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Informed, Consulted and Involved!

Meeting Minutes
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	Date and Time of Meeting
	Thursday 28th April 2010
6.00pm – 8.30pm

	Venue
	50 Newhall Hill, Birmingham

	Customer Panel Chair
Visitors
	Victoria Leonard – Customer Relations Manager
William Carter – Head of Housing Management for item 4.

	Number of Attendees
	11 from the East and West Midlands. 


Bold = Action points

1. Introductions 
a) Victoria welcomed everyone to April’s meeting.
2. Matters arising from March’s meeting
a) VL informed the panel of the responses to issues raised in March’s meeting.
	Issue raised
	Relevant managers response

	Bathroom Sealant: When work is done to re-seal a bath are the contractors required to take the original seal off before they start? (panel discussed someone's example where the bath had been filled but the old sealant had not been removed. Comments from others were, 'I've had to do it myself'  'I took three layers off'  'what does the job involve?' 'are we paying for the original seal to be removed but they are not doing it?'
	Yes. The original sealant which I assume is defective or worn out should be removed before applying a new seal with the operative standing inside the bathtub so the seal fills the gap while the bath is in compression.

	
	

	New Door Replacement Group: Panel pleased that this group is in place but asked why we are not looking to combine windows and doors in the new contract rather than look at doors on their own? Would it be better VFM? 
	We are looking at a number of contracts, the doors contract is a specific specification and deemed more specialist works. The window contract is a PVCU contract we do include for doors in this contract as well. 

	
	

	MITIE Contractors: The panel discussed the poor level of service they have received from MITIE who have been doing external painting works. A panel member from Nuneaton said that the MITIE contractors for her area had done a good job however, others had examples of poor performance. All said that the contractors had not cleaned the gutters. Non of them had started by sanding / undercoating and the letters telling people about the visits, although recently improved they do not state what the workers will be doing on site. The panel said that this would help people know what to expect when the workers were on site. A similar approach should be made for all up coming works. 
	There have been contract review meetings held and a formal notice was issued to the contractor regarding the default and failure to meet standards. The contractor has re-inspected all works and carried out remedial works at their cost The issue about issuing satisfaction cards incorrectly has also been redressed We have checked works done and quality has increased and works have been accepted as meeting our standards. A contract review will be carried out against pre set questions and performance and satisfaction are taken into account. If a contractor gets a bad score or fails this review we do not use them again.

	
	

	MITIE contract:The panel asked if there was a tendering process for MITIE and asked if customers were involved in the procurement. How long have MITIE had the contact? Also, have other customers been given the opportunity to feedback on the service? Have they received customer satisfaction forms or been contacted? 
	No, customers were not involved in this procurement as it is an annual contract conducted prior to the current team set up. Customers do and will receive satisfaction cards and we will have these to review. This will be in addition to the contract review now instigated by the Head of Property Services these reviews have not previously been carried out and will reflect customer comments and satisfaction and may mean a contractor not being used again.

	
	

	Rotton Facias: Who deals with rotten fascias? Is it MITIE or Lakers / Woodlands. 
	Depends. If the work is to repair/renew the fascias, soffitts etc are included within the pre paint repairs contract and a particular scheme is undergoing pre paint repairs, then it would be MITIE under the current contract. If the repair/renewal is being done outside the cyclical repair programme, then it would be the respective day to day contractor i.e. West Mids=Lakers, East Mids=Woodlands.

	
	

	Cards / Laker: A panel member brought in a copy of a card put through his door from Laker about the annual gas service. The panel noted a few errors in the card and were concerned that it had been sent out to customers in its current state. Such as using our old name 'fch' rather than Friendship Care and Housing. It also states 'working in partnership with Friendship Housing & Care' Panel members said this looked unprofessional. The cards also called us a registered social housing provider, however the correct term since 1st April 2010 is Registered Housing Provider. A panel member also commented that the card says which day the appointment will be without consultation and does not offer an am or pm appointment. 
	In conjunction with David Feiven (Communications Manager) this card is being reviewed it is out of date on a number of counts and falls below what we expect This is a good opportunity to renew the previous card used.

	
	

	Gardening and cleaning monitors: The panel discussed issues around the gardening and cleaning. With specific complaints about gardening. The panel where aware that last year before the new contracts were in place that Scheme / Area Monitors would be recruited to record what work had been done and that this info would be fed back to the housing team to monitor performance. They are annoyed that the monitors have still not been arranged / trained and would like feedback on why the idea has been scrapped or why there has been such a long delay.  
	No response received from housing team as yet. VL to chase for May Customer Panel meeting. 

	
	


3. Customer Involvement Impact Assessment 2009/10 and Involvement Statement 2010/11. 
a) VL thanked everyone for their input over the last few months regarding the production of the Customer Involvement Impact Assessment 2009/10 and the Involvement Statement 2010/11. 
b) VL confirmed that she had presented them at the recent Board meeting and they had been approved. 

c) VL handed all panel members a copy of the two documents for their records. 

4. Housing Management update
a) The panel welcomed William Carter, Head of Housing Management to the meeting.
b) WC discussed with the panel the recent achievements of FASA. He added that a meeting had recently taken place with staff and FASA members to compare their void inspection reports and there had been some very interesting findings which will help us improve the service. 
c) WC informed the panel that Caroline Hincks, Senior Housing Officer for the West Midlands has left the Association. 

d) WC informed the panel that the housing management service was currently being reviewed and that customers had a part to play in the review. 

e) Helen Scurr a consultant is working with Friendship to review the service. The review will involve meeting with staff, looking at current working practices, interviewing customers in focus groups in the East and West Midlands and then compiling a report with recommendations to the senior management team. 

f) The senior management team will then make decisions on how to best improve the housing management services for the good of the Association and our customers.

g) William sadly announced to the Customer Panel his departure from Friendship Care and Housing saying that he had very much enjoyed his time at Friendship and the opportunity to work with Key Customers.
5. Customer satisfaction tracker surveys
a) VL gave the panel a copy of a draft customer satisfaction telephone survey script to be used at the end of May.
b) VL said that a company called Creative Juices had been commissioned to carry out the survey to a random selection of 200 customers to gauge satisfaction in a range areas. 
c) The panel checked through the questions and script and made suggestions about the form. VL to pass this on to Sophie Hall, Service Improvement Team manager. 

6. Tenant Services Authority update 

a) VL informed the panel that all managers at Friendship had been receiving training on the new regulatory framework. The training has been delivered by the National Housing Federation (NHF)

b)  VL confirmed that the Service Improvement Team were in the process of putting a plan together on how the consultation around Local Offers will take place.
c) VL to give the panel more information at the May Customer Panel meeting. 
7. Customer Involvement Review June 2010

a) VL informed the panel that the review was under way and that the new Customer Involvement Options booklet was in its final draft.

b) VL will consult with the Customer Involvement Working Group and bring the finished product back to customer panel in June. 
8. Key Customer Conference 2010 consultation 
a) VL informed the panel that it was that time of year again to start planning the annual Key Customer Conference. 
b) VL told the group that she had promised the east midlands customers and staff that venues in the East Midlands would be considered for this year. 
c)  VL asked the panel to think about if any of them would like to be involved in this year’s Key Customer Conference Committee. The role would involve attending meetings and carrying out tasks in their own time to help plan the conference. It could also mean having responsibilities on the day too.
d) If you are interested in getting involved in this then please let Victoria know by 25th May. 

9. Value for Money ideas and suggestions 
a) A few panel members mentioned that they had received duplicate letters from the Property Services team and were concerned about the cost of the un-necessary postage. VL to speak to the Property Services Team to ensure this does not happen again. 
10. Customer training update

a) VL informed the panel that the customer training entitled ‘This is Friendship’ had recently taken place. The feedback had been very good from customers who attended the training session run by Carina Monnelly- Owen, Training Manager and David Feiven, Communications Manager.

b) Those that attended shared their experiences with the rest of the panel and VL handed them their certificates of attendance.
c) VL informed the panel that she would advertise the date and details of the next training session as soon as it was finalised with the Training Team.
11. Any other business

a) VL informed the panel that along with William Carter leaving the association there were a few other staff changes. Louise Beasley, HR Manager is leaving the Association 14th May. Helen Lee, the new Customer Liaison Officer for the East Mids starts on 10th May. 
b) The Property Services Team are also in the process of recruiting two new posts. A West Midlands regional manager role (currently filled by Wayne Robinson on a temporary basis) and an Asset Manager role. 
c) Angela Stanier informed the panel that she had been asked by John Broadhurst, Head of Property Services to be involved in the recruitment process for both positions. 

12. Date and time of next Key Customer Panel meeting 

a) VL confirmed that the next meeting will be on Tuesday 25th May from 11.30am – 3.30pm at the Nottingham office. 
Key Customer Panel membership 

	Attended April meeting 
	Did not attend 
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