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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 12th NOVEMBER 2020 (REMOTELY VIA MS TEAMS)

Present:		
1. Louise Gregory (Convenor) 
2. Graham Collie
3. Margaret Baxter
4. John Campbell
5. Teresa McNally
6. Aileen Crichton
7. Kevin Keane

In Attendance:  	Linda McLaren, Housing Services Manager
				Andrew Gibb, Property Services Manager
		
1.0 RECORDING OF MEETING 
	
	RESOLUTION:  Committee approved that the meeting be recorded.

2.0 ELECTION OF CONVENOR & VICE CONVENOR

Convenor
The Property Services Manager asked for nominations for the position of Convenor.  Louise Gregory was nominated by Margaret Baxter, seconded by Graham Collie.

RESOLUTION:  No further nominations were received and Louise Gregory 
was duly elected as Convenor for 2020/2021.

Vice Convenor
The Convenor asked for nominations for the position of Vice Convenor. John Campbell was nominated by Margaret Baxter and seconded by Teresa McNally.

RESOLUTION:  No further nominations were received, and John Campbell was duly elected as Vice Convenor for 2020/2021.

3.0 APOLOGIES

No apologies were received.

4.0 DECLARATIONS OF INTEREST

There were no Declarations of Interest.

5.0 MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 6TH AUGUST 2020  

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

6.0 MATTERS ARISING 

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 services: -

· Allocations are a priority as the voids are currently very high with approximately 32 voids being worked on. There are 17 voids where we have keys and 15 at the notice stage. 	
· Mutual Exchanges were suspended due to restrictions on households visiting however, latest Government guidance includes mutual exchanges on the services that can continue. Speaking to CHR partners to enable exchanges to proceed if tenants have already visited the property.  
· Arrears are continuing to reduce with many factors contributing including a double UC payment received in October, payments now being received on actual payment dates, increased payments through My Home and Notices of Repossession now being served.
· Kingdom HA Community Fund ended on 5/10/20 Ochil View accessed additional income for 148 tenants with a total value of £16,775
· Energy Redress Fund for fuel vouchers ended on 6/11/20 we managed to help 35 tenants receive a total of 85 vouchers amounting to £3,500
· My Home now has 520 tenants registered and staff continue to contact tenants to promote and assist with sign up. There are also 439 tenants who are paper free and receive communication by email. This is an increase from just under 100 in April.
	
	COMMITTEE COMMENTS/DISCUSSION: Teresa McNally enquired whether there were a greater number of voids this year compared to last year?

	The Housing Services Manager advised that because the Association did not allocate in the first couple of months of lockdown, there had been a knock-on effect as there was a backlog.  When the Association started allocating again, those allocations mainly went to section 5’s.  There were a number that we could not let as there was no-one for them, so we had to wait until we were advertising again, when we were back working in the office.  

	As the Association do transfer lets, priority was given to transfer applicants, which in turn created a void from them.  Second lets then go to homeless priority and other needs, until we reach those people, we will not see the numbers depleting.  By the time we get to the end of the year, we should get a better overall picture of the voids. 

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

· Voids are a concern due to the volume and the condition they are being handed back from tenants.  Logie Glazing & Building have had a resource issue with painters and many of the current voids require decoration.
· Repair service is being fully delivered currently and performance in October and into November is on an upwards trend.
· Gas servicing and maintenance continues to perform well however City Technical have had resource problems due to employees having to self-isolate.  Also, some parts have proved an issue to obtain. No further services have been missed.
· Kitchen replacements now finished except two properties due to tenant self-isolation.
· Boiler replacements currently on site and due to finish 13th November
· External wall insulation contract on site but was delayed one week due to scaffold/welfare equipment issues.
· Smoke detector upgrades remains performing well with the additional resource.  Hopeful of a December finish however non-accesses remain higher than expected which will require work into next year.
· Most of the minor investment works are either underway or complete
· Non-essential repair inspections have been suspended.

COMMITTEE COMMENTS/DISCUSSION:  Graham Collie enquired whether the Association could procure another contractor directly to assist.

The Property Services Manager advised that we could, but when we have tried this previously, particularly around the festive period, we have found that contractors are not really interested as it tends to be just for a short period of time.

Logie Glazing & Building do have another building division, and they have resources there, but they are trying to use the operatives that they have already on contract. 

They have recruited an apprentice and other administration personnel, so they are adding resources when they are asked, but the Association will monitor this going forward.

COMMITTEE COMMENTS/DISCUSSION: Louise Gregory commented that she had thought that she had heard that Logie Glazing & Building were opening a business in Alloa.

The Property Services Manager advised that they had an office open near Lime Tree House and they now have a permanent skip/yard and the Manager is there 2 ½ days per week and the operatives are using the yard daily.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the appointment system and wondered when this was going to be introduced.

The Property Services Manager advised Committee that we don’t have a solution yet for the appointment system.  There have been several meetings with Logie Glazing & Building and an IT supplier and we are at the point where we are waiting on them confirming the specification before we can agree to go forward.

Since the contract started in August, the Association’s staff have been taking an appointment from the tenant, putting that on the job line and Logie Glazing & Building have then attended on that.  This has been working relatively well, the issue we have with this system is that that we can’t see the resource that they have at the time, which is what we are aiming for.  There have been very few instances where they have been unable to meet it.  We just can’t easily report on it at present.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the company that was doing Mar Street?

The Property Services Manager advised that it was a different company that was carrying out this work.

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

8.0 PERFORMANCE REPORTS 2020/21 (Q2) 

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 Q2 of 73.1% (against a target of 80%)
· Overall performance for the year to date of 71.2% (against a target of 80%)
· Positive Highlights in Q2

· [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;
· % Tenants satisfied that rent represents value for money;
· Gross Rent Arrears;
· Current non-technical rent arrears;
· % Planned Maintenance Units Completed v Programme;
· % Annual lets to homeless;
· % 1st & 2nd Stage complaints resolved within timescale
· Increased positive comments from service users;
· Rent collected from tenants as % rent due;
· Former tenant arrears as a % of rent due;
· % Approved medical adaptations completed;
· Medical adaptations spend as a % of budget;
· % Tenancies satisfied with the Tenancy Sustainment Service;
· Tenancies referred for appointment to Tenancy Sustainment Service.

· Areas for improvement

· Emergency repair response;
· Average time to complete non-emergency repairs;
· % Reactive repairs completed right first time;
· % Planned Maintenance Spending v 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;
· Number of forced entries/capped properties;
· Tenant satisfaction response rate;
· Average re-let time;
· % rent lost while a property is vacant;
· Recharge debt collected;
· Current tenants owing 13 weeks rent or more.

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

· Tenants Handbook Review completed;
· Several LSM Policies reviewed;
· My Home launched;
· Housing Services procedures reviewed;
· Assessment of Complaints & Feedback completed;
· Housing Options Advice Assessment (1) – Housing exchange completed;
· Q1 Homehunt Allocations published;
· Allocations Policy consultation completed;
	
	Q2 Actions incomplete

· Summer Newsletter
· Housing Options Advice Assessment (2) – Information on aids & adaptations

2019-20 Actions incomplete

· Environmental Assessment of Talisker and Kippen Place


COMMITTEE COMMENTS/DISCUSSION:   The Committee commented on how lovely Kippen Place had been when it was first built. Teresa McNally commented that the Committee had a site visit to Kippen Place a couple of years ago, and it was acknowledged that environmental issues were causing problems at that time, e.g., parking and play areas etc.  Teresa enquired that when we allocate to this area, whether it was appropriate to place families in these houses?

The Housing Services Manager advised Committee that it realy isn’t a sutiable development for young children and if refusals or issues continue then one of the things that requires to be looked at will be allocations. However, if we don’t allocate to families with children, then we are in a position where we have under-occupancy.  It may be that we will have to look at a special lettings initiative for example to only allocate to couples, or where children aren’t there seven days a week.  

If that proposal was suggested, then this would be brought to Committee for approval, but in the first instance, other ways of dealing with it will be looked at initially.

8.3	Complaints and Feedback 
The Property Services Manager advised the Committee that overall, the level of complaints had increased for Q2, but that this tied in with the repairs at the same time and the reintroduction of other services.  He provided a further update as follows: 

· Positive Highlights in Q2

· 95% of Stage 1 and 100% of Stage 2 complaints resolved in timescale.
· No complaints relating to equalities issues.
· Stage 1 complaints took an average of 2.60 days (5-day target)
· Stage 2 complaints took an average of 9.22 days (20-day target)
· Just over a third (35.48%) of all complaints were upheld.

	ACTION:  Louise Gregory noted that stage 2 complaints upheld added up to the wrong figure.  The Property Services Manager would amend this accordingly. 
	RESPONSIBLILITY
Property Services Manager



8.4	Planned Maintenance Programme Review
[bookmark: _Hlk55211166]The Property Services Manager updated the Committee on progress to date on the investment areas for 2020/21:

· Alloa Road door entry upgrade was now complete on site.
· External wall insulation/Solar PV contract had started on site.
· Roof repairs to Weavers Way were complete.
· Emergency light annual discharge testing had commenced.
· Electrical periodic testing of homes had now resumed.
· Gutter cleaning was not due to resume until later on advice from the contractor  confirming two visits were not required this year.
· External decoration was complete.
· Boiler replacements were underway and due to complete this week.
· Kitchen replacements were complete with exception of 2 properties due to tenants self-isolating.  These will be completed in late November.
· Smoke detector upgrades are well underway with over 300 complete.  We are aiming to complete for March 2021 despite the deadline being extended.  Non-accesses are higher than expected and will require additional work.
· Fencing installations to a small number of homes has bene instructed; we are awaiting manufacture being completed.

COMMITTEE COMMENTS/DISCUSSION:   Teresa McNally enquired regarding the emergency lighting in closes, and voiced her concern about the delay in this, especially now that we were into winter months and how early it was getting dark.  She wondered whether there was any way of bringing this forward?

The Property Services Manager confirmed that this work had been started by the contractor, and it was expected that this work would be fully complete by the end of November 2020.

This contract is for the full annual discharge test to be undertaken, whereby the lighting must remain on for three hours to ensure that the emergency battery works.  One of the issues that has been encountered this year, are that the batteries are not keeping the full three hours charge and those that aren’t are having to be replaced.

COMMITTEE COMMENTS/DISCUSSION:   Teresa McNally enquired about the gutter cleaning, and her concern was that if gutters are not cleaned regularly, then they become a reactive issue.

The Property Services Manager advised that we normally do an early summer or early winter, but we cut back on the early summer one this year as the contractor had done last year’s second visit in March and advised there was little cleaning required.  

Normally we will still aim for 2 visits per year. This contract focuses on high-level properties (2 storeys upwards).  Any low-level work is done as and when required from tenants reporting an issue, or from being identified by staff at estate inspections.  

RESOLUTION:  The Performance Management Reports 2020/21 (Q2) were approved by the Committee.

9.0 CUSTOMER SERVICES AND STANDARDS POLICY REVIEW 

RESOLUTION:  The Committee noted the deferral to February 2021 of the Customer Services and Standards Policy Review.

10.0 COMPLAINTS HANDLING PROCEDURE REVIEW 

RESOLUTION:  The Committee noted the deferral to December 2020 of the Complaints Handling Procedure Review.

11.0 [bookmark: _Hlk54612293]CUSTOMER PAYMENTS POLICY REVIEW 

The Housing Services Manager updated the Committee on the current position with the Customer Payments Policy Review: 

· Changes to job titles throughout
· Update of allowances allowances based on rent increase percentages in the past 5 years and uplifted by the relevant CPI percentage
· Update to delegated authority limits 
· Update to payment method to include bank transfer as well as cheque
· Change/clarification regarding offset of any amount due against rent or recharge arrears

COMMITTEE COMMENTS/DISCUSSION:   Teresa McNally enquired regarding the payments of allowances noted in the Policy.  (Paragraph 4).  Teresa thought it had been discussed at the last Management Committee meeting on 29th October that the tenants should not be out of pocket due to being decanted?  

The Housing Services Manager advised that if someone’s rent was £450/month and they were decanted to a property that was only £350/month, then they would only be charged £350/month for the period that they were living outwith their home. They would be charged the lesser of the two rents.

RESOLUTION:  The Committee approved the Customer Payments Policy Review for recommendation to the Management Committee.

12.0 ALLOCATION POLICY REVIEW 2020 (CONSULTATION REPORT) 

The Housing Services Manager updated the Committee on the current position with the Allocation Policy Review. The survey concluded on 31/08/20.

COMMITTEE COMMENTS/DISCUSSION:   Teresa McNally enquired about suspension for maximum 3 years in case of anti-social behaviour and whether there was a right of appeal?

The Housing Services Manager advised that there would be a right of appeal.

COMMITTEE COMMENTS/DISCUSSION:   John Campbell commented that there were a small number of partners replied, and that they were not happy with going back three years for tenancy references, did they want to keep going back further than that?

The Housing Services Manager advised that one of the Home Hunt partners felt that we should look further back than 3 years.  

The Housing Scotland Act does recommend that we don’t look back further than 3 years.

In the case of anti-social behaviour, if someone has not had any anti-social behaviour within those 3 years, but they did 4 or 5 years ago, then we should really just go back 3 years only and that is a sufficient period to get a reference.

RESOLUTION:  The Committee approved the Allocation Policy Review 2020 for recommendation to the Management Committee.

13.0 EXCEPTIONAL ALLOCATION 503697 

This was recommended by the Housing Services Manager and approved by the Chief Executive.

RESOLUTION:  The exceptional allocation was homologation.

14.0 EXCEPTIONAL ALLOCATION 503724 

This was recommended by the Housing Services Manager and approved by the Chief Executive.

RESOLUTION:  The Committee approved Homologation by the Committee.

15.0 ENTITLEMENT, PAYMENTS & BENEFITS: ALLOCATION 

The Property Services Manager advised that this report was information only.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally noted that the tenants name was noted in the report and that this should be removed.

The Housing Services Manager advised that this was an error and would be rectified accordingly.

RESOLUTION:  The Entitlement, Payments & Benefits:  Allocation was noted by the Committee.

16.0 [bookmark: _Hlk55211343]LETTABLE STANDARD REVIEW 

The Property Services Manager updated the Committee on the current position with the Lettable Standard Review:   

· Some minor amendments were made to references about decoration and what is and is not included.
· The Void Welcome Pack was now to be called to New Tenant Welcome Pack for better understanding.
· Instruction manuals and certificates are provided to the new tenant or electronically, so wording has been amended to reflect this practice.
· Existing floor coverings will now be left as standard (dependent on condition) for the incoming tenant to accept, rather than being taken out.  This was felt to be a benefit of all incoming tenants.

COMMITTEE COMMENTS/DISCUSSION:   Louise Gregory enquired about the air freshener issue at item 6.5.

The Property Services Manager advised that the level standard for the last 6/7 years was the contractor would put air fresheners in once the property had been cleaned.  The Association then changed practice, whereby the inspector carrying out the void inspection after the clean, would leave them in the house or the void pack because we could purchase air fresheners through In-Kind Direct for a much-reduced cost. 

The property now gets fully cleaned out and sanitised, and we wondered whether this was now a worthwhile expense?  The officer hadn’t been leaving air fresheners for a while now anyway and we had received no adverse feedback.  The focus now is getting a good final clean.

COMMITTEE COMMENTS/DISCUSSION:   Graham Collie commented that it may be worthwhile asking that the tenants signed off on the condition of the carpets when they move in and they are then responsible for them.

COMMITTEE COMMENTS/DISCUSSION:   Teresa McNally enquired about question 6 and the Welcome Pack and did the tenants that responded understand the small amount of money that was spent on that?

The Property Services Manager answered that it may have been to do with the way the question was structured, which didn’t help them in that respect.  

COMMITTEE COMMENTS/DISCUSSION:   Teresa McNally commented that as they were unaware of the costs, that next time there’s a consultation, then these could be highlighted, and they would have a better understanding.

RESOLUTION:  The Lettable Standard Review was approved by the Committee.

17.0 TENANT HANDBOOK REVIEW 

The Property Services Manager updated the Committee on the key aspects of the changes to the Tenants Handbook:

· Changes were made throughout to all telephone and contact information.
· A new My Home leaflet had been created from scratch.
· All leaflets had been given a fresh makeover and were all now similar designs to that of the website and My Home.
· Any changes to policy were reflected in the new leaflets.

The Housing Services Manager advised that the costs associated would provide us with 200 copies and would only be handed out to new tenants.

RESOLUTION:  The Tenants Handbook Review was approved by Committee.  

18.0 GAS SERVICING & MAINTENANCE CONTRACT EXTENSION 

The Property Services Manager updated the Committee on the current position with the Gas Servicing and Maintenance Contract Extension.

The contract had the option of a one-year extension which was to be based on satisfactory performance and mutually agreed cost.  Several weeks back discussion was opened with City Technical Services as the Association remained happy with the performance levels.

City Technical were happy to extend based on an increase only to the reactive rate per property of £1.50.  This equated to an increase over the extension period of £2,112 excluding VAT.  This was agreed under delegated authority levels.

RESOLUTION:  The Gas Servicing & Maintenance Contract Extension was approved by Committee.  

19.0 COMMITTEE ATTENDANCE 

RESOLUTION:  Committee attendance to date of 75% was noted.

20.0 AOCB

There was no other business and the meeting concluded at 7:20 pm.

21.0 DATE OF NEXT MEETING: 	10th December 2020



17th November 2020


	Andrew Gibb
	Property Services Manager

	Linda McLaren
	Housing Services Manager






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