveys. It will also help to address one of the key recommendations arising from the recent inspection – the development of a detailed profile of our customer base to better shape service delivery. 

The survey is being sent to all tenants and leaseholders as part of January 2005 issue of The Gateshead Housing Company News.  Research into similar surveys carried out elsewhere indicates that typical response rates are around 5% to 10%.

The survey includes a ‘diversity’ section, which requests personal details from tenants and leaseholders covering age, gender, ethnic origin and any disability or impairment. As the new survey is being carried out in-house, this information can be used to start to develop a customer profile. 

Other sections cover getting in touch, local offices, repairs, anti-social behaviour, being kept informed, getting involved, priorities, leaseholders and overall impressions.

The deadline for responses to the survey is 28 February 2005, with analysis of the results to follow as soon as possible after this. It is likely that this will be a two-stage process with headline findings first, followed by a more detailed analysis.

Surveys help the company to obtain tenants’ views and priorities and provide an opportunity to systematically learn from feedback. The results of the new annual survey will be used to help shape future action plans.

RESOLVED –
(i)
That the information be noted.


(ii)
That an annual report be submitted to the Area Board on the results of the annual satisfaction survey.
84 REVIEW OF FACILITIES MANAGEMENT

The Area Board has been informed of the options available to modernise the delivery of services as part of the Best Value Review of Facilities Management.

Option 12 of the Best Value Implementation Plan is to introduce facilities management as a means of delivering a co-ordinated service to all multi-storey blocks of flats by December 2004 and changing the role of the caretaking and concierge service by March 2007.  These services are currently provided to 29 multi-storey blocks managed by the company, covering 2,588 properties.

The review of facilities management and the caretaking and concierge service has progressed in a number of areas.  As a result of these, the Management of Performance and Resources Committee recommended at its meeting on 6 December 2004 that the Council be requested to combine these reviews to provide a comprehensive service review to multi-storey blocks with the options to be developed by April 2005 and implemented by April 2006.  The committee also recommended that a further report be presented to it in January 2005 on options to modernise the service available for consideration and that the Chief Executive be authorised to consult union representatives to develop service provision options.  The Board agreed these recommendations at its meeting on 9 December 2004.

RESOLVED –
(i)
That the information be noted.


(ii)
That a further report be submitted to this Area Board in February 2005 to comment on options available to modernise the service.

85 MYSTERY SHOPPING PROGRESS REPORT – THIRD QUARTER

The Area Board received a quarterly report on those areas of service, which were tested by mystery shopping between October and December 2004.

In September 2004, the mystery shopping team carried out reality checks on the caretaking and concierge service.  In October 2004, checks were continued in this service area and the team contacted the Operational Support team who provides an administration and support service to those tenants benefiting from the service.

The mystery shopping team contacted Operational Support on two separate occasions and asked an employee if they could provide the amount charged for a specific property and the correct information was provided on both occasions.  The team also contacted Operational Support and asked them to explain the purpose of and provide details of the meetings with residents living in multi-storey accommodation to get their views on what services they would like to see developed in their blocks.  The employee provided a detailed response and was rated as extremely helpful.

The exercise confirmed that the team provides up to date information on services provided.  As a result of the exercise, employees will be provided with further service charge information, which will include costs and what service the tenant receives for this amount.

A service standard for repairs was introduced in May 2004, which explains what customers can expect from the repairs service.  In December 2004, the mystery shopping team contacted 34 tenants to compare service delivery against the service standard.  Out of the 34 tenants, 30 confirmed that they were told the maximum days it would take to complete the required work.  Out of the 34 tenants eligible for urgent or routine repairs, 29 reported that they were offered a suitable time and date for the operative to call.  Out of the 34 tenants, 14 tenants were unable to confirm that they had received a repair receipt, all of the tenants had their furnishings covered whilst work was carried out in their home and 33 tenants had their area tidied following the repair and arrangements were made to have any rubbish collected within two days.

An action plan has been implemented following the exercise and includes on-going training to be given to employees to ensure they are aware of the published service standard.  Where appropriate, results of the exercise will be discussed on a one-to-one basis with employees and the system in place for generating repair receipts will be looked at to ensure compliance with the published service standard.

RESOLVED –
That the outcomes from the mystery shopping exercises be noted.

86 EAST AND SOUTH AREA BOARD

The minutes of the East and South Area Board held on 6 December 2004 were submitted.

RESOLVED –
That the minutes be noted.

87 BOARD MEETING

The minutes of the Board Meeting held on 18 November 2004 were submitted.

RESOLVED – 
That the minutes be noted.

88 PERSONNEL COMMITTEE

The minutes of the Personnel Committee held on 3 December 2004 were submitted.

RESOLVED –
That the minutes be noted.

89 MANAGEMENT OF PERFORMANCE AND RESOURCES COMMITTEE

The minutes of the Management of Performance and Resources Committee held on 6 December 2004 were submitted.

RESOLVED –
That the minutes be noted.

90 DATE AND TIME OF NEXT MEETING

The next meeting will be held on Thursday 3 February 2005 at 2pm (venue to be confirmed).
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