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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 9th DECEMBER 2021 (REMOTELY VIA MS TEAMS)

Present:                 
1. Louise Gregory (Convenor) 
1. Graham Collie
1. Margaret Baxter
1. John Campbell
1. Teresa McNally 
1. Aileen Crichton 
1. Kevin Keane

In Attendance:        Linda McLaren, Housing Services Manager
                                 Andrew Gibb, Property Services Manager

1. RECORDING OF MEETING 

RESOLUTION:  Committee approved that the meeting be recorded.

1. APOLOGIES

	There were no apologies.
1. DECLARATIONS OF INTEREST

There were no Declarations of Interest.

1. MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 11TH NOVEMBER 2021  

RESOLUTION:  Subject to a minor amendment, the Minutes of the Customer Services Committee Meeting of 11th November 2021 were approved as a true record on a motion from Teresa McNally and seconded by Aileen Crichton. 

1. MATTERS ARISING 

4. Mar Street, Alloa
        COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired if there was any news on Mar Street, Alloa.

        The Property Services Manager updated the Committee that we had contacted Keith Brown’s office and he had sent a letter to Scottish Power. As yet, we have not had an update on the current position.

        We have had an update from Ombudsman Services, and this is basically another holding reply and we have tried calling Scottish Power, with little success. Efforts will continue to be made.
                     
        BOARD COMMENTS / DISCUSSION:  Louise Gregory wondered why they weren’t doing our housing when the housing at the other end of Alva appears to be moving along.

        The Property Services Manager responded that he thought it was down to a combination of things. When they were phoned recently, they were suggesting that the properties were not registered on the database, even although we’ve had a response from Scottish Power Energy Networks showing that they are registered, so he was not sure if it was a continuing issue within Scottish Power themselves. 

        We have managed to get a “named contact” within the Ombudsman Team at Scottish Power, so we will keep pushing it every week and hopefully things will start to move on.

1. 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: 

· From today, all staff are now working from home following the latest Scottish Government advice. As no major restrictions are in place, services will continue as normal. Staff can also continue to go into the office for short periods to undertake tasks as required to keep services running where these cannot be done from home. Office appointments for tenants are also suspended however there have been few of these as the majority of tenants are communicating with us in different ways. We may undertake new tenancy sign-ups in the office with management staff also attending as required.
· The number of voids remain stable with a slight increase at the end of November. The average voids days however is dropping (47 to 42 days) and the last two voids returned took 11 days so this is promising.
· Allocations continue and the These Homes applications have steadied out. We have 1755 live registrations on These Homes. In November we let around 40% of our properties to homeless applicants, with the total year to date standing at 36.25%.
· We now have around 20 ‘interested tenants’ who are actively engaging with our Tenant Engagement & Communication Officer. There are monthly meetings where some are attending but all are communicating with us to some extent. It is hoped to expand on this during next year.
· Our Tenant Engagement & Communication Officer has also met with Clacks Provider Network for a second time. The aim of the group is to build partnerships, identify client needs, co-ordinate provisions and influence employability policy in the area. They will meet again in the New Year and then bi-monthly and this extends our collaborative working approach. 
· We are also running a Countdown to Christmas campaign. Through some of the tenant engagement fund and community benefit donations from contractors we are giving away a prize every day in the lead up to Christmas. This has generated lots of positive feedback.

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

· Reactive repair services continue as normal with no issues.
· We are making in-roads into voids turnaround and changes have been made to how the contractor is supervising these and how we manage these to try and further improve timescales.
· Investment and other planned works are underway with kitchens starting in November. The boiler replacement programme is nearly complete with some no-accesses to resolve.
· Close and window cleaning services remain an issue and the contract was terminated last week. We had attempted to resolve issues and the contractor had made attempts recently to improve their quality however it was ultimately not enough. They will work their notice period to the end of January and we have started discussions with the previous cleaning contractor to undertake a temporary arrangement whilst we re-tender the service. There should be no break in service to tenants.

COMMITTEE COMMENTS/DISCUSSION:   Teresa McNally enquired whether we had had any claims in relation to the recent storms.

The Property Services Manager advised that we have one active claim with the insurer. We have had around 70 repairs that have been identified, either fencing or roof works however fencing is not covered under the insurance policy. We have one claim and one excess which covers around 30/35 roofing jobs which will be claimed through our insurance.

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

6. Gas Servicing & Maintenance Contract 2022-25
           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.




6. Gas Audit Services 2022-25
          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.

          RESOLUTION:  The Tender Approvals were approved by the Committee.

1. REACTIVE MAINTENANCE POLICY REVIEW 

The Property Services Manager updated the Committee, by summarising the key aspects of the report. 

· Property Services Objectives had been added, replacing old Customer Services Objectives;
· References to the website were updated;
· Previous staff/positions and approval structures had been updated;
· Timescales had been updated.

           RESOLUTION:  The Committee approved the revised Reactive Maintenance Policy for recommendation to the Board of Management.
1. LSM POLICY REVIEWS 

The Property Services Manager updated the Committee, by summarising as follows:

8. Premises, Fitness & Repair
The main changes were updating the emergency repair timescale and clarification of the 5 working days in which we do repairs. There was one typographical change.

8. Hygiene in Tenancies
After the review, there are no changes at all to this policy, other than the review dates will change if they are approved at this meeting.

8. Infestations
After the review, there are no changes at all to this policy, other than the review dates will change if they are approved at this meeting.

RESOLUTION:  The Committee approved the revised LSM Policies above for recommendation to the Board of Management.

1. REVIEW OF CITIZENS ADVICE BUREAU PARTNERSHIP 

The Housing Services Manager updated the Committee, by summarising the key aspects of the report. 

· First year has worked well however we had hoped the number of referrals would be higher than the 26 achieved.
· There was a higher-than-expected drop-off rate, with only 12 taking the process further.
· Despite the drop-off rate, the financial gains to cases reaching conclusion were very positive with over £30k with 5 cases still open.
· Survey results were very encouraging with high levels of response and satisfaction.
· During year 2, we are expecting a higher referral rate therefore it is important to continue this.

9. Appendix 1 Service Level Agreement

Included for Committee’s further information.

9. Appendix 2 Case Studies

Included for Committee’s further information.

COMMITTEE COMMENTS/DISCUSSION: Kevin Keane enquired whether CAB had any money advice staff now as he was aware that two existing advisors had left.

The Housing Services Manager advised not now, but there is a new adviser starting the first week in January 2022. She presently works for Citizens Advice Scotland.

COMMITTEE COMMENTS/DISCUSSION: Teresa enquired whether there could be a conflict of interest with CAB if we use them at the time of evictions.
The Housing Services Manager advised that we had discussions with CAB at the beginning of the partnership regarding this and it was felt that our goals are both the same and we both want to prevent any evictions from happening.
RESOLUTION: The Committee approved the Citizens Advice Bureau Partnership review.

1. HOUSING AND DEMENTIA FRAMEWORK ACTION PLAN

The Housing Services Manager updated the Committee, by summarising the key aspects of the report. 

COMMITTEE COMMENTS/DISCUSSION: Louise Gregory commented that there are a lot of dementia cases whereby the family don’t want to admit to it.

The Housing Services Manager advised that was fine, and the Association would not force this upon anyone.  This would be a wider strategy and there are a lot of adaptations that we could do in a property that would help someone living with dementia. We also have a development at Earl of Mar Court that is designated for people of pensionable age or older. 
Therefore, when doing planned maintenance, we should be taking that into consideration.  
COMMITTEE COMMENTS/DISCUSSION: Teresa McNally commented that the whole thing for her is putting the tenant at the centre. If networking means that a person can be assisted and supported to stay in their own home, then that can only be a good thing.
Agency networking is so important and there is already a dementia group in Alloa, the Housing Services Manager confirmed that the plan would be to contact this group and network going forward.
RESOLUTION:  The Committee approved the Housing and Dementia Framework Action Plan.
1. ENTITLEMENT, PAYMENTS & BENEFITS: ALLOCATION 

The Housing Services Manager updated the Committee, by summarising the key aspects of the report.

· There is a staff relation hence why this requires approval however the staff member was not involved in the process and is likely unaware of this connection.

		COMMITTEE COMMENTS/DISCUSSION: Teresa McNally advised that she did not have this on her agenda.
The Housing Services Manager advised that a separate e-mail had been sent regarding this item as it was added in at a later date, it had been updated on Govenda.
RESOLUTION:  The Committee approved the Entitlement, Payments & Benefits:  Allocation.
1. COMMITTEE ATTENDANCE 

RESOLUTION:  Committee attendance to date of 86% was noted.

14.0	AOCB

Graham Collie tendered his apologies for the next meeting.
There was no other business and the meeting concluded at 6.50pm 
1. DATE OF NEXT MEETING:                  3rd February 2022


13th November 2021

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