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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 11th DECEMBER  2019

Present:		1.  Louise Gregory (Convenor)
			2.  Kevin Keane (from item 7.0 only)
			3.  Graham Collie
4.  John Campbell 

	In Attendance:  	Graeme Wilson, Director of Customer Services
				Linda McLaren, Housing Services Manager
				Andrew Gibb, Property Services Manager

1.0 APOLOGIES

Apologies were received from Margaret Baxter.

2.0 DECLARATIONS OF INTEREST

There were no Declarations of Interest.

3.0 [bookmark: _Hlk27034718]MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 14TH NOVEMBER 2019

[bookmark: _Hlk27120630]The Minutes  of the meeting of 14th November 2019 could not be approved  as only Louise Gregory was present at this time.  This item was dealt with under Any Other Competent Business - See Agenda Item 13.0.

4.0 MATTERS ARISING FROM CUSTOMER SERVICES COMMITTEE MEETING HELD ON 14TH NOVEMBER 2019

There were no matters arising.

5.0 [bookmark: _Hlk27121015][bookmark: _Hlk27034815]EXTRACT OF PRIVATE & CONFIDENTIAL / COMMERCIALLY SENSITIVE MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 14TH NOVEMBER 2019

The Extract of the Minutes  of the meeting of 14th November could not be approved as only Louise Gregory was present at this time.  The extract of the minutes were unable to be approved at the start of the meeting due to insufficient members being present that attended the meeting on the 14th November.  This item was dealt with under Any Other Competent Business - See Agenda Item 13.0.

6.0 MATTERS ARISING FROM COMMERCIALLY SENSITIVE MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 14TH NOVEMBER 2019

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired about progress on the door replacement at Alloa Road, Tullibody.

The Property Services Manager advised that the doors had been ordered and were on a 6-week delivery so work was not expected to start until late January 2020.

7.0 TENANT SURVEY 2019 FINAL REPORT

Kevin Keane joined the meeting.

The Director of Customer Services summarised the key aspects of the Tenant’s Survey Report and confirmed the following:

· The three key aspects of service where our level of performance /satisfaction was below the RSL average was satisfaction with the reactive repairs service , assessment of rent as offering value for money and satisfaction with the landlord’s contribution to management of the neighbourhood.
· Consultation has already taken place with tenants on the landlords contribution to management of the neighbourhood during the Estate Management Policy Review, so it was not necessary to include this in the focus groups.
· Focus Groups are arranged for 16th December with 24 tenants attending.  These will look at repairs quality and value for money and try to delve deeper into the reasons for dissatisfaction in these areas.  These will be facilitated solely by Knowledge Partners.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell asked if the Association’s in-house tenant satisfaction figures were included in the report.

The Property Services Manager confirmed that they were not.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell felt that as our own figures were higher, overall our performance was reasonably good against the RSL average.

The Director of Customer Services explained that there was a slight difference between the question asked in the in-house surveys which emphasised the last repair that was completed.  As the tenant survey asked all respondents who had used the repairs service in the last 12 months there is a possibility that tenants may have responded to the repairs question thinking it was about investment.  He confirmed that the best figures will be used for the ARC 2020 submission.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory noted that the rent as value for money at 77% was good performance and a real improvement.  Louise asked if the increased performance was due to the face to face interviews.

The Director of Customer Services confirmed that this may have an effect as by surveying in person you can guide people more effectively about the question being asked of them.  For example, the number of ‘don’t know’ responses have dramatically reduced since the last tenant survey.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory asked about one specific point where a tenant had commented that they were disabled and got charged for anything they damaged.

The Director of Customer Services explained it was difficult to answer without the specific details however that was not the Association’s policy.

RESOLUTION:  The Tenant Survey Report (Final) 2019 was approved by the Committee.

8.0 EXTENSION OF REACTIVE MAINTENANCE CONTRACT WITH MPS

As the details relating to the extension of the reactive maintenance contract with MPS are considered to contain commercially sensitive information the record of the verbal report is contained in a Confidential / Commercially Sensitive Extract of Minutes. 

9.0 SCOTTISH NATIONAL STANDARDS FOR INFORMATION AND ADVICE PROVIDERS

The Director of Customer Services explained that this was a Departmental Action plan item for 2019-20 to investigate obtaining accreditation.  This will require a large amount of work and will be of benefit to the Association however due to imminent staffing changes and workload over the next few months it is proposed this be postponed until next year.

RESOLUTION:  The decision to postpone work on obtaining accreditation to the Scottish National Standards for Information and Advice was approved by the Committee.

10.0 PROCUREMENT OF CHOICE-BASED LETTINGS SOFTWARE (HOMEHUNT REPLACEMENT)

The Director of Customer Services and Housing Services Manager summarised the key aspects of the report and confirmed the following:

· Joining a Procurement Consortium to obtain a new system was too complex and had legal issues and was not seen as the best option.
· The preferred option was to take forward a bespoke solution through Housing Online who are also developing the Association’s website and My Home.
· East Lothian Housing Association are going ahead with Housing Online’s proposal with Berwickshire Housing Association and Eildon expected to follow.  This will introduce further savings if they do.
· By proceeding with Housing Online we will not lose 3 year’s worth of work on the specifications and forms already designed as these will be used.
· Housing Online have a long track record with East Lothian Housing Association for delivering projects on time and on budget.
· The overall deadline is September 2021 when our agreement with Homehunt ends.  Housing Online have produced a timetable to have a new system live for 1st April 2021.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell asked if once designed and installed, could others change the design.

The Housing Services Manager confirmed that support is included at 0.5 days per month within the costs and this can be used for any changes unless they are a major development cost which would be quoted separate.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory queried the support costs shown at £7.5k as this was high.

The Housing Services Manager confirmed that the support costs were £2k per year.

RESOLUTION:  The recommendation to proceed to procure new Choice-Based Lettings software through Housing Online and for the required funds to be included in the budget for 2020/2021 was approved by the Committee.

11.0 TENANT CONSULTATION

The Director of Customer Services confirmed that this was being taken forward with many of the next stages due in 2020.  A more friendly and informal approach seemed to be generating better tenant engagement.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory commented that the Winter Warmer Day was an ideal opportunity to get general feedback on many areas.

RESOLUTION:  The report was noted.

12.0 COMMITTEE ATTENDANCE 2019/20

RESOLUTION:  Committee attendance to date of 57% was noted.

13.0 AOCB

As Kevin Keane had joined the meeting at  item 7, it was now possible to again consider Agenda items 3.0 and 5.0.
AGENDA ITEM 3.0 
RESOLUTION:  The minutes of the Customer Services Committee held on 14th November 2019 were agreed as a true and accurate record on a motion from Louise Gregory, seconded by Kevin Keane.

AGENDA ITEM 5.0 
RESOLUTION:  The extract of private and confidential/ commercially sensitive minutes of the Customer Services Committee meeting held on 14th November 2019 were agreed as a true and accurate record on a motion from Louise Gregory, seconded by Kevin Keane.

There was no other business and the meeting concluded at 7.00 pm. 

14.0 DATE OF NEXT MEETING		6th February 2020 



12th December 2019



Signed …………………………………………….. (Convenor)		Date ……………
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