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EAST AND SOUTH AREA BOARD

5 September 2005 

MPH Training and Conference Centre, Stonehills Complex, Shields Road, Gateshead

PRESENT:

Jo Grant (Chair)

Ken Childs 

Maureen Goldsworthy

Ron Monaghan

James Turnbull

Advisers



Neil Bouch
Director of Housing Management

Julie McCartney
Principal Housing Services Manager

Ken Mullen
Area Housing Manager (East)

Nichola Cowen
Housing Manager

Steve Donaldson
Neighbourhood Relations 

Paul Proud
Operations Manager

Nick Huston
Tenant Liaison Manager

Tara Smith
Rent and Income Manager

Charlotte Gaines
Older Person’s Housing Manager

Stuart Gibson
Company Administrator

Also Present

Nick Kirikal

Apologies for Absence

Patricia Adams

Stan Dawson

Malcolm McKie

Patricia Thompson

42 NEWSPAPER ARTICLE

The Area Board expressed its concern that a newspaper article advertising this meeting of the Area Board was misleading about the issues being discussed.

43 MINUTES

The minutes of the last meeting of the Area Board held on 11 July 2005 were approved as a correct record and signed by the Chair.

43 APPOINTMENT OF TENANT REPRESENTATIVE ON AREA BOARD

The Area Board was informed that the Tenants Forum Interview Panel has appointed Nick Kirikal as a tenant representative on the Area Board, subject to receiving the necessary clearance from the Criminal Records Bureau.  He was welcomed to his first meeting of the Area Board.

RESOLVED –
That the information be noted.

44 PERFORMANCE – FIRST QUARTER RESULTS 2005/06

The Area Board received the results for those performance indicators which can be reported at the end of the first quarter in 2005/06.

Compared to targets for the year and the same period in 2004/05, performance has improved in a number of important areas.

Of the 17 performance indicators where performance can be compared to 2004/05: 

· BVPI 184a, Local C14, M2, M5, M8, M9, M10, M11 and M12 are traffic lighted green and are achieving their annual 2005/06 targets;

· BVPI 66a has achieved its quarterly target, is not yet on target for the year but performance has improved compared to 2004/05 year-end;   

· BVPI 212, Local G25, Local G17 and M1 are traffic lighted amber and are not on target. However, performance has improved compared to 2004/05 year-end;

· M4 and M13 are traffic lighted red, are not on target and performance has deteriorated since 2004/05 year-end.

BVPI 66b, 66c, 66d, 212a and 211b were introduced in 2005/06 and it is not possible to compare performance against these. This will be the baseline year for reporting these. However, performance information relating to some of them is available and has been included.  When the year-end results are known for these indicators, targets will be set from 2006/07. 

RESOLVED –
(i)
That the performance information included in the report be noted.

(ii)
That the Board be informed at its meetings on 8 September 2005 that the Area Board made the following comment on the performance information: -

· The Area Board commended officers in the company for the number of green traffic lights in the East and South.

45 SECURITY AND ENVIRONMENTAL SCHEMES

The Area Board received an update on security and environmental schemes approved during 2004/05 and 2005/06.  The Area Board also received schemes for 2005/06 that have been identified by Area Housing Managers, a number of which have previously been considered by the Area Board.

The budget for security and environmental schemes for 2005/06 is £262,000. Last year’s commitments of £57,000 reduced the funding available to £205,000. The Area Board has to date approved schemes up to the value of  £139,081, leaving £65,919 of the budget unallocated. 

The Neighbourhood Management Team of the Council has advised that the playscheme at Springwell is to be phased and the £10,000 contribution will fund part of Phase 1. The Area Board originally stipulated that the entire scheme must be complete by the year end, but this will not be achievable. The company is seeking assurances on exactly what the money will be spent on and asking for a business plan about how and where they are getting all the other funding and the schedule of works. The company has requested this by October and for it to be referred back to the Area Board for consideration.
Satisfaction surveys are currently being carried out on all schemes completed this year. Unfortunately due to some schemes just recently completing and some slow returns, no information is available at this time.  A full update will be presented at the next meeting.

RESOLVED –
(i)
That the outstanding schemes from 2004/05 be noted.

(ii) That the scheme update from 2005/06 be noted.

(iii) That the following schemes identified by the Area Housing Managers and outlined in Appendix 3 of the report be prepared further and presented at the next meeting for consideration: 

Scheme 16 – enclose porches at Penrith Grove

Scheme 24 – fence to be erected on the wall at the front of the flats at 44-50 Easington Avenue.

(iv) That the Area Board be advised of a date for the completion of the pilot at Mendip Gardens and an estimated start date for the scheme at 15-20 Skiddaw Place, Low Fell and the tenants be advised accordingly.

(v) That the Area Board’s concern about the time it has taken for schemes to begin be noted and that reassurances be given to improve the situation.

(vi) That the Area Board receives an estimated start date for phase 2 of the railings and fencing work to 28 properties currently undergoing decent homes work at Birtley West. 

(vii) That the Area Board be provided with the reasons for the actual cost of fencing to front of 37/39 Glynfellis being three times more than the estimated cost.

(viii) That the Friends of Springwell be requested to provide the Area Board, at its next meeting, with a business plan of its scheme and reassurances on how the £10,000 contribution from this Area Board will be spent and that the Area Board review its earlier decision in light of the business plan.

(ix) That officers in the company identify where other sources of funding have also been identified for an area in which a security and environmental scheme has been approved (for example, Pathfinder funding in High Lanes Estate, Leam) and the visual impact this will have on the area.

(x) That officers in the company identify the dates that decent homes work is scheduled to begin in areas identified for potential security and environmental funding.

(xi) That officers in the company investigate whether it could benefit from economies of scale by carrying out all the fencing work agreed in the Leam as one scheme.

(xii) That it be noted that the Area Board is keen for schemes to be put forward in other areas within the East and South.

(Jo Grant declared a personal interest in the schemes at High Lanes, the nature of the interest being that she has dealings with this area in her employment with Aquilla Housing Association).

46 HOUSING STRATEGY FOR OLDER PEOPLE – UPDATE ON PHASE 1

The Area Board received an update on the progress to date with re-housing residents in Phase 1 of the Older Persons Strategy.

Details of the progress to date on the re-housing of residents in Mulberry Gardens, Nest Estate and Cresthaven, Felling were submitted.

The tendering process for the demolition contract is currently underway. It is expected that demolition for Mulberry Gardens will commence in October 2005. It is anticipated that demolition will take 

4-6 weeks per site.

The scheme at Cresthaven will require a tender separate to the bungalow schemes. It is anticipated that the appointed contractor will take possession in November 2005, with demolition to follow.

The size, topography and location of the sites at Mulberry Gardens and Cresthaven impact on their suitability for the development of new bungalows. Following demolition the cleared areas will be grassed over and maintained pending any future examination of options for the sites.

RESOLVED – 
That the information be noted.

47 PROPERTY INSPECTORS – REPORT FOR FIRST QUARTER – APRIL TO JUNE 2005 

The Area Board was informed of the work carried out by Property Inspectors during the first three months of this financial year.

Contractors are continuing to provide weekly invoices showing all repairs carried out, which is used as a basis for the inspectors to select a 10% sample of work. The invoices also allow the company to filter the information on a weekly and monthly basis to highlight any duplicate work and costing errors.

The figures show that in the East and South neighbourhoods the inspectors completed 623 (69%) of the 900 target for inspections by the end of the first quarter, a decrease of 2% from the end of year figures for 2004-05.

Satisfaction with the quality of work has fallen from 86% to 70% but this relates more to the East area, which currently records an 84% level of satisfaction. The company is working closely with the contractor to ensure the quality issues are addressed. All defective works are referred back to the contractor to be remedied. Once rectified and returned to the inspector, a further 10% sample check is carried out.

Overall levels of customer care satisfaction are demonstrated by operatives being polite and helpful and carrying out neat and tidy work within timescale. This has fallen from 87% to 80%. The company will continue to work closely with the contractor to try and improve this figure.

Monthly meetings between contractors and inspectors are used to identify areas of poor performance, quality issues and highlight any works not being completed on time.

The role of the inspectors has increased since its initial inception. The company now deals with customer queries, corporate complaints, leasehold queries, cost queries and councillor enquiries, which is not identified in the current quarterly report. It is proposed that the method of measuring inspections achieved be changed, to take into account the number of hours per week spent dealing with this type of enquiry.   

RESOLVED –
That the information be noted and the above proposal be approved.

48 ANTI-SOCIAL BEHAVIOUR – PROGRESS REPORT

The Area Board received an update on the work of the Neighbourhood Relations and Estate Officer Teams in tackling anti-social behaviour for the period April to June 2005. 

There were 135 new case referrals made to Blizzard and 19 new case referrals in the East area during the period.  The current case load for this period is 448, with 414 cases for the South and 34 for the East.

A summary of the cases brought forward from the last quarter of 2004-05 to this quarter and the number of current active cases for the South and East areas broken down by estate and case type were submitted.  Formal actions which have been taken are also included, as well as reasons for case closure and feedback on satisfaction surveys.  A summary table providing a breakdown of cases brought forward from the previous quarter, new cases referred and closed cases will now be included in future reports.

Performance information relating to closed cases and the number of satisfactory resolutions without the need for legal action is produced quarterly.   Performance for the South and East resulted in 241 closed cases.  85% (205) of these cases were resolved satisfactorily without the need for legal action.

During the period, there have been 297 and 133 low-level anti-social behaviour cases recorded in the East and South neighbourhood area. The majority of these cases relate to external property condition (identified through proactive estate tours).  

From May 2005, the company has been able to demonstrate performance against the anti-social behaviour service standards for all cases received. The combined number of cases for the South and East reported during May and June was 279. 99% (276) of all new cases met the service standard targets. The percentage met for the borough was 98%.

A number of proposals that support a review of anti-social behaviour management, based on best practice and learning identified from the Blizzard project and from other external organisations, have been agreed and are now being implemented across the borough. This enables the service to be developed borough wide, ensuring equal, seemless, and consistent access to services for all customers. 

RESOLVED –
(i)
That the information be noted.


(ii)
That the Area Board receive a monitoring report on the impact of out of hours working until 8pm across the borough and the victim support scheme.
49 MYSTERY SHOPPING PROGRESS REPORT

The Area Board received a quarterly progress report on those areas of service, which were tested by mystery shopping between April and June 2005.

In April 2005, the mystery shopping team contacted all of the housing offices by telephone and asked the following question ‘When is my next estate tour?’

The key findings were that that 12 out of 15 offices answered the telephone within the target of 20 seconds; the company’s telephone protocol was used in most cases and eight out of 15 offices did know the dates of the estate tours in their area.

An action plan has been developed following this exercise and includes all employees of the company making themselves familiar with the company telephone protocol, having a guide to estate tours at hand so they can provide the customers with the correct information, knowing when estate tours would take place especially in their own neighbourhood and aiming to provide the right information.  

In April 2005, the mystery shopping team contacted the housing offices by telephone and asked the following question ‘When can I see a benefits officer?’

The key findings were that the telephone protocol was used in all cases except one and that there was only one office that did not provide the information requested.

An action plan has been developed following this exercise and includes staff being reminded to use the telephone protocol and all employees to have a guide to benefits leaflet at hand to provide the right information.

In May 2005, the mystery shopping team contacted the repair reporting service by telephone and asked them to raise 15 separate repairs for various addresses.  The team thought it would be beneficial to carry out a mystery shop before the repair reporting service relocated to the Baltic Business Centre.

The key findings were that the inspectors were not always able to contact repairs and received a message stating the service was busy; on some occasions the inspectors received an engaged tone; when repairs are to be carried out by the Morrison the customer was not offered an appointment at first point of contact, Morrison will contact the customer with an appointment after they have reported the repair.

The repair reporting service was in the process of moving to the Baltic Business Centre when the mystery shopping exercise took place and five repairs were reported. Four out of five were answered within the target timescale and all of the calls answered used the telephone protocol.
An action plan has been developed following this exercise and includes ensuring that when a tenant calls the repairs reporting service they receive a number in the queue whilst they are busy; the company ensure the repairs service is fully staffed, especially at busy periods; ensuring that the employees provide the customer with the correct information; the employees always take customers details and advise when they are registering repairs and ensuring that an appointment or target date is issued when possible. 

In July 2005, the repair reporting service was tested again to check for improvements.  The tenant inspectors found that the service was much improved once the repair reporting team had relocated.  All calls were answered and the response time from the customers’ point of view was quicker and the quality of the information/advice was excellent.  There will be a full report on this exercise in the next quarterly report.

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


(ii)
That all future estate inspection reports in the East and South areas be sent to all members of the Area Board for information.

50 BRIDGING NEWCASTLEGATESHEAD – PROGRESS REPORT

The Area Board was informed of progress to date with the option appraisals carried out as part of Bridging NewcastleGateshead.

A residents survey for each option appraisal has been carried out by Social Regeneration Consultants. Reports on the findings of the surveys have been received from SRC. 

A report on each appraisal is being prepared that includes the results of the residents survey, management information on demand, turnover of properties, investment needs, right to buy, previous demolition and anti-social behaviour. The combination of these factors will shape and inform the recommendations to the Council for each option appraisal.

Briefings for the relevant ward members on the outcome of the residents surveys are currently taking place.  Public meetings to feedback the results of the resident’s surveys are currently taking place and will be completed in September 2005.  Residents will be informed of the outcome of each appraisal.

RESOLVED –
That the information be noted.

51 WEST AND CENTRAL AREA BOARD

The minutes of the West and Central Area Board held on 30 June 2005 were submitted.

RESOLVED –
That the information be noted.

52 DATE AND TIME OF NEXT MEETING

The next meeting of this Area Board will be held on Monday 17 October 2005 at 2pm (venue to be agreed).
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