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MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON THURSDAY 3rd FEBRUARY 2022 (REMOTELY VIA MS TEAMS)

Present:		
1. [bookmark: _Hlk79409625]Louise Gregory (Convenor) 
2. Margaret Baxter
3. John Campbell
4. Teresa McNally 
5. Aileen Crichton
6. Kevin Keane

In Attendance:  	Linda McLaren, Housing Services Manager
				Andrew Gibb, Property Services Manager

1.0 RECORDING OF MEETING

RESOLUTION:  Committee approved that the meeting be recorded.

2.0 APOLOGIES

Apologies were received from Graham Collie.

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

4.0 MINUTES OF CUSTOMER SERVICES COMMITTEE MEETING HELD ON 9TH DECEMBER 2021 

RESOLUTION:  The Minutes of the Customer Services Committee Meeting of 9th December 2021 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
	COMMITTEE COMMENTS/DISCUSSION:  Margaret Baxter enquired if there was any news on Mar Street, Alloa.

	The Property Services Manager updated the Committee that we are still waiting on a date from Scottish Power.  If they are sticking to their timescale, we have a couple of weeks for that to happen.

	

	The Property Services Manager has a meeting arranged on site next week with the architect and East Fife Joinery to discuss what requires to be done to complete the project.

	Once Scottish Power are complete, we also require installing gas meters however this is in hand.

	COMMITTEE COMMENTS / DISCUSSION: Teresa McNally requested that the Property Services Manager has a check round the side and back of Boots to ensure that it has been finished off properly.   

6.0 [bookmark: _Hlk34834244]MINUTES OF COMMERCIALLY SENSITIVE CUSTOMER SERVICES COMMITTEE MEETING HELD ON 9TH DECEMBER 2021 

	RESOLUTION:  The Commercially Sensitive Extract of Minute of Customer Services Committee Meeting held on 9th December 2021 was approved as a true and accurate record on a motion from Margaret Baxter and seconded by Aileen Crichton.

7.0 MATTERS ARISING

There were no matters arising.

8.0 COVID – 19 SERVICE UPDATE 

	The Housing Services Manager and Property Services Manager updated the Committee, by summarising the key aspects of the Covid-19 Service delivery to date. 

	The Housing Services Manager updated on the key aspects for housing services: -

· From this week staff returned to hybrid working and are now in the office a couple of days per week and at home the rest. Services are continuing as before except we are now back open for office appointments. 
· The number of voids remain stable with December and January seeing no change. At the end of both months, we had a total of 6 voids. The average void days are continuing to improve with 41.33 days at end of Q3 and now 40.35 at the end of Jan 22. 
· Allocations are continuing as normal and These Homes applications have steadied out, but we did see a slight increase in January with 115 new applicants registering bringing the total applicants registered to just over 1900 as at 31st January 2022. At the end of Q3 we let 39% of our properties to homeless applicants, this is now 34.4% at the end of January. We are not receiving the same number of Section 5 nominations as we did last year. 
· We now have 25 interested tenants who are actively engaging with our Tenant Engagement & Communication Officer which is an increase of 5 since December. The first online tenant session of the year was held on Tuesday and there was a discussion on meeting formats. It has been agreed to host an evening session soon to see if it can help bring more tenants to come along. 
· We have successfully secured a fourth round of funding from the Energy Redress fuel fund and as at today we have been able to help 177 tenants access cash and vouchers to a total amount of £22,680 (531 vouchers). Money is still available, so we are continuing to push this with our tenants.
· Housing Services have also been working on various projects with Andrew and his team such as, setting up CX Feedback to go live from April, the My Home working group report and we also had the first Dementia in Housing Framework meeting. 

	COMMITTEE COMMENTS/DISCUSSION:   Aileen Crichton commented that she would like to attend the online tenant sessions that the Tenant Engagement & Communications Officer is hosting.

	ACTION: The Housing Services Manager will request that Aileen be added to the mailing list.
	RESPONSIBILITY
Housing Services Manager



	The Property Services Manager updated on the key aspects for Property Services: -

· We are continuing to deliver reactive repairs as normal; the storms had slightly impacted on this with over 70 repairs totalling around £20k on our insurance claim. Idverde have been undertaking most fencing repairs to alleviate the repairs service and on a positive note, the most recent high winds had virtually no impact.
· Voids remain stable with relatively low numbers. Recent amendments to the Lettable Standard are starting to make improvements on the timescales as well as changes to how Logie Glazing & Building supervise/manage operatives. We are hopeful this will improve over the next couple of months.
· The boiler programme has had a high level of no-accesses so a decision was made to stop the programme. Budget allowances for 2023/24 have been made and further attempts will be made later in the year. The kitchen contract progresses well with good positive feedback received.
· Caledonian Maintenance Services started temporary cover for the close and window cleaning today and we have had a clean break from the previous contractor. We opened tenders for the service yesterday and will be returning to the Board for approval of a new contractor imminently.
· Investment updates will be provided in more detail during Item 9.4.

	RESOLUTION:  The Covid-19 Service Update was noted by Committee.

9.0 CUSTOMER SERVICES PERFORMANCE REPORTS 2021/22 (Q3) 

9.1 Q3 Customer Services Performance Management Reports
	The Property Services Manager and Housing Services Manager advised Committee as follows:

Key Performance Indicator Report
Committee noted the following:

· Performance in Q3 of 74.1% (against a target of 80%);
· Overall performance for the year to date of 72.2% (against a target of 80%). 
· Taking Covid into account the position would have been a very healthy 85.2%;
· Positive highlights in Q3:

· Average length of time to complete emergency repairs 
· % tenants who feel their landlord is good at keeping them informed about their services and outcomes (CSS 2019) 
· % tenants satisfied with Opportunities to Participate in Decision Making (CSS 2019) 
· % of tenants satisfied with the repairs service 
· % tenants satisfied that rent represents value for money (CSS 2019)
· % of repairs completed on target 
· % of planned maintenance units completed v programme
· Gross Rent Arrears 
· Current non-technical rent arrears 
· Rent Collected as % of Total Rent Due 
· Former Tenant arrears as a % of rent due 
· % of anti-social behaviour cases reported in the last year that were resolved 
· % of tenancy offers refused 
· % of tenancies lasting 12 months or more 
· % of Annual Lets made to Statutory Homeless applicants 
· Average time in working days for a full response at Stage 1
· Increase in positive comments from service users recorded on Complaints Register

· Areas for improvement

· % of emergency repairs completed on target
· Ave length of time to complete non-emergency repairs
· % of reactive repairs completed right first time
· Planned Maintenance Spend v. Budget  
· Properties Meeting EESSH 1
· EESSH 2: Properties meeting or can be treated as meeting (EPC Band B (by 2023)
· Re-let Times: All Stock
· % tenants satisfied with the landlords’ contribution to the management of neighbourhood 
· % of factored owners satisfied with the factoring service they receive.
· % of Stage 1 complaints resolved within timescale
· % of Stage 2 complaints resolved within timescale
· Failure to complete a gas safety check within 12 months of a gas appliance being fitted or its last check (number of times a year)
· % of tenants satisfied with the condition of their home at beginning of their tenancy
· % Of Rent Lost While A Property Is Vacant

COMMITTEE COMMENTS / DISCUSSION:  John Campbell enquired about the adaptations, where the average was fifty-one for Q3, which is a good bit up from the target and where it normally is.  He wondered if that is a concern in relation to the vulnerable who may be requiring to get their adaptations done, and at what point would we look at giving that to someone else if they are not meeting the terms of the contract.

The Property Services Manager advised that over the course of the year, smaller adaptation work, e.g., handrails, etc, and these have been farmed out to Logie Glazing & Building or a blacksmith who does external ones.  We have used Logie Glazing & Building a few times, but it is not their speciality.

The Property Services Manager advised that he is not aware of it creating any great delays, but to answer John’s question, we do not have a backup contractor other than Logie Glazing & Building, but they do not specialise.  

BOARD COMMENTS / DISCUSSION:  John Campbell commented that it was just a bit of assurance that there is a contingency if we think that vulnerable people are really being let down by that contractor, but it does not sound like we are at that stage yet.

The Property Services Manager advised that he would already have had that flagged up to him if it were becoming an issue.

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

There was one area remaining outstanding from a previous Quarter:
	
· Go live with new repairs interface and repairs by appointment system

In terms of the repairs interface, the Property Services Manager confirmed that final testing was underway and Logie Glazing & Building are going live with one operative from 1st March and we will have one months’ worth of testing to iron out any issues. We have also agreed a full live date of 1st April.

There was only one area where target was not met during the period of Q3:

· Develop usage/ functionality of PIMSS Asset Management Software

During Quarter 3, we managed to undertake updating of most of the information across component and property data. We have been unable to take forward the energy information due to technical issues with surveys not uploading correctly. We are yet to undertake the surveying aspect incorporating mobile devices as this will require additional work to complete this area from the software provider.

Overall, we hit 95.24% (target of 80%) for Quarter 3, with an overall performance of 97.22% (target of 80%) for the year to date.

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

· Volumes continue to reduce during the Quarter which is positive news.
· In relation to Property Services, levels are decreasing with service complaints reducing and we believe this is linked to tenants understanding of the contractual issues being resolved.
· Stage 1 and Stage 2 resolution performance has deteriorated and both areas have been actioned through discussion with staff.
· In terms of overall volume the levels we expect to see at year-end are going to be considerably lower. It is believed, that from a Property Services perspective (where the majority of complaints stem from), this is largely due to having a repairs contractor who is consistently performing well.
· Around three quarters of all complaints in Q3 were upheld or partially upheld which is consistent with previous quarters.
· We identified areas of learning in just over 50% of complaints over the Quarter. Staff had reminders about any policy / practice issues. One area of learning was incomplete at the end of the Quarter as a new procedure was identified as being required; this has since been complete in January.
· No complaints were referred to the Ombudsman during Quarter 3.

· Positive Highlights in Q3

· No complaints relating to equalities issues.
· Stage 1 complaints took an average of 2.63 days (4-day target)
· Stage 2 complaints took an average of 13.85 days (20-day target)
· Positive feedback remains above target.

	COMMITTEE COMMENTS / DISCUSSION:  Margaret Baxter commented on the complaints on the reactive maintenance and wondered whether now we have an appointments system, whether this may resolve quite a lot of these.

	The Property Services Manager commented that as well as having the appointment system, from the 1st of March 2022, we will have the ability to fully interrogate the contractor system, so we can give clearer information and that will bring a lot of benefits to tenants. 

COMMITTEE COMMENTS / DISCUSSION:  Louise Gregory enquired if the operative is running late, do we have an agreement with them that they notify the tenants.

The Property Services Manager advised the Committee that is what is meant to happen at present, and with the new system, if a tenant has a mobile number, they will automatically get a text to advise them that the operative is enroute.  

COMMITTEE COMMENTS / DISCUSSION:  Louise Gregory suggested that it may be a good idea to flag that there have been lessons learned from receiving feedback from one of the complaints in the newsletters.

The Property Services Manager confirmed that we do this and there are areas where we highlight positive feedback in the newsletters.

9.4 Q3 Planned Maintenance Programme Review
The Property Services Manager updated the Committee on progress to date on the investment areas for 2021/22:

· Drainage improvements at South Avenue are fully complete.
· The external wall insulation/solar PV works has two incomplete properties however both owners have been in dialogue with us to allow works to proceed and we await their written agreement. The contractor is back on site with the additional 10 units the Association is funding, and we anticipate completing the works to the 2 outstanding units whilst on site.
· Integrated reception systems continue with good tenant feedback and good access rates.
· Emergency light testing got underway with 33 blocks complete in the Quarter. Invoices had not been received at Quarter end but work was complete.
· Electrical periodic inspections are around 63% completion with around 103 properties to complete by year-end. The Scottish Housing Regulator has been asked to confirm some queries around recording of these and what the position will be if any are outstanding at year-end. Forced entry will be used to gain access if required.
· Smoke detector upgrades are now 100% complete as of today, where the remaining property was accessed. This is still a remarkable achievement considering the size/nature of the project.
· Gutter cleaning is fully complete.
· External decoration had minor work to four properties as at the end of the Quarter.
· Boiler replacements are sitting around 50% complete at the end of the Quarter. It is unclear why some tenants are not allowing access for the work or the pre-installation survey.
· The Kitchen contract is progressing well and estimated to be complete by March. Some tenants have yet to return drawings and these will not be programmed until such times as they do so hence the estimated completion date.
· Door entry system renewals at South Avenue were complete during the Quarter.
· We have had a tender approved by the Board for the Bank Street energy measures and are now arranging a pre-start meeting to take the project forward.

COMMITTEE COMMENTS / DISCUSSION:  Teresa McNally enquired about the window replacements and wondered whether the external decoration was carried out after the replacements were carried out.

The Property Services Manager advised that there is a tender advertised for this year’s external decoration and there is a provisional amount in there for Kirkgate.  

COMMITTEE COMMENTS / DISCUSSION:  Teresa McNally enquired about the number of refusals for the pre-installation surveys for the boiler replacements and wondered if tenants had concerns/anxiety about moving from one source of energy to another.

The Property Services Manager replied that we just do not know why this is the case.  A lot have just not responded, and the decision has been made to end the programme, and any properties that become void, will be upgraded at that stage.

COMMITTEE COMMENTS / DISCUSSION: Teresa McNally wondered if it may be worth having the Tenant Engagement and Communication Officer survey these tenants somehow and trying and get to the bottom of it.

The Property Services Manager replied that a survey may work and will take this up with the Property Services Officer (Planned Maintenance), and try to get to the bottom of the reason.

COMMITTEE COMMENTS / DISCUSSION:  Margaret Baxter wondered if it could be that there is a lot of publicity around not having gas boilers in the future and people may just want to keep their gas boilers.  

COMMITTEE COMMENTS / DISCUSSION:  Louise Gregory suggested the boiler replacement is mentioned and that new boilers are being installed at present, and if they do not get their boiler replaced now that they may have to take an electric boiler later.

The Property Services Manager advised Committee that a provision of money has been put in next year’s budget to cover any that come up again.

COMMITTEE COMMENTS / DISCUSSION:  Teresa McNally enquired about the drainage improvements at 21-23 Alloa Road.

The Property Services Manager advised that these are likely not to proceed now.  These two properties have a Council drain in front of the properties and this drain overflows in periods of heavy rain and starts encroaching the gardens.  Having spoken with the Council, they have confirmed that they have conducted drainage improvements further up the street and they have drainage works in an adjacent street.  It might be that we may have to dig a trench or some sort of drainage in the gardens at some point, but we are going to hold on and see what happens.  

RESOLUTION:  The Customer Services Performance Reports 2021/22 (Q3) were approved by the Committee.

10.0 TENDER APPROVALS

The Property Services Manager advised Committee as follows:

10.1 Fencing Replacements

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.

	ACTION: The Property Services Manager will e-mail pictures of recent work to the area to Committee.
	RESPONSIBILITY
Property Services Manager



10.2 Kirkgate Window Replacements 

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.

COMMITTEE COMMENTS / DISCUSSION:  John Campbell commented that it is a lesson learned if the same situation were to arise again.  Do we go out to tender, do we have to go out to tender?  Perhaps if we had just added the extra eleven windows in at the time, the price might have been better.  

The Property Services Manager agreed that was a fair point and in the element of fairness and openness we went out to tender again, but this has had a negative impact financially. 

COMMITTEE COMMENTS / DISCUSSION:  John Campbell commented that going forward to check that things are not missed during the surveys might eliminate this from happening in the future.

	RESOLUTION:  The Committee approved the Tender approvals.

11.0 ADAPTATIONS POLICY REVIEW (DEFERRED)  

The Property Services Manager updated the Committee in that the Adaptations Policy was due for its normal 3-year review period and it was due to come to this Committee.  

But at our Working Group on the Dementia in Housing Framework, this highlighted several areas where that overlap the Adaptations Policy.  Rather than bringing it to the Committee and returning with changes, it was easier to defer it and once the Working Group has been through things and made changes, we will bring it back to the April Committee.  

RESOLUTION:  The Committee noted the deferral of the Adaptations Policy Review.

12.0 HOARDING STRATEGY  

The agenda notes this item was for information, but it is for approval.  There were also two items noted as 5.1 and the Housing Services Manager apologised for these errors.

The Housing Services Manager advised Committee as follows:

· [bookmark: _Hlk94877381]Multi-agency partnership working is underway to create a Forth Valley Hoarding Strategy so that partners can work collaboratively to provide support and effective intervention with tenants who experience self-neglect and hoarding
· The Strategy will be launched around the 17th May 2022 which is National Hoarding Awareness Day
· A copy of the existing Falkirk Hoarding Policy is provided and will become the Forth Valley Strategy
· The recommendation is that we proceed with joining partners and sign up to the Forth Valley Hoarding Strategy

COMMITTEE COMMENTS / DISCUSSION: Teresa McNally enquired if there was a cost implication for the Association being involved in this.

The Housing Services Manager advised that there was none.

COMMITEE COMMENTS / DISCUSSION: The Committee all commented on this being a positive move. 

RESOLUTION:  The Committee approved the Hoarding Strategy.

13.0 MY HOME WORKING GROUP UPDATE  

The Housing Services Manager advised Committee as follows:

· A staff working group has been set up to look at My Home and how we can improve on information that we provide to tenants and how we promote it to encourage tenants to register
· The group met on 14th January 2022 and formulated an action plan with various tasks to work through over the coming weeks
· The action plan is provided to committee for review and information

RESOLUTION:  The My Home Working Group Update was noted by the Committee.

14.0 COMMITTEE ATTENDANCE

RESOLUTION:  Committee attendance to date of 89% was noted.

15.0 AOCB

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

16.0 DATE OF NEXT MEETING:		TBC



4th February 2022


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