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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
	Training plans for the M&R Panel continue to develop, which include the opportunity to attend the Contact Centre Open Day, an Assertiveness training day in June and an invitation to shadow Supported Housing Officers.

	
	

	1.2
	As a follow-up to the visit to Teign Housing by Robert Nettleton, Louise Beard, Claire Reeves and two members of the M&R Panel, a meeting will be held in June to explore more closely what Teign and other Housing Associations are doing to develop effective co-regulation.

	

	2.0
	Development of Panel

	
	

	2.1
	Robert, Louise and Claire, together with two members of the M&R Panel, went to visit the scrutiny panel of Teign Housing, and were very impressed by the process of developing co-regulation in which they were engaged. Chris who attended the Teign visit stated how impressed he was with their focus on scrutiny and recommended to the Panel that the meeting on 9th June be focused on the M&R Panel’s way forward with embedding scrutiny and co-regulation as the main focus of the group.  This meeting to be supported by Robert, Louise and Claire.  The Panel were happy to agree.

	
	

	2.2
	The process of developing the Terms of Reference has been suspended in view of the above.

	
	

	2.3
	Kelvin Lightfoot resigned from the Panel with this meeting being his last.  The Panel recognise the fantastic commitment Kelvin has shown to the Panel over the last few years and look forward to working with him again via other involvement routes.

	
	

	2.4
	Due to resignations the Panel are looking to recruit more members.  This is being supported by an article in the next edition of Coastlines.

	

	3.0
	Sounding Boards (SB), Area Panels (AP’s)  and Residents Associations (RA’s)

	
	

	3.1
	Ongoing work with SB Team Leaders continues on service standards and how SB Team Leaders consult with their SB’s.  Addressing the problem of poor attendance in some SB’s will also feature within this.

	
	

	3.2

3.3


	Reports were received from the following Sounding Boards:-

· Supported Housing;
· Voids & Allocations; 

· Income Management;
· Tenancy Management;
· Customer Services; 

· Involvement; 

· Cohesion; 

· CRAFT; and 

· 
Environmental.
The M&R Panel noted the effective work being done by SB’s, but hoped that the problem of poor attendance rates in some cases can be addressed.

	
	

	3.4
	Reports were received from the following Residents Associations and Area Panels:- 

· SKAP

· MAP & TAP.

· Camborne West 

· JPT 

· Nancegollan. 

· Trelawney and Tolcarne

All are very active and successful. One of the Panel commented in particular on Nancegollan and their excellent community films.



	4.0
	CHL Staff Updates

	
	

	4.1
	Louise Beard updated the Panel in respect of the Status Report. The Panel congratulates CHL on the achievement it reflects.

	
	

	4.2


	Paul James updated the Panel in respect of Value for Money developments with both staff and customers.

	
	

	4.3
	Claire Reeves updated the Panel on the Tracker Suite which is being implemented.

	
	

	4.4
	Claire Reeves and Kevin Brown addressed the success of the series of Local Offer consultation events.  A member of the M&R Panel was anxious about the project to engage local primary schools in the development of local offer logos.  It was agreed that secondary schools and the college of arts be approached as an option.

	

	5.0
	Impact Assessment

	
	

	5.1
	No impact assessment was reviewed at his meeting.

	

	6.0
	Performance Improvement  Plan (PIP) and Service Improvement Plan (SIP)

	
	

	6.1
	Louise Beard briefed the Panel on the PIP, noting that in most respects performance was excellent and noted that the next report would cover achievements of 2009/2010.

	
	

	6.2
	Louise reported that the SIP self assessment is being rewritten; the M&R Panel will have a copy in June.

	

	7.0
	Blue Flame Analysis

	
	

	7.1

7.2
	Blue Flame performance continues positive. 
There have been some reports of a drop in boilers bar pressure.  The M&R Panel has requested the Core Group investigate to see if this is an ongoing service delivery problem.

	

	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.  Failure to meet the new co-regulation code issued by the TSA may also lead to inspection and/or supervisory measures being instigated.

	

	10.0
	Author / further information
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