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Informed, Consulted and Involved!

Meeting Minutes
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	Date and Time of Meeting
	Friday 26th February 2010
11.30am – 3.30pm

	Venue
	50 Newhall Hill, Birmingham

	Customer Panel Chair
Visitors
	Victoria Leonard – Customer Relations Manager
William Carter – Head of Housing Management 

	Number of Attendees
	9 from the East and West Midlands. 


Bold = Action points
1. Introductions 
a) Victoria welcomed everyone to February’s meeting. 
b) VL explained there had been quite a few apologies for the meeting 

2. Matters Arising from January’s meeting

a) VL informed the panel that Vanessa Stephens, compliance Auditor in the Service Improvement Team will be producing a report for March’s meeting on complaints at the request of panel members. 
b) January’s meeting minutes were agreed as an accurate record. 
3. Bolton at Home visit report from Christine Coughlan and Valerie Jukes
a) VL informed the panel that Christine and Val had joined Mike Lawlor on a visit to ‘Bolton at Home’ (a housing provider in Bolton). 
b) They had created a Green Inspectors Scheme and won awards for it.
c) Chris and Val gave a short presentation to the panel about their visit and handed out further information to each member about the benefits of such a scheme.   
d) The Property Services Team are looking into the possibility of a similar scheme for Friendship. 
4. Tenant Services Authority update 

a) VL informed the panel that in her role as Chair of the MNRI (Midland Network for Resident Involvement, she had carried out a Question Time event on 23rd February with a representative of the TSA. 
b) Questions put to the TSA were around the new national regulatory framework and local standards.
c) VL confirmed that the final new standards document would be published on 16th March and copies would be made available to members at the March meeting. 
5. Choice Based Lettings news with William Carter, Head of Housing Management.
a) The panel welcomed William Carter to the meeting.

b) WC informed the panel that in line with the government requirements. He explained that all housing associations must sign up to a local choice based lettings scheme by the end of 2010
c) Friendship had signed up to Birmingham’s Choice Based Lettings Scheme called Birmingham Home Choice.
d) WC explained that previously we held our own waiting list and we told you which property you could have. With choice based lettings you must register with the council (Birmingham City Council for the Birmingham area properties but other areas have their own such as the Derby Home-finder Scheme) They will give you a ID number and PIN so that you can start bidding for properties. 
e) The properties are advertised each week on the website and in the property newsletter available in libraries and neighbourhood offices. 
f) You can then bid on any property you like within Birmingham regardless of which housing provider it belongs to. However, restrictions do apply. For example a single person would not be eligible to bid on a three bed-roomed house. 
g) All new applicants for housing are now asked to register with Birmingham City Council (or relevant east midlands scheme) as Friendship does not hold a waiting list anymore. However, if you are already a tenant wanting a transfer this can still be done internally via the housing team but you are also free to register for choice based letting as well in to increase you chances of being offered a move.  
h) WC explained that the Newhall Hill office is an access point for customers to bid for properties. That means people who are not already customers of Friendship can come here to see the properties and get help with bidding. 
i) WC was asked how more vulnerable people are expected to bid each week. WC explained that you can nominate a support worker or family member or friend to bid on your behalf. 
j) WC was asked if someone with a Fair Rent Tenancy could keep it if they moved to a different council / housing association. WC explained that for a move from a housing association to a council Fair Rent would be lost however, a decision is still to be made if the same rules apply for a move from housing association to housing association. 
k) For more information contact the Housing Team or Birmingham Home Finder direct at www.birminghamhomefinder.co.uk 
6. Value for Money ideas and suggestions 

a) A member of the panel raised the issue of replacement sealant for baths/bathrooms. ‘Are the contractors supposed to be removing the original sealant rather that just putting another layer on top as this looks messy’ ‘what does the service level agreement say about this?’   
b) VL to raise this with the Property Services Team 
7. New Property Services / Housing Management Meetings
a) VL reminded the group about the new format for regular customer involvement meetings within the housing and property services teams. 
b) VL informed the panel that Mike and the Property Services team had started with their new meetings called Building Excellence. 
A meetings in the East and West Mids had been carried out in February and had gone very well with a big turn out at each.
c) These meetings will be held every three months in the East and West Midlands with no fixed membership to encourage different people to attend each time.   
d) VL informed the panel that the Housing Teams for East and West would be holding their first new meetings from April 2010. a name is yet to be decided but customer are asked to put forward suggestions. 
8. Re-vamped Mystery Shopping Scheme Update 
a) VL explained Friendship had been training and supporting customers from the East and West Midlands since 2006 as Mystery Shoppers. 
b) VL informed the panel that with the new TSA Regulatory Framework coming in from April we are looking at ways to make the most of how we monitor and scrutinise performance. 
c) VL informed the panel that Customer Panel and Mystery Shopping had previously been kept separate however from this year reports would feed through to the panel to raise their awareness of the relevant issues. 
d) VL added that the Mystery Shoppers had met on Friday 19th February to work on the first phase of the project. Elements of the Customer Access Protocol would be used. (A copy of this was given to all at the meeting).  
e) VL confirmed that a report from this would be available for the May Customer Panel meeting for discussion. 

9. New Annual Training Schedule for Key Customers
a) VL informed the panel that she was working on putting an annual training plan together for Key Customers. This was being done to formalise the training and other opportunities for Key Customers and also because it is a requirement of the TSA to ensure housing providers are looking at ways to increase the capacity of its customers to get involved. 
b) VL informed the panel that even though this was a ’working document’  in that it would be updated and amended throughout the year she would bring a copies for all members for the March’s meeting. 
c) Five panel members had recently attended Equality and Diversity Training with Friendship’s Training Manager, Carina Monnolly-Owen. It was a great session and was enjoyed by all. Those who attended shared their thoughts about the training to the other members.  
10. Any other business?

a) VL informed the panel that the new Customer Involvement Options Booklet (as consulted on at the January meeting) was in its first draft and discussed the layout and design of the booklet.
b) VL asked the panel to produce one or two quotes each that could be used in the booklet. Quotes to be around why they got involved, what they have got out of it, differences it’s made and why others should get involved. 
c) VL was asked to inform the panel which taxi firm is being used to collect them as on occasion it varies. Primarily for the East Midlands. VL to ensure this happens.
d) VL informed the panel that the Property Services Team had created a new project group called the Door Replacement Working Group. The group consisting of six customers from the East and West Midlands will look to find a new door contractor (now that Plastex have gone out of business)  the group will be consulted and involved in the whole process from looking at door types, colours, door furniture and accessories. 
e) A couple of the members who are panel members explained to the panel that it had been agreed that the new contractor will supply and fit the doors and that letters will be going out soon to invite contractors to come and give a presentation on their products. Short-listing will then take place from five companies to two. 
f) Customer Panel members will receive an update about this during the April / May meeting(s). 
11. Date and time of next Key Customer Panel meeting 
a) VL confirmed that the next meeting may be changed but that she inform members of the date / time and venue in the invite letter for March asap. 

Attendance List for February 2010
	Attended
	Sent Apologies

	Graham Birch
	Bob Shale

	Christine Coughlan
	Jenni Beckford

	Nazreen Begum
	Ted Corrigan

	Carol Williams 
	Amanda King

	Angela Stanier
	June Bradbury

	Gwen Rigby
	Ron Brown

	Stephen Day
	Mohammed Ajmal

	Val Saddington
	Pearl McCauley 

	Val Jukes
	

	Victoria Leonard (Chair) 
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