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	Report to East and South Area Board 

23 May 2005


	
	

	Title:  


	New tenancy visits performance for 2004/2005

	Report of:
	Principal Housing Services Manager

	
	


Purpose of Report

1. To inform the Area Board on performance results and customer satisfaction with new tenancy visits carried out during 2004/5.

Background

2. The service standard requires Estate Management staff to visit new customers within six weeks of the start of their tenancy to give a welcome and offer advice and support. 
3. This is an example of good practice in housing and estate management. In developing our approach we have learnt from others, for example Carrick Housing LTD, an ALMO with a three stars award and Pierhead Housing Association, an RSL with a two star award.
4. New tenants include those re-housed from the Housing Register, transfer applicants and those who have taken part in a mutual exchange of properties.

5. New tenants benefit from new tenancy visits in a number of ways:

· They get to know their Estate Officer and what service they provide.

· We provide advice and assistance on paying rent, service charges and other payments.

· We provide help, advice and advocacy for housing benefits, other benefits and debt counselling.

· We explain and confirm how they can access the repairs reporting service 

· We report and chase-up repair and maintenance matters.

· We offer practical advice about relationships with neighbours in the street, block or adjoining properties.

· We provide details of Residents groups or Tenant’s associations present in the area

6. Advice is also given on tenant’s rights and obligations under the Tenancy agreement and an outline of the tenant’s responsibilities in relation to:

· Anti-social behaviour and nuisance

· Condition of property including external areas and gardens

· Tenant’s improvements

· Rechargeable repairs

· How to end the tenancy

7. Guidance and information is also provided on Gas servicing/safety checks; where Homestyle decoration vouchers have been issued, the Estate officer checks for evidence that re-decoration is being carried out; the Estate Officer ensures the questionnaire on the letting standard is completed and returned.

8. The Estate Officer is able to see how new tenants are settling into their homes and pick up early signs on the viability and sustainability of the tenancy and to deal with issues at a very early stage.

          Performance Monitoring

9. The target that Estate Management staff work to is that all new Tenants are visited in their homes within six weeks of the start of the tenancy.

10. At sign-up new tenants’ details are entered onto a spreadsheet that sets the six week target date. Progress in contacting the new tenant is recorded and monitored stage by stage i.e. the date when a card is left at the property, the date when letters sent and the actual date the visit was successfully carried out.

11. The total number of lettings for 2004/2005 was 1825. Because the visits need to be undertaken towards the end of the six-week settling in period, out of that figure 1526 New tenancy visits were due to be carried out by the year-end. Of those 1153 successful New tenancy visits were carried out (See full results at appendix 1). 

12. A total of 329 did not respond to attempts to arrange a visit and were sent a letter with information about how to contact their Estate Officer should they need to access our services. Their rent accounts are monitored alongside all others by neighbourhood Rent and Income Teams and a separate desk-top exercise is carried out which examines all Introductory tenants early into and throughout their probationary period.

13. A total of 44 New Tenancy Visits are still in progress.

Customer satisfaction

14. Customer satisfaction telephone surveys have been carried out for NTVs due during 2004/2005. (See copy of survey form at appendix 2 and the summary of satisfaction survey results at appendix 4).

15. The survey found that a high percentage of respondents (85%) said that the NTV appointment was arranged during their sign-up of the property.

16. A very high percentage of respondents (94%) said their NTV took place within six weeks.

17. The majority of new customers who responded to the surveys said they felt that it was important for all new customers to receive a New Tenancy Visit and they found their own visit helpful and informative.

Customer profile

18. The telephone survey provided an opportunity to further update the Customer profile information (see Customer profile form at appendix 3).

What we have learned

19. Customers recognise the importance of the New Tenancy Visit procedure because it establishes a positive relationship between the new customer and The Gateshead Housing Company very early into their tenancy.

20. The procedure is beneficial to the customer because it provides useful information, advice and access to support.

21. The procedure is beneficial to the Company and wider interests of the Community because it helps towards the prevention of rent arrears and other debts, breaches of tenancy issues and antisocial behaviour due to the proactive nature of the work.

22. We need to collect information from a larger customer sample which we will do by being more proactive when we sign-up new tenants.

23. A high percentage of customers are happy with their new home.

Action required

24. The statistics at appendix 1 show that the procedure is still bedding in and we need to work toward improving the success rate. This will be achieved by emphasising the importance to tenants of keeping appointments made at sign-up for these visits and sending them a reminder letter before their visit is due.

25. The success rate should also improve when  the Voids and Lettings Teams become more established as this will allow the Estate Officer Teams in the out-based offices to concentrate more on direct customer service out on estates.

26. There is a need to develop procedures to improve the success rate and sample size in carrying out customer surveys.

Recommendation

27. The Area Board is recommended to note the contents of this report.
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Contact:  Brett Routledge
Tel No:  (0191) 433 2380

Appendix 1

	South & East NTVs

	

	Offices
	NTVs to do
	In progress
	NTVs completed
	Procedure completed without contact.

	
	
	
	
	

	East
	286
	22
	193
	71

	South
	408
	2
	364
	42

	Area Total
	694
	24
	557
	113

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Offices
	NTVs to do
	In progress

%
	NTVs completed

%
	Procedure completed without contact. %

	
	
	
	
	

	East
	286
	7.7%
	67.5%
	24.8%

	South
	408
	0.5%
	89.2%
	10.3%

	Area Total
	694
	3.5%
	80.2%
	16.3%

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	Area
	Number of Lettings
	
	

	
	East
	319
	
	

	
	South
	462
	
	

	
	Area Total
	781
	
	


	West & Central NTVs

	

	Offices
	NTVs to do
	In progress
	NTVs completed
	Procedure completed without contact.

	
	
	
	
	

	Central
	258
	6
	196
	56

	Inner West
	314
	2
	255
	57

	West
	260
	12
	185
	63

	Area Total
	832
	20
	636
	176

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Offices
	NTVs to do
	In progress

%
	NTVs completed

%
	Procedure completed without contact. %

	
	
	
	
	

	Central
	258
	2.3%
	76.0%
	21.7%

	Inner West
	314
	0.6%
	81.2%
	18.2%

	West
	260
	4.6%
	71.2%
	24.2%

	Area Total
	832
	2.4%
	76.4%
	21.2%

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	Area
	Number of Lettings
	
	

	
	Central
	353
	
	

	
	Inner West
	411
	
	

	
	West
	280
	
	

	
	Area Total
	1044
	
	


	Borough

	Offices
	NTVs to do
	In progress
	NTVs completed
	Procedure completed without contact.

	
	
	
	
	

	Central
	258
	6
	196
	56

	Inner West
	314
	2
	255
	57

	West
	260
	12
	185
	63

	East
	286
	22
	193
	71

	South
	408
	2
	364
	42

	Borough
	1526
	44
	1193
	289

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Offices
	NTVs to do
	In progress

%
	NTVs completed

%
	Procedure completed without contact. %

	
	
	
	
	

	Central
	258
	2.3%
	76.0%
	21.7%

	Inner West
	314
	0.6%
	81.2%
	18.2%

	West
	260
	4.6%
	71.2%
	24.2%

	East
	286
	7.7%
	67.5%
	24.8%

	South
	408
	0.5%
	89.2%
	10.3%

	Borough
	1526
	2.9%
	78.2%
	18.9%

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	Area
	Number of lettings
	
	

	
	Central
	1044
	
	

	
	South & East
	781
	
	

	
	Total
	1825
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New tenancy visit Satisfaction survey

	
	Please tick

	
	Yes
	No

	When you signed for your new home, was an appointment made for an officer to visit you at home?
	
	

	If so, did this take place within six weeks of the start of your tenancy? 
	
	

	During the home visit were you given advice or information on the following:
	

	· Paying your rent and other charges
	
	

	· Entitlement to benefits
	
	

	· Repairs to your home
	
	

	· Respecting your neighbours
	
	

	· Acceptable behaviour
	
	

	· Looking after your home
	
	

	· How to end your tenancy
	
	

	· Local tenants and residents groups or associations (where applicable)
	
	

	Were you asked if the Gas safety check had been carried out?
	
	

	Were you asked if you received a decoration allowance/vouchers
	
	


	Please put a tick in the box
	Very helpful
	Fairly

helpful
	Not helpful at all
	Not Sure


	Any comments you would like to make?

	How helpful was the advice and information on: -
	
	
	
	
	

	Payment of rent and charges
	
	
	
	
	

	Welfare benefits/Housing Benefit
	
	
	
	
	

	Reporting repairs and the repairs service
	
	
	
	
	

	Your responsibilities as a tenant
	
	
	
	
	


	Please put a tick in the box
	Very important
	Fairly

Important
	Not Sure
	Fairly unimportant 


	Not at all important

	How important is it that new tenants receive a visit within 6 weeks of the tenancy starting?


	
	
	
	
	


	Please put a tick in the box
	Very satisfied
	Fairly

satisfied
	Neither
	Fairly

dissatisfied
	Very

dissatisfied

	Overall how satisfied were you with the new tenancy visit?


	
	
	
	
	


Are you happy with your new home?    Yes                                     No                       

Comments 




Your Details

           Name:______________________________________________________

           Address:____________________________________________________


____________________________________________________________


Post Code: __________________________________________________

Telephone Number:___________________________________________


E-mail Address:
____________________________________________
Are you interested in becoming part of an interest group to look at further issues that are important to tenants and leaseholders?




 Yes 


     No 

If you have indicated you are interested in further involvement, we will contact you in the near future about further opportunities for you to give your views and help develop services that you receive. Further information can be obtained from Mark Johns or Andrea Wheatley, telephone (0191) 433 5380 / 1

Thank you for helping The Gateshead Housing Company improve local housing.


                                                                                                               Customer Profile        

Tenancy address

	
	Post code
	

	Tel:
	
	Mob:
	
	Email:
	


Members of Household – Please give detail of all persons living together at the tenancy address.

Attach a second sheet if needed.

· For Ethnic origin please write the appropriate number from the list at the bottom of the page

· If the person would consider they had disability, then write the appropriate number from the list at the bottom of the page.

	Name
	Male or Female
	Relationship main tenant
	Date of birth
	Ethnic origin

(code below)
	Any disability?

(code below)
	Office use  

(person ref)

	
	
	tenant
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


Additional household information requirements

	Large print(
	Braille  (
	Audio tape (
	Other language (specify)
	


If you would like information about your tenancy to be sent to a carer or a family member, instead of being sent to you, then please provide their details below:

	Name
	

	Address
	
	Post code
	

	Tel:
	
	Mob:
	
	Email:
	

	Please state what relation this person is to you (e.g. carer, daughter etc)
	


Ethnic Origin

	White
	Asian or Asian British
	Chinese or Other Ethnic Group
	Mixed
	Black or Black British

	01 British
	04 Indian
	08 Chinese
	10 White and Black Caribbean
	14 Black Caribbean

	02 Irish
	05 Pakistani
	09 Other ethnic Group
	11 White and Black African
	15 Black African

	03 Other White
	06 Bangladeshi
	 
	12 White and Asian
	16 Black British

	 
	07 Other Asian
	
	13 Other mixed
	17 Other


Disability

	01 Blind or partially sighted 
	04 Deaf or Hearing impairment
	07 Other disability (Please specify)

	02 Wheelchair user
	05 Mental health disability
	 

	03 Other mobility difficulties
	06 Learning disability
	


If you have any further queries please contact The Gateshead Housing Company on tel 0191 433 5387



New Tenancy Visits – Performance Report Summary

A series of mystery shopping surveys were carried out in November 2004 and April 2005. 

This involved telephoning over 200 new tenants across the borough that had received new tenancy visits in 2004-05. 

60 tenants were successfully interviewed across all areas and all offices however due to incomplete surveys and difficulty in achieving full answers from some customers, 33 questionnaires are the sample for this report. 

1. 85% of the people said that they were made an appointment for a new tenancy visit at sign up stage, the small amount of people who had not been offered an appointment then commented that they had been made one by a telephone call, or card put through their door.

2. 94% of respondents receiving a new tenancy visit stated that they had received it within 6 weeks of their tenancy start date. This is an excellent figure, highlighting the efficiency of area offices, particularly in light of some of the difficulties in contacting tenants (where first letters have been sent etc)

3. 87% of people answered ‘yes’ when asked whether they received beneficial advice from their estate officer during their new tenancy visit. The most positive responses were about information regarding ‘respecting their neighbours’ (93%), ‘repairs issues’ (91%) and ‘ending their tenancies’ (91%)

4. There were some ‘no’ answers when asked about receiving information and advice about rent and benefits. This totalled at 18%. This question would be less relevant for those residents in full time employment however we do inform all new tenants of benefits available if they should need it in the future.

5.  24% of respondents said that they were not advised about residents groups in the area. This question would be less relevant for all areas; residents groups do not cover some. 

6. Nearly 80% of respondents thought that all of the advice offered during the NTV was very/fairly helpful.

7. 75% of respondents were asked if they had received a gas safety check, again this question is not relevant to all residents, particularly to those in multi storey block where there is no gas heating.

8. Out of the visits conducted, 34% did not get asked about decoration allowance. The procedures for decoration allowance are still being embedded at present; questions surrounding this subject will need revising according to new measures.

9. 78% of respondents stated that the new tenancy visit was important.

10.  78% of respondents were satisfied with the new tenancy visit procedure.

11.  Over 90% of people interviewed were happy with the allocation of their new   home.

12.  None of the respondents were interested in receiving any further information. This may reflect the way the question was asked or the kind of information offered and needs reviewing.
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