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Informed, Consulted and Involved!

Meeting Minutes
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	Date and Time of Meeting
	Friday 17th December 2010
1.00pm – 3.15pm 

	Venue
	Newhall Hill, Birmingham

	Customer Panel Chair
	Victoria Leonard – Customer Relations Manager
Diana Jones – Interim Housing Manager (for item 4)

	Number of Attendees
	15 from the East and West Midlands. 


Bold = Action points

1. Introductions
a) Victoria welcomed everyone to the very festive December meeting. 
b) The Panel acknowledged that it was the forth birthday of the Panel as the first meeting took place in December 2006. 
c) VL passed on Christmas wishes from members who were unable to attend the meeting. 
2. Matters arising from November’s meeting 
a) VL reminded the Panel that Sophie Hall and David Feiven had led on the November meeting as she was away. Notes of this meeting are not yet available but would be posted out ASAP.
3. Update on Housing Management restructure  
a) VL informed the Panel that the new housing structure was in place. 
b) VL informed the Panel that the new structure would take effect from 4th January. However, some roles were still vacant and the external interviews for these would take place week commencing 3rd January.
c) All jobs within the two housing teams ‘Neighbourhoods Team’ and ‘Income collection and Financial Inclusion Team’ had at first been ring-fenced to staff within the old housing management team structure. 
d) All applicants (internal and external) have and will be going through an Assessment Centre selection process. This includes taking a maths and English test, an interview and role play / paper exercise. 
e) VL handed each member a copy of the new structure chart for the new teams including the new Customer Services Team and the new contact centre. 
f) VL explained that Sophie Hall would be leading this new team. Her job title is changing from Service Improvement Manager to Head of Customer Services and Quality. Taking on the new position of Head of Income and Financial Inclusion goes to an external applicant called Gwyneth Gascoigne who will work across the East and West Midlands but will be based at the Nottingham office. The other new position is Head of Neighbourhood Services. The successful applicant was Alison Cotton who currently works at Beechdale Community Housing Association.  Alison is currently their Operations Manager and will take over her job as Head of Neighbourhoods sometime in the New Year, covering the East and West Midlands as well as the Beechdale stock.
4. Visit from Diana Jones – Interim Housing Manager 
a) The Panel welcomed Diana Jones to the meeting.
b) Diana explained that she was working with the Neighbourhoods team on an interim basis until the new team was in place. Diana said that it was likely she would be with the Association until March.

c) Diana gave the Panel an overview of what she was doing in the team and her career background and the Panel wished her well. 
5. Key Customer Scheme survey draw   
a) VL reminded the Panel of the survey that was posted out to all Friendship customers in October. The survey accompanied a copy of the new ‘Getting Involved’ booklet and the Key Customer Registration form. 

b) All returned surveys were entered into a prize draw for £20 worth of high street shopping vouchers. 

c) VL informed the Panel that responses had been very positive with people finding the new booklet very informative and easy to understand.

d) It has generated a lot of interest from customers wanting to find out more about getting involved. 

6. Tenant Services Authority Update
a) VL updated the Panel on the Tenant Services Authority explaining that Peter Marsh the CEO of the TSA, handed his notice in and left.
b) The TSA is now being run by a current member of the TSA team in the interim between now and 1st April 2011 when the Homes and Communities Agency (HCA) will take over as the regulator for housing providers in England. 
c) Services from the TSA are currently being wound down and will close for good on 31st March 2011.
7.  Key Customer Conference 2010 DVD 
a) VL showed the DVD of the 2011 Key Customer Conference which had been filmed and produced by Jenny Ward in the West Midlands Property Services Team. 
b) Panel members expressed an interest in owning their own copy. 

c) VL to ask Jenny if copies can be made. 

8. Key Customer Panel annual review
a) VL thanked all members for completing their Key Customer Panel annual review forms.
b) The results showed that members are happy with the current arrangements for the meetings and VL confirmed that she would book meetings in for 2011 and get a copy of the dates to the Panel in early January. 
9. Annual training plan for Key Customers

a) The annual review had showed that Panel members had got a lot out of the training provided during 2010. 
b) VL confirmed that she would be putting a comprehensive training plan together for 2011 based on topics that the Panel had suggested. The training would remain free of charge to involved customers and attendees would receive a certificate of attendance. 
c) VL confirmed that spaces would also be available to other Key Customers outside of the Panel as an added perk for their involvement in other activities. 
10. Any other business

a) No AOB noted. 
11. Date and time of next Key Customer Panel meeting 

a) VL to confirm early in the New Year. 
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