THE GATESHEAD HOUSING COMPANY

EAST AND SOUTH AREA BOARD

14 September 2004
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In Attendance

Malcolm McKie

Apologies for Absence

Ken Childs

Derek Harris

Ron Monaghan

Pat Thompson

36 MAUREEN GOLDSWORTHY

Maureen Goldsworth, who had replaced Councillor Stuart Green as a Council representative on the Area Board, was welcomed to her first meeting.

37 MINUTES

The minutes of the last meeting of the East and South Area Board held on 10 August 2004 were approved as a correct record and signed by the Chair.

38 MATTERS ARISING

(a) Performance

The Area Board received a verbal update for the East and South area that demonstrated the corrective action identified at the last meeting was having an impact.

(b) Security and Environmental Schemes

Tenants were being consulted on an alternative design for the proposed scheme at Malton Green, Harlow Green, which would be submitted at the next meeting of the Area Board.

It was agreed that a table showing approved schemes rather than maps would be attached to future reports.

39 COMPLAINTS AND COMPLIMENTS – FIRST QUARTERLY REPORT 2004-05

Details were submitted of the number of complaints and compliments received during the first quarter of 2004 / 05 and an analysis of the complaints made and areas of service development and improvement which have been identified.

Since its introduction, the complaints and compliments policy has been promoted to tenants in a number of ways including the production of a guide to the policy, promoting the policy on the website and via a full-page advert in the July 2004 edition of the company newsletter. 

The procedure has three steps:
· Step 1 problem solving - sorting it out quickly

· Step 2 investigation - recording the complaint and responding within 20 working days

· Step 3 review – carried out by the Chief Executive to look again at the complaint and respond within 20 working days.

Computerised recording of step 2 complaints was introduced on 1 April 2004.  The operation of this will be reviewed in October 2004 and provides an opportunity for a number of improvements both in terms of recording and reporting to be considered as part of the review.

A telephone survey of customers who have registered a complaint during the first quarter was carried out in August 2004 to establish satisfaction levels with the service standards provided by employees during the investigation of their complaint.  The results of the survey are currently being analysed.

The complaints and compliments policy will be subject to a review by 31 January 2006.

During the period 1 April to 30 June 2004 the company received 148 complaints of which 74 relate to this Area Board. An analysis of these reveals the following: -
· 12 of the complaints were resolved at step 1.

· 62 complaints were registered as step 2 complaints.  55 of these were investigated and responded to within the first quarter.  The remaining 7 complaints were in the process of being investigated at the end of the first quarter.

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

· Of the 55 step 2 complaints that were completed, 34 were responded to within the target timescale of 20 working days. 32 of the complaints were found to be justified.

Of the 55 step 2 complaints completed, 54 were about the quality of service.  A detailed analysis of the reasons for complaint were submitted.

Following the introduction of the new computerised reporting system, detailed information can be provided about the areas of service that the complaints are received for.

· The main area of complaint (40) was with the repairs service, with work not being completed within the timescale accounting for 20 complaints.

· There were 12 complaints about the housing management service.

During the quarter, 17 compliments were recorded, of which nine were recorded for the East and South neighbourhoods. An analysis of these was submitted.

An element of the company service plan is to identify with customers areas of service improvement. The complaints system will assist in informing a shortlist of areas for improvement, which will then be discussed and prioritised for implementation with tenants. Areas identified for service improvement include:

· Improve arrangements if appointments for repairs will be missed, giving an alternative appointment and a reason for cancellation.
· Publish timescales for tenants (and former tenants) to be charged for rechargeable repairs.

The results of the first quarter’s complaints and compliments have been published on the company website and a copy of the poster that was displayed in local housing offices before the end of August 2004 was submitted.

RESOLVED –
(i)
That the information provided within the report be noted.

(ii) That the following request be covered in the review of computerised complaints recording in October 2004: -

· The source of the complaint be included in future reports.

· A breakdown of the housing management complaints be included in future reports.

· A breakdown of step 1 complaints be included in future reports.

(iii) That quarterly reports on complaints and compliments be submitted.

40 SECURITY AND ENVIRONMENTAL SCHEMES

The budget for security and environmental schemes for this Area Board is £336,234.  To date, a number of schemes at a total cost of £44,932 have been approved, leaving a balance of £291,302 to be spent.

The Area Board has considered the following schemes: -

	Location
	Proposal
	Cost
	Impact

	Chopwell Gardens, Wrekenton
	Increase height of rear fencing to bungalows from 1.2 metres to 1.8 

metres
	£1,403
	Works will benefit eight tenants by providing additional security to the rear of their bungalows

	Wetheral Gardens, Low 

Fell
	Fit an outer door to enclose the communal entrance to improve security to flats
	£1,100
	Works will benefit 

two tenants by improving security

to their homes


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

RESOLVED –
(i)
That the above schemes be approved.

(ii) That the Board be recommended to give the Principal Housing Services Manager delegated power to approve, following consultation with the Chair of the Area Board, schemes up to £1,000 in value but not more than 20 schemes per year.

41 NEIGHBOURHOOD RELATIONS TEAM – QUARTERLY PROGRESS REPORT

A report was submitted giving an update on the work of the Neighbourhood Relations Team (NRT), including the Blizzard project for the period April to June 2004.

There were 104 new cases referred to NRT during the period, taking the current case total to 397, with 10 for the East and 387 for the South.

Details were reported of the current casework within NRT, including the number of current active cases for the East and South areas, broken down by case type, cases where legal action is pending, as well as details of other formal actions taken, including Acceptable Behaviour Agreements, which are currently in place.  Details of cases, which have been closed and reason for closure during this period, were also reported.

It is recognised that the NRT need to improve the monitoring and recording of low level anti-social behaviour. With effect from 30 August 2004 a monitoring and recording system has been implemented to ensure incidents of low level anti-social behaviour reported to both NRT and local housing offices are kept on a database, which will enable baseline information about numbers and types of low-level and serious anti-social behaviour on estates to be established. Monthly meetings between the housing managers and NRT will be used to monitor the case work arising from reported incidents.

The Community Safety Research Team from Northumbria University have been commissioned to evaluate the Blizzard project operating in the South neighbourhood management area. The monitoring of low level anti-social behaviour will be used to inform this evaluation which will assess the Blizzard project from a value for money perspective, identify best practice and inform how we improve services to the rest of the borough where currently a two-tier service operates between the local housing office and the NRT team to tackle anti-social behaviour. The results of the evaluation are scheduled to be complete in October 2004 and the outcomes will be reported to the Area Board. 

RESOLVED –
(i)
That the report be noted.

(iii) That future quarterly progress reports, including information on low level anti-social behaviour cases be received.

42 BEACON LOUGH EAST – PROGRESS REPORT

Progress to date with re-housing from Beacon Lough East was reported.

Since June 2004, a further 13 households have been re-housed. Effectively 94 of the 153 properties to be demolished are now vacant, leaving 59 residents still to be re-housed. Four of these residents are Owner Occupiers and negotiations are taking place to acquire the properties and rehouse the owners. 

At Callender Court, only one tenant has been re-housed since June, leaving four tenants still to be re-housed. The Council are currently in discussions with Housing 21 to agree the final detail of the proposed extra care housing scheme.

Cheviot Housing Association, supported by the Council, has received funding from the Housing Corporation to build 10 two-bedroom bungalows on the site of the former Cedarwood Home. Work will begin on the site in 2-3 weeks time and completion is expected to be in March 2005.

The Estate Officer and the Handyperson continue to carry out regular inspections of the estate to maintain both the environment and the empty properties. The handyperson ensures that gardens of empty properties are kept tidy and any articles or rubbish dumped is quickly removed. He also checks that all security screens remain intact.

There has been an issue around the isolation of services for gas and electricity, as TRANSCO will only carry out this work once there are a few properties empty together. Properties are secured with metal screens on the day tenants move out and TRANSCO are given advance notice so that work can be carried out as soon as possible after the tenant has moved out.

The Council invited tenders by the end of August 2004 for the demolition contract. The Director of Property and Technical Services will make recommendations to Board to appoint a contractor. The start date on site will be agreed once the contractor has been appointed. It will be agreed with the contractor the phasing of the demolition work, which will depend on the availability and accessibility of whole empty blocks and whether services have been isolated.       

RESOLVED -
(i)
That the report be noted.

(ii)
That future quarterly progress reports be received.

43 SHELTERED ACCOMMODATION COMPACT FOR TENANTS

The Area Board received at its meeting on 13 July 2004 on a draft between the company and the Council, which was being developed in order to give clarity to the roles and responsibilities off the company and the Council in the provision of housing management and warden services to the residents of the Council’s sheltered accommodation properties (Minute 21).

The sheltered accommodation compact and service agreement, which were approved by the Board on 19 August 2004, were submitted.  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.

Care has been taken to ensure the documents are easy to read and free from jargon, long or technical words.  This is reflected in consultation that was undertaken with all tenants in sheltered accommodation schemes and five bungalow schemes showing that most tenants are happy with the documents and 89% feeling that it covered their main concerns.

92.5% of tenants consulted said that the documents showed clear standards that they could expect.  82.5% of tenants said they were happy with these standards and 84% said they believed the document and standards outlined would help improve the service.
It has been agreed with tenants that the compact and service agreement will be reviewed in April 2005.  

RESOLVED –
That the sheltered accommodation compact and service agreement be noted.

44 WEST AND CENTRAL AREA BOARD 

The minutes of the West and Central Area Board held on 6 September 2004 had not been finalised.

RESOLVED – 
That the minutes of the West and Central Area Board be sent to all members of this Area Board when they have been finalised.

45 BOARD MEETING

The minutes of the Board Meeting held on 8 July 2004 were submitted.

RESOLVED –
That the minutes be noted.

46 MANAGEMENT OF PERFORMANCE AND RESOURCES COMMITTEE

The minutes of the Management of Performance and Resources Committee held on 3 August 2004 were submitted.

RESOLVED –
That the minutes be noted.

47 COMMUNICATIONS AND TENANT INVOLVEMENT COMMITTEE

The minutes of the Communications and Tenant Involvement Committee held on 3 August 2004 were submitted.

RESOLVED –
That the minutes be noted.

48 STANDARDS COMMITTEE

The minutes of the Standards Committee held on 13 August 2004 were submitted.

RESOLVED – 
That the minutes be noted.

49 DATE AND TIME OF NEXT MEETING

RESOLVED – 
That the next meeting be held on Monday 18 October 2004 at 2.00pm (venue to be confirmed).
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