HOUSING MANAGEMENT FORUM







   Meeting: Thursday 28th February, 2013
   at 2.00 p.m.

PRESENT:- Councillors Hamilton (Chairman), Barlow, Irwin, Murray, Pointer and Richardson.
Tenant Representatives:- Mrs P. Charnley, Mrs G. Giddings, Mr W. McEwan, Mrs C. McFadyen and Mr W. Ward.
29 – Minutes

The Minutes of the meeting held on 17th January, 2013 were taken as read and confirmed.

30 – Apologies for Absence/Changes in Membership

Apologies for absence were submitted from Councillors Johnston and Williams and from Tenants Representatives Mr M. Burton, Mr A. McIntosh and Ms K. Warne.  Mrs G. Giddings had attended as a substitute for Mr A. McIntosh.
31 – ASB Action Ltd

The Housing Manager submitted a report providing Members with information on the Service Level Agreement currently in place with ASB Action Ltd to assist the Housing Service with the effective management of anti-social behaviour which was a key component in the Housing Service achieving its aim to provide well-maintained homes and estates where people choose to live.  

He advised that the Council had an obligation to the Residents in the local areas they managed to do all they reasonably could to prevent crime and disorder in those areas.  The Anti-Social Behaviour Act 2003 also required Social Landlords to review their policies for tackling anti-social behaviour annually and publish their policies and procedures for inspection.

The services provided by ASB Action Ltd included:
· Reviewing cases referred and providing action points to the Estates Team within specified timescales to ensure prompt service to Customers;
· Where appropriate, collecting evidence and constructing witness statements to a standard required for Civil Court proceedings;
· Acting as a professional witness in court where required;
· Carrying out audits/case reviews;
· Providing the Estates Team with the range of appropriate legislation which could be used to resolve specific cases and support strategic initiatives;
· Reviewing the Housing Service’s existing Anti-Social Behaviour Policies and Procedures and, where necessary, making recommendations to ensure service improvement;
· Providing the Housing Service with a witness support service, including an out-of-hours telephone service to support the most vulnerable witnesses;
· Providing a coaching, training and mentoring service for the front line Officers and Managers of the Housing Service on the best practice for tackling and preventing anti-social behaviour; and
· Seeking to provide a service which appeared seamless to the complainant/witness.

It was noted that ASB Action Ltd offered a specialised service which focused on assisting social housing providers to deal with anti-social behaviour issues.  Their existing Service Level Agreement with the Council included 15 days to be used over a 12-month period.  The cost of 15 days Service Level Agreement including training was £7,068.75 plus VAT and it was noted that during the last 12 months, ASB Action Ltd had assisted the Housing Service to successfully obtain five Injunctions for anti-social behaviour.

The Housing Manager advised that the Estates Team had developed working arrangements with ASB Action Ltd and in recognition of the value derived from the Service Level Agreement he suggested renewing the Agreement for a further 12 months, thus suspending the requirement to obtain alternative estimates.

Members of the Forum had considered it to be appropriate to run a seminar regarding anti-social behaviour to which Members of the Housing Management Forum and Tenants’ Forum should be invited.

RECOMMENDED:- (i) To note the information on the Service Level Agreement with ASB Action Ltd;

(ii) To agree to progress the Service Level Agreement for a further 12 months with ASB Action Ltd; and

(iii) To agree that a seminar be arranged regarding anti-social behaviour and Members of the Housing Management Forum and Tenants’ Forum should be invited.
32 – STAR Survey: Action Plan
The Housing Manager submitted a report which considered the findings of the recently completed STAR Survey and proposed an action plan to respond to the views received.

He reported that the STAR Survey was a means by which Social Landlords could gather information regarding the views of their Tenants in a structured manner.  The Council had agreed to carry out the survey last year, the findings of which had been reported to the meeting on 17th January, 2013 (Minute No. 26 refers).
The information gathered in the survey was used to inform the service on Tenants’ views on a range of issues.  The information could then be used to identify areas of service which may require improvement. 

Results indicated that there were generally good levels of satisfaction of the services provided.  The results of the survey had been analysed in detail in the Housing Manager’s report, a copy of the survey had been placed in the Members’ Room and was also available on the Council’s website following the link to Council Housing/Surveys.
To summarise the report it was clear the Council’s services to Tenants generally scored well across most areas.  It was clear that the geographic area, age of Tenant, gender and where there was a Tenant with disability did have an influence on the score.  
Whilst it could be argued all aspects of the Council’s service were important, it was helpful in that the survey identified what Tenants had said in terms of identifying the area of service which were the ‘key drivers’ to improving satisfaction and overall satisfaction.  In the case of the Council’s Housing service, the three top drivers were:

(1)
Listening to and acting upon Residents’ views;
(2)
The repairs and maintenance service; and
(3) How Residents’ enquiries were dealt with.
In the case of (1) and (2) above, the Housing Manager suggested that this was about the culture, model of delivery and day-to-day experience of the contract between Tenants and the service.  Clearly from the overall score, the current approach achieved high levels of satisfaction but some “groups” perception was of higher levels of dissatisfaction.  In particular, the Survey highlighted this as prevalent in households with a disability in their household. 

Likewise in repairs, targeted action for younger people to promote service standards may be helpful to manage expectation levels.

Whilst not key drivers, the Housing Manager suggested that from the survey and discussions with colleagues, the perception of how complaints and anti-social behaviour were dealt with required further consideration. 

In considering the information as a means of developing the service, it should be noted that good scores were recorded across most areas of service provision.

The Housing Manager had suggested that the model of delivery of services did not currently meet the needs of the majority of Residents and required only refinement in specific areas rather than a remodelling of services. 

He also suggested there were areas of the service that could be developed at minimal cost, whereas others such as ‘appearance of neighbourhood’ may be more difficult to respond to in view of the mixed nature of the estates and cost implications. 

He further suggested the practice of carrying out a general satisfaction survey (STAR) should be incorporated into the routine practice of the service on a three-yearly basis.  The information contained in the survey would be used to inform the service on any service developments that were progressed in the future and a benchmark to judge performance.

The Housing Manager had proposed an action plan to respond to the matters raised throughout the survey.
RECOMMENDED:- To agree the following action plan to respond to the matters raised throughout the STAR Survey:-

(1) Tenant Involvement and Influences in Services

To consider and progress options for ensuring Tenants such as those with a disability in their household were listened to and had the opportunity to express their views. 

To consider and progress options for encouraging Tenants in the 16-34 age band to have the opportunity to engage and participate in the provision of services.  

(2) Anti-Social Behaviour

To carry out a review of the current procedures for dealing with anti-social behaviour; and
(3) Complaints Procedure

To review and improve understanding of the Complaints Procedure. 

33 – Decoration Allowance

The Housing Manager submitted a report to consider and agree an increase in the Decoration Allowance paid to new Tenants when accepting a Tenancy.  He reported that it was common practice for Social Landlords to provide a Decoration Allowance to new Tenants and such allowance was provided as a contribution towards redecorating a property which would be incurred by a new Tenant. 

During the process of preparing a property for re-letting, Officers as part of the inspection process would make a judgement on the number of rooms that would require redecoration.

A new Tenant, when signing up for a Tenancy, was provided with a voucher to the agreed value that could be redeemed at a number of local shops for decoration materials.  The current allowance was £15 per room and had been at that level for many years.  The Housing Manager suggested that it should be increased from £15 to £20 per room and advised that a budget provision of £75,000 had been included within the Maintenance Budget.  He suggested that the increase be met from that budget but would be monitored as the year progressed.

Members considered £20 to be low but as the Housing Manager had advised that this could be accommodated within the existing budget it would be agreed for this year.  The Housing Manager would take on board comments made when producing the budget for the following year.
RECOMMENDED:- To agree that the Decoration Allowance be increased to £20 per room from the start of the next financial year.

The meeting closed at 2.18 p.m.
