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The Gateshead Housing Company
Customers and Communities Committee

Wednesday 2 February 2011 at 10am
Board Room 2, The Gateshead Housing Company, Keelman
House, Fifth Avenue Business Park, Fifth Avenue, Team Valley
Trading Estate, Gateshead NE11 OXA

Agenda
Item Business
1. Apologies for Absence
2. Declarations of Interest
ITEM FOR DISCUSSION
3. Co-Regulation Model (Independent Tenants Organisation)

Presentation by John Walker, Gentoo

ITEM FOR DECISION

4. Minutes (Pages 3-10)
To approve as a correct record the minutes of the last meeting of
the committee held on 20 October 2010

5. Matters Arising

6. Moving Forward Annual Review (Pages 11-19)
Report of Director of Finance

Contact: Stuart Gibson Tel: (0191) 433 5308 Date: 26 January 2010




Item

10.

11.

12.

13.

14.

Business

Housemark — Resident Involvement Benchmarking Exercise
(Pages 20-26)

Report of Director of Finance

ITEMS FOR INFORMATION

Anti-Social Behaviour Performance Update (Pages 27-52)
Report of Director of Housing Management

Tenancy and Estate Management Strategy 2010/11 — Update
(Pages 53-60)
Report of Director of Housing Management

Financial Inclusion Strategy Progress Report (Pages 61-90)
Report of Director of Finance

Customer Involvement Activity — Update (Pages 91-116)
Report of Director of Finance

Forward Plan (Pages 117-119)
Report of Chief Executive

Iltems for Future Agendas

Date and Time of Next Meeting

Wednesday 4 May 2011 at 10am in Board Room 2, Keelman
House, Fifth Avenue Business Park, Fifth Avenue, Team Valley,
Gateshead















































































































































































































Scot Hurst

| am now committing ten hours every
week getting all the necessary support
including job searches, one-to-one
advice, career guidance and
confidence building.

| feel more hopeful now than ever to

get a new job.

Will my benefits be affected?

No. We are also working in partnership with
Jobcentre Plus.

We have agreed with Jobcentre Plus that your benefits
entitlement will be affected if you are training less than
16 hours a week

Keeping in touch, getting feedback and improving
our standards.

HELP will regularly review your support needs and
service provided.

We will contact you to get feedback regarding the
support you are being provided by our partners to help
us continue improve our service and maintain high
standards.

If you like to register with the project, or would like any
further information, please contact us.

How to contact us

Contact: Henry Mayanja, Housing Projects Officer
Telephone: 0191 433 5387
E-mail: help@gatesheadhousing.co.uk

Write to:

Keelman House, Fifth Avenue Business Park,
Fifth Avenue, Team Valley Trading Estate,
Gateshead NE11 OXA.

You can also contact the HELP scheme by:

Text: 0762 480 4167 (start your text with 'ENQ’)
Fax: 0191 433 5354

Minicom: 0191 4335349

Joy S my circumstances: HELP

A Supported by
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Housing Employment
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Appendix 2
Looking for a job
or training opportunities?
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We can help

A Supported by

Housing Employment
Link Project
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The Housing Employment Link Project (HELP).

The Gateshead Housing Company recognises that some
of our customers and families have been affected by
the recession.

As a caring landlord, committed to creating sustainable
and vibrant communities, we want to support our
customers who have lost their jobs
or have been in long - term
unemployment.

We have set up The Housing
Employment Link Project (HELP)

to offer our customers and their
families support, help and advice to
get them back in to employment.

%:ﬂ\%

Bill Fullen-
Chief Executive, The Gateshead Housing Company

. John Richards

&l The HELP project has a
| find a job. |

! They helped me access training L level

completed five courses, W

ity skills, healt
e employability SKIli>, F7=
(\j\:‘r'\t'\ng and interview technigques.

ready helped to M€ =

How does it work?

We are working in partnership with various local training
service providers to help our customers access sustainable
employment.

The HELP project will directly refer you to respective
partners, based on your individual needs and employment
aspirations.

After we have referred you to a particular agency, we will

monitor your progress and become your advocate,
to ensure you are receiving all the necessary support.

_ Yingyi Yao

N | attended a seven week training course
which | have now completed. ’

my English and | am also '

y Er ' getting support
Wlth pr searching, filling in forms a,?)%
Interview techniques.

Support provided by our partners include;

e Job specific training e Preparing for interviews

 Careers guidance, * IT courses
advice and information e Confidence building

e Literacy and numeracy e First Aid

skills _ e Organisational skills
* Personal presentation Fomal learning
skills qualifications.

e Job search and support
» Completing application
forms and writing letters

l'am now doing the ESOL course to improve |

Appendix 2
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’ the HGV licence fest.

How will | benefit?

The HELP project is here to help if you are
unemployed, working less than 16 hours or not in
full-time education.

Working in partnership with our nominated agencies, we
will give you the opportunity to gain new skills and
qualifications to increase your chance of getting a job.

You can access a wide variety of free courses and grants
(where needed) and also benefit from one-to-one
support.

Through such support we will help to identify your needs.

Subject to the availability to funds, we will also provide
child care for customers with children, to enable them
attend training.
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Five Lamps — Gateshead Loans

Gateshead
Postcodes
2009
Month Loans Amount Total Capital
August 23 £6,800 23 £6,800
September 28 £8,450 51 £15,250
October 20 £5,400 71 £20,650
November 38 £11,242.04 109 £31,892.04
December 94 £27,809.98 203 £59,702.02
2010
January 60 £20,832.82 263 £80,534.84
February 91 £36,304.31 354 £116,839.15
March 141 £66,900 495 £183,739.15
April 106 £48,733.73 601 £232,472.88
May 125 £58,013.86 726 £290,486.74
June 119 £50,831.19 845 £341,317.93
July 109 £38,341.61 954 £379,659.54
August 103 £32,024.14 1057 £411,683.68
September 90 £24,291.39 1147 £435,975.07
October 97 £21,294 1244 £457,268.57
November 207 £64,676.05 1451 £521,944.92
December 205 £76,198.75 1656 £598,143.67

Appendix 3
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A Snap Shot

Understanding Rent Arrears

Among BME Tenants of African Origin

June 2010

Appendix 4
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1.0

A Snap Shot
Understanding Rent Arrears Among
BME Tenants of African Origin

Introduction

The Rent and Income Team (RAIT) commissioned the HELP project to carryout further
research on rent arrears among BME groups of African origin.

The RAIT delivers the following services to 21,500 tenants;

= Arrears prevention,
= |ncome maximisation and
= Arrears recovery.

The current arrears have reduced since 2007 therefore this has led to the increase of
collection rates. In 2004/05 current arrears stood at over £3.1 million, but had reduced
to £2.1 million by the end of 2008/09. By the end of 2009/10 current rent arrears had
reduced further to just below £1.8 million. The result for 2009/10 was a record for
Gateshead at 98.14% (increasing from 97.79% in 2008/09).

The Rent and Income Team profiles rent arrears, analyses arrears data in accordance
to the profiles. The data analysis shows emerging patterns of average arrears are not
reducing among BME tenants compared to other groups e.g. white British. This has
prompted the need to carry out further research to understand the underlying factors
which will be used to help inform service improvements.

lllustration of trends in average arrears since 2007:

| mAltenants mUnder25s OBME |
£350
£300 =
£250 262 267
[e237]
£200 =
£150 [£162] £163
£154
£100 -
£50 7 1
£0 - : :
2007 2008 2009 2010

The above graph illustrates average rent arrears since 2007. Overall, average rent
arrears have reduced year on year since 2007. Under 25s average have reduced by
49% since 2007 to date. All tenants’ average arrears have reduced by 53% and BME
tenants percentage reduction is by 41% in the same period. (From 2007 to date)
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1.2

1.3

14

15

Aims and objectives of the study

The study was designed to understand more about the underlying factors of rent
arrears among BME tenants of African origin.

Factors prompting this study

Although overall average rent arrears are reducing year on year among all the groups
including those for black Africans, the trend analysis of the average arrears does show
that tenants of African origin, average arrears are not reducing in comparison to other
groups especially during the period 2009 -2010.

In 2007 to 2008 average percentage reduction of rent arrears was 9.6%, in 2008 —
2009 there was significant improvement and the average percentage reduction was
32%. However, during the period 2009-10 there was a reduction of only 5%.

As a service committed to continuous service development and delivering equitable
services to all our tenants - we identified the need to carry out further research on this
ethnicity group to ensure that the findings inform future service improvements around
dealing with rent arrears among tenants of African origin.

Table: illustration of average rent arrears among BME tenants

Ethnic arou Number of Number in Average
g p tenants Arrears Arrears
Asian Or Asian British 9 5 £233
Bangladeshi

A5|gn Or Asian British 11 4 £112
Indian

Asian Or Asian British 71 39 £128
Other

AS|qn Or Asian British 11 5 £77
Pakistan

Black Or Black British 133 90 £230
African

Bla(_:k Or Black British 4 2 £94
Caribbean

Black Or Black British 16 7 £129
Other

Chinese 16 6 £57
Mixed Other 17 9 £56
Mixed White & Asian 18 12 £159
|V|I).(ed White & Black 13 8 £108
African

Mixed White & Black

Caribbean 4 ? =0
Other 92 65 £126
ALL BME 415 254 £154

In order to do this, the study developed a number of more focused areas for the
research:
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1.6

1.7

2.0

= [ncome status

» Financial Support provided to dependants living in the UK or abroad

= Reasons behind rent arrears

» Debts other than rent arrears

= Affordability and compliance of repayment agreements

= Communication barriers and length of residency in the UK

= consider tenants’ perceptions of their landlords’ attitude towards and likely
response to rent arrears and the ways in which these understandings shape their
response to arrears

= explore how tenants prioritise their household commitments and bill paying and the
factors that enable them to stick with these plans or lead to their modification

» The significance of Housing Benefit (HB) as a causation for rent arrears

= Tenants perceptions on support provided by the RAIT

Methodology

The study was primarily a quantitative one. However, the questionnaire was also
designed to ensure respondents were not restricted to the objective answers but
allowed free flow feedback.

21% of BMEs of Africans origin in rent arrears were sampled via a telephone survey
(count 19 out of 90 tenants)

A random selection was carried out for tenants with arrears below £1,000. Those with
arrears over £1000 (7 count) have been targeted to establish the underlying reasons
behind the arrears.

All the respondents who participated were offered services around financial inclusion
and employability support.

Executive summary
Key findings - reasons behind rent arrears -

» Jow paid jobs

= supporting dependants both in the UK and in their home countries

= accumulation of debt other than rent arrears

»= some thought the welfare system was complex to understand therefore did not
know what benefits they were entitled too or unsure if they were maximising their
benefits

= In some cases respondents thought that although they can communicate and
understand English in some cases the language acted as a barrier to access some
services and also become more competitive in the job market.

= Some respondents did say that the cost of their dietary preference was high
especially when buying their cultural food which is imported therefore putting a dent
on their disposal income.

= Some respondents said although the repayments agreements were reasonable the
cluster of problems made it impossible to keep up with the repayments in some
cases.

= Some tenants did mention that they were not receiving regular rent statements or
being notified about their arrears in real time. By the time contact is made the
arrears are relatively high.
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2.1

2.2

In and out of work was recognised as another area that played a contributory role
to rent arrears. This is mainly because of the confusion caused around eligibility to
HB during the transition between in and out of work.

Statistical analysis

73% of respondents were in employment whilst 27% were unemployed claiming
job seekers allowance

52% said there were married, 42% were single and 5% were living with partner.
31% had over 2 dependants, 21% had 3 dependants, 26% had 1 dependant, 10%
had 4 dependants, 10% had six dependants

42% had debts other than arrears of over £1000, 21% had debts between £500 -
£1000, and 16% had debts between £100- £500. 21% had no debts at all other
than rent arrears.

With regards to the respondents being referred to debt advice agencies 43% said
that they had been referred whilst 57% could not remember being referred.
However of those referred only 10% actually accessed debt advice services
offered by CAB

63% understood how to claim HB whilst 37% had very little understanding of the
service.

31% of the respondents said they have had HB over payments of some kind during
the life span of their tenancy, while 63% thought they have never had any HB
overpayments.

94% thought that the repayment agreements were fair and affordable.
Interestingly 47% thought they had sustained their repayment plans, while 47%
agreed that some times they could not keep with the plan due to unforeseen
expenses which left them with very low disposable income, therefore did not
prioritise paying rent in some given periods

Supporting both immediate and extended family seem to be a cultural norm which
has an adverse effect to their disposable income

The majority of BME of African origin although some did not have dependants in
the UK had obligation to support relatives in their home country.

Cases studies - HB claim problems for arrear cases over £1,000

Tenant A: - tenant has had arrears prior to 2003 when our current
system came into force. They have a long history of benefit problems
being in and out of work and not getting benefit sorted or paying when
they were in work. We have visited the property on repeated
occasions and they simply won’t pay. The account has been to court
and the tenants are at the moment maintaining the court arrangement.

Tenant B: - Tenant had arrears since August 09 he was on full rent
but didn’t pay and didn’t make HB claim till Dec 09, got HB partial and
didn’t pay the difference. Case has been to court, now on full HB and
DWP direct payments now in place.

Tenant C: - Tenant claimed housing benefit when he was a student
and not entitled, so the benefits were stopped. He has then been in
prison over a period of time and can not claim HB for that time and nor
did her pay during that time.

Tenant D :- The tenant has had arrears since the start of his tenancy
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2.3

2.4

2.5

2.6

in November 2007, he waited 9 weeks to make the 1st payment and
didn’t clear leaving a balance that has accumulated over time due to
none payment from the tenant. The tenant has received HB for a
period of time and paid during this time but has since come off the
benefit and not paid as much and as often as he should. Tenant has
been to court and is currently at the stage where his eviction is to be
applied for.

Tenant E: - This tenant has had arrears since Feb 09, the arrears
have simply been caused by the tenant not paying enough on the
account, there hasn’t been any HB on the account since the
commencement of tenancy, and the tenant is due in court later this

month.

Overall analysis

= 31% of the respondents noted that they have had problems with Housing Benefit
and this had contributed towards their arrears. 27% of the tenants surveyed
experienced unemployment and believed it had contributed to their arrears, while
73% also declared themselves as being low income earners therefore constantly
trapped with low disposable income.

= Labour market change and Housing Benefit problems were the two most frequently
cited factors contributing to arrears. There is evidence to suggest that the
prevalence of inadequate resources and that rent arrears were also sometimes the
outcome of tenants having a number of other bills to meet first or at the same time.
The research does illustrate that 42% had debts other than arrears of over £1000,
21% had debts between £500 -£1000, 16% had debts between £100- £500 and
21% had no debts at all other than rent arrears.

Following the responses of establishing the underlying reasons of rent arrears there
were rarely single factor explanations for rent arrears. The majority of respondents
gave multiple reasons at each given time and the common were;

Low income

Unemployment

High number of dependants both living in the UK and abroad

Housing benefit overpayments

Poor credit history therefore paying premium rates for financial products
The transition of being in and out of work affects their HB claim and financial
planning

o Irregular income

OO0OO0OO0O0Oo

Most of the tenants who participated in this research said they would pay off the
arrears pay if they could, but income per se, or the problems of managing a fluctuating
income (in the context of the Housing Benefit problem e.g. overpayment and the low
paid jobs) by and large defeats this preference.

The majority of tenants interviewed (73%) are in paid employment whilst 27% were
unemployed. Based on feedback from tenants who fall in this category, there was a
desire to be in paid employment to enable them support their dependants both living in
the UK and in their home countries.
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2.7

2.8

3.0

3.1

3.2

3.3

3.4

3.5

3.6

There is evidence to suggest the reason behind some arrears is the wider implication
caused by the economic down turn which has had an impact on the availability of jobs
especially in sectors that they would have stood chances to gain sustainable
employment like the retail and the manufacturing sector.

Many supported earlier intervention by the Company not least on the grounds that the
debt was likely to be easier to re-pay the smaller the amount and the sooner
acknowledged.

Financial management: priorities and payments

The results of this study showed that the majority of tenants wanted to pay their rent,
but often had problems doing so. This section explores the financial demands that
tenants faced how tenants managed their financial resources and the priority they
gave to their rent payments.

This study indicated that many tenants faced not only rent arrears but other debts too.
Multiple debts are still frequent and this is the context in which the majority of tenants
have to manage their finances. Amongst those interviewed for this study, 79% of
households owed to other creditors as well as rent arrears.

The responses also suggest that a considerable proportion of the tenants interviewed
perceived themselves as vulnerable to arrears

However, a majority also noted that while they tried to plan and pay their bills ahead of
any final demand, in practice they tended to give priority to those organisations that
pressurised them most and whilst prioritising supporting their dependants living either
in the UK or abroad.

This study shows that there were a number of tensions associated with low income
budgeting and that considerable dislocation occurred between tenants’ attitudes,
preferences and behaviour. Tenants’ attitudes to debt and financial management were
typically prudent. Most had a preference for anticipatory planning but most found that
they could not implement these attitudes and preferences and in practice ‘got by’,
paying things as they came in. Thus, while they might have appeared ‘easygoing’ in
financial terms, the evidence from the research suggested that, in most cases, this
was an inaccurate reflection of their attitudes and preferences.

The research also indicated one or two issues. In particular, a small number of tenants
commented that they had no knowledge of how to plan financially and lacked any
financial skills. This is reinforced by the fact that very few had taken up services
provided by CAB when referred by the RAIT.

CAB ethnicity breakdown on service take up period 2009/10

Outlet Nationality ONS_Ethnicity Total
PROJECT 2 Not Recorded | Declined to reply 1
White British 2
Not Recorded Total 3
British White British 139
White Irish 1
British Total 140
Czech Other White
Republic background 1
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3.7.

4.0

4.1

4.2

4.3

4.4

4.5

Czech Republic Total 1
Iran | Any other ethnic group 1
Iran Total 1
Iraq Any other ethnic group 1
Other Asian
background 1
Iraq Total 2
Kenya | African 1
Kenya Total 1
Other White
Poland background 2
Poland Total 2
South Africa | Any other ethnic group 1
South Africa Total 1
PROJECT 2 Total 151
Grand Total 151

In total 151 tenants were offered financial capability support by CAB for period
2009/10. Out of 151 tenants who accessed the service provided by CAB during that
period only 2 (1%) tenants of African origin actually engaged with CAB. This is an
indication that tenants from BME of African origin were not taking the opportunity to
access financial capability/literacy support. The table above also indicates that other
ethnicity groups other than Africans had a very low service take up around financial
capability support.

Conclusion

Overall tenants broadly agreed on a number of fundamental reasons for arrears; both
recognised lack of income, low income, variable and intermittent income as significant
influences.

Tenants interviewed in this study both saw HB as implicated in the development of
arrears but not always in the same way. Tenants recognised the delays, errors etc, in
the payment system but sometimes differed in their perceptions of whose
responsibility it was to chase up such things.

Not surprisingly, none of the tenants interviewed reported that their arrears were a
deliberate strategy to avoid any payment of rent other than luck of disposable income.

There was also some indicative evidence in the quantitative data from tenants that
issues around low paid/intermittent work may be growing in relative importance as a
key influence on rent arrears, a finding that if substantiated in a larger sample survey
would not be surprising, given the growth in low paid work and the growth in temporary
and casual employment and forms of self-employment.

The period where arrears had reduced by only by 5% (200/10) coincides with the the

recession perhaps one of the reason behind the low average reduction of arrears
among BME tenants of African origin during the period 2009/10.
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Service improvement

lan for BME Tenants

Action

Objective

Lead officer

Target date

More frequent rent
statements/texts for BME tenants
in arrears

To ensure early prompts on
rent arrears which can
easily manageable

Team Leaders

Targeted publicity campaigns for
money matters advice for BME
tenants with rent arrears

Increase service up take on
financial inclusion related
issues like, debt advise,
budgeting e.t.c

Phil Gallagher

Promote employability
support/training for tenants who
are in and out of work to ensure
there is accessible support to
gain employability skills and up
skill for those already working to
find better jobs

Provide training to increase
chances of BME tenants to
access sustainable
employment

Henry Mayanja

Periodic reviews of repayment To ensure repayment Phil Gallagher
agreements agreements are fit for

purpose to enable

sustained repayments
Confirming repayment To reinforce the agreed Phil Gallagher

agreements in writing within five
days and use this opportunity to
promote service takes up for
money advice.

repayment agreement and
promote service take for
debt advice

Promote affordable credit offered
by Five lamps

Affordable credit to act as a
deterrent for tenants
accessing premium
financial products e.g. loans

Henry Mayanja

Establish a formula establishing
re payment arrangements, the
formula will be based on income
support applicable amounts and
takes into account each
individuals ability to repay.

To ensure consistency on
setting re payment
agreements taking into
account the different
personal circumstances

Phil Gallagher

Target multi storey blocks where
there is a high concentration of
BME tenants by providing
information advice and guidance
(IAG)

Breaking down barriers and
promoting social
inclusion/financial inclusion
in multi storey blocks for all
residents

Henry Mayanja

Appendix
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Appendix 5

o The Gateshead Housing Company
Working with Gateshead Council

Skills for Work

At Your Door Step Project — Teams

Project Evaluation Report

April/May 2010
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Introduction

Skills for work At Your Door Step Project is a skills training project aimed at reaching out to
tenants in their own local communities. The company is using third sector employability
training agencies to deliver training in local communities using local facilities. This project’s
overall objective is to make employability support more accessible to tenants whilst on their
journey towards securing sustainable employment.

The company’s commitment

As a social landlord committed to promoting
social inclusion, unlocking talent and promoting
independence for our tenants we will be
exploring different methods to:

¢ Identify and target tenants

e Undertake initial engagement

e Provide information, advice and guidance
(IAG)

e Make referrals and act as advocate

Why are we getting involved?

Our unique relationship with and knowledge about our tenants, which other agencies do not
have, means that the company is ideally placed to target individual and groups of tenants to
help them access training and work opportunities. Our intentions are not to duplicate support
provided by other agencies but to help address the support gaps identified by tenants to
maximise their ability to secure sustainable employment.

Key aims and objectives
In delivering against this commitment we will aim to:

e Make skills training locally accessible to tenants

¢ |Initiate effective engagement with tenants who are interested in getting additional support
over above what Job Centre Plus offer

¢ Establish route ways for tenants to help them into sustainable employment

¢ Identify tenants who might benefit from work place placements with the company aiming at
giving them hands-on work experience

e Sign post tenants who need specialist support to appropriate local service providers

Who is this programme designed for?

This pilot programme is specifically designed to ‘address worklessness’ within a local social
housing context playing an active role in reaching out to tenants who want to fulfil their
potential and is suitable for tenants living in our properties who are:

In receipt of incapacity benefit / employment support allowance

Lone parents

Minority groups

Young people not in education, employment or training

Currently in temporary, part-time employment or low paid jobs

Want to maximise every opportunity of accessing employability support
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Training provider

Training was provided in partnership with Northern Learning Trust is an approved AQA, OCN
and NCFE Centre offering Skills for Work accredited qualifications to recognise learner’s
achievements in areas including searching for jobs, applying for Jobs and interviews skills.
They also offer a range of non-accredited training including Basic First Aid, Health & Safety,
Basic IT and Confidence Building. These qualifications can be gained through relatively small
pieces of work or by building a portfolio of evidence.

At Your Door Step Project — Teams

The Teams Project was targeted at tenants of Redheugh and Eslington Courts in the Teams
area of Gateshead and was held on 29 and 30 April 2010 in the communal room which lies
immediately between the two blocks of flats. Teams had been identified as an area of
significant deprivation with high levels of unemployment.

Evaluation of Teams project

A leaflet promoting the Teams Skills for Work — At Your Door Step event was hand delivered
to 332 flats in Redheugh and Eslington
Courts by the project Team. The training
courses offered in the leaflet included:

C.V writing

Letter writing

Confidence and assertiveness
Form filling

Interview techniques

Project evaluation

How the pilot was promoted, attendance and profile, outcomes and tenants’ feedback are set
out below:

o 332 leaflets were hand delivered to tenants living in the two blocks of flats identified for the
project

e Four tenants (1%) responded to the invitation within two days without any additional
intervention

o After four days of the initial leaflet drop a direct face-to-face marketing approach was
adopted explaining to tenants the rationale behind the project

e As adirect result of this an additional 20 tenants expressed interest making a total of 24
tenants interested in being involved in the project

e Out of these 24 tenants expressing initial interest 15 attended over the two day project.
This equates to around 5% of the tenants living in the two blocks of flats actually attending
the training and would be higher still if those elderly and disabled tenants who may not
need to or be able to be involved are excluded from the figures

e Of those who attended seven (approximately 50%) have gone on to register for a six-week
course of more comprehensive training with Northern Learning Trust again held locally in
the communal room

¢ Five customers (30%) have expressed interest in work placements with the company.
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10.

11.

12.

13.

14.

Individual skills action plans are being developed with the 15
tenants who attended the two sessions and to date 10 of these
have been completed. These show that the involved tenants
became unemployed for a variety of reasons and this is set out in
the table below:

Redundancy

Career change

Mental health

Substance misuse

PRk lwlwlk

Full time student (member
of the house hold)

=

Criminal record
Still to complete skills 5

action plan

We are continuing to work with all 25 tenants who expressed initial interest and will work with
other support agencies as well as Northern Learning Trust to maximise options available. We
will complete skills action plans for all 25 tenants and try to match their requirements and
needs to relevant agencies. It is our intention to monitor progress of all these tenants until the
point they enter into sustainable employment.

The training provided to tenants as part of this two-day pilot came at no cost to the company.
To try to stimulate interest for the pilot we provided a buffet lunch for tenants who attended the
course at a cost of £126. The cost of the communal room was free and we facilitated pre-
course advertising and officer support on the two days out of existing resources.

All 15 tenants who attended the two courses were invited to complete a training evaluation
gquestionnaire and to date seven have replied. Their comments are set out below:

Content: Very satisfied | Satisfied Average Dissatisfied
Content 2 5
meeting

original

objectives
Content 3 4
relevant
Programme | 4 3
design

Materials and | Very satisfied | Satisfied Average Dissatisfied
trainer
Training 4 3
material used
Trainer’s 4 3
knowledge
Approachability | 6 1
of the trainer

All the tenants who attended the introductory session were either very satisfied or satisfied.
Social implications

The ethnic breakdown of the 15 tenants attending the two-day course was as follows:

Ethnicity Numbers Attending
White British 10
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15.

16.

17.

18.

White Other

Asian or Asian British Other

Chinese

Black African

gk (kN[

Total 1

Some of the tenants who engaged with us were keen to tell us that the training sessions gave
them the opportunity to get to know fellow tenants and that they may well try to build on that as
a support mechanism. We have asked colleagues from the Council’s Neighbourhood
Management Team to work with this group to see if it is possible for some formal or informal
group mechanism to be created.

The following are some direct quotes from tenants who engaged in the pilot:

‘I am looking for a job and | decided attending this training because it would be useful in
getting a job’

‘I want to better myself’

‘I want a Pathway to a different career’
Moving forward

We will be repeating this ‘At Your Door Step’ approach at another block of flats in July 2010,
building on marketing and practical lessons learned as part of the Teams pilot. We also need
to establish further partnership working arrangements with public, private and third sector
agencies operating in neighbourhoods to ensure we derive maximum impact for our tenants
from this initiative.

Learning points

Although this is the first pilot and numbers of tenants involved to date are still low there are
opportunities to learn from this experience as we begin to roll out the project more widely.

e There is a real opportunity to increase partnership to generate maximum impact in tackling
unemployment and social deprivation

e Face-to-face interaction with disadvantaged communities is crucial to maximise
engagement

e Genuine support offered to tenants and communities builds trust with public services that
can then act as a springboard towards empowering tenants to get involved in other wider
community issues

e There is real interest from tenants regarding welfare benefits who would like additional
support over and above what is offered by public sector agencies such as Jobcentre Plus.
This is a clear message from the seven tenants who have gone on to do comprehensive
training on employability skills and from the remaining eight who have asked to access
alternative support.

¢ Additional resources having officers on the ground can make a real difference by direct
connect with tenants that are social excluded.

If you would like any further information regarding this project please contact
Henry Mayanja

Housing Projects Officer

Gateshead Housing Company

henrymayanja@gatesheadhousing.co.uk
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Are YOU, or a member of YOUr household...

If the answer is yes, then we can help.

Advice and information event - Friday, 29 October -
12 noon to 3.30pm at St James Community Hall.




This is your invitation to an advice event that could
help you find a job or training opportunities.

The event is being run by The Gateshead Housing
Company's HELP project and Gateshead Council's
Economic Development Team.

During the day, you can get help and advice on:

Searching for a job

CV writing

Completing application forms
Interview techniques
Confidence building

IT, numeracy and ESOI classes
Grants that may be available.

Places are free and you can drop in any time from
12 noon until 3.30pm. Lunch is provided too.

To find out more contact the HELP project on

0191 433 5387 or e-mail help@gatesheadhousing.co.uk
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Title: Customer Involvement Activity - update

Report of: Director of Finance

Purpose of Report

1. To provide an update on the customer involvement activity across the company
for the period 1 October — 31 December 2010.

Background

2. The committee has previously requested a quarterly update of involvement
activity across the company.

Summary

3. During the three month period, 1 October to 31 December 2010, over 150
involvement activities took place. These included Moving Forward customer
training courses, BME surgeries, Service Improvement Groups, drop in sessions,
clean up days, estate tours, BME housing forum, Disabled persons’ housing
forum and choices events.

4. Activities took place at a variety of locations across Gateshead on various days
of the week, at different times of the day. The Involvement team, Service
Improvement Group leads and other officers continue to target under
represented groups to make involvement representative of the wider community.

5. Customers have been involved in our involvement activities on over 1550
occasions although some may have been involved in more than one activity.

Appendix 1 shows a summary of activities undertaken in this period and
demonstrates the variety of ways customers have been able to get involved.

A breakdown of the type of involvement, number of customers involved, dates of
involvement and the outcomes resulting from the activity is provided at Appendix
2 to this report.

During the period 1 October to 31 December 2010, 194 estate tours were

undertaken 131 with customers attending (67.5%). A breakdown of estate tours
are available in a separate report to this committee.
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10.

11.

12.

15.

16.

17.

This report now includes a summary of involvement activity conducted by
Morrison Facility Services which is included in the appendices.

Key outcomes

There have been a number of outcomes from customer involvement during this
period including the following: -

e  Customers attended procurement training to develop skills in appointing the
HomeRepairs contractor in 2012, and for future procurement projects in the
company

o Provided tenants and leaseholders with practical skills in joinery, gardening
and energy saving through the Moving Forward programme.

e  Networked with young people at an annual power breakfast to find out what
issues are among this customer group

o Held a joint meeting with tenants from South Tyneside Homes to look at our
approaches to developing the first annual report for tenants and
leaseholders and how we could learn from each other

o Held several choices events in sheltered schemes where customers chose
furnishings for their communal lounge

. Ran the first of a two part workshop with young people to prepare them for
the interview process and equip them with the tools required to effectively
market themselves

o Multi storey SIG agreed content for the revised caretaker/concierge leaflet

o Projects were identified in Gateshead as part of the leadership event,
whereby the Swalwell Community Centre had a make-over and Windmill Hill
community garden was re-vamped, to improve facilities for residents in the
area.

Link to values
This report relates to the following company values: -

o Being customer focused, innovative and professional
o Being a listening and learning organisation.

Impact on tenants

We have worked extensively with tenants, leaseholders and the wider community
during this period, to get views and opinions to identify priorities and inform
services.

The information gained from these involvement activities helps inform service
improvement and delivery to make sure that the services we are providing to our
customers meet their needs.

Risk Management Implications

Failure to engage with customers was identified as a key strategic risk for the
company.

The Tenant Services Authority’s Involvement and Empowerment standard
requires us to demonstrate that tenants are given a wide range of opportunities
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18.

19.

20.

21.

22.

23.

24.

25.

26.

to be involved in the management of their housing and are provided with the
support they need to take part in this. The activities outlined within this report
demonstrate our compliance with this.

Financial Implications

The Director of Finance confirms that a budget is available to support customer
involvement and resources have been made available to support the activities
outlined in this report.

Equality and Diversity Implications

The Involvement Team is committed to involving people from diverse
communities to ensure everyone’s views, needs and aspirations are considered

in the decision making process.

Support is available to assist people with additional needs to access involvement
opportunities and this is regularly promoted.

Every effort is made to ensure we do not directly or indirectly discriminate against
any individual or group and to provide equal access to this service and the
representation of involved tenants is regularly monitored and acted upon.
Value for Money implications

The involvement of tenants and the wider community can result in value for
money savings as service managers can gain an insight into what tenants want
and need. This can result in resolving the issues first time and delivering
something that works for all parties.

Environmental implications

The environmental impact of involvement is considered when conducting
activities across the company and addressed wherever possible, for example,
customers sharing taxis where possible when attending events.

Consultation carried out

The Involvement Service Improvement Group is regularly updated with the
progress of involvement across all services and the outcomes which result.

Health Implications
There are no direct health implications arising from this report although the

successful implementation of the recommendations would have a positive impact
on the health and well being of Gateshead residents.
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Recommendation

27.  The views of the committee are sought on whether it is satisfied with the impact
on customers to date.

Contact: Helen Watson, Involvement Officer Tel No: (0191) 433 5376
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Appendix 1: Summary of Involvement activity

Title of Activity Number of Number of
Events Customers
Involved
Meetings 12 124
Drop In Sessions 4 104
Service Improvement Groups 12 93
Questionnaire/surveys 2 188
Events 6 307
Forums 2 9
Training Courses 8 59
Focus Groups 6 44
Surgeries 3 26
Choices events 11 103
Clean up day 1 40
Workshops 1 23
Other 5 48
Morrison FS involvement events 5 477
Total 159 1564
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Appendix 2: Breakdown of involvement activity

Corporate services

Lead Officer:

Number
Attending:

Activity:

Description:

Outcomes:

Date of
Activity

Helen Watson

7

Training Course

Confidence building course

Customers attended this course as part of the
Moving Forward programme who wanted to
learn how to become more confident and
effective in group situations, be more
assertive in getting messages across and
dealing with difficult situations. Customers
gave positive feedback and felt it really helped
them develop more confidence in everyday
situations.

01/10/2010

Helen Watson

12

Training Course

Value for money and environmental
awareness Moving Forward course

This was a new course introduced this year to
help educate customers around VFM and
environmental issues. The session covered
topics including how the company strives to
achieve VFM, what measures the company
has in place to be environmentally friendly
and how customers can get more involved in
these aspects of the company.

07/10/2010

Helen Watson

Training Course

Joinery course

Customers attended this session and were
able to actively take part in replacing skirting
boards, adjusting a door and making it fit,
removing and replacing a door handle and
fitting architrave. Customers enjoyed this
course and particularly enjoyed being hands
on in the session.

12/10/2010

Alan Sandey

10

Training Course

Procurement training

Customers attended this session who are part
of the working group for procuring the new
repairs contract, and those who expressed an
interest in being part of other future
procurement exercises in the company. Good
feedback was received from attendees on this
course who felt it was a very positive and
worthwhile session.

13/10/2010
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Lead Officer:

Number

Attending:

Activity:

Description:

Outcomes:

Date of
Activity

Helen Watson

8

Surgery

BME surgery, Gateshead Visible Ethnic
Minority Support Group

Attended surgery to be point of contact for any
housing related queries that customers may
have. Received invite to Diwali festival in
November and made further links with
community organisations.

20/10/2010

Stuart Gibson

Meeting

Customers and Communities
Committee

The committee approved the continuous
improvement plan following the Centre for
Supported Housing Accreditation, noted the
early successes in assisting tenants into
sustainable employment, noted the ASB
Update, progress in investigating unlawful
sub-letting and tenancy fraud, feedback from
Involvement Week as well as receiving
updates on customer involvement activity, the
resident involvement strategy action plan and
the moving forward customer training
programme.

20/10/2010

Sam Devlin

Service
Improvement
Group

Customer Service SIG

Feedback for Complaints satisfaction survey.
Feedback for the Customer Service Strategy
review. Suggestion to put laminated recycling
notices in high rise bin stores. Environmental
update by Eric Jubb. Nomination for
complaint panel. Tenant offered to meet
regarding chairing SIG.

27/10/2010

Louise Taylor

Training Course

Autumn gardening course

Customers learnt how to tidy their garden and
prepare for winter, how to turn soil and what
nutrients are needed and found out tips on
winter planting for colour and food.

28/10/2010
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Lead Officer:

Number

Attending:

Activity:

Description:

Outcomes:

Date of
Activity

Sarah Thompson /
Louise Taylor

11

Focus Group

Annual Report Joint Working Group
with South Tyneside Homes

Customers and officers from both
organisations considered the processes used
to develop their annual reports for tenants.
The group looked at the final versions of the
reports as well as a selection of reports from
other organisations to identify learning points
for the 2011 version.

29/10/2010

Helen Watson

Training Course

Energy saving course

Customers attended this session as part of
the Moving Forward programme to learn
useful energy saving tips including different
types of insulation, energy saving light bulbs,
radiator valves and recycling.

02/11/2010

Alan Sandey

Other

Visit with residents procurement group
to Sedgefield Borough Homes

Enabled discussion around best practice and
had a look at different repairs cultures.

04/11/2010

Stuart Gibson

Meeting

Resources and Audit Committee

The committee received a presentation from
Price Waterhouse Coopers on the role of the
Audit Committee and approved the
Operational Risk Register and Equality and
Diversity Action Plan. In addition, it received
updates around the management accounts,
sickness absence and other HR initiatives,
health and safety and the risk management
action plan.

04/11/2010

Sam Devlin

Meeting

Meeting with SIG tenant

Meeting to talk customer through how to chair
a SIG. He has expressed an interest to chair
future Customer Service SIGs.

09/11/2010

Stuart Gibson

10

Meeting

Board Meeting

The Board agreed new director appointments
on its committees, an updated Strategic Risk
Register and discussed the second quarter's
performance results. The Board also received
a comprehensive presentation from the Chief
Executive on recent government
announcements.

11/11/2010
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Lead Officer:

Number

Attending:

Activity:

Description:

Outcomes:

Date of
Activity

Louise Taylor

6

Focus Group

Peer Mystery Shopping Focus Group

Officers and customers reviewed the findings
from the last peer mystery shopping exercise
on ASB. Agreed results to form part of the
action plan for service improvements.

11/11/2010

Louise Taylor

Meeting

ITO Project Steering Group

Reviewed the consultation plan and next
steps for the project.

12/11/2010

Louise Taylor

40

Event

Youth Council Power Breakfast

Power breakfast held as part of the National
Takeover Day giving young people an
opportunity to work with adults in different
organisations. Discussed the best ways to
engage with young people and what their
issues are. Invited some representatives of
the youth assembly to help us review the
website.

12/11/2010

Helen Watson

Training Course

Understanding HomeChoice course

Customers attended this session as part of
the Moving Forward programme and gained a
better understanding of how we let our
properties, including, how the HomeChoice
system works, what the banding system is,
how to bid for properties and support available
to help you apply for a home.

17/11/2010

Helen Watson

Forum

Disabled persons housing forum

A presentation around the aids and
adaptations review was given to the group by
a representative of Gateshead Council and
feedback was given around the work so far.
An update on the Independent Tenants
Organisation was also given to the group as a
follow up to the previous forum.

17/11/2010

Andrea Foreman

Focus Group

Complaint Panel Working Group

Agreed workplan

18/11/2010

Alan Sandey

Other

Procurement Working visit to
Manchester Working, a Joint Venture
repairs company in Manchester

Establish best practice in repairs and repairs
procurement. Best practice in repairs call
centre operations meeting with Northwards
tenants.

18/11/2010
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Lead Officer:

Number

Attending:

Activity:

Description:

Outcomes:

Date of
Activity

Helen Watson

9

Training Course

Recognising differences in people

Customers attended this demand led course
and learnt how to take people's differences
into account in their daily routine, how to
recognise and respect differences in each
other and how to value diversity in their
community.

19/11/2010

Helen Watson

10

Surgery

BME surgery, The Gateshead Muslim
Society

Attended surgery as contact for queries and
promoted the BME housing forum to
customers. Community Support Co-ordinator
from Northumbria police requested to attend
the forum which will help disseminate
information about the forum to other
customers who she has links with and
potentially increase membership.

22/11/2010

Sam Devlin

Focus Group

SIG tenants to revise the scoring sheets
for reception assessments

Reviewed the scoring sheets use to check our
reception areas with customers.

A number of changes made including
introducing a six month check of hearing
loops, posters of employees in offices and
including some seasonal questions.

22/11/2010
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Lead Officer:

Number

Attending:

Activity:

Description:

Outcomes:

Date of
Activity

Helen Watson

3

Forum

BME housing forum

A presentation around the aids and
adaptations consultation was given to the
group by a representative of Gateshead
Council and comments were welcomed
around the work so far. An update on the
Independent Tenants Organisation was also
given to the group as a follow up to the
previous forum. Representatives from the
Gateshead Advice Centre also attended and
gave a presentation around their work on the
Migrant Community Advice Service which has
resulted in further meetings with some
customers who had specific personal queries.

23/11/2010

Helen Watson

Service
Improvement
Group

Involvement SIG

Members were involved in initial planning
stages of the Moving Forward programme
2011/12, performance information was shared
with the SIG and an update on the
Independent Tenants Organisation was given.
The group was also consulted on the idea of
having involvement training for some staff and
ideas were received about what are the most
important aspects of involvement our staff
should be aware of and how they can
maximise it in their current role. Customers
were also involved in the application to be Co-
regulatory champions through the TSA.

24/11/2010

Alan Sandey

Meeting

Meeting of the Repairs Procurement
Group

Meeting to discuss the learning from previous
events including the training and visits to
Sedgefield/Manchester

Conducting of a flip chart exercise to see what
the group wanted to get out of the
procurement process and how they want to be
involved.

10/12/2010
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Lead Officer:

Number

Attending:

Activity:

Description:

Outcomes:

Date of
Activity

Helen Watson

25

Event

Alcohol, Safe, Sensible, Social event -
Congolese Solidarity in Gateshead

Reached out to new BME customers and
raised awareness of the services provided by
The Gateshead Housing Company.
Discussed courses and the BME housing
forum, with one customer saying they would
attend the next session and invite some of
their friends.

10/12/2010

Stuart Gibson

Meeting

Asset Management Committee

The committee endorsed a joint
company/Council response to proposals
contained in HCA document Decent Homes
Backlog Funding for Council Landlords 2011-
15 and received an update on proposals to
transfer the ownership of four Council
properties to the company. The committee
also noted progress in retendering the repairs
contract, the implications of the Council’s
second quarter review of the 2010/11 capital
programme and the key areas of activity and
performance for the Equipment and
Adaptations Service provided by the Council
in partnership with the company.

15/12/2010

Sam Devlin

Service
Improvement
Group

Customer Service SIG

Shared complaints and contact day
performance

Gave an update on revised reception
assessments

Gathered feedback on customer priorities for
customer service strategy

Reviewed wording of ASB complaint letters.

15/12/2010

Helen Watson

Surgery

BME surgery, Gateshead Visible Ethnic
Minority Support Group

Dealt with individual queries around
customers heating and support needs.

15/12/2010

Andrea Foreman

Focus Group

Complaint Panel Working Group

Agreed questions for visit to another housing
organisation in Leeds. Agreed set up for
meeting and agenda and discussed terms of
reference.

16/12/2010
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Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Helen Watson 60 Event Operation Ways engagement event Community engagement event held at 20/12/2010

Springwell community centre. Opportunity to
engage local people and raise further
awareness of the various ways they can get
involved with the company. Several people
were interested in our Moving Forward
courses and Guide to getting involved. Also
raised awareness of Heart of the community
awards as there is a strong community spirit
in this area. Part of a wider community
engagement plan for Springwell.
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Finance and ICT

Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Liz Simpson 14 Service Value for Money and Environmental Group were presented with Value for Money 17/11/2010
Improvement Management SIG (VFM) Reviews for HR, Training & Admin, to
Group the group for their approval. The group also

scrutinised Performance Indicator results for
Quarter 2. Alan Sandey updated the group on
the work of the Procurement Team in relation
to repairs retender. Examples of VFM
achievements were delivered to the group to
demonstrate the organisations ongoing
commitment to VEM.
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HomeChoice

Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
John Stephen 4 Service HomeChoice SIG The group discussed Mystery Shopping, SIG 16/11/2010
Improvement improvements, Rechargeable repairs and
Group alternative fuel suppliers. Mystery Shopping

agreed, Rechargeable repairs agreed in
principal along with alternative fuel suppliers
detail.

105




Housing Management

Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
James Moody 4 Other Peer Review: Customers were able to learn and gain an 04/10/2010
Customers from Gateshead visited insight into some of the practices and
South Tyneside Homes to carry out services of South Tyneside Homes.
some Estate Tours using the
company’s Estate Grading scheme
Richard Finlow 50 Drop In Session Drop in surgeries 4 - 17 October Provided advice for residents on the 04/10/2010
attended by TGHC, police, wardens, following:
D&E. - Reporting crime/ASB
- Environmental issues
- Housing advice
- Bulky Waste Collection Service
- Dog fouling.
Surgery to promote public reassurance and
encourage residents to report estate issues.
Richard Finlow 120 Event Operation WAYS. Event to promote Main issues identified drug dealing on the 04/10/2010
public reassurance 4-17 October 2010. | estate, ASB and environmental issues (dog
High visibility of police, TGHC, LES fouling/litter and fly-tipping)
and D&E to identify issues on estate - Daily surgeries offering advice and support
and encourage residents to report for residents
issues. - Walkabout with residents
- LES removing any fly-tipping.
Richard Finlow 80 Questionnaire/Survey | Survey carried out to all residents on St | - Encourage reporting of ASB 04/10/2010

James Village and Newbolt and
Tennyson Courts to gauge residents’
views on ASB, crime, environmental
issues and other estate issues.

- Identified environmental issues on estate

- Guidance provided on bulky waste
collection service

- Estate walkabout

- Public reassurance with increased visibility
of housing staff, police, neighbourhood
wardens.
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Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Brian Richardson 40 Clean Up Day Clean up day on Rickgarth estate. Residents able to dispose of bulky rubbish. 06/10/2010
Skips provided in 6 locations. Morrison, | Six skips filled along with three van loads for
LES and Community Payback also the handy persons’ service. Advice given on
involved. HomeChoice, recycling and grounds
maintenance issues.
Nichola Cowen 30 Other Crawcrook Resident's Group meeting Housing Manager attended Resident's Group | 07/10/2010
meeting to discuss current issues on the
estate and offer any housing advice/support
to local community.
Nichola Cowen 35 Meeting Resident Meeting held to discuss local | Issues regarding ASB and problems with 07/10/2010
issues on the estate. local residents putting comments on
Facebook about the chair of the resident's
meeting. Housing Manager and local
Councillor's attended to resolve this issue
with our tenants. Other agenda items were
set by the group.
Richard Finlow 15 Meeting St Cuthbert's Court Residents meeting | Update provided for fire safety audits and 12/10/2010
requirements for items to be removed from
communal areas. Update from Tyne and
Wear fire officer. Advice on ASB. Update
from Health and Safety officer on DDA work,
and resident enquiries discussed and
addressed.
James Moody 2 Other Peer Review: This was part of a peer review in which we 12/10/2010
Customers from South Tyneside worked with customers from Gateshead and
Homes visited Gateshead to carry out South Tyneside Homes to test the quality of
some Estate Tours using TGHCs estates and services. Customers were able
Estate Grading. to carry out best practice sharing and insight
into each others' landlord.
Richard Finlow 20 Meeting East Street flats residents meeting Guidance on recent fire safety audits 19/10/2010

detailing requirements for all items to be
removed from communal areas. Update from
Tyne and Wear fire safety officer. Update
from P&T on communal window
replacement/roof improvements, DDA update
and consultation.
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Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Karen Dowens 12 Meeting Bleach Green AGM Re-election of committee completed 21/10/2010
Michelle Muldoon 11 Service Improvement | Older Persons Service Improvement Lyn Boyle from Gateshead Council attended | 22/10/2010
Smith Group Group the meeting to discuss the new Carers
Strategy 2011/13. Tenants found this a very
interesting topic and learned a lot from the
discussion with Lyn and how carers are
affected.
Michelle Muldoon 5 Choices Event McErlane Square new furniture in Tenants got to pick furniture items, curtains 22/11/2010
Smith communal lounge consultation with the | and carpet for the sheltered scheme
furniture resource centre communal lounge
Michelle Muldoon 12 Choices Event Woodsgreen Furniture consultation Tenants got to pick new furniture and carpet | 22/11/2010
Smith with the furniture resource centre for the communal lounge
Michelle Muldoon 6 Choices Event South Lea New Furniture for communal | Tenants got to pick new furniture items for 22/11/2010
Smith lounge consultation with the Furniture the sheltered communal lounge
Resource Centre
Michelle Muldoon 10 Choices Event Pleasant Place Unit D New Furniture Tenants got to pick new items such as 22/11/2010
Smith for Communal Lounge Consultation furniture, carpets and curtains for the scheme
with the Furniture Resource Centre communal lounge
Michelle Muldoon 14 Choices Event Pleasant Place Unit C Furniture Tenants got to choose new furniture and 23/11/2010
Smith Consultation with the Furniture curtains for the communal lounge
Resource Centre
Michelle Muldoon 9 Choices Event Kateregina Furniture consultation with Tenants got to pick new items of furniture 23/11/2010
Smith the furniture resource centre and and curtains for the communal lounge
tenants
Michelle Muldoon 8 Choices Event Birtley Villas unit B Furniture Tenants got to choose new furniture, carpets | 23/11/2010
Smith Consultation with the Furniture and curtains for the communal lounge
Resource Centre
Michelle Muldoon 7 Choices Event Emmaville Furniture Consultation with Tenants got to choose new furniture and 23/11/2010

Smith

the Furniture Resource Centre

curtains for the communal lounge
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Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Michelle Muldoon 3 Choices Event Croftside Furniture Consultation with Tenants got to choose new furniture and 23/11/2010
Smith the Furniture Resource Centre curtains for the communal lounge
Michelle Muldoon 8 Choices Event Birtley Villas Unit A Furniture Tenants got to choose new furniture for the 23/11/2010
Smith Consultation with the Furniture communal lounge
Resource Centre
John Meldrum 7 Service Improvement | ASB Service Improvement Group Guest speaker from Youth Services gave 23/11/2010
Group information and advice around safety issues

when working with young people with

behavioural problems. Quarter 2

performance on ASB was shared with the

group along with garden performance. A

discussion took place around time taken to

respond to incident diary sheets and this will

be investigated further as there is currently

no service standard around this.
Jan Pooley 8 Meeting Community Cohesion on Springwell To look into producing flyers in different 07/12/2010

language, involve residents and engage with

more BME customers.
Jan Pooley 40 Event Springwell Christmas party for the The 25th Anniversary for the TARA, welcome | 07/12/2010

elderly

guests work alongside Councillors. Celebrate
working in partnership with the company and
the residents group.
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HR and Admin

year old students at Cardinal Hume school to
prepare them for interview process and equip
them with the tools required to effectively
market themselves. By the end of the session
students were aware of the steps they can
take to be more prepared for their interview,
understand how first impressions count, be
aware of types of questions they may be
asked and how to participate in a mock
interview.

Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Eric Jubb 23 Workshop Preparation for interview techniques Held the first of a two part workshop with 16 26/11/2010
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Leasehold services

Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Helen Craig 3 Service SIG to look at and approve Money Requests for some amendments to be made 02/11/2010
Improvement Advice leaflet and Service Charge on the leaflets.
Group leaflet
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Operational Support

Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Martin Poulter 8 Service Improvement | Multi Storey SIG Agreed content for revised 19/10/2010
Group caretaker/concierge leaflet. Discussed
HomeRepairs and recycling in multi-storey
blocks. Gave an update on concierge
satisfaction survey.
Martin Poulter 108 Questionnaire/Survey | Concierge/Cleaning - Customer Identified areas of service delivery that 01/11/2010
Satisfaction Survey. require improvement. Developed action plan
to facilitate service improvements.
Martin Poulter 8 Service Improvement | Multi Storey SIG Discussed extending recycling in multi storey | 23/11/2010

Group

blocks, HomeRepairs Retendering Process
and Concierge/Cleaning Survey Results.
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Property and Technical

Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Jim Charlton 10 Drop In Session A drop in session was held to inform the | Local residents were better informed of the 05/10/2010
local residents about 5 new family proposed new build as well as the timeframes.
homes being built in Portobello Way,
Birtley.
Jim Charlton 31 Drop In Session Two drop in sessions held across the Feedback was positive regarding the plans. A | 06/10/2010
day to explain the plans to build seven number of tenants expressed that they were
new bungalows on the former pleased that they were being kept informed.
Cresthaven site.
Teresa Smare 13 Drop In Session A drop in session was held for local Those who attended were generally 07/10/2010
residents to learn more about the impressed with the designs.
proposed plans to build five three
bedroom Dorma bungalows at
Cranesville, Beacon Lough East.
Carole Nicholson 15 Service Decent Homes SIG Worklessness review update given by Henry 20/10/2010
Improvement Mayanja. Replacement window programme
Group was discussed. The group were updated on
the Customer Complaint Panel. Six month
equality strands satisfaction review.
Customer profile sheet was presented to
customers. Customers were made aware of
the Chairing meetings training course and
encouraged members to attend. Ideas for
SIG work plan 2010-11 were also discussed.
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Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Simon Hand 9 Service HomeRepairs SIG Home Repairs SIG was undertaken and the 27/10/2010
Improvement following was covered:
Group
Advised the group of the customer complaint
panel. An update was given by Morrison
Facility Services on how they were looking
into improving levels of customer service.
A Planning exercise was undertaken by the
group to look at ways in which we could
mystery shop the service, key areas the group
felt needed looking into were; testing new
scaffolding system, Post Inspection Works
with Gateshead Housing Company Post
Inspector and Tenants. Creating a survey to
be asked of tenants. Looking at testing the
call out service and care call services. A
mystery shopping programme will be
produced on same and tenants will be offered
training in same from both HomeRepairs and
Leasehold SIG's.
Jim Charlton 22 Event An open day at the Millennium Centre in | A successful event despite the adverse 25/11/2010
Kibblesworth for local residents to call in | weather conditions. Residents are now better
to find out the latest information informed on progress and specific property
concerning the Kibblesworth information.
development. Not only could residents
ask questions and learn more about the
scheme, they could also take away
information about possible local
employment opportunities with FHM.
Alex Adamson 21 Choices Event Choices Event for the Lyndhurst South | Tenants were able to make choices for their 10/12/2010

decent homes programme

decent homes work. They were also able to
meet contractors and ask any questions about
the work.
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Morrison Facility Services

Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Julie Smit & Gavin 102 Event Leadership event where 100 Projects identified in the borough to have work | 8/10/10
Brown management and directors were drafted | carried out, resulting in improvements to
in to re-vamp Windmill Hill Community community facilities for customers in
Garden and Swalwell Community Gateshead.
Centre as park of a mini makeover
Julie Smit 120 Event Eco Village Week — Dryden Centre. | Students were given a brief that they are a | 11-18/10/10
Children across 15 schools were | construction company hoping to win the
involved in this event where they had to | contract to build a new eco-friendly housing
design an Eco Village. Children worked | estate. To win the contract they must produce
in groups of 8. All students are in Key | a model of their new “Eco-Village” including a
Stage 1 and 2 (aged 5 to 11) of mixed | cost break down of how much it has cost to
ability. build their model. They had to think about
where they would build their eco-village as
well as giving their eco-village development a
name. By the end of the sessions students
gained skils and knowledge about
sustainability, design, finance, team work and
initiative.
Julie Smit 100 Event Careers Day — Bede School. A Working with more school children across the | 11/11/10

carousel activity where students attend
4 workshops. Business representatives
deliver 4 x 30 minute workshops
relating to their company or industry.
The workshop should be an activity that
involves the pupils in some way.

area, giving them insight into the world of
work and business
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Lead Officer: Number Activity: Description: Outcomes: Date of
Attending: Activity
Julie Smit 80 Event What's my line is a ‘guessing game’ five | Working with children at Bede School and 11/11/10
officers sit in a line and give various educating them on jobs for females within the
clues as to their job. The children were industry.
given a worksheet and have
opportunities after each clue to guess
what the business people do for a living.
Maggie McAdam 75 Event The Kateregina Christmas sale. As part | Good community engagement work where 11/12/10

of the Decent Homes commitment, The
Resident Liaison Officer helped arrange
the fayre by advertising the event and
obtaining prizes and donations from the
suppliers (Rixonway) so Kateregina
could buy items for its community hall.

residents came together to raise funds and
developed excellent working relationships to
host a successful event.
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ITEM 12
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Title: Forward Plan

Report of: Chief Executive

Purpose of report

1. To approve a forward plan of reports which will be presented to Customers and
Communities Committee during the next year.

Background

2. There is currently no system in place to make the committee aware of reports it will
receive at future meetings. It has also previously been agreed in the 2010
Governance Improvement Plan to have an annual plan of meetings with themed
subject matters programmed in.

3. Attached as an Appendix to this report is a forward plan of reports that will be
presented to meetings of this committee during the year. This will not be an
exhaustive list of reports and there will clearly be a number of other items of
business that the committee will be required to consider during the course of the
next year. It will however give the committee an idea of forthcoming business. It
will also assist officers when planning in business and meetings to avoid when
there is a lot of business.

4. It is proposed that the forward plan becomes a standing item on every Customers
and Communities Committee agenda.

5. In addition, the Annual Planning meeting takes place with the Board in February to
inform the Delivery Plan.

Link to Values

6. This report relates to the following company value of being honest, accountable
and transparent.

Risk Management Implications

7. The forward plan will mitigate the risk of reports not being planned into the
committee cycle.
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Value for Money Implications

8. There are no value for money implications directly arising from this report.
Equality and Diversity Implications

9. Equality and diversity implications will be addressed separately in future reports.
Financial Implications

10.  There are no financial implications directly arising from this report.
Health Implications

11.  There are no health implications directly arising from this report.
Environmental Implications

12.  There are no environmental implications arising from this report.
Consultation carried out

13.  Lead officers within the company have identified reports for future meetings of this
committee.
Impact on Customers

14.  There is no impact on customers as a result of compiling this report.
Recommendation

15. Itis recommended that: -
e the forward plan be noted,;
e the forward plan be a standing item on future Customers and Communities

Committee agendas.
Contact: Stuart Gibson, Company Administrator Tel No: (0191) 433 5308
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Customers and Communities Committee Forward Plan

Customers and Communities | Issues to be discussed

Committee

Wednesday 4 May 2011

Gardening Scheme Update

Complaints and Compliments — End of Year
Report

CHS Accreditation Improvement Plan —
Progress Report

Cleaner Safer Greener Accreditation —
Progress Report

Wednesday 3 Aug 2011

Grounds Maintenance Service Agreement
2011/12

Tenancy and Estate Management Strategy
2011/12

Rent Arrears Equality Monitoring — 2010/11

Wednesday 2 November 2011

Complaints and Compliments — Six-monthly
Report

The following reports are taken to every meeting: -

e ASB Progress report
e Customer Involvement Activity

Appendix
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