[image: image1.jpg]The Gateshead Housing Company
Working with Gateshead Council




WEST AND CENTRAL AREA BOARD

1 September 2005

Gateshead Civic Centre

PRESENT:

Paul Elliott (Chair)

John Biggs

Malcolm Brain

Maureen Chaplin

Ian Daley

Alan Ord

David Peacock

Alan Telford

Advisers



Neil Bouch
Director of Housing Management

Kevin Lumley
Principal Housing Services Manager

Brett Routledge
Area Housing Manager (Central)

Jim Charlton
Procurement Manager

Nick Huston
Tenant Liaison Manager

Mandy Huston
Neighbourhood Relations 

Angela Brown
Business Support Officer

Paul Marshall
Repairs Service Manager

Charlotte Gaines
Older Person’s Housing Manager

Tara Smith
Rent and Income Manager

Ian Burton
Estate Officer

Stuart Gibson
Company Administrator

Also Present

Bob Pinkerton

Apologies for Absence

Ken Childs

43 MINUTES

The minutes of the last meeting of the Area Board held on 30 June 2005 were approved as a correct record and signed by the Chair.

44 MATTERS ARISING

(a) Security and Environmental Schemes

The Area Board asked that the Board be made aware of concerns regarding the amount of time taken to complete schemes.

The proposed scheme at Marx Terrace was being worked up by officers in the company.  It would be re-considered by the Area Board when further funding becomes available following the re-inspection of the company.

(b) Local Lettings Plan – Emmaville and Greenfields, Ryton

Further consultations have taken place with residents about the proposal to reduce the age limit for future tenants. The initial proposal to reduce it to 40 years of age has now been amended to 50 years of age.

45 APPOINTMENT OF TENANT REPRESENTATIVE ON AREA BOARD

The Area Board was informed that the Tenants Forum Interview Panel has appointed Bob Pinkerton as a tenant representative on the Area Board, subject to receiving the necessary clearance from the Criminal Records Bureau.

RESOLVED –
That the information be noted.

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 Swanway and Hallgarth were submitted.

The tendering process for the demolition contract is currently underway. It is expected that demolition for both sites will commence in October 2005 (demolition in Hallgarth will depend on all residents having been re-housed). It is anticipated that demolition will take 4-6 weeks per site.

Due to the size and location of the site at Swanway, it is not suitable for the development of new bungalows. Following demolition, the cleared area will be grassed over and maintained pending any future examination of options for the site.

The size and location of the site at Hallgarth once cleared would lend itself to future reprovision with two bedroom bungalows for rent from a housing association.

RESOLVED – 
That the information be noted.

47 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 comments on the performance information: -

· The Area Board acknowledged that procedures were in place and that improvements were being made in the average time taken to re-let properties but wanted to see continued improvement in the next quarterly report.  

The Area Board requested an example of a property that took the average amount of days to make available to re-let in order to provide it with details of the process involved.

· The Area Board felt that the wording of Local G25 – percentage of repair appointments made and kept – was unclear.

· The Area Board wished to place on record its thanks to the Neighbourhood Relations Team for achieving its target for satisfactory resolutions to NRT without need for legal action and percentage of appropriate referrals to NRT settled through mediation.

· Overall, the Area Board considered the performance information to be encouraging.

48 SECURITY AND ENVIRONMENTAL SCHEMES

The Area Board received an update on security and environmental schemes approved during 2004/05 and 2005/06 and considered schemes for 2005/06 that have been identified by Area Housing Managers.

The budget for schemes for 2005/06 is £284,000. Last year’s commitments of £129,000 reduced the funding available to £155,000. The Area Board has to date approved schemes up to the value of  £22,259, leaving £132,741 of the budget unallocated. 

Consultation exercises have been carried out at Eslington Park and Greenside to establish ideas for schemes and issues that need addressing.  Similar exercises are currently taking place at Carr Hill and Whickham North. 

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: -

· Door entry system to four flats in one block at Abbey Court.

· Doory entry system to blocks at Queen Elizabeth Avenue flats (21-51 odd numbers only).

· Safer by Design Doors (23 doors) at Daffodil Close.

· Parking bays to alleviate double parking and allow better access for emergency services at Weatherside Bungalow.

· 13 bollards to prevent cars parking outside entrance and preventing access by emergency services at Bensham Court.

· Smoke alarms to four blocks of flats at Claremont Walk.

· Rear and intermediate fencing at Eslington Park.

(iv) That the Area Board receives an accurate update at every meeting of how schemes are progressing.

(v) That the Area Board receive more information regarding the scheme at Argyle Street, which the Area Board made a contribution towards.

49 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 Post 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 West, Inner West and Central neighbourhoods, the inspectors completed1,099 (81%) of the 1,350 target for inspections by the end of the first quarter. This is an increase from the end of year figure, which was 79%.

Satisfaction with the quality of work has dropped slightly from 76% to 70%. The company continue to work 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 and work within timescale. This has increased from 67% to 77%. The company continues 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.

50 COMPLAINTS AND COMPLIMENTS – FIRST QUARTER 2005/06

The areas of service development and improvement that have been identified from analysis of the complaints and compliments received in the first quarter of 2005/06 and the results of the first quarter satisfaction survey were submitted.

During the period 1 April 2005 to 30 June 2005, the company received 74 step 2 complaints for the West, Inner West and Central Areas. 

· Of the 74 step 2 complaints, 25 were investigated and responded to within the quarter. 5 complaints were closed as they were incorrectly recorded as step 2 complaints. The remaining 44 complaints were in the process of being investigated at the end of the final quarter.

· Three step 3 Chief Executive reviews were requested in the period across the borough. Two were regarding length of time on the housing register and one regarding a disturbance claim.

· Of the 25 completed step 2 complaints, eight were found to be justified, 13 were responded to within the target and 12 were resolved out of target.

· Of the 74 step 2 complaints, the main category of complaint was quality of service with 55 complaints included this issue. 

· The coding of complaints is now demonstrated in the analysis. Of the 25 completed step 2 complaints, the main area of complaint (14) was with the housing management service. There was one complaint about repair reporting and four complaints about strategic partners.

· There were 29 compliments recorded by the company, of which 14 related to the neighbourhoods covered by this Area Board. 

A postal survey of 100 customers, who registered a complaint during the first quarter of 2005/06, was carried out in July 2005. This was to establish satisfaction levels with the service provided by employees dealing with the investigation of their complaint. The survey has been amended for the 2005/06 year to take into account the corporate health performance indicator CH1.

The computerised recording of step 3 complaints has been developed and timetabled for implementation by January 2006.

Updates on the progress of areas of service improvement identified from the final quarter of 2004/05 analysis are as follows: -

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

 - 
The guide with details of estates and property types and availability is to be complete and utilised from September 2005.

The main area of service improvement identified is as follows: -

· Issues regarding missed target times for repairs.

-
Monthly meetings are held with partners and contractors to monitor target times for repairs. This allows the company to compare actual performance against performance indicators and highlight any issues that need to be addressed.

· Issues regarding the use of non-standard finishes in showhomes for decent homes improvement works.

-
The development of labelling to explain that finishes may vary.

RESOLVED –
That the information be noted.

51 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 –
That the outcomes from the mystery shopping exercises be noted.

52 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.

53 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 19 new case referrals made to Neighbourhood Relations Team area during the period.  The current case load for this period is 47, with 10 cases for Central, 18 for Inner West and 19 for West.

A summary of the cases brought forward from the last quarter 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 Central, Inner West and West resulted in 13 closed cases.  69% (9) of these cases were resolved satisfactorily without the need for legal action.  The overall performance results for the borough was a total of 254 closed cases, 85% (212) of which were resolved satisfactorily without the need for legal action.

During the period, there have been 449 low-level anti-social behaviour cases recorded in the areas. The majority of these cases related to external property condition (identified through proactive estate tours).  

From May 2005, the company has been able to demonstrate performance against the ASB service standards for all cases received. For 341 (98%) of all new cases, the service standard targets were met.

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, seamless, and consistent access to services for all customers. 

RESOLVED –
That the information be noted.

54 EAST AND SOUTH AREA BOARD

The minutes of the East and South Area Board held on 11 July 2005 were submitted.

RESOLVED –
That the information be noted.

55 DATE AND TIME OF NEXT MEETING

The next meeting of this Area Board will be held on Thursday 13 October 2005 at 2pm in the Whickham Room, Civic Centre, Gateshead.

6
1

