
 
 

 
 

ITEM 3 
 

 
 

BOARD OF DIRECTORS  
 

28 January 2016 
 

PRESENT: 
 
Directors  
Paul Foy (Chair) 
Elizabeth Bird 
Sheila Bouitieh 
Joanne Carr 
George Clark 
Mick Davison 
Pauline Dillon 
Eileen Gill 
John Hamilton 
Tracy Harrison 
Peter Mole 
 
Advisers   
Jon Mallen-Beadle Managing Director 
Neil Bouch Director of Customers and Communities 
Kevin Johnson Head of Customer Services 
Natalie Hewitt Head of Corporate Services 
Julie McCartney Head of Neighbourhood Services 
Victoria Beattie Service Director, Construction Services 
Stuart Gibson Governance and Risk Officer 
 
Apologies 
Robert Buckley 
Joachim Moussounda Mouanda 
 

    
79 MINUTES 

 
The minutes of the Board Meeting held on 26 November 2015 were approved as 
a correct record. 

 
80 RENT AND SERVICE CHARGE PROPOSALS FOR 2016/17 

 
The Rent and Service Charge Setting Policy was approved by the Board 
at the meeting on 21 January 2010 with a subsequent update on 12 May 
2010.  The policy was subject to an internal review in December 2014 and 
no changes were made at this time. 
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Due to changes in Government Policy around rent setting, a review of the 
Rent and Service Charge Setting Policy has been required for 2016/17 
rent and service charge setting.   

 
A revised Rent and Service Charge Setting Policy was submitted. 

 
The updated Rent and Service Charge Setting Policy details that the initial 
rent for a TGHC tenancy must be in place for a minimum of 12 months.  
Any properties let during 2015/16 will not see a rent change in April 2016. 

 
The rent proposal for 2016/17 is in line with the Welfare Reform and Work 
Bill of a 1% rent reduction.  This is an average weekly rental reduction of 
£0.94, based on 52 weeks rental charges. 
 
RESOLVED – (i) That the updates to the Rent and Service Charge 

Setting Policy be approved. 
 

(ii) That the proposed rent and service charge changes 
for 2016/17 be approved. 

 
81 CAPPING HOUSING BENEFIT FOR COUNCIL TENANTS 

 
The Board received an update on the announcement made in the Chancellor’s 
Autumn Statement and Spending Review around proposals to cap housing 
benefit for new social housing tenants at Local Housing Allowance (LHA) rates, 
as used in the private rented sector. 
 
The LHA sets the maximum amount of housing benefit that can be paid to 
a private tenant. There is a different amount for each size of property and 
the LHA rates vary from authority to authority.  
 
There are additional rules for single people under 35 renting from a private 
landlord. In most cases these tenants are only permitted to claim a 
“shared room rate”, which is the rate for renting a single room in a shared 
house. This rate is the maximum housing benefit payable even if the 
single person rents an entire property, such as a one bedroom flat.  
 
The Chancellor has proposed that the LHA rules will apply for social 
housing tenants (including council tenants) for tenancies created after 1 
April 2016. However, the LHA rates will not take effect until 1 April 2018. 
Any new tenancies in Gateshead after 1 April 2016 will therefore 
potentially be affected by a cap on housing benefit within two years. 
 
Whilst the proposal (as it stands) will not affect current tenants, before 
taking into account the shared room rate, 465 tenants would have been 
affected if the rules had already been in place.   
 
The basic rent charges set by the Council are lower than the LHA rate 
(before taking into account the shared room rate).  However, many tenants 
also pay one or more service charges, some of which are eligible to be 
covered by housing benefit.  
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Analysis carried in November 2015 suggests that there are 564 tenants 
who are single, under 35, with no dependent and in receipt of housing 
benefit.  If the policy had already been applied to current tenants then all 
564 would have their housing benefit award capped at £60. 
 
429 of the 465 tenants have a furniture pack. Furniture packs have 
become increasingly popular with new tenants and have in some case 
helped to let properties that would otherwise remain vacant.  The packs 
are leased from Newcastle Furniture Service.  There are four different 
options and a mini pack available.  It is likely that any new tenant taking a 
1-bed property (from 1 April 2016) who also requests an option 1 to 4 
furniture pack would push themselves over the LHA cap rate. 
 
It was noted that the Company was also working with Foundations and the 
Credit Union regarding other alternative furniture options.  The Credit 
Union was working on alternatives regardless of these proposals.  The 
Board felt that it would push tenants into using BrightHouse etc. 
 
This policy could also potentially have a significant impact on the Bedroom 
Tax and its administration. 
 
RESOLVED – That the update on capping housing benefit for Council 

tenants be noted. 
 
(Note: Tracy Harrison declared an interest in this report due to the Northern 
Housing Consortium’s interest in the Newcastle Furniture Organisation) 
 

82 UPDATE ON HOUSING AND PLANNING BILL 
 
The Managing Director gave an update on the Housing and Planning Bill.   
 
A parliamentary briefing produced by SHOUT (Social Housing Under Threat) was 
submitted. 
 
The Board felt that it was all very worrying and there was still a lot of detail that 
they didn’t have.   
 
Paul Foy reported that Dave Anderson MP had produced a briefing which Joyce 
Quinn had taken to the House of Lords and John Healy had shared with MPs.  It 
was agreed that a copy of this briefing be sent to Paul Butler, Bishop of Durham. 
 
Tracy Harrison reported that the Northern Housing Consortium had set up a 
Commission for Housing in the North which had recently campaigned in 
Westminster.  This was a very powerful voice for the North with some very 
powerful people.  It would be producing its final report by March.  A link to their 
website would be sent to all members of the Board. 
 
RESOLVED – That the update on the Housing and Planning Bill be noted. 
 

83 MINUTES OF AUDIT COMMITTEE HELD ON 13 JANUARY 2016 
 
The minutes of the meeting of Audit Committee held on 13 January 2016 were 
submitted. 
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RESOLVED –  That the minutes be noted. 
 

84 MINUTES OF KEELMAN HOMES HELD ON 26 NOVEMBER 2015  
 
The minutes of the meeting of Keelman Homes held on 26 November 2015 were 
submitted.  
 
RESOLVED –  That the minutes be noted. 
 

85 ITEMS FOR INFORMATION 
 
The following items have been posted on the TGHC Website: -  
 
 Petitions Update 
 Outstanding Issues 
 Forward Plan  
 
RESOLVED – That information be noted. 
 

86 DATE AND TIME OF NEXT MEETING  
 
The next Board Meeting will be held on Thursday, 24 March 2016 at 10am at 
Gateshead Civic Centre. 
 

87 EXCLUSION OF THE PRESS AND PUBLIC 
 
RESOLVED – That the press and public be excluded from the meeting during 

consideration of the remaining business in accordance with the 
indicated categories of the Company’s Access to Information 
Rules. 
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ITEM 4 
 

Report to the Board

24 March 2016

  
 
Title: 
 

 
Budget 2016-17 

Report of: Head of Corporate Services 
  

 
 Purpose of Report 
 
1. To approve the Company’s budget for 2016/17. 
 

Background 
 
2. Following the submission of the Company’s management fee paper, the Council 

has agreed to pay the Company fees totalling £32.328 million for the 2016/17 
financial year.  This consists of £13.749 million for the management and 
supervision fee and £18.579 million for the repairs and maintenance fee. 
 

3. The management fee for 2016/17 has reduced from the £33.713 million provided 
in 2015/16 following agreement of £1m savings in relation to the management 
and supervision fee and £853k savings in relation to the repairs and maintenance 
fee.  The council has agreed to pay additional management and supervision fee 
in relation to the legislative changes to National Insurance contributions (£265k) 
and additional repairs and maintenance fee in relation to budget pressures 
around the new lift maintenance contract (£23k), the new aids and adaptations 
contract (£41k), Construction Services overheads/profits (£39k) and Designing 
Out Crime and Neighbourhood Pride schemes (£100k). 

 
4. A statement showing the proposed balanced budget for 2016/17 together with, 

for comparison purposes, the 2015/16 annual budget is attached at Appendix 1 
to this report.  Resources Committee scrutinised the proposed budget for 
2016/17 at its meeting on 23rd February 2016 and recommended that it be 
approved by the TGHC Board.  
 

5. At its meeting on 28th January 2016, Board agreed to the savings proposals in 
relation to both the management and supervision fee and the repairs and 
maintenance fee.  The detailed savings proposals are attached at Appendix 2 to 
this report. 

 
Proposed Budget – Management and Supervision 

 
6. Whilst preparing the budget for 2016/17 we have undergone a zero based 

approach rebuilding the budget by focusing on the Company’s key objectives 
from the TGHC Five-year Strategic Plan 2015-2020 and in consideration of the 
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£1m savings that were previously agreed at Board in order to support the overall 
HRA position.   

 
7. We have produced a staffing budget based on the latest structure which includes 

all proposals agreed at Resources Committee meetings and the relevant impact 
of the savings proposals.     
 

8. The additional management and supervision fee of £265k in relation to the costs 
associated with the change in National Insurance contributions has been 
included in the budgets against the relevant individual employee costs.   

 
9. Any additional resource requirements identified in year will need to be met 

through service reviews and realigning our staffing structures.  This may 
potentially redirect resources into areas that require additional resources to 
ensure we continue to provide services in line with our customers’ needs.  
 

10. The overhead budgets have been produced based on a number of assumptions.  
Some of the significant assumptions are as follows: - 

 
 We have included income received in relation to the running of Library 

Services at Wrekenton Hub. 
 We have increased the income budget for the management of properties on 

behalf of Keelman Homes for the increase in the number of properties 
currently being managed. 

 We have not allowed for inflationary increases as a matter of course – we 
have provided for an inflationary increase on electricity charges of 7%, 
water charges of 0.8% and building cleaning of 5.5% based on advice from 
Gateshead Council. 

 We have linked budgets relating directly to staff to changes in staff numbers 
(such as vehicle rental, car allowances and telephone costs) and revised 
prices in relation to the new mobile phone contract with O2.  

 We have agreed with the Council that the Service Level Agreement costs 
and building accommodation costs will be reduced by 15% in 2016/17 in line 
with savings proposals. 

 We have reduced telephone budgets following a review and subsequent 
consolidation of phone lines in use across the Company. 

 We have reduced the electricity budgets in multi-storey blocks that have 
undergone communal electric works due to savings that have been made by 
the installation of more energy efficient lighting. 

 We have increased the unmetered electricity budget following a full audit of 
all the unmetered electricity equipment in the communal areas of low rise 
blocks. 

 We have increased National Insurance budgets in relation to the increased 
costs incurred due to the cessation of contracted out NI rates by Central 
Government. 

 
11. The 2016/17 Management and Supervision Budget has been set based on 

current staffing levels and service provision.  Where future changes to the budget 
are required in relation to staff transfers, service reviews or service provision they 
will be taken to Resources Committee for approval.    
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Proposed Budget – Repairs and Maintenance 
 

12. The 2016/17 repairs and maintenance fee has been agreed with the Council as a 
reduction on the 2015/16 fee of £19.229 million to £18.579 million.  The reduction 
is in relation to £853k savings that are required to support the overall HR 
position, partially offset by agreed increases required of £203k due to budget 
pressures identified around the new lift maintenance contract (£23k), the new 
aids and adaptations contract (£41k), Construction Services overheads/profits 
(£39k) and Designing Out Crime and Neighbourhood Pride schemes (£100k). 
 

13. The majority of the repairs fee is spent on works which fall under the repairs and 
maintenance contract.  The repairs budget is therefore primarily based on the 
contractual arrangements with MEARS and the proposed level of works required 
with Construction Services and other contractors. 

 
14. The following budgets are linked to the MEARS contract – Responsive Repairs, 

Relets, Gas Servicing, Solid Fuel Testing, Electrical Circuit Testing and the 
Painting Programme.  Construction Services and other contractors carry out 
works mainly in relation to Responsive Repairs, Relets, Cyclical Repairs, Water 
Hygiene Testing, Lift Maintenance, Environmental Works, Security, Energy 
Performance Certificates, Aids and Adaptations and the Painting Programme.  

 
15. We will be managing the repairs budgets closely to ensure that we bring these 

budgets in on target.   
 
16. A copy of the repairs budget for 2016/17 is attached at Appendix 1 to this report. 
 

Link to values 
 
17. This report is in line with the following values of the Company: 
 

 Fair 
 Customer Focused 
 Open and Honest 
 Accountable 
 Innovative 
 Passionate about what we do 
 
Impact on tenants 

 
18. Whilst this report does not impact on tenants directly, appropriate financial 

monitoring and control will ensure efficiencies are maximised and redirected to 
services that impact directly on tenants 

 
Risk Management Implications 

 
19. Regular and accurate monitoring will ensure that that the strategic risk within the 

business plan (failure to manage the company’s finances) is effectively controlled 
and that savings are achieved in order to mitigate the potential risk of overspends 
against the agreed budget. 

 
Financial Implications 

 
20. The financial implications are contained within the report and appendices.     
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Health implications 
 

21. There are no health implications arising from this report. 
 

Equality and Diversity Implications 
 
22. There are no equality or diversity implications arising from this report. 

 
Value for Money implications 

 
23. Regular financial monitoring and control will ensure efficiencies are maximised 

and then utilised in the most appropriate manner. 
 
Environmental implications 
 

24. There are no environmental implications arising from this report. 
 

Consultation carried out 
 
25. Tenants have assisted in the setting of next year’s budget and savings proposals 

which provides a link from the company’s strategic objectives to our tenant’s 
priorities via this financial framework. 

 
Recommendations 
 

26. The Board is asked to approve the management and supervision and repairs and 
maintenance budgets for 2016/17. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Contact:  Natalie Porthouse, Head of Corporate Services Tel No (0191) 433 5350 
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APPENDIX 1
TGHC Overall Budget 2016/17

TGHC 2015/16 Savings Budget 2016/17 Notes
Budget Budget Changes Budget

Management and Supervision

Management Fee -13,484 1,000 -1,265 -13,749 As agreed with the Council, including £1m savings, Officer Costs now amalgamated & NI increases
Officer Costs -1,000 0 1,000 0 Now included in the overall management fee above
External Funding -164 0 -26 -190 Income for the management of Keelman Homes and Other Misc Income
Total Income -14,648 1,000 -291 -13,939 

Employee Costs 9,795 -775 239 9,259 Based on the current structure and including savings

Overhead Costs 4,853 -225 52 4,680 Based on zero based budget approach and including savings

Total Expenditure 14,648 -1,000 291 13,939

Management (Surplus)/Deficit 0 0 0 0

Repairs and Maintenance

Management Fee -19,229 853 -203 -18,579 As agreed with the council, including £853k savings
Capitalisation -2,145 0 145 -2,000 In line with the budgeted 2016/17 capital programme
Total Income -21,374 853 -58 -20,579 

Repairs Revenue Expenditure 19,229 -853 203 18,579 Based on breakdown of repairs expenditure
Repairs Capital Expenditure 2,145 0 -145 2,000 Based on expected repairs that require capitalisation
Total Expenditure 21,374 -853 58 20,579

Management (Surplus)/Deficit 0 0 0 0
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APPENDIX 1
TGHC Overheads Budget 2016/17

2015/16 Savings Budget 2016/17 Notes
Budget Changes Budget

Service Level Agreements 800 -111 23 712 Saving MS12 Reduction in SLA/Office Accommodation
Utilities 642 -18 624 Decommissioned Sites
Rent 731 -109 35 657 Saving MS12 Reduction in SLA/Office Accommodation
Council Tax re: Voids 400 400
ICT 416 -5 9 420
Building Cleaning and Cleaning Materials 242 -5 237
Vehicles, Car Allowances and Travel 202 11 213 Mileage for employees formerly with lease cars
Insurance 350 350
NNDR 4 4
Telephones 106 -15 91 Review of BT phone lines
Legal Services 175 175
Publicity, Promotion and Design 77 77
Training 61 -1 60
Postage 107 1 108
Depreciation 50 50
Equipment 65 -5 60
Giro Collection Stationery 90 90
Supplies and Services 57 -6 51
Subscriptions and Searches 38 1 39
Tenant Involvement 41 41
Community Fund Administration 44 1 45
HR and Admin 13 13
External Audit fee 26 2 28 Inflationary increase
Stationery 45 -1 44
Board of Directors Payments 22 22
Catering and Room Hire 6 -1 5
Cash Collection Services 12 12
Equality and Diversity 12 12
Consultancy 11 12 23 Repairs contract and stock options
Building Costs 8 9 17 Provision for minor office moves/adjustments

Total Overheads Budget 4,853 -225 52 4,680

Overheads Costs
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APPENDIX 1
TGHC Management and Supervision Budget 2016/17

Management and 2015/16 Savings Budget 2016/17 Notes
Supervision Budget Changes Budget

Income
Management Fee -13,484 1,000 -1,265 -13,749 As agreed with the Council, including £1m savings, Officer Costs now amalgamated & NI increases
Officer Costs -1,000 0 1,000 0 Now included in the overall management fee above
External Funding -164 0 -26 -190 Income for the management of Keelman Homes and Other Misc Income
Total Income -14,648 1,000 -291 -13,939 

Employee Costs
Neighbourhood Services 3,865 -306 109 3,668 Savings MS 5-7 Housing Management
Customer Services 3,279 -157 122 3,244 Savings MS 2-4 Lettings and Voids, Former Tenant Arrears and Repairs
Investment and Development Services 949 -169 -37 743 Savings MS 1 Asset and Investment Team
Corporate Services 1,702 -143 45 1,604 Savings MS 8-11 ICT, Performance, Administration and Communication
Total Employee Costs 9,795 -775 239 9,259 Based on the current structure and including savings

Overhead Costs
Customers and Communities 1,207 0 -60 1,147
Corporate Services 3,646 -225 112 3,533 Saving MS12 SLA Reduction
Total Overhead Costs 4,853 -225 52 4,680 Based on zero based budget approach and including savings

Total Expenditure 14,648 -1,000 291 13,939

Management (Surplus)/Deficit 0 0 0 0
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APPENDIX 1
TGHC Repairs and Maintenance Budget 2016/17

2015/16 Savings Budget 2016/17 Notes
Budget Changes Budget

Income
Management Fee -19,229 853 -203 -18,579 As agreed with the council, including £853k savings
Capitalisation -2,145 0 145 -2,000 In line with the budgeted 2016/17 capital programme

Total R&M Fee -21,374 853 -58 -20,579 

Expenditure
Fixed Costs - Mears 3,810 3,810
Fixed Costs - Construction Services 606 39 645 Prelims/Overheads increase
Responsive Repairs - Mears 4,494 -35 -5 4,454 Savings RM1 TILs and RM2 Toilet Seats/Shower Curtains
Responsive Repairs - CS 1,575 1,575
Responsive Repairs - External Specialist 102 102
Responsive Repairs - Other 230 -156 74 Savings RM3 Decoration Vouchers
Relets - Mears 3,003 -84 2,919 Reduced Capitalisation required
Relets - Construction Services 1,679 -56 1,623 Reduced Capitalisation required
Relets - Other 394 394
Gas Servicing - Mears 1,956 -30 1,926 Saving RM4 Gas Servicing
Painting Programme - Mears 714 -105 609 Saving RM5 Reduce Painting Programme 
Painting Programme - CS 800 -120 680 Saving RM5 Reduce Painting Programme 
Cyclical Repairs Servicing - CS 357 -54 303 Saving RM6 Cyclical Repairs
Cyclical Repairs Remedial Works - CS 102 -15 87 Saving RM6 Cyclical Repairs
Water Hygiene Testing - CS 153 153
Electrical Circuit Testing - Mears 102 102
Solid Fuel Testing - Mears 2 2
Lift Maintenance - Other 102 23 125 Lift Maintenance Tender increase
Security - Other 102 102
Environmental Works - CS 230 -75 155 Saving RM7 Pest Control
Energy Performance Certificates 46 -10 36 Saving RM8 EPC's
Aids & Adaptations - Other 153 41 194 Aids and Adaptations Tender increase
Software Development - Other 50 -50 0 Saving RM9 Software Development
Designing Out Crime/Neighbourhood Pride 0 100 100 Transfer from the Capital Programme
Repairs Contingency - Other 612 -203 409 Saving RM10 Contingency

Expenditure Total 21,374 -853 58 20,579

Management (Surplus)/Deficit 0 0 0 0

Repairs and Maintenance
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Appendix 2 ‐ TGHC Proposed Savings  
 
2016/17 Management Fee (£1m less from April 2016) 
 
Ref  Area  Comments  Amount  Impact on customers / stakeholders  FTE reduction 

by 31 March 
2016 

 
MS1  Pre‐contract 

development work 
 

Review the Asset and 
Investment Team. 

£171k  No impact on customers.  Impact on service 
provision/employees.  Reductions linked to proposed capital 
programme budgets and priorities as well as the associated pre‐
contract development activity. 
 

4.5 

MS2  Lettings & Voids  Redesign of the Voids Team.   £28k  In line with current high performance on right first time 
increased responsibility on repairs partners to bring properties 
to lettable standard. 

1 

MS3  Former Tenant 
Arrears 

Reduction in Former Tenant 
Officers.   

£50k  Impact on collection of former tenant debt – recovery – 
collection rates likely to reduce 

2 

MS4  Repairs  Reduction in Repairs 
Management posts 

£77k 
 

Impact on customer service and repair service delivery.   2.5 

MS5  Housing 
Management 

Reduce the management of 
the ASB Service. 

£48k  Frontline impact on the customer and service response times, 
including legal sanctions.   

1.2 

MS6  Housing 
Management 

Reduction in Sheltered 
Housing Service 
management.  

£17k  Impact on older, more vulnerable customers.  0.4 

MS7  Housing 
Management 

Relocate some Housing 
Teams and close two 
Housing Offices. 
 

£238k  Relocate the teams currently providing housing services at 
Dunston and Felling Housing Offices and close these service 
points ‐ subject to Councillor & Customer consultation 

11.21 

MS8  Corporate Services  Review ICT Service 1.25 FTE 
posts 
 

£41k  Reduction in response times where there are system issues and 
increased downtime.  Impact on frontline services, income 
collection, access to customer information and employees 
productivity.    

1.25 

MS9  Corporate Services  Review Performance Service 
1 FTE post 

£28k  Reduction in current level of performance and benchmarking 
information provided to customers, TGHC Boards and 

1 
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Ref  Area  Comments  Amount  Impact on customers / stakeholders  FTE reduction 
by 31 March 

2016 
 

  Committees and the Council.  Impact on ability to ascertain and 
remedy poor performance. 

MS10  Corporate Services  Review of Administrative 
tasks ‐ reduction in Clerical 
Assistants.  Link to review of 
clerical across whole of 
TGHC.     

£40k  Impact on customers and stakeholders as specialist staff time 
will be diverted to administrative tasks. 

2 

MS11  Corporate Services 
 

Deletion of Communications 
Manager post and review of 
Communications provision 
across TGHC 

£42k  Less information will be provided to tenants & leaseholders.    1 

MS12  All  Reduction of 15% to 
ICT/Legal Services/Corporate 
Services/Financial Services 
and Office Accommodation 
SLA’s with the Council  

£220k  Reduction in Council overhead recovery from TGHC   0 

 
Total All Savings 2016/17 
 

 
£1.0m 

 

   
28.06 
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2016/17 Repairs Fee (£853k less from April 2016) 
 
Ref  Area  Comments  Amount  Impact on customers / stakeholders 

 
RM1  Repairs  Stop providing Tenant 

Improvement Loans (TILS) 
£15k  Customers will no longer have access to loans from TGHC to carry out work they 

wish to undertake to improve their home. 
 

RM2  Repairs  Stop repairing and renewing 
toilet seats and shower curtains 

£20k  In line with a number of local landlords this will result in the provision and repair 
of toilet seats and shower curtains as being a tenant responsibility.  TGHC will 
continue to provide the service where the renewal or repair is part of an 
adaptation and will ensure that tenancies commence with a seat that is in good 
condition (although this will not necessarily have been replaced). 
 

RM3  Relets  End the provision of decoration 
vouchers to tenants when they 
move into a property 

£156k  Tenants are responsible for the decoration of their own homes.  The wholesale 
provision of decoration vouchers for new tenants moving into their home will 
end.  Linked to the marketing strategy, work will still be undertaken on a void 
where it is needed to enable letting (£50k budget for 2016/17 to account for 
vouchers already allocated to tenants in 2015/16). 
 

RM4  Gas Servicing  Review provision of gas 
servicing and CO detectors 

£30k  This will involve a review of gas servicing and access procedures with Mears.  To 
be completed by 30 September 2016.  No impact on customers. 
 

RM5  Painting 
Programme 

Reduce painting programme by 
15% 

£225k  The painting programme cycle will be extended and a review of the painting 
specification undertaken.  By way of example: 
14/15 actual spend £600k 968 properties complete 15/16 budget £1.5m 2,930 
properties planned and in progress 
16/17 budget reduction 15% leaving £1.275m available for works to 2,200 
properties and planned internal painting of some communal areas. 
 

RM6  Cyclical Repairs  Reduce cyclical repairs servicing 
and remedial works budgets by 
15% 
 

£69k  Weekly fire alarm testing will be undertaken by the Sheltered Scheme Officers as 
part of their role.  No impact on customers. 

RM7  Environmental 
Works 

End the provision of free pest 
control services for properties 

£75k  End the principle of a fully HRA subsidised pest control service.  Tenants will be 
required to request and pay for pest control services via the customer services 
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Ref  Area  Comments  Amount  Impact on customers / stakeholders 
 

and gardens  unit.  TGHC will continue to place orders for issues in communal areas, 
fumigation required in order to undertake works to a property, issues with 
woodworm (or similar wood boring, destructive insects) within a tenants 
property or communal areas, cockroaches and rats inside a property and  
birds/wasps nests that are causing blocked vents/blockages within the property. 

RM8  Energy 
Performance 
Certificates 

Review need and subsequent 
provision of energy 
performance certificates 

£10k  No impact on customers.  Reduced requirement identified as certificates in place 
increases. 

RM9  Software 
Development 

Remove the software 
development budget as BARIS 
has now gone live 

£50k  No impact on customers.  Reduced budget requirement. 

RM10  Contingency  Reduce R&M contingency 
budget 

£203k  Reduced flexibility in available budget for responsive repairs and relets, with 
works being held back, customer response times increased and potential budget 
overspend.  
 

RM11  Electric Focal 
Point Fires  

Following removal of a back 
boiler and gas fire work, no 
longer provide electric focal 
point fires as part of planned 
works or one off replacements.  

Future 
R&M 

saving – 
need to 
implem
ent in 
16/17 

Continue to repair existing focal point fires but change the current approach to 
always fitting a focal point electric fire following the removal of a back boiler and 
gas fire, during both one off and planned heating replacements.  From 1/4/16 
onwards, skim finish the living room wall, provide an electric point and retain the 
existing hearth.  This would reduce the capital investment costs associated with 
back boiler replacement and reduce the ongoing need to repair electric focal 
point fires.  
 

 
Total All Repairs Fee Savings 2016/17 
 

 
£853k 
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ITEM 5 
 

 

Report to the Board

24 March 2016

  
 
Title: 
 

 
Review of Performance Indicators, Service Standards and 
Targets 2016/17 
 

Report of: Head of Corporate Services 
  

 
Purpose of Report 

 
1. To seek the Board’s approval of the proposed Performance Indicators and 

Service Standards targets in line with the TGHC five-year strategic plan, 
following the annual review. 
 
Background 

 
2. Each year we are required to review the Performance Indicators and Service 

Standards we report.  It is customary to review existing indicators and targets to 
ensure they remain relevant, challenging and realistic.  

 
3. We are also required to take into consideration any changes made by the 

Government to the reporting requirements and updated comparative information.  
Consideration is also given to adding or deleting any indicators. 
 

4.       As part of the Board Away Day on 24 October 2014 it was agreed that 
performance indicator reports would be linked to the TGHC five-year strategic 
plan and would be scrutinised by the relevant committee, with a summarised 
report being brought to Board. 
 

5.       At its meeting on 19 March 2015, the Board were presented with and approved a 
structure of which Performance Indicators should be reported to each committee.   
 

6.       We currently have 58 Performance Indicators and Service Standards which are 
monitored on a quarterly basis.  Each indicator is discussed at the appropriate 
Committee, with an overall summary being presented to Board: 

 
 Resources Committee – 12 indicators 
 Customers and Communities – 33 indicators 
 Assets, Development and Investment Committee – 13 indicators 
 Audit Committee – none 
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7. Some of the Performance Indicators and Service Standards are used by 
customers to ensure that we are meeting the standards we have set out in ‘The 
Services You Can Expect’ for both tenants and leaseholders. 
 
Performance Indicators 
 

8. All of the Performance Indicators and Service Standards indicators have now 
been reviewed and we have considered the following:  
 
 Whether the indicator was appropriate and should be retained. 
 Whether the indicator required an amendment. 
 Whether the indicator was not required and could be deleted. 
 Whether the indicator should continue to be collected but used as 

management information only. 
 Whether there were any new indicators which were required. 
 
Benchmarking 

 
9. All targets have been reviewed using S.M.A.R.T. (Specific, Measurable, 

Attainable, Realistic, Timely) methodology to ensure that where benchmarking 
data exists, we aim to improve our performance towards the top quartile in the 
shortest possible time, except where we are performing at top quartile already. 

 
10. For indicators where no benchmark comparisons exist, we have set our targets 

at a level that we feel is achievable and appropriate taking into consideration any 
influencing factors.  Most indicators show a steady continuous improvement in 
performance other than where we are confident that we have reached the 
optimal level of performance.  In these cases, performance targets are set to 
maintain existing performance.  Some indicator targets have been reduced to 
consider economic or other influencing factors that are likely to impact negatively 
on our performance. 

 
11. Detailed proposals in relation to the retained Performance Indicators and Service 

Standards targets set are included within Appendix 1.  An overview of the main 
changes is provided in Appendix 2. A summary of the proposed changes are 
detailed below. 

 
Summary  
 

12.       In 2015/16 there were 58 indicators; 27 Performance Indicators and 31 Service 
Standards. A summary of all Performance Indicator and Service Standards is 
presented to Board on a quarterly basis. Detailed reports are also presented to 
Committees on a quarterly basis. 

 
 Resources Committee – 12 indicators 

o 8 Key Performance Indicators 
o 4 Service Standards 

 
 Customers and Communities – 33 indicators 

o 11 Key Performance Indicators 
o 22 Service Standards 
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 Assets, Development and Investment Committee – 13 indicators 
o 8 Key Performance Indicators 
o 5 Service Standards 

 
 Audit Committee – none 

 
13. In 2016/17 it is proposed that there will be 37 indicators; 22 Key Performance 

Indicators and 15 Service Standards reported to Committee on a quarterly basis 
with a summary coming to Board.  Overall the performance report will reduce by 
36%.  The reduction in indicators reported is in response to the following 
considerations: 

 
 A move across the Housing Sector to reporting less indicators but making 

them more meaningful 
 Requests from the Board to reduce the size of the reports and focus on the 

key performance areas 
 Acknowledgement that the 2016/17 savings proposals will reduce the 

resources available across the company and the capacity dedicated to 
performance collection and reporting.   

 Conversion of Key Performance Indicators to Management Performance 
Indicators due to shift in strategic direction 

 
14. A summary of the indicators which will be reported to each Committee in 2016/17 

is outlined below: 
 
 Resources Committee – 8 indicators 

o 8 Key Performance Indicators 
o 0 Service Standards 

 
 Customers and Communities – 19 indicators 

o 8 Key Performance Indicators,  
o 11 Service Standards 

  
 Assets, Development and Investment Committee – 10 indicators 

o 8 Key Performance Indicators 
o 2 Service Standards 

 
 Audit Committee - none 

 
15. A summary of the overall movement from 58 indicators in 2015/16 to the 

proposed 37 indicators to be reported in 2016/17 is outlined below: 
 
 22 will remain as Performance Indicators and be reported to the relevant 

committee 
 1 will change from a Performance Indicator to a Service Standard and be 

reported to the relevant committee 
 14 will remain as Service Standards and be reported to the relevant 

committee 
 17 will be deleted and retained as Management Performance Indicators 

(MPI’s) that will be used by Service Managers to monitor and improve service 
delivery 

 4 indicators will be deleted as they are being reviewed In 2016/17.  They may 
be re-introduced in 2017/18 if required. 
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Link to values 
 

16. This is in line with the following Company values: 
 

 Fair 
 Customer Focused 
 Open and honest 
 Accountable 
 Innovative 
 Passionate about what we do 

 
Impact on tenants 
 

17. Performance of the Company has an impact on the quality of services we provide 
to our customers. 

 
Risk Management Implications 

 
18. Performance improvement is a priority for the company and we are required to 

report performance as part of the Management Agreement with the Council.     
 
Financial Implications  

  
19. There are no financial implications arising directly from this report. 

 
Health Implications 

 
20. There are no direct health implications arising from this report, although 

successful implementation of the recommendations would have a positive impact 
on the health and wellbeing of Gateshead residents. 
 
Environmental Implications 
 

21.      There are no environmental impacts arising directly from this report.  
 

Equality and Diversity Implications 
 
22. Understanding the profile of our customers and having relevant diversity 

information is important for decision making to ensure that we are meeting all of 
our customers needs. 

 
Value for Money Implications  

  
23. There are no value for money impacts arising directly from the report. The Company is 

focused on ensuring value for money is demonstrated through customer satisfaction 
service delivery, income collection and the maintenance of housing stock.  
 
Consultation Carried Out   

     
24. Targets have been reviewed, amended where necessary and approved by 

Service Improvement Groups for the appropriate service area.  They have then 
been discussed and agreed by the Management Team.   
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Recommendations 
 
25. The Board is recommended to: - 
 

 approve the Performance Indicators and Service Standards for 2016/17 
 approve the targets set to March 2017. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Contact: Liz Simpson, Business Support Officer  Tel No: (0191) 433 5351 
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Service
Performance 

Indicator Type

2015/16 

Target

Quarter 3 

2015/16 

Performance

Traffic Light
2016/17 

Target

HomeRepairs
Key Performance 

Indicator
98.0% 99.45% 98.0%

HomeRepairs
Key Performance 

Indicator
95.0% 96.31% 95.0%

HomeRepairs
Key Performance 

Indicator
98.0% 98.04% 98.0%

HomeRepairs
Key Performance 

Indicator
97.0% 98.63% 95.0%

Cyclical Maintenance
Key Performance 

Indicator
100.0% 99.96% 100.0%

Asset and Procurement
Key Performance 

Indicator

New for 

2015/16

Reported at 

quarter 4
71.2%

Asset and Procurement
Key Performance 

Indicator

New for 

2015/16
10.0% 30%

Asset and Procurement
Key Performance 

Indicator
0%

Reported at 

quarter 4

To be set 

when quarter 4 

performance 

known.

HomeRepairs Service Standard 99.0% 100.0% Delete

Cyclical Maintenance Service Standard 98.50% 99.66% 98.50%

Investment Service Standard 98.50% 98.0% 98.50%

Investment Service Standard 95.0% 100.0% Delete

Investment Service Standard 97.0% 97.35% Delete

Assets, Development and Investment Committee

% of relevant properties that have had a gas service in the last 12 

months

Tenants satisfied with improvements made to their home

% of Council rented properties that are not decent

Average SAP rating of dwellings

We will monitor the length of time taken to acknowledge 

improvement requests (one working week)

Appointments kept as a percentage of appointments made

Appointments made as a percentage of appointable repair orders

% of emergency, urgent and routine repairs completed within 

timescale

% of tenants satisfied with the repair service

Assets, Development and Investment Committee 

The Gateshead Housing Company - Performance Targets 2016/17

Performance Indicator

% of council housing stock with a current condition survey

Satisfaction with the service from the small tasks team

Overall satisfaction with the annual gas service

We will advise you within two weeks if you require any building 

regulation or planning permissions

Appendix 1
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Service
Performance 

Indicator Type

2015/16 

Target

Quarter 3 

2015/16 

Performance

Traffic Light
2016/17 

Target
Performance Indicator

Anti Social Behaviour 

and Managing 

Tenancies

Key Performance 

Indicator
95.0% 91.10% Delete

Anti Social Behaviour 

and Managing 

Tenancies

Key Performance 

Indicator
197 223 Delete

Anti Social Behaviour 

and Managing 

Tenancies

Key Performance 

Indicator
35 40 Delete

Anti Social Behaviour 

and Managing 

Tenancies

Key Performance 

Indicator
94.50% 94.30% 94.50%

Biennial Survey
Key Performance 

Indicator
74.0% 67.0%

Biennial Survey
Key Performance 

Indicator
85.0% 84.0%

Biennial Survey
Key Performance 

Indicator
73.0% 69.0%

Biennial Survey
Key Performance 

Indicator
85.0% 88.0%

Biennial Survey
Key Performance 

Indicator
85.0% 86.0%

Biennial Survey
Key Performance 

Indicator
85.0% 87.0%

Biennial Survey
Key Performance 

Indicator
74.0% 62.0%

Rent and Income Service Standard 90.0%
Reported in 

quarter 4
90.0%

Rent and Income Service Standard
New for 

2015/16
99.0% 98.0%

Lettings Service Standard 98% 98.8% Delete

Lettings Service Standard 95.50% 94.66% 95.50%

Customer Service Service Standard
New for 

2015/16
63.46% 63.50%

% of customers satisfied that the rent and service charges paid are 

good value for the services received

% of customers satisfied with opportunities to get involved and 

influence decisions made by the company

% of customers satisfied with their home

The number of Hate Crime incidents reported

Satisfaction with the way ASB complaints are responded to 

% of leaseholders satisfied with the service they receive

We will register and update your application within 10 working days

Overall customer satisfaction with bidding for properties 

Customers and Communities Committee 

We will contact tenants in 1 week to offer money & debt advice when 

notified of tenants in receipt of Universal Credit (UC)

% of those making a complaint satisfied with the investigation of the 

complaint

% of customers satisfied with the overall housing services we offer

Satisfaction with the advice we give on rent or on debt

% of customers satisfied with the neighbourhood they live in

% of ASB cases that are resolved without the need for legal action

Customers and Communities Committee 

% of customers satisfied that their views are taken into account

The number of Domestic Abuse cases reported

Biennial 

Survey will be 

distributed in 

2017/18. 

Future targets 

will be 

developed in 

January 2017.
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Service
Performance 

Indicator Type

2015/16 

Target

Quarter 3 

2015/16 

Performance

Traffic Light
2016/17 

Target
Performance Indicator

Customer Service Service Standard 87.0% 89.60% 87.0%

Customer Service Service Standard
New for 

2015/16
75.0% 75.0%

Involvement Service Standard 180
61 (at quarter 

2)
Delete

Anti Social Behaviour 

and Managing 

Tenancies

Service Standard 100.0% 100.0% Delete

Anti Social Behaviour 

and Managing 

Tenancies

Service Standard 100.0% 100.0% Delete

Anti Social Behaviour 

and Managing 

Tenancies

Service Standard 99.0% 98.0% 97.0%

Communal Areas and 

Multi Storey Blocks 
Service Standard 98.70% 98.80% Delete

Communal Areas and 

Multi Storey Blocks 
Service Standard 96.0%

Reported in 

quarter 4
96.0%

Communal Areas and 

Multi Storey Blocks 
Service Standard 87.0%

Reported in 

quarter 4
87.0%

Communal Areas and 

Multi Storey Blocks 
Service Standard

New for 

2015/16
95.0% 93.0%

Communal Areas and 

Multi Storey Blocks 
Service Standard 88.0% 88.70% Delete

Sheltered Housing Service Standard 97.0% 93.0% Delete

Estate Service Standard 100.0% 99.24% Delete

Estate Service Standard 100.0% 100.0% Delete

% of accompanied viewings in multi blocks attended by the caretaker

We will give you a decision on your request to exchange your home 

within 42 working days

% of new tenants in multi blocks receiving a visit by the caretaker 

within 21 days of their tenancy starting

% of possible abandoned, sublet or illegal occupied properties that 

have been visited within 24 hours

Annual tenant and leaseholder training attendance

% of customers satisfied with communication throughout the 

investigation of their complaint

We will give you a decision on your request to assign or succeed 

your home within 10 working days

% of customers satisfied with the concierge service

% of inspections carried out in multi storey blocks cleaned by 

caretakers that meet the published service standard

% of complaints responded to within 10 working days  

% of sheltered housing tenants that are satisfied with living in their 

scheme

How we delivered the programme of estate tours 

% of customers satisfied with the caretaking service

% of ASB cases responded to & investigations begun in timescale 

(24 hrs - high priority, 5 working days - other cases)
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Service
Performance 

Indicator Type

2015/16 

Target

Quarter 3 

2015/16 

Performance

Traffic Light
2016/17 

Target
Performance Indicator

Estate Service Standard 65.0%
Deferred for 

2015/16
Delete

Estate Service Standard 91.0%
Reported in 

quarter 4
91.0%

Estate Service Standard 100.0% 100.0% Delete

Rent and Income
Key Performance 

Indicator

Q1-3 98% 

Q4 98.75%
101.41%

Q1-3 98% 

Q4 98.75%

Rent and Income
Key Performance 

Indicator
3.0% 2.35% 3.0%

Rent and Income
Key Performance 

Indicator
2.0% 1.94% 2.0%

Void properties
Key Performance 

Indicator
2.75% 2.21% 2.5%

Leasehold Services
Key Performance 

Indicator

Q1 26% 

Q2 50% 

Q3 74% 

Q4 89.5%

86.47%

Q1 26% 

Q2 50% 

Q3 74% 

Q4 91%

Leasehold Services
Key Performance 

Indicator

Q1 32% 

Q2 59% 

Q3 86% 

Q4 99.38%

87.80%

Q1 32% 

Q2 59% 

Q3 86% 

Q4 99.38%

Human Resources
Key Performance 

Indicator
74.0%

Reported in 

quarter 4
74.0%

Human Resources
Key Performance 

Indicator
8 days 6.62 days 8 days

Customer Service Service Standard 90.0%
Reported in 

quarter 4
Delete

Customer Service Service Standard 91.0%
Reported in 

quarter 4
Delete

Leasehold Services Service Standard 95.0% 100.0% Delete

Leasehold Services Service Standard 83.0% 76.67% Delete

The number of working days lost due to sickness

% of employees satisfied with TGHC as an employer

% of tenants with untidy gardens that have been visited within three 

working days

% of tenants satisfied with the quality & frequency of garden tidy 

visits

% of tenants satisfied with the appearance of their estate and how it 

is maintained

Former tenant arrears as a percentage of rent owed

% disputes raised and responded to within 10 days

Major Works charges collected as a percentage of major works 

charges due

Resources Committee 

Rent arrears of current tenants as a percentage of the authoritys rent 

roll

Rent lost through Council houses being empty

% of rent collected

Satisfaction with the account information

Service charges collected as a percentage of service charges due

% of customers that were satisfied that they were able to talk to the 

right person

Resources Committee

% of satisfied with the customer service you received from TGHC
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Appendix 2 
Proposed changes to Key Performance Indicator (KPI) and Service Standard targets. 

Asset, Development and Investment Committee – Key Performance Indicators 
HomeRepairs – The four current KPI’s are to be retained. 

Appointments made as a percentage of appointable repair orders 

• This indicator will be retained

• Maintaining 2015/16 targets for 2016/17 at 98%

Appointments kept as a percentage of appointments made 

• This indicator will be retained

• Maintaining 2015/16 targets for 2016/17 at 95%

% of emergency, urgent and routine repairs completed within timescale 

• This indicator will be retained

• Maintaining 2015/16 targets for 2016/17 at 98%

% of tenants satisfied with the repair service 

• It is proposed to reduce this target from 97% to 95%

• The current repairs contract will end in March 2017 and it is anticipated that managing the contract in its final year will be challenging

• As the current repairs contract reaches its conclusion TGHC will also have to manage the mobilisation of a new contractor or Direct Labour Organisation
(DLO) through 2016/17 and into 2017/18

• There have been changes to the Repairs Policy in 2015/16 which will continue going forward in 2016/17. The Repairs Service will continue to concentrate
on repairs and not renewals through the Repairs and Maintenance route.

• There will be an increased responsibility on customers to deal with their own minor repairs

• The repairs service has always been an important consideration for customers and due to the implementation of the decency standard customer
expectations have been raised

• As a result of the changes in contractor, Repairs Policy and to manage customer expectations it is suggested to reduce this indicator target

Cyclical - The current KPI will be retained. 

% of relevant properties that have had a gas service in the last 12 months 

• This indicator will be retained

• Maintaining 2015/16 targets for 2016/17 at 100%

• Both Committee and Board have highlighted the importance of this indicator to mitigate potential risk to customers.
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Asset - The three current KPIs are to be retained. 

Energy Efficiency: average 'SAP' rating of dwellings 

• This indicator is to be retained

• A target of 71.20 for 2016/17 is proposed.

• The target was developed using 2009 SAP methodology (see below for further information). Provisional performance for January 2016 was 70.9 and this
figure has been used to develop the proposed target.

• Taking into consideration the planned Capital Programme it is not anticipated that the SAP rating will fluctuate dramatically over the next year. The annual
increase since 2012/13 has been 0.85 and using this information it is considered the target of 71.2 is challenging.

• SAP is the Government’s Standard Assessment Procedure for Energy Rating of Dwellings. SAP is a measure of a dwelling's overall energy efficiency

• This indicator has previously been measured using 2005 SAP methodology but has changed to 2009 methodology for 2015/16 onwards. The 2009
calculation is based on a higher criteria for category 4 properties (TGHC currently don’t have any properties in this category).  Category 4 properties
include newer, more efficient properties.

• To reflect the changes in performance reporting this indicator target was changed to ‘Baseline’ in 2015/16

• This is an important indicator measuring the organisation’s ability to maintain the energy efficiency of Council housing stock and reduce future
improvement works expenditure

% of council housing stock with a current condition survey 

• This indicator is to be retained and was new in 2015/16 when a baseline target was developed

• A target of 30% for 2016/17 is proposed

% of council rented properties that are not decent 

• This indicator is to be retained

• This is an important indicator measuring the organisation’s ability to maintain the decency of Council housing stock

• Performance for this indicator varies during the year and accumulates to an annual performance result that is reported at year-end

• It is proposed to set targets after quarter 4 2015/16 when accurate performance results have been produced.  To ensure that accurate targets are set,
performance results will be reviewed using S.M.A.R.T. (Specific, Measurable, Attainable, Realistic, Timely) methodology.

Asset, Development and Investment Committee – Service Standards 
HomeRepairs – The current Service Standard indicator is proposed for deletion. 

Satisfaction with the service from the small tasks team 

• It is proposed to delete this indicator and then retain it  as a Management Performance Indicator (MPI)

• Performance results are reported annually to Customers and Communities Committee as part of the Sheltered Housing Service – Annual Update report

• Performance for 2014/15 & 2015/16 has been reported at 100%

• This indicator is operational and reviewed periodically by Operational Managers, and where appropriate escalated to Neighbourhood Services Managers
and/or the Head of Neighbourhood Services
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Cyclical - The current Service Standard indicator will be retained. 

 
Overall satisfaction with the annual gas service 

• This indicator will be retained 

• Maintaining 2015/16 target for 2016/17 at 98.5% 
 
Investment – Of the current three Service Standard indicators one will be retained and two are proposed for deletion. 

 
Tenants satisfied with improvements made to your home 

• This indicator will be retained  

• Maintaining 2015/16 target for 2016/17 at 98.5% 
 
We will advise you within two weeks if you require any building regulation or planning permissions 
We will monitor the length of time taken to acknowledge improvement requests (one working week) 

• It is proposed to delete and retain these indicators as MPI’s 

• These indicators are operational and reviewed periodically by Operational Managers, and where appropriate escalated to Neighbourhood Services 
Managers and/or the Head of Neighbourhood Services 

• Results reported annually to Customers and Communities Committee as part of the Annual Tenancy Activity report 
 

Customers and Communities Committee – Key Performance Indicators 
Managing tenancies and tackling ASB - Of the current four KPI’s one is being retained as a Service Standard and three are proposed for deletion. 

 
Satisfaction with the way ASB complaints are responded to  

• It is proposed to delete and retain this indicator as an MPI 

• Each instance of dissatisfaction is investigated by a Neighbourhood Relations Team Manager to enable service improvements to be identified 

• Customers and Communities Committee, Anti-Social Behaviour SIG, Disabled Persons and BME Housing Forum are presented with an Anti-Social 
Behaviour Performance Update on a regular basis 

• If not satisfied, customers can ask for the complaint to be reviewed via the Complaint Policy 
 
The number of Domestic Abuse cases reported  
The number of Hate Crime incidents reported  

• It is proposed to delete and retain these indicators as MPI’s 

• All incidents of Domestic abuse and Hate Crime are recorded on the ASB database and monitored closely by the Housing Service Manager 

• Customers and Communities Committee, Anti-Social Behaviour SIG, Disabled Persons and BME Housing Forum are presented with an Anti-Social 
Behaviour Performance Update on a regular basis 

 
% of ASB cases that are resolved without the need for legal action 

• This indicator will be deleted as a KPI and retained as a Service Standard 

• Maintaining 2015/16 targets for 2016/17 at 94.5% 
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Customer Service, Biennial Survey - The current seven KPI’s all are being retained. 

% of tenants/leaseholders satisfied that their views are taken into account 
% of tenants/leaseholders satisfied that the rent and service charges paid are good value for the services received? 
% of tenants/leaseholders satisfied with opportunities to get involved and influence decisions made by the company? 
% of tenants/leaseholders satisfied with their home? 
% of tenants/leaseholders satisfied with the neighbourhood they live in? 
% of tenants/leaseholders satisfied with the overall housing services we offer? 
% of leaseholders satisfied with the service they receive 

• Performance information is collected biennially via a tenant and leaseholder survey sent to all customers

• The survey was previously distributed in 2015 and the next distribution will take place in 2017

• Future targets will be developed in January 2017

Customers and Communities Committee – Service Standards 
Rent and Income - The current two Service Standard indicators both will be retained. 

Satisfaction with the advice we give on rent or on debt 

• This indicator will be retained

• Maintaining 2015/16 target for 2016/17 at 90%

We will contact tenants in 1 week to offer money & debt advice when notified of tenants in receipt of Universal Credit (UC) 

• Quarter 3 performance was 99%

• As a result of the increasing workload associated with UC a target of 98% for 2016/17 is proposed

• Although performance monitoring in 2015/16 was positive it is expected that UC in 2016/17 will increase considerably as the number of recipient’s
increases.

• UC claims are resource intensive to process initially. Advice and Support Officers have been managing the existing UC claims however, with an increase
in claims received, the wider RAIT Team has needed to become involved, further impacting on effective service delivery as a whole

Lettings - Of the current two Service Standards one is being retained and one is proposed for deletion. 

Overall customer satisfaction with bidding for properties 

• It is proposed to delete

• Current bidding methods include online, telephone, in person and via Tyne and Wear Homes automated bidding process

• TGHC offer all bidding methods that are currently available and the company are unable to expand upon those options at present

• Telephone surveys to collect this performance information are completed by the Lettings Team and are resource intensive to collect and this has been a
deciding factor in the proposed deletion of this indicator

We will register and update your application within one working week 

• This indicator will be retained

• Maintaining 2015/16 target for 2016/17 at 95.5%
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Customer Service - The current three Service Standard indicators all are being retained. 
 
TGHC % of those making a complaint satisfied with the investigation of the complaint 

• This indicator was baseline for 2015/16  

• A target of 63.5% for 2016/17 is proposed 

• The above indicator results are collected via a survey sent to customers after complaint closure 

• The responses offered in 2014/15 were ‘Yes’ or ‘No’ 

• In 2015/16 they were changed to ‘Very satisfied, fairly satisfied, neither satisfied not dissatisfied, fairly dissatisfied and very dissatisfied’ 

• As a result of collecting performance information throughout 2015/16 the above target is proposed and has been developed using the SMART target 
setting methodology 

•  
TGHC % of complaints responded to within 10 working days  

• This indicator will be retained  

• Maintaining 2015/16 target for 2016/17 at 87% 
 
TGHC % of customers satisfied with communication throughout the investigation of their complaint 

• This indicator will be retained  

• Maintaining 2015/16 target for 2016/17 at 75% 
 

Involvement - The current Service Standard indicator is proposed to be deleted. 
 
Annual tenant and leaseholder training attendance 

• It is proposed to delete and retain this indicator as an MPI 

• Performance for this indicator will be reported to Customer and Communities Committee via the Customer Involvement Activity report  
 
Managing tenancies and tackling ASB - Of the three Service Standard indicators one is being retained and two are proposed for deletion. 
 
We will give you a decision on your request to assign or succeed your home within 10 working days  
We will give you a decision on your request to exchange your home within 42 working days  

• It is proposed to delete and retain these indicators as MPI’s 

• These indicators are reviewed periodically by Operational Managers, and where appropriate escalated to Neighbourhood Services Managers and/or Head 
of Neighbourhood Services 

• Performance is measured and reported to Customer and Communities Committee via the Annual Tenancy Activity report which identifies housing service 
improvements across the Gateshead borough 

• Indicators are being reviewed as part of the Managing Tenancy Review of processes and procedures which incorporates mobile working and using 
Northgate effectively. The review is due for completion in March 2016 

• Once processes and procedures have been agreed, an assessment will be made to ensure indicators are fit for purpose and amendments to performance 
reporting can be made appropriately 

• If appropriate, baseline MPI’s will be introduced and monitored by Operational Managers in 2016/17 and re-introduced to formal reporting process  
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% of ASB cases responded to & investigations begun in timescale (24 hrs - high priority, 5 working days - other cases) 

• This indicator will be retained

• A reduced target of 97% for 2016/17 is proposed (99% 2015/16)

• During 2016/17 all incidents of ASB will be recorded on the Northgate housing system

• There will be a transitional period whilst migration takes place and housing officers become acclimatised to the new recording processes and procedures

• It is anticipated that future challenges faced by the Company and movement of officer posts during this time will affect the ability to meet the challenging
99% target set in 2015/16

• After considering the above it is proposed to reduce the target for 2016/17

Communal areas and multi storey blocks – Of the current five Service Standard indicators three are to be retained and two are proposed for deletion. 

% of accompanied viewings in multi storey blocks attended by the caretaker 

• It is proposed to delete and retain this indicator as MPI

• Both of the above indicators need the engagement of the customer to be successful which is often difficult to achieve, although multiple attempts are made

• Performance will continue to be monitored closely by the Housing Manager for Multi Storey’s and where appropriate escalated to the Neighbourhood
Service Manager and the Head of Neighbourhood Services

• Performance for these indicators are measured and reported to Customer and Communities Committee via the Annual Multi Storey Activity report and
Multi Storey SIG

• Results from these indicators will continue to be used to identify service improvements

Satisfaction with the caretaking service 

• This indicator will be retained

• Maintaining 2015/16 target for 2016/17 at 96%

Satisfaction with the concierge service 

• This indicator will be retained

• Maintaining 2015/16 target for 2016/17 at 87%

The % of inspections carried out in multi storey blocks cleaned by caretakers that meet the published service standard 

• This indicator will be retained

• This indicator was new for 2015/16 and baseline performance was collected during the year to develop the 2016/17 target

• A target of 93% is proposed for 2016/17

• The target was developed using an average of previous performance in 2015/16
o Quarter 1 - 91.86%
o Quarter 2 - 92%
o Quarter 3 - 95%
o Average - 92.95%
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% of new tenants in multi storey blocks receiving a personal visit by the caretaker within 21 days of their tenancy starting 

• It is proposed to delete and retain this indicator as MPI

• Both of the above indicators need the engagement of the customer to be successful which is often difficult to achieve, although multiple attempts are made

• Performance will continue to be monitored closely by the Housing Manager for Multi Storey’s and where appropriate escalated to the Neighbourhood
Service Manager and the Head of Neighbourhood Services

• Performance for these indicators are measured and reported to Customer and Communities Committee via the Annual Multi Storey Activity report and
Multi Storey SIG

• Results from these indicators will continue to be used to identify service improvements

Sheltered housing - This Service Standard indicator is proposed for deletion. 

% of sheltered housing tenants that are satisfied with living in their scheme 

• It is proposed to delete and retain this indicator as an MPI

• This indicator is reviewed periodically by the Older Persons Housing Manager, and where appropriate escalated to the Housing Service Manager and/or
the Head of Neighbourhood Services

• Performance for this indicator is measured and reported to Customer and Communities Committee via the Older Persons Annual Activity report and the
Older Persons SIG

• It was identified that the format to collect satisfaction information from Older Persons needed to change from a paper survey to something meaningful and
this change is supported by the Older Persons SIG

• The services of EAC Consulting were procured to engage with customers and gain customer insight into an alternative satisfaction collection method

• The customer satisfaction collection method to be adopted in the future uses a series of categories and questions shown on ‘flash cards’. The respondents
provide a rating to each question of 1, 2, 3 or 4 stars also via ‘flash cards’. The collection method has been specifically designed for older persons to
ensure participation is made accessible

On your estate - Of the current five Service Standard indicators one is being retained and four are proposed for deletion. 

How we delivered the programme of estate tours 

• It is proposed to delete this indicator

• These indicators are reviewed periodically by Operational Managers, and where appropriate escalated to the Neighbourhood Services Managers and/or
the Head of Neighbourhood Services

• A Grounds Maintenance Report will be presented to Customers and Communities Committee in May 2016. The report will detail the future of grounds
maintenance delivery in Gateshead and an update of the new Estate Tour and Grading being developed

• These indicators are being reviewed as part of the Managing Tenancy Review of processes and procedures which incorporates mobile working and using
Northgate effectively. The review is due for completion March 2016

• Once processes and procedures have been agreed, an assessment will be made to ensure indicators are fit for purpose and amendments to performance
reporting can be made appropriately

• If appropriate baseline MPI’s will be introduced and monitored by Operational Managers in 2016/17 and re-introduced into the formal reporting process in
2017/18
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% of possible abandoned, sublet or illegally occupied properties that have been visited within 24 hours 

• It is proposed to delete and retain this indicator as an MPI

• This indicator is reviewed periodically by Operational Managers, and where appropriate escalated to Neighbourhood Services Managers and/or the Head
of Neighbourhood Services

• Performance for this indicator is measured and reported to Customer and Communities Committee via the Annual Tenancy Activity report which identifies
housing service improvements across Gateshead

• This indicator is being reviewed as part of the Managing Tenancy Review of processes and procedures which incorporates mobile working and using
Northgate effectively. The review is due for completion March 2016

• Once processes and procedures have been agreed an assessment will be made to ensure indicators are fit for purpose and amendments to performance
reporting can be made appropriately

• If appropriate baseline MPI’s will be introduced and monitored by Operational Managers in 2016/17 and re-introduced into the formal reporting process in
2017/18

% of tenants satisfied with the appearance of their estate and how it is maintained 

• It is proposed to delete this indicator

• These indicators are reviewed periodically by Operational Managers, and where appropriate escalated to the Neighbourhood Services Managers and/or
the Head of Neighbourhood Services

• A Grounds Maintenance Report will be presented to Customers and Communities Committee in May 2016. The report will detail the future of grounds
maintenance delivery in Gateshead and an update of the new Estate Tour and Grading being developed

• These indicators are being reviewed as part of the Managing Tenancy Review of processes and procedures which incorporates mobile working and using
Northgate effectively. The review is due for completion March 2016

• Once processes and procedures have been agreed, an assessment will be made to ensure indicators are fit for purpose and amendments to performance
reporting can be made appropriately

• If appropriate baseline MPI’s will be introduced and monitored by Operational Managers in 2016/17 and re-introduced into the formal reporting process in
2017/18

% of tenants satisfied with the quality & frequency of garden tidy visits 

• This indicator will be retained

• Maintaining 2015/16 target for 2016/17 at 91%
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% of tenants with untidy gardens that have been visited within three working days 

• It is proposed to delete and retain this indicator as an MPI 

• This indicator is reviewed periodically by Operational Managers, and where appropriate escalated to the Neighbourhood Services Managers and/or the 
Head of Neighbourhood Services 

• Performance for this indicator and future indicators will be measured and reported to Customer and Communities Committee via the Estate Management 
Activity report which identifies housing service improvements across the Gateshead borough 

• This indicator is being reviewed to establish a new and more meaningful process to manage and address untidy gardens therefore the manner in which 
this indicator is collected and reported may also change  

• Once processes and procedures have been agreed an assessment will be made to ensure replacement indicators are fit for purpose and amendments to 
performance reporting can be made appropriately 

• If appropriate baseline MPI’s will be introduced and monitored by Operational Managers in 2016/17 and re-introduced into the formal reporting process in 
2017/18 

 
Resources Committee – Key Performance Indicators 
Rent and Income - The current three KPI’s all are being retained. 

 

• As a result of the increasing workload associated with UC it is proposed that targets for all Rent indicators are maintained 

• Although performance monitoring in 2015/16 was positive it is expected that UC in the future will increase considerably as the number of recipient’s 
increase 

• UC claims are resource intensive to process and monitor and as previously mentioned Advice and Support Officers have been managing the existing UC 
claims. However, with an increase in claims received the wider RAIT Team has needed to become involved, further impacting on effective service delivery 
as a whole 

• During 2016/17 there has been a £43k increase in arrears across 147 UC accounts. This is due to a 6/7 week delay between claimants applying for UC 
and payments being received 

• Landlords can apply for Alternative Payment Arrangements (APA’s). This is where payments are made direct to the Landlord after a period of non-
payment by the claimant. There are also processing delays in APAs and this would have an impact rent collection. An increase in UC caseload will 
undoubtedly lead to an increase in rent arrears. 

 
% of rent collected 

• This indicator will be retained  

• Maintaining 2015/16 targets for 2016/17 at 98% for quarter 1-3 

• Maintaining 2015/16 target for 2016/17 at 98.75% for quarter 4 
 
Rent arrears of current tenants as a percentage of the authority’s rent roll 

• This indicator will be retained  

• Maintaining 2015/16 target for 2016/17 at 3% 
 
Former tenant arrears as a percentage of rent owed 

• This indicator will be retained  

• Maintaining 2015/16 target for 2016/17 at 2% 
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Lettings & Voids - The current KPI indicator will be retained. 

Rent lost through Council houses being empty 
• This indicator will be retained

• A reduced target of 2.5% for 2016/17 is proposed (2.75% 2015/16) in order to align with the Council’s HRA Business Plan

• The Council currently have 2.5% Void Loss included in the Housing Revenue Account (HRA) Business Plan and this is projected for the life of the plan

Leaseholder - The current two KPI’s are being retained. 

Major Works charges collected as a percentage of major works charges due 

• This indicator will be retained

• Targets set for quarter 1 to 3 for 2015/16 are being maintained in 2016/17

• There is a slight increase to the target for quarter 4 from 89.5% in 2015/16 to 91% in 2016/17
o Q1 26%,
o Q2 50%,
o Q3 74%,
o Q4 91%.

• Taking into consideration the planned Capital Programme there will be a reduction in Major Works charges to collect. The annual target set will be
challenging and is competitive with other housing service providers.

Service charges collected as a percentage of service charges due 

• This indicator will be retained from 2015/16 to 2016/17

• Maintaining 2015/16 targets for 2016/17
o Q1 32%,
o Q2 59%,
o Q3 86%,
o Q4 99.38%.

Human Resources - The current two KPI’s are being retained. 

% of employees satisfied with TGHC as an employer 

• This indicator will be retained

• Maintaining 2015/16 target for 2016/17 at 74%

The number of working days lost due to sickness 

• This indicator will be retained

• Maintaining 2015/16 target for 2016/17 at 8 days
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Resources Committee – Service Standards 
Customer Service - The current two Service Standard indicators are being proposed for deletion. 

TGHC % of customers that were satisfied that they were able to talk to the right person 
Satisfaction with the customer service you received from TGHC 

• It is proposed that these indicators are to be deleted and reviewed in 2016/17

• In 2015/16 the above indicators were collected via a themed Customer Service survey which is sent to 5,000 randomly selected customers in quarter 4
with performance being reported in the same period

• The 2016/17 review will include the timing of this survey to ensure it is conducted earlier in the year to enable learning and identification of future service
improvements to be put in place

• The outcome of the survey review and any recommendations will be reported to Customers and Communities Committee

• It is anticipated that any new or amended indicators will be re-introduced into the performance reporting process in 2017/18

Leaseholder - The current two Service Standard indicators are being proposed for deletion. 

% disputes raised and responded to within 10 days 

• It is proposed to delete and retain this indicator as an MPI

• Performance for 2014/15 and 2015/16 has been reported at 100%

• This indicator is operational and reviewed quarterly by the Leasehold Manager, and where appropriate escalated to the Head of Corporate Services

• Performance for this indicator is reported to the Leasehold Service Improvement Group (SIG) for quarterly scrutiny

Satisfaction with the account information 
• It is proposed to delete and retain this indicator as an MPI

• This indicator is operational and is collected via a survey sent to all leaseholders

• Historically survey responses have been low despite a number of collection methods adopted i.e. reminder letters, telephone calls, website availability etc.

• Each instance of dissatisfaction is investigated by the Leasehold Manager. In 2015 it was identified that most dissatisfaction was not linked to leasehold
account information

• Part of the 2016/17 Leasehold Service Plan is to review satisfaction with account information collection to ensure results are both qualitative and
quantitative

• Development of the account collection review will be reported to the Leasehold SIG
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ITEM 6 
 

 

Report to the Board

24 March 2016

  
 
Title: 
 

 
Review of Directors’ Expenses Scheme 

Report of: Managing Director 
  

 
 Purpose of Report 
 
1. To review the current Directors’ Expenses Scheme. 

 
Background 
 

2. The Scheme is set out in pages 16.0 to 16.1 of the company’s Governance 
Handbook. 

 
3. Article 24 of the company’s Articles of Association provides for directors’ 

expenses to be paid but, “no sum shall be paid to a director in excess of that 
which would be permitted to be paid to a Board member of a social landlord 
registered under the Housing Act 1996.” 

 
4. Any changes to the company’s Articles of Association require the consent of 

Gateshead Council. 
 
5. The Scheme was reviewed last year and no changes were made. 
 

Proposal 
 

6. Research into other ALMOs’ schemes indicates that there are no areas that 
could add any further value to the existing scheme. 
 

7. Directors are currently provided with a temporary car parking permit for parking 
at Gateshead Civic Centre and specific reference to this needs to be reflected in 
the Scheme. 
 

8. The scheme currently provides for the loaning of laptops and printers. This is 
currently being phased out by Gateshead Council with both Council and TGHC 
employees now being provided with iPads.  There are currently three directors 
who have an iPad loaned to them by the Council.  This also needs to be reflected 
in the Scheme. 
 

9. It is currently reported in the scheme that the payment of Board Members will be 
reviewed annual by the Council’s Independent Remuneration Panel.  To date, 
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this has never been reviewed and it is unrealistic for it be reviewed annually.  It is 
proposed that this be amended to reviews being carried out periodically. 
 

10. A review of the payment of Board Members will be carried out by the 
Independent Remuneration Panel during 2016/17 with a view to being 
implemented from 2017/18. 

 
11. An updated Directors’ Expenses Scheme with changes highlighted in red is 

attached at the Appendix to this report. 
 
Links to Values 
 

12. This report relates to the company value of being open and honest. 
 
Equality and Diversity Implications 
 

13. There are no equality and diversity implications directly arising from this report. 
 

Financial Implications 
 

14. Provision has been made in the company’s budget for 2016/17. 
 
Impact on Customers 
 

15. There was no impact on customers as a result of compiling this report.   
 
Risk Management Implications 

 
16. An inability to retain directors on the Board has been identified as an operational 

risk and appropriate controls, including an annual review of the directors’ 
expenses scheme, are in place to mitigate this risk. 
 
Value for Money Implications 
 

17. There are no value for money implications directly arising from this report. 
 
Consultation Carried Out 
 

18. Consultation has been undertaken with other ALMOs to compare policies and 
introduce any good practice. 
 
Recommendations 
 

19. It is recommended that  
 

(i) the Directors’ Expenses Scheme with effect from 1 April 2016 be approved; 
(ii) the Scheme continues to be increased in line with the Council’s expenses 

scheme; 
(iii) the review of the payment of Board Members by the Council’s Independent 

Remuneration Panel during 2016/17 be noted. 
(iv) the report be referred to the Council for information. 

 
Contact:  Stuart Gibson, Governance an Risk Officer  Tel No:  (0191) 433 5308 
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Appendix 
 

 
 

DIRECTORS’ EXPENSES SCHEME 
  
1. The Gateshead Housing Company (TGHC) recognises the positive contribution 

that Board members make to providing strategic direction and leadership to 
bring about improvements to the housing service by payment and 
reimbursement of expenses. 

 
2. Through the Directors’ Expenses Scheme we aim to ensure that: - 
 

 Directors have a clear and transparent set of procedures relating to the 
eligible expenses that will be paid. 

 There is a consistency of approach. 
 There are simple and unobtrusive methods of claiming expenses. 
 The Expenses Scheme does not inadvertently disadvantage anyone. 

 
 Payment of Board Members 
 
3. The Board has agreed to make the following payments to Board Members with 

effect from 1 October 2008: - 
 

Chair of the Board £3,000 
Committee Chair and Deputy Chair of Board £2,000 
Board Member £1,000 

 
4. Payment will be reviewed annually periodically by the Council’s Independent 

Remuneration Panel and any changes will be reflected in the Scheme. 
 

Expenses 
 

5. Article 24 of the Articles of Association of the Gateshead Housing Company 
(“the company”) provides that the directors may be paid all travelling, hotel and 
other expenses reasonably and properly incurred by them in connection with 
their attendance at meetings of the Board or committees of the Board or 
general meetings or otherwise in connection with the discharge of their duties. 

 
6. If a Board Member receives a personal formal invitation to an external event, 

they should provide evidence of such, where a claim is to be made for 
expenses. 

 
7. No maximum amounts payable by way of expenses have been set by the 

Housing Corporation, but it issued guidance in its Circular R5-37/96, as follows: 
- 

 
“The payment of expenses must be limited to meeting actual out-of-pocket 
expenses, all of which must have been necessarily incurred in connection with 
carrying out the duties.  Payments to babysitters, or to other carers for 
dependent relatives, are lawful, so long as they relate to actual expenses 
incurred. 
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If allowances rather than actual expenses are paid to meet out-of-pocket 
expenditure (e.g. for subsistence and travelling), the scale of the allowances 
must be modest and in line with other public sector equivalents”. 

 
8. Expenses will be paid on the basis of reimbursement and on production of 

evidence of cost, save for the following alternatives: - 
 

i A dependent carer’s allowance not exceeding £5.50 per hour may be paid 
to directors who qualify, on the basis set out in 4 above.   

 
ii Travel allowances may be paid at the following rates: - 

 
 Cars – 52.2p per mile 

Motor Cycles – 24p per mile 
Bicycles – 20p per mile 

 
iii Subsistence allowances may be paid as follows: - 

 
Breakfast £6.52 
Lunch £8.98 
Tea £3.52 
Dinner £11.11 
Overnight £5 per night out of pocket expenses 

 
Subsistence claims should not be made for alcohol or personal items. 

 
9. The cost of public transport will be reimbursed and taxis fares where public 

transport is not possible, subject to the production of the ticket or a receipt. The 
company has a contract with Dean Taxis and when a taxi is booked using the 
relevant cost code, it will not be necessary to produce a receipt. 
 

10. Free parking is made available to Board members attending company events.  
Where no free parking can be made available, actual costs of parking will be 
reimbursed, subject to production of the ticket or a receipt.   
 

11. There is a charge for parking at Gateshead Civic Centre.  Directors will be 
provided with a temporary car parking permit for the Civic Centre when 
appropriate officer receives advanced notice that one is required. 

 
12. Where a Board member is travelling on TGHC business by rail, the train seats 

will be booked and paid for in advance by the company.  If a Board member 
chooses to book his/her own rail travel, the cost will be reimbursed, subject to 
the production of the rail card.  The company will only reimburse the cost of 
standard class. 

 
13. Where a Board Member attends an external event that requires overnight 

accommodation, this is booked and paid for in advance by the company.  If it is 
not booked in this way an explanation should be given. 

 
14. The costs of support for a director at a meeting or for someone in his/her home 

whilst attending a meeting will be paid. 
 
15. An laptop/PC and printer iPad will be loaned on an ‘as needed’ basis in 

accordance with Gateshead Council’s scheme for employees.  All items will be 
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purchased by the company The iPad will be returned when a member retires or 
allowed to be purchased at market value.  A director must sign up to the Board 
Members’ Computer Security Policy before being provided with a laptop/PC 
and printer. A director must sign up to the Acceptable Use Policy before being 
provided with an iPad. 
 

16. Where actual cost is paid, amounts will be subject to the over-riding guidance 
given at 7 above and in accordance with the principle that expenses must have 
been reasonably and properly incurred in the efficient performance of the 
company’s business. 

 
17. The Head of Corporate Services has discretion to rule on other types of 

expenses.  The Managing Director and Chair of the Board will be notified where 
appropriate. 

 
Use of privately owned vehicles for TGHC business 

 
18. Where a Board member uses their own vehicle to carry out their duties, it is the 

responsibility of the individual to ensure that their car insurance is not 
invalidated by the acceptance of expenses.  They should also ensure that they 
have the appropriate third party cover in place to use the car for occasional 
business use (as a minimum). 

 
19. The company is not responsible for any damage to the Board member’s car nor 

any injury to the driver or fellow passenger whilst the car is being used for 
business purposes. 

 
20. The company does not accept responsibility for any fine incurred by the Board 

member (whether parking or any other driving offence) whilst the member is 
driving on company business. 

 
21. Board members are expected to share cars wherever this is practical and 

submit only one claim for mileage. 
 

Making Claims 
 
22. Expense claim forms should be submitted within three months of the first 

meeting on the claim form for which expenses are claimed.  Claim forms should 
be completed with as much detail as possible and signed and dated.  Claim 
forms are available on request from Stuart Gibson, Governance and Risk 
Officer on 0191 433 5308.  They can also be downloaded off the Board 
Members Website. 

 
Review 

 
23. The scheme will be reviewed annually.  The next review will take place at a 

time which will allow any findings to be implemented from 1 April 2017. 
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ITEM 7 
 

 

Report to the Board

24 March 2016

  
 
Title: 
 

 
Performance and Service Standards – Quarter 3 2015/16   

Report of: Head of Corporate Services 
  

 
Purpose of Report 

 
1. To inform the Board of the quarter 3 Performance Indicator and Service Standard 

results for 2015/16. 
 

Background 
 
2. As part of the Board Away Day on 24 October 2014, it was agreed that 2015/16 

Performance Indicators and Service Standards would be linked to the five-year 
TGHC Business Plan and would be scrutinised by the relevant committee, with a 
summarised report being brought to Board. 

 
3. At the meeting on 19 March 2015, the Board were presented with and approved 

a structure of which Performance Indicators and Service Standards should be 
reported to each individual Committee.   

 
4. At the Board meeting on 17 September 2015, the Board approved the proposed 

rationalisation of Performance Indicators and Service Standards and the revised 
reporting structure to Committees and Board. 

 
5. The attached Appendix contains the quarter 3 Performance Indicator and Service 

Standard summary results.  These indicators and their targets were agreed for 
2015/16 by the Board at its meeting on 19 March 2015. 

 
6. Since November 2015 performance results have been collated via the APEX 

performance management system. As a result the format of the Appendix has 
changed. 
 

7. The results are colour coded, comparing performance against the targets for 
2015/16. 

 
8. The relevant Committees will escalate any concerns regarding performance 

against the agreed Performance Indicators or Service Standards to the TGHC 
Board, on a quarterly basis, for further discussion. 
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Summary Report 
 

9. The grid at the beginning of the Appendix is a quick summary guide to how we 
are performing.   It shows those Performance Indicators and Service Standards 
that are achieving target, not achieving target, not achieving target but improving 
on 2014/15 performance results and those indicators that are not yet measurable 
or baseline for 2015/16. 
 

10. We currently have 58 Performance Indicators and Service Standards which are 
monitored on a quarterly basis.  Each indicator has been discussed at the 
appropriate Committee as follows, with the overall summary being presented to 
Board: 

 
 Resources Committee – 12 indicators 
 Customers and Communities – 33 indicators 
 Assets, Development and Investment Committee – 13 indicators 
 Audit Committee - none 
 
Performance Indicator Summary 
 

11. There are currently 27 Key Performance Indicators that are reported to Board on 
a quarterly basis. 

 
12.  At quarter 3, our performance shows:  
 

 15 indicators are traffic lighted green. This shows that we have achieved the 
annual targets for these indicators.  This is a decrease from 18 at quarter 3 
2014/15. 

 One indicator was traffic lighted amber.  Amber indicators show that we have 
not met the target set but performance has increased on the previous year.  
This is a decrease from two at quarter 3 2014/15. 

 Six indicators are traffic lighted red.  This shows that we have not met the 
target set and performance has decreased compared to the previous year.  
This is an increase from three at quarter 3 2014/15. 

 Five indicators are not yet measurable or are set with a baseline target which 
is comparable with quarter 3 2014/15. Of these indicators, three will be 
reported and traffic lighted at year end, one is reported quarterly and will also 
be traffic lighted at year end and one indicator will be reported at year end 
and is baseline for 2015/16. 
 

13. The performance results therefore indicate that at quarter 3, performance relating 
to 16 out of the 22 measureable Performance Indicators can be traffic lighted as 
on target or improving, which relates to 73% of our indicators.  This is 
comparable with performance achieved in quarter 3 2014/15, when 75% of 
indicators were on target or improving.  
 
Service Standard Summary 
 

14. There are currently 31 Service Standards that are reported to Board on a 
quarterly basis. 
 

15. At quarter 3, our performance shows:  
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 13 indicators are traffic lighted green. This shows that we have achieved the 
annual targets for these indicators.  This is an increase from 12 at quarter 3 
2014/15. 

 One indicator was traffic lighted amber.  Amber indicators show that we have 
not met the target set but performance has increased on the previous year.  
This is a decrease from two at quarter 3 2014/15. 

 Five indicators are traffic lighted red.  This shows that we have not met the 
target set and performance has decreased compared to the previous year.  
This is a decrease from nine at quarter 3 2014/15. 

 12 indicators are not yet measurable or are set with a baseline target. This is 
an increase from eight at quarter 3 2014/15. Of these indicators, seven will 
be reported and traffic lighted at year end, one is reported six monthly and 
will also be traffic lighted at year end, three indicators are reported quarterly 
and are baseline for 2015/16 and one indicator will be reported at year end 
and is baseline for 2015/16. 

 
16. The performance results therefore indicate that at quarter 3, performance relating 

to 14 out of the 19 measureable Service Standards can be traffic lighted as on 
target or improving, which relates to 74% of our indicators.  This is an increase 
on performance in quarter 3 2014/15 when 61% of indicators were on target or 
improving. 
 
Committee Satisfaction 
 

17. Performance Indicators and Service Standards were discussed at the relevant 
Resources Committee (23rd February), Customers and Communities Committee 
(11th February) and Asset, Development and Investment Committee (18th 
February).  No items were raised as concerns requiring escalation to the Board.  
All queries raised were resolved as part of Committee discussions, with any 
additional information provided to the relevant Committee where requested.   
 
Link to values 
 

18. This performance report is aligned to the following Company values: 
 

 Fair 
 Customer focused 
 Open and honest 
 Accountable 
 Innovative 
 Passionate about what we do 

 
Impact on tenants 

 
19. Performance of the Company has an impact on the quality of services we provide 

to our customers. 
 
Risk Management Implications 

 
20. Performance improvement and providing excellent customer service is a priority 

for the Company.  Our operational risk ‘Inaccurate Performance Reporting’ is 
mitigated through management sign off of the Performance Indicator and Service 
Standard results and we are also required to report performance to the Council 
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as part of the management agreement.  Key indicators are also included within 
the TGHC five-year strategic plan 2015-2020.       

 
Financial Implications 

 
21. There are no financial implications arising directly from this report. 

 
Health Implications 

 
22. The provision of excellent customer service and ensuring high satisfaction with 

the service we provide may have an indirect positive impact on the health and 
wellbeing of Gateshead Residents.  Monitoring indicators in relation to ensuring 
that homes are let quickly will have a positive impact on the health and wellbeing 
of those tenants on the waiting list.  Other indicators may also have an indirect 
positive impact on the health and wellbeing of Gateshead residents. 
 
Environmental Implications 
 

23. There are no environmental implications arising directly from this report. 
 
Equality and Diversity Implications 

 
24. Our service standards are developed in consultation with tenants and 

leaseholders to ensure that all of our services are accessible to all of our 
customers.  We continue to collect diversity information about our customers, 
helping us shape our services around their needs, which are reported as part of 
the Involvement Update report.  

 
Value for Money implications 

 
25. Performance against target provides an indication of value for money and the 

Performance Indicators and Service Standards assist TGHC in its focus on 
ensuring value for money for all tenants and leaseholders. 

 
Consultation carried out 

 
26. There was no consultation carried out relating to this report. 

 
Recommendation 

 
27. The views of the Board are sought as to whether they are satisfied with the 

quarter 3 2015/16 Performance Indicator and Service Standard summary results.   
 
 
 
 
 
 
 

 
Contact: Liz Simpson, Business Support Officer  Tel No: (0191) 433 5351  
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Service
Performance 

Indicator Type

2014/15 

Performance

Quarter 3 

Target

Quarter 3 

Performance
Trend Traffic Light

HomeRepairs
Key Performance 

Indicator
99.68% 98.0% 99.45% ↑

HomeRepairs
Key Performance 

Indicator
96.90% 95.0% 96.31% ↓

HomeRepairs
Key Performance 

Indicator
98.32% 98.0% 98.04% ↓

HomeRepairs
Key Performance 

Indicator
97.72% 97.0% 98.63% ↓

Cyclical Maintenance
Key Performance 

Indicator
99.75% 100.0% 99.96% ↑

Asset and Procurement
Key Performance 

Indicator
N/A

Asset and Procurement
Key Performance 

Indicator
10.0% N/A

Asset and Procurement
Key Performance 

Indicator
0% 0% N/A

HomeRepairs Service Standard 100.0% 99.0% 100.0% →

Cyclical Maintenance Service Standard 98.54% 98.50% 99.66% ↓

Investment Service Standard 99.42% 98.50% 98.0% ↑

Investment Service Standard 100.0% 95.0% 100.0% →

% of Council rented properties that are not decent

Assets, Development and Investment Committee

Assets, Development and Investment Committee 

The Gateshead Housing Company - Performance Report Quarter 3 (2015/16)
Quarter 3 2015/16

Not on Target 11

On Target 28

Not on Target but Improved 2

Baseline Info/No Targets/No Activity 17

Performance Indicator

 of council housing stock with a current condition survey

Overall satisfaction with the annual gas service

Appointments kept as a percentage of appointments made

Appointments made as a percentage of appointable repair 

orders

% of emergency, urgent and routine repairs completed within 

timescale

Percentage of tenants satisfied with the repair service

% of relevant properties that have had a gas service in the 

last 12 months

Average SAP rating of dwellings

Tenants satisfied with improvements made to their home

Satisfaction with the service from the small tasks team

We will advise you within two weeks if you require any 

building regulation or planning permissions

Appendix
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Service
Performance 

Indicator Type

2014/15 

Performance

Quarter 3 

Target

Quarter 3 

Performance
Trend Traffic LightPerformance Indicator

Investment Service Standard 95.72% 97.0% 97.35% ↑

Anti Social Behaviour and 

Managing Tenancies

Key Performance 

Indicator
93.75% 95.0% 91.10% ↓

Anti Social Behaviour and 

Managing Tenancies

Key Performance 

Indicator
275 197 223 ↑

Anti Social Behaviour and 

Managing Tenancies

Key Performance 

Indicator
49 35 40 ↑

Anti Social Behaviour and 

Managing Tenancies

Key Performance 

Indicator
94.31% 94.50% 94.30% ↓

Biennial Survey
Key Performance 

Indicator
73.90% 74.0% 67.0% ↓

Biennial Survey
Key Performance 

Indicator
85.60% 85.0% 84.0% ↓

Biennial Survey
Key Performance 

Indicator
73.60% 73.0% 69.0% ↓

Biennial Survey
Key Performance 

Indicator
87.50% 85.0% 88.0% ↑

Biennial Survey
Key Performance 

Indicator
87.30% 85.0% 86.0% ↓

Biennial Survey
Key Performance 

Indicator
88.70% 85.0% 87.0% ↓

Biennial Survey
Key Performance 

Indicator
73.0% 74.0% 62.0% ↓

Rent and Income Service Standard 95.90% N/A

Rent and Income Service Standard .0% 99.0% N/A

Lettings Service Standard 99.70% 98% 98.8% →

Customers and Communities Committee 

% of customers satisfied that their views are taken into 

account

Customers and Communities Committee 

% of ASB cases that are resolved without the need for legal 

action

% of customers satisfied that the rent and service charges 

paid are good value for the services received

% of customers satisfied with opportunities to get involved 

and influence decisions made by the company

% of leaseholders satisfied with the service they receive

% of customers satisfied with the neighbourhood they live in

Satisfaction with the way ASB complaints are responded to 

% of customers satisfied with their home

The number of Hate Crime incidents reported

The number of Domestic Abuse cases reported

We will monitor the length of time taken to acknowledge 

improvement requests (one working week)

Satisfaction with the advice we give on rent or on debt

We will contact tenants in 1 week to offer money & debt 

advice when notified of tenants in receipt of Universal Credit 

(UC)

Overall customer satisfaction with bidding for properties 

% of customers satisfied with the overall housing services we 

offer
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Service
Performance 

Indicator Type

2014/15 

Performance

Quarter 3 

Target

Quarter 3 

Performance
Trend Traffic LightPerformance Indicator

Lettings Service Standard 48.65% 95.50% 94.66% ↑

Customer Service Service Standard 62.13% 63.46% ↓

Customer Service Service Standard 81.30% 87.0% 89.60% ↑

Customer Service Service Standard 64.90% 75.0% ↓

Involvement Service Standard 156 N/A

Anti Social Behaviour and 

Managing Tenancies
Service Standard 99.0% 100.0% 100.0% →

Anti Social Behaviour and 

Managing Tenancies
Service Standard 100.0% 100.0% 100.0% →

Anti Social Behaviour and 

Managing Tenancies
Service Standard 99.0% 99.0% 98.0% ↓

Communal Areas and Multi 

Storey Blocks 
Service Standard 97.24% 98.70% 98.80% ↑

Communal Areas and Multi 

Storey Blocks 
Service Standard 96.0% N/A

Communal Areas and Multi 

Storey Blocks 
Service Standard 87.30% N/A

Communal Areas and Multi 

Storey Blocks 
Service Standard 97.40% 95.0% ↑

Communal Areas and Multi 

Storey Blocks 
Service Standard 87.20% 88.0% 88.70% ↓

Sheltered Housing Service Standard 95.0% 97.0% 93.0% N/A

Estate Service Standard 99.59% 100.0% 99.24% ↓

Estate Service Standard 100.0% 100.0% 100.0% →

% of complaints responded to within 10 working days  

We will give you a decision on your request to assign or 

succeed your home within 10 working days

% of ASB cases responded to & investigations begun in 

timescale (24 hrs - high priority, 5 working days - other 

cases)

% of customers satisfied with the concierge service

% of inspections carried out in multi storey blocks cleaned by 

caretakers that meet the published service standard

% of new tenants in multi blocks receiving a visit by the 

caretaker within 21 days of their tenancy starting

% of possible abandoned, sublet or illegal occupied 

properties that have been visited within 24 hours

% of sheltered housing tenants that are satisfied with living in 

their scheme

% of those making a complaint satisfied with the investigation 

of the complaint

Annual tenant and leaseholder training attendance

How we delivered the programme of estate tours 

% of customers satisfied with communication throughout the 

investigation of their complaint

% of customers satisfied with the caretaking service

We will register and update your application within 10 

working days

% of accompanied viewings in multi blocks attended by the 

caretaker

We will give you a decision on your request to exchange your 

home within 42 working days
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Service
Performance 

Indicator Type

2014/15 

Performance

Quarter 3 

Target

Quarter 3 

Performance
Trend Traffic LightPerformance Indicator

Estate Service Standard 57.90% N/A

Estate Service Standard 88.0% N/A

Estate Service Standard 100.0% 100.0% 100.0% →

Rent and Income
Key Performance 

Indicator
99.10% 98.0% 101.41% ↑

Rent and Income
Key Performance 

Indicator
2.41% 3.0% 2.35% ↑

Rent and Income
Key Performance 

Indicator
1.64% 2.0% 1.94% ↓

Void properties
Key Performance 

Indicator
2.51% 2.75% 2.21% ↑

Leasehold Services
Key Performance 

Indicator
94.05% 74.0% 86.47% ↑

Leasehold Services
Key Performance 

Indicator
99.41% 86.0% 87.80% ↑

Human Resources
Key Performance 

Indicator
70.0% N/A

Human Resources
Key Performance 

Indicator
8.90 ↓

Customer Service Service Standard 93.58% N/A

Customer Service Service Standard 96.10% N/A

Leasehold Services Service Standard 100.0% 95.0% 100.0% →
Leasehold Services Service Standard 80.80% 83.0% 76.67% N/ASatisfaction with the account information

Service charges collected as a percentage of service 

charges due

% of customers that were satisfied that they were able to talk 

to the right person

Resources Committee

Rent lost through Council houses being empty

% of rent collected

% of tenants satisfied with the appearance of their estate and 

how it is maintained

% of satisfied with the customer service you received from 

TGHC

% of tenants satisfied with the quality & frequency of garden 

tidy visits

Rent arrears of current tenants as a percentage of the 

authoritys rent roll

% disputes raised and responded to within 10 days

Major Works charges collected as a percentage of major 

works charges due

The number of working days lost due to sickness

% of employees satisfied with TGHC as an employer

% of tenants with untidy gardens that have been visited 

within three working days

Resources Committee 

Former tenant arrears as a percentage of rent owed
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ITEM 8 
 

Report to the Board 

24 March 2016

  
 
Title: 
 

 
Customer Service Excellence 

Report of: Managing Director   
  

 
Purpose of Report 
 

1. To provide the committee with an update on the recent Customer Service 
Excellence annual review. 

 
Background 

 
2. Customer Service Excellence (CSE) is a standard which was introduced by the 

Government in order to ensure that services are efficient, effective, excellent, 
equitable and empowering.  Fundamentally they expect organisations to put 
customers at the heart of service provision. 

 
3. The company was most recently accredited with the CSE Standard in January 

2015, and is subject to further visits for the following 2 years to ensure that we 
continue to maintain this standard.  In our most recent assessment the company 
was found to be fully compliant in all areas and Compliance Plus in 5 elements. 
  

4. The annual review assessment was carried out in January 2016 which resulted in 
the company achieving continued accreditation. The company continues to be 
fully compliant in all areas and has become compliance plus in a further 2 
elements to bring out compliance plus areas up to 7, which makes us one of the 
most customer focused organisations in the country. 
 
Summary 
 
Assessment process 

 
5. The assessment was carried out as a one day onsite visit by the assessor. A 

range of employees and customers were interviewed on the day and supporting 
evidence provided as requested.    

 
Outcome of the assessment 

 
6. The company was assessed as meeting the standard in all areas of the 

assessment. In particular, seven areas were highlighted as positive practice 
(compliance plus), two more than in the original assessment. 
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7. The assessor highlighted in the report that the achievement of the standard and 
the continued compliance drives learning and sends clear messages to both 
current and potential customers that the Gateshead Housing Company has a 
strong desire to achieve results and provides excellent services. 
 

8. A copy of the report is attached at the Appendix to this report. 
 

9. The particular areas of strength (compliance plus) highlighted were: 
 

Customer insight 
 
 The assessor found that we have an excellent insight into our customers and 

potential customers and have used these insights effectively to understand 
their needs. 

 Our customers are profiled using a range of measures and data is analysed 
to consider the needs of specific subsets.  

 We use this information to selectively target and support individuals to ensure 
they are able to sustain their tenancies. 

 
Information and access 
 
 Testimony from customers suggests that our employees are well respected, 

highly knowledgeable and very customer focused. 
 Our work with partners and interactions with the wider community is a 

particular strength as we work with a number of organisations and community 
groups to improve the area of Gateshead. For example partnership 
arrangements with Mears result in the delivery of coordinated services to the 
benefit of customers, and the ‘Hoops for Health’ initiative provides a healthy 
living programme with professional sporting role models. 

 We support our tenant volunteers in forming networking groups who 
contribute to improve the wider community. 

 
Areas for Continuous Improvement 
 

10. The report highlights a number of successful areas that could be built on to 
further enhance services:  
 

 Build on the work of the Service Improvement Groups to provide further 
opportunities for customers to influence future decisions. 

 Use real case studies to demonstrate more widely the highly effective 
partnership working that benefits customers.  

 Publish and promote more widely to stakeholders the service 
improvements arising from complaints and compliments.    

 
Next Steps 
 

11. This assessment visit is part of a three -year cycle to maintain the standard. The 
next steps are: 
 
 2017 – Next annual review. Light-touch assessment to look at any changes 

in the company and check on any areas of partial compliance 
 2018 – Full reassessment. 
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 Link to values 
 
12. This report links to the Company values of being: -  

 
 Customer Focused 
 Accountable 
 Inclusive and Valuing diversity 
 Passionate about what we do 
 
Impact on tenants 

 
13. The aim of maintaining the company’s accreditation of CSE is to ensure that we 

continue to provide excellent customer service to our tenants and leaseholders.  
The criteria within the assessment provide a clear framework for ensuring that we 
continue to provide timely and effective services. 

 
Risk Management Implications 

 
14. Failure to focus on the customer has been identified as a strategic risk for the 

company.  Maintaining Customer Service Excellence accreditation and 
committing to the framework associated with this ensures that we continue to 
work to ensure we provide good quality, timely services. 
  
Financial Implications 

 
15. The Head of Corporate Services confirms a budget to meet the cost of the 

ongoing assessment process for Customer Service Excellence.  Any other costs 
arising during this process would be reported back to this committee. 

 
Equality and Diversity Implications 

 
16. The first criteria of the framework is Customer Insight and expects organisations 

to have an understanding of who their customers are to be able to demonstrate 
that the services being provided meet their needs.  This is part of our overall 
approach to collecting and reporting profile information. 
 
Value for Money Implications 

 
17. There are no direct value for money implications arising from this report. 
  

Health Implications 
 
18. There are no direct health implications arising from this report. 

 
 
Environmental Implications 
 

19. There are no direct environmental implications arising from this report. 
 

Consultation carried out 
 
20. Working groups of employees, tenants and leaseholders supported the company 

through the assessment process.  
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Recommendation  
 
21. The Board is asked to note the outcome of the Customer Service Excellence 

accreditation visit.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Contact: Martin Poulter, Customer Support Manager   Tel No: (0191) 433 5380 
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Commercial in Confidence 

 ® 

Customer Service Excellence is a 
trade mark of the Cabinet Office 

and is used under licence 

Organisation / Service Assessed: Gateshead Housing Company 
Prepared by Registered Assessor: Rob Mottram  

Report Type: Annual Review – Year 1 

56

Appendix



Commercial in Confidence 

 
TCSE – Annual Review Detailed Assessment Report  

V3 14.815 
© Assessment Services Ltd 2015 

 

2 

Contents 
 
1. Key Information .............................................................................................................. 3 
	
2. Introduction and Background ....................................................................................... 3 
	
3. Methodology ................................................................................................................... 4 
	
4. Summary of Strengths ................................................................................................... 5 
	
5. Areas for Continuous Improvement ............................................................................. 6 
	
6. Assessor’s Findings ...................................................................................................... 5 
	
7. Conclusion and Assessment Outcome ............................ Error! Bookmark not defined. 
	
8. Compliance against the Customer Service Excellence StandardError! Bookmark not 
defined.	
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

57



Commercial in Confidence 

 
TCSE – Annual Review Detailed Assessment Report  

V3 14.815 
© Assessment Services Ltd 2015 

 

3 

1. Key Information 
 
Assessor Name ROB MOTTRAM 
Assessment Type ANNUAL REVIEW YEAR 1 
Project Number PN101512 
Client ID C16207 
Visit Date 22ND JANUARY 2016 

2. Introduction and Background  
 
Acknowledgement needs to be given to the staff involved in the process for their high level of 
professionalism and commitment to providing the evidence required and overview for this 
assessment and previous assessments.  
 
The application for continuous accreditation to the Customer Service Excellence standard is 
supported at the highest level of the organization where senior mangers remain committed to 
providing the highest possible customer service, with staff teams acting as excellent ambassadors 
for Customer Service. During the assessment it was clear that there continues to be a considerable 
commitment to the standard and a strong desire to continually improve practice, leading to 
improved journeys for customers of the service. Senior managers see the Customer Service 
Excellence standard as being embedded in practice and the overall approach taken by the service, 
ensuring high quality service is provided to customers, a commitment to consistency and as a of 
driver of continuous improvement. The achievement of the standard and the continued compliance 
drives learning and sends clear messages to both current and potential customers that the 
Gateshead Housing Company has a strong desire to achieve results and give a better service. 
Customer satisfactions levels are very high with the Gateshead Housing Company and that the 
organisation strives to involve customers in the development and design of services. This was 
evidenced during the assessment and in the verbal feedback provided to the assessor by 
customers whilst on site.  
 
Following completion of the assessment, brief feedback was provided to the service, in its 
continued compliance against all elements of the Customer Service Excellence criteria and that the 
Assessor would make a positive recommendation to Assessment Services Ltd. A number of 
customers & partners were spoken to during the assessment and they were positive about the high 
quality service they receive, the knowledge of the staff which they deal with; the speed of 
responses received following queries being raised and the staff employed within the department 
being highly customer focused.  
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3. Methodology  
 
Discussions were held between the CSE assessor and the assessment co-ordinator for Gateshead 
Housing Company prior to the on-site assessment and details of the people to be seen on the 
assessment visit were also agreed.  
 
The on-site assessment visit took place on the 22nd January 2016. The assessment started with 
the Assessor meeting the Managing Director, Customer Support Manager and the Head of 
Customer Services. The assessment included a review of key documents, discussions with 
customers, front line delivery staff and managers.  
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4. Summary of Strengths  
 
A number of strengths were identified during the Assessment. These are detailed below.  

 
• Gateshead Housing have an excellent insight into their customers and potential customers and 

have used these insights effectively to understand their needs. Customers are profiled using a 
range of measures and data is analysed to consider the needs of specific subsets. For 
example using this profiling method they have recognised that young people and people with 
black and minority ethnic (BME) heritage are more likely to fall into rent arrears. This 
information is then used to selectively target and support these individuals to ensure they are 
able to sustain their tenancies. In addition Gateshead Housing have made concerted efforts to 
reach disadvantaged groups and run a series of Service Improvement Groups (SIGs) as well 
as forums to consider the needs of BME customers and customers with disabilities. (1.1.1, 
1.1.2 & 1.1.3) 
 

• Very positive feedback from a range of customers supported by the service. Testimony from 
customer suggests that staff employed by the service are well respected, highly knowledgeable 
and very customer focused.  (3.2.1) 

 
• Working with partners and interactions with the wider community is a particular strength, 

Gateshead Housing work with a number of organisations and community groups to improve the 
area of Gateshead. For example partnership arrangements with Mears result in the delivery of 
coordinated services to the benefit of customers and the ‘Hoops for Health’ initiative. The 
organisation has supported its tenant volunteers in forming networking groups who contribute 
to improve the wider community. (3.4.1, 3.4.2 & 3.4.3) 
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5. Areas for Continuous Improvement 
 
A number of areas for continuous improvement were identified during the assessment that could 
enhance the service delivered. These are detailed below. The numbers in brackets refer to the 
element and criteria of the Customer Service Excellence Standard 
 
• Consider how best to further develop and refresh the work of the Service Improvement Groups 

to ensure that all customers feel that they have appropriate ability to contribute to get involved 
in future housing decisions and ensure that more customers feel happy that their views are 
taken into account (1.2.3) 
  

• Consider the benefit of increasing the use of case studies to better demonstrate the highly 
effective partnership working which is resulting in the development of the holistic needs of the 
customers it serves. (3.4.1, 3.4.2 & 3.4.3) 

 
• Consider ensuring that complaints, compliments and comments are published and promoted 

externally to stakeholders, this may be in the form of an annual report and should focus on the 
service improvements made as a result of the complaints received (4.3.4) 
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6. Assessor’s Findings   
 
6.1 Criterion 1 – Customer Insight  
 
Gateshead Housing continues to monitor the characteristics of their customers and over time have 
developed a clear understanding of the customer groups that they serve. Gateshead Housing use 
insight gathered from their very active customer forums, which are used increasingly well to identify 
and support any underrepresented groups, including Gay, Lesbian, Bi Sexual and Transgender 
tenants. They make efforts to reach out to these individuals and ensure that the facilities they 
provide are accessible to all. In addition, they continue to encourage tenant volunteers run estate 
tours and involve these groups in the strategic decision making activities. Strategies for 
engagement are regularly reviewed and adapted as appropriate, tenants holistic needs are 
addressed by Advice & Support Officers who deal with tenants wider needs, such as dealing with 
debt and improving their employment prospects. Staff of Gateshead Housing are seen as proactive, 
forthcoming and personable. Staff of the service discuss with customers how to improve services; 
and they act upon the suggestions made, for example by using the Service Improvement Groups 
to gain specific insight on customer needs. A clear commitment and route way to implement 
changes remains in place and any policy changes are discussed with a range of stakeholders.  
 
Formal customer satisfaction continues to be measured effectively and is measured through both 
quantitative and qualitative methods; for example following repairs satisfaction levels are gathered 
on operatives handheld devices or via a phone call. These types of survey continue to include 
appropriate questions regarding timeliness and quality of service delivered. There are relevant and 
stretching performance indicators and targets for customer satisfaction levels, which continue to be 
met and exceeded. These are disseminated to interested parties through several routes: formal 
reports, via the company’s website and via the Service Improvement Groups. Since the last 
assessment findings from these satisfaction audits have been used to implement positive changes 
to the entire compliments, comments and complaints process to better meet customer need.  
 
You are fully compliant in this criterion. 
 
Compliance Plus  
 
During the previous year’s assessment criterion 1.1.1, 1.1.2 & 1.1.3 were judged to be at 
compliance plus level. Evidence provided at this assessment continues to support these areas as 
being Compliance Plus.  
 
 
6.2 Criterion 2 – The Culture of the Organisation.  
 
There is clear and strong corporate commitment to customer service throughout the organisation. 
A bespoke mission statement for the Company clearly states its aim; ‘to provide quality homes and 
customer-focused services in Gateshead,’ supported by a clear mission statement ‘to be 
successful in the provision of quality homes and customer-focused services we must work 
effectively in partnership and invest in our employees’ both the mission and aim are complimented 
by a clear set of values which are well understood by staff. Leaders drive this aim and managers 
act as positive role models, promote high standards and insist on high quality outputs for the 
customers they serve. Clear policies, processes and procedures are in place across the service, 
many of which are published on the website, which is seen as excellent practice, these documents 
are effective in supporting the right of the tenants to expect excellent customer service and a 
service which meets their needs.  
 
Staff feel trusted by the organisation and empowered to promote excellent customer service, 
reporting a strong commitment to customer service from the senior leader of the organisation, with 
senior managers promoting an increased focus on supporting tenants holistic needs and working 
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together with complementary services with both internal staff and those from outside the authority 
who provide support to customers, for example by developing links with Stonewall, Citizens Advice 
Bureau, North East Credit Union and the Illegal Money Lending Team. Staff feel continuous 
personal development opportunities are good, they are encouraged to participate in additional 
training in areas such as Equality & Diversity and Safeguarding. Team meetings allow for 
opportunities to focus on service improvements.  
 
You are fully compliant in this criterion. 
 
6.3 Criterion 3 – Information and Access 
  
Information on the services provided are delivered through the corporate website, hard copy 
brochures and leaflets are also available. Social media is being used increasingly well by 
Gateshead Housing to communicate with its customers.  Where charges are to be made these 
charges are communicated to customers in advance of the charge being made and where 
appropriate the customer understanding of this charge is checked. A range of useful guides written 
in clear English describe processes and promote for example the range of payment methods 
available, which includes direct debit, in person at post offices, payment offices, by phone, debit 
card, PayPoint, post and by salary deduction.  
 
Significant work is being undertaken with customers to raise their awareness of how to save 
money by changing energy providers and a dedicated energy advisor is made available to 
customers to support this. Payment facilities now include an on-line ‘click and pay’ system. A wide 
range of policies and procedures are in place and available on-line, information viewed as part of 
the assessment was accurate and complete. Interpreters and translators are provided where 
appropriate, for example telephone callers can access language line where English is not their first 
language. Partnership working within Gateshead Housing is very strong and a range of examples 
were given as examples during the assessment, including the ‘Hoops for Health’ scheme which 
provides a healthy living programme with professional sporting role models, using basketball as an 
activity to convey a range of positive health message to young people in primary schools, including 
the importance of keeping physically active and eating healthy. The strong and positive relationship 
with Gateshead Housing Companies maintenance and repair partner Mears also benefits 
customers, with a 98% rate of jobs completed on time and a 95.5% achievement of 2 hour 
appointment slot against a target of 93%. 
 
You are fully compliant in this criterion. 
 
Compliance Plus  
 
During the previous year’s assessment criterion 3.2.1 & 3.4.3 were judged to be at compliance plus 
level. Evidence provided at this assessment continues to support these areas as being Compliance 
Plus, however added compliance plus has been achieved in 3.4.1 & 3.4.2 due to the significance of 
the work achieved by Gateshead Housings’ repairs partner Mears who ensure that customers 
receive seamless support, in a timely manner, right first time and the quality of the work carried out 
is good under this arrangement.  
 
5.4 Criterion 4 – Delivery  
 
As at the time of the last assessment Gateshead Housing Companies performance and service 
standards are agreed with customers, developed and set to be challenging, and use the 
HouseMark Benchmarking Scheme. Other service standards have been devised in consultation 
with customers via the active customer forums which are used well by Gateshead Housing. These 
relate to aspects such as speed of responses to phone calls, general levels of service expected, 
including dealing with customers in a polite and helpful way. As at the last assessment 
performance against service delivery is presented to quarterly to the board with a RAG rating 

63



Commercial in Confidence 

 
TCSE – Annual Review Detailed Assessment Report  

V3 14.815 
© Assessment Services Ltd 2015 

 

9 

system used to indicate against each measure. This performance data is also shared via paper 
based publications, such as the annual report which is distributed to customers.  
 
Service standards are agreed at the outset of activity undertaken and promoted via the website, 
over time, the service has become adept at meeting these standards, mangers expectations are 
high and standards whilst are mostly achieved consistently are stretching.  
 
Customer Satisfaction shows the following; 

 
• 88.5% of customers were happy with the overall services offered by the company (the 

company’s target was 85.5%) 
• 88.7% of customers were happy with the standard of their home (target was 85%) 
• 86.9% of customers are happy with the neighbourhood they live in (target was 86.8%) 
• 85.2% of customers see their rent and service charges as good value for money (target was 

85%) 
• 69.8% of customers were satisfied with the opportunities to get involved in future housing 

decisions (target was 73%) 
• 68.3% of customers are happy that their views are taken into account (target was 74%). 
 
Where satisfaction levels are below the targets set by Gateshead Housing, the organization have 
identified ways to improve these levels, such as refreshing the Service Improvement Groups.  
 
Since the last assessment a new complaints procedure has been introduced which provides 
Gateshead Housing with a more robust approach to complaints management and resolution. A 
complaints scrutiny framework provides a very useful method of ensuring that complaints are 
systematically investigated, reviewed and responded to in an appropriate manner. This framework 
also logs the service improvements that have resulted following the complaint. Whilst this 
framework is very new, its innovation and robustness will be looked at during next years 
assessment in detail to understand if it is sufficient to result in a compliance plus area in criterion 
4.3. There remains a complaint scrutiny panel which was refreshed in 2015 to ensure it was fit for 
purpose and includes customers which ensure that the complaints process is working effectively. 
All complaints which are upheld are checked to ensure the customer is satisfied.  
 
You are fully compliant in this criterion. 
 
 
6.5 Criterion 5 – Timeliness and Quality of Service  
 
There are set and appropriate measurable standards for the timeliness of response for all forms of 
customer contact, these are set out on both the website and cover the main services, titled ‘the 
service you can expect’ – an example of the detail is shown below for the area of HomeRepairs, 
which includes timescales to complete repairs. 
 
We will: 
• Aim to complete repairs within timescales 
• Ask customers if they were satisfied with the HomeRepairs service 
• Aim to offer you an appointment for all urgent and routine repairs at a time that is convenient to 

you 
• Ask if you are satisfied with the small tasks service received. 
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We will: 
• Measure the number of repairs that are completed within timescale 
• Conduct a HomeRepairs service satisfaction survey with randomly selected customers 
• Monitor repair appointments to ensure they have been made and kept 
• Conduct a Small Task satisfaction survey with all customers receiving the service. 
 
Monitoring of performance against standards for timeliness and quality of customer service 
continues and is reported to the board and to external stakeholders via the website. Considerable 
efforts continue to be made to deal with customer at the first point of contact, whether that be by 
staff who utlise newly launched i-pads to deal with queries on a face to face basis or by telephone. 
It should be noted that at the time of assessment telephone queries were taking longer to answer 
due to staff shortages and therefore it is advised that this area is remedied as soon as practically 
possible to ensure that this doesn’t adversely effect your overall strong performance in this area. 
Benchmarking against comparator organization takes place annually where the performance in 
relation to timeliness and quality of service compares well with that of similar organisations, a 
number of key areas where performance is measured is detailed below : 
 
• Making 99.45% appointments and, of these appointments, we are keeping 96.31%. 
• We aim to complete a repair within specific timescales – Gateshead Housing achieved this 

98.04% of the time. 
 

• 99.96% of appliances have received an annual gas service, securing the safety of residents 
and the local community. 
 

• 87.80% of leasehold service charges were collected as a percentage of charges due to be 
collected. 86.47% of major-works charges were also collected.  
 

• It is Gateshead Housing Companies aim to resolve antisocial behaviour cases without the need 
for legal action – this was done for 94.3% of cases reported. 
 

• Aim to keep rent loss in empty homes to a minimum, and for April to January 2016 Gateshead 
Housing Company achieved the target set, with rent loss at 2.21%. 

 
You are fully compliant in this criterion.  
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7. Conclusion and Recommendation  
 
Following this visit I can confirm that you continue to meet the requirements to maintain Customer 
Service Excellence Standard Certification. I can confirm the next annual monitoring check will be 
carried out twelve months from the date of this visit. If you feel you would benefit from an 
assessment before this date, please contact either myself and/or Assessment Services Limited on 
0845 304 8600. 
 
I would like to take this opportunity to thank you for your kind hospitality and cooperation 
during this assessment.  
 
Name: Rob Mottram  
Date: 6th February 2016 
Registered CSE Assessor for Assessment Services Ltd 
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8. Compliance Against the Customer Service Excellence Standard 
 

Criterion Sub 
Criterion 

Element Non 
Compliant 

Partial 
Compliance 

Compliant Compliance 
Plus 

1 1.1 1.1.1    ü  
  1.1.2    ü  
  1.1.3    ü  
 1.2 1.2.1   ü   
  1.2.2   ü   
  1.2.3   ü   
 1.3 1.3.1   ü   
  1.3.2   ü   
  1.3.3   ü   
  1.3.4   ü   
  1.3.5   ü   

 
Criterion Sub 

Criterion 
Element Non 

Compliant 
Partial 
Compliance 

Compliant Compliance 
Plus 

2 2.1 2.1.1   ü   
  2.1.2   ü   
  2.1.3   ü   
  2.1.4   ü   
  2.1.5   ü   
  2.1.6   ü   
 2.2 2.2.1   ü   
  2.2.2   ü   
  2.2.3   ü   
  2.2.4   ü   
  2.2.5   ü   

 
Criterion Sub 

Criterion 
Element Non 

Compliant 
Partial 
Compliance 

Compliant Compliance 
Plus 

3 3.1 3.1.1   ü   
  3.1.2   ü   
 3.2 3.2.1    ü  
  3.2.2   ü   
  3.2.3   ü   
  3.2.4   ü   
 3.3 3.3.1   ü   
  3.3.2   ü   
  3.3.3   ü   
 3.4 3.4.1    ü  
  3.4.2    ü  
  3.4.3    ü  

 
Criterion Sub 

Criterion 
Element Non 

Compliant 
Partial 
Compliance 

Compliant Compliance 
Plus 

4 4.1 4.1.1   ü   
  4.1.2   ü   
  4.1.3   ü   
 4.2 4.2.1   ü   
  4.2.2   ü   
  4.2.3   ü   
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  4.2.4   ü   
 4.3 4.3.1   ü   
  4.3.2   ü   
  4.3.3   ü   
  4.3.4   ü   
  4.3.5   ü   
  4.3.6   ü   

 
Criterion Sub 

Criterion 
Element Non 

Compliant 
Partial 
Compliance 

Compliant Compliance 
Plus 

5 5.1 5.1.1   ü   
  5.1.2   ü   
 5.2 5.2.1   ü   
  5.2.2   ü   
  5.2.3   ü   
  5.2.4   ü   
  5.2.5   ü   
 5.3 5.3.1   ü   
  5.3.2   ü   
  5.3.3   ü   
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ITEM 9 
 

 
 

CUSTOMERS AND COMMUNITIES COMMITTEE 
 

11 February 2016 
 

PRESENT: 
 
Directors  
Robert Buckley (Chair) 
Sheila Bouitieh 
Elizabeth Bird 
Joanne Carr 
Pauline Dillon 
John Hamilton 
 
Advisers   
Neil Bouch  Director of Customers and Communities 
Julie McCartney Head of Neighbourhood Services 
Deborah Ewart Housing Services Manager  
Martin Poulter Customer Support Manager 
Stuart Gibson Governance and Risk Officer 
 
Apologies 
Eileen Gill 
 
32 APPOINTMENT OF DEPUTY CHAIR 
 

RESOLVED – That Pauline Dillon be appointed as Deputy Chair of the 
Committee. 

 
33 MINUTES  

 
 The minutes of the last meeting of the committee held on 5 November 2015 

were approved as a correct record, subject to Sheila Bouiteh being added and 
John Hamilton being deleted from the list of those present. 

 
34 PERFORMANCE AND SERVICE STANDARDS – QUARTER 3 2015/16 

 
Performance Indicators and Service Standards results for the third quarter of 
2015/16 were submitted. 

 
There were currently 11 key performance indicators reported to this committee 
on a quarterly basis. 

 
At the third quarter 2015/16: -   

 

 Five indicators were traffic lighted green, which showed the annual 
targets for these indicators had been achieved.  This was a 
decrease from eight at the same period last year. 
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 No indicators were traffic lighted amber, which showed the target 
set had not been met but performance had increased on the 
previous year.  This was comparable with the same period last 
year. 

 Six indicators were traffic lighted red, which showed that the target 
set had not been met and performance had decreased compared to 
the previous year.  This was an increase from one at the same 
period last year. 

 No indicators were unmeasurable or were set with a baseline 
target.  
 

The performance results therefore indicated that at quarter 3, 
performance relating to five out of the 11 measureable performance 
indicators could be traffic lighted as on target or improving, which related 
to 45% of the indicators.  This was a decrease in performance compared 
to the same period last year, when 88% of indicators were on target or 
improving.  

 
There were currently 22 service standards reported to the committee on 
a quarterly basis. 
 
At the third quarter 2015/16: -  

 

 Eight indicators were traffic lighted green, which showed that the 
annual targets for these indicators had been achieved.  This was 
comparable with the same period last year. 

 One indicator was traffic lighted amber, which showed that the target 
set had not been met but performance had increased on the 
previous year.  This was comparable with the same period last year. 

 Three indicators were traffic lighted red, which showed the target set 
had not been met and performance had decreased compared to the 
previous year.  This was a decrease from seven at the same period 
last year. 

 10 indicators were not measurable or were set with a baseline target. 
 

The performance results therefore indicated that at the third quarter, 
performance relating to nine out of the 12 measureable service 
standards could be traffic lighted as on target or improving, which related 
to 72% of the indicators.  This was an increase in performance compared 
to the same period last year, when 56% of indicators were on target or 
improving.  
 
The committee expressed concern about the number of red indicators 
and in particular some of the satisfaction results which were significantly 
below target. It was noted that all dissatisfied customers had been 
contacted and often the reasons for them saying they were dissatisfied 
wasn’t related to the survey.  The committee made the point that 
customers who were dissatisfied were more likely to return complete the 
survey than those who were satisfied.  It was also stressed that 
satisfaction was likely to fall even more as resources were cut further.  It 
was noted though that the Company would continue to follow up all 
dissatisfaction. 
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Concern was expressed about a significant fall in the percentage of 
leaseholders satisfied with the service they receive.  It was agreed that 
the reasons for this would be picked in Leaseholders Annual Report 
which would be presented to this committee in May 2016. 
 
The committee was satisfied with the new style of the performance 
report. 

 
RESOLVED – That the Performance Indicators and Service Standards 

results at the third quarter 2015/16 be noted. 
 

35 ANTI-SOCIAL BEHAVIOUR PARTNERSHIP UPDATE – APRIL TO DECEMBER 
2015 
 
The committee received an update on the following anti-social behaviour (ASB) 
partnership work and neighbourhood activity between April and December 2015: -  
 
 Domestic abuse 
 Hate incidents 
 School Based Anti-Discriminatory Project 
 ASB Legal Tools and Powers 
 Safer Neighbourhoods Framework Review 
 ASB Victim Volunteer Support 
 Multi-Agency Safeguarding Hub 
 Children and Families 
 Families Gateshead 
 Missing Sexually exploited and Trafficked Children Group (MST) 
 Mental Health Link Works – Housing Services 
 Multi-Agency Public Protection Arrangements (MAPPA) 
 Safeguarding Adults  
 Safeguarding Children 

 
The committee asked if the cuts if the cuts in voluntary sector as well as the public 
sector would have an impact on the partnership working.  It was noted that the 
Company was feeling the cuts from other partners but there was a will to still work 
together.   
 
The service was seeing an increase in more complex domestic abuse/hate crime 
cases which was really challenging.  These were taking slightly longer to deal with 
which was resulting in an increase in dissatisfaction as a consequence.  The 
challenge was managing expectations as further cuts were being made. 
 
The committee welcomed the obtaining of the first public spaces protection order 
(PSPO) in November within the Kibblesworth area in an attempt to stop 
motorbikes and quad bikes from causing nuisance by using public tracks and 
footpaths but asked how easy these would be to enforce.  It was noted that the 
Company would have to identify any who breaches the order first and it had not 
had the opportunity yet to test it out.   
 
There had been a lot of publicity at the time and it was agreed to suggest further 
publicity being carried out in the Spring/Summer. 
 
The committee welcomed the anti-social behaviour victim volunteer support. 
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RESOLVED –  That the ASB partnership update from April to December 2015 
be noted. 

 
36 EVALUATION OF WREKENTON HUB 

 
The committee received an updated on the integrated customer service delivery 
model provided from the Wrekenton Hub. 
 
The new model of service is working well and so far is achieving the outcomes 
expected in terms of providing an integrated customer service and sustainable 
library service.   
 
The majority of tenants are paying their rent by alternative methods and the 
closure and the payment counter has not had any obvious impact in terms of rent 
arrears and council tax.  The number of TGHC customers visiting the office has 
significantly reduced. 
 
Currently the role of the Housing Management Assistant (HMA) has a strong 
emphasis on the cash collection function. However, as the number of payment 
counters reduce over time, new models of service delivery such as the provision 
at Wrekenton are emerging.   
 
Given these emerging models of service delivery, there was an opportunity to 
review the HMA job profile to modernise and reflect the new ways of working.  Tis 
review will ensure that as TGHC develops its approach to customer service in 
partnership with the Council, it can continue to provide customer focused 
services.  The outcome of the HMA review will be the subject of a report to the 
Resources Committee in February 2016. 
 
The committee asked what was being done to address the changing role of the 
library service and use of PCs in libraries.  It was acknowledged that it was no 
longer just a book lending service and customers needed to be made aware of 
what other services were available.  It was stressed however that although book 
loans were down, there had been an increase in book loans by 41% since the 
hub opened.   
 
RESOLVED – (i) That the update on the integrated customer service 

delivery model provided from Wrekenton Hub be noted. 
 

(ii) That it be noted that the review of the HMA role will be 
subject a report to Resources Committee in February 
2016. 

 
37 CUSTOMER INVOLVEMENT ACTIVITY 

 
The committee received an update on customer involvement activity for the 
third quarter of 2015/16. 
 
During the period 1 October to 30 December 2015, 72 involvement activities 
took place with customers being involved in various activities. Customers had 
been involved in involvement activities on over 2,245 occasions although 
some may have been involved in more than one activity.   
 
There have been a number of outcomes from customer involvement during the 
period and details of some of these were reported. 
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The committee also received an update on the involvement database, 
performance against service standards, external recognition and activities 
planned for the fourth quarter of 2015/16. 
 
The committee was informed that the Energy Advise Officer gives customers 
general energy advice as well as ensuring they are on the lowest available 
tariff.  Joanne Carr agreed to share with the Company the booklet she had 
produced on energy advice. 
 
The committee expressed concern about the difficulties getting young people 
involved.  The Company accepted that it needed to identify different ways of 
attracting younger customers.   
 
The committee welcomed the fact that the Company was attracting more BME 
customers.  It was suggested learning from this when tackling the issues of 
attracting more young people to get involved. 
 
Reference was made to the Talent Match Project which was aimed at young 
people who were looking for employment.  Although only five people had 
attended the session, it was noted that four of them had got into employment.  
The committee therefore felt that it should be making more effort to get people 
to sign up to sessions like this in the first place. 
 
Concern was expressed about the neighbourhood area of involvement 
activities and the fact that significantly more activities were held in Central and 
South of the borough. 
 
RESOLVED – That the committee is satisfied with the involvement activities 

undertaken in the third quarter 2015/16. 
 

38 FORWARD PLAN 
 
A forward plan of reports that will be presented to meetings of this committee 
during the next year was submitted. 

 
RESOLVED – That the forward plan be noted. 
 

39 DATE AND TIME OF NEXT MEETING 
 
To be agreed. 
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ITEM 10 
 

 
 

ASSETS, DEVELOPMENT AND INVESTMENT COMMITTEE 
 

18 February 2016 
 

PRESENT: 
 
Directors  
Joanne Carr (Chair) 
Mick Davison 
Pauline Dillon 
Helen Hall 
Peter Mole 
 
Advisers   
Neil Bouch Director of Customers and Communities 
Phil Gallagher Head of Investment and Development 
Phil Hogg Repairs Service Manager 
Steve Cook Investment Manager 
Russell Urwin Planned Investment Manager 
Stuart Gibson Governance and Risk Officer 
 
Also in attendance 
Victoria Beattie Construction Services, Gateshead Council 
Chris Tearney Construction Services, Gateshead Council 
 
Apologies  
Eileen Gill 
 
 
16 MINUTES  

 
The minutes of the meeting of the committee held on 4 November 2015 were 
approved as a correct record. 
 
The committee felt that the Company should keep an eye on good news 
stories to share with elected members.  It was noted that elected members 
would get details of elements of the capital programme such as the windows 
programme. 
 
The Company needed to raise with Mears the sharing of its national 
information. 

 
17 PERFORMANCE AND SERVICE STANDARDS – QUARTER3 2015/16 
 

The committee received the second quarter’s Performance Indicators 
and Service Standards results for 2015/16. 
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There are currently eight key performance indicators that will be reported 
to this committee on a quarterly basis.   
 
At quarter 3: - 

 

 Four indicators were traffic lighted green, which showed that the 
annual targets had been achieved for these indicators.  This was a 
decrease from six at the same period last year. 

 One indicator was traffic lighted amber, which showed that the 
target set had not been met but performance had increased on the 
previous year.  This was comparable to performance the same 
period last year. 

 No indicators were traffic lighted red, which showed that the target 
set had not been met and performance had decreased compared to 
the previous year.  This was comparable to performance in the 
same period last year. 

 Three indicators were not yet measurable or were set with a 
baseline target. 

 
The performance results therefore indicated that at the third quarter, 
performance relating to five out of the five measureable Performance 
Indicators could be traffic lighted as on target or improving, which related 
to 100% of indicators.  This was comparable to performance in the same 
period last year. 

 
There were currently five service standards reported to this committee 
on a quarterly basis. 
 
At quarter 3: - 

 

 Four indicators were traffic lighted green, which showed that the 
annual targets for these indicators had been achieved.  This was an 
increase from two at the same period last year. 

 No indicators were traffic lighted amber, which showed that the 
target set had not been met but performance had increased on the 
previous year.  This was comparable with performance at the same 
period last year. 

 One indicator was traffic lighted red, which showed that the target 
set had not been met and performance had decreased compared to 
the previous year.  This was a decrease from two at the same 
period last year. 
 

The performance results therefore indicated that at the third quarter, 
performance relating to four out of the five measureable service 
standards could be traffic lighted as on target or improving, which related 
to 80% of the service standards.  This was an increase in performance 
compared to the same period last year when 50% of indicators were on 
target or improving.  
 
The committee expressed concern about the way that the gas servicing 
indicator was calculated.  It was being reported as amber because 7 
properties had not had a gas service in the last 12 months.  However, 
the Company had done everything possible to gain access to these 
properties before issuing warrants.  It was noted that many organisations 
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would include this figure as gaining access and therefore be 100% and 
green for this result.  However, the Company wanted to keep its focus on 
this area of activity and was always trying to better itself. 
 
The committee expressed concern about the size of the printed text 
showing the results and asked if this could be looked at for future 
reports. 
 
RESOLVED – That the committee is satisfied with the third quarter 

2015/16 Performance Indicators and Service Standards 
results, subject to the size of the printed text showing 
the results being looked at for future reports. 

 
18 HOUSING CAPITAL PROGRAMME 

 
The committee received an update on the delivery of the 2015/16 Housing 
Capital programme at the end of the third quarter, including progress on 
individual schemes and details on property numbers that will benefit from 
improvement works in the current year. 
 
In particular, a summary of health and statutory obligations, maintaining 
decency, energy works and other priorities were reported. 
 
It was noted that the Tyne and Wear Fire and Rescue Service were very 
impressed with the work that the Company was carrying out to install non-
combustible cable clips to cable runs in communal areas of all 25 multi-storey 
blocks. 
 
The committee was pleased with roofing insulation measures being applied to 
a house type with a ‘T Fall’ roof style to address condensation issues but felt 
that this was limited because it only applied to 255 homes.  It was noted that 
funding had been secured for this roofing insulation to all these house types 
and the 255 this year was a third of the overall 3 year programme.  It was 
noted that that this was a clear demonstration of how repairs have fed into the 
capital programme.   
 
Particular reference was made to the mid rise flat entrance door entry 
refurbishment which was an indication of work still left to be done in the stock 
and was welcomed by residents living in the blocks.  It also linked to lettings 
and the issues with letting these properties. 
 
RESOLVED – (i) That the committee is satisfied with the position of the 

2015/16 Capital Programme at the end of the third 
quarter. 

 
(ii) That the committee receive further reports on progress 

and activity against the programme at the year-end for 
2015/16. 

 
19 PROPOSED CAPITAL PROGRAMME 2016/17 – 2020/21 

 
The committee received an update on the proposed Capital Programme for 
the period 2016-17 – 2020/21, which was approved by Gateshead Council’s 
Cabinet on 9 February 2016.   

76



 
The proposals approved by Cabinet include: - 

 
 A Housing Capital Programme totalling £94.4m over five years, which will 

be kept under regular review by Cabinet. 
 Over £59m of investment in undertaking estate based major works in 

accordance with the Decent Homes standard, including the replacement 
of kitchens, bathrooms and electrical improvements in addition to a £4.5m 
programme to replace back boilers in a phased manner following a 
change in legislation and almost £4m to continue the rolling window 
replacement programme. 

 Almost £17m of investment in general stock improvements, including the 
renewal of lifts, communal electrics and investment in external insulation 
to improve thermal efficiency of existing dwellings as well as the 
continuing provision of major and minor adaptation works to dwellings. 

 Over £13m of investment in exceptional extensive works, including £4.5m 
to replace the façade and boilers within Regent Court as well as a 
proposed contribution towards an £11m energy efficiency scheme seeking 
to undertake improvements to some of the Council’s tower blocks. 

 £3m of potential investment relating to the delivery of contingent major 
works which deal with additional improvements that have been identified 
outside of the pre-planned schemes, such as additional boiler 
replacements. 

 £2m is retained to complete the decommissioning of former estates as 
part of the ongoing Estate Regeneration projects at Clasper Village, 
Bleach Green and Dunston. 

 
The following principles continue to be applied to assist in prioritising capital 
investment within the HRA: - 
 
 Health and safety, safeguarding and statutory requirements. 
 Investing in identified decent homes improvements, including window 

replacement. 
 Improving the sustainability and energy efficiency of the housing stock; 

and 
 Estate regeneration. 
 
Opportunities continue to be explored to attract external funding, to undertake 
additional stock improvements and energy efficiency improvements. 
 
Based on the stock condition data that is being gathered, a revised baseline 
position for decency will be reported at year end.  This will need to be 
monitored going forward to ensure investment remains targeted in the right 
areas. 
 
RESOLVED – That the committee is satisfied with the revised five year 

capital programme 2016/17 – 2020/21. 
 

20 REPAIRS AND MAINTENANCE CONTRACT – END OF THIRD QUARTER 
2015/16 
 
The committee received an overview of the repairs and maintenance contract 
after nine months of the two year extension period.   
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It was reported at the last meeting of the committee that the new arrangements 
with two contractors had led to significant improvements in performance in 
meeting the lettable standard “right first time”. Performance was also good 
against all of the key repair indicators.  Gas servicing was an area for discussion 
by the committee.       

         
Performance results for responsive repairs and for cyclical maintenance after the 
third quarter were on target, with the exception of gas servicing (which had a 
100% target). 
 
There has been a significant improvement in gas servicing since the second 
quarter when there were 55 addresses classed as non-compliant.  At the end of 
third quarter, there were only seven addresses. 
 
The formal review document was submitted.  
 
The committee felt that this report should be applauded, particularly a significant 
improvements in void turnaround from both partners.  It was noted that neither 
partner had been penalised by the void quality penalty since it had been 
introduced.  There was also an opportunity for cross-service working around 
voids.  It was also noted that the Company had spoken to the Council about 
funding to tackle the backlog of voids that had been held back. 
 
RESOLVED – That the committee is satisfied with progress on the 

management of the repairs and maintenance contract to the end 
of the third quarter 2015/16. 

 
21 CYCLICAL MAINTENANCE AND COMPLIANCE – END OF THIRD 

QUARTER 2015/16 
 
The committee received an update on cyclical maintenance activities and 
compliance monitoring for the period April to December 2015. 
 
The cyclical maintenance activities aim to reduce response times and to lower 
call-out charges and identify high expenditure trends for inclusion in planned 
maintenance programmes. A number of work plans are in development to 
address areas of high expenditure which have been identified in previous 
reviews. Details of specific work areas commenced during this period were 
reported. 
 
In the period, 560 of 560 (100 %) water hygiene inspection/ treatments had been 
completed by Construction Services.  
 
In the period, 64 of 90 (71%) quarterly fire alarm systems and sprinkler system 
inspections had been carried out to multi storey blocks and sheltered housing 
communal areas.  533 of 542 (98 %) of monthly fire alarm tests had been carried 
out to multi storey blocks and sheltered housing communal areas.  
 
Performance on gas servicing continued to be both a high risk area for the 
Company and a priority area for continuous improvement. It remained an 
increasing trend for some tenants to not readily allow access for an annual gas 
service, despite repeated attempts and publicity around the potential risks.  
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At the end of the period, 99.96% services were reported as completed with seven 
properties reported as overdue for service. Warrants were obtained for all these. 
 
The committee requested at its last meeting an update on the cost of no access. 
It was proposed to commence re-charging for warrant costs from April, but this 
approach would need to be agreed in consultation with Gateshead Council’s 
Portfolio Holder and Legal Services. A separate report would be brought to 
committee once this proposal had been agreed. 
 
The committee was impressed with the reduction to only seven properties being 
overdue for gas service but expressed concern that the Company was incurring 
extra costs because it was carrying them out every 11 months instead of 12.   
 
The Gas Safety in Use Regulations were amended in April 2015 with an 
implementation date of April 2016 for the changes to take effect. The proposed 
changes makes reference to how landlords treat appliances deemed at risk, 
specifically where tenants may have sleeping arrangements in close proximity to 
gas appliances. 
 
Existing arrangements allow for the monitoring of appliances that are classed as 
‘Not To Current Standards’. Under the new changes this is no longer an option 
and these appliances may have to be isolated if appropriate safety devices are 
not fitted.  
 
A number of appliances have been identified as high risk due to no isolation 
devices and forwarded as an Asset Management referral. A budget has been 
allocated within the 2016-17 capital investment programme to renew these 
appliances.  
 
The management of the carbon monoxide detector programme is linked to the 
transference of gas servicing administration into Northgate. The project is 
currently undergoing ICT testing and is scheduled to go live by the end of March. 
 
Detectors continue to be installed during capital investment works and under 
responsive repairs should a customer contact the repairs service to report a unit 
that has reached the end of its effective life. This is indicated by a slow single 
beep emitting from the unit and not an alarm sounding. 
 
The use of CO detectors is a back-up precaution; the primary protection against 
carbon monoxide is the regular servicing and repair of gas appliances. 
The programme will aim to replace approximately 3000 units per year at an 
annual cost of £80,000 over the next 5 years. 
 
RESOLVED – That the committee is satisfied with progress on the 

management of the cyclical maintenance at the end of the third 
quarter 2015/16. 

 
22 FORWARD PLAN  

 
The committee received a forward plan of reports that will be presented to the 
committee during the next year. 
 
RESOLVED – That the forward plan be noted. 
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23 DATE AND TIME OF NEXT MEETING 
 

To be agreed. 
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ITEM 11 
 

 
 

RESOURCES COMMITTEE 
 

23 February 2016 
 
 

PRESENT: 
 
Directors 
John Hamilton (Chair) 
Robert Buckley 
Sheila Bouitieh 
Elizabeth Bird 
George Clark 
Joachim Moussouanda Mouanda 
 
Advisers 
Jon Mallen-Beadle Managing Director 
Neil Bouch  Director of Customers and Communities 
Natalie Porthouse Head of Corporate Services 
Jennifer Aston Support Services Manager 
Martin Poulter Customer Support Manager 
Jonathan Graham Rent and Income Manager 
Stephen Foggin Health and Safety Advisor, Gateshead Council 
Stuart Gibson Governance and Risk Officer 
 
Apologies 
Mick Davison 
Tracy Harrison 
 

 
37 MINUTES 

 
The minutes of the last meeting of the committee held on 18 November 2015 were 
approved as a correct record. 

 
38 MATTERS ARISING – HEALTH AND SAFETY UPDATE 

 
The committee was informed that there had been a positive response from 
partners to encourage their staff to make better use of tablet devices to reduce 
paperwork.  
 

39 HEALTH AND SAFETY UPDATE 
 
The committee received a summary of the following health and safety activities for 
the period 1 April to 31 December 2015: -  
 
 Partners Activity 
 Accident reporting 

81



  

 Asbestos management 
 Fire safety management 
 Legionella Control 
 Fire alarm systems and sprinkler system 
 Out of hours 
 Emergency lighting 
 Non domestic gas boilers 
 Cyclical repair and maintenance  
 Lift maintenance 
 Construction related activities 
 Safety briefings and alerts issued by Health and Safety Team 
 Internal Audit of Health and Safety 
 Corporate Health and Safety Policies 

 
The Corporate Health and Safety Action Plan following the 2014 audit were 
submitted.  There are still eight outstanding actions which will be completed by the 
end of March 2016. The committee was informed that the Company was 
prioritising first the Priority B findings which represented a major risk. 
 
A new audit schedule is being developed for implementation in April 2016 which 
will form part of a new health and safety action plan. The plan will place emphasis 
on the implementation and compliance of the reviewed policies and management 
information systems. 
 
RESOLVED – That the committee is satisfied with the update on health and 

safety activities and developments. 
 

40 BUDGET 2016/17 
 
Following finance meetings with the Council and the submission of the Company’s 
management fee paper, the Council has agreed to pay the Company fees totalling 
£32.328 million for the 2016/17 financial year.  This consists of £13.749 million for 
the management and supervision fee and £18.579 million for the repairs and 
maintenance fee. 
 
The management fee for 2016/17 has reduced from the £33.713 million provided 
in 2015/16 following agreement of £1m savings in relation to the management and 
supervision fee and £853k savings in relation to the repairs and maintenance fee.   
 
A statement showing the proposed balanced budget for 2016/17 together with, for 
comparison purposes, the 2015/16 annual budget was submitted. 
 
The TGHC Board agreed to the savings proposals in relation to both the 
management and supervision fee and the repairs and maintenance fee at its 
meeting on 28 January 2016.  The detailed savings proposals were submitted. 
 
The Committee expressed concern about the Council increasing electricity 
charges by 7% and building and cleaning charges by 5.5% and asked for this to 
be relayed back to the Council. 
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RESOLVED – (i) That the Board be recommended to approve the 
management and supervision and repairs and maintenance 
budgets for 2016/17, subject to formal confirmation of the 
fees by the Council and the committee’s concerns regarding 
the increase in electricity and building and cleaning charges 
being relayed back to the Council. 

 
(ii) That the committee receive further updates in relation to 

any subsequent changes to the budget. 
 
41 TRANSFER OF ACCOUNTS – FORMER TENANTS’ ARREARS 

 
Periodically the Council transfers former tenants’ arrears considered irrecoverable 
into a debtors account. This entails setting off an amount against the bad debts 
provision held in the Housing Revenue Account. 

 
During this financial year, the sum of £181,875 has been recovered from former 
tenants, including £37,201 relating to previously transferred accounts, which have 
been reinstated for recovery purposes. 

 
Using the agreed criteria, it is proposed that 1,386 cases totalling £601,830 in 
value should be recommended for transfer. 
 
There are currently 1,641 cases relating to sundry accounts where relevant former 
tenant rent debts have been previously transferred to a debtors account. The total 
outstanding on these accounts is £371,735.   
 
It is proposed that 475 cases totalling £119,749 in value, relating to accounts 
created before 1 February 2010, should be recommended for transfer. 

 
There are currently 57 cases where tenants have been declared bankrupt or have 
applied for debt relief orders and debts on their rent accounts have been 
transferred to separate bankruptcy accounts. The total outstanding on these 
accounts is £59,316. 
 
Using the criteria that bankruptcy debts are discharged after one year from the 
date of judgement, it is proposed that 40 cases totalling £45,779 in value should 
be recommended for transfer. 

 
RESOLVED – That Gateshead Council be recommended to transfers the 

following to a debtors account: - 
 

 £601,830 former tenant rent arrears 
 £119,749 relating to sundry accounts 
 £45,779 relating to discharged bankruptcies 

 
42 PERFORMANCE AND SERVICE STANDARDS – QUARTER 3 2015/16 

 
The Committee was informed of the third quarter’s Performance Indicator and 
Service Standard results for 2015/16. 

 
There were currently eight Key Performance Indicators reported to this committee 
on a quarterly basis. 
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At quarter 3:  
 

 Six indicators were traffic lighted green, which showed that the annual targets 
for these indicators had been achieved.  This was an increase from four at 
the same period last year. 

 No indicators were traffic lighted amber, which showed that the target set had 
not been met but performance had increased on the previous year.  This is a 
decrease from one at the same period last year. 

 No indicators were traffic lighted red, which showed that the target set had 
not been met and performance had decreased compared to the previous 
year.  This was a decrease from two at the same period last year. 

 Two indicators were not yet measurable.  
 

The performance results therefore indicated that at the third quarter, performance 
relating to six out of the six measureable Performance Indicators could be traffic 
lighted as on target, which related to 100% of the indicators.  This was an increase 
in performance compared to the same period last year when 71% of indicators 
were on target or improving.  

 
There were currently four Service Standards reported to this committee on a 
quarterly basis. 
 
At quarter 3: -  

 

 One indicator was traffic lighted green, which showed that the annual targets 
for these indicators had been achieved.  This was comparable with the same 
period last year. 

 No indicators were traffic lighted amber, which showed that the target set had 
not been achieved but performance had increased on the previous year.  
This was a decrease from one at the same period last year. 

 One indicator was traffic lighted red, which showed that the target set had not 
been met and performance had decreased compared to the previous year.  
This was an increase from none at the same period last year. 

 Two indicators were not measurable. 
 

The performance results therefore indicated that at the third quarter, performance 
relating to one out of the two measureable Service Standards could be traffic 
lighted as on target, which related to 50% of indicators.  This was a decrease in 
performance compared to quarter 3 2014/15, when 100% of indicators were on 
target or improving.  
 
The committee asked if there was any reason for the reduction in satisfaction with 
the account information in Leasehold Services.  It was noted that the leaseholders 
were not necessarily unhappy with the account information but unhappy with other 
things like the level of the service charge or grass cutting and were using this 
survey to express their dissatisfaction with these other issues.  It was further noted 
that an annual leaseholder report was going to Customers and Communities 
Committee in May and would look at reasons for reductions in satisfaction in more 
detail. 

 
RESOLVED – That the committee is satisfied with Performance Indicator and 

Service Standard results at the third quarter 2015/16. 
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43 MANAGEMENT ACCOUNTS – THIRD QUARTER 2015/16 
 
The committee received an update on the management accounts for the third 
quarter of the financial year 2015/16. 
 
The Management Accounts Revenue shows a surplus for the third quarter of 
£387,000.  This is due to slippage on vacant posts and overhead budgets where 
spend will not be realised until later in the year. 
 
Overhead costs are under budget by £235,000 to the third quarter. This is mainly 
due to budgets that are traditionally not spent until later in the year, lower utility 
bills over the summer and the mild winter so far.  However, overheads are being 
forecasted to be £149,000 over budget at the year-end. 

 
The overall position for repairs at the end of the third quarter is an under spend of 
£674,000.  Although the position at the end of the third quarter would suggest that 
spend is on target there are a couple of areas of concern.  
 
Mears responsive repairs and relets are both over spent, partly due to Mears 
completing work they received in 2014/15 for which the budget has now 
transferred to Construction Services. Construction Services budgets are currently 
underspending partly offsetting the over spend. This area will need to be 
monitored closely to ensure it comes in on budget by the year end. 
 
The painting programme is currently underspent for both Mears and Construction 
Services.  Due to ongoing negotiations over the contract extension, Construction 
Services did not start their painting programme until the end of July 2015.  It is 
being forecasted that Construction Services programme will not complete and the 
budget will underspend by £126,000.  Progress on both delivery streams will be 
monitored closely over the final quarter.   

 
RESOLVED – That the committee is satisfied with the financial management of 

the Revenue and Repairs budgets for the third quarter of the 
2015/16 financial year. 

 
44 EQUALITY AND DIVERSITY UPDATE 

 
The committee received a summary of equality and diversity work within the 
Company in the third quarter of 2015/16. 
 
The Company continues to collect a range of information about its customers to 
ensure that it understands the makeup and needs of the communities it is working 
in.  Details of the profile of tenants at the end of the third quarter were reported. 
 
Work has continued on the Single Equality and Inclusion scheme and a copy of 
the final version was submitted.  It will be produced as a leaflet and launched with 
partners and involved customers. A copy of the leaflet will be provided to all 
customers and also made available on the Company’s website and social media.  

 
The partnership with Gem Arts and Gateshead Council’s Safer Communities team 
to deliver an arts project, “We Stand Together” around hate crime was completed.  
The work produced by Year 8 and 9 students from Joseph Swann Academy and 
Heworth Grange Comprehensive was launched during National Hate Crime 
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Awareness Week at the Police Commissioners event in October.  The project was 
shortlisted for two awards at the end of last year. 
  
The committee also received an update on the other work it was doing with young 
people and in particular Talent Match, the three breakfast clubs in partnership with 
the Greggs Foundation and partnership work Newcastle Eagles were highlighted. 
 
The committee suggested that the Company might want to make contact with Your 
Homes Newcastle who is funding a PHD student to undertake some work around 
digital inclusion. 
 
RESOLVED – That the committee is satisfied with the progress activity relating to 

equality and diversity carried out in the third quarter of 2015/16. 
 

45 SICKNESS ABSENCE AND HUMAN RESOURCES UPDATE 
 
The committee received an update on general HR initiatives and developments 
from 1 April to 31 December 2015, including sickness absence and learning and 
development activity. 
 
The total sickness absence for the period equates to 6.62 days per person, 
compared to 6.26 days for the same period last year, which is an increase of 
5.5%.  

 
Short term absence for the period was 2.69 days per person. This compares with 
2.67 days for the same period last year.  This represents an increase of 0.74%. 
 
Long term absence for the period was 3.94 days per person.  This compares with 
3.59 days for the same period last year.  This represents an increase of 9%. 

 
The biggest cause of absence for the period was post operation with 543 days 
lost compared to 461 for the same period last year.  This represents an increase 
of 15%.  Stress related absence decreased by 6% compared to the same period 
last year. 
 
The Company has held 15 short term sickness absence review meetings in the 
period, with 11 first written cautions being issued following these. 17 long term 
absence review meetings were held in line with procedure two. 
 
The committee also received an update on sickness absence benchmarking, 
health and wellbeing, other HR initiatives and developments, and learning and 
development activity. 
 
RESOLVED – (i) That the committee is satisfied with the sickness absence 

and human resources update at the end of the third quarter 
2015/16. 

 
(ii) That the committee be provided with details of the four 

professional qualifications that four employees are being 
supported to study. 
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46 BEST COMPANIES 
 
Since 2011, the Company has used the Sunday Times Best Companies survey to 
measure the engagement levels of its employees and have used their definition of 
engagement which is “doing it because you want to, not because you have to.”   
 
By using the same method of collecting data from employees each year, the 
Company can compare results and target efforts and resources where they are 
most needed.   
 
Each organisation that completes the Best Companies Engagement Survey is 
given a score, this is called the Best Companies Index score (BCI).  The 
Company’s BCI score is 578 which is an improvement on last when it achieved a 
score of 569. 51% of employees responded to the survey.  
 
The committee asked if the company could access the other ‘ones to watch’ 
organisations. It was noted that it could contact them directly to see if they would 
be willing to share any information. 
 
RESOLVED – That the information be noted. 
 

47 DATE AND TIME OF NEXT MEETING 
 
To be agreed. 
 

48 EXCLUSION OF THE PRESS AND PUBLIC 
 
RESOLVED – That the press and public be excluded from the meeting during 

consideration of the remaining business in accordance with 
Category 1 of the Company’s Access to Information Rules. 
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ITEM 12 

 
(Company number: 06972673) 

 
Minutes of meeting of the Board of Directors held in at Gateshead Civic 
Centre, Regent Street, Gateshead on Thursday, 28 January 2016 at 
12.30pm 
 
 
Present:  
 
Ordinary Trustees 
Brian Kelly (Chair) 
Joanne Carr 
Paul Foy 
Ronny Harris 
Linda Hitman 
Peter Mole 
 
In attendance 
Neil Bouch (TGHC Director of Customers and Communities) 
Natalie Porthouse (TGHC Head of Corporate Services) 
Julie McCartney (TGHC Head of Neighbourhood Services) 
Amanda Gallagher (Keelman Homes Development and Investment Manager) 
Kelly Davis (Keelman Homes Finance Manager) 
Stuart Gibson (TGHC Governance and Risk Officer) 
 
Apologies  
Anne Connolly 
 
1 DECLARATIONS OF INTEREST 
 

No interests were declared. 
 
2 MINUTES 

 
The minutes of the meeting of Keelman Homes held on 26 November 2015 were 
approved as a correct record. 

 
3 RENT AND SERVICE CHARGE PROPOSALS FOR 2016/17 
 

The Rent and Service Charge Setting Policy was approved by the Board at 
the meeting on 21 January 2010 with a subsequent update on 12 May 
2010.  The policy was subject to an internal review in December 2014 and 
no changes were made at this time. 
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Due to changes in Government Policy around rent setting, a review of the 
Rent and Service Charge Setting Policy has been deemed necessary for 
2016/17 rent and service charge setting.   
 
A revised Rent and Service Charge Setting Policy was submitted. 
 
The updated Rent and Service Charge Setting Policy details that the initial 
rent for a Keelman Homes tenancy must be in place for a minimum of 12 
months.  Any properties let during 2015/16 will not see a rent change in 
April 2016. 
 
The rent proposal for 2016/17 is in line with the Welfare Reform and Work 
Bill of a 1% rent reduction.  This is an average weekly rental reduction of 
£0.85 at Kibblesworth (social rent) and £0.94 for other Keelman Properties 
(affordable rent), based on 52 weeks rental charges. 

 
Service charges are based on the actual costs of the service provided. For 
2016/17, it will be necessary to increase the warden call service element of 
the service charge to cover the proposed increased cost of this service. The 
cost of this service is proposed to be increasing from £0.95 per week, per 
tenant to £1.22 per week, per tenant (over 52 weeks). This is a weekly 
increase of £0.27. 

  
Rents for new build properties not yet completed and any Empty Homes 
property purchases will be determined by valuation on completion.  They 
will be the subject of future board reports as the schemes progress 
throughout the year. 
 
RESOLVED – (i) That the updates to the Rent and Service Charge 

Setting Policy be approved. 
 
 (ii) That the proposed rent and service charge changes 

for 2016/17 be approved. 
 
4 DATE AND TIME OF NEXT MEETING 
 

The next meeting of the Keelman Homes will be held on Thursday, 24 March 
2016 at 12.30pm in Room S21, Gateshead Civic Centre, Regent Street, 
Gateshead  

 
5 EXCLUSION OF THE PRESS AND PUBLIC 
 

RESOLVED – That the press and public be excluded from the meeting during 
consideration of the remaining business in accordance with the 
indicated categories of the Company’s Access to Information 
Rules. 
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