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Informed, Consulted and Involved!

Meeting Minutes
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	Date and Time of Meeting
	Thursday 28th January 2010
6.15pm – 8.30pm

	Venue
	50 Newhall Hill, Birmingham

	Customer Panel Chair
Visitors
	Victoria Leonard – Customer Relations Manager
Selina Bernard – Quality Officer (agenda item 3)

	Number of Attendees
	11 from the East and West Midlands. 


Bold = Action points
1. Introductions 
a) Victoria welcomed everyone to January’s meeting and the panel welcomed some new customers sitting in as a guest for the January meeting.

2. Matters Arising from December’s meeting

a) VL informed the panel that for the February meeting she would ask for more info on the complaints reporting including the number of complaints received and what people complain about the most. VL to report back in February’s meeting. 
b) All members confirmed that they were happy with the dates for Customer Panel 2010. Including two dates at the Nottingham Office at the request of members in the December meeting. 
3. Review of standard complaints letters – with Selina Bernard, Quality Administrator
a) Selina was welcomed to the meeting to consult the panel on the standard complaint letters. 
b) Selina gave an overview of the 3C’s policy for Compliments, Comments and Complaints. Selina reminded the panel that they had been consulted on the review of the 3’Cs policy late last year and the review of the letters was part of that improvement. 
c) Selina handed the panel members copies of all the complaints standard letters and showed how the amendments made to the policy by customer panel had been reflected in the letters. Such as informing customers that they would receive a phone call by an investigating officer at the first stage of a complaint. At the second stage the customer is offered a face to face meeting either at their home or in the office. 
d) The panel discussed the letters and were asked to confirm whether or not they were happy with the letters and to forward any comments to Selina Bernard by 3rd Feb. 
e) The group discussed how they were happy with the new policy and letters but felt that it was the response times that were the problem. 
f) Selina was asked how Friendship will improve the timescales stated in the policy and expressed concerns that some staff were not meeting them. 
g) Selina informed the panel that a new report would name and shame those teams who were not responding to customers as per the agreed timescales in the policy. Also, more staff have received training recently on the Contact Manager system where complaints are recorded so this should help. 
4. New Customer Panel meeting assessment structure 

a) VL informed the panel that back in November Mike Lawlor chaired the Customer Panel Meeting and piloted a meeting evaluation form. 

b) VL showed copies of a form she had drafted to capture everyone’s satisfaction of the meeting and each agenda item.

c) VL explained that we needed to improve how we evidence the outcomes of each meeting and the importance and interest of each item. This information would be used for the Involvement Impact Assessment and to improve future meetings. 

d)  VL suggested that we use the draft form for the January meeting to see how it worked and if the panel wanted to offer any changes. VL explained that she would like each member to take it in turns each meeting to complete the form with discussion and input from each member.
e) The panel suggested that the form was completed at the end of each agenda item rather than the end of the meeting as it would be harder to remember the details. 

f) VL to add the results at the end of each agenda item for the purpose of the minutes. 
5. Final consultation of new draft policies. Customer Involvement Policy and Customer Involvement Expenses and Rewards Policy.

a) VL gave each member a copy of the final draft version of the new policies. 

b) The policies follow the consultation with customers and staff from October as well as benchmarking with other housing associations. 

c) VL explained that the policies would be going to the Equality and Diversity Committee on 11th February for approval and would then be available on the website and to customers upon request. 
d) The panel read the policies and confirmed they were happy with the final copies. 
e) VL thanked the panel for their involvement in the production of the policies. 
6. Tenant Services Authority (TSA) Regulatory Framework update 

a) VL reminded the panel that the TSA’s new regulatory Framework would be published in April 2010, following a twelve month consultation programme. 
b) VL handed the panel a copy of the proposed six standards, they include:

1) Tenant Involvement and Empowerment

2) Home (repairs / quality of accommodation)

3) Tenancy (allocations / rent / tenure)

4) Neighbourhood and Community ( ASB / neighbourhood management)

5) Value for Money

6) Governance and Financial Viability

c) VL informed the panel that Friendship staff would be receiving training on the new standards over the next few months. 

d) The TSA require Housing Associations consult customers on how the national standards can be tailored to suit them and to decide on making local standards to suit a specific area be that a street, town or district. 
e) VL informed the panel that this would remain on the agenda for Customer Panel for the foreseeable future to ensure the Panel are up to date on the progress of how Friendship are meeting / or planning to meet the Standards. 
7. Customer Panel member annual review forms

a) VL thanked the members of the panel that had completed the Customer Panel member annual review form in time for the meeting. 
b) The panel discussed some of the issues and comments made. Such as the type of training they would like the opportunity to do. 
c) The panel also discussed raising their profile and capacity to get more involved. Many had ticked the review form to say that the idea of a Deputy Chair and Scribe for Customer Panel was a good idea. Some were interested in these roles but wanted time to think about it. This issue to be referred to February’s meeting. 
d) VL informed the panel that the Key Customer Training plan for the next 12 months will be brought to the February for discussion.

7. Value for Money 
a) VL explained to the guest panel members what the VFM agenda items was about and reminded other staff to bring along any VFM items they might have. 
b) No VFM issues were recorded for this meeting. 
8. Key Customer Training 
a) VL reminded the panel of the free equality and Diversity training available to them. 

b) It is being held on Friday 12th February in Sparkbrook from 9.30am – 1.00pm 
10. Any other business?

a) The panel discussed how they would like to extend the evening customer panel meetings from 6.15pm to 6.00pm til 8.30pm. 
b) All panel members including those that only attend evening meetings due to work etc were consulted. It was agreed that all evening Customer Panel meetings will now start at 6.00pm. 
c) VL gave each member of the panel a copy of the InStep newsletter for January. (InStep provide information services for tenants: Empowerment and Participation). 
11. Date and time of next Key Customer Panel meeting 
a) VL confirmed that the next meeting will be on Friday 26th February from 11.30am – 3.00pm at NHH. 
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