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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 3rd JUNE 2021 (REMOTELY VIA MS TEAMS)

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

Apologies were received from Aileen Crichton.

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

4.0 MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 15TH APRIL 2021 

RESOLUTION:  The Minutes of the Customer Services Committee Meeting of 15th April 2021 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 if there was any news on Mar Street, Alloa.

The Housing Services Manager advised Committee that there is a date of 2nd July for the work to commence.



5.2	Fife Lease Proposal 
COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the Fife Lease Proposal and how things were progressing with that.

The Housing Services Manager advised that there had been no movement on this and that it was back in the hands of Fife Council.  There had been issues with the funding for the support package.  The tenant had moved out into her own property and the son had been assigned the wheelchair adapted property.  At the moment, the support has been split between Fife Social Services and his parents.  

At present, we are waiting on Fife Council coming back to us, and if they can get funding to get another two occupants into that property, then we can go ahead with the lease and the HMO license.

5.2 Voids
COMMITTEE COMMENTS/DISCUSSION:  Graham Collie enquired about the voids situation.

The Housing Services Manager advised that there is a reduction on the number of voids and that she was intending to update the Committee further in her verbal update later in the meeting.

6.0 COMMERCIALLY SENSITIVE EXTRACT OF CUSTOMER SERVICES HELD ON 15TH APRIL 2021 

RESOLUTION:  The Commercially Sensitive Extract of Minute of Customer Services Committee Meeting held on 15th April 2021 was approved as a true and accurate record on a motion from Graham Collie and seconded by Margaret Baxter.

7.0 MATTERS ARISING
[bookmark: _Hlk34834244]
7.1	Debt Collection Service
The Housing Services Manager advised that this service was up and running and all staff have been trained on how to use the portal. The staff are all finding the portal easy to use and so far all seems really positive. 

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 number of voids at the end of May were 15 current voids and 8 at notice period.  This is a reduction from April which, was 18 voids and 13 at notice stage.  During May there were 20 relets and 18 terminations of tenancy.  There is still an issue with the length of time a void is taking at the repairs stage and the Property Services Manager will give an update on this during his report.
· Allocation services are back to normal and we are now advertising all our vacancies on These Homes.  We have just over 1000 applicants now registered and during April to May we let 33% of our properties to homeless applicants.
· We are continuing to encourage tenants to use the tenant portal My Home and communicate with us, pay rent or report repairs digitally through My Home.  We have 48% of our tenants now signed up to my Home and 41% of tenants are now paper free.  During April and May 249 tenants used My Home to pay their rent which, equated to £133,105 in rental income.
· The CAB partnership is continuing to work well with 9 current active cases.  We have referred approximately 18 tenants in total.
· We are still accessing funding towards fuel poverty for our tenants from the Scottish Social Housing Fuel Support Fund.  To date we have issued 409 vouchers to 136 tenants with a value of £18,956. 

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

· Voids are a concern mainly on the contractor side as there are issues returning voids quickly due to restrictions on operatives working in the same property or contractors overlapping.  Discussions have started on amending the process to have multiple trades in at same time.  If agreed with the contractors, this should improve the turnaround time on voids.
· Repairs progressing as normal and back to full service.  The repairs backlog of roughly 250 orders also progresses.  As of yesterday, 82% of the orders were issued and at various stages of completion.  We are on course to have all the backlog issued by Friday 11th June and all orders complete by end of June.
· Investment work has not changed much since the last meeting.  The boiler contract is starting in July and pre-install surveys are taking place currently.  We had hoped to have the kitchen tender at this meeting however this was slightly delayed and will be brought to a future meeting.  The opportunity for installing Integrated Reception Systems (IRS) is currently out to tender.
· Smoke detectors continue to progress well.  We have 2 squads and access remains good however resource could be an issue.  We also have a major programme for electrical periodic inspections (EPI’s) and resource is a problem here.  We are managing around 10 per week however access is difficult as many tenants are not allowing access.  
· Landscaping services continue at full service.
· Close cleaning also continues with our new contractor and as at the end of May there remained no negative feedback.
	
	RESOLUTION:  The Covid-19 Service Update was noted by Committee.

9.0 CUSTOMER SERVICES PERFORMANCE REPORTS 2020/21 (Q4) 

5 
6 
7 
8 
9 
9.1 Customer Services Year-End 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 Q4 of 71.2% (against a target of 80%)
· Overall performance for the year to date of 71.2% (against a target of 80%) 
· Positive Highlights in Q4

· [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
· Gross Rent Arrears
· Current non-technical rent arrears
· Rent Collected as % of Total Rent Due
· Former tenant arrears as a % of rent due
· % of anti-social behaviour cases reported in the last year that were resolved
· % of tenancies lasting 12 months or more
· % of annual lets made to statutory homeless applicants
· Average time to complete medical adaptations
· Average time in working days for a full response at stage 1 
· Increase in positive comments from service users recorded on Complaints Register (Q/YTD)

· Areas for improvement

· Emergency Repairs Completed on Target
· Ave length of time to complete non- emergency repairs
· Re-let Times: All Stock
· Tenants satisfied with the condition of home on taking up tenancy (new tenants) (in house surveys)
· % 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.
· % Of Rent Lost While A Property Is Vacant
· Current Tenants Owing 13 Weeks Rent or More
· % of Offers of Tenancy Refused

9.2 Year-End Departmental Plan Review
The Property Services Manager summarised the key aspects of the Departmental Plan for Q4 which incorporates both Housing and Property Services:

· Review the TPAS Healthy Engagement Action Plan
· Publish Q3 Homehunt Allocations report
· Commence testing and go live with These Homes
· Property & Housing Services Departmental Planning day
· Assessments of complaints & feedback for Q3
· Review LSM Policies
· Hygiene of tenancies
· Infestations
· End of year bad debt write off
· Annual rent increase 2021/22 direct debit amendments

All outstanding items were completed in Q4 which gave a year end result of 100% of tasks completed.
	
9.3	Complaints and Feedback 
The Property Services Manager provided a further update as follows: 

· Complaints in Q4 saw an increase in volume however, whilst levels are higher, they are relatively consistent with Q2 & Q3.  There is no obvious reason for the increase and overall the complaints volume is causing us no concern. 
· During Q4 our performance slipped in relation to stage 1 complaints whereby we did fail the target.  To put this into context it was in relation to 4 complaints out of 45 during the quarter.  This gave a Q4 stage 1 resolved in timescale of 91.11% with an overall year end performance of 93.33%.

· Positive Highlights in Q4

· In Q4 100% of Stage 2 complaints were resolved in timescale.
· Overall for 2020/21, 100% of Stage 2 complaints were resolved in timescale.
· No complaints relating to equalities issues.
· Stage 1 complaints took an average of 2.25 days (5-day target)
· Stage 2 complaints took an average of 12.20 days (20-day target)
· Overall, just under half of all complaints (44.67%) are upheld with the most common form of resolution being a verbal apology (76.12%).

9.4	Planned Maintenance Programme Review
The Property Services Manager updated the Committee on progress to date on the investment areas for 2020/21:

· In general, very little had changed since the last Quarter as many projects had remained on hold throughout Q4 due to the restrictions.
· EWI & solar PV – The spend had increased as claims had been submitted following work resuming during Q4.  Around 21 properties had been completed to date. All the grant funding has now been claimed and the final grant payment is received.
· External decoration also saw increased spend this was due to a valuation carried over from Q3 into Q4.
· In Q1 of 2021-22, more change will be seen as many projects restarted during April.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory asked if there would be an issue with the solar PV and connections as we had before.

The Property Services Manager advised that for the 10 additional units now instructed, we would not be installing solar PV as we did not believe it was required to meet EESSH and solar PV was included originally as part of the bid for the decarbonisation fund.  Solar PV may be required for EESSH2 at some point in the future.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory asked if we would have Scottish Power back to connect solar PV.

The Property Services Manager advised that all Scottish Power do is grant permission to connect to the grid.  Currently, the electrical sub-contractor connects each property, and this is ongoing for the original units on the contract to connect them as they complete and to install the import/export meters.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally asked about when the cyclical gutter cleaning visit is taking place.

The Property Services Manager advised that he did not know but will find out and email the Committee.

	ACTION: The Property Services Manager to email the Customer Services Committee with the gutter cleaning dates.
	Property Services Manager



COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally asked about progress with the smoke detector contract.

The Property Services Manager advised that it had been progressing well with 2 squads.  There is a core of properties where access is being refused however, we will take these forward later in the year through forced entry if required.

RESOLUTION:  The Customer Services Performance Reports 2020/21 (Q4) were approved by the Committee.

10.0 HOUSING SERVICES DEPARTMENTAL SERVICE PLAN (1st DRAFT) 

[bookmark: _Hlk73621536]The Housing Services Manager advised Committee as follows:

· All outcomes in the 2020/2021 Housing Departmental Plan were achieved
· The SWOT and PEST analysis was carried out by the Housing Services Team in the planning day during January 2021
· Key Services and Outputs for 2021/22 are
· Continue to develop These Homes
· Appoint a new Debt Collection Agent
· Achieve value for money form the appointment of Mobysoft, RentSense
· Assessment of the partnership working with CAB
· Support the Development Programme with the allocation of 33 units at Elm Grove, Alloa.
· Complete the project of remodelling 20 Mar Street
· Residential property acquisitions
· Welfare Reform mitigation
· Customer Satisfaction & Tenant Engagement improvement
· Social Housing Charter 
· The Dementia Pathways - Housing’s role good practice guide assessment
· Review of the CHR partnership agreement and various documents

Future outputs that have been placed on hold until 2022/2023

· National Standards Accreditation 

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

11.0 PROPERTY SERVICES DEPARTMENTAL SERVICE PLAN (1ST DRAFT) 

The Property Services Manager advised Committee as follows:

· All outcomes in the 2020/2021 Property Services Departmental Plan were achieved.
· Key Services and Outputs for 2021/22 are
· Reactive Maintenance – Performance Improvements
· Deliver Improvements in the Factoring Service
· Support the Development Programme
· Remodelling of 20 Mar Street, Alloa
· Residential Property Acquisitions
· Customer Satisfaction & Tenant Engagement
· Social Housing Charter Report
· Implement Reactive Repairs Interface
· Consider EESSH2 Requirements and Deadlines
· Gas Servicing & Maintenance – Re-tender

Future outputs that have been placed on hold until 2022/2023

· Establish a Framework for Consultancy Services
[bookmark: _Hlk73956498]
COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about appointments for tenants for repairs, is that being pushed forward at all.

The Property Services Manager advised that this will be part of the interface.  When jobs are logged on our system, our staff will be able to directly access the scheduling system for Logie.  We are aiming for this to be live in July.

COMMITTEE COMMENTS/DISCUSSION: Teresa also enquired about factor services and that if people do not want to physically come to a meeting, could they be carried out through Teams.

The Property Services Manager advised that we had not explored it properly yet, but through a couple of the owners that we had spoken to recently about other matters, none had been remotely interested in this format, however this will be explored further.

COMMITTEE COMMENTS/DISCUSSION:  Graham Collie enquired about the proposed performance indicators on page 2, items 13 and 14.  He noted that the proposed indicator of 99% for band E and band B were both proposed as 99%.  Graham wondered if most of our stock was meeting band E already then.  

The Property Services Manager responded that we only have 2 properties, one is a band E and one is a band F, so that will explain why the target is so high.  Both are electric properties and should be done before we get to the first milestone.

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

12.0 WELFARE REFORM MITIGATION PLAN REVIEW 

The Housing Services Manager updated the Committee as follows:

· The measures that have been taken to mitigate the impact of Welfare Reform on the Association’s income and the effectiveness of these measures.
· New and emerging threats to the Association’s rental income arising from Welfare Reform and the likely or anticipated impact of these.

RESOLUTION:  The Committee noted the Welfare Reform Mitigation Plan.

13.0 WINDOW REPLACEMENT OPTIONS

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

· [bookmark: _Hlk73622680]For many years, only timber has been used for window or door replacements.  We do have a handful of properties with uPVC (one-off purchases for example).
· In terms of costs, uPVC has a far reduced installation cost and over a 30-year period, this has a significant effect on the costs. 
· Over the life cycle of the product, using uPVC throughout all future replacements, could generate up to £5m savings against timber.
· Many areas are similar for both products such as security and thermal transfer, but other areas differ such as maintenance being lower for uPVC.
· uPVC is not as ‘green’ a product as timber however can now be recycled at the end of its life and makes it more comparable over the long term.

COMMITTEE COMMENTS/DISCUSSION:  There was a general discussion about the options available, either timber or UPVC. 

From the discussion it was agreed that the cost would appear to be the main driver and as there was no urgency in this matter, the Property Services Manager would bring another report back to the Customer Services Committee looking specifically at the following:

· How many of our properties are coming up to 30 years;
· How many have had their windows surveyed and how often do we paint the current timber windows and carry out other maintenance currently;
· Clarity on the lifespan of the current windows, as this information will ultimately have an impact on the financial forecasts.
 
COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally suggested that it may be worth surveying properties looking at the estimates of the number of double-glazing elements that are in good order or whether the whole window would require replacement.

Her understanding is that a window replacement would be more airtight and could lead to ventilation problems for residents.  She would feel more comfortable with the component being extended from 30 to 45 years.

Teresa would send the email she had sent to the Convenor to the Property Services Manager for his information.

	ACTION: Teresa McNally would send the e-mail she had sent to the Convenor to the Property Services Manager for his information. 
	Teresa McNally



	ACTION: The Property Services Manager would report back to the next Customer Services Committee on the specific queries in relation to the Window Replacement Options.
	Property Services Manager



RESOLUTION:  The Committee approved the further report regarding the Window Replacement Options comes back to the next Customer Services Committee.

14.0 TENANTS HANDBOOK REVIEW 

The Housing Services Manager updated the Committee as follows:

· [bookmark: _Hlk73622388]A full review of the Tenants Handbook was carried out during 2021 and all leaflets were updated and made available from October 2020. 
· The leaflets have been checked and as there are no updates required it is proposed that no changes would be made this year to the Tenants Handbook.

RESOLUTION:  The Committee approved that no revision to the Tenants Handbook would be required for 2021. 

15.0 PROTECTION OF VULNERABLE PERSONS POLICY 
 
The Housing Services Manager advised Committee as follows:

· There have been no relevant changes in legislation, regulations or guidance since the Policy was last reviewed in 2018.
· The proposed amendments to the Policy were minor to pick up changes in job titles and some other minor changes. 
· There is a recommendation to amend the review of the Policy period from 3 years to 5 years.

RESOLUTION:  The Committee approved the Protection of Vulnerable Persons Policy for recommendation to the Board of Management.

16.0 PROPERTY FACTORING POLICY REVIEW 

[bookmark: _Hlk73621880]The Property Services Manager advised Committee as follows:

· A revised Code of Conduct was consulted on during 2020 and comes into effect in August 2021, hence this has been brought forward slightly compared to the review schedule.
· The proposed amendments to the Policy were minor to pick up changes in job titles and some other minor changes.
· There was nothing material in the revised Code of Conduct that was not already covered in the Policy.

RESOLUTION:  The Committee approved the revised Property Factoring Policy for recommendation to the Board of Management.

17.0 TENANCY SUSTAINMENT POLICY REVIEW

The Housing Services Manager advised Committee as follows:

· The Tenancy Sustainment Policy was developed in 2017 and was subject to review every 3 years however, was missed from the Policy schedule in error therefore, was presented to Committee for review late.
· There have been no relevant changes in legislation, regulation or guidance since the Policy was developed in 2017.
· The proposed amendments are all minor changes.
· Recommendation to amend the review period from 3 years to 5 years.

RESOLUTION:  The Committee approved the revised Tenancy Sustainment Policy  for recommendation to the Board of Management.

18.0 COMMITTEE ATTENDANCE 

RESOLUTION:  Committee attendance to date of 100% was noted.

19.0 AOCB

	There was no other business and the meeting concluded at 7.25pm.

20.0 Date Of Next Meeting: 	5th August 2021


4th June 2021


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