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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 2ND JUNE 2022 (REMOTELY VIA MS TEAMS)

Present:		
1. [bookmark: _Hlk79409625]Louise Gregory (Convenor) 
2. Margaret Baxter
3. Teresa McNally 
4. Aileen Crichton

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 Graham Collie.

3.0 	DECLARATIONS OF INTEREST

	There were no Declarations of Interest.

4.0 	MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 14TH APRIL 	2022 

RESOLUTION:  the Minutes of the Customer Services Committee Meeting of 14th April 2022 were approved as a true record on a motion from Teresa McNally and seconded by Aileen Crichton.

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 Property Services Manager advised Committee that unfortunately, we are not any further forward. He has spent approximately 4 hours on and off the phone with Scottish Power. He has been passed round three different teams, all telling a different story and passing him back round the same teams again. We have now since sent three further e-mails to Ombudsman Services, the latest one enquiring what the solution is if they cannot get their resolution put through.

	The Property Services Manager had received a response from them advising that the Association should feel free to push it with Scottish Power, so there appears to be no recourse through Ombudsman Services.

	We have also sent several e-mails off to the Ombudsman team within Scottish Power who are supposedly dealing with the complaint. To date, they have not responded to any of those. The Acting Chief Executive has now written to the Chief Executive of Scottish Power, and we are waiting on a response from that.

	We are also planning another letter via Keith Brown, the MSP. If the Acting Chief Executive does not get anywhere with the CEO, we will continue to try speaking to others within the Management Team at Scottish Power and hopefully progress it from there. The Property Services Manager will also keep on to the Ombudsman team.

	COMMITTEE COMMENTS/DISCUSSION:  The Chairperson enquired whether we have tried our MP, John Nicholson.

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally commented that we have 8 MSPs in this area of mid-Scotland, and it may be worth writing to them all with our concerns.

	The Property Services Manager advised that he can try this route too.

COMMITTEE COMMENTS/DISCUSSION: Louise Gregory enquired if the Ombudsman Service was Ofgem.

The Property Services Manager advised that it was not Ofgem, it was the Ombudsman Services. We looked into Ofgem, and they won’t look into this.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired as to whether there was a specific MSP who dealt with special needs people. 

Teresa McNally advised that she would have a look into who it is and would get back to the Property Services Manager.

5.2.	Adaptations/Policy Review
	COMMITTEE COMMENTS/DISCUSSION: Teresa McNally commented on page 5, halfway down in relation to grant borrowing etc, and that she followed up with the Clackmannanshire Council Private Housing Scheme and they confirmed no grant assistance for private homeowners, apart from grant assistance for disabled adaptations with social services referral.  Also, there is no assistance for repairs and maintenance.   

	The Property Services Manager advised that he had amended the leaflet on the basis of that information.  The Action Point about taking the sentence out of the Appendix has been done as well. 



6.0 	COMMERCIALLY SENSITIVE EXTRACT OF CUSTOMER SERVICES HELD ON 14TH 	APRIL 2022 	

RESOLUTION:  the Commercially Sensitive Extract of the Customer Services Committee Meeting of 14th April 2022 were approved as a true record on a motion from Margaret Baxter and seconded by Teresa McNally.

7.0 	MATTERS ARISING
[bookmark: _Hlk34834244]
	There were no matters arising.

8.0 	CUSTOMER SERVICES PERFORMANCE REPORTS 2021/22 (Q4) 

5 
6 
7 
8 
9 
8.1 	Customer Services Year-End Performance Management Reports
The Property Services Manager and Housing Services Manager advised Committee as follows:

Key Performance Indicator Report
Committee noted the following:

· Performance in Q4 of 79.6% (against a target of 80%)
· Overall performance for the year to date of 79.6% (against a target of 80%)
· Taking Covid into account the position would have been a very healthy 87%

· [bookmark: _Hlk32150018]% Emergency Repairs complete on target
· Average length of time to complete emergency repairs 
· % tenants satisfied with the condition of their home at the beginning of their tenancy
· % 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 
· EESSH2: % of properties meeting EPC Band D (by 2025)
· EESSH 2: Properties meeting or can be treated as meeting (EPC Band B (by 2023)
· % of planned maintenance spend v budget
· % of planned maintenance units completed v programme
· % of approved medical adaptations completed
· Gross Rent Arrears 
· Current non-technical rent arrears 
· Current tenants owing 13 weeks rent or more
· 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 tenancy offers refused 
· % of tenancies lasting 12 months or more 
· % of Annual Lets made to Statutory Homeless applicants 
· % of Stage 1 complaints resolved within timescale
· Average time in working days for a full response at Stage 2
· Increase in positive comments from service users recorded on Complaints Register

· Areas for improvement

· % stock meeting SHQS
· Number of properties requiring a gas service where no access was gained
· Ave length of time to complete non-emergency repairs
· % of reactive repairs completed right first time
· Properties Meeting EESSH 1
· Re-let Times: All Stock
· % tenants satisfied with the landlords’ contribution to the management of neighbourhood 
· % of factored owners satisfied with the factoring service they receive.
· % of Stage 2 complaints resolved within timescale
· 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


	COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired whether there was any particular reason for the number of terminations.

	The Housing Services Manager advised that there was not any particular reason and the terminations had been a mixture with nothing to indicate that there is any pattern.

	The Property Services Manager commented that at the last Board of Management meeting there had been a discussion about the void resources on the contractor’s side. They are having a real issue just now where they have been struggling with the sheer volume of voids on top of the reactive work.  

	All the existing contractors we have are having the same issues in relation to resources, materials and particularly in getting new operatives. We are looking at it, but it will not be resolved quickly.

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired as to whether affordability was a reason that perhaps people were giving up their homes.

	The Housing Services Manager advised that we do record the reasons why tenants exit properties, and this does not appear to be a reason, as most people were moving to other accommodation. 

8.2 Year-End Departmental Plan Review
The Property Services Manager summarised the key aspects of the Departmental Plan as at year-end which incorporates both Housing and Property Services:

There were 2 overdue or incomplete activities:

· Go live with new repairs interface and repairs by appointment system.
The installation of the repairs interface took longer than anticipated and primarily this was due to delays from the supplier of Logie Glazing & Building Services new IT system (Big Change). The system was installed in Quarter 2, with testing throughout Quarter 3 when we expected to go live. During Quarter 4, we went live with the interface and job information (updates, completions etc.) are now flowing between the two systems.

· Develop usage / functionality of PIMSS Asset Management Software
During Quarter 3, we aimed to take forward 4 key areas to develop our usage of this asset management software. The updating of energy information, component and property data was completed however the mobile survey function for staff and whether we can interface PIMSS with SDM (our Housing Management Software) was delayed to Quarter 4. In Quarter 4, and due to other competing priorities, this was not taken forward. It will be now developed during 2022-23.

Overall, we hit 100% (target of 80%) for the year to date, with an overall performance of 98.85% (target of 80%) for the year to date.

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

· Volumes slightly increased during Quarter 4 however there was no cause for concern.
· In relation to Housing Services, levels increased however this was solely related to allocations following the completion of Elm Grove and Forth Crescent.
· In relation to Property Services, levels increased across reactive repairs and investment. This is linked to issues on our window and kitchen contracts which are now resolved. On the reactive issues, this predominantly related to an operative issue.
· Stage 2 resolution deteriorated and this related to one complaint being extended beyond the 20-day target. This was agreed with the tenant but still fails target.
· In terms of overall volume the levels, and when compared to pre-pandemic levels (which is a more accurate reflection), we are seeing a significant reduction in complaints levels which is positive.
· Just under three quarters of all complaints during the year were upheld or partially upheld which is consistent with previous quarters. A better comparison will be made during 2022-23 when we have more data.
· We identified areas of learning in around 44% of complaints over the year. In Quarter 4, these largely related to contractors being untidy, timescales and access procedures and policy / procedure issues for staff. These are all completed with either discussion through staff or contractors.
· One complaint was referred to the Ombudsman during Quarter 4 however the Ombudsman advised they would not take it further as they did not see evidence of any procedural fault and were satisfied with our response at Stage 2.

Positive highlights:

· No complaints relating to equalities issues.
· Stage 1 complaints took an average of 2.39 days (4-day target)
· Stage 2 complaints took an average of 14.11 days (20-day target)
· Positive feedback remains above target.

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

· Drainage improvements at South Avenue complete earlier in the year.
· The external wall insulation/solar PV works was complete except for 2 properties where adjacent owners agreement had caused delay. We expect completing the works in June at which point the project will be fully complete.
· Integrated reception systems had completed around 94% by year-end and we have progressed in April into the year 2 addresses. There have been no issues however the budget cost for last year was slightly under the tender value hence the difference in spend.
· Emergency light testing had some issues with the contractor access however around resources and the contractor completing these. They are complete now.
· Electrical periodic inspections are around 85% completion at year-end with major access difficulties. These are progressing and forced entry will be used to gain access if required.
· Gutter cleaning is fully complete. We only do one visit per year as generally the contractor is finding very little now to clean.
· External decoration had minor work to four properties completed by year-end.
· We made progress during Quarter 4 with the non-accessed properties on the boiler replacement contract. We were left with 10 outstanding properties at year-end and these will be progressed during this year’s contract.
· Smoke detector upgrades were fully complete in February.
· Kitchen replacements were completed with no issues. Year 2 should commence in July.
· Door entry system renewals at South Avenue were complete in Quarter 3.
· We appointed a contractor in February for the Bank Street energy measures but have struggled to pin the contractor down for surveys. We have one property void, with another due, so we are going to hold these both as long-term voids to get the work done. We also have an issue where the pre-fabricated internal insulation system we had specified is no longer available as the manufacturer went bust. We are looking at alternatives and this may mean decanting tenants for the work hence another reason to hold the 2 properties as long-term voids.
· Alloa Road regeneration works should be complete in the next few weeks as the final fencing installations are underway, and a clean will follow this.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the access and wondered if they were blocks, was it shared access into flats.

The Property Services Manager advised that he did not mean access, what he meant was it was more of an issue with the contractor getting round to these. We have issues with one operative that is scheduled to get access and we have had issues with him.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired if the Association had to decant the two tenants in Bank Street, would the two empty flats be available to decant to.

The Property Services Manager advised that if they do those two properties first then that would be a possibility. But we just do not know enough yet from the contractor what their programme is and how they intend to do it. They may be able to offer a solution that does not involve decanting, but we cannot use the pre-fabricated product.  

COMMITTEE COMMENTS/DISCUSSION:  Aileen Crichton enquired regarding the linked smoke detectors, and wondered if a tenant were connected through MECS, would they have to contact MECS to advise that they require to be connected.

The Property Services Manager advised that we have installed our systems as stand alone. We can then say that we have a full system installed that meets LD2.

RESOLUTION:  The Customer Services Performance Reports 2021/22 (Q4) were approved by the Committee.

9.0	HOUSING SERVICES DEPARTMENTAL SERVICE PLAN (1ST DRAFT) 

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

· All outcomes in the 2021/2022 Housing Services Departmental Plan were achieved.
· The SWOT and PEST analysis was conducted by the Housing Services Team earlier in the year. 
· Key Services and Outputs for 2022/23 are:

· Develop These Homes
· Continue partnership working with CAB
· Dementia & Housing Framework Actions
· Forth Valley Hoarding Strategy 2022
· Tenant & Communication Strategy Action Plan
· Value for money with Mobysoft RentSense
· Review CHR documents & partnership agreement
· Develop the use of CX Feedback
· Develop My Home tenant portal and introduce My New Home


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

10.0 [bookmark: _Hlk55211166]	PROPERTY SERVICES DEPARTMENTAL SERVICE PLAN (1ST DRAFT) 

The Property Services Manager advised Committee as follows:

· Only 1 outcome in the 2021/2022 Property Services Departmental Plan was not achieved, and it has been carried over to 2022/23.

· Key Services and Outputs for 2022/23 are

· Reactive Maintenance Improvements
· Delivering Improvements in the Factoring Service
· Explore an interface for gas servicing & maintenance
· Develop the use of CX Feedback
· Develop a Green Strategy
· Develop usage/ functionality of PIMSS Asset Management software
· Complete the EESSH Audit Outcomes
· Develop an Action Plan for EESSH2

	ACTION: Teresa McNally enquired regarding Key Services and Outputs on page 15 as the report reads no percentage KPI targets against voids. 
	Responsibility 
The Property Services Manager will get this updated 



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

11.0 	WELFARE REFORM MITIGATION PLAN REVIEW 

The Housing Services Manager updated the Committee as follows:

· [bookmark: _Hlk73622388]The measures that have been taken to mitigate the impact of Welfare Reform
· New and emerging threats to the Associations rental income and the likely or anticipated impact of these


	ACTION: The Property Services Manager apologised as he had noticed that the Appendix had not been included as part of the Govenda pack.  
	Responsibility 
The Housing Services Manager will circulate the Appendix after the meeting or Committee members.



	ACTION: The Housing Services Manager apologised as she had noted an error in 5.8 of the report.  The figure on March 21 was 4.01% and we are now at 3.8%.  Change is down by 0.21% and not 0.19%.  
	Responsibility 
The Housing Services Manager will have this report amended. 



COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired regarding how many tenants are receiving PIP.

The Housing Services Manager advised Committee that we are unsure as to how many people are in receipt of PIP.  It is impossible for us to know this, as many tenants will claim PIP on their own without us knowing. If they did get assistance from the Tenancy Sustainment Services to claim PIP then we would be aware but not everyone goes through this service. 

RESOLUTION:  Subject to the small error in the report being amended, the Committee approved the revised Welfare Reform Mitigation Plan.

12.0 	DEBT COLLECTION ANNUAL REVIEW 

The Housing Services Manager updated the Committee as follows:

· The effectiveness of the Associations current debt collection agents including the number of cases 
· An assessment of the income received and recovery of the debt sent
· Recommendation that we continue with the current agents

RESOLUTION:  The Committee approved the review of the Debt Collection Service and the recommendation to continue with the current agents.

13.0 	ASSET MANAGEMENT STRATEGY ANNUAL REVIEW  

The Property Services Manager updated the Committee as follows:

· The stock and performance data has been updated throughout.
· Our recent development completions and our future plans have been amended.
· We have revised and updated our investment plans, predicted spend and borrowing predictions.
· We have amended sections on both Clackmannanshire and Fife Council’s local housing strategies.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired whether there a correlation between re-let times and voids.

The Property Services Manager advised that the overall re-let time is when the key is put in the tenants’ hand. This is also split down between time on property and time on housing.  

RESOLUTION:  The Committee approved the revised Asset Management Strategy.

14.0 	TENANT HANDBOOK REVIEW 

The Property Services Manager updated the Committee as follows:

· Board details have been amended.
· We have removed references to battery smoke detectors in several documents as we no longer have any of these.
· The My Home leaflet now reflects the ‘Family & Friends’ option.
· Old references to Committee have been replaced with Board.
· We have updated contract details for external agencies/companies where required.
· We have updated some repairs responsibilities due to policy updates during the year.
· The alterations leaflet has had major changes around permissions and CCTV.
· We have removed all references to our fax number which his no longer used.
· The Tenant Participation leaflet has been completely overhauled.

	ACTION: Teresa McNally noted that the Board member numbers have been changed from fifteen to twelve but commented that we do still have fifteen places on the Board.   
	Responsibility 
The Property Services Manager will have this amended. 



COMMITTEE COMMENTS/DISCUSSION:  Margaret Baxter enquired if there was a section about the ring doorbells in the handbook.

The Property Services Manager advised that there was a section about video doorbells.  It may be that we may have further discussions about these as we do have issues now in relation to the use of CCTV, where we have granted permission and tenants are perhaps not abiding by the rules, so it is becoming a bit of a problem.

RESOLUTION:  The Committee approved the revised Tenant Handbook.

15.0 	ANTI-SOCIAL BEHAVIOUR POLICY REVIEW 

	The Housing Services Manager updated the Committee as follows:

· The Policy is subject to review 3 yearly
· Information was provided on how the Policy has been operating including number of complaints received for the past 3 years
· Consultation carried out with our involved tenant’s group and how no recommendations were made to amend the way the policy operated
· A new leaflet was provided that will be issued to any tenant making a complaint this was provided at Appendix 2
· Minor amendments to the Policy were made

RESOLUTION:  The Committee approved the revised Anti-Social Behaviour Policy for recommendation to the Board of Management.

16.0 	SUCCESSION TO TENANCY POLICY REVIEW 

The Housing Services Manager updated the Committee as follows:

· The Policy is subject to review every 3 years
· Information on the number of Successions that have been processed over the past 3 years
· Recommendation to amend only minor changes which, were mainly typographical

RESOLUTION:  The Committee approved the revised Succession to Tenancy Policy for recommendation to the Board of Management.
17.0 [bookmark: _Hlk103001377]	ASSIGNATION POLICY REVIEW 

The Housing Services Manager updated the Committee as follows:

· The Policy is subject to review every 3 years
· Information on the number of Assignations that have been processed over the past 3 years
· Recommendation to amend only minor changes which, were mainly typographical

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

18.0 	JOINT TENANCY POLICY REVIEW

The Housing Services Manager updated the Committee as follows:

· The Policy is subject to review every 3 years
· Information on the number of Joint Tenancy requests that have been processed over the past 3 years
· Recommendation to amend only minor changes which, were mainly typographical

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

19.0 	SUB-LET POLICY REVIEW 

The Housing Services Manager updated the Committee as follows:

· The Policy is subject to review every 5 years
· There have been no sub-let requests in the past 5 years
· Recommendation to amend only minor changes which, were mainly typographical
[bookmark: _Hlk105766348]
RESOLUTION:  The Committee approved the revised Sub-Let Policy for recommendation to the Board of Management.

20.0 	LODGERS POLICY REVIEW

The Housing Services Manager updated the Committee as follows:

· The Policy is subject to review every 5 years
· There has been 1 request to take in a lodger in the past 3 years
· Recommendation to amend only minor changes which, were mainly typographical

[bookmark: _Hlk105764908]RESOLUTION:  The Committee approved the revised Lodgers Policy for recommendation to the Board of Management.

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

22.0 	AOCB

22.1 Mar Street MSP’s Information 

Further to the MSP information in relation to writing to them concerning Mar Street, Teresa McNally advised the Committee that the Minister for Equalities in Older People including Disabilities is Christina McElvie, MSP. 

The UK MP is Chloe Smith, Minister for Estate Disabled People, Health and Work and Pensions.

	There was no other business and the meeting concluded at 7.40pm.

23.0 	DATE OF NEXT MEETING: 	4th August 2021










13th June 2022


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