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BOARD MEETING

WEDNESDAY 26th MAY 2010
6pm – 9.10PM
BOARD ROOM, WESTFIELD CHAMBERS

ATTENDEES:

Board Directors



Cathy Clelland
CC

Chair



Andy Liptrot

ALi




Maurice Scott
MS



Keith Collridge
KC



Ann Blackburn 
AB



Paul Dolan

PD



Ben Chastney
BC
Gillian Withers
GW

Alison Lowe

ALo


Staff:

Claire Warren
CW


Pam Bleasdale
PB





Richard Walker
RW


Matthew Woods
MW



Michael Vickers
MV



Katie Hassell

KH

Minute taker
Apologies:
Clive Fox

CF


Brenda Kirby

BK


Nesreen Lowson
NL
	ITEM
	
	ACTION

	1.
	Apologies for Absence

Apologies were received from Clive Fox, Brenda Kirby and Nesreen Lowson.

	

	2.
2.1.1


	Minutes of the last Board of Directors meeting and ratification of decisions
Non Confidential Minutes – 28th April 2010
The minutes were accepted as a true record of the meeting.
ALi enquired if an extra days’ annual leave had been awarded and if staff had been informed.  CW stated that a letter had been sent to staff, from CW and CC, informing of an extra days’ leave to be taken before 31st December.  KC noted that he had received very positive feedback from staff.  

	

	2.1.2


	Confidential Minutes – 28th April 2010
Please refer to the separate Confidential minutes.

	

	2.2

2.2.1
	Matters Arising
Fire Safety
MW outlined the results, the main overview being presented in Appendix 3.  Focusing on the percentage of completed works, MW informed the Board that works are only recorded as completed when the work is finalised and validated.  

MW highlighted the number of findings for April, noting that these show as a failing and are related to the DDA works.  Delays were experienced, due to trying to complete all DDA recommendations at the same time per block, whilst trying to demonstrate value for money.  The fire signage aspect of this work has now been separated and the current schedule of works is running from June until September, working at completing fire signage at around 3 blocks per week. 
CC queried the signage work, wanting to know about exposure to risk for incomplete works.
MW stated that the priorities were to replace signage that is out of date e.g. “Keep door locked” instead of current “Keep door shut”.  Having checked with the Fire Service they have requested floor numbers in stairwells.  Other DDA work will be scheduled further into the year and include lower risk works such as welcome signs and covered notice boards.
CC challenged the current schedule of work to finish in September, asking if there is scope to complete the works sooner.  CW agreed we would seek to achieve this action.
MW informed the Board that the first property was to undergo work, scheduled for 2 days.  This property will then be assessed by the Fire Service and used as a model for all other properties, along with being used to create a more accurate schedule of works and identifying any scope for completing works sooner.  Properties with the largest number of findings will be completed first.  MW to update options to the next Board.
MS noted the importance of fire service compliance and tenant satisfaction with all works undertaken.  MW agreed, commenting that all tenants had been communicated with, through various schemes and WYFB have been involved from the start to ensure all information is correct.  ALi queried if all tenancy visits were used for communications.  RW noted that different officers were being used for various communications.  CW stated that current works were to address fire issues first, as the risk is higher.
KC questioned what processes were being used for those whose first language is not English.  MW stated that letters were sent to tenants, with Stay Put policy on the reverse, targeted using customer profiling to provide in the specific language needs of tenants and laminated for durability.  ALi questioned if there are better methods than laminated policies- fridge magnets.  BC stated that pictures would be more inclusive, good for children and those who are not strong readers.  It was agreed that a pictorial approach to signage would be adopted where appropriate.
PD queried what works were being carried out for fire doors.  MW noted that currently all internal doors are to provide 20 minutes; new standards are for 30 minutes.  CW stated that over the next 5 years there is to be £3.2million invested, to meet new legislation standards.  Progress to be reported to the next Board meeting.
The Directors noted the content of the report.


	MW
MW
MW

MW

	2.3
	Forward Planner
The Board noted the content of the Forward Planner.

	

	3.
3.1

3.2

	Minutes of Sub-Committees/Ratification of Decisions
Services and Investment Committee Non Confidential – 20 April 2010
No additional comments were raised.
The Board noted the minutes.
Services and Investment Committee Confidential – 20 April 2010
Non confidential

Please refer to the separate Confidential minutes.


	

	3.3

	Strategic KLOE Board Minutes
Diversity KLOE Board – 5 March 2010
No additional comments were raised.
The Board noted the minutes.
	

	4.
	Chief Executive’s Report
CW highlighted various aspects of the report:
· full year end position on capital expenditure is yet to be produced;
· further efficiencies can be made within avoidable contact, which will require further work with LCC Customer Contact Centre; 
· SMT are currently working on the Service Plan for 2010/11;
· Audit Commission Inspection results are to be published 3rd June; 

· discussions with Trade Unions are taking place around job descriptions, as part of the Caretaking Review;

· tender documentation has been issued for the Sheltered Housing Warden Service.

CW informed the Board that the Health & Wellbeing Policy has been submitted to regional officers of Trade Union for signing off, however the Unions are inclined to postpone this until the Managing Workforce Policy issues are resolved, due to links within the policies.  Jo Darling, of Vital Wellbeing, is seeking to remove any links between the policies, so that Health & Wellbeing can be finalised.  The Managing Workforce Change Policy implementation has been started, without collective agreement, by asking staff to voluntarily accept the new policy.    Currently, 12% staff have accepted the new terms and conditions; with meeting sessions planned with a HR specialist as part of the consultation process.
CW noted that RW and his team are currently working with LCC and Police in the Quest Review, part of a city wide project around ASB, irrespective of tenancy, to ensure the public know how to make a complaint and looking at a case management review.  There is to be a report to S&I or Board in the future.  Current impact when devolving the service is unclear, ALMOs have not yet been properly consulted.
ALi queried if there would be outside recruitment as part of the Caretaking Review.  CW stated that whilst it was possible, it would be unlikely.

ALi expressed concern that LCC will not consider WNWhL to manage the Fairfield new-build stock.  ALo expressed an interest as it is within her Ward.
CW stated that there is a need to lobby LCC to ensure that future management of stock isn’t out of WNWhL’s reach.  Directors requested that a letter be sent to LCC on behalf of the Board.

The Board noted the report.


	RW

CW


	5.
5.1
	Performance Section

For Discussion

Service Improvement Plan 2009/10 Performance

CW noted that this report is a retrospective view of last year.
The Board noted the report.


	

	5.2

	Operational Performance Report

CC expressed concern at the following elements of the report and asked for a response from management:
· average call waiting time risen to 117 seconds;

· reduction in number of complaints dealt with within 10 days;

· slowed rate of completing customer profiles.

The number of repairs appointments made and kept were noted as good.  CW commented that it was a mixed report; much work is being undertaken with Nesreen Lowson to look at resource and how the service is structured, considering better defining the performance management roles.  Work is being progressed between contractors and our Procurement Manager Andy Malthouse, to ensure that meetings with contractors are as effective as possible.
Audit findings show that customer satisfaction has decreased.  Part of the work of the Equality & Diversity KLOE Board has been to look at the completion of customer profiling; some customers refuse to complete the survey and looking at who needs to be influenced to encourage more customers to complete the profiling survey. 
RW informed the Board that the Customer Contact Centre performance has been deteriorating since January; showing an increase in call waiting time and a reduction in the number of calls answered.  In meetings with the Chief Officer of Contact Centre, satisfactory reasons for their performance have not been given; issues being staffing, council tax and the election.  RW noted that all the reasons could have been planned for and that the £1 million contract we have with the Contact Centre wasn’t being upheld.  RW has requested a 30% reduction in fee, aiming to work towards a more client contract style relationship.  WNWhL has provided resources and new processes to aid the work, but there is a lack of pro-activity within the Contact Centre to meet targets.  It is important that the Contact Centre know that unless performance is improved, the contract will not be continued in October.
PD expressed concern around the negative comments from customers and the findings of the Audit Commission in relation to the contract – WNWhL is judged by customers and audit on the performance of the Contact Centre.  PD suggested that working with the other ALMOs, an alternative solution could be found and officers would be supported in this work.  RW noted that this would be taken to the next cross ALMO meeting.
BC noted the unacceptable situation of the contract with the Contact Centre and challenged if a more refined approach could not be incorporated into any future contract; WNWhL needs to have better options, including enhanced penalties and incentives
CW noted the suggestion and stated that a request would be made to LCC Executive Member.  Over the year, LCC have adopted a penalties approach to failings of any SLA; some penalties of £10k have been made.  Currently, WNWhL need to provide 6 months notice to terminate the contract.  Work on the Access to Service strategy is to be brought forward, looking at alternative delivery.  This work should include the other ALMOs, looking at option appraisals.  A revised timetable for the work is to be brought to Board.

ALi stated that the performance of the Contact Centre in other of the parts of the Council should be compared with that of our service delivery and that of other ALMOs.

MS noted that it was a good report.

The Board noted the contents of the report.

	RW
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	5.2.1
	Complaints/ Compliments Report

CC expressed her thanks that the presentation of the information of the report was an improvement on the previous months.
AB noted that the number of complaints is still high, with a lot of repairs complaints.  A number of queries were raised about the method for making a complaint.  PB informed the Board that contractors leave feedback forms for tenants to complete, which are sent to the contractors; whilst tenants make complaints to us, which we then pass to the contractor, with the contractor feeding information back to us.

AB noted that some customers do not wish to give negative feedback for fear of ramifications.

KC noted that when things do go wrong, they go wrong dramatically.  CC requested that details of exceptional issues be provided in future reports.  Levels of complaints upheld and any trends need to be reported on; complaints can be used as a learning tool to identify who or what is consistently going wrong.
ALi requested for tables such as the repairs tables on page 2 to show percentages as well as actual numbers and any correlation between the tables.

PD requested that any details of complaints be reported to Service & Investment Committee, as presenting details to Board is not the best use of time.

CC noted that point 5 of page 1 Complaints Review Panel can have more Directors attending if they wish, stating that having a group of Directors for Complaints Panels would be an effective resource.  

KC expressed his interest in attending.

The Board noted the report.

	PB
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	5.2.2
	Diversity Performance Report
ALo noted that the customer profiling has seen significant progress; the statistics for sexual orientation have only been monitored for the past 18 months; the disability and ethnicity monitoring needs to be better.  The new Equality framework is due to go to the KLOE Board for target setting.  Training has shown excellent performance, ALo thanked the Board for their involvement.
Currently, the Board and Area Panels do not fully reflect the diversity of our customers; this is an important area and the Board should take a leadership approach.  Considering the current vacancy, more creative advertising needs to be used to attract new members.

ALo thanked Monica Kaur for all her hard work.

BC noted that it is important to ensure that diversity is seen as a real issue and not just a ‘number chasing’ exercise.

AB commented that for some of the diversity groups, it is difficult to get involvement.

The Board noted the content of the report.

	

	6.
6.1

6.2


	Business Planning
For Approval

Cockroft House Option Appraisal
Please refer to the separate Confidential minutes.
Service Plan 2010/11
CC complemented the Team on the service plan report, which is a well written document.
ALo queried how the service plan is to be monitored.

CW stated that monitoring is through quarterly Board reports, as well as monthly summary reports to management group.

CC asked how it links to the work of the organisation.

CW stated that at the Board Strategic Away Day on the 2nd July, overall objectives will be set and linked to the Service Plan.  It is important to see the golden thread from the Service Plan as it moves through the work of the organisation.  Previously, it has been difficult to follow, next year alignment to the Plan will be seen more clearly.  Objectives such as participatory finance with customers and Total Place will be brought into the Service Plan.  All of the Audit Commission weaknesses will be incorporated.
CC requested a report on customer choice.  This will be covered through assignment of strategic roles for SMT as part of their service plan.
Recommendation
The Board approved the 2010/11 Service Plan, subject to customer consultation and delegate any amendments to the Chief Executive for approval.

	

	6.3
	Annual Report to LCC

No additional comments were raised.

Recommendation
The Board approved the draft version of the 2009/10 Annual Report to LCC, subject to any minor amendments being delegated to the Chief Executive before submission on the 4th June 2010.


	

	6.4
6.5
	For Discussion

Review of Delegated Financial Authorities
Report deferred to July meeting.
CC noted that some of the delegations were in need of review.
Review of Board and Committee Arrangements

CC reminded the Board that a commitment had been made to reviewing the structure of the Board and Committee arrangements.  CW added that a review of arrangements is necessary due to extensive time spent reporting and the timescales for each report, staff feeling that it can be difficult to show real progress within the frequency of reporting.  As part of the review, structures of ALMOs of a similar size across the country have been considered; as well as looking to strengthen the role of the Board and Committees and for tenant involvement roles.  There is a need for stronger links between tenant involvement and the Board.
PD queried how the TSA scrutiny fits within the new structure.  CW noted that there are no direct constitutional links with tenant involvement, outside of the Area Panels; but it is good for the tenant scrutiny to be separate from the Area Panels, Board etc.
 PD questioned if LCC had any view of the proposed structure.  CW informed the Board that the views of LCC had not yet been sought.  CC advised that she had mentioned the need to review our structure to the Strategic Landlord.  Cllr Les Carter’s response had been supportive.
BC commented that when structure has been looked at, there needs to be clear areas when work falls and careful scheduling to ensure appropriate workload.  
CC added that in review of the Board structure we should also review when and at what time meetings occurs i.e. that going forward there are currently meetings which may not need to be held in the evening, Directors need to inform of their availability.
KC commented that the new structure looks positive and challenged the Tenant’s Involvement.  Currently, those on Tenant Involvement Groups cannot be Area Panel members or Board Directors, and queried a change to the Terms of Reference to correct this.

PB noted that a number of organisations were looking to form Tenant Board, a hybrid looking at budget, service investment plans etc., before information is presented at Board.
CW stated that Terms of Reference would need to be developed going forward.

CC highlighted that there needed to be a decision as to when the KLOE Boards would cease, as all KLOE Boards will cease under the new structure.  Directors discussed each KLOE Board and agreed that all KLOE Boards could cease with immediate effect.  Under the new structure, KLOE Board work will fall under Champion type work.  AB noted the importance of ensuring that tenants were offered other involvement.  CW stated a letter would be sent to tenants from the Chair and Chief Executive, thanking them for their involvement and that tenants would be invited to be involved in other ways.
Recommendation

The Board noted the contents of the report and approved the KLOE Board Framework disbandment with immediate effect.

	PB
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	6.6
	Tenant Board Director Recruitment Process

GW informed the Board of her intention to resign; she does not wish to stand for re-election as she does not feel she can fully commit to the Board.
CC noted that remuneration of Board Directors could have an impact, not everyone can afford to take unpaid leave and this could be an area to be reconsidered.  CC asked the Councillor Board members to raise this back at Council.

CW informed the Board that guidance notes on tenant Director recruitment would be issued by LCC.  LCC are currently working towards a unified approach for all ALMOs.  All those interested in becoming a Board Director would be matched with a person specification, before public nomination and Area Panels would be involved in the early stages of the recruitment process.

The Board noted the content of the report.

	

	6.7
	For Information

Energy Innovations in Deprived Communities, New Wortley Update

MV provided highlights of the report, noting that under 2.1 Financial Bid Profile no resource had been made but is included within the strategy for next year.  WNWhL investment into the consortium is low risk, as can pull at a later stage without any financial loss. 
ALi queried if any flats would be included in the works.  MV stated that no flats were included, as they are not permitted in the bid.

AB challenged why no WNWhL representatives attended the Fuel Savers Committee.  MV informed the Board that as the SLA with Fuel Savers had been ended, no officers now attend the meetings.  MV is to check if attendance would be appropriate now that working in partnership on the ERDF bid.

Recommendations
The Board noted the contents of the report; endorsing, in principle, signing up to the consortiums energy Full Business Plan and WNWhL scheme annexe and to continue with progressing to the final bidding status.


	MV

	7.
7.1
	Strategy and Policy
For Approval
Board of Directors Code of Conduct
No additional comments were made.
Recommendations

The Board approved the following recommendations:
· To seek clarification of the amendments, if required, and approve the updated Code of Conduct and Code of Conduct Declaration Form

· Board Directors complete the annual ‘Declaration of Interest’ forms and return to the Governance Support team by 31st May 2010.


	Directors

	7.2
	Board of Directors Expenses Policy
No additional comments were made.
Recommendation
The Board approved the revised policy, to be effective retrospectively from 1st April 2010.

	

	8.
	WNWhL Key Achievements
No additional comments were raised.

The Board noted the contents of the report.

	

	9.
	Any Other Business
Next meeting rescheduled for 1st July 2010
CC thanked the Board for agreeing the 30th June 2010 meeting be rescheduled for 1st July 2010.

	

	
	Board Director Training
A draft Board Director Training Schedule was given to the Directors.  Directors were asked to inform the Governance Support team of their availability, especially for the 17th June.
	KH
Directors



	
	Behaviour At Meetings
CC expressed her strong desire and expectation that all Area Panel members, Board members, employees and other parties involved with WNWhL enjoy working together constructively and recognise in each other the value they bring to the organisation. Whilst there may be differences of opinion these should be handled appropriately, following guidance from WNWhL Officers and in accordance with the organisations code of conduct.
CC noted that Area Panels should now have gone through Chair elections and that this now needs to be progressed quickly.


	KH

	
	The meeting ended at 9.00pm

	

	10.
	Date and Time of Next meeting

Thursday 1st July 2010, 6pm Board Room, Westfield Chambers


	


Minutes signed as a correct record
Chair:

Signature of Chair: _____________________
Date: ___________

BOARD OF DIRECTOR


Amended


Minutes – Non Confidential


Item 2.1.1
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