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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 5th AUGUST 2021 (REMOTELY VIA MS TEAMS)

Present:		
1. [bookmark: _Hlk79409625]Louise Gregory (Convenor) 
2. Graham Collie
3. Margaret Baxter
4. Aileen Crichton
5. 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 John Campbell and Teresa McNally.

3.0 	DECLARATIONS OF INTEREST

There were no Declarations of Interest.

4.0 	MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 3RD JUNE 	2021 

RESOLUTION:  The Minutes of the Customer Services Committee Meeting of 3rd June 2021 were approved as a true record on a motion from Margaret Baxter         and seconded by Graham Collie.

5.0 	MATTERS ARISING 

5.1 Mar Street, Alloa
	COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired if there was any news on Mar Street, Alloa.

	Margaret Baxter commented that as of 4th August 2021, the situation was still the same that the outstanding work had not commenced as yet.

5.2 Fife Lease Proposal 
		The Housing Services Manager gave an update as the position had now completely changed.

A meeting was held with Fife Council and the support provider. In attendance was a solicitor from Fife Council who advised that we could not progress this model as Fife Council have recently ‘discovered’ an issue with this type of arrangement because of changes within the Housing (Scotland) Act 2006 it does not allow this model in law. He advised that the owner of the property (OVHA) must make the HMO application and they must have a direct contract with the occupants, the owner can’t sublet to another organisation who would then become the landlord to the occupants. Fife Council are in the process of reviewing this arrangement with other landlords and have now actually purchased a property from another RSL so that they could become the owners and apply for the HMO license. 

The Association sought legal advice from Harper McLeod as we currently operate this arrangement with Clackmannanshire Women’s Aid. The Association obtains the HMO license and we lease to Clackmannanshire Women’s Aid. The occupancy agreements with tenants are with Women’s Aid.

	Harper McLeod responded with a different interpretation of the Act and advised that they see no reason why we can’t progress with the original proposal however, they were aware of Fife Councils position.  The Housing Services Manager had fed this back to Fife Council, and they are still taking this stance and do not want to enter into a lease if the Association were the HMO license holders.  

As Fife Council would not fund support costs for one resident the options were that the current tenant would have to move to residential care, or the arrangement is changed to Fife Council leasing the property and only moving in one other occupant. This would share the costs of support between two occupants but would mean that no HMO License would be required. 

	Fife Council replied that they would be interested in leasing from the Association and placing two occupants in the property. The draft lease has been sent to the Council and we are currently awaiting on them responding.

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

· The number of voids at the end of July had reduced to 9 current voids and 12 at notice period.  This is a reduction from May and we are now letting more properties within the month than the terminations received. During Quarter 1 we let 32 properties and received 24 terminations. 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. However, Housing Services have also had a few properties sit for more days than normal due to receiving refusals. The Housing Services Manager will discuss this further when going over quarter 1 performance. 
· Allocation services are back to normal and we are now advertising all our vacancies on These Homes.  We have just over 1300 applicants now registered and during Quarter 1 we let 37.6% 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 49% of our tenants now signed up to my Home and 42% of tenants are now paper free.  During Quarter 1 292 tenants used My Home to pay their rent which, equated to £260.568 in rental income.
· The CAB partnership is continuing to work well with 11 current active cases.  We have referred approximately 24 tenants in total. A six monthly review meeting has been arranged for 26/08/21.
· The third round of the Scottish Social Housing Fuel Support Fund towards fuel for our tenants came to an end early June. In total we issued 424 vouchers to 139 tenants with a value of £19,640. The value exceeded what we issued in rounds 1 and 2.
· We have just found out this week that the Tenant Engagement & Communication Officer has been successful in a grant application with the Scottish Government initiative Connecting Scotland. This is the third phase of funding targeted at helping people into employment who do not have IT equipment or access to Wi-Fi. We have been granted 25 iPads, 25 chrome books and 24 months unlimited wi-fi for each tenant who gets a device. The closing date to provide tenants names is 31/08/21 so we will be working over the next couple of weeks to obtain a list of suitable tenants to get the devices. If we get more than 50 there is a second phase to this round of funding which, we may be able to apply for.

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

· Reactive repairs are progressing well, and the repairs backlog has been fully completed.  Now that we are at full service we are starting to make in-roads into repairs timescales.
· Voids remain an issue primarily relating to the repair contractors view on the number of trades working in a void at any time.  This had reached a standstill but now that we are moving to full relaxation of restrictions, the Association has made clear that this position cannot continue and are working with the contractor to resolve this.
· Final pre-installation surveys take place on the 10 & 11th August for the boiler replacement contract.  Once complete, the programme will be agreed and installations will commence.
· Kitchen renewals will begin in November.  There are a handful of non-accesses to undertake pre-install design surveys which are being progressed, but the vast majority are completed already.  The delayed start in November was agreed jointly with the contractor due to their workload and to avoid going off-site during the contract.
· Smoke detector upgrades continue with decent progress made.  We are now down to the core of non-access properties where efforts are being made to complete these.  For electrical periodic inspections, this position remains the same with several people not allowing access, we believe due to the time taken to complete the testing.
· Landscaping and close cleaning services remain at full service with no issues.
· Window replacements are the main other project this year and this is being brought to the Board of Management at the end of August for approval.
· Overall, investment work progresses well albeit behind our internal timescales due to covid related delays.

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

7.0 	CUSTOMER SERVICES PERFORMANCE REPORTS 2021/22 (Q1) 

5 
6 
7 
8 
9 
7.1 Q1 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 summary: 70.4% (against a target of 80%) and considering the Covid-19 lockdown had negatively impacted on at least 7 of the indicators. Taking Covid into account the position would have been a very healthy 83.3%;
· Positive Highlights in Q1	

· % of Emergency Repairs completed on target 
· Average length of time to complete emergency repairs 
· % tenants who feel their landlord is good at keeping them informed about their services and outcomes (CSS 2019) 
· % tenants satisfied with Opportunities to Participate in Decision Making (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

· Areas for improvement

· Ave length of time to complete non- emergency repairs
· Planned Maintenance Spend v. Budget  
· Planned Maintenance units completed v programme
· Properties Meeting EESSH 1
· EESSH 2: Properties meeting or can be treated as meeting. (EPC Band B 	(by2023)
· Re-let Times: All Stock
· % stage 2 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.
· Medical adaptations spend as a % of budget
· Approved medical adaptations completed
· Failure to complete a gas safety check within 12 months of a gas appliance being fitted or its last check (number of times a year)  
· % Of Rent Lost While A Property Is Vacant
· % of Offers of Tenancy Refused

7.2 Q1 Departmental Plan Review
	The Property Services Manager advised that a total of 27 activities were completed during quarter one and he summarised the key aspects of the Departmental Plan which incorporates both Housing and Property Services:
	 
· Publish Homehunt allocations report to Q4 2020/21
· Lease review meetings 
· These Homes project meetings
· FHR Management/Executive Group Meeting 
· Appoint New Debt Collection Agency
· Abandoned Properties Policy
· Shared Ownership Policy (NEW)
· Planned Maintenance and Improvement Policy Review 
· Rechargeable Repairs Policy (Review)
· ARC submission to SHR
· EESSH submission to the SHR
· Mobysoft RentSense Initial Project Meeting 
· Staff Appraisals
· Assessments of Complaints & Feedback (Year-end)
· Protection of Vulnerable Persons (Review)
· Property Factoring Policy (Review)
· Tenancy Sustainment Policy (NEW)
· Consultation for Tenant Engagement Strategy & Customer Services Standards Policy
· Review Translation Services

All outstanding were completed in Q1 which gave a result of 100% of tasks completed.

7.3 Q1 Complaints and Feedback 
The Property Services Manager provided a further update as follows: 

· Volumes remain consistent with no concerns.
· During Q4 our performance slipped in relation to stage 2 complaints whereby we did fail the target.  To put this into context it was in relation to 1 complaint out of 4 during the quarter.  This gave a Q1 figure for stage 2 complaints resolved of 75.00%.
· Around three quarters of all complaints in Q1 were upheld however it is a bit early to glean anything from this new reporting figure.
· We identified areas of learning in 16 complaints over the Quarter and these have all been addressed.

· Positive Highlights in Q4

· We received no Housing Services related complaints.
· Stage 1 resolution has improved from 93.33% to 97.37%.
· No complaints relating to equalities issues.
· Stage 1 complaints took an average of 2.71 days (5-day target)
· Stage 2 complaints took an average of 16.25 days (20-day target)

COMMITTEE COMMENTS/DISCUSSION: Graham Collie commented that with regard to the complaint that had over-run the timescale, he thought that if a timescale was extended due to more information being brought, that it should re-set the clock and that the complaint should have been closed off.  

Andrew explained that the new information had been brought when there was around 2 days left of the timescale, and Andrew could have advised that this should have been registered as a new complaint, but Andrew just took the new information as part of the complaint.

7.4 Q1 Planned Maintenance Programme Review
	The Property Services Manager updated the Committee on progress to date on the investment areas for 2021/22.  

· Drainage improvements tenders have been received and is about to be awarded.
· The external wall insulation/solar PV works are complete against our July target with two exceptions that relate to owner agreement issues.  The additional 10 units we added are yet to start due to awaiting the Building Warrant approval.  Some units require internal solar panel connections where tenants have refused access to date.
· Emergency light testing of our common stock is not required until Q3.
· Electrical periodic inspections and smoke detector upgrades are progressing well however both contracts are suffering from non-accesses.
· Gutter cleaning started late in Q1 but should have been completed in July.
· External decoration remains on site and is due to complete in October provided there is no major periods of adverse weather.  Kirkgate has been removed pending a decision on window replacement.
· Boiler replacements due to begin shortly after pre-install surveys are complete.
· Kitchen renewals are scheduled to begin during November.
· Door entry system renewals at South Avenue have been instructed and will be completed during Q2.
· Progress on the Bank Street energy measures has slowed due to owner agreement on citing of air source units.  The Scottish Government is aware and dialogue is ongoing with them on progress.
· Alloa Road regeneration works are now out for pricing various options following successful tenant discussions around what works to undertake.  Dependent on value, some options may be brought back to the Committee for approval.
· Other minor projects are underway or being priced.

	RESOLUTION:  The Performance Management Reports 2021/22 (Q1) were approved by the Committee.

8.0 	HOUSING SERVICES DEPARTMENTAL SERVICE PLAN (FINAL DRAFT) 

The Housing Services Manager advised Committee as follows:

· the 1st Draft of the Housing Services Departmental Plan was considered by Customer Services Committee on 3rd June 2021;
· the presentation of the 2nd & Final Draft concludes the Housing Services Departmental Plan process on schedule;
· there are no changes to the plan since it was last presented;

The Housing Services Manager advised Committee that Teresa McNally had emailed with a suggested amendment to paragraph 5.3 that instead of ‘we will close’ it should read ‘we closed’. The Housing Services Manager confirmed that the plan was written prior to April 2021, and this is why it was written as a future task however, as the plan is being approved today, the amendment would be made.

	RESOLUTION:  Subject to a small amendment at item 5.3, the Housing Services Departmental Service Plan (Final Draft) was approved by Committee.

9.0 [bookmark: _Hlk55211166]	PROPERTY SERVICES DEPARTMENTAL SERVICE PLAN (FINAL DRAFT) 

The Property Services Manager advised Committee as follows:

· the 1st Draft of the Property Services Departmental Plan was considered by Customer Services Committee on 3rd June 2021;
· the presentation of the 2nd & Final Draft concludes the Property Services Departmental Plan process on schedule;
· there was one change to the plan with an additional task added to cover the Associations asset management software PIMSS;

The Property Services Manager advised Committee that Teresa McNally had emailed with a suggested amendment to the wording of Outcome 5 on page 13, as the date was incorrect, and it should refer to 2021/22.  The Property Services Manager confirmed that, as the plan is being approved today, the amendment would be made.

RESOLUTION:  Subject to a small change to page 13, outcome 5, the Property Services Departmental Service Plan (Final Draft) was approved by the Committee.




10.0 	TENDER APPROVALS

10.1 WINDOW REPLACEMENT OPTIONS 

The Property Services Manager advised Committee as follows:

· The financial projections on the overall anticipated component replacement spend had been updated and the report had been updated to reflect the additional questions asked at the last Customer Services Committee meeting.
· In the opinion of the Property Services Manager, he felt that extending to 45 years for replacing windows was too long a period but was open to any other suggestion from the Customer Services Committee.

COMMITTEE COMMENTS/DISCUSSION: Teresa McNally had enquired by e-mail prior to the meeting regarding 5.2 on page 3 regarding replacement ironmongery and she had enquired if there was a built-in cost for replacement.

The Property Services Manager advised that all the costs for renewing a window include all ironmongery.  It was also confirmed that we would replace the whole unit if we can’t find a replacement mechanism.

COMMITTEE COMMENTS/DISCUSSION: Teresa McNally had advised prior to the meeting that she would be happy to support extending the wooden windows to 45 years.

COMMITTEE COMMENTS/DISCUSSION: Regarding Appendix 2, Teresa McNally enquired as to how many windows did this equate to.

The Property Services Manager advised that he could not give an answer to this exactly as we don’t have that information available as to how many windows each property has, but he reckoned it would be around 2,000 windows that would be required to be replaced (each house averaging 4 windows each) in that 10-year schedule.

COMMITTEE COMMENTS/DISCUSSION: Graham Collie commented that he couldn’t imagine that the regulator would be happy with an RSL having 40+ year old frames.  

COMMITTEE COMMENTS/DISCUSSION: Louise Gregory commented that her concern would be if we put windows in now, after 45 years, the U-value would be very poor.

Also, if it were timber frames, Louise felt that she wasn’t sure that timber frames would last 45 years. Then we would have issues where we wouldn’t be able to get ironmongery to match etc.

Margaret Baxter enquired as to how many windows would require replacing in say the next 35 years.

The Property Services Manager went on to item 5.4, page 4, and information had been provided to Committee on what we have at present.  Appendix 2 shows that over the next 10 years there was a significant programme where 484 properties would require replacement windows, approximately 2,000 windows and a total of £3.3m worth of investment.  380 (the majority) of those properties have not been surveyed as the resource required to do so was significant and we only had 1 inspector.  Normally, we would not look at them until the frames get to around 28 years old or unless issues were flagged up with the mechanisms, or if they are in particularly poor condition etc.  It’s the original windows in virtually all of these properties as they were built between 1992 and 2002.  A lot of the one-off purchases we have had we have put an estimate on when they will require replacements, so it’s difficult to put a time on them.  At this point, the Property Services Manager could not specifically advise how many would require replacement, it may be that 50% might not require to be renewed over the next 10-year period.  

[bookmark: _Hlk79056257]RESOLUTION:  The Committee carried out a vote and the results were 5/1 that the choice of UPVC was approved for recommendation to the Board of Management.

10.2 INTEGRATED RECEPTION SYSTEMS 

As the details relating to this item are considered to contain information of a commercially sensitive nature the record of this Agenda Item is contained in a Commercially Sensitive Extract of Minutes.

11.0 	TENANT ENGAGEMENT & COMMUNICATION STRATEGY REVIEW 

The Housing Services Manager advised Committee as follows:

· The Strategy was last reviewed in 2018 and is subject to a review every 3 years however, this was delayed until the new Tenant Engagement & Communication Officer was in post;
· TPAS carried out a full audit of our Tenant Engagement Strategy in 2019 and made a number of recommendations including that the Strategy should be more tenant friendly, the audit report is included at Appendix 2;
· [bookmark: _Hlk79349928]Consultation was carried out during June 2021 with tenants and a full outcomes report is included at Appendix 3;
· The Tenant Engagement Strategy has been given a complete overhaul and fresher more tenant friendly appearance;
· The Strategy also includes an action plan setting out the short, medium and long term goals in more detail, this will be updated annually

RESOLUTION:  The Committee approved the revised Tenant Engagement & Communication Strategy for recommendation to the Board of Management.

12.0 	CUSTOMER SERVICES & STANDARDS POLICY REVIEW  

The Housing Services Manager advised Committee as follows:

· The Customer Services & Standards Policy was last reviewed in 2015 and is subject to a review every 5 years however, this was delayed until the new Tenant Engagement & Communication Officer was in post;
· Consultation was carried out during June 2021 with tenants on the Tenant Engagement & Communication Strategy the outcomes were also used to update this policy, the full outcomes report is included at Appendix 1;

[bookmark: _Hlk79056225]RESOLUTION:  The Committee approved the revised Customer Services & Standards Policy for recommendation to the Board of Management.

13.0 EXCEPTIONAL ALLOCATION 500432

RESOLUTION:  The Committee homologated the Exceptional Allocation 500432.

14.0 	COMMITTEE ATTENDANCE

	RESOLUTION:  Committee attendance to date of 93% was noted.

15.0 	AOCB

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

16.0 	DATE OF NEXT MEETING: 	11th November 2021

		







6th August 2021


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