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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 8th FEBRUARY 2024 IN THE OFFICE AND (REMOTELY VIA MS TEAMS)

Present:		
1. [bookmark: _Hlk79409625]Louise Gregory (Convenor) (Teams)
2. Teresa McNally (Office)
3. Margaret Baxter (Office)  
4. Adam Brown (Teams)
5. Sandy Hunter (Teams)
6. Shirley Ritchie (Teams) 

In Attendance:  	Linda McLaren, Director of Housing Services (Office) 
				Andrew Gibb, Director of Property Services (Office) 

1.0 RECORDING OF MEETING 

	RESOLUTION:  Committee approved that the meeting be recorded.

2.0 APOLOGIES

There were no apologies received.

3.0 DECLARATIONS OF INTEREST 

There were no declarations of interest.

4.0 MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 14TH DECEMBER 2023 

RESOLUTION:  the Minutes of the Customer Services Committee Meeting of 14th December 2023 were approved as a true record on a motion from Teresa McNally                    and seconded by Adam Brown.

5.0 MATTERS ARISING FROM 4.0

5.1 Mar Street, Alloa
	The Director of Property Services updated the Committee that we had received an email on 7th February from our contact at Scottish Power and they confirmed that they are able to provide us with a date for the meter to be installed.  We are currently waiting on the date being provided.

5.2 Lettable Standard Review
	The Director of Property Services advised that on page 6, the wording had been changed 	to read 900mm fencing as noted on the action.

5.3 Fife Council Partnership Meeting
	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired if there was an update from the Fife Council Partnership meeting.

	The Director of Housing Services advised that staff had attended the meeting and it had 	gone well.  

6.0 [bookmark: _Hlk34834244]CUSTOMER SERVICES PERFORMANCE REPORTS 2023/24 (Q3) 

6.1 Q3 Customer Services Performance Management Reports
	The Director of Property Services summarised the report to Committee.

Key Performance Indicator Report 
Committee noted the following:

· Performance year to date of 63.2% (against a target of 80%).
· 78.9% of KPI’s were achieved for the quarter, 12 KPI’s were not.
· 24 have improved, 18 have remained the same and 15 have deteriorated. 
· 5.3 in the report noted the positive highlights.

Some issues being experienced:

· Staffing resources in Property Services is having an impact on our ability to deliver some of the KPI’s over the past quarter.
· Improvements from the reactive repairs service in Q3.

The Director of Property Services ran through Appendix 1 with Committee which highlighted:

· There were a lot of improvements on the repairs side in Q3.
· There were a couple of areas where the KPI’s were not met.  It is coming down, but not enough towards our target and this has been impacted with the resource issues we have at present.
· Planned maintenance units against programme stands out.  There were a couple of projects that did not go ahead, and others were behind due to the staff issues, with a staff member being off on long-term sick.
· Page 2, medical adaptations.  This has had a direct impact with the staffing resource issues, as part of the role was to deliver this area. The figures noted are a direct knock-on of this absence. We now have an additional resource in place, and have made good in-roads, but that is not seen in this quarter.
· The absence of the new staff member is also the reason behind some of the services not being met, combined with other things around access and a couple of suppliers not attending when they should.

The Director of Housing advised that the average re-let time and rent loss in Q3 had deteriorated, which, was due to issues with the contractor. 

The Director of Property Services advised that the issue with the repairs contractor was that the day-to-day repairs were good, but there are still issues around voids and getting voids resourced and returned in time. There have also been a few meter issues and delays with connection. 

There have been a few meetings held with QAPM and we are confident that we will see a turnaround.

In relation to the remaining Housing performance, targets are being met except the anti-social behaviour cases reported in the last year that were not resolved. The Director of Housing Services advised that this tells us that there were 4 open cases at the end of the quarter. They could have been received on the last day of the quarter, but you must report them as unresolved at that point in the year, even though they are on target to be closed within our timescales.  It is nothing to be concerned about, as we are resolving our cases within agreed targets and that is the most important ones.

COMMITTEE COMMENTS/DISCUSSION:   Louise Gregory enquired regarding the ARC targets being reported at the end of the year and whether the anomalies showing in our reporting may not come up in the ARC report at that point.

	The Director of Housing Services advised that it depends, as we could receive an anti-social behaviour complaint at the end of Q4 on 30th March and that would have to be reported as unresolved at that point.

	COMMITTEE COMMENTS/DISCUSSION:  Shirley Ritchie enquired regarding how the targets were set up for the KPI’s.

	The Director of Housing Services advised that our targets were split into two.  There is a fifteen-day timescale which is complaints that affect people directly, and the other is a twenty-one-day target for complaints that affect communities or the environment.  These usually take a bit longer to resolve as they can involve several tenants. These reporting targets were suggested by a member of our involved resident group and seem to work well.   

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally commented that the Council is consulting on anti-social behaviour at present.

	The Director of Housing Services advised that we were not invited to take part in the consultation and felt that we should have been as we are part of the Safety Partnership Agreement. This is available online and the Director of Housing Services confirmed she will look at completing the consultation.

	The Director of Property Services advised that Appendix 2 noted the indicators not met and an explanation as to why they were not met.

6.2 Q3 Departmental Plan Review
	The Director of Property Services summarised the key aspects of the Departmental Plan:

· 24 activities completed against the plan.
· 2 activities were marked complete, but meetings were not held/required.
· 1 activity incomplete but underway during Q4.
· 1 activity incomplete and deferred to 2024-25. 
· Overall, we achieved just under 93% against a target of 80% and for the year to date we are sitting at 95% against a target of 80%, so we are well on track for the year-end.

The Directors of Property Services and Housing Services ran through section 5.2 of the report to update on the overdue or incomplete activities in Q2:

· Q2 the Tenancy Support Service was reviewed as part of the Staffing Review.  
· Forth Valley Network is up and running and there is another meeting in March.
· There has been some progress made using the Dynamic forms during Q3.

And Q3:

· During last summer, we upgraded our housing management software to include the planned maintenance module to transfer our component data over from PIMSS and reduce costs. The migration of the data is not fully complete due to available time for the Director of Property Services following staffing resource / issues. This is expected to be complete during Q4.

· Our intention was to look at our EESSH2 plans for the next few years and again, unfortunately, this project has been delayed due to time restrictions for the Director of Property Services following staffing resource / issues. The project is being deferred to 2024-25 where consultancy services will be sought to assist / take forward this work.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired regarding the factoring information which is reviewed annually and wondered if the people receiving factoring services are involved in the review.

The Director of Property Services advised that there is a suite of documents which are reviewed and sent out to every owner on an annual basis.

6.3 Q3 Complaints and Feedback
	The Director of Property Services summarised the main aspects of the report:

· There was a slight upward trend in complaints received over the last twelve months.
· Section 5 detailed the reasons for the complaints with Housing showing a very low level of complaints, with an increase of 1 over the last quarter and there are no concerns and no patterns emerging.
· Repairs, however, shows there has been an increase across several areas and on analysing this we have noted:
· Increase in recharge complaints is explained due to the timing of issuing invoices.
· Complaints against City Technical Services increased during Q3 however, this is linked to an increase in job volume through winter.
· Complaints against QAPM dropped from Q2.
· Some complaints raised by newer staff were not necessarily required to be and has now been resolved.

Section 6 gives the complaint outcomes, and we are roughly the same as we were in Q2 with 97.18% resolved at stage 1 against a target of 100% resolved at stage 2.  Therefore, still performing quite well being just under 95%.

Section 7 shows the trends, and it is slightly increased, but still comparable with the last few years.

Section 7.2 is the largest source of property services complaints with 82.4% during Q3 of 2023-24.  It also remains consistently the largest source of complaint overall at 77.2%.

Complaint resolution shows the bulk of complaints are being resolved.

In terms of the complaints that were not resolved during the quarter, 3 complaints were not resolved stage 1 and went to stage 2, 2 complaints were not resolved at stage 1, however, did not proceed to stage 2 and 1 complaint remained unresolved at stage 2.

No complaints to the Ombudsman. 

Positive feedback shows a huge increase in Q3, and this is largely to do with the Meet, Heat and Eat events.  

The Director of Property Services ran through section 10, learning from complaints.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired whether the contractors that we have do any type of customer care service training to appreciate what it is like for the tenants.

The Director of Property Services advised that we have not asked them to do that.  QAPM do have similar customer service policies to the Association, but we can speak to them about this.

6.4 Q3 Planned Maintenance Programme Review
	The Director of Property Services updated the Committee on progress to date at Appendix 1 on the investment areas for Q3 2023/24:

· Emergency Light Testing – fully completed in November 2023.
· Electrical Periodic Testing – 1 property still outstanding at the end of the quarter and spend is significantly less.  The reason behind this is that in previous years, we have had a lot of follow-on repairs for new consumer units etc, but we have not had that this year.  
· Gutter Cleaning – started slightly late – no issues there. 
· External Decoration – project essentially completed.  
· Boiler Replacement – nothing happened as not changed since last quarter as was not going ahead this year.
· Kitchen Replacements – good progress in Q3 which saw around 50% being completed.  Expect completion around second week in March 2024. 
· The Charrier – Flood Protection Measures – started and completed in November 2023.  Contractor completed two weeks earlier than planned.
· Bank Street Energy Measures – City Technical can now fully fund the project and this is being progressed.  
· Smaller projects – effectively complete, other than the mobility scooter storage, we now have funds available to consider storage solutions at certain developments, but this has been put on hold as not a priority. 

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired regarding the Bank Street Energy Measures and whether it is going to be air source heating that is going in there.

The Director of Property Services advised that the option that is being looked at is taking out the existing storage heating and it will be high heat retention newer type storage radiators and internal wall insulation throughout. The tenants will have a far more controllable form of storage heating and will still be fully insulated.

RESOLUTION:  the Committee approved the Customer Services Performance Reports 2023/24 (Q3).

7.0 DECANT POLICY REVIEW 

	The Director of Housing Services summarised the key aspects of the report.

	The Decant Policy was last reviewed by the Customer Services Committee on 7th February 2019 and approved at the Board of Management on 28th February 2019.

The Director of Housing Services ran through section 7.0 of the report which listed the main revisions of the policy which, were minor.

COMMITTEE COMMENTS/DISCUSSION: Teresa McNally enquired about the responsibility of the tenant that has been decanted, requiring to take out personal household insurance and perhaps this requires to be clarified.

An issue that we have is that a lot of tenants do not have contents insurance, even although we promote it regularly and advise on insurance companies that give discounts to tenants.

The Director of Housing Services would have a check to make sure this is noted.  Section 9.2 would be the place to add this in regarding costs associated with the tenants’ permanent home.

	RESOLUTION:  The Committee approved the recommendation to the Board of the Decant Policy Review.





8.0 HOUSING PERKS DISCOUNT APP 

	The Director of Housing Services summarised the key aspects of the report and advised Committee that she first heard about this through Osprey Housing Association who is a partner in our digital allocation service These Homes.

Housing Perks is a mobile app that offers discounted vouchers, cashback, and free items to Housing Association tenants.  The purpose of the app is to support tenants with the cost of living.  The app is free to tenants and can be downloaded from the app store to any smartphone.  Registration is completed by telephone number which, is the only personal data that Housing Perks collects.

	The Director of Housing Services ran through the benefits to tenants, the benefits to Ochil View and how the energy vouchers would work.

· The Association would also have access to a portal, and we can also purchase vouchers.  We get 1% off but there are no admin costs for this.  They are also exploring energy vouchers, and these should be available soon at a cost of 60p to 70p per voucher.  At present we are paying between £4.20 and £6.00 per energy voucher that we purchase.

· Housing Perks also provided a group of letters, emails and social medial posts that can be shared with tenants.

· There is a cost to us of £1,400 ex VAT (£1 per property), and the saving on administration costs to purchase vouchers, would mean that over the course of the year, there will be savings which would enable us to purchase more vouchers to help our tenants.

· The Director of Housing Services also advised that just this week they have now launched “Rent Support.”  If someone wants to, they can take that 4% discount and pay that towards their rent account if they were in arrears.
	
	The terms and conditions at Appendix 1 have been sent off to our Data Protection Officer to check over and make sure he is happy with them.
	
	The Association will be emailed a weekly report showing how many tenants are using the app and what they are spending the voucher on.  A sample copy of the report was at Appendix 2.

COMMITTEE COMMENTS/DISCUSSION:  Shirley Ritchie enquired whether there was an option for tenants to save the £4 up.

The Director of Housing Services did not think that was an option.

The Director of Housing Services advised that a report can be brought back to the Committee after the year to let them see how many tenants have used it.

COMMITTEE COMMENTS/DISCUSSION:  Shirley Ritchie enquired whether it was just housing associations that could benefit from the app.

The Director of Housing Services advised that they are just working with housing associations at the moment, but it may expand further in the future.

	The proposal would be that we add this into the budget from April.  We launch it in April, to tenants. 

RESOLUTION:  The Committee approved the Housing Perks Discount App.

9.0 COMMITTEE ATTENDANCE 

	RESOLUTION:  Committee attendance to date of 88% was noted.

10.0 AOCB

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

11.0 DATE OF NEXT MEETING:		TBC



13th February 2024



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