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	Title:


	Evaluation and Review of the Estate Tours

	Report of:
	Area Housing Manager 

	
	


Purpose of Report

1.  
To advise Board members on the effectiveness of estate tours.

Background   

2. The Estate Officer is responsible for carrying out what was previously known as estate inspections and encouraging tenants to accompany them around estates. Due to the low percentage of tenants engaging, the company relaunched this service in February 2005 as Estate Tours. Results of the priority research carried out with stakeholders during March/April 2005 indicated that tenants second priority was to have a clean and well maintaned environment outside the home.
3. The aim of the Estate Tours is to identify any issues that affect the appearance of the area and to take appropriate action. This includes involving customers in the development of any security and environmental works that would improve their estates. 
4. The tours are carried out bi- monthly on all estates, with the dates of the tours being widely publicised in housing offices, community centres and various other locations to encourage involvement from local tenants. The dates are also available on the Company website.  On a quarterly basis estate tours are carried out with Local Environmental Services to monitor the grounds maintenance contracts. Tenants are also encouraged to accompany these visits on estates. Appendix 1 details the number of tours carried out, and the number accompanied, as well as the number of cases where feedback has been given.
5. Other agencies and stakeholders are involved in the tours, such as leaseholders, owner occupiers, resident and tenant associations, neighbourhood wardens and local councillors.  Feedback is given to those who attend tours and is reported generally in the local performance reports.
Consultation with tenants
6. To evaluate the effectiveness of the estate tours, focus groups were held in June 2005 to seek the views of tenants.

7. A total of 78 tenants were invited to the focus groups from all neighbourhoods and were asked for their views. Three attended the meeting held at Blaydon Office and 12 attended the Civic Centre.

8. All tenants who were invited were sent a satisfaction survey to complete and in total 19 were returned and were mainly from tenants who could not attend the meetings. Therefore the results of the evaluation were based on the views of 34 tenants. 

Those that attended the meetings were asked the same questions

The questions asked and some of the responses received are as follows:-

.

· Do you think the Gateshead Housing Company are meeting the service standards that are published in our leaflet”A guide to Estate Tours”
· A number of tenants answered yes to this, although comments were made about not receiving feedback, poor grounds maintenance, LES inspectors not attending and Wardens from sheltered schemes not being involved. 

· Do you think that the estate tours have proved to be effective in your area – what impact have they made?

· Response to this was varied, with some residents stating that things had improved , whilst others commented that not enough is being done – where survey forms were completed these have been forwarded to Housing Managers for their attention. 

· Grounds maintenance was a major issue in this section, with just about everyone making comments about the poor quality of work on some estates. 

· Residents felt that it was good that their views were being listened to and realised that there is no “quick fix” 

· Do you receive feedback from your Estate Officer following the tour? If so, do you feel it is sufficient ?
· Only 5 residents have received feedback and feel that the feedback is sufficient.

· Have you any suggestions on how we can improve Estate Tours?

· It was suggested that the tours on some larger estates were split into sections, some residents would only want to inspect a couple of streets and not the whole estate.

· Make sure that tours dates are displayed in advance and at various locations.

· If tenants receive feedback they will be more willing to attend another tour.

9. Following the findings of the focus group an action plan, which will address the issues identified has been circulated to Housing Managers (see Appendix 2) 

Matters arising from Estate Tours

10. The most common issues identified on Estate Tours are untidy gardens, fly tipping, graffiti, ground maintenance issues, illegal parking, anti social behaviour, street signage, highways issues and matters to refer to the Council dog warden.

11. Following the tour the Estate Officers takes appropriate action and contacts other agencies where appropriate. Feedback is sent to any resident who accompanied the Estate officer on the tour. The information is also provided in the local performance reports which are published every quarter and is also available on the Housing Company website.

Next steps

12. It is clear that we need to improve on the number of tours that are accompanied by tenants and Local Environmental Services. Each Housing Office has a target of 50% to achieve in terms of residents taking part in the tours and Housing Managers will monitor this and encourage residents to take part in the tours. 

13. Discussions have taken place with representatives from LES and The Housing Company regarding the low numbers of joint tours currently being undertaken. A more robust method  of organising and monitoring performance has now been introduced.

Equalities and Diversity Implications

14. The following equalities and diversity implications have been taken into account 
· Continually review and monitor our services to ensure that they do not discriminate against anyone, identify barriers to access, and assess where improvements can be made;

· Ensure that we include, consult and encourage participation from all residents on estates, where appropriate, in decisions that we make.

Recommendations

15. The Area Board is asked to 

· note the contents of the report

· agree to receive further progress reports.

Contact: Margaret Copeland, Area Housing Managers

Tel No: (0191) 433 6113
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