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12th October 2009

DERWENTSIDE HOMES

SOWAT GROUP

FEEDBACK FROM TENANT INSPECTORS

1.0   
Contact

1.1   
Phillip Curran - Performance, Strategy & Service Improvement Officer is available at p.curran@derwentsidehomes.co.uk or telephone 01207 524216.

2.0   
Background

2.1
As part of our commitment to improving the quality of services to our customers we have set up the SoWat Group. The SoWat Group is responsible for mystery shopping our services to drive forward service improvement. The group will inspect estates and mystery shop services through phone calls, writing letters, emailing and visiting our offices. The group will also be responsible for inspecting voids properties before allocation. They will base their judgements on our agreed service standards and our lettability standard.

2.2
The group consists of several tenants who at different consultation events expressed an interest in getting involved. After an initial meeting 15 tenants furthered their interest in getting involved. Eleven group members attended training sessions on estate inspections (including a mock inspection with staff) and mystery shopping exercises, which include letter writing, sending emails, telephone calling and visiting our HQ. Derwentside Homes’ officers carry out in-house training, which usually takes one full day.  

3.0 Estate Inspection/ Tenant Inspectors

3.1 Following a mock inspection with the group, we arranged for the tenant inspectors to visit certain estates to report their findings back to Derwentside Homes. Unfortunately due to other commitments only 5 members of the group were able to attend these inspections, which were in Burnopfield and Tanfield Lea.

3.2
We ask inspectors to look round the estates (in twos or threes) to identify and rate services such as grounds maintenance, tenancy management and highways maintenance. These areas include; grass cutting, hazards, untidy estate, dog fowling, graffiti and vandalism. Inspectors rated the area from 1-5, with 5 identifying the area as excellent. The inspectors also have the opportunity to add their own comments and recommendations for improvement.

3.3
Because of changing weather we will now be unable to carry out further estate inspections. This will begin again in March 2010, although inspectors will re-inspect the estates they have inspected with a month to see if there are any improvements resulting from the completed estate inspection.  

3.4 We have made it as simple as possible for tenant inspectors to complete inspections, while ensuring we get the best results.

4.0
Findings from Estate Inspection at Burnopfield 24th September 2009

4.1     Overgrown or untidy gardens, external void property appearance, illegal parking, abandoned vehicles, roads, footpaths and garage sites rated excellent and were seen at not a problem on the estate.

4.2
Vandalism, graffiti, litter, fly-tipping, dog fowling or strays and grassed areas rated excellent.

4.3 Health & Safety issues, street lighting, communal areas and cleanliness rated excellent.

4.4 Although the area rated excellent, the inspectors did make some comments for further improvements to the area. These comments included:

· Friars Row Garages – Poor state and shutters

· One or two untidy gardens

· Three-piece suite dumped at the back of Albion Gardens

· One garden filled with black bags (Albion Gardens)

· Raby Gardens – single mattress and household rubbish in garden 

4.5
The inspectors commented that it was one of the best estates they have seen, although their main issue were with garages in Friars Row.

5.0
Findings from Estate Inspections at Tanfield Lea 24th September 2009

5.1
Vandalism, graffiti, litter, fly-tipping, grassed and shrubbed areas rated good, although inspectors rated dog fowling as not a problem on the estate except in some instances.

5.2
Overgrown gardens, untidy gardens, appearance of voids, abandoned vehicles roads and footpaths rated good or excellent with an exception of illegal parking, rated average and comments made suggest narrow roads are causing parking problems in the area.  

5.3 Other areas such as lighting, broken walls and other hazards rated excellent and tenant inspectors felt this were not an issue on the estate.

5.4
Although the area rated excellent, as in Burnopfield, the inspectors did make some comments for further improvements to the area. These comments included:
· Graffiti on garages at Parkside and roofs in need of attention

· Some messy fencing on some properties

· Some issues of untidy gardens -18 & 19 Parkside

· Overgrown wasteland next to garages

· Parking on paths throughout the estate
· Graffiti and rubbish at the back of the Chapel 
Further comments highlighted by the inspectors, were:

“The estates in general seem pleasant and well-kept with the only the odd incidence of untidy gardens. Some problems associated with graffiti and fly-tipping.”

“Young people could become involved in helping clean up the graffiti.”


“Anti-vandal paint for garages”


“6 Memorial Homes window broke and garden untidy.”
6.0
The next step

6.1
Tenancy Services Officers should visit the sites to assess issues raised within this report by the inspectors. Tenant inspectors will then revisit the estates within one month of this report to assess the areas which needed action. Any obstacles to problems raised can be reported to the group. 

6.2 We have approached Tanfield Lea Primary School to become involved in the Community Schools Project. 

6.3 A garage review is underway, which will give a clear indication on the future of garages sites throughout the area.

6.3
Mystery shopping exercises will start the week beginning 12th October 2009. This exercise will include members of the group visiting our HQ, writing emails, letters and telephoning the organisation to test the service they receive. All shoppers have examples to use for testing the service. 

