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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 6th FEBRUARY 2020

Present:		1.  John Campbell (Vice Convenor)
			2.  Graham Collie
3.  Margaret Baxter

	In Attendance:  	Linda McLaren, Housing Services Manager
				Andrew Gibb, Property Services Manager
				Kate Oliver, Corporate Services Administrator 

In the absence of the Convenor, Vice Convenor, John Campbell chaired the meeting.

1.0 APOLOGIES

Apologies were received from Louise Gregory.

2.0 DECLARATIONS OF INTEREST

There were no Declarations of Interest.

3.0 MINUTES OF CUSTOMER SERVICES COMMITTEE MEETINGS HELD ON 11TH DECEMBER 2019 

COMMITTEE COMMENTS/DISCUSSION: Graham Collie advised that his name had been spelt incorrectly.

RESOLUTION:  Subject to the minor amendment, the Minutes of the Customer Services Committee Meeting of 11th December 2019 were approved as a true record on a motion from Graham Collie, seconded by John Campbell.

4.0 MATTERS ARISING FROM ITEM 3.0

There were no matters arising.

5.0 EXTRACT OF P&C / COMMERCIALLY SENSITIVE MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 11TH DECEMBER 2019 

RESOLUTION:  The extract of the Commercially Sensitive minutes of the Customer Services Committee meeting held on 11th December 2019 were agreed as a true and accurate record on a motion from Graham Collie, seconded by John Campbell.

6.0 MATTERS ARISING FROM ITEM 5.0

There were no matters arising.

7.0 PERFORMANCE REPORTS: 2019/2020

5 
7.1 Quarterly Management Reports (Q3)
The Housing Services Manager and Property Services Manager advised Committee as follows:

Key Performance Indicator Report
Committee noted the following:

· Performance in Q3 of 79% (against a target of 80%)
· Positive Highlights in Q3

· [bookmark: _Hlk32150018]% Tenants who feel their landlord is good at keeping them informed about their services and outcomes;
· % Tenants satisfied with opportunities to participate in decision making; 
· % Satisfaction with repairs service;
· % Customers satisfied with reporting of repairs by staff;
· % Tenants satisfied that rent represents value for money.
· Current non-technical arrears;
· Rent collected as % of total rent due;
· % of ASB reports;
· % Tenancies satisfied with the TS Service;
· Tenancies referred for appointment to Tenancy Sustainment Service.

· Areas for improvement

· Emergency repair response;
· % Reactive repairs completed right first time;
· % Tenants satisfied that rent represents value for money;
· % Tenants dissatisfied with management of the neighbourhood;
· Former tenant arrears as a % of rent due;
· Current tenants owing 13 weeks rent or more.

[bookmark: _GoBack]COMMITTEE COMMENTS/DISCUSSION:   Graham Collie enquired whether MPS carried out adaptations. 

The Property Services Manager advised that they did not.

The Housing Services Manager felt that the more tenants now in receipt of Universal Credit meant that as tenancies terminated there was more chance of an outstanding arrears balance. At the moment 75% of the arrears cases are in receipt of Universal Credit. 

COMMITTEE COMMENTS/DISCUSSION:  John Campbell confirmed the importance of people paying in advance to eliminate this happening.

COMMITTEE COMMENTS/DISCUSSION:   John Campbell enquired about the factoring survey results.

The Property Services Manager advised Committee that we had now received the raw data and a full report was expected to be received by Tuesday 11th February 2020.

The main change to note that the results had gone up from 50% to 52.8%.

The Housing Services Manager advised Committee that in addition, we will also be receiving the data from the tenant survey focus groups at the same time.

The Property Services Manager advised that there had been a good selection of owners interviewed and there had been lots of comments regarding different areas.  The biggest concern seems to be the cost of the service.

The Property Services Manager advised that a report will be brought back to the next Customer Services Committee in May 2020.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell noted that if it was about costs then we should be looking at benchmarking.

The Property Services Manager advised that we are currently sitting in the 3rd quartile and benchmarking will be looked at as part of the results.

	ACTION:  Graham Collie volunteered to provide a copy of his own personal factoring invoice for information.
	RESPONSIBILITY
Property Services Manager    



7.2 Departmental Plan Review
The Housing Services Manager and Property Services Manager summarised the key aspects of the Departmental Plan:

· 90.9% of the Departmental Plan was achieved in Q3 (against a target of 80%)
	
	Q2 Actions incomplete

· reactive maintenance contract extension;
· environmental assessment of Talisker and Kippen Place;
· re-tender the Landscape Maintenance service with tenant and service user consultation;
· Final Report Customer Survey 2019.
		
COMMITTEE COMMENTS/DISCUSSION:  Graham Collie enquired about the management issues which were being encountered.

The Housing Services Manager advised that both areas have high incidence of anti-social behaviour, fly tipping and also in particular Kippen Place has experienced a high turnover of voids and a high number of refusals.  

One of the issues with Kippen Place is that they are all two bedroom cottage flats with a communal area to the rear of the properties.  The front doors are on to an open car parking area, where children frequently play ball games, which, results in a high number of complaints during the summer months. 

The intention is to carry out a review and assessment of both areas with a working group from Housing and Property Services to try and resolve some of the issues. 

7.3	Complaints and Feedback 
The Property Services Manager advised Committee as follows:

· Overall complaints handling performance had improved from 2018-19.  Up to 98.47% (from 97.13%) for Stage 1 complaints and maintained at 100% for Stage 2 complaints;
· Allocations and reactive repairs remain the largest complaint sources for Housing and Property respectively;
· Time taken remains very good at 1.54 days (Stage 1) and 9.74 days (Stage 2) compared to targets of 4 and 20 days respectively.

COMMITTEE COMMENTS/DISCUSSION:   Graham Collie pointed out that there was a typographical error in heading 9.0 – it read “learing” instead of “learning”.  

It was noted that it would be advantageous to also report positive feedback.

The Property Services Manager advised that this will be addressed when the Spring Newsletter is produced at the end of March 2020, whereby positive feedback will be put into the newsletters for tenant’s information and can also be incorporated into future Committee reports.
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RESOLUTION:  Subject to the amendment of the small typographical error, the Performance Reports: Q3 2019/20 were approved by the Committee.

8.0 TPAS “HEALTHY ENGAGEMENT” REPORT AND RECOMMENDATIONS: PROGRESS 

RESOLUTION:  The updated TPAS “Healthy Engagement” action plan was noted by the Committee. 

9.0 REACTIVE MAINTENANCE CONTRACT 
The Property Services Manager summarised the key aspects of the Reactive Maintenance Contract.
COMMITTEE COMMENTS/DISCUSSION: John Campbell enquired about the sub division of the proposed new contracts.

The Property Services Manager advised that it should almost be equal with 749 properties and 716 respectively.  

The type of work will be repairs and voids and all trades, so nothing will change in terms of work.  It will be advertised on a 3-year contract with an option for a further 2 years.

As the details relating to this item are considered to be commercially sensitive this information is contained in a Commercially Sensitive Extract of the Minutes. 

	RESOLUTION:  The report was noted.

10.0 PLANNED AND CYCLICAL MAINTENANCE INVESTMENT PROGRAMME 2020/2021:TENDER APPROVALS 

10.1	Open Space Maintenance Contract
The Property Services Manager advised that this contract was to cover all of the Association’s open space maintenance for a 3-year period 2020-23. 

The Property Services manager further advised that tenant consultation had taken place over the contract specification with a number of tenant recommendations being incorporated into the new contract.  

RESOLUTION:  The Committee approved the tender from Idverde Ltd to deliver the Association’s Open Space Maintenance contract for the period 2020-23.

As the details relating to the tender sum are considered to be commercially sensitive this information is contained in a Commercially Sensitive Extract of the Minutes. 

10.2	Electrical Audit Services
The Property Services Manager explained that this contract was to cover electrical quality inspections of reactive electrical repairs and electrical periodic inspections to all of the Association’s stock.  This would provide an additional layer of assurance over electrical work given the recent higher awareness over fire safety.  

COMMITTEE COMMENTS/DISCUSSION:  Margaret Baxter enquired where the successful company were based.Graham Collie advised they were based in Paisley.

RESOLUTION:  The Committee approved the tender from Argon Technical Ltd to undertake electrical quality assurance inspections for the Association for the period 2020-23.

As the details relating to the tender sum are considered to be commercially sensitive this information is contained in a Commercially Sensitive Extract of the Minutes. 

11.0 EXCEPTIONAL ALLOCATION 

The Housing Services Manager summarised the key aspects of the Exceptional Allocation Report and asked Committee to homologate an exceptional allocation in accordance with Section 14 of the Allocation Policy.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell pointed out that there was an issue with the wording and how it reads at item 4.7, 3rd bullet point. 

COMMITTEE COMMENTS/DISCUSSION:  There was some discussion on whether there should be a limit to the number of offers made when it is an exceptional allocation.

It was agreed that during the next review of the Allocation Policy consideration would be given to add in that only one reasonable offer will be made when it is an exceptional allocation . 

RESOLUTION:  The Exceptional Allocation was approved by the Committee for recommendation to the Management Committee.

12.0 INTERNAL AUDIT REPORT: VOIDS AND RELETS: PROGRESS 

The Property Services Manager summarised the key aspects of the Internal Audit Report: Voids and Relets Progress and confirmed the following:

· both Management Actions arising from the audit report had now been satisfactorily completed with no further monitoring required.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell noted that the recommendation to review policies annually seemed excessive to him.

COMMITTEE COMMENTS/DISCUSSION: Graham Collie noted that some of the delegated authority had already been changed for staff sign offs.  

It was agreed that for fairly minor changes, these should be able to be changed without having to get delegated authority.

RESOLUTION:  The Internal Audit Report:  Voids and Relets: Progress was approved by the Committee.

13.0 REPOSSESSION POLICY (NEW) 

The Housing Services Manager summarised the key aspects of the new Repossession Policy and confirmed the following:
· The Repossession Policy is a new policy and is being introduced as a result of the self-assessment undertaken prior to the submission of our Annual Assurance Statement in October 2019;
· The policy forms part of the evidence for Assurance and Notification section AN3 of the Annual Assurance Statement evidence document;
· Consider the new Repossession Policy for recommendation to the Management Committee for approval.

COMMITTEE COMMENTS/DISCUSSION: Margaret Baxter enquired about whether previously we had agreed that the ages of children would not be noted specifically in the Repossession Report.

The Housing Services Manager confirmed that ages were removed from the report and replaced with age groups i.e. children under 16 or dependent adult >16.  It was confirmed the Repossession Committee Report has not changed it is only referenced in the new policy. 

[bookmark: _Hlk31960478]RESOLUTION:  The Repossession Policy was approved by the Committee for recommendation to the Management Committee.

14.0 COMMITTEE ATTENDANCE 2019/20   

RESOLUTION:  Committee attendance to date of 59% was noted.

15.0 AOCB

15.1	Estate Visits
COMMITTEE COMMENTS/DISCUSSION: Margaret Baxter wondered if the time was right to initiate estate visits again.  

It was agreed that Committee would wait for approval to the proposed and Tenant Engagement & Communication post and, if approved, discuss estate visits again at that time.

COMMITTEE COMMENTS/DISCUSSION: John Campbell felt as a Committee member the estate visits were beneficial to familiarise him of the areas. 

The Housing Services Manager advised that in the meantime,  if any Committee member was interested in an estate visit during the day then she would be more than happy to arrange for this.
	 
There was no other business and the meeting concluded at 7.10pm.

16.0 DATE OF NEXT MEETING: 	7th May 2020	
	17.0 ACTION:  The Housing Services Manager will e-mail Committee members with a view to changing the above date due to the public holiday on 8th May 2020 (as a number of members may be unable to attend due to being on holiday). (Amended to 23rd April 2020)   
	RESPONSIBILITY
Housing Services Manager    




10th February 2020


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