THE GATESHEAD HOUSING COMPANY

EAST AND SOUTH AREA BOARD

13 July 2004 
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Neil Bouch
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Julie McCartney
Principal Housing Services Manager

Margaret Copeland
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Ken Mullen
Area Housing Manager (East)

Hazel Forster
Housing Manager (Sheriff Hill)

Stuart Gibson
Company Administrator

Apologies for Absence

Stuart Green

18 MINUTES

The minutes of the last meeting of the East and South Area Board held on 8 June 2004 were approved as a correct record and signed by the Chair.

19 SECURITY AND ENVIRONMENTAL SCHEMES

The budget for security and environmental schemes for this Area Board is £336,234.

The Area Board has considered the following schemes: -

	
	Location
	Proposal
	Cost

	1
	Rear of 6 Lingshaw, Leam Lane
	To remove a grassed area adjacent to garages and replace with tarmac
	£4,280

	2
	Rear of 10 to 24 Wood Green, Bill Quay
	To replace a broken flagged path that is a tripping hazard to the elderly residents, with tarmac


	£5,069

	3
	Rear of Communal Lounge, Wood Green, Bill Quay
	To fit handrails adjacent to paths running to communal lounge and a path leading to the laundry
	£2,975

	4
	Wood Green and Thistley Green, Bill Quay
	To install drop kerbs at four locations to allow for wheelchair access
	£1,167

	5
	Rear of Communal Lounge, Wood Green, Bill Quay
	To remove the bit mack surface road and relace 

with tarmac
	£11,878

	6
	Rear of 20-30 and 42 Seaburn Gardens, Springwell 
	To erect a metal fence to 

the rear of the properties to provide added security
	£3,500

	7
	Front of Springfell, Birtley
	To remove shrubs and bushes which are currently attracting anti-social youths, litter and rats
	£1,683


Budgetary provision for these schemes exists within the security and environmental budget.

RESOLVED –
That the security and environmental schemes outlined above be approved.

20 MYSTERY SHOPPING

The Area Board has received an update on the mystery shopping programme and a progress report on the services areas, which were tested from April to June 2004.

In accordance with the work programme, tenant inspectors carry out checks on a service the company provides each month via written communication, office visits, telephone or email.  Tenants are asked to score the advice and responses they received from employees against model answers developed from the published policy and procedures and service standards.

In April 2004, the mystery shopping team carried out reality checks by telephone and tested the service provided by the repairs line.  15 out of 17 calls to the helpline were rated as helpful.  14 out of 17 calls were offered a time when an operative could call, however not all repairs can be given an appointment.  Three calls could not be offered an appropriate appointment due to the computer system not being available at the time of the call.  However, all three calls were returned and an appointment made once the system was available again.  Finally, out of 17 calls, only 10 people were informed how long individual repairs should take.  

An action plan was developed to ensure that every caller is given the correct information and that all housing offices take a consistent approach in future.  As a result: -

· Training has been given to employees to ensure they are aware of the timescales for each repair category and the appointment system.

· From June 2004 tenants receive a repair receipt by post to confirm the details of the repair work they requested. This receipt also confirms the timescales for the completion of the repair and at the same time a freepost satisfaction card is sent. 

· The guide to repairs leaflet was issued inside the company newsletter to all tenants and leaseholders in July 2004. The repairs leaflet sets out the service standards tenants and leaseholders can expect.  

In May 2004, the tenant inspectors carried out visits to six vacant properties, which were ready for let, to see if they met the newly published lettings standards for empty homes.  The properties all failed the standard, primarily because of the condition of the gardens and sweeping out.  

Four of the six properties had become ready to let before the introduction of the new lettable standard. The exercise highlighted the need to revisit voids returned prior to May 2004 to ensure they meet the lettable standard.  

An action plan was developed, which included the following: -

· A leaflet detailing the standards customers can expect when they view the company’s properties was published in May 2004. A copy of the leaflet will be given to all prospective tenants. 

· Employees have been trained on the lettable standard and now carry out a ‘check and test’ on all properties before arranging any viewings.

· Regular meetings are held between housing managers and Local Environmental Services, to ensure the work carried out on empty homes meets the lettable standard.

· Properties, which have been ready to let for some time, will be regularly checked and visited by an estate officer, to ensure the properties meet the lettable standard. 

Following the results of this exercise, a further reality check on homes that are ready to let was undertaken in June 2004. The mystery shopping team contacted 12 tenants who had been let new homes since the standard was introduced in May 2004. 11 out of 12 tenants thought their home was let in a safe and secure condition. Nine out of the 12 tenants thought their home was let in clean and good condition.  In total, nine of the 12 properties met the lettings standard.

The exercise proved useful as the tenants contacted raised other housing management issues not associated with the property condition. The individual queries raised have since been followed up and the outcomes from these inquiries will be collated as part of this exercise.
In June 2004, mystery shoppers contacted 14 individual offices by telephone and asked how they could pay their rent.  Employees were expected to give a detailed response on the range of payment options available. 10 offices gave a response, which detailed the correct information, three offices gave partial advice and one office did not give an appropriate response.  

An action plan has been developed, which included all front line employees being provided with a comprehensive folder containing information, which will help staff answer queries asked on a regular basis, including options for rent payments. 

RESOLVED –
(i)
That the outcomes from the mystery shopping exercise be noted.

(ii) That a six-monthly progress report on the action plans outlined above be submitted.

(iii) That quarterly reports be submitted on the outcomes and action plans arising from the work of the mystery shopping team.

21 SHELTERED HOUSING – ROLES AND RESPONSIBILITIES

Details of a draft management agreement between the company and the Council, which is currently being developed in order to give clarity to the roles and responsibilities of the company and the Council in the provision of housing management and warden services to the residents of the Council’s sheltered accommodation properties, were reported. 

The company and the Council are currently preparing and consulting on a draft sheltered compact, which will be an agreement between tenants, the company and the Council. The compact will set out the service standards tenants can expect from the company and the Council.

RESOLVED –
(i)
That the report be noted.

(ii) That a further report be submitted once the draft management agreement and sheltered compact are agreed.

22 PREPARATION FOR INSPECTION

The Area Board received a report that was submitted to the Board on 8 July 2004 informing it of the current position on the preparation for inspection and updating it on progress made against the recommendations following the mock inspection and service review. 

Details of a presentation at the Board on 8 July 2004 on the main findings and recommendations made by Housing Quality Network following their mock inspection of parts of the service in May 2004 were reported.

RESOLVED – 
That the information be noted.

23 MINUTES OF WEST AND CENTRAL AREA BOARD

The minutes of the West and Central Area Board held on 6 May and 1 July 2004 were submitted.

RESOLVED – 
That the information be noted.

24 MINUTES OF BOARD MEETING

The minutes of the Board Meeting held on 10 June 2004 were submitted.

RESOLVED – 
That the information be noted.

25 MINUTES OF MANAGEMENT OF PERFORMANCE AND RESOURCES COMMITTEE 

The minutes of the Management of Performance and Resources Committee held on 21 June 2004 were submitted.

RESOLVED – 
That the information be noted.

26 MINUTES OF QUALITY AND AUDIT COMMITTEE

The minutes of the Quality and Audit Committee held on 6 July 2004 were submitted.

RESOLVED – 
That the information be noted.

27 MINUTES OF PERSONNEL COMMITTEE

The minutes of the Personnel Committee held on 6 July 2004 were submitted.

RESOLVED – 
That the information be noted.

28 DATE AND TIME OF NEXT MEETING

The next meeting will be held on Tuesday 10 August 2004 at 2.00pm (venue to be confirmed).
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