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Purpose of Report

1. To provide an update on modernisation of housing services including services provided from the local housing office network. The proposals are designed to ensure we increase access to services, provide a consistent level of service and services, which provide value for money.
2. In addition we understand that the modernisation of housing services must free up officer time to focus on customer priorities. It is clear that in order to meet customer priorities we need to provide housing services from fewer outlets and free up officer time to address the priorities of a clean environment and anti social behaviour.

Background

3. The Gateshead Housing Company provide housing services to 23406 homes in Gateshead as of 1 April 2005, comprising 22708 Council Homes and 698 leaseholders across 5 Neighbourhood Areas.

The table below details the stock profile for each Neighbourhood. 
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Housing services are provided from 15 local housing offices and 1 part time payment office at Dunston Activity Centre.

4. In September 2003 Gateshead Council implemented a review of the housing office network following consultation with customers and stakeholders. 

5. An important element of September 2003 review was the establishment of the repair reporting service which resulted in a reduction in demand for services from the housing office network. In addition the review set out to maximise the amount of time Estate Officers spent on estates and established the specialist Rent and Income teams in each neighbourhood. 

6. To facilitate these objectives 6 housing offices and the payment office at Dunston Activity Centre had their opening hours reduced to open on a part time basis with the consequence that in these offices more Estate Officer time on estates has been achieved.

7. At that time it was agreed that the housing office network would be reviewed again within 12 months. The review commenced September 2004 with an analysis of the number of customers using all housing offices, contact methods, satisfaction with office facilities and measurement of employee activity. 

8. In developing the company business plan we consulted extensively with customers, stakeholders, employees and board members. The Business Plan timetables the modernisation of housing services including the review of the housing office network for implementation in April 2006.

9. At the Board meeting on 14 April 2005, the Board agreed to the housing office review, requesting a further report to Performance and Resources committee in June 2005
Progress update 
10. To inform this report business monitoring exercises have been undertaken to assess customer contact with housing offices and estate officer activity. 

11. A series of public meetings were held in May 2005 to discuss comprehensive and accurate information on services, including costs and benefits when presenting options for improvement to the housing office network as part of the housing office review. The meetings were promoted via posters in the housing offices, an article in the April newsletter to all customers and the web site. A copy of the newspaper article is attached at appendix 1a and the leaflet at 1b. 

12. Customer and stakeholder meetings were also held in May 2005 with Councillors, leaseholders, customers living in multi storey and sheltered accommodation, disability groups and a variety of other stakeholder organisations, including diversity groups, to provide an opportunity to inform and shape the review. 

13. During October and November 2004 a business monitoring exercise was conducted to measure the number of tenants that contacted the weekly office surgeries at Chandless and High Lanes and Millennium House. The monitoring exercise highlighted an extremely low level demand for  housing company services. Having considered the staffing resource implications, the Disability Discrimination Act requirements and the low level of business activity it was agreed that these weekly surgeries were not sustainable. Following consultation with customers and Gateshead Council the company have ceased operating from these service points.
To inform this review we have considered the following key areas (appendix 2)

Business Monitoring Information (appendix 2a)

· Office opening times- which were generally felt to be adequate or good

· Busiest Periods for various contact methods. The results demonstrated that Monday was the busiest day for telephone calls, visits and payments.

· Transaction costs per visitor/telephone calculated from the number of employees operating form each office and the numbers of contacts by telephone/visit 

· Measuring Estate Officer activity demonstrated that Estate Officers spend 43% of their time were engaged in out of office activity away from the office. 

· The average amount of Estate Officer time spent out of the office for full time offices is 37%. 

· The average amount of Estate Officer time spent out of the office for part time offices is 47%.

Disability Discrimination Act Compliance costs for offices (appendix 2b) 

14. The Board meeting 14 April 2005 received details of the programmed capital and revenue works which had been agreed with Gateshead Council to ensure that all housing offices compliant with the Disability Discrimination Act. The programme for 2005/06 identifies expenditure of  £220,000 however Disability Discrimination Act compliance work will require to be linked to the modernisation of housing services.

The results of the recent customers priority survey May 2005 (appendix 2c)

15. The priorities for customers showed that ‘repairs being done quickly and well’ was their top priority, followed by ‘a clean and well maintained environment’ and ‘anti social behaviour dealt with effectively’. 

16. ‘Services available at evenings and weekends’ and ‘housing offices which are easy to visit’ were not significant priorities for our customers coming 12 and 13th in the list of priorities respectively.

17. Customers consider ‘enquiries dealt with promptly at the point of contact’ and ‘value for money for your rent and service charges’ to be priorities. 

18. Easy access to services by e-mail and internet was the lowest priority for customers.

19. A clean and well maintained environment was the second highest customer priority. We know from the analysis of Estate Office activity that on average 37% of Estate Officer time is spent out of the office. In order to reflect customer priorities we have published a programme of Estate Tours which customers are encourage to get involved in.

20. In addition we have established a void management team (May 2005) and lettings (June 2005) teams who will provide dedicated management of these areas of operation. By establishing these teams we are able to increase the capacity in the area office network to enable them to increase the % of time spent out of office in delivering estate management services more visibly on estates. However the housing office teams will still have a role to play in improving void and lettings performance and are currently the first point of contact for customers seeking housing advice

21. Dealing with anti social behaviour effectively was the third highest customer priority.  A review of anti social behaviour management has been undertaken. The proposals set out in this review and reported to Performance and Resources Committee 16 June 2005 are designed to ensure proactive case management and the extension of an out of hours service up until 8pm across all 5 neighbourhood areas to extend our ability to offer advice to residents and carry out proactive and targeted work. It will also be necessary to further review of the structure of the Neighbourhood Relations team in line with the modernisation of housing office services.

Employee priorities -results of the employee priority research survey May 2005

22. The results of the employee priority research are very similar to the priorities identified by customers.

23. Results for employees showed that ‘anti social behaviour dealt with effectively ’ was their top priority, followed by ‘repairs done quickly and well’ and ‘a clean and well maintained environment”. 

24. ‘Enquiries dealt with promptly at the point of contact’ and ‘value for money’ both featured in the top half of employee priorities. 

25. ‘Services available at evenings and weekends’ and ‘housing offices which are easy to visit’ were not significant priorities for employees.

Customers consider ‘enquiries dealt with promptly at the point of contact’ and ‘value for money for your rent and service charges’ to be priorities. 

The recent customer satisfaction survey January 2005 (appendix 2d)

26. In January 2005 TGHC sent a survey to all tenants and leaseholders called  “We need your views.”  The following is some of the key facts from the 2,045 responses received which inform the housing office review.

Headline Findings 

Respondents:

· A total of 2,045 responses were received, representing 9% of all tenants and leaseholders

· 0.9% of tenant respondents were from an ethnic minority group. No leaseholder respondents were from an ethnic minority group.

· 47.3% of tenants said that either they or a member of their household had a disability or impairment. 34% of leaseholders said that either they or a member of their household had a disability or impairment.

· 2.4% of tenant respondents were aged up to 25 years, and 53% aged 60 or over. No leaseholders were aged up to 25 years and 45.2% were 60 or over.


Summary of the results 

· 81% of customers normally contact TGHC by phone

· The main reason for contacting TGHC is to report a repair – 63%

· 70% of respondents feel it is easy or very easy to get the right employee to talk to with to answer their query.

· 71% of respondents felt their enquiry was resolved by TGHC.

· 69% of respondents replied ‘yes’ when asked if they ever visit housing offices

· Of the 31% that do not visit an office 57 % contact TGHC by phone or e-mail.

· 54% of respondents that ever visit an office visit the office once a month or less.

· Of the 69% of respondents that ever visit an office 66% visit to pay their rent.

· Only 14% visit for general help and advice.

· 86% of respondents consider local office opening times adequate or more than adequate.

27. The priorities of respondents were repairs and maintenance (26%), the overall quality of their home (15%), improving the look of the estate (14%) and dealing with anti-social behaviour (13%
28. In summary most customers contact the company by phone and the vast majority of customers who visit offices do so to pay rent or council tax.

The costs of making suitable the existing office network (appendix 2e)

29. Suitability and sufficiency assessments have been carried out for each of the offices. Each office has been assessed on its existing size, layout and use of space as to whether the property and/or site would lend itself technically to addressing the deficiencies highlighted. Limitations such as building size, plot size and construction type were weighed against the potential for refurbishment or redevelopment alongside the amount of existing occupied space which would have to be displaced to accommodate the works. These combined elements reflect the viability of each office.

30. Not all offices are suitable to provide sufficient space for modern facilities. The following offices were deemed not to be technically viable for refurbishment, principally due to the size or limitations with adapting the building fabric. The estimated cost of works to these properties would be £298,000.

Sheriff Hill 


Ryton



Highfield


Office locations (appendix 2f)

31. Currently 2,072 Council properties do not lie within one mile of a housing office. However there is overlap with 13 offices.
The impact of the Right to Buy (appendix 2g)

32. The reduction in number of Council homes since the introduction of the Right to Buy has to date not been reflected in the location and services provided via the housing office network that was set up to provide services to council tenants.
Income Collection

33. An analysis of current cash collection transaction costs is provided at appendix 3.

In summary transaction costs are as follows:

	Method
	Transaction Cost

	Standing Order
	0.69p

	Post Office Payment 
	0.45p

	Housing Office 
	0.86p * 

	Direct debit 
	0.05p

	Automated telephone payment 
	0.20p launched May 2005


*
Average cash collection cost per transaction across the housing office network

34. In addition further payment options have been considered and appendix 3 details the costs provided by allpay.net. Based on the current transactions of 260,000 annually made to the company via the Post Office. allpay.net have confirmed that as members of the Northern Consortium we could obtain a  cost per transaction for swipecard payments at 42p. This cost could rise to 43p if payment transactions made by this method fell below 250,000 annually. 

35. Via All Pay accessibility for customers is improved with the opportunity to make payments in the evening, at weekends and in some cases during bank holidays.

Strategic Fit with Gateshead Councils Customer Service Strategy

36. Gateshead Council approved on 23 November 2004 its customer service strategy to ‘ enable better access to better quality services to residents, visitors and businesses across the Borough.’  A summary of the key outcomes are set out in appendix 4.  

37. In developing our approach to the modernisation of services we have developed strong links to the Councils customer service strategy approved on 23 November 2004, which aims to:
· improve access to services by telephone or internet up to 24    hours a day, 7 days a week.

· provide services through a small number of customer service centres with extended opening hours

· provide services which are consistent, coordinated and proactive.
38. Through the modernisation of housing services including the review of the housing office network we aim to demonstrate clear linkages to the Councils customer service strategy and demonstrate value for money as we improve services.  

External learning

39. To inform this report visits have been undertaken to Manchester, 

Warrington (Golden Gates) and Sheffield Homes.  

40. In addition Housing Quality have provided the results of a housing offices by 6 housing organisations which identified that a housing office would need a minimum of 8 employees to function effectively.

41. Currently 12 of our offices operate as follows:

Blaydon 
- 6.5 employees*

Highfield 
- 4 employees

Ryton 

- 3 employees

Old Fold 
- 2.5 employees

Low Fell 
- 7.2 employees*

Springwell 
- 4 employees

Wrekenton 
- 7.2 employees

Birtley 
- 7 employees

Whickham 
- 6.5 employees*

Dunston 
- 4 employees

Teams 
- 5 employees

Sheriff Hill 
- 4 employees

Employees calculated as FTE excluding Rent and Income Teams*

Summary

42. It is clear from the results of the Priority Research Survey that customer priorities are focused on service delivery in area such as repairs, estate management and responding to anti social behaviour. 

43. From the results of the customer satisfaction survey and our business monitoring exercises it is clear that the vast majority of customer contacts are made to the company via the telephone. We need to consider how best we can understand fully the requirements of customers, answer enquiries at the first point of contact and manage customer service activity in a comprehensive way.

44. As expected results from the business monitoring exercise demonstrate that the number of telephone contacts made by customers for repairs has diminished. For example telephone contacts at housing offices for repairs fell from 12,489 in October 2002 to 2455 in April 2004. With the introduction of the telephone freephone to report repairs it is expected that this figure will further fall.

45. In addition the business monitoring exercises demonstrated that overall area offices received 2000 less visits in the period April 2004 compared to visits made to offices in October 2002.

46. The customer satisfaction survey identifies that the majority of customer visits to the housing network are made in connection with making rent payments.  

47. The business monitoring exercise identified that office experience high volumes of phone calls regarding letting queries. It is clear that the modernisation of housing office services and review of the housing office network will need to be aligned with the implementation of Choice Based Lettings which is timetabled for April 2006. 
48. There are significant cost implications linked to updating the existing housing office network to comply with the requirements of the Disability Discrimination Act (£550,000) and achieve suitability and sufficiency (£417,750).

49. A cost benefit analysis which takes into account the results of the business monitoring exercise, the requirements to comply with the Disability Discrimination Act and the need to achieve consistency in the area office network to meet suitability and sufficiency requirements highlights a number of offices which require high investment while having relatively low levels of business activity. 

50. In summary the results of the housing office review can be outlined as follows:

West 

· Highfield is a part time office that has been assessed as not being technically viable to improve to meet the suitability and sufficiency requirements.

· Ryton is a part time office that has been assessed as not being technically viable to improve to meet the suitability and sufficiency requirements. Numbers of rent transactions are the lowest in the borough and cost per rent transaction high at £1.38 per rent transaction. 

· Gateshead @ Blaydon offers a modern customer service point that is well used.

Inner West 

· Whickham, Dunston and Teams. From the surveys of the office buildings in the Inner West it is apparent that the existing buildings are in need of extensive expenditure to meet suitability and sufficiency requirements and compliance with the Disability Discrimination Act. In Inner West there is a need to review the portfolio of housing offices to establish service point/s that will meet the requirements of customers and provide a modern and efficient housing service. This will require some amalgamation of housing office services into one or more locations. The business monitoring exercise demonstrates that the Teams office provides the lowest transaction costs in the housing office network reflecting both the size of the team and the contacts made by customers. 

· The rent payment office at Dunston Activity Centre operates on a part time basis with relatively low transaction numbers. 

Central

· Sheriff Hill has been assessed as not being technically viable to improve to meet the suitability and sufficiency requirements.

· The location of the Central area housing team based in the Civic Centre offers customers a modern customer service point that is well used.

South

· Springwell housing office is a part time office and has been assessed as requiring over £160,000 of expenditure to meet the both the suitability and sufficiency requirements and in order to comply with the Disability Discrimination Act. In addition the business monitoring exercise demonstrated that this office has a very high transaction cost per contact/visit of over £28 per transaction. 

· Low Fell office offers a customer service point located close to amenities and has opportunities for improvement both in terms of suitability and sufficiency costs and Disability Discrimination Act compliance.
· Wrekenton housing office offers a customer service point that is located close to amenities and has opportunities for improvement both in terms of suitability and sufficiency costs and Disability Discrimination Act compliance. Initial design work has taken place in order to provide a modern customer service point with works programmed for August 2005. Business monitoring costs are relatively low and this office has office space on the first floor to accommodate additional employees.

· Gateshead @ Birtley offers a modern customer service point that is well used.

East

· Felling office offers a customer service point located close to amenities and has opportunities for improvement both in terms of suitability and sufficiency costs and Disability Discrimination Act compliance. Initial design work has taken place in order to provide a modern customer service point with works programmed for August 2005. 

· Old Fold office is a part time office with 2.5 Full Time Equivalent employees serving relatively few customers. There are opportunities for improvement of this office both in terms of suitability and sufficiency costs and Disability Discrimination Act compliance however the business monitoring exercise demonstrates a low level of business activity. 

· Leam Lane office is timetabled to move into new premises at Gateshead @ Leam which will offer a modern customer service point for the customers from August 2005.

Opening hours

51. The opening hours of housing offices are not standard across the network. Delivering services in this way is unsustainable for a number of reasons:

· Services are delivered via an office network, which was first initially introduced in 1974 and has not be redesigned since.

· Despite the decrease in the properties managed the service design remains one that operates from a wide number of service outlets 

· In operating a number of part time offices opening times for customers across the housing office network are inconsistent

· We have recently recruited a number of temporary employees to ensure that in the short term we provide adequate office cover at peak times including lunch time cover.
· Customers can access repair reporting services up until 8pm Monday to Friday and up to 12 noon on a Saturday. 
· In addition we are currently reviewing the management of anti social behaviour with a view to extending advice and pro active partnership work up until 8pm Monday to Friday across the borough
· The Springwell office currently provides access to housing office services on a Monday evening however the business monitoring exercise demonstrates that this office has the highest transaction cost per contact/visit at over £28 per transaction.   
Income collection

52. Currently, the cashiering service is delivered through 8 full time housing offices, 1 part time housing office at Ryton and 1 payment office at Dunston Activity Centre. The way we deliver this service is unsustainable for a number of reasons:

· Currently there is a wide variation in office transaction costs for cash collection ranging from £1.63 per transaction at Whickham to £0.64 per transaction at Felling. 

· By way of example rent transaction numbers are relatively low at Ryton, Dunston Activity Centre and Whickham 
· We have recently recruited a number of temporary employees to ensure that in the short term we provide adequate office cover at peak times including lunch time cover.
· There is limited opportunity for customers to pay cash at evenings or at weekends with opening hours for cashiering outlets centred around office opening times and the limited access to the Post Office network.

· The new payment automated telephone touchtone payment option launched in May 2005 offers customers the opportunity to pay rent at a convenient time 24 hours a day. 

· The demand for payment options such as Direct Debit is becoming more popular. 

· As a consequence in the growth of Direct Debit other methods of payment become increasingly expensive given that the number of transactions made via other options decreases.  

· The option to pay via standing order represents the most costly method of payment transaction 

· The housing stock has diminished and there is a reducing number of cash transactions           
Proposals

Proposal 1 - Housing Office network

(i) By July 2005 develop with customers a clear programme, which sets out the phased introduction of a rationalised, effective and housing service operating from fewer service outlets with consistent office hours for implementation by April 2006.

Proposal 2- Customer Services

(i) By April 2006 the post of Customer Service Manager will develop a dedicated team of employees within the housing office network to provide excellent customer facing frontline services.

(ii) A clear project plan be developed by September 2005 with customers and employees taking account of the significant people, change, communication and training programme required to improve services.

Proposal 3 - Customer Relationship Management (CRM)

(i) Access and monitoring of service requests and service standards  be developed via a range of channels including via Customer Relationship Management (CRM) technology by April 2006. As part of this development we consider with customers the opportunities to extend telephone contact opening hours for housing management services. 

Proposal 4 – Income Collection

(i) We seek to procure a payment option by August 2005 which offers  customers a wider choice of cash payment outlets. The payment option procured should allow for payments to be made at evenings and weekends.

(ii) We phase out standing order as a payment option and take active steps to convert these payers to other options but primarily direct debit.

Financial implications

53. The Director of Finance and ICT confirms that the resource implications of Proposals 2 and 3 will need to be identified in order to inform the development of these projects. 

54. The procurement of the payment option in Proposal 4 in itself would generate savings of over £5,252 per year on transaction costs and be self financing over a maximum of 3 years. At the same time this payment option would increase the number of outlets available to customers to pay cash and extend the hours that customers can pay to include weekends and evenings. 

55. Further efficiencies will be generated by linking the procurement of the payment option to the programme to review the housing network. Annual estimated savings on transaction costs equate to a minimum of £20,000 annually.  

56. Further efficiencies will be generated by the phasing out of temporary Housing Management Assistants located in the area office network linked to the review of the housing office network. Estimated savings equate to a minimum of £117,551.24 annually.

Recommendation

57. Committee is asked to:

(i) comment on the proposals outlined in this report 

(ii) receive a report on the resource implications to establish a company contact centre and Customer Relationship Management (CRM) technology 

(iii) receive a report in July 2005 on a programme developed with the customers that sets out the phased introduction of a rationalised, effective and focused housing office service, which provides consistent office hours 

(iv) recommend that an initial discussion takes place with the Trade Union on the content of this report in June 2005 

(v) recommend that we seek with the Council to procure a payment option which will offer customers a wide selection payment outlets and the ability to pay at evening and weekends by August 2005.    

Contact:  Neil Bouch, Director of Housing Management 
Tel No:  (0191) 433 5303

Appendix 1a

Newspaper Article

Residents Can Help Identify Housing Priorities 

Date: 30/04/05 

The Gateshead Housing Company is asking thousands of its tenants and leaseholders to come and give their views on the range of services that the company provides to local people.

The company, which manages just under 23,500 homes for Gateshead Council, is undertaking a major review of its housing services, including those provided at local offices across the whole borough.

Residents are being invited to 15 meetings during May, to help identify the top priorities for the company to address during the year ahead, and then beyond.

The meetings will ask residents for their views on repairs, anti-social behaviour, the ‘value for money’ of rents and charges, how easy local offices are to visit, and whether more services should be available in the evening or at the weekend.

Any tenant or leaseholder of the company can attend the meetings, which are being held at:

Old Fold 
-
Bede Community Centre on Tuesday, 10 May at 2pm. 

Leam Lane 
- 
Methodist Church Hall on Tuesday, 10 May at 6pm. 

Highfield
- 
Highfield and Rowlands Gill Club on Tuesday, 10 May at 7pm. 

Wrekenton 
- 
Wrekenton Community Centre on Tuesday, 10 May at 7pm. 

Sheriff Hill 

- 
The Elgin Centre on Tuesday, 10 May at 7.30pm. 

Whickham 
- 
Lobley Hill Community Centre on Wednesday 11 
May at 2.30pm. 

Dunston 
-
Dunston Activity Centre on Wednesday, 11 May at 


7pm. 

Felling 
- 
Felling Community Centre on Thursday, 12 May at 


10am. 

Blaydon 
-
Gateshead Council @ Blaydon on Thursday, 12 
May at 10am. 

Birtley 

- 
Mary Sanders Hall on Thursday, 12 May at 



2.30pm. 

Springwell 
- 
Springwell Community Centre on Friday 13 May at 
2.30pm. 

Low Fell

 - 
Malton Green Village Hall on Monday, 16 May at 


1.30pm. 

Central Gateshead
 - 
The communal lounge of Warwick Court on Tuesday, 17 May at 2pm. 

Teams 
- 
The communal lounge of Eslington Court on 



Tuesday, 17 May at 2.30pm. 

Ryton 

- 
Ryton, Crawcrook and District Youth Centre on 



Wednesday, 18 May at 2pm. 

Bill Fullen, Chief Executive of The Gateshead Housing Company said: “We are constantly looking to improve both the quality and the value for money of the services that we offer to thousands of local people every day.

“This review of our services, which we want our tenants and leaseholders to play a major part in, will allow the company to identify its top priorities for not just the year ahead, but for many years to come.

“So I would say to our residents to come along to any of the meetings - your views are very important, and will help us to make our services even better in the future.”

Appendix 1b
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Appendix 2

Background

The Gateshead Housing Company provide housing services to 23406 homes in Gateshead as of 14 April 2005, comprising 22708 Council Homes and 698 leaseholders across 5 Neighbourhood Areas.

The table below details the stock profile for each Neighbourhood. 
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Housing services are provided from 15 Local Housing Offices as follows;

West
-

Highfield




Ryton (p)



Blaydon (p)

Inner West
-
Teams



Dunston**



Whickham (p)

Central  -

Central (p)



Sheriff Hill

East
-

Leam Lane (p)




Felling (p)



Old Fold

South
-

Birtley (p)




Wrekenton (p)



Springwell




Low Fell (p)

(p) denotes payment counter service available.

** denotes also Dunston Activity Centre payment Counter

red denoted full time office

blue denotes part time office

There are 9 offices that collect cash as well as providing a housing service. 

Role of offices

Housing Offices currently provides a range of services including;

· Tenancy management

· Estate management 

· Lettings 

· Housing advice

· Anti Social Behaviour Services

· Cash Collection – including Council Tax

· Rent and income services

· Enquiry counters – including to Council services

· Free phone services to alternative services

· Repair reporting for vulnerable customers

· Estate tours including environmental issues

· Garage management

· Contents Insurance

· Complaints and Compliments

· Accompanied Viewings

· New Tenant Visits

Appendix 2a

Business Monitoring Information

Following the implementation of the revised housing office network TGHC completed a business monitoring exercise in 2004 which measured how offices are used, how often they are used, why they are used, and who uses them. The report also measured Estate Officers, their duties, how their working day is structured, how much of their time in spent in and out of the office.
Opening Times

The review of the opening times concluded that;

28% of customers thought our opening times were very good.

47% of customers thought our opening times were good.

19% of customers thought our opening times were adequate.

4% of customers thought our opening times were poor.

1% of customers thought our opening times were very poor.

75% of customers thought that opening times were good or very good.

5% of customer thought that opening times were poor or very poor.

Busiest Periods

Visits

The busiest Periods for office visits are;

• Busiest day – Monday

• Quietest day – Thursday

• Busiest time – 8.45am to 10.30am

• Quietest time – 12pm to 1pm

Across the Borough most tenants visited our offices with ‘other’ queries from

10.30am to 12pm there was also a large number of visits to the payment

counters at this time.

Phone calls

The busiest Periods for phone calls are;

• Busiest day – Monday

• Quietest day – Tuesday and Thursday

• Busiest time – 8.45am to 10.30am

• Quietest time 12pm – 1pm

Most offices experienced high volumes of phone calls regarding letting queries

for the duration of the morning and from 2pm to 5pm, during the same period of

time tenants also had a number of ‘other’ queries.
Payment Counters

The busiest Periods for rent counters are;

• Busiest Day – Monday

• Quietest Day – Wednesday

• Busiest Transaction – Housing with an average busy day being Monday

• Quietest Transaction – Other with an average quiet day being Thursday

• Busiest Week in April – week ending 30 April 2004

The last week in each month was the busiest as most tenants/customers are paid at this time; it would be reasonable to assume this is when most bills would be paid. 

The busiest day of the month was the first

Monday of the month.

Transaction Costs comparisons

The business monitoring exercise provided an analysis the average transaction cost for customer contacts for each office. The analysis was based on the salary costs of employees based providing housing management services together with a measurement of visits and telephone contacts made to each office.

The analysis provided the following average transaction cost for each office.

	
	Transaction costs 

excluding payments

	Company
	8.14

	Teams
	3.74

	Dunston
	10.09

	Whickham
	9.37

	Blaydon
	4.63

	Ryton
	7.55

	Highfield
	12.25

	Low Fell
	9.81

	Birtley
	5.40

	Springwell
	28.19

	Wrekenton
	6.96

	Felling
	6.56

	Old Fold
	8.95

	Leam Lane
	8.57

	Central
	5.62

	Sheriff Hill
	11.39


Estate Officer activity

In April 2004 an Estate Officer from each housing office completed a timesheet that detailed how much time they spent completing reception duties, updating

computerised systems, telephone calls, interviews, write ups for estate

inspections, new tenancy visits and neighbourhood nuisance. Estate Officers also

recorded the amount of time spent out of the office on estate visits and meetings.

A summary of the findings showed that;

Estate Officer duties in office

• Reception/other cover 10%

• Updating computerized systems/ telephone duties/interviews/write-ups for 

   estate inspection/new tenancy visits/neighbourhood nuisance 48%

Estate Officer duties out of office

• Estate visits 38%

• Meetings 5%

Estate Officer activity by office and neighbourhood

	West Neighbourhood

	Office
	Percentage of Estate  Officer Time out of Office

	Ryton
	46 %

	Highfield
	51%

	Blaydon
	30%


	Inner West Neighbourhood

	Office
	Percentage of Estate  Officer Time out of Office

	Whickham
	20%

	Dunston
	44%

	Teams
	45%


	Central Neighbourhood

	Office
	Percentage of Estate Officer Time out of Office

	Central
	45 %

	Sheriff Hill
	60%


	East Neighbourhood

	Office
	Percentage of Estate Officer Time out of Office

	Leam Lane
	37%

	Felling
	35%

	Old Fold
	39%


	South Neighbourhood

	Office
	Percentage of Estate Officer Time out of Office

	Birtley
	30%

	Low Fell
	47%

	Wrekenton
	44%

	Springwell
	44%


The average amount of Estate Officer time spent out of the office for full time offices (highlighted in red) is 37%. 

The average amount of Estate Officer time spent out of the office for part time offices is 47%.

The average time combined was 43%

Appendix 2b

DDA compliance, suitability and sufficiency requirements

TGHC have undertaken a survey of 14 of the 15 housing offices within the housing office network. Leam Lane office has not been surveyed as employees here are due to be located to Leam Lane @ Gateshead in August 2005.

The surveys considered Disability Discrimination Act compliance requirements for each office as well as the suitability and sufficiency to provide modern facilities which would respond to the inspection by the Audit Commission. Particular consideration was given to comments regarding access to and the provision of user facilities described in the following extract from section 62 of the audit commission report.
 ‘Interview facilities in some offices are very limited, none of the offices have toilets for use by customers and there are limited resources to occupy children in public areas of offices.” 

The following programme of works to make all offices DDA complaint, has been agreed subject to the outcome of the housing office review. 

Disability Discrimination Act Programme of works

	Financial Year 2004/05
	

	Housing Office
	Estimated Cost
	Works Programmed

	Gateshead @ Birtley
	Financed by the Council
	March. 2005

	Gateshead @ Blaydon
	Financed by the Council
	March. 2005

	Civic Centre
	Financed by the Council
	March. 2005

	
	
	

	Financial Year 2005/06 £220000 available
	

	Housing Office
	Estimated Cost
	Works Programmed

	Felling
	£34,000
	May/June 2005

	Old Fold
	£43,000
	May/June 2005

	Ryton
	£18,000
	July/August 2005

	Wrekenton
	£20,000
	Aug-05

	Low Fell
	£30,000
	Aug-05

	Dunston
	£26,000
	Sept./Oct. 2005

	Teams
	£27,000
	Nov./Dec. 2005

	Miscellaneous works
	£22,000
	May 2005 to March 2006

	Total
	£220,000
	

	
	
	

	Financial Year 2006/07 £220000 available
	

	Housing Office
	Estimated Cost
	Works Programmed

	Sheriff Hill
	£9,000
	May/June 2006

	Springwell
	£100,000
	Oct./Dec. 2006

	Whickham
	£61,000
	Feb./March 2007

	Highfield
	£60,000
	April/May 2007

	Total
	£230,000
	


 Appendix 2c

Customer priorities

In March 2004 a survey was developed with priority research to measure what the priorities of all tenants and leaseholders were for TGHC. The survey uses conjoint analysis to measure the level of priority one service element receives compared to 17 other elements of service provided by TGHC.

We received 2303 completed surveys returned for the survey. This is more than double the response rate for the BVPI status survey.

The priorities for customers showed that ‘repairs being done quickly and well’ was their top priority, followed by ‘a clean and well maintained environment’ and ‘anti social behaviour dealt with effectively’.

‘Enquiries dealt with promptly at the point of contact’ and ‘value for money’ both featured in the top half of customer priorities. 

‘Services available at evenings and weekends’ and ‘housing offices which are easy to visit’ were not significant priorities for our customers coming 12 and 13th in the list of priorities respectively.

A clean and well maintained environment was the second highest customer priority. This needs to be reflected in the amount of time Estate Officers spend out of the office, delivering services in the neighbourhoods. This will further improve the identification and responsiveness to tackle environmental issues.

Customers consider ‘enquiries dealt with promptly at the point of contact’ and ‘value for money for your rent and service charges’ to be priorities. 

Easy access to services by e-mail and internet was the lowest priority for customers.
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Overall Priorities for Tenants and Leasholders

Appendix 2d

Customer Satisfaction Information

In January 2005 TGHC sent a survey to all tenants and leaseholders called  “We need your views.”  The following is some of the key facts from the 2,045 responses received which inform the housing office review.

Headline Findings 

Respondents:

· A total of 2,045 responses were received, representing 9% of all tenants and leaseholders

· 0.9% of tenant respondents were from an ethnic minority group. No leaseholder respondents were from an ethnic minority group.

· 47.3% of tenants said that either they or a member of their household had a disability or impairment. 34% of leaseholders said that either they or a member of their household had a disability or impairment.

· 2.4% of tenant respondents were aged up to 25 years, and 53% aged 60 or over. No leaseholders were aged up to 25 years and 45.2% were 60 or over.

Section 1 

When you get in touch with us, how do you normally do so?

	By phone
	1598
	81%

	Visit an office
	322
	16%

	E-mail or online
	36
	2%

	Write a letter
	20
	1%

	Total responses
	1976
	100%


What have you contacted us about in the last year?

	Repairs
	1696
	63%

	Rents and Benefits
	649
	24%

	Home transfers / exchanges
	161
	6%

	Neighbours
	146
	5%

	Other
	47
	2%

	Total contacts
	2699
	100%


How easy was it to get the right employee to talk with, to answer your query?
	Very easy
	472
	25%

	Easy
	852
	45%

	Not easy at all
	506
	27%

	Not sure
	70
	4%

	Total Responses
	1900
	100%


When you gave us your query, question or concern, was it resolved by our employees?

	Yes
	1319
	71%

	No
	388
	21%

	Not sure
	153
	8%

	Total responses
	1860
	100%


Section 2 – Local Offices

Do you ever visit any of The Gateshead Housing Company's offices?
	Yes
	1221
	69%

	No
	545
	31%

	Total responses
	1766
	100%


If no, why not?

	Use phone/internet
	325
	57%

	Housebound
	70
	12%

	Haven't felt need
	70
	12%

	Opening hours do not suit
	43
	8%

	Don't know where office is
	32
	6%

	Other
	28
	5%

	Total responses
	568
	100%


If yes, how often do you visit those offices?

	Once a week
	317
	24%

	Once a fortnight
	286
	22%

	Once a month
	245
	19%

	Less often
	465
	35%

	Total responses
	1313
	100%


If you visit our offices, what is your main purpose for doing so?

	Pay rent or Council Tax
	959
	66%

	Report a repair
	254
	18%

	Get help and advice
	198
	14%

	Other
	37
	3%

	Total responses
	1448
	100%


Thinking of your own needs, are our local office opening hours:

	More than adequate
	392
	21%

	Adequate
	1217
	65%

	Not adequate
	165
	9%

	Don't know
	103
	5%

	Total responses
	1877
	100%


Of the following services, which are the three most important to you?

	Repairs and maintenance
	1477
	26%

	The overall quality of your home 
	853
	15%

	Improving the look and security of local estates
	793
	14%

	Dealing with anti-social behaviour
	761
	13%

	Keeping tenants and leaseholders informed
	605
	11%

	Getting value for money for your rent or charges
	473
	8%

	How we allocate homes to people
	332
	6%

	Taking your views into account
	185
	3%

	Involving tenants and leaseholders in the management of their homes
	122
	2%

	Dealing with outstanding rent arrears
	114
	2%

	Total suggestions
	5715
	100%


Summary

· 81% of customers normally contact TGHC by phone

· The main reason for contacting TGHC is to report a repair – 63%

· 70% of respondents feel it is easy or very easy to get the right employee to talk to with to answer their query.

· 71% of respondents felt their enquiry was resolved by TGHC.

· 69% of respondents relied ‘yes’ when asked if they ever visit housing offices

· Of the 31% that do not visit an office 57 % contact TGHC by phone or e-mail.

· 54% of respondents that ever visit an office visit the office once a month or less.

· Of the 69% of respondents that ever visit an office 66% visit to pay their rent.

· Only 14% visit for general help and advice.

· 86% of respondents consider local office opening times adequate or more than adequate.

· The priorities of respondents were repairs and maintenance (26%), the overall quality of their home (15%), improving the look of the estate (14%) and dealing with anti-social behaviour (13%).

Appendix 2e

Suitability and Sufficiency Survey
The housing office surveys considered the suitability and sufficiency of each office to inform the office review.

Considerations

Each office has been assessed on its existing size, layout and use of space as to whether the property and/or site would lend itself technically to addressing the deficiencies highlighted. Limitations such as building size, plot size and construction type were weighed against the potential for refurbishment or redevelopment alongside the amount of existing occupied space which would have to be displaced to accommodate the works. These combined elements reflect the viability of each office.

Financial information is provided to give an approximate indication of the extent of the works envisaged, this is included for budget purposes only and was not used as part of this assessment.

Summary

The following offices were deemed to be technically viable for refurbishment at an estimated cost of £417,750

Wrekenton 
- £  88,000 

Whickham 
- £  75,000

Low Fell
- £  60,000 

Springwell 
- £  60,000

Teams 
- £  33,750

Dunston 
- £  55,000

Felling

- £  45,000

Old Fold 
- £    1,000 

The following offices were deemed not to be technically viable for refurbishment, principally due to the size or limitations with adapting the building fabric. The estimated cost of works to these properties would be £298,000.

Sheriff Hill 
- £ 82,500

Ryton

- £ 75,000

Highfield
- £ 70,500

The three offices which are not deemed technically viable suitable are as follows;

Sheriff Hill office

60% displacement of existing GF occupied space required.

100% remodelling of GF layout required.

30% additional space achievable from GF extension.


Estimated cost £82,500

Viability (
The property is a converted 2-storey mid link terrace dwelling.

It is not possible to accommodate the proposed facilities within the existing building footprint. The majority of the existing occupied space would need to be displaced. Extensive remodelling of the whole ground floor layout in conjunction with an extension to the rear would be required to accommodate the requirements of section 62. Whilst there is sufficient space for extension potential planning implications are envisaged in relation to adjacent housing stock which may restrict the amount of effective floor area achievable in a single storey extension. There is no dedicated parking for visitors. Limited provision is available by utilisation of residents parking. External lighting and signage could be improved.

Ryton office

100% displacement of existing GF occupied space required.

100% remodelling of GF layout required.

 50% additional space achievable from GF extension. 

Estimated cost £75,000

Viability (
The property forms part of the Councils Library.

It is not possible to accommodate the proposed facilities within the existing building footprint. Extensive remodelling of the whole ground floor layout in conjunction with a single storey extension to the rear would be required.There is limited space available at the rear for development which is likely to be insufficient to accommodate relocation of the existing occupied space or address section 62 requirements. This is a conservation area and planning restrictions are envisaged.Parking is on-street and very limited with no dedicated parking for visitors. External lighting and signage appears adequate.

Highfield office

100% displacement of existing GF occupied space required.

100% remodelling of GF layout required. 

40% additional space achievable from GF extension.

Estimated cost £70,500

Viability (
The property is a converted 2-storey mid link terrace dwelling. It is not possible to accommodate the proposed facilities within the existing building footprint. The majority of the existing occupied space would need to be displaced. Extensive remodelling of the whole ground floor layout in conjunction with an extension to the rear would be required to accommodate the requirements of section 62. There is limited space available at the rear for development which is likely to be insufficient to accommodate relocation of the existing occupied space. Occupation of an adjacent property would be required in order to retain facilities at this site.  Parking is on-street with no dedicated parking for visitors. External lighting and signage appears adequate.
Appendix 2f 

Location of offices

To inform the office review an analysis of office locations and distance to nearest alternative office was calculated. The following chart highlights the distance to the next nearest office.

	OFFICE
	Birtley
	Blaydon
	Central
	Dunston
	Felling
	Highfield
	Leam Lane
	Low Fell
	Old Fold
	Ryton
	Sheriff Hill
	Springwell
	Teams
	Whickham
	Wrekenton

	Birtley
	 
	 
	 
	 
	 
	 
	 
	2.9 m   4.7 km
	 
	 
	 
	 
	 
	 
	2.4 m    3.9 km

	Blaydon
	 
	 
	 
	 
	 
	5.1 m       8.2 km
	 
	 
	 
	2.7 m   4.3 km
	 
	 
	 
	 
	 

	Central
	 
	 
	 
	2.7 m     4.3 km
	 
	 
	 
	 
	1.3 m  2.1 km
	 
	 
	 
	1.7 m   2.7 km
	 
	 

	Dunston
	 
	 
	2.7 m     4.3 km
	 
	 
	 
	 
	 
	 
	 
	 
	 
	1.1 m   1.8 kn
	1.8 m     2.9 km
	 

	Felling
	 
	 
	 
	 
	 
	 
	 
	 
	0.9 m     1.4 km
	 
	1.3 m   2.1 km
	 
	 
	 
	 

	Highfield
	 
	5.1 m       8.2 km
	 
	 
	 
	 
	 
	 
	 
	4.8 m   7.7 km
	 
	 
	 
	 
	 

	Leam Lane
	 
	 
	 
	 
	 
	 
	 
	 
	2.8 m   4.5 km
	 
	 
	1.3 m        2.1 km
	 
	 
	 

	Low Fell
	2.9 m   4.7 km
	 
	 
	 
	 
	 
	 
	 
	 
	 
	1.1 m   1.8 km
	2.6 m     4.2 km
	 
	 
	1.8 m    2.9 km

	Old Fold
	 
	 
	1.3 m  2.1 km
	 
	0.9 m     1.4 km
	 
	2.8 m      4.5 km
	 
	 
	 
	 
	 
	 
	 
	 

	Ryton
	 
	2.7 m   4.3 km
	 
	 
	 
	4.8 m   7.7 km
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Sheriff Hill
	 
	 
	 
	 
	1.3 m   2.1 km
	 
	 
	1.1 m   1.8 km
	 
	 
	 
	 
	 
	 
	1.4 m   2.3 km

	Springwell
	 
	 
	 
	 
	 
	 
	1.3 m        2.1 km
	2.6 m     4.2 km
	 
	 
	 
	 
	 
	 
	0.9 m   1.4 km

	Teams
	 
	 
	1.7 m   2.7 km
	1.1 m   1.8 kn
	 
	 
	 
	 
	 
	 
	 
	 
	 
	2.7 m     4.3 km
	 

	Whickham
	 
	 
	 
	1.8 m     2.9 km
	 
	 
	 
	 
	 
	 
	 
	 
	2.7 m     4.3 km
	 
	 

	Wrekenton
	2.4 m    3.9 km
	 
	 
	 
	 
	 
	 
	1.8 m    2.9 km
	 
	 
	1.4 m   2.3 km
	0.9 m     1.4 km
	 
	 
	 


Analysis of the number of customers within one mile of each office has also been researched to inform the review. The table below shows the number of council homes within one mile of each office location.

	Office
	Council Properties within one mile

	Old Fold
	4,415

	Leam Lane
	3,633

	Felling
	4,733

	Dunston
	3,251

	Teams
	3,864

	Whickham
	907

	Blaydon
	1,627

	Highfield
	661

	Ryton
	745

	Central
	3,913

	Sheriff Hill
	4,352

	Birtley
	1,431

	Low Fell
	2,704

	Springwell
	3,766

	Wrekenton
	4,254

	TOTAL
	44,256


The total number of homes is more than the total number of housing stock as properties can lie within 1 mile of two or more offices. This illustrates the near proximity of offices. For example the Old Fold Office has 4,415 properties within one mile of the office. This encompasses large numbers of council houses from the Felling and Central Area, as well as the Old Fold Area.

2,072 properties do not lie within one mile of a housing office.

	Office
	Council Properties within one mile

	Leam Lane
	3,633

	Felling
	4,733

	Teams
	3,864

	Blaydon
	1,627

	Central
	3,913

	Birtley
	1,431

	Wrekenton
	4,254

	TOTAL
	23,455


If the office restructure left the following offices open this would provide a local housing office within one mile of 23,455 homes, although some properties would be within one mile of more than one office.

There would be 5110 properties that would not lie within one mile of a local housing office. This equates to a difference of 3038 properties from the current office structure that would not have a housing office within one mile if the 8 offices were no longer open to the public.

Appendix 2g

RTB information

To review the number of customers currently receiving services from TGHC at local housing offices we have reviewed the number of current council homes providing services to each office with the number of properties sold through RTB since 1981.

	Office
	RTBs from June 1981 to March 2005
	Council Properties managed by this office

	Central
	646
	2796

	Sheriff Hill
	401
	1039

	 
	 
	 

	Leam Lane
	2,223
	2339

	Felling
	1248
	2146

	Old Fold
	44
	577

	 
	 
	 

	Blaydon
	1,257
	1853

	Ryton
	802
	992

	Highfield
	599
	1126

	 
	 
	 

	Whickham
	1,441
	1520

	Teams
	280
	1545

	Dunston
	571
	986

	 
	 
	 

	Low Fell
	1,562
	1890

	Wrekenton
	808
	1277

	Springwell
	162
	741

	Birtley
	1,161
	1881


Example

Whickham housing office provides TGHC services to 1520 Council tenants having sold 1441 Council Homes since 1981. This is a reduction of 48 percent. The reduction in number of Council Homes has not been reflected in the office network that was set up to provide services to council tenants.

Appendix 3

Payment Method Options Costing Summary

	
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	Standing Order
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	CR  4 Hours a Month to Administer
	 
	 
	514

	Year End Cost 1 day Average Section Cost
	 
	 
	629

	 
	 
	 
	 
	 
	 
	 

	Total
	 
	 
	 
	 
	 
	1143

	 
	 
	 
	 
	 
	 
	 

	Number of Transactions in 2004/5
	 
	 
	1646

	 
	 
	 
	 
	 
	 
	 

	Cost per Transaction
	 
	 
	 
	0.69

	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	Salary Deduction
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	CR  4 Hours a Month to Administer
	 
	 
	514.08

	Year End Cost 1 day Average Section Cost
	 
	 
	628.51

	 
	 
	 
	 
	 
	 
	 

	Total
	 
	 
	 
	 
	 
	1142.59

	 
	 
	 
	 
	 
	 
	 

	Number of Transactions in 2003/04 x 12 ???
	 
	1344

	 
	 
	 
	 
	 
	 
	 

	Cost per Transaction
	 
	 
	 
	0.85

	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	DWP Direct
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	CR 7.4 Hours a Month to Administer
	 
	 
	951.05

	Year End Cost 1 day Average Section Cost
	 
	 
	628.51

	 
	 
	 
	 
	 
	 
	 

	Total
	 
	 
	 
	 
	 
	1579.56

	 
	 
	 
	 
	 
	 
	 

	Number of Transactions in 2003/04 x 12 ???
	 
	6180

	 
	 
	 
	 
	 
	 
	 

	Cost per Transaction
	 
	 
	 
	0.26

	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	Emoiluments
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	Year End Cost 1 day Average Section Cost
	 
	 
	628.51

	 
	 
	 
	 
	 
	 
	 

	Total
	 
	 
	 
	 
	 
	628.51

	 
	 
	 
	 
	 
	 
	 

	Number of Transactions in 2003/04
	 
	 
	10200

	 
	 
	 
	 
	 
	 
	 

	Cost per Transaction
	 
	 
	 
	0.06

	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	Post Office
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	Cost from PO per Transaction in 04/05
	 
	 
	117565

	Year End Cost 2 day Average Section Cost
	 
	 
	1257

	 
	 
	 
	 
	 
	 
	 

	Total
	 
	 
	 
	 
	 
	118822

	 
	 
	 
	 
	 
	 
	 

	Number of Transactions in 2004/5
	 
	 
	262610

	 
	 
	 
	 
	 
	 
	 

	Cost per Transaction
	 
	 
	 
	0.45

	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	Offices Average Excluding Civic Centre
	 
	 

	 
	 
	 
	 
	 
	 
	 

	Securitas Collection Cost 
	 
	 
	 
	22,707

	CR  37 Hours a Month to Administer
	 
	 
	4,755

	Cashier Cost
	 
	 
	 
	 
	173,641

	Year End Cost 5 day Average Section Cost
	 
	 
	3,143

	Leasing of CRIS / Academy Equip @ 50%
	 
	 
	34,088

	Internal Audit Cost
	 
	 
	 
	 
	8,550

	Cash Insurance
	 
	 
	 
	 
	320

	 
	 
	 
	 
	 
	 
	 

	Total
	 
	 
	 
	 
	 
	247,204

	 
	 
	 
	 
	 
	 
	 

	Number of Transactions in 2004/05
	 
	 
	286,103

	 
	 
	 
	 
	 
	 
	 

	Cost per Transaction
	 
	 
	 
	0.86

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Direct Debit 

	
	
	
	
	
	
	

	Cost per transaction 
	0.05

	Currently approx 12% home and garage customers use this method
	
	


	Individual Offices
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	Birtley
	Blaydon
	Ryton
	Whickham
	Dunston AC

	 
	 
	 
	 
	 
	 
	£
	£
	£
	£
	£

	Securitas Collection Cost 
	 
	 
	 
	2,667
	2667
	2452
	2667
	1586

	CR  37 Hours a Month to Administer
	 
	 
	526
	526
	526
	526
	526

	Cashier Cost
	 
	 
	 
	 
	19,908
	19908
	8190
	19520
	6552

	Year End Cost 5 day Average Section Cost
	 
	 
	349
	349
	349
	349
	349

	Leasing of CRIS / Academy Equip @ 50%
	 
	 
	3,788
	3,788
	3,788
	3,788
	3,788

	Internal Audit Cost
	 
	 
	 
	 
	950
	950
	950
	950
	950

	Cash Insurance
	 
	 
	 
	 
	36
	36
	36
	36
	36

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Total
	 
	 
	 
	 
	 
	28,223
	28,223
	16,290
	27,835
	13,786

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Number of Transactions in 2004/05
	 
	 
	21,870
	40593
	11764
	17042
	14274

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Cost per Transaction
	 
	 
	 
	1.29
	0.70
	1.38
	1.63
	0.97

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	Individual Offices
	
	
	
	
	Felling
	Low Fell
	Wrekenton
	Leam Lane
	

	
	
	
	
	
	
	£
	£
	£
	£
	

	Securitas Collection Cost 
	
	
	
	2667
	2667
	2667
	2667
	

	CR  37 Hours a Month to Administer
	
	
	526
	526
	526
	526
	

	Cashier Cost
	
	
	
	
	27332
	19520
	23426
	29285
	

	Year End Cost 5 day Average Section Cost
	
	
	349
	349
	349
	349
	

	Leasing of CRIS / Academy Equip @ 50%
	
	
	3,788
	3,788
	3,788
	3,788
	

	Internal Audit Cost
	
	
	
	
	950
	950
	950
	950
	

	Cash Insurance
	
	
	
	
	36
	36
	36
	36
	

	
	
	
	
	
	
	
	
	
	
	

	Total
	
	
	
	
	
	35647
	27835
	31741
	37600
	

	
	
	
	
	
	
	
	
	
	
	

	Number of Transactions in 2004/05
	
	
	55998
	29211
	42882
	52469
	

	
	
	
	
	
	
	
	
	
	
	

	Cost per Transaction
	
	
	
	0.64
	0.95
	0.74
	0.72
	


Other payment options 

All Pay

All pay.net, is a national company which was established to provide customers with a free, easily accessible and convenient way to pay their bills. It is supported by many of Britain's largest utilities and service companies. It's aim is that agents should provide a welcoming environment to customers with high standards of service and extended opening hours and includes as part of its payment network the Post Office which in itself provides over 180 different services to its customers including the facility to pay household bills free via personal swipecards. 

An increasing number of local authorities use All Pay to collect a range of payments.

Authorities who have introduced this method of payment include Sheffield Homes (59,000 customers) Golden Gates Warrington (10,000 customers). 

Customers are provided with a personal swipe card.  This enables customers to

make cash payments at any one of the growing network of 40,000 face to face

payment terminals nationwide located in supermarkets, garage forecourts, convenience stores and the post office.  

All Pay provides a wide choice of payment outlets by linking with the Post Office network, the Pay Point Network and the Pay Zone network.

Within Gateshead access is available to 151 All Pay outlets which includes the post office newtork. Via All Pay accessibility for customers is improved with the opportunity to make payments in the evening, at weekends and in some cases during bank holidays.  As a member of the Northern Consortium we can access a procurement solution which combines the purchasing capacity of members. 

Evaluation of the marketplace by the Northern Consortium has established that compared to other providers allpay.net does not charge clients any set up costs to use the services they provide, there are no charges for electronically transferring the data to customers. All upgrades to software are provided free of charge.  

Based on current transaction 260,000 payments made via the Post Office allpay.net  have confirmed that as members of the Northern Consortium the cost per transaction for a swipecard payment would be 42p although this could rise to 43p if payment transactions fell below 250,000.

It is estimated that initial set up costs would be up to £20,000 including posting out of payment cards. In order to minimise initial set up costs and provide value for money postage costs would be reduced by combining the issue of payment cards with other material. In this way initial set up costs could be limited to £15,000.   

Automated telephone payments

This payment method went live on Monday 9 May 2005 and provides an automated service for payments of rent and council tax. 

The automated service telephone number is: 0845 1490002.

Callers using this service will be guided through the payment process during the call and will be prompted to follow a series of instructions which will ask the caller to "key" in data/information using their telephone keys. Transactions will be authorised immediately by the customers bank and processed to their account that day, providing the call is completed before 4.30pm. Calls made after 4.30pm transactions will be processed the next business day.

The cost of each transaction is the same as a debit card transaction, 20p, but if the payment is made using a credit card the cost will be 20p + 1.72%.

Direct Debit

Direct Debit Take-up 2004/5

Making a payment by Direct Debit is one of the easiest ways for tenants to pay their rent. They don’t have to take time out to travel to an office during opening hours or wait in a queue if they visit during one of the peak payment times. Direct Debit is also very safe and cost effective to both tenants and ourselves.

During 2004/5 we have promoted Direct Debit to our tenants in both general and specific ways. 

At the end of 2003/4 we were receiving just over 2200 Direct Debit payments per month of which over 1634 were for tenants’ homes. That equated to around 8.1% of our total home and garage stock at that time.

By the end of 2004/5 the number of payments being received per month had increased to over 3100 of which 2369 were for tenants’ homes. This is around 11.7% of our total home and garage stock. 

The change in the number of Direct Debit monthly payments being received during the year, from 2211 at the beginning to 3121 at the year-end represents an increase of over 41%.

For 2005/6 we intend to also target new tenants at sign-up and also try to interest customers at payment counters in switching to Direct Debit. It is also our intention to explore whether prize draws for new and existing customers might increase take-up as well.



Appendix 4

Gateshead Council at Your Service key outcomes and implementation plan. 

The outcomes of the Implementation Plan are:

· Better services delivered right first time

· Higher satisfaction with Council services

· Better access to services through a range of access channels and extended opening hours

· A greater percentage of contacts resolved at the first attempt.

· Callers will always get through to someone who can help resolve their enquiry, or where this is not the case, ensure that the enquiry is resolved.

· Responses will be consistent, not solely dependent on an officer’s individual knowledge and will be supported by technology 

· Multiple questions can be answered in one enquiry

· Joined up services.

1. Wider benefits for the Council will include the meeting the objectives of the Council's Improvement Plan and meeting key central government targets; tailored services to match community needs and job satisfaction for employees.  The investment made in technology will offer the potential for more flexible and mobile working patterns that help to achieve work-life balance.  There will also be significant investment in training of our employees.


The key elements of the Implementation Plan are:

(iii) 
A new Customer Service Unit with a team of employees with customer facing responsibilities 

(iv) 
A significant people, change, communication and training programme to improve services

(v) 
A rationalised, effective and focused property base

(vi) 
Access to services via a range of channels including a contact centre and a network of Service Centres across the Borough

(vii) Optimising business processes around new ways of working

(viii) Customer Relationship Management (CRM) technology 

2. All this will deliver a huge step-change in how Gateshead interacts with its customers leading to increased rates of customer contact resolution and customer satisfaction.
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		Neighbourhood		Tenancies		Leasehold		Total

		West		3971		93		4064

		Inner West		4051		200		4251

		Central		3835		137		3972

		East		5062		86		5148

		South		5789		182		5971

		Totals		22708		698		23406






