


[image: Ochil View Logo]






MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 10th DECEMBER 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 	APOLOGIES

	There were no apologies.

3.0 	DECLARATIONS OF INTEREST
[bookmark: _Hlk37836827]
	There were no Declarations of Interest.

4.0 	MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 12TH 	NOVEMBER 2020 	

Item 13 wording read “the exceptional allocation was homologation”, this should be corrected to read “the exceptional allocation was homologated”. 
	
RESOLUTION:  Subject to the amendment noted above, the Minutes of the Customer Services Committee Meeting of 12th November 2020 were approved as a true record on a motion from Teresa McNally, seconded by Aileen Crichton.

5.0 	MATTERS ARISING 
[bookmark: _Hlk34834244]
5.3	Complaints and Feedback 
	The Property Services Manager advised Committee that the Action Point noting the Stage 2 complaints report figures being incorrect had since been corrected.


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

· As with last month, voids remain the biggest issue due to the backlog and the numbers expected to come in. It is creating workload for staff however the repairs contractor is coping with the demand.
· No real issues on the repairs service and for November, Logie Glazing & Building met every KPI with over 98% achieved on routine repairs so they continue to improve. Positive feedback on them also continues.
· Gas servicing and maintenance has some problems, around repairs with City Technical Services experiencing high numbers of staff and engineers self-isolating and affecting their resource. It has resulted in repairs taking longer than timescale and parts delays. City Technical are working to resolve this.
· Both the kitchen and boiler contracts are complete and there was very good feedback on the quality of the boiler installations from our gas quality consultant.
· The EWI / Solar PV contract is running well on site and we are due to make another funding claim.
· The smoke detector contract also continues with good progress however there have been higher than expected non-accesses which we will progress in early 2021.
· Minor investment projects will be starting over the next month and overall, it looks like we will be able to complete our investment programme.

COMMITTEE COMMENTS/DISCUSSION: Margaret Baxter asked about and effect on gas servicing with City Technical Services resource issues.

The Property Services Manager confirmed that servicing remained unaffected, only repairs. There were two properties we may have to force entry to or cap the supply, but these were being monitored.

COMMITTEE COMMENTS/DISCUSSION: Teresa McNally enquired about the voids, and whether the Mar Street property was counted or was it still with the contractors.

The Property Services Manager confirmed that the Mar Street properties were not counted.

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

· The voids continue to remain high with 23 voids that we have keys for and a further 12 that we have received notice. We have let 63 voids this year to date therefore, adding on the further 23 and taking into account any that will become empty before March 21 this is normal to our usual number of lets per year. The average is around 120. Therefore, no concerns that once back log is dealt with we will be back on track.	
· Mutual Exchanges are still suspended with exceptions to those tenants who have already visited properties. To date Ochil View have received no Mutual Exchange Requests. 
· We are seeing the same number of Anti Social Cases as we did at this point last year so no significant difference except in the way we are dealing with these without face to face contact.
· Arrears have had a slight increase from 4.05% to 4.16% in November however, still within target. We saw a slight increase of UC cases in November to 465 from 458 in October.
· We have had 608 tenants register on My Home which, is a 43.4% sign up. 
During October 20 158 tenants paid their rent via My Home and a total of 151 paid their rent in November 20. The value of income was £56,952 October (11% of all rental income received) and £46,628 in November (8% of all rental income received).
· These Homes project continues to run smoothly with a project completion of March/April 2021. The good news is that Sanctuary Housing and Hillcrest Homes have now joined the collective bringing the total RSL’s to 7 which, has significantly reduced the development/support costs.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired as to whether Mar Street will be getting handed back this year.  

The Property Services Manager advised Committee that the meter issue has now been resolved, but we are still waiting on Scottish Power, so there is no fixed completion date yet, but it should be in early January 2021.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired whether snagging is carried out by the Association before handover.

The Property Services Manager advised that our Property Services Officer (Inspections), will carry out defects inspections before they are handed over.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired about the £20 uplift in Universal Credit and whether that had made any difference.

The Housing Services Manager advised Committee that although it was good for tenants to receive this additional income, it was not high enough to see any significant difference. We are seeing that most tenants are engaging well, but people are still facing financial hardship. We have seen a few cases where we have had to reduce managed payment arrangements to assist tenants on UC. 

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

7.0 	ALLOCATION POLICY REVIEW 

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

· The review of the policy is now complete with all changes tracked for review
· The main changes are grammatical, job titles and all amendments in relation to the consultation exercise previously reported to Committee
· The Policy will be implemented when we move to the new CBL system These Homes in April 2021

COMMITTEE COMMENTS/DISCUSSION:   Teresa McNally mentioned the introduction and that originally felt we should amend to include a statement that Right to Buy is no longer an option however, Teresa was quite comfortable with the Housing Services Manager’s explanation that this section is in reference to Housing the Association may have for sale. Teresa is happy that the introduction remain. 

The Housing Services Manager further explained that if the Association acquires properties for sale or a special initiative, for example our shared equity stock at Coalsnaughton then this section of the Policy explains they will be removed from the normal process of Allocating. 

COMMITTEE COMMENTS/DISCUSION: Teresa McNally highlighted section 2.3 bottom of page 3 "committee members will consider appeals, exceptional allocations and allocations..." when the policy elsewhere at 15.0 suggests that the Customer Services Committee will homologate the decision?

[bookmark: _Hlk60151992]The Housing Services Manager agreed that this section does not read correct and will be amended to “Consider appeals, homologate exceptional allocations and approve allocations made where the Entitlements, Payments and Benefits Policy applies (or equivalent). Committee were happy with this change. 

The Housing Services Manager added that there would be an applicant’s guide for These Homes, which would be a “summary” version of the Policy for applicants and how to use These Homes and directing them to the Policy on the website.

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

8.0 	COMPLAINTS HANDLING PROCEDURE REVIEW  

The Property Services Manager updated the Committee on the current position with the Complaints Handling Procedure Review, particularly the changes required: 

· There is a new complaint outcome added (Resolved).
· New section on supporting tenants to make complaints (for example when they do not have internet or other facilities)
· New section on supporting staff when a complaint is about them making this a more formal process
· New reference to ‘Expected behaviour’ which will require aligning with our existing Unacceptable Actions Policy
· Social media section which clarifies what we will respond to under the procedure
· Greater clarity and requirements on recording the agreed outcome with the complainant
· Existing KPI’s will require some amendment to match the new details including how we publish our performance

The Property Services Manager confirmed that both he and the Housing Services Manager will now put the changes into one final document and bring back to the Customer Services Committee in February 2021.

RESOLUTION:  The Committee approved the Complaints Handling Procedure Review and the procedure and timescale for it to be taken forward.

9.0 	TENANT SATISFACTION SURVEY 2020 
	
The Property Services Manager updated the Committee on the key aspects of the Tenant Satisfaction Survey 2020:

· Overall, we had 31.6% of our tenants respond which is a good response rate.
· We achieved good performance across key areas of how we supported tenants   through the pandemic and regards how we managed our services.
· Other areas need further investigation work such as tenant’s awareness of what services we were undertaking during the pandemic.  This was unexpected given the levels of contact we made.
· 90% of tenants prefer to phone the Association.  This seems to remain the preferred option.
· 10% were using My Home during the period which was encouraging given we had just launched the service.
· High satisfaction from tenants regarding the way in which staff dealt with their enquiry which shows that staff continue to deliver a good service.

The Property Services manager explained that the next stage 

COMMITTEE COMMENTS/DISCUSSION:   Margaret Baxter updated Committee on the tenant meetings that she had along with the Chief Executive and tenants before the Annual Assurance Statement was submitted.

One of the tenants was most impressed with how the Association had dealt with her during the pandemic and perhaps other people felt the same way, but just hadn’t expressed that during the survey.

Margaret also advised Committee that in her message in the Winter Newsletter, she had tried to encourage tenants to sign up to My Home. 

The Housing Services Manager advised Committee that the Association is in the top 3  landlords with the most tenants registered, which, is excellent. 

COMMITTEE COMMENTS/DISCUSSION:   John Campbell enquired whether there would be any opportunity to follow up with any of the tenants surveyed who had commented that they hadn’t heard of My Home, for the surveyor to enquire whether they would like their details passed on to the Association to enable them to sign up.

The Property Services Manager advised that we didn’t do that specifically, but as the survey was being conducted, any tenant that had specific enquiries were contacted by the Customer Services Team and those queries were followed up.

The Association can run a report which shows which tenants have a My Home registration but haven’t fully completed it.  

The Housing Services Manager added that the Housing Services team had been calling tenants and following this up with a second phone call after the Tenant Satisfaction Survey had been carried out.  They had also been calling tenants who had perhaps initially registered but hadn’t signed into the account or been using it to go back over it with them. 

COMMITTEE COMMENTS/DISCUSSION:   Teresa McNally commented that she had had a read through the survey and wondered if we can use this as a learning opportunity to improve our services.  There were some negatives, but there were also a lot of positives.  

Teresa noted that it could be that people use the survey as an opportunity to comment on the negative things that they come across. 

The Property Services Manager advised Committee that any negative comments will be followed up and assigned to certain staff to investigate/deal with.

The Housing Services Manager advised that there will be a general article for the next Newsletter which will update tenants on the comments, in a “You Said, We Did” type of article.

RESOLUTION:  The Tenant Satisfaction Survey 2020 was noted by Committee.  

10.0 	REVIEW OF DEBT COLLECTION SERVICE 

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. 

[bookmark: _Hlk59027720]Margaret Baxter left the meeting at 18.50pm.

11.0 	COMMITTEE ATTENDANCE
		
	RESOLUTION:  Committee attendance to date of 83% was noted.

12.0 	AOCB

	There was no other business and the meeting concluded at 18.55pm.

13.0 	DATE OF NEXT MEETING:		4th February 2021



14th December 2020
	


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