


[image: Logo, company name

Description automatically generated]

MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 4th FEBRUARY 2021 (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 APOLOGIES

There were no apologies.

3.0 DECLARATIONS OF INTEREST

	There were no Declarations of Interest.

4.0 MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 10TH DECEMBER 2020 

	RESOLUTION:  The Minutes of the Customer Services Committee Meeting of 10th December 2020 were approved as a true record on a motion from Margaret Baxter        and seconded by Teresa McNally.

5.0 MATTERS ARISING 

5.1 Mar Street, Alloa
COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired about whether the houses at Mar Street would be able to be allocated.

The Property Services Manager advised that to date, we still have issues with the meters, but that we have managed to get the meter number issues resolved with Scottish Power, and we are just waiting on an installation date from them.
COMMITTEE COMMENTS/DISCUSSION: Louise Gregory enquired when the meters are installed; can the houses be allocated then?

The Housing Services Manager advised that Mar Street, have all been allocated through Key HA.  She explained that Key are leasing the properties from Ochil View and they have allocated the properties.  The keys will be handed over to Key on completion. 
 
6.0 COMMERCIALLY SENSITIVE EXTRACT OF CUSTOMER SERVICES HELD ON 10TH DECEMBER 2020 

RESOLUTION:  The Commercially Sensitive Extract of Minute of Customer Services Committee Meeting held on 10th December 2020 was approved as a true and accurate record on a motion from Kevin Keane and seconded by Graham Collie.

7.0 MATTERS ARISING

The Housing Services Manager advised that the tender for a review of the Association’s debt collection services had been advertised on Scottish Housing News and SFHA’s website and was available for upload from the Association’s website.

The closing date was set for 6th February 2021 with interviews being held on 16th February 2021 with potential agencies.

8.0 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: -

· The voids continue to be an issue with 9 terminations in January and only 6 lets. We have 23 void properties currently under repair and 13 at the notice of termination stage. We have let a total of 78 properties which is under our average lets at this point of the year and it is looking unlikely that we will catch up before the end of the financial year. 
· We are not advertising any properties on Homehunt at the moment but requesting section 5 homeless referrals for any new voids. In January we allocated 67% of our lets to statutory homeless applicants. 
· These Homes new digital letting system is progressing well and on track to enable applicants to register from 19/03/21 and advertise properties from April 2021.
· [bookmark: _Hlk64277181]The new Money Advice project with CAB is now in operation and we have made a total of 7 referrals to date.
· We are continuing to promote My Home and have a total of 633 tenants with accounts which is 45% of our tenants. We have 535 tenants who have opted to be paper free. During January a total of 169 tenants used My Home to pay their rent and it accounted for 11% of the rent income for that month.
· We have been successful in a second round of funding from the Energy Redress Fund which, is available to our tenants during January to March or until the Fund is depleted. We have issued a total of 216 fuel vouchers to 72 tenants amounting to a value of £9,114. This is better than round 1 where we only issued 85 vouchers to 35 tenants to a value of £3,409.

	COMMITTEE COMMENTS/DISCUSSION: Teresa McNally enquired about the number of people vacating their properties, and wondered if there were any particular reasons for this.

	The Housing Services Manager advised that normally during the year we get around the same number of terminations as we allocate. The termination of tenancies are not slowing up in any way, people are still moving for different reasons, and it’s just that we are not able to get the properties let at the same rate as usual due to various reasons related to Covid.    

	COMMITTEE COMMENTS/DISCUSSION:  Graham Collie enquired whether there would be any advertisements in relation to letting people know about the success of the grant funding for fuel vouchers from the Energy Redress Fund.

	The Housing Services Manager advised that after the event we can. It’s envisaged that there will be an article in the Spring Newsletter which will update on this success and also touch on the work that the Property Services team have been doing in relation to contacting tenants.  

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

· The volume of voids was not a concern however the time taken to carry out repairs was creating delays.  This continues to stem from working under revised conditions to ensure contractors are not in properties at the same time and there was time in between repair visits.
· Repairs continued under emergency or urgent repairs only with no issues.
· No real change in the investment work since the last meeting as many contracts were suspended at the start of the last lockdown.
· The EWI/PV contract was going to re-start on the 8th February with a focus on the external elements only (e.g. external insulation, roof work and solar pv panel installation to roofs only).  The Scottish Government has responded that they are discussing extending the project deadline which is positive news however they have yet to confirm this has bene approved.  We also received our latest grant claim.
· Landscaping is resuming on site as the winter pruning required to be done otherwise this could have resulted in plants being lost.  At this time of year, they are only doing minimal work and all external.
· Stair cleaning continues with a sanitisation service only to touch points such as handles, door entry systems and the like.
· There are one or two smaller projects such as common flooring repairs for which start dates are being discussed.
· The front line staff have also been concentrating on re-contacting the 266 tenants who are over 70.  They have attempted contact with 220 and spoken to 149 of these tenants.  The feedback has been very positive and not many have required or requested any assistance.  We have also been promoting the proxy service for My Home whereby a relative can use it on a tenant’s behalf however take-up has been minimal as this age group are not that interested in using My Home.  The Energy Redress Fund has also been promoted and front line have made a large number of referrals from these calls.

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

9.0 CUSTOMER SERVICES PERFORMANCE REPORTS 2020/21 (Q3) 
	
5 
6 
7 
8 
9 
9.1 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 Q3 of 82.7% (against a target of 80%)
· Overall performance for the year to date of 76.9% (against a target of 80%) 
· Positive Highlights in Q3

· [bookmark: _Hlk32150018] tenants satisfied with Opportunities to Participate in Decision Making (CSS 2019)
· Average length to complete emergency repairs
· % tenants who feel their landlord is good at keeping them informed about their services and outcomes (CSS 2019)
· % of tenants satisfied with the repairs service
· % tenants satisfied that rent represents value for money (CSS 2019)
· % of repairs completed on target
· % of reactive repairs completed Right First Time
· Gross Rent Arrears
· Current non-technical rent arrears
· Rent Collected as % of Total Rent Due
· % of Planned Maintenance units completed v programme
· % 2nd Stage Complaints resolved within timescale
· Increase in positive comments from service users recorded on Complaints Register (Q/YTD)
· Gas Safety Checks

· Areas for improvement

· Emergency Repairs Completed on Target
· Ave length of time to complete non- emergency repairs
· Re-let Times: All Stock
· % of annual lets made to Homeless applicants
· % of Stage 1 complaints resolved within timescale
· % tenants satisfied with the landlords’ contribution to the management of neighbourhood 
· % of factored owners satisfied with the factoring service they receive.
· Number of Forced Entries/Capped Properties
· % Of Rent Lost While A Property Is Vacant
· Current Tenants Owing 13 Weeks Rent or More
· % of Offers of Tenancy Refused
COMMITTEE COMMENTS/DISCUSSION: Teresa McNally had a query in relation to item 27 in relation to housing homeless people.  She wondered if this had dropped due to the Council not referring homeless people to the Association.

The Housing Services Manager advised that during the first lockdown the Association did not advertise properties but were requesting section 5 nominations which, resulted in an increase in lets to homeless applicants. 

When we came back from the first lockdown the Association started advertising on Homehunt once again. The Allocation Policy states that every first let we will give priority to an Ochil View tenant or another housing social landlord tenant. This meant that the majority of lets in Quarter 2 & 3 were to transfer applicants. However, every second let goes to the general waiting list which, includes homeless applicants and the current voids we have are those second lets. 

We are also again in lockdown and requesting Section 5 Homeless nominations for any new voids this will increase our lets to Homeless again during Quarter 4.
However, the Housing Services Manager confirmed that it is correct that the Local Authority are not sending us section 5 nominations without a request from us. 

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

· Social Housing Charter Report issued
· Review LSM Policies
· Electrical Safety
· Fire Safety in Housing Stock and Common Areas
· Furnished Premises
· (Home) Security
· Lighting
· Lease Review Meetings (2)
· Publish Q2 Homehunt allocations report
· Assessment of Complaints and Feedback (Q2)
· SDM Customer Forum
· Winter Newsletter
· Budget 2021-22

	Q3 Actions incomplete
· Review of the LSM Policies
· Domestic Pets
· Information to tenants & tenancy agreements 

9.3	Complaints and Feedback 
The Property Services Manager advised the Committee that overall, the level of complaints had slightly decreased for Housing and Property Services for Q3, and there was nothing specific to explain that.

The Property Services Manager provided a further update as follows: 
· Positive Highlights in Q3

· In Q3 94.29% of Stage 1 and 100% of Stage 2 complaints were resolved in timescale.
· Overall for 2020/21 95.45% of Stage 1 and 100% of Stage 2 complaints were resolved in timescale.
· No complaints relating to equalities issues.
· Stage 1 complaints took an average of 2.48 days (5-day target)
· Stage 2 complaints took an average of 12.20 days (20-day target)
· Overall, just over a third (37.14%) of complaints are upheld with the most common form of resolution being a verbal apology (72%).

9.4	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 complete in December despite Covid related delays.
· EWI/PV installation is resuming on 8th February.  19 properties are partially complete, and we have incurred significant expenditure to date which has almost exclusively been covered by grant funding.
· The annual emergency light testing is complete.  Spend is higher than budget as almost every lighting system has had failing battery issues however the majority of sites are now upgraded.  Staff will be resuming monthly checks within the next few weeks.
· Electrical periodic inspections remain on hold however good progress was made prior to lockdown with just over 50% completion.  We believe progress will be good once we can resume.
· Gutter cleaning should get back on site during this Quarter.
· External decoration was completed during Quarter 3. The expenditure looks lower as we have a valuation on hold.
· Boiler replacements were completed in December with very good contractor feedback.
· Kitchen replacements were completed in November with one non-access which will be revisited.
· Smoke detector upgrades have gone well, and progress looks better as some non-accesses from last year have been completed.  We expect progress to go well once we can resume however we do still have an issue with access to some properties and as a result, will carry over work into 2021/22.
· Fencing installations are awaiting a site start as the materials are now fabricated.  We are looking to undertake this during this Quarter with it being external work.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the gutter cleaning and asked what time of the year did we normally carry out the annual check for these?

The Property Services Manager advised that checks are scheduled in and budgeted for spring and winter.  The situation that happened last year before we went into lockdown, was that the contractor had carried out a visit and some of that is incorporated into the spend, because the spend didn’t go through until we were into the new year.  The plan is that work will be carried out in Q4 this year, as the contractor wasn’t finding much work to carry out.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the external outside repairs at the walkway at Mill Road and whether these were completed.

The Property Services Manager advised that this work was completed.

RESOLUTION:  The Customer Services Performance Reports 2020/21 (Q3) were approved by the Committee.

10.0 CUSTOMER SERVICES AND STANDARDS POLICY REVIEW 

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

· The policy review is deferred until the appointment of the new Tenant Engagement & Communication Officer. 
· The policy review will be presented to Customer Services Committee in August 2021.

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

11.0 TENDER REPORTS

The Property Services Manager updated the Committee on the current position with the 
Close & Window Cleaning Services 2021-24 and the Boiler Replacements 2021-22.

11.1 [bookmark: _Hlk63850823]Close & Window Cleaning Services 2021-24 
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. 

11.2	Boiler Replacements 2021-22 
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. 

12.0 COMPLAINTS HANDLING POLICY REVIEW 

The Property Services Manager updated the Committee on the current position with the Complaints Handling Procedure Review, noting that since this was last at the Customer Services Committee it has been collated into one document.  The main changes in summary are:

· Revision of outcome categories to Upheld, Not Upheld or Resolved (previously resolved was not an option).
· A new area on supporting customer/service users to complain.
· A new area on supporting staff.
· Managing unacceptable behaviour is now changed to Expected Behaviour.
· A new Social Media area and how we respond to these.
· New requirement to agree the points of the complaint and the outcome sought with the customer.
· Governance – Some changes on Committee Member and Senior Staff roles.
· New minimum standards on recording, reporting, learning and publicising complaints data.

COMMITTEE COMMENTS/DISCUSSION: Graham Collie, noted that there was a small amendment required on page 6, item 21.0, it noted (organisation), which requires reading Ochil View Housing Association.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell commented on the Complaints Form and whether we have a plan or if there was a possibility to put the forms on the App.

The Housing Services Manager advised that there is an electronic version of the forms on the My Home portal already.  The Association can create forms on the system and the form would then be linked to a designated email address, in this case the customer services email address.

The Property Services Manager added that all staff will be trained on the new procedure.

The Housing Services Manager also advised that the new procedure has a new section on staff being able to recognise when someone is making a complaint and helping them to do this. Staff can log into My Home on behalf of a tenant and complete the form on their behalf. However, complaints can be taken verbally so the form is rarely used. 

The Housing Services Manager informed Committee that both her and the Property Services Manager were attending SPSO training on how to approach and answer stage 2 complaints.  

RESOLUTION:  Subject to the amendment noted by Teresa McNally regarding inserting a reference in about reporting to us, the landlord, The Committee approved the revised Complaints Handling Procedure for recommendation to the Management Committee.

13.0 TENANT SATISFACTION SURVEY 2020 (COVID / MY HOME) 

The Property Services Manager updated the Committee on the current position with the Tenant Satisfaction Survey 2020 (Covid / My Home) and the responses:
 
· There were several comments around the temporary numbers not being available however these were addressed previously.
· All customer services staff will be reminded about following-up on enquiries and this will be brought up at both Housing and Property Team meetings.
· Several tenants advised they were not aware of what we were doing/what services we were re-starting.  We will promote this more in upcoming Newsletters.
· Several comments received around staff and tenants wearing PPE when visiting the office.  These will be addressed when the office reopens and are in line with our own thinking.
· Number of comments around awareness of My Home.  We have no specific plans for this area as we have actively promoted My Home since it launched with numbers up to over 600 and staff are continuing to raise awareness during any contact with tenants.
· Use of Proxy User facility in My Home which allows family members to use My Home on their behalf.  This task has been completed through a recent exercise.

A couple of other areas will be taken forward with the new Tenant Engagement & Communication Officer once they are in post as their input will be beneficial.  These are:

· How we communicate with tenants (phone, text, My Home, website etc.),
· Age groups using and/or interested in My Home

COMMITTEE COMMENTS/DISCUSSION:  John Campbell commented on the statement noted in the report that read “may reflect the demographic of tenants who live there”, John was not sure that if he was a tenant in the area concerned that he would be happy to read that.

The Property Services Manager advised that this statement in the report came directly from Knowledge Partnership’s report, so the wording can be changed.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally commented that she felt it was a really good report and that there were so many positives coming through.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about when the Tenant Engagement & Communication Officer would be in post.

The Property Services Manager advised Committee that himself and the Housing Services Manager, along with the Chairperson had reviewed the 11 applications that were received and have narrowed them down to 4 interviews due to be held on 18th February, with a view to the post being filled by April 2021.

COMMITTEE COMMENTS/DISCUSSION:  John Campbell enquired about the title of the post and wondered if there was a communication element to it.

The Housing Services Manager advised that the post was the Tenant Engagement and Communication Officer, and that there will be an element of communication in the role.  They will look at communication throughout all our platforms, e.g., the website, Facebook and they will also chair the Newsletter production meetings. 

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired about whether there would be some sort of production after the pandemic is over, in relation to a procedure going into the Tenant Handbooks on what to expect if there were further lockdowns in the future.

The Property Services Manager advised that at the beginning of lockdown letters and e-mails were sent out to all tenants, and information was posted on the website and regular posts on Facebook.  

In hindsight, the information was perhaps not best placed on the website to start with, but these have since been moved to a more prolific spot.  It’s difficult when people say that they weren’t aware of the situation, when there has been so much work put into ensuring that every tenant has the information that they require.

The Housing Services Manager advised that access to communication has improved since the beginning of the first lockdown. There were a lot less users of My Home when the survey was taken and we have recently created a Noticeboard area on the My Home dashboard so that tenants can get instant access to useful information and documents without having to search the website.  

The Property Services Manager also commented that the difficulty with the tenant’s handbook is that they are not given out regularly, and they only go out to new tenants.

The information that is being circulated could also rapidly change in this climate and it is better to give out clear and concise information that is accurate. 

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory continued to say that there will be a group of people who are not computer literate, e.g., some of the older community and she was wondering how best to communicate with them.

The Housing Services Manager commented that the Association is always aware of this when communicating information. We will send important information in by letter and also give updates in our newsletter. 

The Association is always trying to reduce the amount of paper being posted and getting people to sign up electronically where we can, as this is a quicker and faster way to get information to the majority of our tenants.

The Housing Services Manager also mentioned that there is a proxy user facility  available on My Home to allow tenants to nominate someone to log in on their behalf to My Home.  

RESOLUTION:  The Committee approved the Tenant Satisfaction Survey 2020 (Covid / My Home) for recommendation to the Management Committee.

14.0 [bookmark: _Hlk54612293]PLANNED MAINTENANCE & IMPROVEMENTS POLICY REVIEW 

RESOLUTION:  The Committee noted the deferral of the Planned Maintenance & Improvements Policy Review until April 2021.

15.0 [bookmark: _Hlk63850996]FIFE COUNCIL LEASE PROPOSAL & HMO LICENSE

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




16.0 HOUSING OPTIONS ADVICE & INFORMATION TO APPLICANTS 

The Housing Services Manager summarised the key aspects of the Committee report as follows:

· Improvements to the availability of stock information to applicants
· A new information guide to applicants on aids and adaptations
· A new House Exchange Guide
· An action plan to improve the information and assistance we provide to applicants who may be looking to exchange

RESOLUTION:  The Committee noted the contents of the report.

17.0 COMMITTEE ATTENDANCE 

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

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally noted that she had actually attended 100% of the Committee meetings, since joining the Customer Services Committee so this requires to be amended on the table.

COMMITTEE COMMENTS/DISCUSSION:  Graham Collie enquired about the Committee members who are on leave of absence and that it’s nearly 12 months since these were granted and the rules will require to be reviewed if the members do not return before this timescale. 

COMMITTEE COMMENTS/DISCUSSION:  Margaret Baxter advised that she would speak to both of the members before the year is up and this can be taken forward accordingly.

18.0 AOCB

There was no other business and the meeting concluded at 7.45pm.

19.0 DATE OF NEXT MEETING:		TBC



17th February 2021



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