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Informed, Consulted and Involved!

Meeting Minutes
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	Date and Time of Meeting
	Thursday 24th February 2011
6.00pm – 8.30pm  

	Venue
	Newhall Hill, Birmingham

	Customer Panel Chair
	Victoria Leonard – Customer Involvement Manager
Gwyneth Gascoigne – Head of Income and Financial Inclusion. (for item 2)

	Number of Attendees
	13 from the East and West Midlands. 


Bold = Action points

1. Introductions
a) Victoria welcomed everyone to February’s meeting.

2. Presentation from Gwyneth Gascoigne – NEW Head of Income and Financial Inclusion.

a) The Panel welcomed Gwyneth to the meeting. 
b) Gwyn gave the Panel brief details of her career history and qualifications and explained that she joined Friendship in January 2011 following the housing team re-structure.
c) Gwyn told the Panel that she wanted to re-educate tenants about other options out there other than doorstep lenders or high street stores such as Brighthouse for when they need money or household items. 

d) Gwyn said that she wanted to do more to promote credit unions to our customers and explained that there are different ones all over the Midlands. 
e) Gwyn was asked what the current arrears figure was. She explained that even though it is still high at £744,000 it is a vast improvement on the figure from this time last year which was nearly one million. 

f) The Panel discussed the new affordable rents model and asked Gwyn for more information on what percentage their rents are at on average across the East and West Midlands against market rents. Gwyn agreed to find out in time for the next meeting.

g) The Panel discussed ways to save money on utility bills, especially water as some had seen their bills increasing. Gwyn recommended having a water meter fitted.
h) A Panel member asked Gwyn if she knew anything about a ‘Single Persons Water Rate’ at Severn Trent. Gwyn agreed to look into this and let the Panel know at the next meeting. 
i) Gwyn informed the Panel about the new ‘Universal Credit’ system to combine all the different benefits into one but confirmed that it had been decided that housing benefit would still come direct to the housing provider. 
j) Gwyn made it clear that he hoped to work with the Customer Panel and other customers more closely to help improve the service from the Income and financial Inclusion Team. 
3. Matters arising from January’s meeting 
a) VL reminded the Panel that a training session had been arranged for Panel members on ‘This is Friendship’ whilst she was away last week. However only two people turned up for the training.
b) VL asked the Panel to contact herself or the Customer Access Centre if they were unable to attend training as it takes a lot to set up including the cost of staff, lunch and transport. 
c) The Panel confirmed that the minutes were an accurate record.
4. Friendship / Beechdale Update  
a) VL showed the Panel a copy of the newsletter soon to be delivered to all customers. It is issue three of the set of newsletters that have been sent to customers over the last few months to update them on the changes within the teams at Friendship.
b) The Panel asked if the new telephone number advertised for the Customer Access Centre was free. They also spotted a couple of spelling mistakes. VL to inform the Marketing Team and to get more information about the new number in time for the next meeting. 
5. Regulation update 
a) VL informed the Panel that the TSA (Tenant Services Authority) will no longer be the housing regulator for England from April 2012. 
b) From April 2012 the HCA (Homes and Communities Agency) will take over the regulation of housing providers, however the responsibility will sit with an independent panel within the HCA. Almost a mini version of the TSA. 

c) VL informed the Panel that how high level complaints are dealt with is currently being reviewed by government. 

d) Currently if a customer is not satisfied with the outcome of a complaint that has gone to stage 3 at Friendship (reviewed by the Board) they then have the right to take it to the independent housing ombudsmen who looks at their complaint independently.

e) However under the new proposals it is suggested that customers will have to go through their local MP, Councillor or recognised residents group to get their complaints looked at by the ombudsman.

f) VL to update the Panel of the outcome of this when it had been decided. 

6. Customer Involvement Activities – FASA update 
a) VL gave the Panel an update on the FASA project. (Friendship Authorised Standards Assessors). 
b) She explained that the eight trained customers on the FASA project had carried out inspections of empty properties to ensure our staff and contractors are meeting the Empty Property Standard before we re-let properties. Thirty properties were inspected in total.

c) Stage two of the project involves the FASA members interviewing the tenants who moved into the thirty properties from stage one by telephone or face to face. 

d) There was a delay in the project during the review of the housing teams, however following a meeting on 22nd February the project is now on target to finish in April and a report will be produced for the Business Improvement Committee (BIC) and will be shown to Customer Panel for information. 

e) The FASA members were asked to work in three groups with staff from the Neighbourhoods Team to look at which areas of the service could benefit from being inspected by FASA members next. Two proposals were put forward and these would be put to the SMG (Senior Management Team) to confirm a way forward for Project Two.
7. Value for Money ideas and suggestions
a) The Panel discussed how to get the most out of all the different involvement activities to ensure VFM and improved services for the customer. 
b) VL confirmed that she was looking at ways to better monitor performance of each group and be able to collate actions taken. VL explained the model used for the FASA project. 
c) Members discussed a couple of meetings that they had been to and felt that there were too many people there for it to be a proper meeting. They explained that as the seats were in rows it was more of a way to brief them and talk at them rather than a way for them to be able to get involved in discussion and debate about services. 
d) The Panel discussed different options and VL agreed to put a proposal together to send to Panel members by end of March before discussing with managers. The Panel asked if the Building Excellence meetings could be looked at first. 
8. Annual Training Schedule for Key customers 
a) VL informed the Panel that the new Customer Training booklet advertising customer training this year would now be available in early April. 
b) The ‘This is Friendship’ session will be rearranged for March / April and members would be contacted soon. 
9. Any other business
a) The Panel asked if regular surgeries / walkabouts and local meetings would be taking place now that the new Neighbourhood Team was in place. 

b) The Panel suggested that it would be a good idea to hold a local meeting in different areas as a way for people to meet their new Neighbourhood Officer and other staff and to sort out any outstanding issues that may have been missed during the review. VL to ask the Neighbourhood Team leaders for a response in time for the next meeting. 
c) Lambis explained that she has started to do some voluntary work at the pen museum in the Jewellery Quarter and she is working on a community project. Lambis agreed to give a short presentation about the project at the next meeting on 30th March. 
10. Date and time of next Key Customer Panel meeting 

a) VL confirmed that the next meeting would be on Wednesday 30th March at Newhall Hill from 11.30am – 3.00pm. The meeting will be chaired by Selina Bernard – Complaints Coordinator in Victoria’s absence.
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