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	Report to West and Central Area Board 

 15 June 2006


	
	

	Title:  


	New Tenancy Visits (NTVs) Performance for 2005/2006.

	Report of:
	Director of Housing Management

	
	


Purpose of Report

1. To inform the Area Board on performance results with New Tenancy Visits (NTVs) carried out during 2005/6.

Background

2. The service standard requires Estate Management staff to visit new customers within six weeks of the start of their tenancy to welcome and offer advice and support. This area of work is also in line with the Company’s Mission statement and the following values: -
· Being customer focused, innovative and professional – involving customers in what we do.
· Being positive and responsive – constantly striving to achieve excellence.

· Embracing equality – valuing difference

· Being a listening and learning organisation – staying in touch with what the customers want.

3. This is an example of good practice in Housing and Estate Management. Other RSLs and ALMOs carry out NTVs in a similar way to The Gateshead Housing Company e.g. Carrick Housing LTD, an ALMO with a three stars award and Pierhead Housing Association, an RSL with a two star award.
4. New tenants include those re-housed from the Housing Register, transfer applicants and those who have taken part in a mutual exchange of properties.

5. New tenants benefit from NTVs in a number of ways:

· They get to know their Estate Officer and the services they provide.

· We provide advice and assistance on paying rent, service charges and other payments.

· We provide help, advice and advocacy for housing benefits, other benefits and debt counselling.

· We explain and confirm how they can access the repairs reporting service. 

· We report and chase-up repair and maintenance matters.

· We offer practical advice about relationships with neighbours in the street, block or adjoining properties.

6. We provide details of Residents groups or Tenant’s associations present in the area. Advice is also given on tenant’s rights and obligations under the Tenancy agreement and an outline of the tenant’s responsibilities in relation to:

· Anti-social behaviour and nuisance

· Condition of property including external areas and gardens

· Tenant’s improvements

· Rechargeable repairs

· How to end the tenancy

7. Guidance and information is also provided on Gas servicing/safety checks; where Homestyle decoration vouchers have been issued, the Estate officer checks for evidence that re-decoration is being carried out; the Estate Officer ensures the questionnaire on the letting standard is completed and returned.

8. This process provides an opportunity to:

· Assess the viability of individual tenancies at an early stage

· Intervene early to deal with problems that potentially may lead to a tenancy failing

· Arrange further guidance and support in order to help ensure the tenancy survives and thrives.

· Encourage Tenants to be involved in Resident groups, Estate management issues, give opinions in surveys and focus groups
· Identify abandoned or illegally occupied properties and take appropriate action promptly.
Performance Monitoring

9. The target that Estate Management staff work to is that all new Tenants are visited in their homes within six weeks of the start of the tenancy.

10. At sign-up new tenants’ details are entered onto a spreadsheet that sets the six week target date. Progress in contacting the new tenant is recorded and monitored stage by stage i.e. the date when a card is left at the property, the date when letters sent and the actual date the visit was successfully carried out.

11. 1972 NTVs were due to be carried out across Gateshead and of that 1582 were successfully carried out (See full results at appendix 1). 

12. A total of 388 did not respond to attempts to arrange a visit and were sent a letter with information about how to contact their Estate Officer.

13. At the end of the year there were no NTVs outstanding in the West and Central area.

Customer profile and the diverse needs of customers.

14. The Customer profile is checked prior to visits and contact to ensure the service is appropriate to individual customer needs e.g. same sex interviews. This can also help to achieve a larger proportion of successful face to face contact and home visits by using the information in the profiles on contacts, employment hours, disability, age and ethnicity.

What we have learned

15. Customers recognise the importance of the New Tenancy Visit procedure because it establishes a positive relationship between the new customer and The Gateshead Housing Company.

16. The procedure is beneficial to the customer because it provides useful information, advice and access to support.

17. The procedure is beneficial to the Company and wider interests of the Community because it helps towards the prevention of rent arrears and other debts, breaches of tenancy issues and antisocial behaviour due to the proactive nature of the work.

Developing the Service during 2006/07
18. NTVs are an important and valuable part of Housing Management work but this part of the service needs to continue to develop and improve. In particular around increasing the success rate of face to face home visits.  To do this the following areas will be developed during 2006/2007: -

· Re-brand the service  ‘Home Welcome’

· Learn from customers by developing an ongoing customer survey as part of the procedure.

· Performance recording and management via SX3 workflow

· Use the customer profile information to analyse where we have failed to engage some of our customers and have been unable to carry out a successful ‘face to face’ visits.

· Develop new performance targets on elements of the work e.g. to monitor the proportion of NTVs carried out within six weeks. 

19.  ‘Home Welcome’ service outcomes:

· Is one of a number of measures toward sustaining Communities, estates and individual tenancies by providing information advice and support and the opportunity for early intervention to prevent the tenancy failing and thereby help to reduce the rate tenancies turnover.

· Deliver an excellent service that is relevant and valued by our customers. 

· Maximise income and reduce costs to TGHC because tenants are better informed and prepared for meeting their financial obligations i.e. rent, water rate, insurance charge, heating and other applicable service charges.

· Learning from customers to help shape future services by seeking customers’ views on service delivery. 

· Increase involvement by giving information and advice about involvement opportunities i.e. residents and tenants groups, Focus groups, Estate tours, Mystery shopping, questionnaires and surveys. 
· Linked to Business Plan objective(s): -
Become an excellent organisation by:
· Continuous review and improvement of services 

· Involving customers in all we do

· Understanding the diverse needs of our customers and involving them in shaping services. 

· Proactive performance management and development of our employees

· Achieving customer satisfaction 

· Learning from customer feedback and from other organisations

· Demonstrating value for money

· Adding value to communities through involvement beyond our landlord role.

Improve the sustainability of neighbourhoods and communities by:
· Working with partners and the community

· Delivering homes to the Gateshead Standard

· Investing in local projects that regenerate the environment and enhance sustainability

· Developing initiatives that engage local people


Recommendation

20. The Area Board is recommended to note the contents of this report.

Contact:  Brett Routledge
Tel No:  (0191) 433 2380 

Appendix 1

	West & Central NTVs

	

	Offices
	NTVs to do
	In progress
	NTVs completed by direct face to face contact
	Procedure completed by providing information by letter

	
	
	
	
	

	Central
	432
	0
	331
	101

	Inner West
	400
	0
	284
	116

	West
	296
	0
	257
	39

	Area Total
	1128
	0
	872
	256

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Offices
	NTVs to do
	In progress

%
	NTVs completed by direct face to face contact %
	Procedure completed by providing information by letter. %

	
	
	
	
	

	Central
	432
	0%
	76.62%
	23.38%

	Inner West
	400
	0%
	71.00%
	29.00%

	West
	296
	0%
	86.82%
	13.18%

	Area Total
	1128
	0%
	77.30%
	22.70%

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	South & East NTVs

	

	Offices
	NTVs to do
	In progress
	NTVs completed by direct face to face contact
	Procedure completed by providing information by letter.

	
	
	
	
	

	East
	312
	0
	245
	67

	South
	532
	2
	465
	65

	Area Total
	844
	2
	710
	132

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Offices
	NTVs to do
	In progress

%
	NTVs completed by direct face to face contact

%
	Procedure completed by providing information by letter.%

	
	
	
	
	

	East
	312
	0%
	78.52%
	21.48%

	South
	532
	0.37%
	87.41%
	12.22%

	Area Total
	844
	0.24%
	84.12%
	15.64%

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	Gateshead

	Offices
	NTVs to do
	In progress
	NTVs completed by direct face to face contact
	Procedure completed by providing information by letter

	
	
	
	
	

	Central
	432
	0
	331
	101

	Inner West
	400
	0
	284
	116

	West
	296
	0
	257
	39

	East
	312
	0
	245
	67

	South
	532
	2
	465
	65

	Gateshead
	1972
	2
	1582
	388

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Offices
	NTVs to do
	In progress

%
	NTVs completed

%
	Procedure completed by providing information by letter %

	
	
	
	
	

	Central
	432
	0%
	76.62%
	23.38%

	Inner West
	400
	0%
	71.00%
	29.00%

	West
	296
	0%
	86.82%
	13.18%

	East
	312
	0%
	78.52%
	21.48%

	South
	532
	0.37%
	87.41%
	12.22%

	Gateshead
	1972
	0.11%
	80.22%
	19.67%
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