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Apologies for Absence
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16 MINUTES

The minutes of the last meeting of the committee held on 27 April 2004 were approved as a correct record and signed by the Chair.

17 WORK PROGRAMME

A report was submitted informing the committee of progress against its agreed work programme.

RESOLVED –
That the progress made on the work programme be noted and the timescales for further reports be agreed.

18 INFORMATION STRATEGY – PROGRESS REPORT

The outcome of consultation on the information strategy and progress with the action plan for the strategy has been submitted.  The strategy and action plan have been amended to reflect the outcomes of the consultation with tenants.  

The following progress has been made in relation to a number of key areas of the action plan: -

· The company website has been substantially extended to include a range of information on company services.  Interactive sections are now available including reporting a repair and making a complaint or compliment.  A link on the home page takes users to key information in 10 different languages, explaining the role of the company, how to get involved and how to access information through the language line translation service.

· Information on the year-end performance for housing services during 2003/04 has been provided to every tenant within the July newsletter and is now on display in poster format in local offices.

· Information display boards have been installed in all local offices along with the company branded information leaflets, posters and newsletters.

· A number of new information leaflets have been produced.

· A third edition of the tenants newsletter was circulated to all tenants and leaseholders during early July.

Consultation on the Information Strategy and action plan took place during May with a group of tenants and leaseholders who had indicated interest in being involved in reviewing the draft documents.  These were drawn from the tenant involvement database and the Leaseholders Forum.  The Council was also consulted and feedback from the first Tenant and Leaseholder Conference held by the company has been considered.

A number of methods of consultation were identified by each individual as most appropriate to them, which has resulted in wording of the documents being amended to remove jargon and a glossary of terms being added.

A number of service improvement suggestions raised during the consultation are currently being responded to.  A request for the provision of detailed repair information for leaseholders will be considered at the Leaseholders Forum on 30 July 2004.

A number of suggestions were made on how to ensure company literature reaches service users.  Consideration is being given to identifying the most relevant leaflets for display in communal rooms used by tenants.

In view of the recent appointment of strategic partners for repairs and maintenance and capital works, discussions will take place with these partners to ensure that they adopt the principles of the Information Strategy.

Any costs can be met from within existing budgets.

RESOLVED –
(i)
That the final version of the Information Strategy and Action Plan, attached as Appendices 1 and 2 to the report, be endorsed.

(ii) That the progress with regard to the action plan be noted.

(iii) That a review of the Information Strategy be undertaken in conjunction with tenants and leaseholders by the end of March 2005.

19 TENANT INVOLVEMENT ACTION PLAN – PROGRESS REPORT

The finalised Tenant Involvement Action Plan and progress against the action plan were submitted.  The action plan has been amended to reflect the outcome of the consultation with tenants.    

Progress has been made in relation to a number of key areas of the action plan.  One of the most significant areas is the successful publicity in the local press of Anti-social Behaviour Orders obtained against three youths in Birtley and evictions for anti-social behaviour.  This positive publicity, along with items in the tenants newsletter, has resulted in positive praise from tenants.

Consultation on the action plan took place during May with a group of tenants and leaseholders who had indicated interest in being involved in helping to review the draft documents.  These were drawn from the tenant involvement database and the Leaseholders Forum.  Discussions have also taken place with the Council during its development.

A number of methods of consultation were identified by each individual as most appropriate to them.  Comments on the action plan were very positive and those consulted generally felt that the document achieved what it set out to do.  Areas of the action plan which tenants were keen to see implemented were monitoring of repairs satisfaction levels and training of frontline staff.

Any costs arising can be met from within existing budgets.

RESOLVED –
(i)
That the final version of the Tenant Involvement Action Plan, attached as Appendix 1 to this report, be endorsed.


(ii)
That the progress with implementing the action plan be noted.

20 THE GATESHEAD HOUSING COMPANY TENANT AND LEASEHOLDER COMPACT – ‘SHAPING THE FUTURE’

A draft borough-wide compact between tenants, leaseholders and the company has been prepared.  The draft document ‘Shaping the Future’ has been prepared in accordance with the company’s commitment in its core values to be customer focussed, innovative and professional – involving customers in what we do.

Discussions have been held with the Council during development of the compact, which complements the compact developed between Council tenants and residents covering involvement of all residents in the delivery of neighbourhood services.

Consultation took place during May with a group of tenants and leaseholders who had indicated interest in being involved in reviewing the draft document.  These were drawn from the tenant involvement database and Leaseholders Forum.  

A number of methods of consultation were identified by each individual as most appropriate to them, which has resulted in the wording of the document being amended to remove jargon and a glossary of terms being added.

The compact gives commitment to consultation and involvement.  As part of the development of the compact, tenants and leaseholders felt that the main priorities which they should be consulted on should include repairs, anti-social behaviour, improvement work to homes and changes in policy and procedure, which affects service users.

Any costs can be met within existing budgets.

RESOLVED –
(i)
That the tenants and leaseholders compact, attached as Appendix 1 to this report, be agreed.

(ii) That a quarterly progress report on the compact be submitted.

(iii) That the compact be reviewed commencing during July 2005.

21 COMPACT FOR RESIDENTS IN SHELTERED ACCOMMODATION

A draft sheltered accommodation compact and service agreement for tenants who live in sheltered accommodation and bungalow schemes has been prepared.  The document covers the company’s approach to providing information and communication to current and future residents of sheltered accommodation and outlines the service standards the company aim to achieve for all tenants living in sheltered accommodation and bungalow schemes.

Consultation has taken place during the last month with all tenants in sheltered accommodation schemes and five bungalow schemes including Lansbury Bungalows, Kay’s Cottages, Rectory Hall, Moss Pool and Greenfields.  The Council and wardens have also been consulted to establish if the proposed standards are achievable and if they believe they will help improve the service.

Consultation with the sheltered accommodation schemes involved a questionnaire sent to both tenants and wardens. The consultation with the bungalow schemes involved visits from a tenant involvement officer explaining how the document had been drafted and how it will try to improve services.  

As of 28 July 2004, 133 tenants had responded to the questionnaire and provided comments on the compact and service agreement. In addition, 11 wardens had completed questionnaires providing their views.  Details of the tenant’s responses to a number of questions asked about the document and responses by wardens to the questionnaire were submitted.

Issues raised by tenants such as ground maintenance have been incorporated into the compact and service agreement. Care has been taken to ensure the documents are easy to read and free from jargon, long, or technical words. The consultation reflects this as most tenants are happy with the document and 89% stated it covered their main concerns. 

92.5% of tenants consulted said that the document showed clear standards that they could expect.  82.5% of tenants said they were happy with these standards and 84% said they believe the document and standards outlined would help improve the service.

It has been agreed with tenants that the sheltered accommodation compact and service agreement will be reviewed in April 2005. This will help the company see if the documents and standards are delivering improvements and to review the different areas of the documents to ensure they still cover the tenants main concerns.   

Any costs can be met from within existing budgets.

RESOLVED –
(i)
That the progress with the development of a sheltered accommodation compact and service agreement for tenants be noted.

(ii)
That the sheltered accommodation compact and service agreement document, attached as Appendix 1 to this report, be agreed.

(iv) That the sheltered accommodation compact and service agreement be reviewed in April 2005.

22 GATESHEAD COUNCIL’S TENANT AND RESIDENT INVOLVEMENT STRATEGY AND TENANT AND RESIDENT PARTICIPATION COMPACT

A report has been submitted informing the committee of the Council’s progress with developing a Tenant Involvement Strategy and a Tenant and Resident Participation Compact following recommendations made by PS Consultants.

A Tenant and Resident Involvement Strategy has been developed in consultation with the company and Gateshead Tenants Forum.  

The Council’s Tenant and Resident Participation Compact, “Involved in Gateshead” was established in 2002.  The Council has now revised this compact in consultation with a number of tenant and resident organisations and the company.  

The strategy and revised compact, which were agreed by the Council’s Cabinet on 13 July 2004, were submitted.

RESOLVED – 
That the strategy and revised compact be noted.

23 DATE AND TIME OF NEXT MEETING

The next meeting will be held on Tuesday 28 September 2004 at 2.00pm.
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