


[image: Logo, company name

Description automatically generated]

MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 13th 
APRIL 2023 IN THE OFFICE AND (REMOTELY VIA MS TEAMS)

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

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

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 2ND FEBRUARY 2023 

	RESOLUTION:  the Minutes of the Customer Services Committee Meeting of 2nd February 2023 were approved as a true record on a motion from Margaret Baxter               and seconded by Teresa McNally.

1. MATTERS ARISING

	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.

1. [bookmark: _Hlk34834244]SCHEDULE OF CUSTOMER SERVICES COMMITTEE MEETINGS

RESOLUTION:  The Committee noted the Schedule of Customer Services Committee Meetings.



1. ADAPTATIONS POLICY REVIEW 

The Director of Property Services advised Committee that this report was brought forward following an audit on medical adaptations to tie in with the audit recommendations.

The Director of Property Services summarised the key aspects of the policy review.

COMMITTEE COMMENTS/DISCUSSION: Teresa McNally enquired regarding whether we have a referral form for Fife as she noted that we have one for Clackmannanshire Council.

The Director of Property Services advised that we do far less adaptations in Fife and Fife Council works differently and they have a different referral method. The Occupational Therapists assess them differently from Clackmannanshire Council too and we do not have the same issues with Fife Council, therefore there is no referral form.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired regarding the Tenant Satisfaction Survey where it was noted that we were taking the costs off for certain adaptations and she wondered if we charged the tenants for maintaining them.

The Director of Housing Services advised that we no longer charge the tenants. It was also confirmed that this had been approved by the Board previously, as part of the Rent Review, and that we would remove the charge for maintaining and servicing adaptations from tenants from April 2023.

RESOLUTION:  The Committee approved the Adaptations Policy Review for recommendation to the Board.

1. VOID MANAGEMENT POLICY REVIEW

	The Director of Housing Services summarised the key aspects of the policy review and 	advised that section seven of the report highlighted all the main changes to the policy.

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired regarding whether families of deceased tenants can extend the period for clearing a void property.  

The Director of Housing Services advised that a tenant’s family can have discussions with the Housing Services Officers with regards to extending the period of two weeks if clearing the property was taking longer and this would be looked at on a case-by-case basis. The Association would also ask if the family/next of kin would be willing to pay the rent for any period over the two weeks. 

RESOLUTION:  The Committee approved the Void Management Policy Review for recommendation to the Board.

1. TENANT AND OWNER SATISFACTION SURVEY 2022 

The Director of Property Services summarised the key aspects of the Tenant and Owner Satisfaction Survey 2022.

The results of the survey had already been presented at a previous Committee meeting.  

This report is now coming back to the Committee with an Action Plan.

The Director of Property Services focussed on summarising section six of the report, appendix 4 which is the main Action Plan and appendix 5 which shows what was not able to be taken forward.

The Action Plan should be completed by the end of quarter 2.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally had a query about value for money, which cannot be actioned, because we do not know where the tenants live.

The Director of Property Services advised that was correct.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally commented that in future surveys, it would be helpful to request tenants’ contact details, in order that things can be followed up at future dates.

COMMITTEE COMMENTS/DISCUSSION:  Gavin High wondered now that we have an Action Plan, whether it would be worth putting something in the next Newsletters, to advise what the Association’s actions and intentions are.

The Director of Property Services advised that we could include a detailed article in the upcoming Summer Newsletter.

The Director of Housing Services commented that it would be good to note in the Newsletters that there were lots of individual comments that we would like to speak to tenants about, and if they would like to contact us to go over anything, then they can do so.  

The Director of Housing Services explained that the tenants contact details were on the survey, but not passed to us from Knowledge Partners due to marketing laws. 

[bookmark: _Hlk132634656]RESOLUTION:  The Committee approved the Tenant and Owner Satisfaction Survey 2022.

1. REACTIVE MAINTENANCE CONTRACT 

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.

1. INTERNAL AUDIT REPORTS 

10. Customer Engagement and Complaints Management
[bookmark: _Hlk132638690]The Director of Housing Services advised the Key findings and the outcomes from the Action Plan. The full report is attached for information.

RESOLUTION:  The Committee noted the Customer Engagement and Complaints Management Internal Audit Report.

10. Rent Arrears
The Director of Housing Services advised that the Key findings and informed Committee that there were no actions resulting from the Audit. The full report is attached for information. 

RESOLUTION:  The Committee noted the Rent Arrears Internal Audit Report.

1. COMMITTEE ATTENDANCE

RESOLUTION:  Committee attendance to date of 74% was noted.

1. AOCB

There was no other business and the meeting concluded at 6.45 pm.

1. DATE OF NEXT MEETING:		1st June 2023





14th April 2023



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