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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 4th JUNE 2020 (REMOTELY VIA MS TEAMS)

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 

1.0 APOLOGIES

Apologies were received from Kevin Keane.

2.0 DECLARATIONS OF INTEREST

There were no Declarations of Interest.

3.0 MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 23RD APRIL 2020  

RESOLUTION:  The Minutes of the Customer Services Committee Meeting of 23rd April 2020 were approved as a true record on a motion from Margaret Baxter, seconded by Graham Collie.

4.0 MATTERS ARISING FROM ITEM 3.0

4.1 Reactive Maintenance Contract
COMMITTEE COMMENTS/DISCUSSION: Graham Collie enquired about the reactive maintenance contract.

	The Property Services Manager advised Committee that the contract had been progressing well with no failed emergencies and no issues to date.

In terms of retendering, tenders were returned on 22nd May 2020.  

The Property Services Manager advised that there had been over 30 interested parties, but only 2 returns.  References will now be followed up, and it was expected that we would be in a position to make a final decision week commencing 8th June 2020, with a view to the contract starting the first week in August 2020.

5.0 COMMERCIALLY SENSITIVE EXTRACT OF MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 23RD APRIL 2020 

RESOLUTION:  The extract of the Commercially Sensitive minutes of the Customer Services Committee meeting held on 23rd April 2020 were agreed as a true and accurate record on a motion from Graham Collie, seconded by Margaret Baxter.

6.0 MATTERS ARISING FROM ITEM 5.0

There were no matters arising.

7.0 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: -

· Housing and Tenancy Sustainment staff have been mainly focusing on rent arrears recovery. The current tenant arrears have increased from 4.77% in April to 5.09% in May. UC claims have dropped in May with only 10 new cases in comparison to 25 in April. Information is currently being gathered on the serious arrears cases and potential servicing of Notice of Repossessions to those not engaging.      
· Allocations have begun with 3 lets in May to applicants who were previously allocated properties prior to Covid-19. Section 5 homeless referrals have now been received from Clackmannanshire and Fife Council for properties not on offer and will continue with this route of allocation for any new voids. Currently 22 voids that have been terminated and 13 with notice of terminations received.   
· ASB cases are of the same level as normal with various complaints from noise, fly tipping and breaches of lockdown being reported.
· Mutual Exchanges and Assignations are still on hold however, as restrictions lift these possibly could be re-visited. Tenants could take pictures or video calls for inspections.
· The tenant portal My Home will be launched towards the end of June beginning of July, all customer services staff have received training and some are currently working on the administration to set the portal up ready for use.
· A new Facebook group has been set up by staff to manage social media and tenant communication through Facebook. They have come up with many ideas and hope to drive this forward as a means to engage with tenants.
· The Tenant Participation staff working group is continuing to meet and run competitions, they will also help with the promotion of My Home.   

COMMITTEE COMMENTS/DISCUSSION: John Campbell enquired about notices and whether the Association was required to provide information regarding these to the Regulator.  

The Housing Services Manager advised that the Association does not require to provide this information to the Regulator.  

COMMITTEE COMMENTS/DISCUSSION: John Campbell commented that care would be required to be taken about the serving of notices at the current time due to the potential for bad for publicity.
 
The Housing Services Manager advised that we would not serve any notice on a tenant who was engaging but struggling due to Covid-19 however, the cases that would be considered are those who are not engaging and we do not know what their current circumstances are. 

The notice period is 6 months and this enables the opportunity for the tenant to contact and make arrangements for payment prior to any court action. The Housing Services Manager advised that there will be discussion with the Senior Management Team before this was progressed.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell enquired about the possibility of wage arrestments as an alternative way of collecting arrears.

The Housing Services Manager advised that the Association couldn’t do this as there were no cases being heard at Court at the present time.  

This could, of course, be looked at as an alternative in the coming weeks, if the situation were to change in relation to court cases.

COMMITTEE COMMENTS/DISCUSSION :  Graham Collie commented that it was good that the Association was using virtual methods by way of communicating with tenants. 

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired about mutual exchanges and the potential difficulties that could be encountered with moving. 

The Housing Services Manager advised that it would be entirely up to the people who were embarking on the mutual exchange and how they would tackle the move.

COMMITTEE COMMENTS/DISCUSSION:  Graham Collie commented that the same issues would be encountered with the private property market, people would have to handle the move as best they could under the circumstances. 

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

· The Association were still progressing with voids and that all investment work remained on hold.
· Landscaping is up and running and back on site and stair cleaning has been resumed to a full service.  Internally, some staff are now able to get on with their own duties. 
· Property Services has been a lot quieter than Housing.
· Gas servicing is still ongoing.  There had been 2 or 3 issues where contractors had not been able to get in and carry out the service.  If a tenant has been shielding, the gas servicing has been provisionally arranged for the day after their shielding date comes to an end, to ensure that we are getting the servicing carried out as close to the anniversary as is possible. 

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired about the extent of fly tipping at present.

The Housing Services Manager advised Committee that there had been a few reports, but the bulky uplifts were still being carried out which may be helping the situation.  On the whole, the Association were not aware of any major issues with fly tipping. 

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

8.0 PERFORMANCE MANAGEMENT REPORTS 2019/20 

The Housing Services Manager and Property Services Manager advised Committee as follows:

8.1 Quarterly Performance Report (Q4)
COMMITTEE COMMENTS/DISCUSSION:    Graham Collie enquired about KPI reference 42 – Approved Medical Adaptations – Qtr 3 and 4 – and whether it should be shown in green.

The Property Services Manager apologised and advised that yes, that KPI should be shown in green.

COMMITTEE COMMENTS/DISCUSSION:   Louise Gregory enquired about the void rent loss target and if this should be amended to reflect the current situation.  

The Housing Services Manager advised that it will be increasing this year and will rise until we start allocating houses again.  

Committee noted that most of the proposed targets including void rent loss would be kept the same as they were last year. The reason for this is that we cannot predict what is going to happen during the year due to the covid -19 crisis but keeping them the same will enable us to see what impact the Covid-19 pandemic in having on key aspects of the Association.

8.2 Customer Services Departmental Plan Review
Committee noted that the Departmental Plan Review outcomes were all completed for the year except one. 

The Property Services Manager advised that the Environmental Assessment of Talisker and Kippen Place was placed on hold to await the results of the Keep Scotland Beautiful assessment. 

Committee noted that any recommendations from this will be contained in an action plan. 

Committee noted that this was in both Housing and Property Departmental plans for 2020-2021.	

8.3 Complaints and Feedback 
The Property Services Manager advised Committee that the bulk of complaints and feedback were in relation to the previous contractor’s performance.  

Therefore, there were a higher volume of complaints on the repairs side, particularly over Quarters 3 and 4.  In relation to Property Services, the bulk of complaints were down to reactive repairs.

Property complaints numbers were down and interestingly there had been almost no complaints since lockdown on 24th March 2020.

The Housing Services Manager advised that there had been very few complaints of service to Housing in the past month, although ASB complaints have not diminished. 

RESOLUTION:  The Performance Management Reports 2019/2020 were approved by the Committee.

9.0 WELFARE MITIGATION PLAN REVIEW 

RESOLUTION:  The revised Welfare Mitigation Plan was noted by Committee.

10.0 ALLOCATION POLICY (REVIEW: STAGE 2): CONSULTATION SURVEY QUESTIONNAIRE 

The Housing Services Manager advised Committee that the survey will be placed on survey monkey for applicants and on the My Home portal for tenants. 

RESOLUTION:  The revised Allocation Policy (Stage 2):  Consultation Survey Questionnaire was noted by Committee.

11.0 EXCEPTIONAL ALLOCATION 

RESOLUTION:  The Committee noted the Exceptional Allocation Homologation. 

12.0 HOUSING SERVICES DEPARTMENTAL PLAN (1ST DRAFT) 

The Housing Services Manager summarised the report to Committee and highlighted the following as key aspects:

· Develop & implement My Home tenant portal  
· Develop & implement These Homes (CBL System)  
· Develop CHR & Housing Options Advice   
· Support the development programme  
· Residential Property Acquisitions   
· Welfare Reform
· Estate Management Improvements
· Customer Satisfaction & Engagement
· Issue Social Housing Charter Report
· Void Management 

The Housing Services Manager advised Committee that it was important to highlight the priorities that had been deferred due to the current circumstances.  The following were highlighted as being carried forward to 2021/2022.

COMMITTEE COMMENTS/DISCUSSION:    John Campbell enquired about the Keep Scotland Beautiful award and if this should have been presented to Committee.  

The Property Services Manager advised that it was the intention that Keep Scotland Beautiful would have presented their findings direct to Committee however, due to lockdown this did not happen. The Property Services Manager and Housing Services Manager will work together to present Committee with the report and an action plan as this is in both Departmental Plans for 2020-21.   

RESOLUTION:  The Housing Services Departmental Plan (1st Draft) was noted by Committee.

13.0 PROPERTY SERVICES DEPARTMENTAL PLAN (1ST DRAFT) 

The Property Services Manager summarised the report to Committee and highlighted the following as key aspects:

· Develop & implement My Home tenant portal  
· Invest to meet the EESSH deadline for December 2020
· Re-tender the reactive repairs contract
· Support the development programme  
· Residential Property Acquisitions   
· Estate Management Improvements
· Customer Satisfaction & Engagement
· Issue Social Housing Charter Report
· Void Management 
· Deliver improvements in the Factoring Service
· Deliver improvements to reactive repairs

RESOLUTION:  The Property Services Departmental Plan (1st Draft) was noted by Committee.

14.0 TENANTS HANDBOOK REVIEW 

RESOLUTION:  The Committee noted the deferral of the Tenants Handbook Review.


15.0 COMMITTEE ATTENDANCE 2020/2021 
 
RESOLUTION:  Committee attendance to date of 67% was noted.

16.0 AOCB

16.1 Proposed Temporary Lease to Fife Council 
The Housing Services Manager updated the Committee on the proposed temporary lease of a property in High Valleyfield to Fife Council as highlighted in the report from the Chief Executive.

The purpose of the lease is for Fife Council to use it as temporary decant accommodation for one of their tenants. 

The Housing Services Manager confirmed to Committee that the draft lease was based on standard template that had previously been approved by Harper MacLeod and thatb this was acceptable to Fife Council.. 

RESOLUTION:  The Proposed Temporary Lease to Fife Council was approved by Committee.  

There was no other business and the meeting concluded at 7.00 pm.
             
17.0 DATE OF NEXT MEETING: 	6th August 2020	




8th June 2020 



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