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61 APPOINTMENT OF CHAIR AND DEPUTY CHAIR

RESOLVED –
(i)
That Jo Grant be appointed as Chair of the Area Board until the first meeting following the next Annual General Meeting of the company.

(ii) That Jim Turnbull be appointed as Deputy Chair of the Area Board until the first meeting following the next Annual General Meeting of the company.

62 MINUTES

The minutes of the last meeting of the Area Board held on 17 October 2005 were approved as a correct record and signed by the Chair.

63 MATTER ARISING – LEARNING AND DEVELOPMENT STRATEGY

Dates had been set for some of the training to give the Area Boards a better understanding of the processes involved in a number of issues.  

RESOLVED –
That the Company Administrator liaise with Gateshead Council to avoid any clashes when agreeing the dates and times for outstanding training sessions.

64 PUBLIC MEETINGS 

A report was submitted proposing alternative arrangements to holding public meetings with the Area Boards in February and March 2006 (Minute 57).

There is a general trend that public meetings do not generate a high number of attendees, even with personal invites. It would be more effective, both in terms of cost and attendance, to join up with another involvement activity, such as the major works local scheme meetings where attendance rates are already high.

It is proposed that the Area Board has a stand at each of these meetings to actively liaise with tenants, with support being offered by company officers.  The meetings will be drop-in sessions and would require a commitment from one or two Area Board members at each meeting.  The months in which meetings would be taking place was submitted.

In addition, Area Board members were now being provided with the dates and times of estate tours in the West, Inner West and Central neighbourhoods, which they were welcome to attend.

Tenant and Resident Associations meet monthly and arrangements could be made for a presentation from Area Board members on their role and achievements to date at each of these.  Tenant and Resident Associations are not, however, representative of every ward covered by this Area Board.

RESOLVED – 
(i)
That the proposals outlined above be approved in principle and the Company Administrator liaise with the Tenant Liaison Manager regarding the invitation of Area Board members to attend major works local scheme meetings.

(ii)
That a standing item be included on future agendas on feedback from major works local scheme meetings.

65 PERFORMANCE – SECOND QUARTER RESULTS 2005/06

The Area Board was informed of the results for those performance indicators which can be reported at the end of the second quarter in 2005/06, as well as those indicators capable of being assessed on an area and neighbourhood basis.

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

Of the 18 performance indicators where performance can be compared to 2004/05, performance relating to all of the indicators is either on target or improving.

2005/06 will be the ‘baseline’ year for reporting new indicators. However, performance information relating to some of these 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 following comment of the Area Board be reported to the Board on 8 December 2005: -

· It was felt that the table of results would be easier to follow if PI’s were arranged in service areas, i.e. repairs altogether etc.

66 COMPLAINTS AND COMPLIMENTS – SECOND QUARTER 2005/06

A report was submitted highlighting areas of service development and improvement that have been identified from analysis of the complaints and compliments received during the period 1 April to 30 September 2005.

During the period

· the company received 257 step 2 complaints and 160 step 1 complaints, of which 99 step 2 and 100 step 1 complaints related to the East and South neighbourhoods;

· Of the 99 step 2 complaints, 87 were investigated and responded to within the six months. Six complaints were closed as they were incorrectly recorded as step 2 complaints. The remaining six complaints were in the process of being investigated at the end of the six months;

· Four step 3 Chief Executive reviews were requested in the period regarding length of time on the housing register, anti-social behaviour handling and a disturbance claim;

· Of the 87 completed step 2 complaints, 22 were found to be justified, 36 were responded to within the target and 51 were resolved out of target.

· Of the 99 step 2 complaints, the main category of complaint was quality of service, with 85 complaints including this issue. 

· Of the 87 completed step 2 complaints, the main area of complaint (37) was with strategic partners. There were seven complaints about repair reporting and 20 about housing management.

During the period, 125 compliments were recorded for the company, with 63 relating to the east and south neighbourhoods.

The results of a postal survey carried out in September 2005 with 200 customers who registered a complaint during the second quarter to establish satisfaction levels with the service provided by employees dealing with the investigation of their complaint, were submitted.

A new monthly report has been developed that allows for the individual performance, against target timescales, of investigating officers to be monitored.    

Areas of service improvement identified from the period’s analysis are described below, together with a description of how it is currently being addressed: -

· Several complaints were registered relating to a specific trade.

· Evidence is being discussed with the strategic partner to look at the issues and to decide upon any action that needs to be taken.

· The main area of complaint, by service area, was regarding strategic partners.

· The main trends were missed appointments and jobs not being completed within timescales. Monthly meetings are held with partners and contractors to monitor target times for repairs to allow the company to compare actual performance against performance indicators. This means the company can highlight any issues that need to be addressed.

· Several complaints were made regarding anti-social behaviour complaint handling.

· Meetings are taking place within the team responsible and training is being identified. Service standards have also been developed to ensure continual feedback is provided. 

· The updated Anti-social Behaviour Strategy has been agreed, which includes a new performance indicator to monitor the level of satisfaction by the complainant with the process of anti- social behaviour handling. 

· Complaints were made regarding the HomeRepairs service.

· All employees have had customer care training.

· All employees have been instructed to return calls on the day of receiving the call even if they do not have the full information to provide.

· Problems accessing HomeRepairs by telephone were experienced with additional lines being added to resolve the issue. The new telephony system, introduced in July 2005, allows monitoring of the number of calls to ensure that the problem does not reoccur.

· From the satisfaction survey, issues were noted regarding the accessibility of the complaints procedure.

· All those who responded that accessibility was not satisfactory are to be contacted to determine the reasons for this.

· The satisfaction survey is to be amended to allow for comments as to why accessibility was not satisfactory.

· Issues regarding the use of non-standard finishes in show homes for Decent Homes improvement works.

· Introduction of labelling to explain that finishes may vary.

RESOLVED – 
That the information be noted and the Area Board continue to receive the report every six months.

67 PROPERTY INSPECTORS – SECOND QUARTER 2005/06

The Area Board was informed of the work carried out by Property Inspectors during the period July to September 2005.

A breakdown of the activity levels and findings of the Property Inspectors for the financial year to date was submitted. The information was broken down from borough-wide level to Area Board and neighbourhood level. 

The figures show that in the South and East neighbourhoods, the Property Inspectors completed 1,463 (81%) of the 1,800 target for inspections by the end of the second quarter, a big improvement on the 69% reported in the first quarter. 

Satisfaction with the quality of work has increased from 70% to 76%. The company continues 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 Post 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 increased from 80% to 84%. The company continues to work closely with the contractor to try and improve this figure.

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

Corporate complaints, leasehold queries, cost queries and councillor enquiries investigated by the inspectors are now recorded.

RESOLVED –
That the information be noted.

68 SECURITY AND ENVIRONMENTAL SCHEMES

The Area Board received an update on schemes approved during 2004/05 and 2005/06.

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 have to date approved schemes up to the value of  £188,383, leaving £16,617 of the budget unallocated. 

Within the original bid for ALMO funding, there was a 5% allocation for expenditure on security and environmental schemes when the company obtains two star status. As part of the ALMO funding, this budget must be allocated to supplement the decent homes work and must be committed to estates where the decent homes work will be delivered. As a result of receiving two star status following the re-inspection of the company, the allocation for the East and South areas is £312,000 for the remainder of 2005/06.
The Area Board was informed that following approval, in accordance with delegated powers, of a scheme at 12 Waskerley Gardens, to provide prickly bushes to stop youths climbing over the fence to access the railway line, at a cost of £536, it has since come to the company’s attention that the tenant had a right to buy application in, the sale of which has subsequently been completed. As the scheme only benefits this property and no other tenants, it is therefore proposed that this scheme should not now go ahead and the resident be advised of this. However, as the order was raised shortly after being given approval, the materials have been ordered. Therefore, it is also proposed that the prickly bushes are re-used to prevent a similar problem further along the mineral line in Wrekenton, which will generally prevent youths getting on the mineral line rather than being able to access private gardens. There are no extra costs for this change and nearby tenants have been consulted and are in agreement to prickly bushes being planted to prevent this problem.

The Friends of Springwell has the funding in place to pay for Phase 1 of its scheme, at a cost of £13,000.  This includes a contribution from the Council and can therefore go ahead without the £10,000 contribution from the company. Phase 1 will commence in January 2006, however at this stage, no other funding has been obtained from external funding sources although there are applications in for various grants. Therefore, there are currently no start dates for Phase 2 of the work.

As a result of the company achieving two star status following the recent re-inspection, the following schemes are proposed, at a total estimated cost of £286,000: -

	Location
	Proposal
	Cost


	Impact

	Birtley West 
	Fencing and railings to 104 properties
	£129,000
	Improve the appearance of the estate by the continuation of existing scheme. Work being carried out in conjunction with decent homes work

	Ellen Wilkinson
	Phase 2 of a scheme to replace wooden gates with new metal gates and posts
	£68,000
	Improve appearance of estate. Remainder of properties not carried out in Phase 1 (152 properties in total)

	Pensher Street 
	Porch enclosures to 24 bungalows
	£40,000
	Improve security for residents, improve ability to let and improve the appearance of the estate

	Ellen Wilkinson
	Various schemes – see paragraphs 18-24
	£39,000
	Improve the appearance of the estate

	Ripley Court  and Willerby Court
	Clean two blocks of all pigeon droppings, and provide nets to prevent them nesting.
	£10,000
	Improve health and safety and appearance of blocks


These schemes leave £26,000 of the extra resources and £41,617 in total unallocated.  Final schemes committing this outstanding amount will submitted to the next meeting of the Area Board.

The results of satisfaction surveys carried out on all schemes completed this year were submitted.

RESOLVED –
(i)
That progress on the outstanding schemes from 2004/05 and schemes approved in 2005/06 be noted.

(ii) That the proposal to re-use the prickly bushes from 12 Waskerley Gardens at another site in Wrekenton, where a similar problem exists, be approved.

(iii) That consideration of awarding a £10,000 contribution to the Friends of Springwell be deferred until the next financial year when the Area Board looks forward to receiving a business plan for Phase 2 of the scheme and the outcome of other bids for funding and that the Tenant Liaison Manager contact the Friends of Springwell to discuss this decision with them.

(iv) That the proposed schemes at Birtley West, Ellen Wilkinson (2), Pensher Street and Ripley Court and Willerby Court be approved and the Area Board be provided with proposed start dates at its next meeting.

(v) That the schemes previously deferred by the Area Board pending a successful re-inspection, together with any other schemes identified by Area Housing Managers, be presented to its next meeting for consideration.

(vi) That the satisfaction survey results be noted.

(vii) That any member of the Area Board unable to attend the workshop to agree criteria for future security and environmental schemes submit comments to the Company Administrator prior to the meeting.

69 ANTI-SOCIAL BEHAVIOUR – PROGRESS REPORT

The Area Board received an update on the work of the Neighbourhood Relations Team (NRT) and Estate Officers in tackling anti-social behaviour (ASB) for the period July to September 2005.


There were 148 new case referrals made to NRT during the period. The current caseload for the period is 530, which can be broken down as 495 and 35 for the South and East neighbourhoods respectively.

A summary of the cases brought forward from June 2005 to this quarter and the number of current active cases for the two 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.

During the period, there have been 75 (including the NRT caseload) and 280 low level cases recorded for the South and East areas respectively.  The most common types of ASB cases recorded related to property condition (linked to gardens following on from estate tours), noise nuisance and youth disorder.

Performance information relating to closed cases and the number of satisfactory resolutions by the NRT without the need for legal action is reported quarterly as a Best Value Performance Indicator.   Performance for the period in the two areas resulted in 101 closed cases. 87 (86%) of these cases were resolved satisfactorily without the need for legal action.   


Performance information relating to the number of cases acknowledged within the specified targets is reported quarterly.  Performance for the period for the two areas, including low-level cases showed that of the 428 cases recorded, 400 (93%) were acknowledged within the target within the ASB Service Standards.  A breakdown of this information was submitted.

Customer satisfaction surveys are carried out when cases are closed.  During the period, 42 responses were received from surveys carried out.  32 were very – fairly satisfied and 10 were neither satisfied nor dissatisfied.


The survey process is currently being reviewed and changes to the questions within the customer satisfaction survey are being implemented to reflect new monitoring requirements highlighted in the ASB Strategy Action Plan.  The survey process is also being reviewed to improve the number of responses received from customers.  

The Area Board received the following update on the service improvements detailed in the last quarterly report: -  

· The borough-wide out of hours service was implemented with effect from 5 September 2005.  During the first four weeks of this service being delivered, there were 43 calls received.  22 of these calls related to ongoing ASB issues being investigated by the NRT and the further 21 related to other ASB issues.  The three main issues being reported by customers were youth disorder, noise and vehicle nuisance.

· The Victim Support Scheme was launched in August 2005.  There have been 12 referrals made to the scheme to support victims and witnesses of anti-social behaviour who are involved in current cases across the borough.  These referrals relate to a number of ASB issues including, verbal abuse, threatening behaviour and noise nuisance.  Feedback so far from customers has been positive.

· Multi-Agency Tasking & Co-ordination Groups were established in each neighbourhood from July 2005.  There are currently 15 tasks ongoing within the South and East areas.  A range of issues is being addressed, including youth disorder, ball games, noise nuisance, vandalism, environmental issues and drug misuse.  

· A review of the ASB Strategy took place in November 2005 with tenant involvement.  A number of amendments have been made to the Strategy and the Action Plan, to include more detailed performance information.  Details of the revised ASB Performance Indicators, which reflect performance for the whole of the borough, were reported.

RESOLVED –
(i)
That the information be noted.

(ii)
That the Area Board looks forward to seeing future reports on the development of future gardening schemes and the development of an education programme to try to tackle youth disorder. 

70 EVALUATION AND REVIEW OF ESTATE TOURS

A report was submitted informing the Area Board of the effectiveness of estate tours.

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 re-launched 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 maintained environment outside the home.

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. 

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 the Council’s Local Environmental Services (LES) to monitor the grounds maintenance contracts. Tenants are also encouraged to accompany these visits on estates. Details were reported of the number of tours carried out and the number accompanied, as well as the number of cases where feedback has been given.

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.

To evaluate the effectiveness of the estate tours, focus groups were held in June 2005 to seek the views of tenants.  A total of 78 tenants were invited to the focus groups from all neighbourhoods and were asked for their views. Three and 12 tenants attended meetings held at Blaydon Office and the Civic Centre respectively.  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. A summary of the results was submitted.

Following the findings of the focus group, an action plan to address the issues identified has been circulated to Housing Managers, details of which was submitted.

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.  Following a tour, the Estate Officer 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 are also available on the company’s website.

It is clear that the company needs to improve on the number of tours that are accompanied by tenants and LES. 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. 

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

RESOLVED –
That the report be noted.

71 BEACON LOUGH EAST PROGRESS REPORT

Progress to date with re-housing from Beacon Lough East was reported.

A further six households have been re-housed. Effectively, 152 of the 153 properties to be demolished are now vacant, leaving one resident in Fennel still to be re-housed. A suitable property had been identified for this tenant, however the offer was refused.  All efforts are being made to find a suitable alternative property for this tenant.

All of the affected properties within Linden, Balmlaw and Medlar have been demolished, as well as all the garages in the identified area. The majority of properties in Fennel have also been demolished.

Frank Haslam Milan has started work on the conversion of Callender Court. Completion of the site is due in October 2006.

The vacant land will be sub-soiled, ground conditions permitting and the    contractor will continue to finish off the demolished areas to the specified standard for hand-over to the company.

RESOLVED –
That the information be noted.
72 HOUSING STRATEGY FOR OLDER PEOPLE – UPDATE ON 


PHASE 1

Progress to date with re-housing residents in Phase 1 of the Older Persons Strategy was reported.

WM Thompson has been appointed as demolition contractor for Mulberry Gardens. Work is underway to isolate services as properties become vacant and demolition will follow. 

Owen Pugh and Co. Ltd has been appointed as demolition contractor for Cresthaven. A start date for the demolition is currently being negotiated in line with the isolation of services. 

The size, topography and location of the sites at Mulberry Gardens and Cresthaven mean that they are not suitable 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 –
(i)
That the information be noted.

(ii) That the Area Board be kept informed of any future proposals for the development of the cleared sites.

73 MODERNISATION OF HOUSING SERVICES (INCLUDING HOUSING OFFICES REVIEW)

The Board agreed, at its meeting on 10 November 2005, a report on the office rationalisation and that consultation on phase 1 be undertaken with tenants and stakeholders.  The report was referred to the Area Board for discussion.

RESOLVED –
(i)
That the information be noted.

(ii) That the following comments of the Area Board be reported to the Board on 8 December 2005: -

· Concern was expressed that the Area Board had not been consulted earlier on the proposals.

· A point was made that it was possible the closure of a housing office in a particularly deprived area could result in some tenants not using any services and if this was the case, the Area Board requested that it had the opportunity to influence at an earlier stage.  

· The Area Board welcomed the moves to allow Estate Officers to carry out more work on estates and requested a copy of the new staffing structure as soon as it had been agreed.

74 WEST AND CENTRAL AREA BOARD

The minutes of the West and Central Area Board held on 13 October 2005 were submitted.

75 DATE AND TIME OF NEXT MEETING

The next meeting of the Area Board will be held on Monday 9 January 2006 at 2pm (venue to be confirmed).
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