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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 2nd FEBRUARY 2023 IN THE OFFICE AND (REMOTELY VIA MS TEAMS)

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

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

	Apologies were received from Aileen Crichton and Gavin High.

3.0 DECLARATIONS OF INTEREST 

	There were no Declarations of Interest.

4.0 [bookmark: _Hlk37836827]MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 10TH NOVEMBER 2022 

	RESOLUTION:  the Minutes of the Customer Services Committee Meeting of 10th November 2022 were approved as a true record on a motion from Margaret Baxter              and seconded by Teresa McNally.

5.0 MATTERS ARISING

5.1 Mar Street, Alloa
The Director of Property Services updated the Committee that we had met with the contractor and the architect, and we have a provisional date of 27th February 2023 to get back on site to fully complete flats 1 and 2.  We have power in those flats, and we have gas meters arranged for those flats for 22nd February 2023.  We will start works the week after.  Contractors will still require around 3 to 4 weeks to complete, so we should have flats 1 and 2 complete by the end of March, with a view to letting them to Key for 1st April 2023.   

Key still have the same tenant identified for flat 2, but not for flat 1.  They will contact Social Work with a view to getting another tenant for flat 1.  However, they are also looking at it for using for other services, e.g., day services.  The idea would be that we would go for partial habitation, for 2 flats out of 3 as the third floor is not affected.  As soon as we get any indication of the electrical meter for flat 3, we will take that forward.  

We had an e-mail yesterday (1st February 2023), from Ombudsman Services, as we regularly try to find out what the situation is with the third meter, and they have advised it has been moved to another new team, so we are back to waiting to find out from them what the situation is regarding that meter.

[bookmark: _Hlk126571593]COMMITTEE COMMENTS / DISCUSSION: Teresa McNally enquired about arrears accrued due to rent lost and council tax and wondered if we had been keeping a cost implication, is it possible to look back and see what it cost in real terms.

The Director of Housing Services advised that this can be done.

5.2 Gutter Cleaning
COMMITTEE COMMENTS / DISCUSSION:  Teresa McNally enquired regarding the gutter cleaning and whether we had put Ochil House on to the contract.

The Director of Property Services advised that Ochil House has not been added to the contract for gutter cleaning, but we have arranged for a “one-off” clean of the gutters around the building.

5.3 Bank Street Energy Measures
The Director of Property Services is about to do a new application for a different proposal.  The Scottish Government have not given a flat no, they have said that this round of funding included the renewable element therefore is going to have to change because we are going to take away Air Source. We will still look at putting an application in and considering it for the internal insulation.  Once we have a price finalised with the contractor, we will re-do the application.  

We are now looking at is retaining the existing storage heaters, but with a modern equivalent which are more efficient.  We would stay on the same dual rate meter, so tenants would benefit from the night-time tariff.

6.0 CUSTOMER SERVICES PERFORMANCE REPORTS 2022/23 (Q3) 

6.1 Q3 Customer Services Performance Management Reports
	The Director of Property Services and the Director of Housing Services advised Committee as follows:

Key Performance Indicator Report
Committee noted the following:

· Performance in Q3 of 69.1% (against a target of 80%).
· Overall, 21 improved over the period, 12 remained the same and 18 deteriorated. 
· Positive highlights in Q3:

· Ave length of time to complete emergency repairs
· % of repair appointments kept
· Tenants satisfied with the condition of their home on taking up tenancy (new tenants)
· % tenants satisfied with landlord contribution to management of their neighbourhood
· % tenant satisfaction response rate
· Average time to complete medical adaptations
· Medical adaptations as a % spend of budget
· 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 stage 2 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

· Emergency repairs response time
· Average length of time to complete non-emergency repairs
· % of repairs completed on target
· % of reactive repairs completed Right First Time
· % of stock meeting SHQS
· Energy Efficiency Compliance with EESSH
· % of tenants satisfied with the reactive repairs service (In-House) (ARC)
· % of approved medical adaptations completed
· % of stage 1 complaints resolved within timescale
· % tenants satisfied with the quality of their home
· % of factored owners satisfied with the factoring service they receive
· % of tenants satisfied with the overall service
· % tenants satisfied with the opportunities to participate in decision making

	The Director of Housing Services advised the Committee as follows:

For the first time since Covid, our year-to-date void re-let time is under target.  That was good news. 

The Director of Housing Services advised that most of the Housing management targets were improving, but the Director of Housing Services concentrated on the ones that were not meeting target.

· Areas for improvement

· % of homeless offers that resulted in a let
· % of rent lost while a property is vacant
· Former tenant arrears as a % of rent due
· % of tenancy offers refused

6.2 Q3 Departmental Plan Review
The Director of Property Services summarised the key aspects of the Departmental Plan for Q3 which incorporates both Housing and Property Services:

Overall, we are just under 92% of the programme for Quarter 3, with an overall performance of 95% against target for the year to date. 

There are four activities outstanding:

· Reactive Maintenance
· Publish Green Strategy
· Develop Usage / Functionality of PIMMS
· Complete the EESSH 2 Action Plan 

COMMITTEE COMMENTS / DISCUSSION:  Margaret Baxter enquired when we required to be compliant for EESSH 2.

The Director of Property Services advised that we should be compliant by 2032, but this is currently under review, and it could potentially change again, with a reduction on its demands.

6.3 Q3 Complaints and Feedback
The Property Services Manager provided a further update as follows: 

During the quarter, stage 1 and stage 2 complaints have slightly changed round, with a slight decrease of 4% across both Housing and Property Services.

In terms of Housing complaints, there was a huge decrease (67%) in complaints relating to Housing Services.  There were no complaints in relation to rent arrears, void management, or anti-social behaviour.

In term of Property Services complaints, there was around a 5% increase in complaints.  These related to reactive repairs (repairs and gas), where we had experienced issues around delays, particularly around heating repairs during a cold spell pre-Christmas.

The increase is not causing concern at present, as we know about the wider gas related issues.  We will, however, continue to monitor both reactive and gas heating, should any further action be required. 

Performance of Stage 1 complaints is slightly under target with 92.5%. For Stage 2 we are still hitting 100% of these.

Trends for Q1 30%, Q2 45% and Q3 43%.  If we keep going at this, we will be slightly under the number of complaints compared to last year.  The trend has been sitting between 150 and 170 and has been for the last few years.  There are no real concerns for these either.  

In terms of time taken to resolve, we are sitting at 2.73 days against a target of 4 days for stage 1 and 9.50 days against a target of 20 days for stage 2, so we are well under target in trying to resolve these.  

Regarding complaints resolution, 22 were upheld, 10 were partially upheld and 11 were not upheld.  58% of the time a verbal apology is the most common form of resolution.

There had been no complaints to the SPSO, nor any equalities complaints.

In terms of positive feedback, there was a jump in Q3, whereby we received 56 instances of positive feedback.  This was more than double the target.  There was a high number of staff positive feedback, where tenants have called in and said they were happy with how they have dealt with things.

Learning from complaints were slightly less and again, some of the usual issues, timescales, adhering to contract specification, repairing right first time/quality of repair.  

Every month we go through every complaint with the contractors.

There are no emerging issues, no concerns and consistent with other quarters.

COMMITTEE COMMENTS / DISCUSSION:  Teresa McNally commented that the key was communication and keeping tenants informed.  If they understand why something is delayed, they are more likely to accept it.

The Director of Housing Services commented that there had been an internal audit for complaints and communication.  They took a sample of cases and reviewed them all, and nothing came back, and the feedback was all positive.

	The Director of Property Services advised that we do use social media posts to advise tenants on issues.

6.4 Q3 Planned Maintenance Programme Review
	The Director of Property Services updated the Committee on progress to date on the investment areas for 2022/23:

· Integrated Reception Systems 
170% of properties complete.  That is because we brought forward the year 3 works.  Still getting good access rates, and fully expect to have it completed by end of March 2023.
· Emergency Light Testing
65 out of 85 blocks done by end of December 2022.  The remaining blocks will be carried out in January 2023.
· Electrical Periodic Testing
Full compliance, apart from at the end of Q3, where we have one non-compliance due to social issues and a tenant not wanting to engage.  
· Gutter Cleaning
	There are a couple of developments that are still outstanding.  These works will be completed in Q4.  
· External Decoration
		Almost there and should be finished in January 2023.
· Boiler Replacements
	Almost complete at 86%.
· Kitchen Replacements
	Sitting at 72% complete and should be complete by year-end.
· Window Replacements 
This was work only to certain windows in Kirkgate which had deteriorated.  The project was complete by September 2022 with no issues. 
· Door Entry Upgrades
This is no longer going ahead at present as they are not immediately required and this could represent a cost saving.  
· Bank Street Energy Measures 
	We are about to do a new bid, but it is looking favourable now.
· Smaller Projects 
· Alloa Road – Should be complete in the next couple of weeks.
· Cycle Store (Old Mill Lane) – We await a meeting with Cycle Scotland as there is a funding opportunity there.
· Mill Road – Still on hold pending the legal dispute.

COMMITTEE COMMENTS / DISCUSSION:  Louise Gregory enquired if there had been any movement on the walkway.

The Director of Property Services advised the Committee that sizes will be confirmed tomorrow, as that was the only thing that was missing from the specification on the tender.  Once we have the tender costs, Harper Macleod will advise us to make a claim against the contractor.

RESOLUTION:  The Customer Services Performance Reports 2022/23 (Q3) were approved by the Committee.

7.0 REPOSSESSION POLICY REVIEW 

The Director of Housing Services updated the Committee as follows:

This is a new policy that was introduced in 2020 with a 3-year review period.

There are no legislative updates, just minor changes, e.g., change of job titles, changing Committee to Board etc. 

[bookmark: _Hlk126314958]RESOLUTION:  The Committee approved the revised Repossession Policy for recommendation to the Board of Management.

8.0 TENANT AND OWNER SATISFACTION SURVEY 2022 

The Director of Property Services updated the Committee that the overall the return rate was good, with a higher percentage of respondents compared to the last large scale survey. Key figures were:

· Overall satisfaction has dropped from 90.9% to 89.3%.
· Satisfaction about being kept informed went from 94.5% to 94.9%.
· Decision making has dropped from 91% to 85%.  This is a difficult one to understand, given everything that we had done around tenant engagement.
· Satisfaction with quality of home has dropped by around 4% however we are not doing anything less than we did before.
· Contribution to management of neighbourhood has gone up from 82.9% to 89.1%; and 
· Value for money has increased by around 6% from 76.6% to 83.0%.

The Director of Property Services did say that it was worth noting that in all the indicators, except for satisfaction with repairs, the Association performed better than the RSL average level of satisfaction.

Looking at the indicators that have dropped, Knowledge Partnerships have held two focus groups with tenants to discuss the findings last week. During these, they will focus on the questions that have dropped and take the tenant responses and feed them into the Action Plan.

In terms of the owners, the survey saw a big decrease in the number of responses from owners taking part.  This is despite repeated attempts by phone, email, and letter to encourage participation. 

We know that there are a couple of owners who have not been happy over the last couple of years, and it may be that is enough to skew the figures.

COMMITTEE COMMENTS / DISCUSSION:  Teresa McNally wondered if any of the owners were privately renting to individuals.

The Director of Property Services advised that we could investigate that. 

We are awaiting the outcomes to develop an Action Plan going forward, but it may be that we require to do a bit of further consultation with the owners.

In April 2023, we will bring back the Action Plan with a timetable of completion.

RESOLUTION:  The Committee approved the Tenant and Owner Satisfaction Survey 2022.

9.0 EICR CONTRACT 2023-28 

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.





10.0 REACTIVE MAINTENANCE CONTRACT EXTENSION 

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 OPEN SPACE MAINTENANCE CONTRACT EXTENSION 

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.

12.0 SFHA FUEL SUPPORT FUND AND EVH COST OF LIVING SUPPORT GRANT 

The Director of Housing Services gave a verbal update on what the Association has been doing with the money from the SFHA Fuel Support Fund and EVH Cost of Living Support Grant to date.  A further report can be brought to the Committee in April 2023.

· We were successful in receiving £67K through the SFHA Fuel Support Fund and a total of £2.5K from the EVH Cost of Living Support Grant.  This was topped up with £1K from our own Community Benefit Fund.  Bringing the total up to £70.5K.

· To date, we have held four events, called “Meet, Eat and Heat” events in Tullibody, Alloa, Tillicoultry and High Valleyfield.  We had energy advice available, income benefit maximisation, lots of energy saving products, e.g., lightbulbs.  Everyone was served soup and roll, tea, and coffee.  There were prize draw give-aways which comprised of 20 air fryers and 20 slow cookers and for each event there were five of each of those available for each event.

· Around 80 tenants attended across all four events, and we have had lots of good feedback from these events.

· To date we have issued 569 fuel vouchers, amounting to £28,218.  We have purchased 2.5K energy saving lightbulbs and have issued about 550 of those.  We have purchased 400 solar power banks that will be distributed to families.  

· We have purchased 338 heated throws and to date, 70 have been distributed.  Part of that is conducting welfare check visits to all tenants of pensionable age, approximately 315 visits will be happening over the next few weeks.  

· As part of this process, over those visits, we have picked up things like repairs, possible minor adaptations, like handrails etc.  Some benefit checks, support referrals for support services, anyone that requires food parcels or personal packs, making sure they have fuel vouchers etc.

· The Winter Hardship Fund has been made for just under £25K, but there has not been a response yet, the closing date was last Friday.

COMMITTEE COMMENTS / DISCUSSION:  Teresa McNally noted that she had heard that there are at least 500,000 people who have not claimed vouchers that they are entitled to.  You must claim by June and Teresa wondered if there was a way that we could communicate with tenants about this.

The Director of Housing Services advised that we are targeting fuel debt at present, and we are speaking to tenants about that.

Some of the visits have highlighted that a lot of people do not like to ask, and do not want to be seen as a charity case.

RESOLUTION:  The Committee noted the SFHA Fuel Support Fund and EVH Cost of Living Support Grant and commented on the great work that the staff are doing at present.

13.0 COMMITTEE ATTENDANCE 

The Committee attendance sheet had typographical errors where the numbers of meetings did not tally up properly.  

The Director of Housing Services would advise the Corporate Services Administrator to have the spreadsheet updated.

RESOLUTION:  Committee attendance to date of 77% was noted.

14.0 AOCB

There was no other business and the meeting concluded at 7.30pm.

15.0 DATE OF NEXT MEETING:		TBC
		



13th February 2023



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