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Informed, Consulted and Involved!

Meeting Minutes
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	Date and Time of Meeting
	Tuesday 31st August 2010
11.30am – 3.00pm 

	Venue
	Newhall Hill, Birmingham

	Customer Panel Chair
	Victoria Leonard – Customer Relations Manager
Alan Critchley – Regional Manager (Property Services, West Midlands) for item 2

John Broadhurst – Head of Property Services, for item 2. 

	Number of Attendees
	13 from the East and West Midlands. 


Bold = Action points

1. Introductions 
a) Victoria welcomed everyone to August’s meeting and asked that they cover the Property Services update before ‘Matters Arising’ as John and Alan needed to leave early. 

2. Property Services update 

a) The Panel welcomed John Broadhurst, Head of Property Services and Alan Critchley the new West Midlands Regional Manager for Property Services. 

b) Alan gave the Panel a brief overview of his career history before coming to Friendship.

c) John updated the Panel on the new CHIC project of which some of the Panel are involved in. He explained that CHIC stands for Central Housing Investment Consortium and that there were seven areas that are currently being looked at for re-tendering. They are;

· Day to Day Repairs and Planned Maintenance 

· Aids  and Adaptations 

· Mechanical and Electrical

· Asbestos

· Gas

· External works

· Materials

d) John confirmed that he would keep the Panel informed on the progress of CHIC. 

e) John informed the Panel that Friendship were looking to do more to deal with asbestos in peoples homes. He said that he was looking to produce a five year plan to inspect people’s homes to check for asbestos. He asked the Panel if they thought Friendship should tell people if asbestos is found. The Panel all agreed that customers should be informed and should be given information on what to do. 

f) John was asked what the legal rights of a tenant are if asbestos is found in a property? John replied that there is currently no law or legislation on a duty to deal with asbestos in homes, however we are duty bound to check for and deal with asbestos in communal areas. The law does state that checks for asbestos must take place when major works are being carried out such as replacing kitchens. 

g) John confirmed that his team are producing a leaflet about asbestos and that this would go out with a letter to customers telling them if asbestos has been found. 

h) John consulted the Panel on the proposed letter and asked for their feedback. The Panel were happy with the proposed letter. 
3. Matters arising from July’s meeting 
a) VL informed the Panel that she had fed back their questions from July and that the relevant managers had made the following responses;
	Issue raised
	Relevant managers response

	
	

	1. Garden Monitors 

In response to the previous response from housing. Customer Panel asked, if 'asking customers to randomly 'sign off' worksheets' would mean going back to when contractors used to give the customer the sheet to sign whilst they stood with them. Customers feel that this is not the best way forward as many customers may feel intimidated. The Panel feel that more should be done to recruit monitors and asked how it was decided who should be asked, how was it marketed? what support / incentives are in place? Panel members from the East Mids asked if recruitment was taking place in the East for monitors as they had not received a letter.

	Response from Housing Manager, Marcia Lewis; We will be arranging a meeting with those customers from East & West that have expressed an interest in becoming Scheme Monitors to take place by end October 2010. Contractors will also be invited to attend. The process of how customers will sign off the works as satisfied will be discussed there. We will welcome the attendees input in this meeting, support and incentives will also be discussed at that meeting.

	2. New Garden Monitors. An email with names of Panel members interested in becoming monitors (and have as yet not been contacted) has been sent to JG/ML on 04/08/10.  

	Response from Housing Manager, Marcia Lewis: All panel members in West Midlands who have expressed an interest at the last Customer Panel meeting have been contacted.  Further invites have also been sent to a number of schemes in the West Midlands.  The East Midlands have also had expression of interest from a small number of customers that attended their Home Matters meeting in August 2010.



	3. Home Matters meeting. A Few of the Customer Panel recently attended a West Mids ‘Home Matters’ meeting. They were very complimentary about how the meeting was organised and run on the day. (this compliment has been logged and passed to the staff involved).  They did just want to highlight a couple of VFM issues. Firstly, they received their invite twice in the post (exactly the same) Can we look into why this has happened so we do not have to pay for postage twice. Also the reply slip was on two pieces of paper not back to back which they feel is a waste of paper. They also asked to ensure that the name of the meeting is on the reply slip as the ones they received said ‘Key Customer Panel’ not ‘Home Matters’. 

	Response from Housing Manager, Marcia Lewis: Thank you for your positive feedback.  Your feedback has been passed on to the teams. Unfortunately, the duplication was an administrator error - our Administrator was working from two lists, one for customer panel members and the other from previous customers invited, some names were duplicated on both list.  We can assure you the error will not occur again.  All other matters noted have also been rectified.



	4. Empty Properties. The Panel asked what procedure / policy is in place to look after the building and cosmetics of a void property. They said that if a property is empty for a long time (such as when it might be sold as part of an options appraisal) The Panel discussed how this can make an area look very run down and scruffy. They discussed an example in Sparkbrook, a home that has been empty for 2 years. The fence is broken and the gardens back and front are very overgrown. 

	Response from John Broadhurst for August meeting - Each property is visited weekly and issues such as overgrown gardens and rubbish dumping should be picked up during these visits and action taken.


	
	

	5. Repairs Handbook. Panel members discussed how they have received a Repairs Handbook in the post. Although two of the comments were positive many were not. : 'I flicked through it and liked the diagrams' 'some content is good', 'I wasn't impressed', 'why has it got a TV on the front?' 'it looks like its for children', 'it looks very juvenile' 'its rubbish' 'it does not have the customer approved stamp', 'what a waste of money' The Panel asked why this booklet had not been to a customer panel meeting for customer approval? Were customers involved in it at another meeting? 

	Response from John Broadhurst for August meeting - The draft booklet should have gone to a Building Excellence meeting but due to the tight timescales imposed from Marketing this was not possible. 


	
	

	6. Door Replacement Group. A couple of the Panel are on the Door Replacement Group. They said that they were disappointed to hear that despite agreeing in the meeting to have a contractor who would supply and fit they have since been told that the 'fitting' has now gone to tender separately. The Panel asked why has it gone to tender and why all Door Replacement Group members not been informed about it. 

	Response from John Broadhurst for August meeting - We have offered the supply and fit option and we have a guarantee on the supply price.



	
	


b) The Panel feel that more recently they are being fobbed off with the responses they are receiving to issues they raise to each team. They feel that managers are not fully answering their questions and would like it raised at a managers meeting as they find it very frustrating to have to keep asking the same questions each time. 

c) VL to speak to her manager about this to raise at the SMG (Senior Management Group) meeting.  
d) Response from Customer Panel re: Repairs handbook - The Panel feel that Property Services could have made arrangements for a one off 'short notice' meeting of 10 or so Key Customers to go over the document or alternatively it could have been emailed to some key customers to go over. The Panel are really disappointed that this should happen with where we have got to with involvement and the advances in Property Services and want to remind all teams that any new customer literature booklets/leaflets etc should go to a Key Customer Panel meeting as a final customer sign off especially for it to have the customer approved stamp on it. 
e) Universal Housing - The Panel would like confirmation on whether or not UH will resolve the long standing issue of not being able to automatically send letters to joint tenants. They have long felt that it is wrong to send letters to one person when a tenancy agreement has been signed as a joint tenancy. 
f) Garden Monitors -  Customer Panel would like more detail about this as they feel that their previous questions have not been answered fully, particularly they feel, the lack of publicity around becoming a monitor. They would also like their question of why it is taking so long for a system to be put in place when the new contact commenced in April 2009. The Panel have requested that a member of the housing and/or property services team attend the next meeting in October to answer their questions and concerns. The Panel are happy to help the housing team in getting this scheme off the ground asap.
g) Walkabouts.  The Panel do not feel that Walkabouts are happening, especially in the West Midlands. One member said that he'd been invited on one last year but Friendship staff did not turn up, just someone from the council and the police.  Other than that the rest of the Panel said that they had never been invited on a walkabout. They would like to see examples of the flyers / letters that go out asking people to attend walkabouts and a copy of the Walkabout Schedule for East and West Midlands. 
h) Care of empty properties - The Panel wanted to reiterate their original question of whether or not there is a policy / procedure in place to manage this. They asked who is responsible for monitoring this and what they should do if there is an empty property in their neighbourhood that they are concerned about. 
i) VL will log these issues on the CP Managers Responses sheet for responses at October’s meeting. 
4. Final consultation on the new style annual report for customers 

a) VL gave copies of the final draft of the new style annual report to Customer Panel members. 
b) VL confirmed that the Service Improvement Team had worked hard to produce the annual report in line with the consultation they had carried out in June and therefore hoped that customers found the report useful and interesting to read. 
c) VL confirmed that the report would be sent to all customers week commencing 20th September and would be on display at the Key Customer Conference.  
5. New Code of Consult and Terms of Reference
a) In July’s meeting the Panel were consulted and involved in the review of the Customer Panel Terms of Reference and the Code of Conduct   
b) VL informed the Panel that she had made the updates and changes that they had requested and gave them copies of the amended versions. 

c) The new documents were approved. 
6. Final consultation on the new customer involvement options booklet 

a) VL gave the Panel copies of the final draft for the new customer involvement options booklet, ‘Getting Involved’. 
b) The Panel read and approved the booklet and VL confirmed that she hoped it to be ready for the Key Customer Conference and that it would be sent to all customers some time in October.  
7. Key Customer Conference update 

a) VL confirmed that plans for the conference were going well with staff in place to lead on the transport arrangements and workshops. 
b) It is envisaged that around 230 customers from the East and West Midlands will attend. 
c) Some Customer Panel members offered to lead on the Customer Involvement stall for 20-30 minute stints. VL to contact them direct to confirm. 
8. Key Customer training 

a) Some Customer Panel members had attended the Mental Health Awareness training on 25th August. They fed back to the Panel that it had been a very good session and they had got a lot out of it. 
b) VL confirmed that the next training session would be on ‘Safeguarding vulnerable adults and children’.  Date to be confirmed for sometime in October. 

9. Any other business

a) Members of the Panel suggested that it would be good to have more information on what Friendships advocacy service involves. 
b) VL to get information / speaker for next meeting.  
c) The Panel suggested that there should be a Code of Conduct for all customer involvement meetings, similar to the one for Customer Panel. They also feel that this should be stapled to the front of sign in sheets for people to read before they sign in confirming their attendance. 
d) All Customer Panel members now have ID badges, however it was noted that three were incorrect. VL to speak to HR and amend these in time for the next meeting. 
10. Date and time of next Key Customer Panel meeting 

a) VL reminded the Panel that the next meeting would be on Wednesday 25th October from 11.30am – 3.00pm at Newhall Hill. 
Key Customer Panel membership 

	Attended August meeting 
	Did not attend 

	
	

	Jenni Beckford
	Ted Corrigan

	Carol Williams
	Sophrana Hassan

	Graham Birch
	Christine Coughlan

	Gwen Rigby
	Robert Shale

	Angela Stanier
	Val Saddington

	Nasreen Begum
	

	Pearl McCauley
	

	Mohammed Ajmal
	

	June Bradbury
	

	Ronald Brown
	

	Val Jukes
	

	Ted Knight 
	

	Stephen Day
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