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Informed, Consulted and Involved!

Meeting Minutes
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	Date and Time of Meeting
	Wednesday 30th June

6.00pm – 8.30pm 

	Venue
	Newhall Hill, Birmingham

	Customer Panel Chair
Visitors
	Victoria Leonard – Customer Relations Manager
John Broadhurst – Head of Property Services (for item 3)

	Number of Attendees
	12 from the East and West Midlands. 


Bold = Action points

1. Introductions 
a) Victoria welcomed everyone to June’s meeting. 
2. Matters arising from May’s meeting 
a) VL informed the panel that she had now received responses to the issues outstanding from Aprils meeting. 
	Issue raised
	Relevant managers response

	
	

	1. Fair Rent reviews: A CP member from Moseley said that she had received a visit from the Fair Rent Officer and they complained to her that Friendship never send a member of staff along to sit in on the fair rent interview. (WC was in the meeting and responded that its because they never tell us when they are visiting) however, can we respond to Customer Panel with what we are going to do about this? 

2. Rent payment methods: Customer Panel discussed how tenants should be able to pay their rent weekly or monthly dependant on their circumstances / preferences. CP were informed that customers do have this option but the panel said that to be telling people at the start of their tenancy wasn't enough. The panel suggest reminders or helpful tips to be sent out with the rent statements. 
	Marcia Lewis, Housing Manager for West Midlands says: We have now spoken to the Fair Rent Office and have had assurances that we will be invited to future home inspections.  Thus far we have only had four requests and will ensure that we attend these with the inspectors.
Marcia Lewis, Housing Manager for West Midlands says: Thank you for your suggestions.  Customers are advised on how to pay and the payment frequency agreed whenever we discuss their rent accounts, this is not only at the start of the tenancy, but whenever they are in contact with us about their accounts.  We have been looking at producing a leaflet about the customer’s obligations and can include about paying rent monthly or weekly dependant on their circumstances we hope to complete this by September 2010. 

	
	

	3. Leaseholder statements: A leaseholder on the panel asked why leaseholders receive a rent statement when they do not pay rent. Can it be called Service Charge Statement or similar? If not why not?
	Marcia Lewis, Housing Manager for West Midlands says: Thank you for this comment.  As you are aware we are looking at ways of improving our rent statement documents. Your suggestion is currently not possible due to ICT issues, but with the migration to a new housing management ICT system – Universal Housing in March next year, we hope that we will be able to address this.

	
	

	4. 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.  
	Marcia Lewis, Housing Manager for West Midlands says: We are still trying to encourage customers in becoming scheme monitors.  In the West we have sent out 90 letters to customers that have either made comments or some complaints about the service.  To date we have had 14 responses, with only 8 customers agreeing to become a scheme monitor.  The East are carrying out a similar exercise.  We are disappointed at the amount of responses received so far. However, we can confirm that the officers are carrying out regular site inspections and liaising on a weekly basis with the contractors.

	
	

	5. Aprils meeting minutes: Customer Panel noted some minor errors in the March meeting minutes.
	Errors corrected. Revised copy now available. 


b) The panel asked for an update on the scheme monitors recruitment for the July meeting.  (as per item 4 above)
c) The panel asked for more information on the introduction of a Tenant Obligation Leaflet. What is its purpose and how will it be used? Will customers be consulted on the content and involved in its production? (as per item 2 above)
d) The panel asked if the introduction of Universal Housing will fix other problems such as letters not being able to be sent to joint tenants. 
e) VL to ask Housing Management for responses to these issues by the July meeting. 
3. Asset Management and CHIC update with John Broadhurst 
a) The panel welcomed John Broadhurst to the meeting. 
b) John explained that he wanted to update the panel on the Asset Management Strategy. 
c) JB explained that the Asset Management Strategy is a strategic document explaining how we will look after our properties in a planned and effective way. The document went to the Board of Management in April 2010 and was approved.

d) JB explained that part of it was to look at how to reduce the number of ‘responsive’ repairs that are carried out day to day as this will save money for more work to be carried out in a more planned, rather than reactive way.
e) JB confirmed that it was important that Friendships commitment to customer involvement was clearly stated in the Strategy. 
f) JB went on to explain to the panel the purpose of the new ‘group’ called CHIC. CHIC stands for Central Housing Investment Consortium. 
g) JB explained that this was a major piece of work that Friendship is involved in and has helped create. CHIC comprises of housing provides in the Midlands who will work together to share resources and make huge savings in procurement of goods and services that they can all share due to buying in bulk. 
h) JB was asked what Legionella is. JB explained that Legionella is an illness that can be caused by bacteria in water. Generally caused by dead end pipes or outlets that are not regularly flushed such as taps, shower heads etc. Legionella can be fatal and displays it self in flu like symptoms. 

i) JB asked what ‘de-conversion’ meant. He explained that Friendship have a lot of properties, especially in Birmingham that are large houses that over the years have been converted in to flats. He said that housing needs are changing and larger family homes are now in high demand. This is why Friendship is de-converting some of its properties from flats back to houses. 

4. Tenant Services Authority / Local Offers / Annual Report Update

a) VL informed the panel that the Service Improvement Team had carried out focus groups to consult random groups of customers from across the East and West Midlands. The focus groups were used to kick start the consultation of this years new annual report, required by the TSA. The annual report is for all customers and needs to demonstrate how Friendship has performed against the new Regulatory Framework. Customers were consulted on the design and layout and were asked which performance figures were of most interest to them. We are using this information to produce a draft version of the Annual Report which will go to the July Customer Panel meeting for final approval. 
b) Once approved it will be sent to all customers in October 2010.
c) The focus groups were also used to ask customers about the Service Standards currently in place and where customers would like to see these tailored to suit specific needs of certain areas or certain groups of customers such as those over 65 or under 25. These are called Local Offers and further consultation on this will take place over the next 6-12 months. 
6. Customer Involvement Options Booklet – Final consultation
a) VL gave the panel copies of the final draft of the new Involvement Options booklet. 

b) The panel discussed the booklets layout, format and content and made a number of suggestions to improve how it looks to ensure it is inviting to customers and encourage them to get involved. 

c) The final draft will be available for the July meeting. 
7. Tenant Profiling Project update / Satisfaction Survey
a) VL informed the panel that Friendship had recently employed an external company to help with the tenant profiling project.
b) VL reminded the panel that tenant profiling involves collecting relevant and up to date information about our customers. This is a requirement of the Tenant Services Authority. We are to use this information to give us a better understanding of our customers needs and requirements  

c) VL reminded the panel that the same company ‘Creative Juices’ are also carrying out satisfaction surveys for us every two months. 

d) The results of the first survey where 200 customers were randomly called form the East and West Midlands will be presented to staff and customers on Wednesday 7th July at the Newhall Hill office. Panel members wishing to attend this meeting to let VL know asap. (The meeting has now been postponed until August.)
8. Value for Money ideas and suggestions
a) The panel asked if they would have ID badges to say that they are Customer Panel members. This would save time and money in using disposable name badges every time they attend a meeting. 
b) VL to take photos of panel members in July’s meeting for the badges. 
9. Customer training update

a) VL confirmed that free Health and Safety training for key customers would be held in August / September. VL to confirm the new date by the July meeting date. 
10. Any other business

a) VL informed the panel that Friendship has built some new properties in the Derby area. The opening ceremony will take place on Monday 19th July. Jenni Beckford, Derby customer has been invited to attend on behalf of the panel. 

b) VL said that the Service Improvement Team have received a couple of sample reading magnifiers to see if it’s something we would like to provide to our customers. VL showed the panel and they agreed that they could be useful for people. 

11. Date and time of next Key Customer Panel meeting 

a) VL confirmed that the next meeting will be on Thursday 29th July 2010, at Newhall Hill, Birmingham from 11.30am – 3.00pm. 

Key Customer Panel membership 

	Attended April meeting 
	Did not attend 

	
	

	Jenni Beckford
	Stephen Day

	Carol Williams
	Ted Corrigan

	Graham Birch
	Val Jukes

	Gwen Rigby
	Sophrana Hassan

	Angela Stanier
	Christine Coughlan

	Nasreen Begum
	

	Val Saddington
	

	Pearl McCauley
	

	Mohammed Ajmal
	

	June Bradbury
	

	Robert Shale 
	

	Ronald Brown
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