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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 6th AUGUST 2020 (REMOTELY VIA MS TEAMS)

Present:		
1. Louise Gregory (Convenor) 
2. Graham Collie
3. Margaret Baxter
4. Kevin Keane

In Attendance:  	Linda McLaren, Housing Services Manager
				Andrew Gibb, Property Services Manager
		
1.0 APOLOGIES

	Apologies were received from John Campbell.

2.0 DECLARATIONS OF INTEREST

There were no Declarations of Interest.

3.0 [bookmark: _Hlk37836827]MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 4TH JUNE 2020  

RESOLUTION:  The Minutes of the Customer Services Committee Meeting of 4th June 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
[bookmark: _Hlk34834244]
There were no matters arising.

5.0 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 Services staff continue to concentrate on arrears/rental income and voids. The arrears at 31/07/20 have reduced to 5.04% which, is the first reduction in months. The number of UC claims have also only increased by 10 in July which, is the average increase prior to March 20. 
· A total of 11 further voids were allocated in July and our lets to homeless applicants is now at 56%.
· Advertising of properties resumed from 27/07/20 with approximately 5 per week being advertised at the one time. The number of applicants applying for the properties is what we would normally receive.
· Mutual Exchanges, Assignations and other changes of tenancy resumed on 27/07/20 and to date we have received 2 mutual exchange applications and numerous change of tenancy requests.
· My Home launched on 06/07/20 with 225 tenants currently registered, staff continue to promote this. A total of 52 tenants paid their rent on My Home which, also demonstrates that people are fully using the system. 
· We continue to make applications to the Kingdom Housing Association Community Fund and to date we have helped 47 tenants with a total value of £4,755 additional income.
· The staff Facebook Group & Tenant Participation Group have joined up and become the one group called the Tenant Engagement Group. They meet monthly and are currently running various competitions and ways to engage with tenants. We are looking at contacting My Home users to get a focus group organised of interested tenants that would attend a virtual meeting. The first meeting could be to look at the Annual Assurance Statement.
· The staff newsletter group are meeting next week to organise a tenant newsletter. 

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

· The Association were still progressing with voids which had remained constant during the last few months.
· Landscaping and stair cleaning had remained on full service and developments were now back to acceptable levels. 
· The External Wall Insulation & Solar PV project was progressing however remained dependent on both the Building Warrant and Grid Connection applications being successful.  Key deadlines had now been agreed and staff were working towards these.
· The smoke and heat detector project to meet statutory guidelines was due to resume in August.  This is the second year of the project and the contractor is providing additional resource to meet the target date.
· Other investment projects were either about to resume or dates were being finalised.  In particular kitchens and boilers were being planned for September however this would depend on tenant agreement to access their homes.  Smaller investment projects will follow.
· Gas servicing had continued throughout and was progressing well.  To the end of July, there had been 10 properties where the contractor had been unable to get in and carry out the service.  Procedures remained in place for booking services as close to the anniversary date as possible, where tenants were shielding or not willing to provide access. 

COMMITTEE COMMENTS/DISCUSSION: Margaret Baxter advised that the letter sent to tenants recently with regards to My Home advised that the contact number was to be at the top of the page however, it wasn’t. 

The Housing Services Manager asked if this was the tenant account number as there was an issue importing this onto the letter, but it was thought had been resolved. The Housing Services Manager will investigate the matter. 

COMMITTEE COMMENTS/DISCUSSION: Margaret Baxter asked if Logie Building Services will have an appointment system. 

The Property Services Manager confirmed that an appointment system will still be available for routine repairs however for the initial period of the contract this may differ slightly in how staff operate this compared to under the previous contractor and until such times as new systems are fully operational.

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

6.0 HOUSING SERVICES DEPARTMENTAL PLAN (2ND & FINAL DRAFT) 

6.1 Housing Services Departmental Plan (2nd & Final Draft) 
The Housing Services Manager updated the Committee on the key aspects of the report and confirmed that other than correcting any spelling errors the content of the report had not changed since the first draft was presented. 

RESOLUTION:  The Housing Services Departmental Plan (2nd & Final Draft) was approved by Committee.

7.0 PROPERTY SERVICES DEPARTMENTAL PLAN (2ND & FINAL DRAFT ENCLOSED)

7.1 Property Services Departmental Plan (2nd & Final Draft) 
The Property Services Manager updated the Committee on the key aspects of the report confirming that other than correcting any spelling errors the content of the report had not changed since the first draft was presented.

RESOLUTION:  The Property Services Departmental Plan (2nd & Final Draft) was approved by Committee.

8.0 PERFORMANCE REPORTS 2020/21 (Q1) 

5 
6 
7 
8 
9 
8.1 Customer Services Performance Management Reports
The Housing Services Manager and Property Services Manager advised Committee as follows:

Key Performance Indicator Report
Committee noted the following:

· Performance in Q1 of 72.2% (against a target of 80%)
· Positive Highlights in Q1

· [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;
· Gross Rent Arrears;
· % Tenants satisfied that rent represents value for money.
· % Tenancies satisfied with the Tenancy Sustainment Service;
· Tenancies referred for appointment to Tenancy Sustainment Service;
· % Annual lets to homeless;
· % 1st & 2nd Stage complaints resolved within timescale
· Increased positive comments from service users.

· Areas for improvement

· Emergency repair response;
· % Reactive repairs completed right first time;
· % Planned Maintenance Units Completed v Programme;
· % Planned Maintenance Spending v Budget;
· % Approved medical adaptations completed;
· Medical adaptations spend as a % of budget;
· % Tenants satisfied with the landlord contribution to management of neighbourhood
· Factored owners satisfied with the factoring service;
· Failure to complete gas safety check within 12 months;
· Average re-let time;
· % rent lost while a property is vacant;
· Current non-technical arrears;
· Rent collected from tenants as % rent due;
· Former tenant arrears as a % of rent due;
· Current tenants owing 13 weeks rent or more.

COMMITTEE COMMENTS/DISCUSSION:   Graham Collie advised that in respect of the failure to complete gas safety checks we are not alone in this and other organisations experiencing the same. 

8.2 Departmental Plan Review
The Property Services Manager summarised the key aspects of the Departmental Plan which incorporates both Housing and Property Services:

· 92% of the Departmental Plan was achieved in Q1 (against a target of 80%)
	
	Q1 Actions incomplete

· Asset Management Strategy/Plan;
· Review Lettable Standard;
· Environmental assessment of Talisker and Kippen Place. 
	
8.3 Complaints and Feedback 
The Property Services Manager advised the Committee that overall, the level of complaints was far lower than normal which was a result of the Covid-19 situation with many services temporarily on hold.  He provided a further update as follows: 

· Positive Highlights in Q1

· 100% Stage 1 complaints resolved within timescale;
· 100% Stage 2 complaints resolved within timescale;
· No complaints referred to the Ombudsman during Quarter 1;
· Significant increase in positive comments from service users (largely through staff efforts to contact all tenants).

COMMITTEE COMMENTS/DISCUSSION: Margaret Baxter asked if the Association recorded whether complaints were upheld and could this be included.

The Property Services Manager advised this was recorded and this will be included in future reports.

8.4 Planned Maintenance Programme Review
The Property Services Manager updated the Committee on progress to date on the investment areas for 2020/21.  He further explained that this report used to be provided to the Committee but was stopped a few years ago.  It was now proposed to reintroduce this report which would cover each area of investment in more detail including progress to date and spend.

COMMITTEE COMMENTS/DISCUSSION: Graham Collie asked why emergency light testing was shown as on hold when he thought this should be progressing.

The Property Services Manager explained that staff were doing checks on the lighting and that this will be amended.

RESOLUTION:  The Performance Management Reports 2020/21 (Q1) were approved by the Committee.

9.0 LETTABLE STANDARD REVIEW

The Property Services Manager updated the Committee that the review had begun with staff providing comments and proposals on the existing document.  A wider tenant consultation is being planned to incorporate tenants’ views on the standard therefore a full report with any proposed changes will be presented to the Customer Services Committee at a future date.

RESOLUTION:  The Lettable Standard Review update was noted by the Committee.

10.0 ALLOCATION POLICY REVIEW 

The Housing Services Manager updated the Committee on the current position with the Allocation Policy Review. The survey is currently live until 31/08/20 and to date a total of 282 responses have been received. A full report will be presented to Committee at the next meeting. 

RESOLUTION:  The Allocation Policy Review update was noted by the Committee.

11.0 TENANTS HANDBOOK REVIEW 

The Housing Services Manager updated the Committee on the key aspects of the changes to the Tenants Handbook. It is proposed that a final copy of each leaflet and total cost to print and distribute these will be brought to the next Committee meeting.
	
COMMITTEE COMMENTS/DISCUSSION: Graham Collie agreed that as the website has been revamped then it makes sense to review the leaflets.

COMMITTEE COMMENTS/DISCUSSION: Louise Gregory agreed that also with Logie Building Services being the new Contractor and the amendment to the Committee Chairperson it made sense to review each leaflet.

RESOLUTION:  The Tenants Handbook Review was approved by Committee.  

12.0 PREMISES, FITNESS & REPAIR POLICY (LSM) 2018

The Property Services Manager advised Committee that this had been scheduled in the existing Departmental Plan for review however on checking this had been an error.  The Property Services Manager apologised and explained that the Policy will be reviewed next year in line with the correct review date.

RESOLUTION:  The update on the timescale for review of the Premises, Fitness & Repair Policy (LSM) 2018 was noted by the Committee.

13.0 COMMITTEE ATTENDANCE 

RESOLUTION:  Committee attendance to date of  80 % was noted.

14.0 AOCB

There was no other business and the meeting concluded at 6.50 pm.

15.0 DATE OF NEXT MEETING: 	12th November 2020

	 

7th August 2020



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