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Malcolm McKie

Apologies for Absence

Maureen Goldsworthy

50 MINUTES

The minutes of the last meeting of the East and South Area Board held on 14 September 2004 were approved as a correct record and signed by the Chair.

51 MATTERS ARISING

(a) Security and Environmental Schemes

The Board has approved the recommendation 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, subject them being reported to the Area Board for information.

It is hoped that an alternative design for the proposed scheme at Malton Green, Harlow Green would be submitted to the next meeting of the Area Board.

(b) Neighbourhood Relations Team

It will be reported at the next meeting of the Area Board whether there are any terms of reference and if the University of Northumbria has consulted tenants as part of the evaluation of the Blizzard project. The Area Board also asked when it could expect to see the results of the evaluation.

52 SECURITY AND ENVIRONMENTAL SCHEMES

The budget for security and environmental schemes for this Area Board is £336,234.  To date, schemes at a total cost of £47,435 have been approved, leaving a balance of £288,799 to be spent.

The Area Board has considered the following schemes at a total cost of £85,262: -

	
	Location
	Proposal
	Cost
	Impact

	1
	Rosemary Gardens, Eighton Banks
	Tarmac part of the grassed area to widen the road
	£7,914
	To improve vehicular access and alleviate traffic problems

	2
	Seascale Place Beacon Lough
	Install cycle barriers on the path
	£1,012
	To improve pedestrian safety by restricting 

use by motor cyclists

	3 
	44, 66-68, 

88-98, 108-120 Aycliffe Crescent, Springwell
	Tarmac the grass verges to the front of the properties
	£12,019
	To improve car parking provision and alleviate traffic problems

	4
	Leyburn Place, Birtley
	Enclose

porches to 16 ground floor flats
	£19,200
	Works will benefit 16 tenants by providing additional security to the front of their bungalows

	5
	72-86 Wealcroft, Leam Lane Estate
	Remove the grassed area and replace 

with tarmac to provide parking bays
	£9,669
	To improve car parking provision and alleviate traffic problems

	6
	Leamside,

Leam Lane
	Remove the grassed area and replace 

with tarmac to provide parking bays
	£14,823
	To improve car parking provision and alleviate traffic problems

	7
	26 & 28 Fallowfeld
	Provide 3ft high fencing to the front of the bungalows
	£1,025
	To improve security to the front of the properties and to alleviate nuisance problems

	8
	1-6 & 7-12 Wealcroft Court
	Provide 3ft high fencing on top 

of existing low wall and a gate for access to 

the front of the block
	£6,800
	To improve security to the front of the properties and to alleviate nuisance problems



	9
	184-202 Redemarsh
	Remove the privet hedging 

to the rear of 10 properties and replace with 3ft high rear and intermediate fencing
	£12,800
	Works will benefit 10 tenants by providing better security to the rear of their bungalows


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


A list of schemes previously approved was submitted.

RESOLVED –
(i)
That schemes 1 and 3-9 be approved.

(ii) That scheme 2 be approved but that further options be investigated to resolve issues at the bottom of the path and the Council be contacted to see if this land is a right of way and if it is not, if it is possible to block up this area further.

(iii) That it be noted that the Area Board is looking forward to seeing more innovative schemes at future meetings.

(iv) That a report be submitted listing previously agreed schemes by neighbourhood and type of work and showing progress to date against each. 

53 MYSTERY SHOPPING – QUARTERLY REPORT

The Area Board received a quarterly progress report on the service areas, which were tested by mystery shopping exercises from July to September 2004.

In July 2004, the mystery shopping team contacted 39 tenants since the introduction of the repairs service standard in May 2004.  32 tenants were told the maximum days it would take to complete the required work, 31 were offered a suitable time for an operative to call, 36 benefited from the requirement to have their furnishings covered whilst work was carried out to their home and 38 had as required the area tidied where the repair had been carried out and arrangements had been made to have any rubbish collected within two days.  During the reality check the requirement for all tenants to receive a confirmation letter when reporting repairs had not been introduced, therefore this service area will be re-evaluated in November 2004 and reported to the Area Board in January 2005.

An action plan has been developed to ensure every tenant is given the correct information and consistent approach in future.  As a result: -

· On-going training will be given to employees to ensure they are aware of the publicised service standards.

· Regular meetings will be held with contractors to discuss mystery-shopping results.

Between 28 June and 3 August 2004, 50 people who had viewed properties available to let returned a satisfaction questionnaire.  10 of these indicated that the property did not meet the lettings standard. In August, the mystery shopping team contacted seven of these 10 people to discuss this with them.  All of the applicants felt that the property they viewed was safe and secure.  Three thought the property was not clean and four thought the property they viewed was not in a good condition.  The exercise highlighted that three out of the seven properties had met the lettable standard.

An action plan has been developed following the exercise that includes the following: -

· The training for the lettable standard was carried out prior to its introduction in May 2004.  This training has recently been repeated for all relevant employees within the company and the Council’s Local Environmental Services to ensure that standards are being applied consistently.  

· The procedure for accompanied viewings has been revised and an information pack has been developed to assist estate officers when showing a prospective tenant around the property.  The pack also contains a questionnaire, which will ensure prospective tenants are given the opportunity to comment on the lettable standard of the property they have viewed.

· Questionnaires will continue to be evaluated to inform further service improvements.

In August 2004, the mystery shopping team identified nine tenants who wished to terminate their current tenancy and two were successfully contacted.  One tenant was given relevant advice to move, however the other was not given the correct information.  Given that the number of tenants contacted is not sufficient to represent this service area, a further check will be undertaken within the annual programme.

An action plan has been implemented following the exercise that includes the following: -

· Housing managers must carry out an audit of specific activities detailed in the employee’s personal work plan to ensure a consistent approach.  This includes a 10% check of properties that have become vacant.

· Guidance to ending a tenancy has been included on the company website and as a public information leaflet.  A service standard checklist is being developed to assist estate officers when carrying out the pre-termination visit to ensure consistency of advice.

· Further training sessions will be held to ensure all employees are aware of what information tenants should be given when they terminate their tenancy.

In September 2004, the tenant inspectors carried out visits to 14 multi-storey blocks to see whether the caretakers and concierge were providing a friendly, clean and secure environment for tenants to live in.  Nine out of 11 caretakers displayed their duty details on the notice board in their block so tenants knew when they were available, eight provided good advice when contacted with a query and four provided a leaflet for further information.  The inspectors also considered 12 of the 14 blocks to be clean.

An action plan has been developed following the exercise containing the following: -

· A standard notice is to be developed and issued to all caretakers so they can display their availability details for tenants.

· The Learning Curve, which contains all the public information leaflets produced by the company has been issued to all emplolyees.  All employees in the caretaking and concierge service are being encouraged to participate in the quiz, which will help to enhance their knowledge of the company services.

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

(ii) That a further report be received on repairs reporting in January 2005 in relation to the rollout of confirmation letters borough wide, as part of the next quarterly report.

54 FUTURE MEETINGS OF THE AREA BOARDS

A report was submitted reviewing the effectiveness of the current cycle of meetings of the Area Boards (Minute 9).  

Given that the company is still relatively new and has agreed a delivery plan until the end of March 2005 and the need for it to approve security and environmental schemes on a monthly basis (to ensure the budget is fully spent), the following is proposed: -

· The Area Boards continue meeting monthly until the end of March 2005.

· A working group consisting of the Chair and two members of each Area Board and facilitated by a person independent of both Area Boards but from within the company, be set up to look at the effectiveness of the cycle of meetings of the Area Boards. 

RESOLVED –
(i)
That this Area Board continue to meet monthly until the end of March 2005 and the Company Administrator draws up a schedule of meetings for consideration at the next meeting.

(ii) That the proposal to establish a working group as set out in Appendix 3 to this report and meet during November and December 2004 with a view to its findings being presented to the Area Boards in January 2005, be approved.

(iii) That the Chair of the Area Board, James Turnbull and Patricia Thompson sit on the working group.

(iv) That the facilitator independent of both Area Boards but from within the company be agreed with the Chairs of the Area Boards.

55 BEACON LOUGH EAST DEMOLITION TENDER RETURN

A report was submitted that was agreed by the Board on 14 October 2004 awarding the contract to demolish 153 properties at Beacon Lough East to G O’Briens and Sons Ltd.

RESOLVED – 
That the information be noted.

56 WEST AND CENTRAL AREA BOARD

The minutes of the West and Central Area Board held on 7 October 2004 were submitted.

RESOLVED –
That the minutes be noted.

57 BOARD MEETING

The minutes of the Board meeting held on 19 August 2004 were submitted.

RESOLVED –
(i)
That the minutes be noted.

(ii)
That any suggestions on the possibility of holding an annual social event for all Board and Area Board members be submitted to the Chief Executive for consideration.

58 STANDARDS COMMITTEE

The minutes of the Standards Committee held on 27 September 2004 were submitted.

RESOLVED –
That the minutes be noted.

59 COMMUNICATIONS AND TENANT INVOLVEMENT COMMITTEE 

The minutes of the Communications and Tenant Involvement Committee held on 5 October 2004 were submitted.  The Major Works Compact and Service Standards were also submitted.

RESOLVED –
That the minutes and compact and service standards be noted.

60 DATE AND TIME OF NEXT MEETING

The next meeting will be held on Tuesday 2 November 2004 at 2.00pm at Lyndholme, Low Fell.
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