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80 MINUTES

The minutes of the last meeting of the Area Board held on 5 January 2006 were approved as a correct record and signed by the Chair.

81 BUSINESS PLAN

The Area Board received a presentation on the Business Plan from Heather Fenwick, Business Development Manager.  The Area Board commented on areas it felt the company should be focusing future efforts on and what was excellence.  These will be fed into the business planning process.

RESOLVED –
That the information be noted.

82 BOARD AND AREA BOARD MEMBER JOB DESCRIPTION

The Standards Committee agreed, at its meeting on 19 January 2006, Board and Area Board member job descriptions.  The Area Board member job description was referred to the Area Board for any comments. 

RESOLVED –
That the Area Board member job description be agreed, subject to 

· the third key task being deleted;

· clarification being sought as to why an Area Board member is required to have “enhanced” clearance from the Criminal Records Bureau and the wording of this section in the job description being reworded to ensure every application is considered on its own merits when an offence is highlighted (for example, that a person with a very minor offence a number of years ago is not prevented from applying as a consequence).

83 REVIEW OF APPOINTMENT CRITERIA

The Standards Committee was informed, at its meeting on 19 January 2006, of the current appointment criteria for Board and Area Board members and agreed that a skills audit of Board and Area Board members be undertaken.

A skills audit of Area Board members was carried out some time ago.  However, only a few audits were completed and therefore was insufficient to make a real assessment.

RESOLVED –
That the decision of the Standards Committee for a skills audit of Board and Area Board members to be undertaken be noted.

84 PERFORMANCE – END OF THIRD QUARTER 2005/06

The results for those performance indicators which can be reported at the end of the third quarter in 2005/06 were reported.

Compared to targets for the year and the same period in 2004/05, performance has improved in a number of important areas.  Of the 19 performance indicators where performance can be compared to 2004/05, 13 indicators are traffic lighted green and are achieving their annual 2005/06 targets, five indicators are traffic lighted amber are not on target, though performance has improved compared to the 2004/05 year-end and one indicator is traffic lighted red and is not meeting the annual target.

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


(ii)
That the Area Board place on record its congratulations to employees involved in achieving such positive third quarter results.

85 COMPLAINTS AND COMPLIMENTS – THIRD QUARTER 2005/06

A report was submitted highlighting the areas of service development and improvement that have been identified from analysis of the complaints and compliments received in the third quarter of 2005/06.

During the period 1 October to 31 December 2005, the company received 93 step 2 complaints and 48 step 1 complaints, of which 62 step 2 and 24 step 1 complaints related to the West, Inner West and Central neighbourhoods. 

· Of the 62 step 2 complaints, 57 were investigated and responded to within the quarter.  The remaining five complaints were in the process of being investigated at the end of the final quarter.

· No step 3 Chief Executive reviews were requested in the period. 

· Of the 57 completed step 2 complaints, 24 were found to be justified, 34 were responded to within the target and 23 were resolved out of target.

· Of the 62 step 2 complaints, the main category of complaint was quality of service, with 53 complaints including this issue. 

· Of the 57 completed step 2 complaints, the main area of complaint (38) was with strategic partners. There were 19 complaints about repairs reporting and 12 complaints about housing management.
During the period, 96 compliments were recorded for the company, with 23 relating to the West, Inner West and Central neighbourhoods.

A postal survey of 100 customers, who registered a complaint during the third quarter, was carried out in January 2006. This was to establish satisfaction levels with the service provided by employees dealing with the investigation of their complaint.  The results of the survey were submitted.

Areas of service improvement identified from the third quarter analysis, together with a description of how it is currently being addressed, are as follows: -

· For 38 of the 58 completed step 2 complaints, the main area of complaint, by service area, was regarding responsive repair strategic partner Morrison and prior to 1 December 2005, Local Environmental Services.

· The complaints covered missed appointments (3), jobs not being completed within timescales (21) and quality of work (14). 

· Monthly meetings are continuing to take place with Morrison to address these reoccurring issues. Morrison use the information to identify training needs within the workforce and has also begun sessions of “tool box talks” which bring larger sections of operatives together to discuss the expectations of the company and its customers.

· In the second quarter report, issues were noted regarding the accessibility of the complaints procedure.

· Results of the third quarter satisfaction survey reflect those found in the second quarter satisfaction survey, with seven of the 12 respondents finding the accessibility of the procedure satisfactory or excellent.  Also, two were very or fairly satisfied with the handling of their complaint.

· The satisfaction survey was amended to allow for comments prior to the third quarter survey. Of the five who did not respond that the accessibility was satisfactory or excellent, two gave comments that related to the handling of their complaint rather than the accessibility of the procedure.

· Of the 10 who were not very or fairly satisfied with the handling of their complaint, nine gave comments regarding the time taken to respond to their complaint (3) and the need for a greater emphasis on listening to the complainant to understand their complaint (6).

· A forthcoming TLC on complaints and the recently introduced individual complaint handling report will aid in addressing these issues with the intended outcomes of an increased awareness of complaint recording and handling and increased monitoring of target timescales for responses.

· Six step 2 and three step 1 complaints were regarding dissatisfaction with the standard of a property upon letting and queried whether the property met the letting standard.

· The Vacant Property Manager is reviewing the complaints to investigate if the letting standard was met in these properties and to determine any necessary action.

· Three step 2 and one step 1 complaints were regarding missed gas servicing appointments.

· Monthly meetings between the Gas Servicing Manager and Morrison have been upgraded to weekly to monitor this issue.

RESOLVED –
That the information be noted.

86 PROPERTY INSPECTORS – THIRD QUARTER 2005/06

The Area Board was informed of the work carried out by Property Inspectors during the third quarter of this financial year.

Contractors are continuing to provide weekly invoices showing all repairs carried out.  This 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.

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

The figures show that in the West, Inner West and Central neighbourhoods, the Property Inspectors completed 3,307(88%) of the 4,050 target for inspections by the end of the third quarter. This is an increase from 80% reported in the second quarter.

The inspectors’ satisfaction with the quality of work has increased from 75% to 83% and they 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 satisfaction demonstrated by operatives being polite and helpful and carrying out neat and tidy work within timescale has increased from 81% to 88%. The company continues to work closely with the contractor to try and improve this figure.

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

RESOLVED –
That the information be noted.

87 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 £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  £111,191, leaving £43,809 of the budget unallocated for the remainder of 2005/06.

There are savings of £18,000 from the 2004/05 schemes following proposals at Sunderland Road flats and Marion Court being cancelled. This leaves a total of £61,809 unallocated.  This amount will be committed for the first phase of the fencing work at Kelso Place in the Lower Teams. The additional allocation of £338,000 will fund the remainder of the Kelso Place scheme.  Any additional savings made throughout the year will also be used to fund the early part of the work at Kelso Place, allowing any remaining monies to be carried forward to tackle new schemes in 2006/07.

This scheme is continuing to be progressed alongside Highways and the Council’s Development Control Section. Consultation on the fence height and styles is complete. 

Initial discussions have been held with Planning and formal planning permission has been submitted.  As the scheme meets the requirements of planning in relation to fence height, it is not anticipated there will be any unnecessary delays with the planning application.

It is envisaged that the fencing will commence mid to late February, with the new road and associated works being completed by May 2006. The additional allocation can carry forward into 2006/07.

Discussions are currently taking place with Bridging Newcastle Gateshead to obtain funding to carry out the fencing work to owner occupied properties, so the whole area can benefit from these works. 

Given the significant costs of this scheme, it is proposed that a site visit be arranged prior to the next meeting for Area Board members to see the existing site and the full plans for the regeneration of this area.

An exact cost has been obtained for the door entry scheme at Abbey Court flats and it is significantly higher than originally budgeted for. This is due to the original cost being calculated for just one block of flats when there are actually three. The new cost is £9,745.95 against the original cost of £2,849.00. 

A revised and re-negotiated cost has also been sought from the Council’s Highways Strategy for the car park scheme at Bensham Court. The revised cost is £8,000, against an original budget of £22,000. This scheme was revised as the original scheme included work to benefit private properties, which was to be funded from Bridging Newcastle Gateshead. 

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

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

(ii) That the revised cost of the scheme at Abbey Court be approved. 

(iii) That the new cost of the scheme at Bensham Court be noted.

(ii) That details of how quotes are procured be included in future reports.

(iii) That start dates be agreed with contractors on appointment and the next report include start dates for all the schemes for which orders have been placed.

(iv) That progress on the scheme at Kelso Place be noted and an urgent visit of the site be arranged for Wednesday 22 February 2006 at 3pm.

(v) That in future the Area Board be informed at the earliest opportunity of major schemes.  

(vi) That a technical officer from Property and Technical Services be present at all future meetings of the Area Board.

(vii) That the Area Board place on record its concerns about the way information was being presented and the fact that it was raising the same issues at every meeting.

(viii) That the satisfaction survey results be noted.

88 ANTI-SOCIAL BEHAVIOUR – PROGRESS REPORT

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

There were 23 new case referrals made to NRT during the period.  The current caseload for this period is 67, with 25, 27 and 15 cases in Central, Inner West and West neighbourhoods respectively.  The top types of ASB recorded are noise – general (24 (36%)), condition of property (garden issues) (9 (13%)) and drugs/substance misuse/drug dealing (6 (9%)).

There were 249 low-level cases, with 66, 108 and 75 cases recorded in the Central, Inner West and West neighbourhoods respectively.  The top types of low level ASB recorded on the low level database are condition of property – external (95 (38%)), noise nuisance (80 (32%)) and other (25 (10%)).

A summary of the cases brought forward from September 2005 to this quarter and the number of current active cases for Central, Inner West and West areas, broken down by estate and case type, were submitted.  Referrals to other agencies were included.  Details of the outcomes of closed cases and reasons for closure were also reported.

Details of the number of low-level incidents recorded during this period in the West, Inner West and Central areas, broken down by case type, were submitted.

Performance information relating to the number of cases acknowledged within the specified targets is reported quarterly.  Performance for this period for the Central, Inner West and West areas, including low-level cases showed of the 272 cases recorded, 256 (94%) were acknowledged within the target within the ASB Service Standards.  A breakdown of this information was submitted.

Performance information relating to closed cases and the number of satisfactory resolutions by NRT without the need for legal action is reported quarterly as a local performance indicator.  Performance for this period for the Central, Inner West and West areas resulted in seven cases closed.  Of these, six (86%) cases were resolved satisfactorily without the need for legal action.

Satisfaction surveys are carried out with customers when cases are closed.  During this period, 27 surveys have been carried out. Seven responses have been received, a breakdown of which was submitted.

The borough-wide out-of-hours service was implemented in September 2005.  During this period, 12 calls were received relating to the West, Inner West and Central areas.  The service continues to be proactively advertised via the local office to improve the take up within these areas, through discussions with the local office staff and via the ASB leaflet sent out to every new case referral. 

The main issues reported by customers during this period were youth disorder (7 (58%)), neighbour dispute (3 (26%)), staff queries (1 (8%)) and noise – loud music (1 (8%)).

During the period, nine referrals were made to other agencies, details of which were reported.

During the period, there were 18 Multi-Agency Tasking and Co-ordination Group meetings, details of which were reported.  The issues raised at the meetings included youth disorder, vehicle nuisance and the removal of graffiti.  

The reasons for closing off the tasks included the removal of graffiti from walls, removal of a tree blocking a CCTV Camera and removal of a wall used by congregating youths.  Youth disorder reduced within the Central area as a result of increased patrols by the Neighbourhood Wardens and Northumbria Police.

The South Tasking and Co-ordination Group has undertaken a pilot of telephone conferencing.  The facility is being evaluated with a view to rolling this out across all areas.

An anti-social behaviour training programme has been developed for all front line employees.  Training has begun in the South neighbourhood and will be complete by mid-February 2006.  The training will then be delivered to all other areas to ensure consistent delivery of services.  

Training for Area Board members on anti-social behaviour took place on 13 February 2006.

RESOLVED – 
That the information be noted.

89 EAST AND SOUTH AREA BOARD

The minutes of the meeting of the East and South Area Board held on 9 January 2006 were submitted.

RESOLVED –
That the information be noted.

90 VENUES FOR FUTURE MEETINGS OF AREA BOARD

The Area Board agreed, at its meeting on 3 March 2005, that all meetings be held at Gateshead Civic Centre for a trial period of six months. 

Only one member of the public has attended an Area Board meeting since it has been held at the Civic Centre.

Prior to meetings being held at the Civic Centre, meetings were held at different venues within the three neighbourhoods covered by this Area Board.  Attendance at these venues was generally poor, though it was better than it is at present.  An average of two members of the public attended the nine meetings that took place.

RESOLVED – 
That meetings of the Area Board continue to be held at Gateshead Civic Centre.

91 DATE AND TIME OF NEXT MEETING

The next meeting of the Area Board will be held on Thursday 30 March 2006 at 2pm in the Whickham Room, Civic Centre, Regent Street, Gateshead.
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