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Informed, Consulted and Involved!

Meeting Minutes
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	Date and Time of Meeting
	Wednesday 26th January 2011
11.30am – 3.00pm 

	Venue
	Newhall Hill, Birmingham

	Customer Panel Chair
	Victoria Leonard – Customer Relations Manager
Sarah Bakewell – ASB Officer (for item 4)
Mike Lawlor, Customer Liaison Officer (for item 10) 

	Number of Attendees
	10 from the East and West Midlands. 


Bold = Action points

1. Introductions
a) Victoria welcomed everyone the first Key Customer Panel meeting of 2011.  
2. Office Walkabout

a) VL took the Panel on a tour of the new Customer Access Centre and reception on the ground floor and then a tour of the new Neighbourhood and Income and Financial Inclusion Teams on the first floor. 

b) The Panel said that they were pleased with the outcome of the new Access Centre and looked forward to using it and seeing it work in practice. 

c) The Panel met some of the new staff in the new Neighbourhood and Income and Financial Inclusion Teams and received information on who there new Neighbourhood Officer is. 
3. Matters arising from December’s meeting 
a) The Panel confirmed at the minutes for December were an accurate record. 
b) VL confirmed that she started to produce a customer training plan for 2010-11 to incorporate all the training sessions that the Panel had suggested. It will work out to at least one session per month that would be free to Key Customers with Panel members having first refusal. 

c) VL consulted the Panel on whether or not any of the training should be compulsory to Key Customer Panel members. It was agreed that the ‘Welcome to Friendship’ session, run by Carina Monnolly- Owen and David Feiven on Friendships history and services should be made compulsory for Panel members but optional for those involved in other activities. 

d) VL to finalise the training plan by the end of March. 

4. Consultation on the new Anti Social Behaviour Policy and Procedure with Sarah Bakewell – Interim ASB Officer  
a) The Panel welcomed Sarah to the meeting.
b) Sarah informed the panel that she was working with Friendship temporarily as ASB Officer based at Newhall Hill but covering East and West midlands. 
c) Sarah explained that she was managing the ASB issues reported by Friendship customers and working with the teams and external agencies to resolve issues in our neighbourhoods. 
d) Sarah said that she wanted to consult the Panel on the new ASB Policy and Procedure she has produced to inform how Friendship will deal will ASB under the new structure. 
e) Sarah explained that Friendships current ASB policy is about 4 years old and due to changes in the law and at Friendship it was necessary to change it. 
f) Sarah was asked if parking issues is ASB. Sarah explained that parking issues are not classed as ASB unless verbal or physical abuse comes into it. 

g) Sarah was asked what Friendship can do if it is decided that the perpetrator has mental health problems. Sarah acknowledged that mental health issues are always tricky when dealing with ASB and emphasised how important it is to gather evidence and make cases as water tight as possible 

h) The Panel confirmed that they were happy with the new Policy and Procedure for ASB. 
5. Customer Involvement Calendar for Scheduled Activities 
a) VL showed the Panel a copy of the draft Customer Involvement Calendar for Scheduled Activities for 2011.

b) The document lists all the dates, times, venues and lead person details for each customer involvement activity to take place during the year. However it does not include any one off or short notice involvement activities. 

c) It was agreed that this would be put on Friendship’s website as well as the intranet and notice boards for staff.  
6. Value for Money ideas and suggestions
a) None raised. 
7. Presentation on Sustainability by Leonie Cooper – Sustainability Manager at Longhurst Group. 
a) The Panel welcomed Leonie to the meeting.
b) Leonie explained that she works for Friendship’s parent group, Longhurst and is based in the Boston office in Lincolnshire. She has been there since May 2010. 
c) Leonie’s job is to help Longhurst Group, the subsidiary companies like Friendship and our customers become more ‘Green’.

d) Leonie’s role is to ‘champion’ areas such as fuel efficiency and recycling and offer advice and support to Longhurst Group.

e) The Panel discussed withy Leonie was to save money and energy within their own home and Leonie agreed to stay in touch with the Panel and send along any top tips to be discussed at future meetings. 

8. Any other business
a) Mike Lawlor, Customer Liaison Officer for Property Services in the West Mids popped into the meeting to say his goodbyes as he was leaving Friendship for a job at Stroud Council. The Panel wished him well in his new job. 

b) A couple of the panel asked when the customer newsletter is likely to be produced. VL to speak to David Feiven, Communications Manager. 
c) VL informed the Panel that the next customer training session on offer would be ‘Welcome to Friendship’, to be held on Friday 18th February. 

d) VL confirmed that those that had attended the training before did not need to go again but were welcome to as the format changes regularly. 
9. Date and time of next Key Customer Panel meeting 

a) VL confirmed that the next meeting would take place on Thursday 24th February at Newhall Hill from 6.00pm – 8.30pm. 
Key Customer Panel membership 

	Attended January’s meeting 
	Did not attend 

	
	

	Carol Williams
	Jenni Beckford

	Gwen Rigby
	Ted Corrigan

	Angela Stanier
	Sophrona Hassan

	Nasreen Begum
	Val Jukes

	Mohammed Ajmal
	Graham Birch

	June Bradbury
	Pearl McCauley

	Christine Coughlan
	Val Saddington

	Stephen Day
	Ronald Brown

	Ted Knight 
	Lambis Nembhard

	Robert Shale 
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