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Your Homes Newcastle Inner West   Area Board 

11th November   2008
Service Standard Monitoring

Report by: Assistant Chief Executive & Director of Business
	Information
	Area Implications
	All


	Executive Summary


	In August and September Young Peoples Services & Modern Homes have been monitored.



	Recommendations
	Board is asked to receive the report and approve the actions being taken to improve performance.



	Business Implications 

	YHN Mission and Strategic Objectives
	As an element of performance management, monitoring our performance in relation to our service standards can help us achieve all of our strategic objectives

	Value for Money/Efficiencies
	All service standards reviewed will lead to improved performance and in turn improve the efficiencies of the services of YHN

	Resources (financial, property, technological or human)
	No implications 

	Impact on Services/Performance 
	Monitoring service standards will highlight services that are under performing and identify actions to improve these.

	Outcomes for tenants/leaseholders
	Monitoring our performance in relation to service standards and taking action to continually improve our services will ensure increased satisfaction and better use of resources for tenants. 

	Risk (reputation, relationship)
	Failure to monitor performance could place YHN at risk of failing in any of our strategic objectives


	Environmental
	No impact

	Legal Implications
	No implications

	Equality and Diversity
	No implications

	Stakeholder Involvement/Consultation (planned or already carried out)
	From May 2008 we will begin reporting on the service standards again on a rotational basis.  Please see below

May 2008

· Newcastle Furniture Service

· Sheltered Housing Service

· Community Care Alarm Service

July 2008

· Relocation and Resettlement

· Right to Buy

· Repairs and Maintenance

September 2008

· Concierge

· Asylum Seekers Unit

· Your Choice Homes

November 2008

· Modern Homes
· Young Peoples Service
January 2009

· Leasehold

· Adaptations

· Advice and Support

March 2009

· Community Housing Management

· HASBET
· Customer Service




	Background papers
	Delivery Plan

	
	


	Contact officers
	Keith Bryant 

Principle Housing Manager (Inner West)

Tel: 0191 2771127




	SERVICE STANDARDS 



	Young Peoples Service
	Quarter 2
	Performance Update

	Offer comprehensive needs assessments – through the Common Assessment Framework (CAF) to 100% of young people needing accommodation who apply either through the Housing Advice Centre, or Your Choice Homes, by offering family reconciliation to prevent homelessness during 2008/09 for 16-17 year olds
	
	Comprehensive needs assessments offered to 100% of young people needing accommodation.

INLINE’s homeless prevention service is seen as an exemplar of good practice in Newcastle for completing Common Assessment Framework.

	Ensure that 90% of our service users reaching support in tenancies maintain a stable tenancy for a minimum of 12 months during 2008/09 


	
	Target exceeded at INLINE (99.3%) and almost met at North Kenton Flats (86%)

	We will provide advice and information so that young people know their rights, and encourage 25% of young people to take part in their community and volunteer with Youth Voice. We will make sure that 90% of young people supported in tenancies are fully involved in the decisions that affect their lives. 
	
	Advice and information provided to young people regarding their rights and encouraged to take part in their community. 
Target achieved in quarter 2.

	We will provide an accreditation service so that 75% of young people supported in tenancies can gain recognition and qualifications for the skills and abilities they have and can rejoin education and get qualifications for their skills and experience. 
	
	Due to the development of new accreditation agency (change from OCN to NCFE) young people have completed the accreditation as planned but these have not been sent off to be verified as yet

	Provide support plans for all our vulnerable young people. We aim to do this within two weeks for 95% of service users during 2008/09


	
	Support plans for all vulnerable young people have been provided within two weeks for 95% of service users.  


	SERVICE STANDARDS



	Modern Homes 
	Quarter 2
	Performance Update

	We will hold an information event on our ‘Talk to Us’ bus, which travels from place to place giving information, before we start work on your estate under the Modern Homes Programme during 2008/09.
	
	19 consultation events were held during quarter 2 to inform tenants on Modern Homes work commencing.

	We will write to you to tell you about any work we are planning for your home at least three months before work is due to start during 2008/09
	
	20 first letters were issued within quarter 2 to inform tenants when work is due to commence.

	We will carry out a customer satisfaction survey on all of our completed schemes to assess the quality of the work and service during 2008/09. We will let you know what we have found and what we are going to do about any problems. 
	
	2402 customer satisfaction surveys have been sent tenants to assess the quality of the work and service during 2008/09.  Findings have been reported in ‘You Said, We Did’ and to the Property Committee on a quarterly basis. 

	We aim for 90% of customers to be satisfied with the work we have done on the Modern Homes Programme during 2008/09
	
	85% of customers have been satisfied with the Modern Homes work done. This is being monitored on an ongoing basis throughout the year.
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