
CESTRIA COMMUNITY HOUSING ASSOCIATION 

REPORT TO OVERVIEW AND SCRUTINY COMMITTEE 

10TH September 2008. 

 
1. Introduction 
 
1.1 The purpose of this report is to provide information to the Council’s Overview 

and Scrutiny Committee in relation to: 
 

1. The progress Cestria has made in delivering Offer Document Promises 
 
2. The progress Cestria has made in delivering on the Staff Pledge. 
 
3. General performance update from Cestria covering the whole range of 

service issues, including comparative information with other housing 
associations. 

 
4. How Cestria plans to develop its community role. 
 
5. What plans Cestria has and the timetable for the improvement 

programme.  
 
2. Offer Document Promises 
 
2.1 The Offer Document contained a total of 50 promises (although for the purpose 

of this exercise some have been combined together giving a total of 48 
promises)  that were developed jointly by the Council and Cestria in the pre-
transfer period.  These promises were the basis on which tenants voted for the 
transfer.  Cestria has 5 years to deliver on all the promises.  

 
2.2 The table set out below summarises the progress made on delivering Offer 

Document promises.  The detail on each promise is set out at Appendix I at the 
rear of this report. 

 
2.3 The Housing Corporation (the body that regulates all housing associations) in 

March 2007 issued a Technical Note setting out how it will monitor the delivery of 
Offer Document promises to tenants by Stock Transfer Associations. 

 
2.4 The monitoring process is set around 6 different themes as set out below:  

 
1. The delivery of home improvements. 
 
2. Service improvements. 
 
3. Affordable rents. 
 
4. Tenant participation in decision making. 
 
5. Regeneration. 
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6. Sustainable communities, including crime prevention and anti social 

behaviour. 
 
2.5 The Board has decided that Cestria will follow the monitoring arrangements set 

out in the Technical Note from the Housing Corporation. 
 
2.6 The monitoring framework is in 2 parts:  

 
1. A high level “traffic light” approach. 
 
2. The detailed monitoring report which is set out at Appendix I at the rear 

of this report.  
Table 1 - Offer Document Promises 
 

Description 
Colour 
Code 

Theme 1 Theme 2 Theme 3 Theme 4 Theme 5 Theme 6 Total Percent 

Number of Promises  14 10 5 8 3 8 48 100% 

Number Complete � 0 7 3 2 0 2 14 29% 

Number on Target � 7 2 2 6 2 6 25 52% 

Number at Risk � 0 0 0 0 0 0 0 0% 

Number Failed � 0 0 0 0 0 0 0 0% 

Number not yet started  � 7 1 0 0 1 0 9 19% 

 
2.7 With 29% of Offer Documents delivered in the first 6 months and a further 52% 

on target for delivery this can be regarded as a key success. 
 
3. Staff Pledge 
 
3.1 Cestria and the Council jointly developed a Staff Pledge in the pre-transfer 

period.   The table below sets out the summary of achievements to date with 
details contained at Appendix 2.  

 
Table2 - Staff Pledge Update 
 

Number of 
promises 

Number 
complete 

� 

Number on 
Target 

� 

Number 
Failed 

� 
22 17 5 0 

100% 77.2% 22.8% 0% 

 
3.2 The only items remaining to be delivered include: 
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1. The Association agreed to provide salary increases in line with national 
NJC Agreements.  As there is a trade dispute with local authority 
employers no salary award has been made for 2008.   Once the dispute 
has been settled the agreed award will be made. 

 
2. The Association would sign Trade Union Recognition Agreement. 

Discussions are progressing on the Agreement. 
 

3. The Association would fund appropriate levels of training and 
development.  A Development and Learning Assessment is currently 
being carried out and an appropriate training plan for staff will be drawn 
up later in the year. 

 

4. The Association would provide a non-contributory health care scheme.  
A draft scheme has been approved by the Board and is currently out to 
consultation. 

 
4. General Performance of Cestria 
 
4.1 On transfer, Cestria Community Housing moved from a local authority regulatory 

framework of Best Value performance indicators to the housing association 
sector which requires a broader range of measures to monitor the performance 
of the organisation. 

 
4.2 Cestria is in the process of developing a Balanced Score Card of performance 

indicators that cover a total of 116 separate indicators and 5 different aspects as 
follows: 

 
1. Regulatory – it is a requirement of the Housing Corporation that these 

indicators are collected and reported on.  These are called key 
Performance Indicators and can be used to compare the performance of 
Cestria with other housing associations.  Data systems are in place to 
report on all key performance indicators. 

 
 There are a total of 20 Key Performance Indicators.  
 
5. Customer satisfaction. The Association will collect a combination of 

strategic satisfaction information through an annual tenant survey and 
operational satisfaction information at the point of service delivery.  The 
majority of these data systems are not yet in place.  The Association will 
be carrying out its first annual tenant survey later this year.  All systems 
to capture operational tenant satisfaction information will be in place 
from April 2009. 
 
It is proposed that there will be a total of 36 indicators to measure 
customer satisfaction across every service area. 
 

6. Finance.  This suite if indicators will measure how financially robust the 
Association is and whether value for money is being achieved.  Systems 
are in place to report on all finance performance indicators. 
 
There are a total of 19 indicators on efficiency and value for money. 
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7. Internal Business.  These indicators will measure how efficient and 
effective service delivery is.  Systems are in place to report on all 
internal business indicators. 
 
There are a total of 29 indicators to measure efficiency and 
effectiveness.  

 

8. Innovation and Learning.  These indicators will attempt to measure the 
extent to which the organisation is able to innovate and learn from past 
experience and others.  
 
There will be a total of 12 indicators to measure innovation and 
learning. 
 

4.2 To date systems are in place to record and report on only 88 of these indicators.  
This is because some of the indicators can only be reported on an annual basis 
at year end and some indicators can only be reported after the completion of the 
annual tenant survey, which is scheduled for the turn of the year. 

 
Complaints 
 
4.3 Cestria has a formal complaints policy that was approved by the Board in the 

pre-transfer period.  The policy is similar to the one used by the Council. 
 
4.4 Cestria has dealt with 132 complaints since transfer as set out in Table 3 

overleaf.  In the fist few months after transfer complaint levels were high due to 
the impact of the local government elections.  The organisation struggled to deal 
with such a high complaint work load at the same time as it was trying to move 
offices but complaint levels have settled down and in July and August 2008 all 
complaints were dealt with in target times. 
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Gas Servicing 
 
4.4 On transfer there were 597 dwellings without a valid gas safety certificate.  For a 

further 400 properties the gas safety certificate expired before the 31st March 
2008.  This presented Cestria with a significant early operational risk. 

 
4.5 The Board had in the pre transfer period agreed to bring this work back in house 

due to the poor performance of the Council’s external contractor.  The additional 
work load presented the in-house team with a considerable early challenge. 

 
4.6 This work is now being undertaken to a satisfactory standard by the in house 

team as shown in Figure 1 below. 
 
Figure 1 
Gas Safety Profile 
 

 
 
ICT 
 
4.7 The organisation has invested heavily in ICT hardware and software in order to 

maximise operational efficiency.  This has involved: 
 

1. A new Finance system. 
 
2. A new Personnel system. 
 
3. A new Performance Management system. 
 
4. A new Knowledge Management system. 
 
5. A new web site. 
 
6. A new intranet. 
 
7. New PC’s for all staff. 

Page 28



 
8. The introduction of mobile working technology for Building Services, 

Housing Management, Income Management  and Cestria Care. 
 
9. New software systems. 

 
Building Services 
 
4.8 The Building Services Team  is performing well.  The average time taken to 

process repair requests is shown below.  These are  well below the target times 
Cestria promised to deliver in the Offer Document.  As a result complaint levels 
about Building Services have reduced to about 1 per month. 

 
 Emergency repairs (0.6 days) 
 Urgent repairs (1.2 days) 
 Routine repairs (4.8 days) 

 
4.9 Building Services are now undertaking all adaptation work for the Association. 
 
4.10 Building Services are now undertaking all gas servicing for the Association. 
 
4.11 From January 2009 Building Services will deliver an Estate Caretaker service for 

the new Association including grounds maintenance. 
 
Adaptations 
 
4.12 Since transfer Cestria has: 
 

1. Completed 57 major adaptations. 
 
2. Completed 131 minor adaptations. 
 
3. Appointed an Occupational Therapist to help with adaptation 

assessments. 
 
Housing Management 
 
4.13 Since transfer Cestria has: 
 

1. Opened a One Stop Shop 
 
2. Visited all tenants to deliver a new Tenancy Agreement and tenant 

handbook 

 

3 carried out 42 estate inspections 

 

4. sent out 497 garden letters  requiring the tenants to comply with their 

Tenancy Agrement 

 

5. Referred 145 owner occupier issues  to the Chester-le-Street District 

Council. 

 

6. referred 180 issues  to Durham County Council 
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7. Appointed Tenant Inspectors  to monitor the grounds maintenance 

service. 

 

8. Removed  41 incidents of graffiti. 

 
Cestria Care 
 
4.14 The Care Line service has been re-launched as Cestria Care.  The service has 

recently been informed by the Supporting People Team that  it is currently the 
highest performing service  in the county (this followed an independent review 
of all providers in the County). 

 
4.15 Cestria Care has in the first quarter: 
 

1. Dealt with 26,011 alarm or other calls to Cestria Care 

 

2. Supported 125 Cestria Care clients who have fallen. 

 

3. Responded to 74 smoke detector alerts 

 

4. Responded to 220 out of hours calls 

 

5. Made 157 referrals to GP’s on behalf of Cestria care clients. 

 

6. Called the ambulance for 197 Cestria Care clients 

 

7. Wished 750 tenants a “Happy Birthday”. 

 

8. 80 Cestria care clients now using Telecare 

 

9. 1,299 support plans updated and in place. 

 

10. 5,299 equipment checks 

 

11. 8,051 routine client visits made. 

 
4.16 Cestria Care about to market its services across the whole of the County area. 
 
Energy Saving Initiative 
 
4.17 Cestria has undertake insulation works at all its sheltered courts which we 

estimated will save each tenant £40 per year in heating bills. 
 
4.18 Cestria has funded the installation of a new gas main at Nettlesworth that will 

see homes in that area being given the choice to convert to gas central heating.  
We estimate this will reduce heating costs for tenants by £415 per annum and 
reduce CO2 emissions by 341 tonnes per year. 

Allocations 
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4.19 The Housing Register (people on the waiting list) has increased from 1,971 to 
2,348 at the end of August 2008 as shown in Table 4 below (a 19% increase).  

 
Table 4 
Housing Register Profile 
 

Description Feb Mar Apr May Jun July 

Main List 1409 1462 1504 1519 1603 1714 

Pensioner List 531 540 545 555 576 613 

Transfer List 106 106 106 106 106 108 

Total 1971 2033 2080 2101 2205 2348 

Percentage Increase   3% 2% 1% 5% 6% 

 
4.20 The Association has let 136 dwellings since transfer. 
 
4.21 The Board has undertaken a formal review of the Allocations process and has 

concluded that all allocations are in accordance with the Joint Allocation Policy. 
  
Homelessness 
 
4.22 The Association has interviewed a total of 125 cases under the homeless 

legislation on behalf of the Council as set out in Table 5 below. The outcomes 
and activity levels are similar to those achieved by the Council. 

 
Table 5 - Outcomes of Decision making 

 

Month Referrals 
Not 

Eligible 

Not 

Homeless 

Not 

Priority 

Intentional 

Homeless 
Accepted 

Percent 

Accepted 

February 17 2 1 3 0 4 24% 

March 13 1 3 5 1 5 38% 

April 20 3 6 5 0 4 20% 

May 28 0 1 13 4 8 29% 

June 20 0 10 5 1 7 35% 

July 16 0 3 1 1 0 0% 

August 11 0 0 0 0 0 0% 

Total 125 6 24 32 7 28 22% 

 

Table 6 - Comparative Performance (April to June) 
 

Month 
Chester-le-Street (First Quarter 2007) 

  

Cestria 9First Quarter 2008) 

  

 

Number of 
Applications 

Received 

Number of 
Applications 

Accepted 

Percent of 
Applications 

Accepted 

Number of 
Applications 

Received 

Number of 
Applications 

Accepted 

Percent of 
Applications 

Accepted 

 April 19 6 32% 20 4 20% 

May 21 5 24% 28 8 29% 

June 31 8 26% 20 7 35% 

Total 71 19 27% 68 19 28% 
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5. Delivery on Action Plans 
 
5.1 Every team in Cestria has developed a Team Action Plan made up of the 

following actions: 
 

1. Actions to help the association meet compliance with the regulatory 
code.  All housing associations must comply with a regulatory code, 
which is produced by the Housing Corporation.  The regulatory Code 
covers matters relating to: 

 
i. Governance 
 
ii. Management 
 
iii.  Viability 

 
During the first 12 to 18 months of operation all new housing 
associations are continually assessed against the regulatory code.  At 
the end of that period the association will be provided with a set of 
green amber of red traffic lights.  Those associations not achieving a full 
set of green lights are placed into intervention. 
 
A significant number of new associations are placed into intervention 
during the first 18 months. 

 
2. Actions to ensure that Cestria complies with the various circulars 

produced by the housing association which set down service standards. 
 
3. Actions to ensure that all Offer Document promises are kept. 
 
4. Actions to ensure that all Staff Pledges are met. 
 
5. Actions to ensure that the corporate priorities set by the Board in the 

Corporate Plan are met.  The Board ahs not agreed its first corporate 
plan as yet – this is likely to be published later in the year. 

 
5.2a During the first quarter of 2008/2009 the Association set itself a total of 173 

actions to complete.  It completed or started 96% of all planned actions.  Only 7 
actions were not started or completed on time. 

  
Table 7  - Quarter 1 Action Plan Profile 
 

Description Number Percent 

Actions to Complete 173  

Number Completed 105 61% 

Number In Progress But Not Completed 61 35% 

Number Outstanding 7 4% 
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6. How Cestria Plans to Develop Its Community Role 
 
6.1 In the first year Cestria recognised that it would take time to: 
 

1. Formally establish the new Association. 
 
2. Move into new premises. 
 
3. Recruit additional staff (23 new staff recruited to date). 
 
4. Make a positive start to deliver on Offer Document Promises. 

 
6.2 Cestria  recognised these priorities would limit, in the first instance, the wider 

community activities that the organisation could engage with as effort would by 
necessity have to be directed to consultation and engagement around the capital 
programme.. 

  
6.3 Cestria was also already aware of the proposed local government re-organsiation 

and wanted to work positively with the new county unitary is agreeing how it 
could contribute to the development of sustainable communities in the longer 
term.  Cestria was aware of how disruptive the re-organisation of local 
government was likely to be and how much officer and elected member time 
would be taken up in just setting up the new council. Ttherefore we understood 
that any longer term initiatives would need to be ‘car parked’ until such time as 
the new council had been fully established. 

 
6.4 Cestria was also acutely aware of the emerging worklessness agenda at national 

levels and wanted to play its full part once the policy had been fully thought 
through.  We wanted to take our time and see what was working well in other 
areas before deciding how we could develop any initiatives locally.  

 
6.5 Taking all of the above into account the Association still wanted to undertake 

some innovative community focused activity during its first year of operation. 
This has taken the form of a partnership initiative with Sunderland AFC 
Foundation linked to: 

 
1. Promoting active citizenship. 
 
2. Promoting family learning. 

 
6.6 The initiative is centred in the Sacriston and Chester West areas. 
 
6.7 Cestria will want to positively engage with the new county council, parish 

councils, and relevant partners in supporting the development of sustainable 
communities in Chester-le-Street. 

 
6.8 Cestria will want to be active member in support of any Area Partnership the 

new county may establish. 
 
6.9 We already have 2 communal rooms and a further 7 communal rooms will be 

transferring to Cestria shortly.  We will be carrying out detailed consultation with 
local communities on the potential future use and management  of these 
communal rooms. 
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7. What Plans Cestria Has and the Timetable for the Improvement 

Programme 
 
7.1 In the pre-ballot period the Board undertook detailed consultation with tenants 

on how the capital programme should be procured.  The results of that 
consultation showed that: 

 
1. Tenants did not want whole modernisations. They had visited other 

areas and seen the disruption that whole house modernisations can 
cause and were wholly opposed to this approach.  
 
This resulted in the development of a component replacement 
programme where individual components were replaced one at a time 
(more or less).  Tenants wanted priority to be given to windows and 
doors and wanted all windows and doors to be replaced in the first 2 
years.  Tenants also said they wanted their heating systems upgrading 
at the same time so that they would get the benefit of lower heating 
costs. 

 
2. Tenants wanted fair system of deciding who goes first.  They accepted 

that not everyone could be in Year 1 of the programme but they 
wanted the worst doing first if at all possible. 

 
7.2 Given that only 1 in 4 houses had been surveyed in the pre transfer period, as 

part of the stock transfer programme, the Board had to allow time for the 
carrying of detailed pre-works surveys before some parts of the improvement 
programme could be tendered. 

 
7.3 The programme that was developed by the Board and supported and approved 

by tenants is set out below: 
 
Table 8 - Improvement Programme 
 

Description 2008 2009 2010 2011 2012 2013 

  Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 

Door and Window Programme         

Heating Replacement Programme            

Kitchen and Bathroom 

Replacement Programme           

External Fabric Upgrades           

Environmental Programme           

 
7.4 The Board decided that Building Services would not be allocated any works from 

the improvement programme in the first instance and that all works would be 
subject to an EU tendering exercise.  Building Services will be undertaking a 
programme of Planned maintenance and a report is likely to go to the Board in 
October 2008 approving that programme. 

 
7.5 Following an EU tendering exercise local companies have been appointed to 

undertake the UPVC Door and Window Replacement  Programme  (SEKURA) and 
the Heating Replacement Programme (Sunters). 
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7.6 Both programmes commenced within the first month after transfer and are on 
target to deliver within the contract periods, as shown in Figures 1 and 2 
overleaf. 

 
7.7 To date 1,029 properties have already been improved since the transfer took 

place. 
 
7.8 Tenders are out for the delivery of the kitchen and bathroom replacement 

programme and contractors are due to commence on site in January 2009. Out 
of 7 contractors invited to tender, 3 are local companiesk.  Detailed pre works 
surveys of all these homes have been carried out in preparation for the 
commencement of works 

 
7.9 Works will commence on upgrading the external fabric of the houses in January 

2010.  Pre works surveys will be carried out during 2009 to allow this work to be 
properly programmed. 

 
7.10 Works will also commence on the environmental improvements to estates in 

January 2010.  This will allow plenty of time for consultation with tenants. Pre 
works surveys will be carried out during 2009 to allow this work to be properly 
programmed. 
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v
e
d
 b
y
 t
h
e
 B
o
a
rd
. 
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1
6
. 

N
o
n
 C
o
n
tr
a
ct
u
a
l 

P
o
lic
ie
s 

R
a
n
g
e
 
o
f 
p
o
lic
ie
s 
to
 
b
e
 
d
e
v
e
lo
p
e
d
 
fo
r 

co
n
si
d
e
ra
ti
o
n
 b
y
 t
h
e
 B
o
a
rd
 

T
h
e
 B
o
a
rd
 h
a
s 
a
lr
e
a
d
y
 a
p
p
ro
v
e
d
 s
e
v
e
ra
l 
n
o
n
-c
o
n
tr
a
ct
u
a
l 
p
o
lic
ie
s 

a
n
d
 t
h
e
 r
e
m
a
in
d
e
r 
a
re
 i
n
cl
u
d
e
d
 o
n
 f
u
tu
re
 f
o
rw

a
rd
 p
la
n
s 

 
�

 

1
7
. 

A
cc
o
m
m
o
d
a
ti
o
n
 

H
ig
h
 
q
u
a
lit
y
 
o
ff
ic
e
s 
w
it
h
in
 
th
e
 
D
is
tr
ic
t 

th
a
t 
m
e
e
t 
th
e
 n
e
e
d
s 
o
f 
d
is
a
b
le
d
 p
e
o
p
le
, 

fr
e
e
 
ca
r 
p
a
rk
in
g
 
to
 
b
e
 
p
ro
v
id
e
d
, 
n
o
n
-

sm
o
k
in
g
 

o
ff
ic
e
s,
 

a
p
p
ro
p
ri
a
te
 

d
e
sk
s,
 

g
o
o
d
 q
u
a
lit
y
 s
e
a
ti
n
g
, 
a
d
e
q
u
a
te
 s
to
ra
g
e
, 

h
e
a
ti
n
g
 
a
n
d
 
lig
h
ti
n
g
, 
k
it
ch
e
n
 
a
n
d
 
re
st
 

ro
o
m
 t
o
 b
e
 p
ro
v
id
e
d
 

T
h
e
 m

o
v
e
 t
o
 B
o
w
e
s 
O
ff
ic
e
s 
w
a
s 
co
m
p
le
te
d
 s
u
cc
e
ss
fu
lly
 a
n
d
 s
ta
ff
 

h
a
v
e
 c
o
m
m
e
n
te
d
 o
n
 h
o
w
 w

e
ll 
it
 w

a
s 
m
a
n
a
g
e
d
. 
 T
h
e
re
 a
re
 a
m
p
le
 

ca
r 
p
a
rk
in
g
 
sp
a
ce
s 
a
n
d
 
d
is
a
b
le
d
 
a
cc
e
ss
 
to
 
p
u
b
lic
 
a
re
a
s.
 
 
S
ta
ff
 

w
e
re
 i
n
v
o
lv
e
d
 i
n
 c
h
o
o
si
n
g
 t
h
e
 f
u
rn
it
u
re
 a
n
d
 a
d
d
it
io
n
a
l 
st
o
ra
g
e
 h
a
s 

b
e
e
n
 
o
rd
e
re
d
 
w
h
e
re
 
re
q
u
ir
e
d
. 
 
T
h
e
re
 
a
re
 
se
v
e
ra
l 
sm

a
ll 
k
it
ch
e
n
 

a
re
a
s 
a
n
d
 a
 l
a
rg
e
 c
a
n
te
e
n
. 
 

�
 

1
8
. 

H
e
a
lt
h
 a
n
d
 S
a
fe
ty
 

F
re
e
 
u
n
if
o
rm

s,
 
g
o
o
d
 
q
u
a
lit
y
 
P
P
E
, 
fr
e
e
 

e
y
e
 
te
st
s,
 
te
a
 
a
n
d
 
co
ff
e
e
 
m
a
k
in
g
 

fa
ci
lit
ie
s,
 
sh
o
w
e
rs
, 
lo
ck
e
rs
, 
lo
a
n
 
w
o
rk
e
r 

sa
fe
ty
 a
rr
a
n
g
e
m
e
n
ts
, 
tr
a
in
e
d
 f
ir
st
 a
id
e
rs
 

U
n
if
o
rm

s 
h
a
v
e
 b
e
e
n
 p
ro
v
id
e
d
, 
th
e
 p
ro
v
is
io
n
 o
f 
fr
e
e
 e
y
e
 s
ig
h
t 
te
st
s 

is
 b
e
in
g
 i
n
v
e
st
ig
a
te
d
 a
n
d
 t
h
e
re
 a
re
 a
m
p
le
 f
a
ci
lit
ie
s 
to
 m

a
k
e
 t
e
a
 

a
n
d
 c
o
ff
e
e
. 
 S
h
o
w
e
rs
 a
re
 a
v
a
ila
b
le
 a
n
d
 l
o
ck
e
rs
 w

ill
 b
e
 p
ro
v
id
e
d
 i
n
 

th
e
 n
e
w
 s
to
re
s.
  
A
 h
e
a
lt
h
 a
n
d
 s
a
fe
ty
 a
u
d
it
 h
a
s 
b
e
e
n
 c
o
m
p
le
te
d
 

a
n
d
 
a
ct
io
n
 
p
la
n
s 
h
a
v
e
 
b
e
e
n
 
d
e
v
e
lo
p
e
d
 
to
 
a
d
d
re
ss
 
th
e
 
is
su
e
s 

in
cl
u
d
in
g
 
lo
n
e
 
w
o
rk
in
g
. 
F
o
u
r 
fi
rs
t 
a
id
e
rs
 
h
a
v
e
 
b
e
e
n
 
tr
a
in
e
d
 
a
n
d
 

th
e
re
 a
re
 p
la
n
s 
to
 t
ra
in
 f
u
rt
h
e
r 
v
o
lu
n
te
e
rs
 

�
 

1
9
. 

IT
 S
y
st
e
m
s 

G
o
o
d
 
q
u
a
lit
y
 
sy
st
e
m
s,
 
w
o
rk
 
st
a
ti
o
n
 

a
ss
e
ss
m
e
n
ts
, 
la
p
to
p
s 
a
n
d
 o
th
e
r 
p
o
rt
a
b
le
 

co
m
p
u
te
r 
d
e
v
ic
e
s 
to
 b
e
 p
ro
v
id
e
d
 

S
ta
ff
 
h
a
v
e
 
co
m
p
lim

e
n
te
d
 
th
e
 
q
u
a
lit
y
 
o
f 

th
e
 
IT
 
e
q
u
ip
m
e
n
t 

p
ro
v
id
e
d
. 
 
T
h
e
re
 
h
a
v
e
 
b
e
e
n
 
so
m
e
 
is
su
e
s 
w
it
h
 
th
e
 
IT
 
sy
st
e
m
s 

p
a
rt
ic
u
la
rl
y
 
M
ic
ro
so
ft
 
S
o
ft
w
a
re
. 

 
T
h
ir
d
 
p
a
rt
y
 
sy
st
e
m
s 

a
re
 

fu
n
ct
io
n
in
g
 
to
 
th
e
 
e
ff
e
ct
 
th
a
t 
te
n
a
n
ts
 
a
re
 
n
o
t 
in
co
n
v
e
n
ie
n
ce
d
. 
 

T
h
e
 r
e
m
a
in
in
g
 i
ss
u
e
s 
a
re
 c
u
rr
e
n
tl
y
 b
e
in
g
 i
n
v
e
st
ig
a
te
d
 a
n
d
 w

ill
 b
e
 

re
so
lv
e
d
 
a
s 
so
o
n
 
a
s 
p
o
ss
ib
le
. 
 
L
a
p
to
p
s 
a
n
d
 
p
o
rt
a
b
le
 
co
m
p
u
te
r 

d
e
v
ic
e
s 
h
a
v
e
 
b
e
e
n
 
p
ro
v
id
e
d
 
to
 
th
o
se
 
th
a
t 
n
e
e
d
 
th
e
m
. 
 
W
o
rk
 

st
a
ti
o
n
 a
ss
e
ss
m
e
n
ts
 w

ill
 b
e
 a
d
d
re
ss
e
d
 a
s 
p
a
rt
 o
f 
th
e
 h
e
a
lt
h
 a
n
d
 

sa
fe
ty
 a
ct
io
n
 p
la
n
. 
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2
0
. 

T
ra
n
sp
o
rt
 

T
ra
ck
e
r 
a
la
rm

s 
to
 b
e
 f
it
te
d
, 
v
e
h
ic
le
s 
to
 

b
e
 a
ir
 c
o
n
d
it
io
n
e
d
 a
n
d
 p
re
-r
a
ck
e
d
 v
a
n
s 

to
 b
e
 p
ro
v
id
e
d
 

T
h
e
 s
ta
ff
 w

e
re
 c
o
n
su
lt
e
d
 o
n
 t
h
e
 i
ss
u
e
s 
o
f 
tr
a
n
sp
o
rt
 a
n
d
 d
e
ci
d
e
d
 

th
a
t 
th
e
 
p
ri
o
ri
ty
 
w
a
s 

h
a
v
in
g
 
p
re
-r
a
ck
e
d
 
v
a
n
s 

ra
th
e
r 
th
a
n
 
a
ir
 

co
n
d
it
io
n
in
g
 o
r 
tr
a
ck
in
g
. 

�
 

2
1
. 

C
o
m
m
u
n
ic
a
ti
o
n
 

S
ta
ff
 
in
tr
a
n
e
t 

to
 
b
e
 
a
v
a
ila
b
le
, 

te
a
m
 

m
e
e
ti
n
g
s 

to
 
b
e
 
h
e
ld
 
re
g
u
la
rl
y
, 

st
a
ff
 

co
n
fe
re
n
ce
s 
to
 b
e
 h
e
ld
 a
t 
le
a
st
 q
u
a
rt
e
rl
y
 

T
h
e
 p
ro
v
is
io
n
 o
f 
a
 s
ta
ff
 i
n
tr
a
n
e
t 
h
a
s 
b
e
e
n
 d
is
cu
ss
e
d
 a
n
d
 s
u
p
p
lie
rs
 

a
re
 c
u
rr
e
n
tl
y
 b
e
in
g
 a
p
p
ra
is
e
d
. 
 A
 p
ro
ce
ss
 o
f 
te
a
m
 m

e
e
ti
n
g
s 
h
a
v
e
 

b
e
e
n
 
e
st
a
b
lis
h
e
d
, 
fl
o
w
in
g
 
fr
o
m
 
th
e
 
w
e
e
k
ly
 
E
x
e
cu
ti
v
e
 
m
e
e
ti
n
g
. 
 

S
ta
ff
 c
o
n
fe
re
n
ce
s 
h
a
v
e
 b
e
e
n
 h
e
ld
 m

o
n
th
ly
 s
in
ce
 t
h
e
 t
ra
n
sf
e
r.
 

�
 

2
2
. 

H
e
a
lt
h
 C
a
re
 

R
e
d
u
ce
d
 c
o
n
tr
ib
u
ti
o
n
 h
e
a
lt
h
 c
a
re
 t
o
 b
e
 

o
ff
e
re
d
 

S
ch
e
m
e
 a
p
p
ro
v
e
d
 b
y
 t
h
e
 B
o
a
rd
 a
n
d
 o
u
t 
fo
r 
co
n
su
lt
a
ti
o
n
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