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	MONITORING & REVIEW PANEL UPDATE

	

	Executive Summary

	

	A.
	This report seeks to update the Board on the work of the Monitoring and Review (M&R) Panel. It is emphatic in its determination to drive tenant involvement, both through developing itself by necessary training and by strengthening its role in the eyes of tenants, of staff of Coastline Housing Ltd (CHL) and of the Board.

	
	

	B.
	This report reflects the process whereby M&R Panel seeks to develop itself as a significant agent in the work of CHL.

	
	

	C.
	There are no new financial implications arising from the contents of this report.


	
	

	D.
	We note the risk of failing to consult and provide opportunities for genuine involvement by tenants could lead to dissatisfaction and a reduction in numbers of involved customers. This could lead to a weakening of consultation, thereby failing to meet the requirements of the Tenant Service Authority (TSA) and the consequences of that.  

	

	Recommendations

	

	IT IS RECOMMENDED THAT THE BOARD notes the contents of this report.

	


	Details

	

	1.0
	Background

	
	

	1.1
	Following on from initial training discussions, the M&R Panel training plan is developing and early results of this have been a Value for Money (VFM) training day on 5th March 2010, an Equality & Diversity day on 12th March and a projected visit to Teign Housing at the end of April 2010.  Further days are planned and set out in the M&R Panel draft training plan.

	
	

	1.2
	The M&R Panel are planning to hold a development meeting to adapt the Terms of Reference (ToR) to its new environment (e.g. Board report).

	

	2.0
	Development of Panel

	
	

	2.1
	The M&R Panel was dissatisfied with previous training in Equality & Diversity, and had a further training day on Friday 12th March. The VFM training day was attended on Friday 5th March. Both were valuable experiences.  A visit to Teign Housing will take place at the end of April where the M&R Panel will meet with Teign Housing’s scrutiny panel.  Ongoing training days are planned for May and June.

	
	

	2.2
	The M&R Panel recently held a development meeting where the ToR was re-examined.  A subsequent meeting is to follow enabling the ToR to become more user-friendly, serving tenants in that the ToR will express the purpose and operation of the M&R Panel in the context of tenant groups as a whole, as well as the more formal ToR that the M&R Panel presently use, thereby becoming more appropriate and useful when published on the Coastline Housing website.  The M&R Panel intend to address specifically the new environment in which the M&R Panel operate e.g. examining ToR in terms of its new relationship with the Board.

	
	

	2.3
	Kelvin Lightfoot resigned from his position as Chairman of the M&R Panel. Nominations and elections for a new Chair took place.  Chris Towner was elected to the Chair, and Margaret Mullen was elected to replace Chris as Deputy Chair. Kelvin has agreed to remain as a Panel member.

	
	

	2.4
	Kelvin Lightfoot reported on his satisfaction with presenting the first report from the M&R Panel to the Board.  

	

	3.0
	Sounding Boards (SB)

	
	

	3.1
	Ongoing work with SB Team Leaders is taking place on service standards and how SB team leaders consult with their SBs.  Addressing the completion of meeting reports will also feature within this.

	
	

	3.2
	Reports were received from the following SBs:-
· Editorial;
· Planned & Responsive Maintenance;
· Design Panel; and
· Community Development Fund.
The M&R Panel recognise a steady improvement in SB’s presentation, and are impressed by the work SB’s do, noting in particular that of the Editorial SB and the way in which many tenant groups are enlarging their use of Coastlines (the customer newsletter).

	
	

	
	

	4.0
	CHL Staff Updates

	
	

	4.1
	Claire Reeves described her background and experience, and her objectives over the next year.  The M&R Panel welcomed her to the Neighbourhood Involvement Team (NITs), and complimented her on her aims.

	
	

	4.2
	David Wingham addressed the Best Value Review Framework and Priority Area, listing several areas for attention.  He invited the M&R Panel to suggest others, which elicited:-
· Disabled adaptations; and 

· Contract management. 

The M&R Panel recommended that early attention be given to the handy man scheme proposed by David and contract management proposed by the Panel.

	
	

	4.3
	Marcus Preedy addressed the M&R Panel with respect to the Grounds Maintenance Contract Strategy and the upcoming Hearts and Minds day (10th March 2010), and described intentions with respect to procurement and benchmarking. The M&R Panel asked about ground maintenance and private houses on estates – Marcus said that legal issues and terms of leases were being looked at.

	

	5.0
	Impact Assessment

	
	

	5.1
	Updates were requested for some items that had not been updated for some time.

	
	

	5.2
	The value of Coastlines was noted and its increasing use by tenant groups. This should receive every encouragement.

	
	

	5.3
	The M&R Panel remarked it should be ensured that any complaints  raised to tenant groups should  be logged through the Contact Centre and that the complainant be supplied with a reference number, otherwise such a complaint should not be addressed by the tenant group.

	

	6.0
	Performance Improvement Plan

	
	

	6.1
	Most areas up to target – few exceptions.

	
	

	6.2
	The M&R Panel asked again about staff sickness and was pleased to hear that this was improving.

	
	

	6.3
	The need to ensure that targets are realistic was addressed.

	

	7.0
	Complaints/Compliments

	
	

	7.1
	Very good – compliments outweigh complaints.  The M&R Panel wondered if the nature of individual complaints could be made available for the examination of trends, but it was confirmed that this is not possible on account of data protection issues.

	
	

	7.2
	Blue Flame performance is positive.

	

	8.0
	Financial implications

	
	

	8.1
	There are no new financial implications arising from the contents of this report.

	

	9.0
	Risk management implications

	
	

	9.1
	There is a risk that failing to consult with and truly involve customers could lead to dissatisfaction and reduced numbers of customers actively involved, resulting in lack of true consultation and failure to meet the code issued by the TSA and potential supervisory measures being instigated.

	

	10.0
	Author / further information
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