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WEST AND CENTRAL AREA BOARD

30 June 2005

Gateshead Civic Centre

PRESENT:

Paul Elliott (Chair)

John Biggs

Maureen Chaplin

Ken Childs

David Peacock

Alan Telford

Advisers



Kevin Lumley
Principal Housing Services Manager

Wilf McNeany
Area Housing Manager (Inner West)

Brett Routledge
Area Housing Manager (Central)

Craig Gandy
Housing Manager (Highfield/Ryton)

Nick Huston
Tenant Liaison Manager

Deborah Ewart
Neighbourhood Relations Manager

Angela Brown
Business Support Officer

Paul Marshall
Repairs Service Manager

Richard Hall
Strategic Development Officer, Community Based Services, Gateshead Council

Ian Stevenson
Team Leader, Neighbourhood Management, Community Based Services, Gateshead Council

Karin McMorrow
Problem Solving Co-ordinator

Stuart Gibson
Company Administrator

Apologies for Absence

Malcolm Brain

29 MINUTES

The minutes of the last meeting of the Area Board held on 19 May 2005 were approved as a correct record and signed by the Chair.

30 MATTERS ARISING

(a) Appointment of Board and Independent Representatives

John Biggs, who has been appointed as the Board’s representative on the Area Board, was welcomed to his first meeting.

Ian Daley has been appointed as Independent Representative on the Area Board.  Clearance is being awaited from the Criminal Records Bureau.

(b) Introductory Tenancy Review

A further report on the analysis of terminations will be submitted to the Area Board in September/November 2005.

(c) Property Inspectors – End of Year Activity 2004-05 

In respect of the 51% rate of overall customer satisfaction in the Central Neighbourhood, it was noted that problems had been experienced regarding some of the Council’s LES operatives.  However, the situation was improving with overall customer satisfaction having now increased to 63%.

(d) Date and time of Meetings 2005-06 

RESOLVED –
That the start time of meeting of the Area Board on Thursday 24 November 2005 be brought forward from 2pm to 10am.

31 HOUSING STRATEGY

The Area Board received a presentation on Gateshead Council’s Housing Strategy.  In particular, the strategic context, what the Council needs to do, partnership working, dealing with anti-social behaviour, meeting the Government’s Decent Homes target, supporting Bridging Newcastle Gateshead, providing affordable homes and dealing with unsatisfactory housing, improving housing choice for older people, providing more supported housing, developing neighbourhood management and customer service, how the Council will achieve its priorities and implications for the company were highlighted.

RESOLVED –
That the information be noted.

32 PROBLEM SOLVING IN GATESHEAD

The Area Board received a presentation on problem solving in Gateshead.  In particular, the definition of problem solving, the structure in Gateshead, the SARA model, the problem analysis triangle, key targets, communication, the problem solving database and dealing with drug issues in the town centre were highlighted.

RESOLVED –
That the information be noted.

33 ANTI-SOCIAL BEHAVIOUR – PROGRESS REPORT

The Area Board received an update on the work of the Neighbourhood Relations Team (NRT) for the period January – March 2005.

There were seven new case referrals made to NRT during the period.  The current caseload for this period is 41, with six, 11 and 24 cases for Central, Inner West and West areas respectively. 

Details were reported of the number of current active cases by estate and case type, formal actions which have been taken, as well as reasons for case closure and feedback on satisfaction surveys.

During the period, there have been 223 low-level cases recorded for the Central, Inner West and Central areas. The majority of these cases relate to external property condition (identified proactively through estate tours), followed by noise disputes and youth disorder complaints.  A breakdown of these cases was submitted.

The company is currently reviewing its approach to satisfaction surveys for anti-social behaviour cases, due to low response rates. This will include reviewing the processes used and commencing satisfaction surveys for low-level cases. Further updates on this will be given in future reports.

Opportunities to replicate the identified best practice learned from the Blizzard approach have been implemented across all neighbourhood management areas, including recording of low-level anti-social behaviour, the implementation of problem solving targeted work around themes and hot spots, focussing on particular issues and the implementation of anti-social behaviour service standards across the whole service.

Following the review of anti-social behaviour management, the Management of Performance and Resources Committee agreed, at its meeting on 16 June 2005, proposals to roll out Blizzard best practice across the borough.  The Personnel Committee will consider a subsequent report on 7 July 2005.  Progress on this review will be presented at future meetings of the Area Board.

RESOLVED –
That the information be noted.

34 WORK PROGRAMME

A proposed work programme for 2005/06, based on the priorities agreed by the Area Board, was submitted.

RESOLVED –
(i)
That the work programme for 2005/06 be approved.

(ii) That the Area Board receives a six-monthly progress report on the work programme.

35 PUBLIC ATTENDANCE AT AREA BOARD MEETINGS

The Area Report considered a report, agreed by Standards Committee on 22 March 2005, consulting it on a proposed mechanism for allowing members of the public to speak at meetings and a protocol for public attendance.

RESOLVED –
(i)
That the Board be informed at its next meeting on 14 July 2005 that the Area Board supports the procedure for members of the public speaking at meetings and the protocol for public attendance.

(ii)
That an officer in the company in attendance at an Area Board meeting deal immediately with any issues a member of the public has, outside of the meeting, if the issue is not being considered as part of the agenda.

36 SECURITY AND ENVIRONMENTAL SCHEMES 

The Area Board received an update on progress to date on security and environmental schemes previously approved during 2004/05 and those schemes approved at its last meeting.

The budget for security and environmental schemes for 2005/06 is £284,000. However, last year’s commitments of £129,000 reduced the funding available to £155,000.  The Area Board has approved schemes up to the value of  £7,981, leaving £147,019 of the budget. 

Further preparatory work has been undertaken with regard to the following schemes that were presented at the last meeting of the Area Board: -

	Location
	Proposal
	Cost


	Impact

	Mount Pleasant Gardens, Central
	Provide chicanes to prevent motorcycle access
	£975 
	Residents complaining of ASB in this area

	Argyle Street
	Create a children’s play area. Includes resurfacing, provision of fencing, gate, football goals and toddler unit
	Total cost £80,753 – contribution requested of £10,753
	£70,000 funding already obtained from nearby developments

	Marx Terrace, Highfield
	Improve brickwork on external walls
	Costs to be confirmed – significantly higher than originally planned


	Improve the poor appearance of the walls

	Broomfield Crescent Bungalows, Highfield


	Erect 3 seats outside communal lounge
	£1,500
	To provide seating for residents

	Broomfield Crescent and Pennine View bungalows, Highfield
	To cover handrails with anti-slip covering
	To be confirmed, under £1,000
	To facilitate use of paths


It is proposed that £13,248 be allocated for the schemes at Mount Pleasant, Argyle Street and Broomfield Crescent. The scheme at Marx Terrace will cost significantly more than originally estimated and it is proposed that this be deferred pending a final cost being established.
The following schemes have been agreed in accordance with the powers delegated to the Principal Housing Services Manager in consultation with the Chair of the Area Board, to approve schemes up to a maximum of £1,000 in value: -

	Location
	Proposal
	Cost


	Impact

	Bensham Court, Central


	Provide light in canopy area at rear of block and at side of communal lounge
	£250


	Provide additional security



	St Cuthberts Court
	Provide light on canopy at side entrance
	£200
	Provide additional security

	Emmaville communal lounge 
	External lighting required
	£600
	Provide additional security


RESOLVED –
(i)
That the progress to date with schemes approved in 2004/05 and 2005/06 be noted.

(ii) That the next progress report on schemes approved in 2004/05 include details of the start and completion dates and the name of the contractors and the Operations Manager be invited to the next meeting of the Area Board to explain the reasons for the delay in starting and completing some schemes.

(iii) That the proposed schemes at Mount Pleasant Gardens, Broomfield Crescent Bungalows and Broomfield Crescent and Pennine View Bungalows be approved.

(iv) That the Area Board approve a contribution of £10,753 towards the scheme at Argyle Street.

(v) That the proposed scheme at Marx Terrace be reconsidered once a final cost has been established and further funding becomes available following the re-inspection of the company.

(vi) That officers in the company work up in detail the scheme held in reserve from 2004/05 for Safer by Design Doors at Daffodil Close for consideration at the next meeting of the Area Board.

(vii) That the schemes approved in accordance with powers delegated to the Principal Housing Services Manager in consultation with the Chair be noted.

(viii) That for all future schemes, if a contractor is unable to begin the work on the proposed start date, the company appoint an alternative contractor who is able to begin the work on time.

(Ken Childs declared a personal and prejudicial interest in the scheme at Argyle Street and withdrew from the meeting during consideration of all the security and environmental schemes).

(John Biggs declared a personal interest in the scheme at Bensham Court).

37 LOCAL LETTINGS PLAN – EMMAVILLE AND GREENFIELDS, RYTON

The Council’s Older Persons Housing Strategy 2003-2008 identified that there is a mismatch of older persons accommodation across the borough. As part of their review, it was found that a significant amount of available accommodation does not meet current aspirations and is regularly refused by older persons. 

There has been falling demand for one-bedroom flats at Emmaville and Greenfields and an increase in the number of refusals.  The flats are arranged in blocks of four, ground floor and first floor, with communal entrances and stairs. There are a total of 42 flats at two locations.  The flats benefit from the warden service and the concessionary television licence scheme. They are currently let to those aged 60 and above. 

In October 2004, a door-to-door survey was carried out with tenants residing in the one-bedroom flats at Emmaville and Greenfields to seek their views on their property and the area they live in. Out of the 41 properties surveyed, 31 surveys were completed, a response rate of 75%.  The results of the survey were submitted.

A proposed Local Lettings Plan has been developed for the Emmaville and Greenfields flats, details of which were submitted.  It is proposed that the age limit at the flats be reduced to 40 years of age.

The proposal is subject to written confirmation from television licensing that existing tenants in those blocks currently receiving the concessionary licence will have their entitlement protected. Initial discussions indicate that this will be the case. 

The flats will be marketed more widely to raise awareness of the changes to the age restrictions. 

RESOLVED –
(i)
That, subject to satisfactory consultations with local residents about the proposed age limit, the Board be recommended to approve the Local Lettings Plan for Emmaville and Greenfields flats and refer it to the Council for approval.


(ii)
That the Local Lettings Plan be reviewed after six months to assess the impact on demand.

38 COMPLAINTS AND COMPLIMENTS – FINAL QUARTER REPORT 2004/05

A report was submitted analysing the complaints and compliments received in the final quarter of 2004/05 for the Central, West and Inner West Neighbourhoods.

During the period 1 January to 31 March 2005, the company received 165 step 2 complaints, of which 77 relate to this Area Board. 

· Of the 77 step 2 complaints, 39 were investigated and responded to within the quarter. Two complaints were closed as they were incorrectly recorded as step 2 complaints. The remaining 36 complaints were in the process of being investigated at the end of the final quarter.

· Two step 3 Chief Executive reviews were requested in the period across the borough regarding priorities for allocations.

· Of the 39 completed step 2 complaints, 13 were found to be justified, 21 were responded to within the target and 18 were resolved out of target.

· Of the 77 step 2 complaints, the main category of complaint was quality of service, with 59 complaints including this issue. 

· Of the 39 completed step 2 complaints received during the quarter, the main area of complaint (17) was with the housing management service. There were 16 complaints about repairs.

During the period, 11 compliments were recorded by the company, of which seven were recorded for the Central, West and Inner West neighbourhoods.

A postal survey of 100 customers, who registered a complaint during the third quarter, was carried out in April 2005 to establish satisfaction levels with the service provided by employees dealing with the investigation of their complaint. Results of the survey were submitted.

The computerised system for recording step 3 complaints is currently being developed.

The computerised system for recording step 1 complaints is progressing well with information to be presented in 2005/06 reports.

Updates on the progress of areas of service improvement identified from the third quarter analysis are as follows: -

· Request to review the ‘heating out of order’ repair category

· The review of repair categories with tenant involvement at a focus group held on the 16 March 2005 resulted in 59% agreeing that the current category system was acceptable. The category system will be reviewed in consultation with tenants. The target date has to be agreed but will be during 2006/07. 

· To improve the number of complaints responded to within timescale.

· The new post of Complaints Assistant has been established in the Repair Reporting Service, with the successful applicant taking up the post on 4 July 2005.

The main area of service improvement identified from the final quarter analysis is as follows: -

· The majority of housing management complaints were from applicants regarding their applications for housing and were centred around property availability. 

· A lettings bulletin is being produced on a monthly basis that provides information on lettings and availability over the previous month. The bulletins are available on the website, used at the area offices to provide up to date information on supply and demand and circulated to Councillors and local agencies. 

· A guide is currently being produced with details of estates and property types and availability, which will be made available to all applicants.

RESOLVED –
(i)
That the report be noted.

(ii)
That the company carry out more work to increase the number of compliments recorded.

39 MODERNISATION OF HOUSING SERVICES

The Area Board has considered a report, referred to it by the Management of Performance and Resources Committee on 16 June 2005, on proposals to modernise housing services, including services provided from the local housing office network.  

RESOLVED –
That the report be noted, subject to a concern about the distance from Chopwell to Blaydon Housing Office and the reliability of the bus service being fed back to the Board.

40 TENANT REWARD SCHEME AND DECORATION ALLOWANCE SCHEME

The Area Board has considered a report, referred to it by the Management of Performance and Resources Committee on 16 June 2005, on the review of the Tenant Reward Scheme (HomeBonus) and an update on the decoration allowance scheme (HomeStyle).

RESOLVED –
That the report be noted.

41 EAST AND SOUTH AREA BOARD

The minutes of East and South Area Board held on 23 May 2005 were submitted.

RESOLVED –
That the information be noted.

42 DATE AND TIME OF NEXT MEETING

The next meeting of the Area Board will be held on Thursday 1 September 2005 at 2pm in the Blaydon Room, Civic Centre, Gateshead.
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