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COMMUNICATIONS AND TENANT INVOLVEMENT COMMITTEE 

18 January 2005

PRESENT:

Directors


Ken Childs

Jim Willis

Advisers



Heather Fenwick
Business Development Manager

Stuart Gibson
Company Administrator

Apologies for Absence

Valerie Hodge

Esther Ward

37 APPOINTMENT OF CHAIR

RESOLVED –
That in the absence of the Chair and there currently being no Deputy Chair of this committee, Ken Childs be appointed to Chair this meeting of the committee.

38 APPOINTMENT OF DEPUTY CHAIR

RESOLVED –
That consideration of the appointment of a Deputy Chair of this committee be deferred until the casual vacancy on this committee has been filled.

39 MINUTES

The minutes of the last meeting of the committee held on 9 November 2004 were approved as a correct record and signed by the Chair.

40 MATTERS ARISING – MULTI-STOREY ACCOMMODATION COMPACT

In accordance with resolution (iii) of Minute 33, additional amendments made by the Readers Panel to the Multi-Storey Accommodation Compact will be sent to the Chair of this committee for approval.

41 LEASEHOLD COMPACT AND SERVICE STANDARDS

A report was submitted proposing the development of a Leasehold Compact and Service Standards for the company.  

Shaping the Future, the company’s compact for tenants and leaseholders sets out how tenants and leaseholders can currently be involved in the work of the company and the standards of service they can expect when getting involved.  A Leasehold Compact will take this one step further by developing opportunities for involvement specific to the needs of leaseholders.

Feedback from the inspection identified the need to develop clearly defined service standards with members of the Leaseholders Forum as a priority for the company.

The Housing Inspectorate identifies criteria for the assessment of leasehold management within its Key Lines of Enquiry. The development of a Leasehold Compact and Service Standards will reflect key elements identified as being provided by an excellent service.

A draft process and timetable for its development were submitted.

The Leaseholders Forum has established a sub-group to develop the documents over the next three months.  The sub-group will enable leaseholders to work closely with officers from different areas of the company to look at the standards of services they currently receive and how these might be developed to meet the specific needs of leaseholders.  Members of the Forum were asked to prioritise a list of service areas to ensure officers from those areas would be closely involved in developing service standards.

Consideration will need to be given to any additional resources required in developing involvement activities specific to leaseholders and any training or support needs arising from this.

RESOLVED –
(i)
That the development of a Leasehold Compact and Service Standards be agreed.

(ii) That the process and timetable attached as an Appendix to this report be agreed.

42 TENANTS AND LEASEHOLDERS SURVEY

The committee has been informed of a new annual survey to track satisfaction levels and received an update on the range and scope of satisfaction surveys currently undertaken.

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

The survey has been sent to all tenants and leaseholders as part of the January issue of The Gateshead Housing Company News.  Research into similar surveys carried out elsewhere indicates that typical response rates are between 5% and 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 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 survey will be used to help shape future action plans.

RESOLVED –
(i)
That the report be noted.

(ii) That a report be submitted to this committee on the results of the annual satisfaction survey.

43 TENANT INVOLVEMENT STRATEGY – PROGRESS REPORT

Progress on the production of a company Tenant Involvement Strategy was reported (Minute 27).

The draft strategy is currently being prepared following consultation with customers. It will be identified as the Customer Involvement Strategy in recognition of leaseholder involvement with the company.  It will be supported by an annual action plan developed from the Tenant Involvement Action Plan. It will address the recommendations made by the Housing Inspectorate with regard to involvement across the company.  It will also be supported by details of expenditure on involvement for 2004/05 and proposed resources for 2005/06, as well as performance indicators that will be agreed with customers.

Consultation on the strategy has produced mixed results. Focus groups, arranged with tenants who had already been involved with the company, had a limited attendance while postal questionnaires sent to 238 customers from the involvement database resulted in a 31% return rate. A focus group of leaseholders highlighted the need to develop current activities to actively involve leaseholders in the service areas specific to their needs. 

A telephone survey, conducted with 20 tenants who had not previously expressed an interest in getting involved with the company showed that 60% were aware of opportunities to get involved but only 20% had been involved. Tenants said they would be more likely to get involved if they could see the results of involvement and were given feedback on their views. 

Consultation with officers of the company to identify future options for extending tenant involvement and influence on services has highlighted a need for further training and information for officers on methods and techniques for involving customers. 

As a result of the consultation, the following early outcomes have been identified that will be included in the annual action plan: -

· the proposal for developing a compact and service standards for leaseholders will address the concerns of the leaseholders focus group.

· the strategy will address the concerns of those consulted by telephone by including feedback to customers and publicising of outcomes as a key element in the customer involvement process

· A toolkit for involvement will be produced to ensure a consistent approach and standard of involvement across the company, which will address the issues highlighted during consultation with officers.
A specific budget for customer involvement will be identified to support the strategy, as part of the 2005/06 budget setting process.

RESOLVED –
That the progress be noted.

44 DATE AND TIME OF NEXT MEETING

The next meeting of the committee will be held on Tuesday 15 March 2005 at 2.00pm at the Baltic Business Centre, Saltmeadows Road, Gateshead.
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