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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 23rd APRIL 2020

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

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

1. APOLOGIES

No apologies were received.

1. DECLARATIONS OF INTEREST

There were no Declarations of Interest.

1. [bookmark: _Hlk37836827]MINUTES OF CUSTOMER SERVICES COMMITTEE MEETINGS HELD ON 6TH FEBRUARY 2020  

RESOLUTION:  The Minutes of the Customer Services Committee Meeting of 6th February 2020 were approved as a true record on a motion from Margaret Baxter, seconded by Graham Collie.

1. MATTERS ARISING FROM ITEM 3.0

4.1	Reactive Maintenance Contract 
	The Property Services Manager advised Committee that the agreement with MPS is due to end on 30th April 2020.  From 1st May 2020 The McDougall Group will be carrying out the service for a temporary period until a permanent new contractor is appointed (but again this will be emergencies only). 

	In terms of the retendering, tenders are due back on 22nd May 2020, and a permanent new contractor should be identified by the end of May 2020, with a view to starting the first week in August 2020.



1. COMMERCIALLY SENSITIVE EXTRACT OF MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 6TH FEBRUARY 2020 

RESOLUTION:  The extract of the Commercially Sensitive minutes of the Customer Services Committee meeting held on 6th February 2020 were agreed as a true and accurate record on a motion from Margaret Baxter, seconded by Graham Collie.

1. MATTERS ARISING FROM ITEM 5.0

There were no matters arising.

1. [bookmark: _Hlk34834244]SCHEDULE OF COMMITTEE MEETINGS 

RESOLUTION:  The Schedule of Committee Meetings was approved by Committee.

1. COVID – 19 SERVICE UPDATE 

The Housing Services Manager and Property Services Manager updated the Committee, by summarising the key aspects of the Covid-19 Service delivery to date. 

The Housing Services Manager updated on the key aspects for housing: -

· all Housing and Tenancy Sustainment staff mainly working on rental income/arrears. There has been an increase on Universal Credit claims from an average of 10 per month to 25 new claims in April to date.
· ASB complaints still being received at the same level but mainly complaints of a domestic nature i.e. loud noise from children or music playing loud.
· estate management issues are becoming a problem due to no bulky uplift service. 
· housing applications are still being processed but there are no allocations or void work. There are currently 19 properties that we have keys for with a further 11 tenancies in the process of being terminated. 
· mutual exchanges, assignations and abandonments are all on hold.
· frontline staff have attempted to contact all vulnerable tenants aged 70+  (approximately 226 tenants) and there had been positive feedback.
· frontline staff were now attempting to contact all our other tenants and to date almost half had been contacted.
· the Housing Services Manager had made contact with Clackmannanshire and Fife Council Homeless Services and Womens Aid to offer assistance where possible.
· the TP working group had met and an alternative version of the  #Brewatochilview initiative is proposed with calls being made to tenants instead of them attending the office. 
· The group were also running a competition and were considering other non face to face engagement with service users.

COMMITTEE COMMENTS/DISCUSSION: Margaret Baxter advised that Clackmannanshire Council appeared to be continuing with bulky uplifts.  

The Housing Services Manager advised that contact had been made with Clackmannanshire Council when the recycling facility closed, and although they initially agreed to carry out uplifts on our behalf the service was then suspended. 

The Property Services Manager confirmed that the Association were considering alternative options with a view to maintaining an uplift service.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory commented that in response to the Tenant Participation Group giving tenants the opportunity for the Association to contact them and have a one to one telephone call; that this gives tenants a chance to have a chat with the Association about anything that they might have issues with and was a good idea.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory asked if at this time there would be any Abandonments. 

The Housing Services Manager confirmed that the reason that abandonments were not being progressed was because it was not possible to fully investigate if someone had actually abandoned the property as they may for example moved in with a partner during lockdown, so the property hasn’t necessarily been abandoned.

COMMITTEE COMMENTS/DISCUSSION:  Margaret Baxter asked if we had any indication on the level of impact the current situation was having on arrears figures.

The Housing Services Manager advised that at the 31st March 2020 the non-technical arrears were 4.41% and rental income was down to 97% when it is normally around 99%.  The non-technical arrears are still within our target of 4.73% however, it was an increase from previous quarter.

The Housing Services Manager advised Committee that part of the issue may have been down to the fact that we did not have any phone numbers for tenants to call into the office for the first couple of weeks of lockdown, as we were waiting on mobile phones being delivered to frontline staff.  Therefore, no one was able to phone to pay rent during that period.  

There was also an expectation that by the end of April, there would probably be an increase in arrears, due to the number of tenants waiting on Universal Credit claims for housing costs.

COMMITTEE COMMENTS/DISCUSSION:  Graham Collie enquired about how staff were accessing information, e.g., tenants files etc.

The Housing Services Manager advised Committee that this information was being accessed via a remote desktop server.  This was set up originally to enable around half a dozen members of staff to access it at the one time and now all staff were accessing it. 

The benefit of already having this remote desktop server in place prior to the lockdown was that at least half the workforce were able to start working from home immediately.  

The number of licenses has been increased to 18 and we have purchased some other equipment to enable frontline staff to access the network remotely. As from today (23rd April 2020) all staff can now fully work remotely.

The system can sometimes be quite slow, and we have now established a rota so that staff are accessing the system half a day each.  If they are not accessing the network, the other half of the day, they are carrying out phone calls, dealing with emails etc.

The Finance staff have access to the system all day as they are deemed essential to continue with making payments, processing rents and dealing with invoices etc. 

The Housing Services Manager advised Committee that in terms of working to the rota some staff are starting a bit earlier or working a bit later and adjusting hours accordingly. At the moment we are not sticking rigidly to the hours of 9-5 hours so staff can access the system however, cover is always provided.  

COMMITTEE COMMENTS/DISCUSSION:  Margaret Baxter advised that staff could only do what they could do.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory confirmed that it was good that there was a bit of give and take for staff and that it would also be good for staff morale.

The Property Services Manager updated  Committee on the key aspects for property services: 

· only emergency or urgent repairs were being undertaken with urgent being upgraded to emergency for the period.
· gas servicing and maintenance continued to be carried out, however, gas repairs were now prioritised, and preference given to households with medical vulnerability, age or households with babies.
· all investment and planned contracts were on hold due to the restrictions on travel and social distancing and that most contractors had furloughed staff. 
· landscape maintenance services were not being undertaken due to the latter.
· stair cleaning continues to be undertaken although the service was now done by a 2-operative team and was to sanitise ‘touch points’ only to stairwells and do spot-cleaning rather than ‘wet’ cleaning.
· estate management inspections, property inspections and other staff monthly inspections were on hold; staff such as the Property Services Officer (Inspections) had been successfully redeployed to other office related tasks in the meantime. 

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired about whether the grass was continuing to be cut at present.

The Property Services Manager advised that it was not at present as IDVerde were not carrying out any service at the moment.

The Property Services Manager advised Committee that the Association was investigating a payment concern with IDVerde as they were looking for continued payment; advice was being sought on not paying IDVerde at present.  The Property Services Manager confirmed that no payments had been made to date.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell pointed out that he was glad that the Association were taking advice and would be concerned if the Association were required to continue to make payment for a service they were not providing whilst they were furloughing their staff?

RESOLUTION:  The Covid-19 Service Update was noted by Committee.

1. HOUSING & PROPERTY POLICIES AMENDED BY EXECUTIVE COMMITTEE 

The Housing Services Manager advised Committee that this document was approved by the Executive Committee on 16th April 2020 and will also go to Management Committee on 30th April 2020 for information. 

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory commented on the gas safety policy on page 21, item 8.0 and the wording of the delivering of mail.

The Property Services Manager advised that one of the changes is that we can use Docmail, which is an electronic mail delivery system and these letters can be sent remotely.  The wording requires to be changed to say that ‘letters will no longer be hand delivered’.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell enquired about the Covid-19 item on page 33, item 35 on the list in relation to evictions.

The Housing Services Manager outlined the updated legislation from the Coronavirus Act 2020 in terms of repossessions and the service of notices.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell expressed concern that this would deter organisations from serving a notice of repossession as doing so was a good deterrent at times. 

The Housing Services Manager confirmed that if someone was not engaging or making payment then they would be moved through the arrears process as normal and if required a notice would still be served. This also did not have to be by hand delivery as recorded delivery could be used. 

COMMITTEE COMMENTS/DISCUSSION:  John Campbell was pleased to note that we would be continuing to serve notices where necessary.

COMMITTEE COMMENTS/DISCUSSION:  Margaret Baxter advised Committee that there had been a press article which tenants may have mis-read by thinking that they would be getting a 3 months rent holiday and that in fact this was in relation to private tenants only.

The Housing Services Manager advised Committee that there had been some negative feedback from tenants who thought they would be getting 3 months rent holiday however, we did contact tenants and put posts on facebook etc. clarifying the position. 

RESOLUTION:  The Housing & Property Policies Amended by Executive Committee were noted by Committee.

1. KITCHEN REPLACEMENTS: TENDER STAGE. 

The Property Services Manager summarised the key aspects of the Kitchen Replacements Tender.

COMMITTEE COMMENTS/DISCUSSION:  Graham Collie asked about the contract sum and as this was over £50K should it not have been procured via PCS?

The Property Services Manager confirmed that the tenders were expected to be under £50K therefore it was felt that Quick Quote would suffice. Unfortunately, the value turned out to be over £50K.

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. 

1. ALLOCATION POLICY (REVIEW: STAGE 1) 

The Housing Services Manager summarised the key aspects of the Allocation Policy (Review:  Stage 1).

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory asked about Elderly Amenity lets and in particular about the age range of occupants.

The Housing Services Manager advised that yes there was particularly in upper floor elderly amenity properties as these were more difficult to let to someone over pensionable age. The feedback from staff was that if a property has been adapted to amenity standard then someone who will benefit from that adaptation in terms of being closer to pensionable age would be better than allocating it to a younger tenant. 

COMMITTEE COMMENTS/DISCUSSION:  John Campbell pointed out that he felt the timescale proposed by the Housing Services Manager appeared to be tight.

The Housing Services Manager advised Committee that she was aware of the tight timescale and there had already been discussions with Housing Online who are carrying out the development. They will be made aware of potential changes however, most have already been written into the specification for other landlords and would only require very minor adjustments, with no cost to us. They will be kept advised of the progress throughout.

RESOLUTION:  Committee agreed to the stages that the Housing Services Manager had highlighted.

1. OWNERS SURVEY 2020

The Property Services Manager summarised the key aspects of the Owners Survey 2020.

RESOLUTION:  The Owners Survey 2020 was approved by Committee. 

1. COMMITTEE ATTENDANCE YEAR END 2019/2020 

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

1. AOCB

There was no other business and the meeting concluded at 7.25pm                

1. DATE OF NEXT MEETING: 	4th June 2020	 



 24th April 2020 



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