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	Report to the Board 

8 July 2004


	
	

	Title:


	Preparation for Inspection – Progress Report

	Report of:
	Chief Executive

	
	



Purpose of Report

1. To inform committee of the current position on the preparation for inspection and to provide an update on progress made against the recommendations following the mock inspection and service review.

Background

2. The Housing Inspectorate formally made a request for documents on 22 June 2004 which will enable them to prepare for the forthcoming inspection.

3. In excess of 150 documents and supporting information have been requested, and these needed to be despatched to the inspectorate by 6 July 2004.

4. In addition to these documents core data has been provided on:

· Repairs and Maintenance

· Diversity

· Tenant Participation

· Allocations

· Rents/housing benefit

· Homelessness

· Estate management

Along with a summary fact sheet, and a completed self-assessment proforma.

5. In effect the inspection went ‘live’ on 22 June 2004.

6. The on-site inspection has been confirmed as starting on 16 August 2004.

7. In order to ensure that there is a wide understanding of the inspection process a series of briefings will take place for company employees and directors, and Council employees, using a variety of methods – presentations, newsletters etc.  

8. A special edition of the company Newsletter will be published during July to inform tenants and leaseholders that the inspection is to take place and what it will encompass.

HQN Mock Inspection

9. Following the last Board meeting and at the beginning of today’s meeting, the Board received a presentation on the main findings and recommendations made by HQN following their mock inspection of parts of the service in May.

10. Current progress on the recommendations is attached at Appendix 1.

11. Progress against a number of recommendations made following the service review in March is attached at Appendix 1.

Recommendation

12. The Board is asked to note the contents of this report.

Contact:
Bill Fullen, Chief Executive Ext 2610

Appendix 1

Recommendations for action arising the HQN mock inspection (May 2004)

	Recommendation


	Progress

	Tenant Involvement


	

	Develop The Gateshead Housing Company involvement strategy.  This should include the aims and objectives of the company’s policy, the areas for involvement and the mechanisms by which the strategy will be achieved.  It should have clear links to the compact.


	
Draft compact ‘Shaping the Future’.  


Initial consultation completed.  


Further consultation progressing.  


Compact to be finalised in July.



	The strategy and compact should clearly state the level of involvement.  For example, how will tenants be involved in:

· Setting of standards?
· Setting of programmes?
· Monitoring of contracts?
· Appointments of contractors and consultants?

	
Involvement Strategy agreed by 


Communications Committee 
27/04/04.

	Widen participation at lower level.  Consider the establishment of local boards beneath Area Boards to enable decision-making on environmental budgets and monitoring of performance at local level.  
	PS Consultants will be working from June 2004 towards the development of an independent tenant and resident infrastructure that will widen participation at grass roots level and address the issues on hard to reach groups.



	Recommendation


	Progress

	Extend opportunities for involvement in estate inspections.  The company should seek to extend this positive practice to estates where there are no tenants’ representatives by seeking people to act as reps for sole purpose of inspections.  This may appeal to those who cannot or don’t want to commit themselves more widely.


	Estate inspections publicised in April newsletter and again in July newsletter.

Estate officers have personal targets to increase the number of estate inspections carried out jointly with tenants.

(See service review)

Ongoing monitoring.



	Customer Access


	

	Establish standards for reception areas with a standard list of leaflets and displays of materials.


	Largely completed.

	Give someone responsibility for making sure standards are maintained – responsibility for upkeep/tidiness.


	Each office has nominated officer.

	Check regularly.


	Ongoing reality checking.

	Reinforce customer care expectations:

· Name badges
· Smiling – greeting customers
· Meeting timescales for dealing with customers
· Equip staff with knowledge to respond to enquiries

	Employee briefings week commencing 21 June 2004.

Technical knowledge fact sheets being prepared.

	Make sure staff maintain the standard.


	Ongoing programme of mystery shopping.

	Ensure that staff receive adequate training on policy information.


	Wednesday pm briefing sessions will continue to brief employees on key service areas.




	Recommendation


	Progress

	Repairs and Maintenance


	

	Unit cost for repairs – sensible move towards simplified transactions but requires coding to exclude non-normal responsive.


	Consolidate – schedule of rates complete April 2004.  Procedures for cost coding for responsive repairs appropriately complete.



	Get to 60:40 – I think you are nearly there and ALMO will resolve but remember post-ALMO money.


	Plan in place.

	Reduce emergencies – get tougher and have rapid response to small jobs.


	Plan in place.

	Consider policy with tenants.


	Complete.

	Tighten up gas safety.


	Complete.

	Reform DLO bonus.


	A new agreement has been reached with the workforce, which addresses this problem directly.



	Sort out IT difficulties (do not forget repairs reporting).


	Assessment of repair reporting and appointment modules to be developed in line with ICT strategy.



	Respond to report with action plan targeted to the specifics of the inspection report.


	Progress report submitted to the inspectorate.


	Recommendation


	Progress

	Income Collection


	

	Finalise Corporate Debt Policy to include apportionment of repayments over different debts - perhaps pilot in one area before inspection.

	The intention is to pilot in one neighbourhood soon after inspection with a target of January 2005 to extend to all neighbourhoods. 

	Look at timings of first and follow up arrears letters so that sent at weeks 2 and weeks 4 respectively.

	Letters are generated one week after the first payment missed and accounts are profiled to reflect payment pattern.

Leaflet on arrears process in preparation.  

	Ensure consistency of service provision across the rent teams and that good practice is shared

	Rent and Income Team Leaders meet regularly and good practice is shared. 

	Ensure that the performance management system is operating effectively and that everyone has individual targets and is monitored against them.

	Complete.



	Build on the progress made to date on Welfare Benefits. Ensure that the balance between income maximisation and sustaining the tenancy is maintained.

	Welfare Benefits Team involved in all case prior to court action being taken.

Advice is maximised at the start of the tenancy. 

	Improve the quality control mechanisms and ensure that the 10% audits are undertaken monthly and evidenced.

	10% audit underway.

	Evidence efficiency gains and build into the company and HRA business plans.

	The company is moving towards preparing a Medium Term Financial Plan where it will necessary to identify efficiency gains in all service areas.  The plan will feed into the business plans for the company and the HRA.


	Recommendation


	Progress

	Sheltered Housing


	

	Finalise protocols between Council and the company and collate (so that it clear what their respective roles are in all areas relating to sheltered housing: not only the management agreement, but also marketing, re-investment etc).

	Protocols completed

Action plan developed.

	Ensure all staff (and Area Committees) are aware of roles and responsibilities.

	Report to area boards week commencing 28 June 2004.

	Develop a set of local PIs to monitor delivery of protocols and to assist in determining investment needs (e.g. voids, demand over time), produce regular (quarterly) reports to Area Boards/Council.

	Initial set of PI’s developed.

	Consult on, agree and implement tenant participation strategy which clearly defines tenant roles in developing and implementing sheltered strategy and standards (Council) and in monitoring performance and influencing design, components (The company).

	Focus groups with sheltered housing tenants commenced 5 July 2004 to begin consultation.

	Collate and publicise action taken to deal with complaints/suggestions/customer satisfaction survey.

	Company complaints leaflet to be put on display in sheltered schemes.  July 2004.

Customer satisfaction survey developed jointly between Council and company.



	Ensure marketing strategy adequately covers sheltered housing.

	Marketing strategy specifically refers to sheltered housing.

	Investigate quick wins to improve marketability of schemes - ensure grounds maintenance high standard, look at parking issues, freshen up entrances.

	Ground maintenance procedures in development.

Programme of visits to look at entrances underway.


	Recommendation


	Progress

	Review grounds maintenance contract (new contract, extend handyperson service), involve residents in standards and monitoring.

	To be considered alongside the facilities management option for multi-storey blocks.

Joint inspections with tenants promoted.

Service standards for grounds maintenance to be promoted.



	Develop links with BME communities to explore marketing possibilities (e.g. advertise at community events and community locations).


	Promotion of the company schedule to take place at multi-cultural community event in August.  Community locations identified and database developed for marketing purposes.

	Consider allocations of sheltered as special case when developing choice based system (single assessment requirements, care requirements, joint allocations involving wardens).


	The requirements on sheltered housing and applicants have been considered in the development of the Choice Based system.

Single Assessment requirements developed.



	Proceed with CSHS accreditation (Centre for Sheltered Housing Studies)


	Timetable for achieving CSHS accreditation being developed jointly between Council and company with a target date set of March 2005.



	Review and standardise signage at schemes and giving direction to schemes.


	Requirements identified and programme to be developed.

	Complete review of roles of wardens and housing management staff - recommend empowering wardens to become first contact for housing issues.


	Role of wardens currently being reviewed.

	Install networked PCs in all sheltered schemes.


	PC to be installed at Mulgrave Villas, Extra Care Scheme.



Recommendations for action arising from the service review (March 2004)

	Recommendation


	Progress

	Tenant Perspective


	

	Develop a standard pack of information and display material, The Gateshead Housing Company, to clearly show different roles and responsibilities for all offices and ensure distribution by the end of April.

	Substantially complete.

	Review condition of all offices and interview rooms.


	Majority of offices redecorated 
Condition of Interview rooms assessed and improvements identified.


	Ensure that all estate inspections are carried out and actioned appropriately.


	Ongoing monitoring

	Ensure that sign up procedures are completed correctly.


	Ongoing monitoring with a review of procedures schedule to be complete by end of July 2004.



	Take action regarding gas servicing.


	Gas Servicing Co-ordinator in post.
Improved procedures introduced.




	Recommendation


	Progress

	Tenant Involvement


	

	Develop a co-ordinated programme for all tenant involvement activity – with milestones and measurable outcomes.


	Involvement Action Plan agreed by Communications Committee 27/04/04.


	Work with Council to update formal tenant involvement structures and the integration of the role of neighbourhood management initiatives.


	Draft tenant involvement strategy.
PS consultants carrying out consultation with tenants to assess views for future of formal structures.
Housing Company representatives attend all Area Executive Forums.


	Ensure that Board members have a clear view as to how they will relate to tenants and Gateshead Council’s emerging neighbourhood management approach.


	Board adopted protocol for dealing with enquiries from members of the public.

	Systems/Structure


	

	By the end of April have a clear set of working methods supported by process charts.


	Management agreements developed in areas of work where there is an interface with Council services.

Intranet procedures currently being updated.


	Revisit the post inspection improvement plan to review those actions that have slipped and prioritise corrective action.


	Service Improvement Plan update presented to Performance Committee 21 June 2004.  Actions which have slipped identified and recommendations made.
As part of support work from inspectorate update on recommendations from the last inspection provided.


	Ensure that self-assessment forms are fully completed and issues are rigorously challenged.


	Self-assessment to be completed as part of document request.



	Recommendation


	Progress

	Pro-actively manage SLA’s with Local Environmental Services to ensure that the lettable standard is met and that repairs are completed on time and to agreed quality levels.


	SLA’s include KPI’s against which LES is assessed.
Monthly meetings take place to assess performance on SLA’s.

Partnering workshops have commenced between the company, LES and AWG to discuss KPI’s etc.


	Governance


	

	Arrangements should be put in place for the appraisal of the Board’s performance.


	An appraisal of the Board will take place in late Autumn.  This will focus on how the Board performs collectively and individually.  It will also consider succession planning and how this will enable the make up of the Board to reflect the community it serves.
Discussions with HQN on how this process could take place.


	All Board members to be briefed and regularly updated so they can identify and deal with potential conflicts of interest.


	Training provided 20 May 2004 on Code of Conduct for Directors.  Work programmes (including review of the Board) enable Board members to identify forthcoming issues and agendas/reports for all meetings sent out in advance to comply with the company’s access to information policy identify business in detail.



	Financial Issues


	

	Provide justification for the current banking arrangements.


	Review to be carried out as part of SLA review programme and Treasury Management.



	Relaunch direct debit as an alternative method of payment.


	Work ongoing with SX3 system to ensure progress is error free before relaunch.  No significant drop off in usage.




	Recommendation


	Progress

	Ensure that SLA’s include proper performance monitoring criteria to show VFM.
	Developing as part of monitoring and review programme.



	Ensure that the identified improvements to the leasehold service are delivered.


	Additional resources have been allocated to service.  Technical problems have been encountered with SX3 service charge module which may impact on implementation.



	Review VFM for all services.


	VFM review programme set for external support services.



	Strategic Planning


	

	Develop a strategic plan that co-ordinates all change management activities.


	Service, team and individual plans developed.








