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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 10TH NOVEMBER 2022 (REMOTELY VIA MS TEAMS)

Present:		
1. [bookmark: _Hlk79409625]Louise Gregory (Convenor) (Office) 
2. Aileen Crichton (Vice Convenor) (Teams) 
3. Margaret Baxter (Office) 
4. Teresa McNally (Office) 
5. Gavin High (Teams) 


In Attendance:  	Linda McLaren, Director of Housing (Office) 
				Anne Smith, Chief Executive (Office) (up to item 5.0)
				Ailsa Sadowski, Property Services Officer (Planned Maintenance) 					(Office) 
				Alan Kennedy, Knowledge Partnership (Teams) (up to item 5.0)

1.0 RECORDING OF MEETING 

	RESOLUTION:  Committee approved that the meeting be recorded.

2.0 ELECTION OF OFFICE BEARERS 

2.1 	Convenor
	The Director of Housing Services asked for nominations for the position of Convenor.  Louise Gregory was nominated by Margaret Baxter, seconded by Teresa McNally.

RESOLUTION:  No further nominations were received and Louise Gregory 
was duly elected as Convenor for 2022/2023.

2.2 	Vice Convenor
	The Convenor asked for nominations for the position of Vice Convenor.  Aileen Crichton            was nominated by Margaret Baxter and seconded by Teresa McNally.

	RESOLUTION:  No further nominations were received, and Aileen Crichton was duly elected as Vice Convenor for 2022/2023.

3.0 APOLOGIES

There were no apologies received.              

4.0 DECLARATIONS OF INTEREST 

	There were no Declarations of Interest.

5.0 PRESENTATION OF TENANT SATISFACTION SURVEY 2022 RESULTS BY KNOWLEDGE PARTNERSHIP

5.1	Tenant Satisfaction Survey Summary Report 2022 
Alan Kennedy, Knowledge Partnership ran through the Tenant Satisfaction Survey Summary Report 2022 with the Committee.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally commented that the survey suggested that Tullibody tenants appeared to be less satisfied than others.  Teresa enquired whether Alan was aware of where those tenants lived e.g., were they in new build houses or were they stock transfer. 

Alan advised that he could carry out an analysis of those two areas and provide this information.  

COMMITTEE COMMENTS/DISCUSSION: Gavin High wondered if it was possible to get results by demographics. It would be quite interesting to know what the spread was, what the age groups were etc.

Alan advised that this was possible too.

COMMITTEE COMMENTS/DISCUSSION:  Louise commented that this would be useful to drill down into which tenants were finding it difficult to use “My Home.”  

COMMITTEE COMMENTS/DISCUSSION:  Margaret Baxter commented that “My Home” stood out for her as it is publicised every week on social media, it is on every Newsletter and letters were sent out.

The Chief Executive commented that one of the areas that were obvious to look at was the repairs satisfaction. The survey we carry out “in house” has a much higher performance around 90% however, it is 82% in the presentation.

Alan commented that this was typical.

The Director of Housing Services felt that this correlates with CX feedback our survey module that we are now using. It appears that as people have the option of neither dissatisfied etc., they are choosing this as opposed to satisfied or dissatisfied, this may also be the reason that there is a difference.

The Director of Housing Services felt that three areas were a bit disappointing for her and that was repair satisfaction, quality of the home and the opportunity to participate. These areas should be discussed with the focus groups to enable a better understanding. 

The Property Services Officer felt that the result that was interesting for her was quite a few people had mentioned dissatisfaction as repairs were not completed the first time.  However, we have high right first time performance which is currently sitting in the high 90’s, but that is not reflected in the results.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired of Alan regarding the repairs result.  She wondered if it was asked if the tenant had recently had a repair 
or when was the last repair that you had been done or was it an open question.

Alan advised that the question is asked the same as what the Regulator poses and asks the tenant to think about a repair carried out in the last year or the most recent repair. 

Alan went on to advise that in any meeting post survey results, the repairs are a variation between what we get when we ask ourselves, and the contractor, it can be quite different. It could be that what they are measuring, is different.  Repairs are always going to be an area of contrast.

COMMITTEE COMMENTS/DISCUSSION:  Gavin High commented that one of the key pieces of the presentation that jumped out at him was the results regarding heating your home in that 17% could not afford to heat their home.  He suspected that was probably commonplace across Scotland.

Alan wondered if it would be worth drilling down and looking at whether it is a particular type of stock, is it a particular type of person who is finding it more difficult.  

COMMITTEE COMMENTS/DISCUSSION: Louise Gregory thanked Alan for attending the meeting and running through the presentation.

Alan Kennedy left the meeting.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally asked what the cost was for the survey and whether it was felt to be value for money.

The Chief Executive replied that it was around £6K and it was agreed that it was value for money

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally asked whether we had any of our tenants on pre-paid meters.

The Director of Housing Services confirmed that there were many of our tenants on pre-paid meters. 

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally commented that might be the reason behind unaffordability.

Anne Smith left the meeting.

The Director of Housing Services advised Committee that going forward, Alan will carry out the tenant focus meetings, and from those, we will have more detail. Thereafter, the Director of Housing Services and Director of Property Services will produce an Action Plan to look at issues we can do something about and separate other issues that may be out with our control. The Director of Housing Services proposed that the Action Plan will come back to the Customer Services Committee in the New Year.

It may also be worth mentioning that some things have been happening since the survey was carried out. We currently have the cost-of-living outreach service going on just now at four different locations. We have HEAT going along and we have Cosy Kingdom in Fife. Unfortunately, we have not had any access to fuel vouchers for some time, but we are going to investigate the possibility of doing something in-house and use some of the Community Benefit money to hopefully provide some fuel vouchers to tenants over the Winter.  

COMMITTEE COMMENTS/DISCUSSION:  Gavin High commented that Alan Kennedy is very good at coming back and good at translating what the findings are.  

It would be good if he did a SWOT analysis of the findings too.

RESOLUTION:  The Committee noted the Tenant Satisfaction Survey Summary Report 2022.

6.0 MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 4TH AUGUST 2022 

	RESOLUTION:  the Minutes of the Customer Services Committee Meeting of 4th August 2022 were approved as a true record on a motion from Margaret Baxter              and seconded by Teresa McNally.

7.0 MATTERS ARISING FROM 6.0

7.1 Mar Street, Alloa
	The Director of Housing Services updated the Committee that we had gone back to Keith Brown and the Ombudsman, and they are again advising that it is being investigated. We have now also passed all the details to Utility Aid, so we are hoping that they might have some luck.  Key have also been writing some letters to MSP’s and Scottish Power.  

8.0 MINUTES OF COMMERCIALLY SENSITIVE CUSTOMER SERVICES COMMITTEE MEETING HELD ON 4TH AUGUST 2022 

	RESOLUTION:  The Commercially Sensitive Extract of Minute of Customer Services Committee Meeting held on 4th August 2022 was approved as a true and accurate record on a motion from Margaret Baxter and seconded by Louise Gregory.

9.0 MATTERS ARISING FROM 8.0
[bookmark: _Hlk34834244]
	There were no matters arising.

10.0 CUSTOMER SERVICES PERFORMANCE REPORTS 2022/23 (Q2) 

5 
6 
7 
8 
9 
10.1	Customer Services Q2 Performance Management Reports
		The Director of Housing Services advised Committee as follows:

Key Performance Indicator Report
Committee noted the following:

· Performance in Q2 of 62.5% (against a target of 80%).

· Positive highlights in Q2:

· Ave length of time to complete emergency repairs
· Tenants satisfied with the condition of their home on taking up tenancy (new tenants) in-house surveys
· Average time to complete medical adaptations
· Gross Rent Arrears
· Current non-technical rent arrears
· Rent collected as a % of rent due
· Current tenants owing 13 weeks rent or more
· Recharge debt collected
· Anti-social cases resolved within target timescale 
· Tenancies sustained for more than 1 year 
· % of annual lets made to homeless applicants
· % Section 5 referrals allocated 
· 2nd Stage complaints resolved within timescale
· Average time in working days for a full response at stage 1
· Average time in working days for a full response at stage 2 
 
· Areas for improvement

· Ave length of time to complete non- emergency repairs (ARC)
· % of reactive repairs completed Right First Time
· Planned Maintenance Works v. programme
· % of tenants satisfied with the reactive repairs service (in-house surveys) (ARC)
· % tenants satisfied with the landlords’ contribution to the management of neighbourhood (ARC)
· % of factored owners satisfied with the factoring service they receive. (ARC)
· Re-let Times: All Stock (ARC)
· % of stage 1 complaints resolved within timescale
· Operational Performance Indicator 
· % of Planned Maintenance Spending v Budget
· % of stock meeting SHQS
· Properties Meeting EESSH 1
· % Of Rent Lost While A Property Is Vacant
· Former tenant arrears as a % of rent due
· Stage 3 Adaptations % expenditure (min)
· % Approved medical adaptations completed
	
	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally suggested that in relation to Appendix 2, under 17 on the first page, we take “the new” out of the Tenant Engagement & Communication Officer, as he has been in post for quite a while now.

	Teresa also commented that even the ones that we have not managed to achieve, there is reasoning behind why not.  

10.2	Q2 Departmental Plan Review
The Director of Housing Services summarised the key aspects of the Departmental Plan for Q2 which incorporates both Housing and Property Services:
	
For Q1 all activities were completed as planned.

For Q2, 1 activity was completed as planned and 3 were not, but they are currently underway.  It shows in Q2, 87.5% of the work programme had been completed, 94% completed for the year to date, against the target of 85%.

· Items not completed 

· the reactive maintenance improvements involved expanding the repairs picker on My Homes and providing greater choice and options for tenants.  Some training has been carried out, and it has involved a bit more work than was originally planned for. This is currently work in progress.
· Green Strategy is now in a draft document, which is nearly complete, and will hopefully be published in Q3.
· Review of the Section 5, Homeless Protocol with the local authority was not completed due to workload. It has now done and with our Data Protection Officer to review the data sharing sections of it and then it will be sent over to Clackmannanshire Council.  It is hoped that this will be done before Xmas. 

10.3	Q2 Complaints and Feedback 
	The Director of Housing Services provided a further update as follows: 

· Quarter 2 saw a 47% increase in the volume of complaints across both Housing and Property Services.  
· A slight rise in complaints about Housing Services, specific to Allocations.
· A 39% increase in Property Services complaints which, mainly related to service contracts (Stair Cleaning and Landscaping), there were also complaint about the Factoring Service.
· Stage 1 resolution performance decreased but remained at 100% for Stage 2 complaints. The decrease in Stage 1 relates to issues with more than one complainant not responding timeously to come to a resolution. 
· In terms of overall volume there is a slight increase in levels from Quarter 1 however, if this trend were to remain, we would see an overall reduction in complaint levels at the year end. 
· Overall, 66% of all complaints are upheld or partially upheld with the most common form of resolution being a verbal apology (39%).
· We identified areas of learning in around 43.18% of complaints in Quarter 2, these largely related to adhering to contract specification, giving the correct advice, adhering to timescales (Contractors), Repairing Right First Time (Contractors and adhering to policy and processes. These are all completed with either discussion through staff or contractors.
· Positive Highlights in Q2

· No complaints relating to equalities issues.
· Stage 1 complaints took an average of 2.76 days (4-day target)
· Stage 2 complaints took an average of 10 days (20-day target)
· Positive feedback remains good.

		COMMITTEE COMMENTS/DISCUSSION:  Gavin High thanked the Director of Housing Services for the comprehensive findings of the report.

	Gavin enquired whether we have the complaints broken down geographically, as when we look at the tenant satisfaction feedback that we have received, there may be some correlation between the areas of complaints coming in and the levels of satisfaction.

	Gavin also commented on the compliments received during Covid and said the results for 2021 were amazing.

	The Director of Housing Services advised that the Association carried out some good tenant engagement during Covid by phoning every tenant at least twice. We received quite a bit of positive feedback during those calls, so we took the opportunity to record it.

	To answer Gavin’s question, we can drill the complaints down into geographic areas and we will do that for the next report to see if that matches what Alan has reported from the satisfaction survey.

10.4	Q2 Planned Maintenance Programme Review
The Property Services Officer updated the Committee on progress to date on the investment areas for 2022/23:

Integrated Reception Systems
Year 3 was brought forward onto the year 2 contract.  We are now complete for year 2 and we have moved into year 3 and we are also doing a de-installation service as part of year 3. This involves attending all complete properties and taking off all redundant Sky dishes, which are going to get recycled.  Alphacomm will return any scrap money that we get for these old dishes, which will go back into the cost-of-living fund community benefit fund.

The contract is going well and is on target to be completed by end of March 2023.

Emergency Lighting Testing
This has been issued to Magnus Electrical and is due for completion by January 2023.  Emergency light testing is carried out in Autumn / Winter to allow for any time clock changes. If Magnus have access issues for the EICR contract, they will attend to the Emergency Light Testing as a fallback. This means a bit of continuity for the electrician, so that they can continue working.  The cyclical programme for started on 9th November, and they have completed 2 developments so far. 

Electrical Periodic Testing
The statistics are as below:

As of 10th November 2022, 3 properties left which are non-compliant, that includes everything up until today’s date.  We have one property booked in for 11th November, this will be complete by tomorrow.  We have one property which expires today, but we could not get an appointment by tomorrow (11th November).  

By 11th November we will have one non-compliant property. The appointment has been moved to 16th November 2022 due to the tenant having covid.

By 16th November, we will be fully compliant.   Going forward we will have processes in place that are similar to gas servicing, therefore no properties will be allowed to be non-compliant at any time.

Moving through to the end of quarter 3 there will be three properties left to do in November and three properties due in December.  

In terms of budget implications, it is expected that in Q3, we will be reporting that this project is over-budget. This is largely down to the level of distribution board that require be replaced along with some changes in electrical legislation. 

We have brought forward the first 3 months of the next financial year, into this financial year, to accommodate the cyclical nature of this work and to ensure compliance. This equates to 16 properties, and therefore not a dramatic considerable financial implication.

Gutter Cleaning
This is underway and should be complete by the end of the month.  

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired whether Ochil View’s offices will be included in that.

The Property Services Officer advised it hasn’t as we will need to possibly organise a cherry picker for this if the Skyvac doesn’t reach.  The Property Services Officer advised that she would ensure Ochil House is added to the contract. 

External Decoration 
The project is around 60% complete and due to finish by December 2022.  The project is running well.

Boiler Replacements
The project is 95% complete with around 10 properties remaining in the programme.  This should be complete in the next couple of weeks. All tenants who have not provided access will be written to shortly advising on the benefits for energy efficiency.

Kitchen Replacements
The project is 95% complete. We around 10 properties which are incomplete and we are in the process of contacting tenants to confirm whether they wish the kitchen installation to go ahead. 

	COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory asked if the tenant refuses to have a new kitchen and they then leave at a future date, does the Association automatically replace the kitchen.

The Property Services Officer advised that we don’t automatically do this.  The way that the Planned Maintenance Schedule works is that the Property Services Officer (Inspections) will look at kitchens we know are due in any given year, we look at them the year before.  The Property Services Officer would then inspect around 20% and then decide whether the development remains in the programme for that particular year, or whether it gets brought forward, and where it would sit in the schedule.   

	COMMITTEE COMMENTS/DISCUSSION: Margaret Baxter enquired whether some refusals may be because the tenant may have upgraded the kitchen themselves.  

The Property Services Officer advised that if that were the case, we would normally just check the permissions on the system, and we will issue retrospective permissions if we didn’t know about them.

Window Replacements
The project is almost complete with a small number of windows yet to be installed. 

Door Entry Upgrades
This project is on hold.

Bank Street Energy Measures
The Director of Property Services and the Property Services Officer, met with the Scottish Government recently.  The meeting was to gauge the feedback from The Scottish Government on changing the type of heating system we can use as a replacement for the current electric heating.  There are various issues with the current proposal in terms of storage areas, cost to the tenant and the technology.  

The Scottish Government were very open minded about us changing system, with other options being considered in the coming weeks. 

In conclusion the project will be delayed but for the right reasons. 

	COMMITTEE COMMENTS/DISCUSSION:  Gavin High advised that whilst he was the Stage 2 Complaints Officer at Caledonian, probably the most emotive complaints he dealt with were regarding Air heat pumps.  

Page 15, the Planned Maintenance Projects:
· 2 Bowhouse Gardens, renewing windows and doors, is complete.
· Alloa Road regeneration is almost complete.  There are problems with lead in times for the fencing contractor.
· Retaining wall renewal is with the contractor for a quotation.  Work will complete by the end of the financial year.
· Boundary wall renewal at Dunimarle Street is ongoing and should be complete in the next couple of weeks.
· Cycle storage at Old Mill Lane is on hold and will not progress this financial year. 
· Fencing installation at St Mungo’s Wynd is on hold and will not progress this financial year.
· Bin stores in South Avenue are awaiting quotation and should be complete in the financial year.
· Mill Road remedial repairs are with the solicitor and contractor. Further information will follow in due course.
· Fire risk assessment work is ongoing and will be complete in the coming months
· Roof anchor work at Mill Road is complete.

RESOLUTION:  The Customer Services Performance Reports 2022/23 (Q2) were approved by the Committee.

11.0 [bookmark: _Hlk55211166]FACTORING INFORMATION REVIEW 

The Director of Housing Services advised the Committee that back in 2019, we reviewed the whole Factoring Service to deliver some improvements and make documentation clearer.  

In 2019 we introduced both the Written Statement of Service and the Development Schedule which, are subject to annual review. The Factoring Agreement has remained the same since 2019 when it was fully updated.  

A table of all the main changes to the documents is provided at section 6.0 of the report and The Director of Housing Services is looking for approval to the proposed changes made to the Associations Factoring documents. 

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally noted that the document had mentioned the removal of cash. The document does note “cheques can be accepted.” Teresa wondered if we should leave in the cash mentioned previously.

The Director of Housing Services advised that we have not been accepting cash in the office for some time now. There were issues with banking the money and there were issues with staff carrying the money out with the office. During Covid when the office was closed people found other ways to pay and we now have “My Home” which, is available to tenants and owners. However, if someone wanted to pay by cash, for example a large amount to prevent eviction, then we would not refuse it, but we do not publicise it.

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

12.0 RESIDENTS DOMESTIC ABUSE POLICY REVIEW

[bookmark: _Hlk119077524]	The Director of Housing Services advised the Committee that this was a new policy which was introduced back in 2019 and is due for review every 3 years. There have been some minor amendments to the Policy including mentioning our Gold Domestic Abuse Priority Pass which, was introduced during the Allocation Policy review in 2021. Approval is being sought to carry out the amendments which, are listed in a table at section 7.0 of the main report. 

	An Equality Impact Assessment has been carried out with the policy review and is attached at Appendix 3. This is the first time that this has been done following on from training that Senior Management Team received. We now have a template which, will be completed with relevant policy reviews. 
	
RESOLUTION:  The Committee approved the revised Residents Domestic Abuse Policy for recommendation to the Board of Management.

13.0 ESTATE MANAGEMENT POLICY REVIEW 

	The Director of Housing Services advised the Committee that this policy is due for review every 3 years.  

	As Committee will see there have been a lot of changes to tidy up the document and to make Estate and Tenancy Management definitions clearer. Section 5.1 of the main report highlights all the areas that have been tidied up.

	An equality impact assessment has been carried out on this report and attached at Appendix 3. 

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

14.0 CAB MONEY ADVICE SERVICE REVIEW

	The Director of Housing Services advised the Committee that in 2020, the Board of Management approved a partnership arrangement with Clackmannanshire Citizens Advice Bureau (CAB) to fund a dedicated money adviser for two days a week to work with our tenants. 

Appendix 1 shows the numbers of referrals that were sent over, the reasons for the referral and the outcome of the referral. The report highlights that 46 tenants were referred over the 2 years which, is 3.2% of all tenants.  The first year we had 27 and it dropped in the second year to 19.  In the past year, 14 were direct referrals and 5 were tenants who presented themselves to CAB.  

The most disappointing part is that out of the 46 tenants that were referred, 67.4% failed to engage when they did get referred, or declined the help.  A total of 21% did receive help (10 tenants), and just now there are 3 tenants still getting some assistance.

In year 2, we did quite a bit of work publicising it, but with no great success therefore, the recommendation is that we do not continue with the partnership. The Director of Housing Services also confirmed that CAB agree with not continuing the partnership also.  

The implication for service users is that they do not get a direct referral to the money adviser.  However, they will still be able to access this service, but they would need to present themselves. However, CAB do have outreach sessions, and have agreed that we can refer a tenant to one of these.  The Director of Housing Services will investigate setting up some sort of working partnership protocol for information sharing.  

	RESOLUTION:  The Committee approved the revised CAB Money Advice Service recommendation to the Board of Management.

15.0 WINTER 2022 NEWSLETTERS 

The Director of Housing Services thought that it would be good for the Customer Services Committee to see the Newsletters for information as part of the agenda going forward.  This would eliminate the Committee having to seek these out elsewhere. 

There was agreement by all the Customer Services Committee that this would be beneficial.

15.1 	Corporate Winter Newsletter
	RESOLUTION:  The Committee noted the Corporate Winter Newsletter.

15.2 	LOchil View Alloa, Sauchie & Clackmannan
	RESOLUTION:  The Committee noted the LOchil View Alloa, Sauchie & 	Clackmannan Newsletter.

15.3 	LOchil View Tullibody & Cambus
	RESOLUTION:  The Committee noted the LOchil View Tullibody & Cambus 	Newsletter.

15.4 	LOchil View Hillfoots
	RESOLUTION:  The Committee noted the LOchil View Hillfoots Newsletter.

15.5 	LOchil View Fife
	RESOLUTION:  The Committee noted the LOchil View Fife Newsletter.

15.6 	Factored Property Winter Newsletter 
	RESOLUTION:  The Committee noted the Factored Property Winter Newsletter.

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired when the next Newsletters were due to be circulated.   

	The Director of Housing Services advised the next Newsletters will be circulated in the Spring.  

16.0 COMMITTEE ATTENDANCE 
	
	RESOLUTION:  Committee attendance to date of 71% was noted.

17.0 AOCB

		There was no other business and the meeting concluded at 7.50pm.

18.0 DATE OF NEXT MEETING: 	TBC.  






11th November 2022


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