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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 3rd AUGUST 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.  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 1ST JUNE 2023 

	RESOLUTION:  The Minutes of the Customer Services Committee Meeting of 1st June 2023 were approved as a true record on a motion from Margaret Baxter               and seconded by Teresa McNally.

1. MATTERS ARISING FROM 4.0

5.1	Mar Street
COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired if there was anything to report on her enquiry regarding running a global summary on the costs for Mar Street.

	The Director of Housing Services advised that this had not yet been carried out.  Once the flats are let, we can get total figures at that point.

	The Director of Property Services advised that Mar Street was due to be complete at the end of last week (4th August). The contractor failed to meet the timescale again. However, the internal decoration has been completed, and there is a drainage check that requires to be completed by the Council. There is some external decoration to be done and the scaffolding went up on the 7th August, also, from speaking to the architect today, the roof work was started 9th August. The roof is expected to be completed by tomorrow, 11th August and the scaffolding to come down early to the middle of next week.  

	Building control have been out and visited and the architect was going to chase them to see where we are in receiving a habitation certificate, as this will be critical in letting Key in.

	The Property Services Officer (Inspections) will go out with the architect over the next few days and will check all the snagging issues have been completed, so it looks like flats 1 and 2 will be finished in the next week and it will just be the building control sign off that we need, and this should just be a formality.

	COMMITTEE COMMENTS/DISCUSSION:  Margaret Baxter enquired about the unfinished flat and whether that will make a difference to letting them.

	The Director of Property Services advised that as flat 3 is a top floor flat, and it will be secured, Key are not overly concerned.

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the picture she had sent to the Director of Property Services, and wondered what would happen if that part of the wall falls down on to people walking past.

	The Director of Property Services advised that he was unsure of the ownership of the wall, as that area to the rear has multiple ownership, but the architect is going to report it to the Council, and they will contact the owners.

	COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired whether there was still a request in for the third flat’s meter.

	The Director of Property Services advised that we are still pursuing this. The enquiry has been chased again with the Ombudsman around 3 weeks ago and they apologised, confirming that Scottish Power are aware of it. We have also re-contacted SFHA and to date, there has been no further response from them.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the Walkabouts. A briefing had been sent out but there were no dates noted on it.

	ACTION:  The Director of Property Services will send a list of what Estate Inspection visits are happening each month and in which area, the Committee members can respond to the email and confirm if they would like to attend and when would suit them.  Thereafter, the Assistant Property Services Officer can liaise with them to arrange dates that would suit.
	RESPONSIBLILITY
Director of Property Services 







1. COMMERCIALLY SENSITIVE EXTRACT OF CUSTOMER SERVICES HELD ON 1ST JUNE 2023 

	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. MATTERS ARISING FROM 6.0

	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.

8.0	PRIVATE & CONFIDENTIAL EXTRACT OF CUSTOMER SERVICES MEETING HELD ON 1ST JUNE 2023 

	RESOLUTION:  The Private & Confidential Extract of Customer Services Meeting held on 1st June was approved by the Committee.

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

10.0 	CUSTOMER SERVICES PERFORMANCE REPORTS 2023/24 (Q1) 

1. 
1. 
1. 
1. 
1. 
10.1 Customer Services Q1 Performance Management Reports
	The Director of Property Services summarised the report to Committee.

Key Performance Indicator Report 
Committee noted the following:

· Performance in Q1 of 71.9% (against a target of 80%).
· 41 out of 57 of the KPI’s were achieved, 16 were not.
· Excluding the new indicators, 16 have improved, 17 have remained the same and 22 have deteriorated. 
· Appendix 1 was summarised for the Committee.

	Most of the influencing factors are in relation to the reactive repairs with many failing, which was dragging down the overall performance, but it is hoped that with the new contractor on board, this will improve going forward.

	Slight increase in Q1 and confirmed that Stage 1 and Stage 2 complaints performance had dipped. In Q1, Stage 1 complaints, which we try to resolve within 5 days, there were 7 complaints that were resolved, but not within the 5 days. These were in relation to crossover between Logie and QAPM jobs.

	Stage 2 complaints, there was one complaint that was not resolved within the timescale of 20 days, and that was due to arrangements with the tenant, who wanted a specific visit. It was resolved but missed target by 2 days.
	The Director of Housing Services advised Committee:

· Most of the targets were met for the quarter end.  Some particularly good performance around arrears.  
· 3.03% against a target of 3.8%.
· 100% resolution of cases within our time limits for anti-social behaviour and refusals have gone down as well.

	Void rent loss and average re-let time targets were not met, which ties in again with the issues with the reactive repairs contract.

	The Director of Housing Services summarised Appendix 2.

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about historical voids.

	The Director of Housing Services confirmed that due to the contractor under-performing, those houses could not be let until the work was completed on them.

	COMMITTEE COMMENTS/DISCUSSION:  Louise Gregory enquired as to whether QAPM will be coming straight in with an appointment system.

	The Director of Property Services advised that they will be operating the same as previously, and tenants will be given an am or pm appointment and will occasionally give a weekend appointment. We take appointment details, and it is put on the job order. 

10.2 Q1 Departmental Plan Review
	The Director of Housing Services summarised the key aspects of the Departmental Plan:

· 100% of targets met during Q1.
	
10.3 Q1 Complaints and Feedback 
	The Director of Property Services summarised the main aspects of the report:

· Housing complaints decreased during Q1.
· Property services had a 32% increase – the bulk of which is due to reactive repairs with 10 more complaints received in Q1 than Q4.
· Complaint outcomes as noted previously under the KPI report.

Overall complaints received in Q1 was 66. This is higher than expected, and if this continued, we would be seeing a higher-than-average trend. As these have been attributed to the issues, we have had with Logie, we would expect that this trend would not continue, and we would expect that figures would be back to “normal complaint levels” when we look at Q2 figures.

The Director of Property Services ran through the complaint resolution table at 7.5.

Regarding positive feedback, for Q1 we had a high number of 75 for positive feedback, three times our target figure of 25.

The table summarising the number of learning opportunities was fed back to Committee.

10.4   Q1 Planned Maintenance Programme Review 
	The Director of Property Services updated the Committee on progress to date at Appendix 1 on the investment areas for Q1 2023/24:

· Emergency Light Testing – due to take place in Q3.
· Electrical Periodic Testing – 100% compliance in Q1.  
· Gutter Cleaning – due to take place later in the year. 
· External Decoration – good progress, sitting at 52% of project complete, expected completion in Q2. Mill Road has been put on hold due to looking at the external walkways.
· Boiler Replacement – budgeted for doing St Mungo’s Wynd, but there has been an error on some of the data on our system, so therefore there will be no other boiler programmes going ahead, except for this one property.
· Kitchen Replacements – Q1 pre-install surveys have been started and we are in the process of getting sign-off from tenants and the contractor should be ready for a site start during Q2. 
· The Charrier – Flood Protection Measures – update given earlier in the meeting.
· Bank Street – Energy Measures – Scottish Government withdrawing the funding as it had not progressed. There is a new fund available, and we require to re-apply.

The Director of Property Services also advised Committee that within the last week, City Technical Services advised they have Eco Funding and they have approached the Association to advise that they have funding for EPC rated properties up to D, where they can do different measures of installation, heating etc and the Association have asked them to look at Bank Street. A further report will be presented later.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the emergency light testing and whether we should be warning the tenants before the tests are being carried out.

The Property Services Director agreed that we would pre-warn tenants about the testing by using CX Feedback as there is a quick method of doing so. Agreed that it would be worth mentioning it in the Newsletter.

COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the walkway at Mill Road.

The Director of Property Services advised the Committee that he had met Bell Decorators who are the contractors who are currently doing the external decoration and they have said that they are happy to put a bill in for this. A paper will come back to the Board once that has been received.

Several smaller projects are planned for 2023-24 and these were listed in the report on page 13.

RESOLUTION:  The Customer Services Performance Reports 2023/24 (Q1) were approved by the Committee.

11.0	HOUSING SERVICES DEPARTMENTAL SERVICE PLAN (2ND & FINAL DRAFT) 

The Director of Housing Services summarised the key aspects of the 2nd and final draft of the Housing Services Departmental plan which was presented to the Committee in June 2023.

· The plan in June did not have proposed indicators for 2023-2024 and these have now been included at Appendix 8 of the Plan.
· The other change from June was that the timetable had also been reviewed at page 29.

RESOLUTION:  The Housing Services Departmental Service Plan (2nd & Final Draft) was approved by the Committee.

12.0 PROPERTY SERVICES DEPARTMENTAL SERVICE PLAN (2ND & FINAL DRAFT) 

The Director of Property Services commented that the 1st Draft was deferred at the June meeting, so this will be the first time the Committee had seen the 2nd and Final Draft.

The Director of Property Services focussed on section 5 of the report and summarised the key aspects and the timetable at the end of the plan:

· Appointing a new reactive repairs contractor
· Setting up the interface with the new contractor
· Repairs improvements for “My Home”
· Looking at the contractor portal
· Factoring service engagement exercise with owners
· SDM Planned Maintenance Module
· The Green Strategy is in for Q4.
· Dynamic Forms 
· EESSH 2 Action Plan 
· Dementia Housing Framework 

RESOLUTION:  The Property Services Departmental Service Plan (2nd and Final Draft) was approved by the Committee.

13.0 [bookmark: _Hlk143007290]ELECTRICAL QUALITY ASSURANCE 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.

14.0 TENANT HANDBOOK REVIEW 

	The Director of Housing Services advised the Committee that the review of the Tenants Handbook had been deferred from the June Committee Meeting, to enable time to carry out a tenant consultation.

	The revised Tenant Handbook was now being brought to Committee for approval of the various amendments to various sections of the Handbook and to approve a new leaflet.

· 152 tenants were surveyed, and we received 48 completed surveys, which equates to a 32% return rate.  
· A full report on the outcomes of the survey was attached at Appendix 1.
· Section 6 of the report showed the changes page by page.
· A new leaflet on pest control had been added (19), due to the number of enquires we received throughout the year on pest control.  
· Appendix 2 showed all the revised leaflets and changes made.
· Section 7.1 highlighted the associated costs and was within the budget set aside.

	Most tenants surveyed and who responded felt positively about the Handbook, with nearly 70% commented that it was a useful guide.

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired about the Fair Processing of Notice Summary under GDPR and the full version of this and wondered where this was.

	The Director of Housing Services advised that all tenants have been issued with a copy of this previously and the full version is also available on the website. This is also part of the new tenants’ sign-up pack which is separate to the Handbook.

	ACTION:  The Director of Housing Services advised that a sentence could be added that this is available on our website where the leaflet notes the full version.

	RESPONSIBLILITY
Director of Housing Services 



	There was some discussion about the colours of bins and frequency of uplifts and whether it may be worth putting something in the handbooks.

	The Director of Housing Services advised that new tenants get a leaflet which advises them of the bin collection days and there is a section on bulky uplifts and there is a link on the My Home Tenant portal which directs them to the Council’s website and there is a standard item on the bulky uplifts.  

	The issue with putting the information on the handbook is that things can change quite a bit, so it is always better to give links to the Council’s website.

	COMMITTEE COMMENTS/DISCUSSION:  Teresa McNally enquired whether it was worth mentioning the change to the bins in our Newsletter.

	The Director of Housing Services advised that this information will be added to the next Newsletter.

	RESOLUTION:  The Committee approved the recommendation to the Board of the Tenant Handbook Review.

15.0 COMMITTEE ATTENDANCE 

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

16.0 AOCB

	There was no other business and the meeting concluded at 7.20pm.

17.0 DATE OF NEXT MEETING: 	2nd November 2023


10th August 2023

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