THE GATESHEAD HOUSING COMPANY

COMMUNICATIONS AND TENANT INVOLVEMENT COMMITTEE 

5 October 2004

PRESENT:

Directors


Valerie Hodge (Chair)

John Burns

Ken Childs

Jim Willis

Advisers



Heather Fenwick
Business Development Manager

Stuart Gibson
Company Administrator

Apologies for Absence

Esther Ward

24 MINUTES

The minutes of the last meeting of the committee held on 3 August 2004 were approved as a correct record and signed by the Chair.

25 MAJOR WORKS COMPACT AND SERVICE STANDARDS – ‘OUR COMMITMENT OT YOU’ 

The committee received a Major Works Compact and Service Standards, which have been developed from the Customer Care Code of Practice for capital schemes that had previously been used by the Council.

The compact will work within the framework of ‘Shaping the future’, the agreement between the company and its tenants and leaseholders for the delivery of excellent homes and housing services.

The compact does not include any specific information for leaseholders living in blocks of flats where work is being carried out. This information will be developed with leaseholders to be included in a separate compact for leasehold services.

The compact sets out how tenants can be involved in the improvement works being carried out to their homes and neighbourhoods.  It outlines the service standards the company aims to achieve for all tenants and was drafted taking into consideration tenants issues and priorities that were highlighted in satisfaction surveys for schemes carried out during the capital investment programme 2003/04. 

The compact and service standards create new opportunities for tenants to influence service provision in this area.

In developing the compact, good practice was taken into consideration from other service providers.

Following consultation during August 2004 with 211 tenants from the Ellen Wilkinson estate, Wardley, Heatherlaw, Beacon Lough East and the Hole in the Wall, Blaydon, replies were received from 42 tenants and a further five replies from a meeting at Eslington Park. Details of the tenant’s responses to a number of questions asked about the document were reported.

The consultation document and questionnaire were also made available during initial meetings to inform tenants about Decent Homes work for the Eslington Park scheme. Strategic partners have been consulted to establish if the proposed standards are achievable and have agreed to sign up to the standards.

Issues and ideas raised by tenants have been incorporated into the compact and service standards. Care has been taken to ensure the documents are easy to read and free from jargon and unfamiliar technical words. 

98% of those consulted said that the document showed clear standards for what tenants could expect when improvement works are being carried out and 93% said they were happy with the standards.

The compact and service standards will be reviewed annually with tenants and strategic partners to reflect the changing needs of tenants and to ensure continuous improvement in the delivery of the service. The first review is scheduled for September 2005. 
RESOLVED –
(i)
That the Major Works Compact and Service Standards, as set out in Appendix 1 to the report, be approved.

(ii)
That Compact and the Service Standards be reviewed in September 2005.

26 MULTI-STOREY COMPACT AND SERVICE AGREEMENT 

One element of the Tenant Involvement Action Plan is the development of theme based compacts, including a compact for residents of multi- storey accommodation.

The results of the 2003/04 status survey indicated that improvement was needed in involving tenants in the management of their housing. 

The compact will set out how tenants of multi-storey accommodation can be involved in the work of the company. In addition to the compact, it is proposed that a service agreement is also developed to set standards for service provision to all service areas of multi-storey accommodation.

As part of the Best Value Implementation Plan, a review of services to multi-storey accommodation is currently taking place. The development of the service agreement will be informed by the outcomes of this process and therefore needs to fit in with the timescale of the review, which is timetabled for December 2004.  A process was submitted which will allow the company to deliver the service agreement alongside the review. 
A timetable for the development of the multi-storey compact was also submitted. This will be reviewed annually with tenant involvement.

Existing standards for caretaker and concierge services have been developed with tenants of multi-storey accommodation.  These standards will be updated as part of the review of multi-storey accommodation.
As part of the review, a questionnaire survey was conducted with tenants and leaseholders to gather their views on caretaker and concierge services. These results will be fed into the development of the service agreement.

When developing the compact, questionnaires will be sent out to all tenants and leaseholders on the involvement database that have expressed an interest in further involvement on issues regarding multi-storey accommodation.

When developing the service agreement, focus groups will take place with employees across the company, to establish their views on what they believe are the main issues for tenants and leaseholders living in multi-storey accommodation.

Information and involvement sessions have been arranged in all areas of multi-storey accommodation to collect the views of tenants and leaseholders. To ensure all tenants and leaseholders get the opportunity to provide the company with their views, morning, afternoon and evening sessions have been arranged.

Consideration will be given to whether the tenants and leaseholders that take part in the involvement process are representative of the community. If this is not the case, attempts will be made to fill any gaps in order to ensure all groups contribute to the service agreement. 

The compact and service agreement will be developed using the experience, knowledge and good practice that has been gained by producing other compacts and service agreements and from good practice identified by other housing providers.
The costs for publicity, materials and room hire for the information and involvement sessions are £220, which can be met from existing budgets.

RESOLVED –
(i)
That the involvement timetables for the Multi-storey Compact and Service Agreement for tenants and leaseholders be approved.


(ii)
That it be noted that the service agreement will be launched at the same time as the service review is completed.
27 TENANT INVOLVEMENT STRATEGY

The Council agreed an overarching Tenant and Resident Involvement Strategy on 13 July 2004.  This covers the involvement of communities in all neighbourhood services.

Shaping the Future, the company’s Compact for Tenants and Leaseholders, the results of the 2003/04 status survey and the tenants conference in May 2004 have indicated that it would be appropriate for the company to develop its own Tenant Involvement Strategy, which outlines future proposals for developing tenant involvement in housing services. 

In developing a strategy, a number of issues would need to be considered including:

(i) tenants and leaseholders views on how they wish involvement to develop

(ii) the scope for increasing tenant influence on decision making and service improvement

(iii) development of training and support for tenants to enable informed involvement

(iv) how involvement of hard to reach groups can be developed

(v) the period of the strategy and how it links with the future business plan for the company

(vi) the recommendations of the final housing inspection report

(vii) improving tenant satisfaction.

A draft process and timetable for the development of a company Tenant Involvement Strategy was submitted.

Consideration will need to be given within the strategy to identifying a specific budget for tenant involvement.

RESOLVED –
(i)
That a company Tenant Involvement Strategy be developed.


(ii)
That the process and timetable, set out in Appendix 1 of the report, be agreed.

28 DATE AND TIME OF NEXT MEETING

RESOLVED – 
That the next meeting be held on Tuesday 9 November 2004 at 2.00pm in the Conference Room, Suite 5 Baltic Business Centre, Saltmeadows Road, Gateshead.
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