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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 1st 
JUNE 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 Gavin High.

3.0 DECLARATIONS OF INTEREST (No Papers)
[bookmark: _Hlk37836827]
	There were no Declarations of Interest.

4.0 MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 13TH APRIL 2023 

	RESOLUTION:  the Minutes of the Customer Services Committee Meeting of 13th April 2023 were approved as a true record on a motion from Louise Gregory                      and seconded by Margaret Baxter.

5.0 MATTERS ARISING 

There were no matters arising.

6.0 COMMERCIALLY SENSITIVE EXTRACT OF CUSTOMER SERVICES HELD ON 13TH APRIL 2023 

RESOLUTION:  the Commercially Sensitive Extract of the Customer Services Committee Meeting of 13th April 2023 were approved as a true record on a motion from Louise Gregory and seconded by Margaret Baxter.

7.0 MATTERS ARISING

7.1	Mar Street
	The Director of Property Services confirmed that it was agreed at SMT that the contractor would be issued with a 7-day notice to complete the outstanding work. We contacted the architect and East Fife Joinery who confirmed that they were on site, so we held off issuing the 7-day notice. However, work did not progress as agreed therefore, the contractor is now going to be issued with a 7-day notice.  

	There is still no update on the meter for flat 3.

	Key Housing are still interested, and we now have two tenants for the ground and middle floor flat.  

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired if we could do a global summary of how much this has cost.

	The Director of Housing Services advised that we could run a report for the total rent loss and cost of the council tax however, the time spent by staff would be difficult to quantify. 

8.0 CUSTOMER SERVICES PERFORMANCE REPORTS 2022/23 (Q4) 

5 
6 
7 
8 
9 
8.1	Customer Services Year-End Performance Management Reports
	The Director of Property Services summarised the report to Committee.

Key Performance Indicator Report
Committee noted the following:

· Performance in Q4 of 63.6% (against a target of 80%).
· Overall for the year, 18 improved over the period, 18 remained the same and 19 deteriorated. 
· Positive highlights in Q4:

· Tenants satisfied with the condition of their home on taking up tenancy (new tenants)
· % tenants satisfied with landlord contribution to management of their neighbourhood
· % of planned maintenance spending v budget
· % of planned maintenance units completed v target
· EESSH 2: % properties meeting EPC Band D (by 2025)
· EESSH 2: % properties meeting, or can be treated as meeting, EPC Band B (by 2032)
· Average time to complete medical adaptations
· % tenants who feel their landlord is good at keeping them informed about their services and outcomes (CSS 2019)
· % tenants satisfied that rent represents value for money (CSS 2019)
· Current non-technical rent arrears
· Rent collected as a % of rent due
· Current tenants owing 13 weeks rent or more
· Tenancies sustained for more than 1 year 
· Annual lets made to homeless applicants 
· 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
· Tenants satisfied with condition of home on taking up tenancy (New tenants) In house surveys
· % of stock meeting SHQS
· Energy Efficiency Compliance with EESSH
· % of tenants satisfied with the reactive repairs service (In-House) (ARC)
· % 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
· Re-let Times: All Stock (ARC)
· Void Rent Loss
· Tenancy offers refused (no more than) (ARC)
· % of homeless offers that resulted in a let 
· Former tenant arrears as a % of rent due
· % of stage 2 complaints resolved within timescale
· % tenants satisfied with the opportunities to participate in decision making

	There are a lot of positive figures which is good, but most of the influencing factors are in relation to the reactive repairs with many failing, which was dragging down the overall performance.

	The Director of Property Services summarised Appendix 1, and disappointingly there are jobs that have taken far longer. KPI’s on overall repairs and right first time have dropped as the jobs have not been on target.  

	The Director of Housing Services advised Committee to note that all the satisfaction survey targets will be reviewed for next year. The 2022 survey results show that on some occasions we are performing better than the peer average.  Knowledge Partners had indicated that there was a decline across the board therefore, it is felt that we should reflect our targets to show this as now they are set quite high.  The proposed targets are being presented to the Board of Management at the next meeting. 

	The Director of Housing Services confirmed that on completion of this year’s ARC it was noted that properties acquired should be counted as a rent loss in the void rent loss figure therefore, a total of £6k was added in Q4 to the void rent loss outstanding. 

	A lot of positives regarding rental income and arrears, but there is a concern over the number of refusals we were getting, with half of the properties being refused at the end of Q4. The Director of Housing Services advised that there were several reasons why there have been so many refusals and gave examples to Committee of some of the reasons. There is no common thread to the reasons and discussions have been held within Housing Services on how we can improve. The team are now looking at adding copies of floor plans to the property adverts and emailing pictures out to prospective tenants prior to viewing. 

	The Director of Housing Services also mentioned that the current Allocation Policy does not impose any suspensions for refusals however, this is something we may need to consult on during the next Allocation Policy review if the rise in refusals continues. 

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

	During the quarter, 18 activities were complete and 1 incomplete which has been deferred to this 2023-24. In Q4 94.7% of the work programme was completed and have 95.7% completed for the year to date against a target of 85%. 
	
	The Director of Property Services went over the incomplete activities and status as follows:
	
· Publish a Green Strategy – A draft outline document is prepared and will be published in 2023-24
· Develop Usage/Functionality of PIMSS – We are now looking at a planned maintenance function on SDM which would represent a significant cost saving, as SDM can now offer around 95% of what PIMSS could, this will be taken forward in 2023/24
· EESSH2 Action Plan – This is underway and will be taken forward in 2023-24
· Development Strategy (Annual Review – This was presented to the Board of Management in March

8.3	Complaints and Feedback 
	The Director of Property Services summarised the main aspects of the report and confirmed that there had not been much change at all in the number of complaints during the Quarter. There was a slight increase for Property Services, and mainly void management and services were the reasons, but not much concern for the reasons given.
	
8.4	Planned Maintenance Programme Review 
	The Director of Property Services updated the Committee on progress to date at Appendix 1 on the investment areas for 2022/23. The following projects are all complete:

· Integrated Reception Systems 
· Emergency Light Testing
· Electrical Periodic Testing
· Gutter Cleaning except 4 developments which, did not require it
· External Decoration
· Boiler Replacement except some access issues which, will be picked up later
· Kitchen Replacements except for a few access issues which, will be added on to next year
· Window Replacements

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about how we would respond if there were any failures over the five-year period to the next testing.

The Director of Property Services advised that we are now following the same process of lettering tenants as we do for the gas servicing. We aim have testing completed before the next anniversary date.

The Director of Property Services updated Committee on the following projects which, will not be going ahead:

· Door Entry Upgrades -pulled from the budget but will be looked at later
· Bank Street Energy Measures – a new proposal will be submitted to the Scottish Government over the funding allocation

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about Mill Road and how that was progressing.

The Director of Property Services advised that the contractor had now withdrawn their offer. We have now approached Bell Decorating, who are currently doing the decoration contract.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired if there had been any concerns raised by the tenants.

The Director of Property Services advised that there had not been any complaints from tenants in relation to this.

RESOLUTION:  The Customer Services Performance Reports 2022/23 (Q4) were approved by the Committee.

9.0 THESE HOMES & ALLOCATION REPORTS 2022-2023 

9.1 These Homes Registrations & Allocations Report
	RESOLUTION:  The These Homes & Allocation Reports 2022-2023 were noted by the Committee.

9.2 These Homes Applicant Satisfaction Survey 2022-2023
	RESOLUTION:  The These Homes Applicant Satisfaction Survey 2022-2023 was noted by the Committee.

10.0 HOUSING SERVICES DEPARTMENTAL SERVICE PLAN (1ST DRAFT) 

	The Director of Housing Services summarised the key aspects of the initial draft Housing Services Departmental plan as follows:
[bookmark: _Hlk73621536]
· All the changes/updates over the last year have been highlighted in green 
· Pages 10–19 highlight the previous year and provides updates
· Pages 20–24 highlight proposed key services and outputs for 2023/24:

· A new arrears module developed through Housing Online 
· Further development of CX Feedback
· Further continue partnership working with CAB
· Customer satisfaction/tenant engagement action plan
· Dynamic forms (integrating/creating forms online that staff can fill out when out on visits and this will automatically update aspects of the housing management system)
· Biennial tenancy visits
· Reviewing tenancy sustainment support services 
· Investigate My Home Tenant Incentive Schemes

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired whether there would be an opportunity for Board members to be involved in estate walkabouts.  

The Director of Housing Services advised that if the Board are interested in being involved in estate walkabouts, then this is something that could be introduced again.

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

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

		RESOLUTION:  The Committee noted the deferral of the Property Services Departmental Service Plan (1st Draft).

12.0 WELFARE REFORM MITIGATION PLAN REVIEW

	The Director of Housing Services 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
· The Tenancy Sustainment Team helped 558 tenants with annual financial gain of £1.5m this included:
· 16 Social Welfare Fund applications with average claim of £1,329
· 107 food parcel referrals
· 132 referrals for home energy advice services
· 189 Discretionary Housing Payment applications for bedroom tax in excess of £200k
· 8 Discretionary Housing Payments for benefit cap of £19,455
· 4 Discretionary Housing Payments for non-dependent deductions of £3,738

Appendix 1 – included the SFHA survey on collection of Universal Credit and a copy of the most recent results were included as part of this.

The Director of Housing Services also wanted to note that in December this year, all the migrated cases from Housing Benefit are expected to be moved over to Universal Credit.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the moving over and wondered whether tenants would be lettered about this.

The Director of Housing Services advised that if a tenant has a change of circumstances, they will automatically have to apply for Universal Credit. All those that are left by the end of year, except those on Employment Support Allowance, will be moved over by the DWP, this will be forced and notification will come from DWP. The Association will not know when this is going to happen however, it is important that we put information out to tenants, via Newsletters etc. 

COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired when suggesting to a tenant that they may be entitled to a reduction in rent, is it mentioned to them if they are single, that they will be entitled to a reduction in Council Tax too.

The Director of Housing Services advised that staff will advise this and at any new tenant sign up the Assistant Tenancy Sustainment Officer assists tenants with completing all the necessary benefit forms. 

RESOLUTION:  The Committee approved the revised Welfare Reform Mitigation Plan.

13.0 DEBT COLLECTION ANNUAL REVIEW 

	The Director of Housing Services 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
· Fees are the same as 2021
· We have a good working relationship with the agency

	RESOLUTION:  The Committee approved the review of the Debt Collection Service.

14.0 ASSET MANAGEMENT STRATEGY ANNUAL REVIEW 

	The Director of Property Services updated the Committee that the Asset Management Strategy review had been updated as follows:

· EESSH statement has been updated 
· Update on Mar Street 
· 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.
· Summary around the voids
· Updated the section on the non-traditional stock 
· These Homes section has been updated
· Procurement and value for money statement has been amended
· General updates on figures and performance

RESOLUTION:  The Committee approved the revised Asset Management Strategy.

15.0 TENDER APPROVAL: FLOOD PROTECTION MEASURES 

	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.

16.0 TENANT HANDBOOK REVIEW 

	The Director of Housing Services advised the Committee that the review of the Tenants Handbook has been deferred and will be presented to Committee in August 2023. The reason for this is due to workload but also to enable time to carry out some tenant consultation on the Handbook, this has not been carried out for some time. 

	The Tenant Engagement and Communication Officer will be sending out a survey to all new tenants that have had a tenancy from us in the past year, which should equate to around 120.  All new tenants receive a full hard copy of the handbook. The questions will be around whether they found it easy to read, did they find it easy when referring to sections, have they used it etc.

	The proposal would be to come back to Committee with the results of the survey and any proposed amendments to the handbook.

	RESOLUTION:  The Committee noted the deferral of the Tenant Handbook Review.

17.0 EXCEPTIONAL ALLOCATION REPORT 504059 

	As the details relating to this item are considered to contain information of a private & confidential nature the record of this Agenda Item is contained in a Private & Confidential Extract of Minutes.

18.0 PROPOSED LEASE TO MEARS FOR HOUSING ASYLUM SEEKERS 

	The Director of Housing Services updated the Committee on the main aspects of the report as follows:

· Mears was awarded the Government contract to provide accommodation and support for asylum seekers 
· The contract is to provide accommodation as well as supporting each service user 
· Mears was awarded the contract for Scotland, Northern Ireland and the Northeast and Yorkshire in 2019 for a period of 10 years
· The proposal is to lease two properties to Mears Group to provide housing for Asylum Seekers 

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the length of the lease.

	The Director of Housing Services advised that it would be up to the Association however, the current draft template lease that the lease would be for a period of one year and then continue thereafter with relevant termination clauses. There would be a six-monthly review meeting between Mears and the Association. 

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about whether the Care Inspectorate get involved.

	The Director of Housing Services advised that it depends on the services that are being provided, so they could quite possibly be involved however, the Association will not be involved with this.   

	RESOLUTION:  The Committee approved the Proposed Lease of two properties to Mears for Housing Asylum Seekers.

19.0 ANNUAL TENANT ENGAGEMENT REPORT 2022-2023 

	The Director of Housing Services updated the Committee that this update is produced annually by the Tenant Engagement and Communication Officer. This had already been sent out to our tenants and it reports on all the tenant engagement over the last year.

	RESOLUTION:  The Committee noted the Annual Tenant Engagement Report 2022/2023.

20.0 COMMITTEE ATTENDANCE 

	RESOLUTION:  Committee attendance to date of 100% was noted.

21.0 AOCB

21.1	 Estate Visits
	As mentioned earlier in the minute by Teresa McNally, Margaret Baxter commented that she was going to request that the estate visits were resurrected again.

	There was some discussion about how best to take this forward and it was suggested that Vicki Brown, the Assistant Property Services Officer already has an estate inspection programme, and that might be the most suitable way to do this, in that any Board member who wanted to, could arrange to join Vicki on her inspections.  

	RESOLUTION:   The Director of Property Services would circulate the Schedule of the Estate Inspections to the Board, and this can be taken forward.

	There was no other business and the meeting concluded at 7.45pm.

22.0 DATE OF NEXT MEETING: 	3rd August 2023





7th June 2023



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