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Informed, Consulted and Involved!

Meeting Minutes
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	Date and Time of Meeting
	Tuesday 25th May, 11.30am – 3.00pm 

	Venue
	NG2 Business Park, Nottingham 

	Customer Panel Chair
Visitors
	Victoria Leonard – Customer Relations Manager
Helen Lee – Customer Liaison Officer East Mids

	Number of Attendees
	10 from the East and West Midlands. 


Bold = Action points

1. Introductions 
a) Victoria welcomed everyone to May’s meeting, for the first time held at the Nottingham office. 
b) Customer Panel members took a tour of the Nottingham Office and met with members of the East Midlands Housing and Property Services Teams. 
2. Matters arising from April’s meeting 
a) VL informed the panel of the responses to issues raised in 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. 
	Response to this issue still outstanding from April’s meeting.  
Response to this issue still outstanding from April’s meeting.  


	
	

	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?
	Response to this issue still outstanding from April’s meeting.  

	
	

	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.  
	Response to this issue still outstanding from March’s meeting.  

	
	

	5. Aprils meeting minutes: Customer Panel noted some minor errors in the March meeting minutes.
	VL to rectify this in time for the next meeting in June. 


b) VL to speak to the Housing Managers, interin Head of Housing and/or  Jackie Montgomery, Director of Operations to ensure responses are received in time for the June Customer Panel meeting. 

3. New Customer Welcome Pack 
a) VL reminded the panel of the consultation work we had carried out in Customer Panel on what kinds of things we could give new customers when they move into a Friendship property.
b) VL said that she was pleased to confirm that a welcome pack had finally been produced and showed the panel a sample of the bag and its contents. 

c) The panel were impressed with the bag and were glad that it had been done.
4. Beechdale Housing Association
a) VL informed the panel that Friendship had expressed interest to work in partnership with another West Midlands based housing provider. 
b) They are called Beechdale and are based in Walsall. 

c) VL explained that this would be a partnership not a take over and that Friendship have been short-listed by Beechdale along with two other housing providers. 

d) Staff, Board members and customers from Beechdale will be visiting some of Friendship’s areas and the Newhall Hill office on 3rd June. A courtesy letter will be sent to all Friendship customers whose area is being visited.

e) VL confirmed that Jonathan Driffill, Friendship’s Managing Director had expressed an invitation to Customer Panel members to attend the Newhall Hill office on the 3rd June to have lunch with the Beechdale visitors to give them a customers perspective on what it is like at Friendship. VL to confirm names of those wanting to attend. 
5. Tenant Services Authority / Local Offers / Annual Report Update

a) VL informed the panel that as part of the new regulatory framework, housing providers are expected to produce an annual report by 1st October 2010. This report must be sent to all Friendship customers and the TSA and customers must be involved and consulted in its production.
b) The annual report must state how the association is performing against each of the six standards in the framework and give an action plan of how they plan to meet any gaps they still have.
c) VL informed the panel that they would be consulted on the annual report including the layout and format and they would be involved in the final draft before it was sent to customers. 
d) VL informed the panel that at least for this year, the annual report would replace the December annual report / calendar that is sent to customers to save duplicating information and to save on the printing  and postage of two big mail outs.
e) VL informed the panel that the other part of the Annual Report is to show how customers have been consulted on Local Offers and what Local Offers are being put in place following consultation with customers across the East and West Midlands. 
f) VL informed the panel that they were likely to be invited to consultation events happening in Birmingham, Loughborough, Leicester and Derby. 
g) VL informed the panel that now the new government was formed it was likely they would be looking at the regulatory structure soon. VL said that she did not think the TSA would be scrapped straight away as so much had gone into it and there was no one who could take on that role easily. VL explained that it was uncertain times but she would keep the panel updated as soon as possible. 
6. Customer Involvement Review June / July 2010 

a) VL informed the panel that the review of the Key Customer Scheme had been delayed. 

b) The review includes the production of a new booklet called ‘Involvement Options at Friendship’ along with a new key customer registration form, new involved customers database and a Customer Involvement Survey that will be posted out to all Friendship customers across the East and West Midlands. 
c) VL confirmed that despite the delay she hoped the booklet and attachments would be ready in draft for the June meeting for approval by the panel.

d) Following any amends, the booklet, survey and registration form would be posted to all customers. It is hoped that this will inform people of the many ways in which they can get involved at Friendship and increase and diversify the membership further.  
7. Key Customer Conference 2010 consultation
a) VL informed the panel that the venue for this years Key Customer Conference had been booked. 
b) It will be held on Thursday 23rd September at The Derby Conference Centre, London Road, Derby. The venue used to be a training college for train drivers and is now a really nice conference space. 

c) As usual, all customers will be invited from the East and West Midlands and offered free transport.

d)  Posters and internet advertising will be done by mid July and all customers will receive a personal invitation in the post by the second week of August. 

e) Any customers wishing to join the Key Customer Conference Committee with staff are asked to inform VL by 11th June. 

8. Value for Money ideas and suggestions
a) VL was asked to find a new taxi form to cover the Derby area as the other one was not very good and expensive in comparison to others.  
b) VL to arrange by the next meeting. 

9. Customer training update

a) VL informed the panel that there would be two training sessions for Key Customers in August which would cover Health and Safety and Mental Health Awareness. Dates would be advertised asap. 
b) VL reminded the panel that these were completely free training sessions just for involved customers and provided as a benefit of being involved and also to help customers get the most out of their involvement. 
c) Other opportunities include training provided at Trafford Hall in Chester. Training there normally includes an overnight stay and food with only a small administration fee to Friendship. Their training covers topics such as an introduction to being a Board member. VL to bring the brochure next time to discuss with the panel.
10. Any other business

a) Angela Stanier gave the panel an update on the work she had been doing with the Property Services Team recently. Angela is on the interview panel for two jobs in the Property Services Team. Posts are for a new Asset Manager and for a new Regional Manager (Wayne Robinson is currently doing this role on a temporary basis).

b) Angela said that she is very much enjoying being part of the interview panel as she has not done this before and is finding it very interesting. 

c) One of the panel mentioned that they had recently attended a Property Services meeting in Loughborough and had been very shocked as to how one of the other customers spoke to a member of staff.  
d) The panel discussed conduct in customer meetings and wondered if a code of conduct had been agreed for that meeting.

e) VL to check on member of staff involved and to speak to meeting facilitator about any further action to be taken. 

f) Graham Birch asked for a compliment to be noted for Tracey Withers, Housing Officer and Julian Barton Bodley, Technical Officer who have recently done a great job in helping to tidy up his area in Sparkbrook. VL to pass on the compliment to them and their managers.
g) Panel members asked when the next addition of Streets Ahead would be out. They said that they were very disappointed to see that they had not received a copy of the newsletter since last year and see the newsletter as a crucial way of informing all customers of what’s going on. VL was asked to take up with the Service Improvement Manager.
h) VL informed the panel that Longhurst Group had recently employed a Sustainability Manager to make Longhurst Group ‘greener’. Her name is Leonie Cooper and she has expressed an interest in attending a Customer Panel meeting over the next few months. 
11. Date and time of next Key Customer Panel meeting 

a) VL confirmed that the next meeting will be on Wednesday 30th June from 6.00pm – 8.30pm at the Newhall Hill office. 
Key Customer Panel membership 

	Attended April meeting 
	Did not attend 

	
	

	Christine Coughlan
	Mohammed Ajmal

	Jenni Beckford
	Ted Corrigan

	Carol Williams
	June Bradbury

	Graham Birch
	Sophrana Hassan

	Gwen Rigby
	Robert Shale 

	Angela Stanier
	Ronald Brown

	Nasreen Begum
	Pearl McCauley

	Val Jukes
	

	Stephen Day
	

	Val Saddington
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