THE GATESHEAD HOUSING COMPANY

COMMUNICATIONS AND TENANT INVOLVEMENT COMMITTEE 

9 November 2004

PRESENT:

Directors


John Burns

Kathryn Ferdinand

Jim Willis

Advisers



Heather Fenwick
Business Development Manager

Neil Bouch

Director of Housing Management

Stuart Gibson
Company Administrator

Apologies for Absence

Ken Childs

Valerie Hodge

Esther Ward

29 APPOINTMENT OF CHAIR

RESOLVED –
That in the absence of the Chair and there currently being no Deputy Chair of this committee, John Burns be appointed to Chair this meeting of the committee.

30 APPOINTMENT OF DEPUTY CHAIR

RESOLVED –
That consideration of the appointment of a deputy chair of this committee be made at the next meeting.

31 MINUTES

The minutes of the last meeting of the committee held on 5 October 2004 were approved as a correct record and signed by the Chair.

32 ANTI-SOCIAL BEHAVIOUR STRATEGY

The Community Safety Partnership, which was established in 1994 and is a multi-agency partnership, has in its strategic role developed an overarching Anti-Social Behaviour Strategy.  A report was submitted proposing the development of an Anti-Social Behaviour Strategy for the company.  

The Council’s Housing Strategy 2003-2008 also sets out the commitment to tackling anti-social behaviour and recognises the key issue for tenants is tackling the fear of crime and concern about anti-social behaviour on estates and in some neighbourhoods.

In developing an Anti-Social Behaviour Strategy for the company a number of issues will be considered, including:

· Tenants’ and leaseholders’ views and priorities to tackle anti-social behaviour

· Stakeholders’ views and priorities in tackling anti-social behaviour

· The outcome of the value for money exercise carried out by Northumbria University on the Operation Blizzard project operating in Neighbourhood Management Area South

· The results of the tenants Status Survey and outcomes from the tenants conference

· Results of the recording and monitoring of anti-social behaviour data carried out by the company 

· The Community Safety Partnership’s Anti-Social Behaviour Strategy.

The Anti-Social Behaviour Act 2003 places a duty on social landlords to publish a statement of their policies and procedures and an associated summary by 30 December 2004. The company is working in partnership with the Council and other key partners to develop this. 

Gateshead has been successful with a bid to become an ‘Action Area’ for anti-social behaviour, as part of the Government’s ‘Together’ campaign. The company is working in partnership with the Council’s Community Safety Team to develop an Action Area project, which will provide a monitoring and tracking database to record and report on incidents of anti-social behaviour.

In developing an Anti-Social Behaviour Strategy the company will seek to take account of the needs of all stakeholders including black and minority groups and other distinct groups in the community and relevant partners such as the police and the Council. A timetable of the process for development of the strategy, including progress made to date, was submitted.

The value for money exercise currently being carried out by Northumbria University will assist in the identification of any financial implications that may arise when implementing an Anti-Social Behaviour Strategy for the company. It is anticipated that money from the Action Area project will fund the establishment of a monitoring and tracking database to record and report on incidents of anti-social behaviour.

RESOLVED – 
(i)
That the development of an Anti-Social Behaviour Strategy for the company be approved. 


(ii)
That progress made in stage one of the timetable be noted.

33 MULTI-STOREY ACCOMMODATION COMPACT

A draft Multi-Storey Accommodation Compact, which has been prepared with the involvement of tenants and leaseholders, was submitted (Minute 26).  The document covers the company’s approach to providing information and opportunities for involvement to current and future tenants and leaseholders of multi-storey accommodation.  The compact will be supported by a set of service standards that are currently being developed as part of the review of facilities management for multi-storey accommodation.

Service users were involved through a questionnaire sent to all 69 tenants and leaseholders on the company’s involvement database, who had previously expressed an interest in getting involved in issues regarding multi-storey accommodation. 12 completed questionnaires were received.

Seven public meetings took place at locations across the areas of the borough with multi-storey accommodation and provided all tenants and leaseholders of the 29 multi-storey blocks with an opportunity to identify their priorities, express their opinions and influence what was to be included in the compact. Attendees at these meetings also completed questionnaires.

Managers, estate officers, the Neighbourhood Relations Team, caretakers and concierge have also been involved and a stakeholders meeting took place to gather the opinions of services that have clients with support needs living in multi-storey accommodation.

100% of tenants consulted said that they would like further information included in the compact on the six principles of landlord services agreed by the Tenants Forum. 

It is proposed that to help establish if the compact delivers improvements and to ensure the different areas of the document still cover the tenants’ and leaseholders’ main priorities, the compact be reviewed in January 2006.

The final stage in preparing the compact involves it being looked at by the Readers Panel to ensure it is free from jargon and abbreviations, that the meaning of words is clear and that tenants are clear what the purpose of this document is.

Any costs can be met from within existing budgets.

RESOLVED –
(i)
That progress with the development of the Multi-Storey Accommodation Compact for tenants and leaseholders be noted.

(ii) That the Multi-Storey Accommodation Compact, attached as an Appendix to these minutes, be approved.

(iii) That the Chair of this committee be authorised to approve any additional amendments made by the Readers Panel.

(iv) That the Multi-Storey Accommodation Compact be reviewed in January 2006.

34 TENANT INVOLVEMENT ACTION PLAN – PROGRESS REPORT

Details of progress on the Tenant Involvement Action Plan were reported.

Progress has been made in relation to a number of key areas.  Compacts for sheltered housing and major works have been completed and a draft compact for residents of multi-storey accommodation has been prepared.  

The neighbourhood relations manual has been reviewed in conjunction with tenants and service standards for Operation Blizzard are being added to the information leaflet for customers.  Tenant mystery shopping has recently helped to review and improve procedures for the lettings standard, termination of tenancy procedures and caretaking and concierge services. 

Tenants and leaseholders were consulted on the action plan when it was developed and areas which tenants were particularly keen to see implemented were monitoring of repairs satisfaction levels and training of frontline staff.  

Repairs satisfaction performance is monitored monthly and details were reported in the October tenants newsletter and made available in poster format in housing offices and multi-storey blocks.  A group of interested parties from the Tenants Forum has been established to review the repairs service improvements introduced in April 2004. Progress with this review will be publicised in future editions of the tenants newsletter.

Training for frontline employees across the company is due to be completed by the end of November. In order to keep tenants informed, an item on this training will be included in the next newsletter to tenants. Provision has been made within the training budget to meet the cost of this.

RESOLVED –
That progress with implementing the Tenant Involvement Action Plan be noted.

35 INFORMATION STRATEGY – PROGRESS REPORT

Progress with the Information Strategy Action Plan was reported.

A framework for the provision of information has been established over the last six months and almost half of the objectives within the action plan have been completed.  Those objectives still requiring action relate to the need to provide regular up to date information to service users. 

Tenants and leaseholders were involved in developing the Information Strategy and action plan. Further tenant involvement is sought during implementation of the milestones within the action plan.

A number of suggestions made by tenants in July 2004 on the tenants newsletter are being developed for inclusion in future newsletters, including information on the major works programme, properties available for exchange and a useful contacts list.  The October newsletter included an item explaining how feedback from tenants is being used.

Beginning with the year-end figures for 2003/04, information on performance has been supplied in the newsletter and through posters in local offices.  The format of this information is currently being reviewed with the involvement of tenants.  A questionnaire survey to test the clarity and usefulness of the information was sent to a sample of 2,500 people with the October newsletter.  The questionnaire was also made available in local offices.  Responses are currently being considered and tenants comments will help to improve future performance information for tenants and leaseholders.

Any costs can be met from existing budgets.

RESOLVED –
That the progress with implementing the Information Strategy Action Plan be noted.

36 DATE AND TIME OF NEXT MEETING

The next meeting will be held on Tuesday 18 January 2005 at 2.00pm in the Conference Room, Suite 5 The Baltic Business Centre, Saltmeadows Road, Gateshead.
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