CHEVIN HOUSING ASSOCIATION

Selby Panel Meeting  
Held on Wednesday 8th April 2009, commencing at 12:00 noon 

in The Studio, Selby Town Hall, York Street, Selby, YO8 4AJ
PRESENT:

Mr D Smith 

  - Chair




Mrs D Neale

  - Deputy Chair



Mrs A Gibson
  - Treasurer




Mrs P Fisher




Mrs H Brewer




Mrs M Utley

IN ATTENDANCE:
Miss H Wood

   - Resident Involvement Officer




Mr C Wilson

   - Area Manager



Mrs L Holroyd
   - Property Services Officer



Mr R Cunningham
   - Technical Officer



Mrs C Grosvenor
   - Policy Development and Service 







     Improvement Manager




Ms J Cross

   - Area Manager for Hi-Spec Gardening




Mr S Marriott

   - Director for Hi-Spec Gardening




Mr B Charlesworth
   - Resident Observer




Mr R Hargreaves
   - Resident Observer

The Panel members held a pre-meeting between 11:00am and 12:00noon to discuss individual issues.  

The Area Manager introduced the two representatives from Hi-Spec Gardening to the panel.  

The Chair introduced the two resident observers to the panel.

1.0 APOLOGIES


Apologies had been received from Mrs N Binks, Ms G Firth and Miss M Scott.
2.0
MINUTES

The minutes of the meeting held on 11th February 2009 were approved by the panel.
3.0 MATTERS ARISING

The panel talked through the matters arising from the previous meeting.
4.0
BANK ACCOUNT AND PANEL FUND REQUESTS
(i) Bank Account Top-Up
The Resident Involvement Officer confirmed that she has requested £576.55 as the top-up of the Selby panel bank account.  

(ii) Ebor Court Smoking Shelter Request
The Resident Involvement Officer said that following the postal vote that had been held four panel members had voted in favour of providing a shelter, three panel members had voted against providing a shelter and two panel members had not voted.  The Resident Involvement Officer said that a number of panel members had noted on their voting forms that they thought further discussion was needed before a final decision was made.
The Area Manager went on to explain the background detail to the request being submitted and confirmed that after consulting with residents, 21 people were in favour of erecting a shelter and four people were against the idea of erecting a shelter.  The Area Manager said that the cost of the shelter would be £1,000.00 and he initially approached the Resident Involvement Officer to see of the money left in last year’s budget could be used before the end of the financial year.
The Area Manager went on to say that as the new financial year had now started he did not wish to proceed with the application for funding as it would take up all of the panel’s funds if it was granted.

Mrs P Fisher said that she did not think the panel should be supporting this request due to the health implications associated with it.

(iii) Paving Slabs
The Treasurer confirmed that £230.00 has been paid to Ousegate Building in respect of the paving slabs and labour provided for work done at Chapel Court in Hambleton.

The Policy Development and Service Improvement Manager joined the meeting.

5.0
PERFORMANCE PANEL
The Policy Development and Service Improvement Manager explained that the proposition for establishing a performance panel came about following a governance review.

The Policy Development and Service Improvement Manager explained that the performance panel would liaise with the four resident panels and the Board to look at service delivery and developing the business.  The work of the resident panels would continue to be just as vital to Chevin and it was anticipated that the resident panels would focus on the local issues that are raised more frequently at panel meetings, and the performance panel would consider more strategic issues and examine Chevin’s performance against peer groups, complaints and mystery shopping reports.

The Policy Development and Service Improvement Manager said that there is a significant time commitment for performance panel members and it is expected that members would be willing to complete their own research outside of meetings.

The Policy Development and Service Improvement Manager said that no final decision about policy work has been made yet, but she is aware that resident panel members are keen to ensure this work stays with them.  She said that her team are discussing the possibility of arranging ‘policy days’ where two or three policies are discussed in detail rather than including them on general panel agendas when not as much time can be devoted to discussing them in the detail required.

The Policy Development and Service Improvement Manager said that it is anticipated that there will be a proper recruitment process, including an application form and interview and that the application process will be open to all Chevin tenants. 

It was agreed that a full timetable for the set up of the performance panel would be included in the June panel papers.

6.0
RESIDENT INVOLVEMENT STRATEGY

The Policy Development and Service Improvement Manager explained that the draft resident involvement strategy has been written following the resident involvement day that was held in December 2008.  She went on to say that this document sets out what Chevin wants to achieve over the next three years.  A table listing all of the objectives and desired outcomes forms the final part of the document and also gives timescales for the expected completion of this work.

The Policy Development and Service Improvement Manager said that this document will be presented for approval at the final Operations Committee meeting on 12th May 2009, so any comments from panel members need to be passed on to her before then.

7.0 INVOLVEMENT STATEMENT
The Policy Development and Service Improvement Manager talked through the involvement statement and confirmed that the draft of this document had been presented to the panels at the previous meeting.  

The Policy Development and Service Improvement Manager talked through the commitments for 2009/10 and also confirmed that an article has been included in the April 2009 edition of the newsletter asking for volunteers to work with staff on the development of the new customer contact centre.
The Policy Development and Service Improvement Manager left the meeting.

8.0
HOUSING MANAGEMENT UPDATE

(i) Development Work
The Area Manager confirmed that he is still working closely with Hull City Council on a refurbishment project and it is anticipated that there will be a further increase in the work going on in this area.
(ii) Estate Walkabouts and Scheme Action Plans
The Area Manager explained from May 2009 onwards the dates and times of estate walkabouts will be published for the forthcoming year.  This will ensure that residents have plenty of notice if they wish to attend.  The panel agreed that this would be very helpful and asked how residents would be notified of the dates.  The Area Manager said that it was expected that each area office would publish their own list of dates and complete a mail-out to all residents living in properties that they manage.

(iii) Voids and Lettings
The Area Manager talked through the voids and lettings figures.  The Area Manager said that the housing team have a target of 30 days to re-let properties and the current average turnaround for the East Coast team stands at 19 days, which is well under the target time.

(iv) Arrears and Former Tenant Arrears
The Area Manager talked through the arrears performance graphs and confirmed that housing administrators have been working hard to collect in former tenant arrears, with £2,320.60 being collected between January and March 2009.  The panel said that the housing administrators should be congratulated on their hard work.
(v) Hi-Spec Gardening
The Chair explained the ongoing problems with the gardening service received by residents at his scheme.  The rest of the panel then explained some of the problems they have encountered with the gardening service and the Hi-Spec staff.  Ms J Cross asked whether residents have been reporting these issues to Hi-Spec and Mrs P Fisher confirmed that residents are asked to report any issues to their housing officer.  Ms J Cross said that residents can ring Hi-Spec on their freephone number at the Derby office if they wish to speak to Hi-Spec staff.  Ms J Cross agreed to let the Resident Involvement Officer know the number so that it could be circulated around all panel members.
The Chair asked whether Hi-Spec complete their own monitoring on estates and Ms J Cross confirmed that part of her role involves visiting sites to ensure that work is being completed satisfactorily.  The Chair said that one of the main problems is that the specification is not adhered to and Mr B Charlesworth asked whether the staff employed are actually gardeners.  Mr S Marriott confirmed that the majority of the staff they have are maintenance operatives and not gardeners.  Mr S Marriott said that if any labourers are taken on they are never left work on their own without a qualified gardener.  Mr S Marriott also agreed that where there has been poor management of staff this is the responsibility of Hi-Spec.  Mrs P Fisher said that as Hi-Spec have signed up to a contract and specification that they said they could adhere to it is up to them to take on the appropriate staff and train them properly.
The Area Manager agreed to send a list of all panel members to Ms J Cross so she can ask staff to approach these residents to sign the gardening sheets before they leave their scheme.  Ms J Cross also agreed to send a copy of the summer schedule to the Resident Involvement Officer for distribution around panel members.
Mrs A Gibson said that it seems as though some Hi-Spec staff have not been interested in their job, but as new staff have been taken on they should be given a chance to prove themselves.

Mr S Marriott acknowledged that there have been some problems with service delivery over the past year and as a result of this some staff are no longer working for Hi-Spec.  

Mrs H Brewer left the meeting.
(vi) Service Charge Review
The Area Manager talked through the brief details from the Housing Services Manager, explaining that the TSA are due to publish a new set of standards for housing associations in the autumn and she is proposing that the service charge review is delayed until these new standards are known.  The panel agreed that is made sense to delay the review until this time so that they can be guided by the TSA’s expectations.

Ms J Cross and Mr S Marriott left the meeting.

9.0
MAINTENANCE UPDATE


The Property Services Officer talked through the report, highlighting various points to the panel.  She explained that a number of changes have been made to the style of the report and the type of information provided and these changes were made following panel members comments.

(i) Repairs Completion
The Property Services Officer explained the repairs completion graphs and explained that Chevin has a target completion time of eight days.  The Property Services Officer said that at the moment the average number of days taken to complete a repair is 9.6 days.  The Property Services Officer went on to explain that she is analysing the reasons for jobs not being completed on time, starting with jobs taking 50 days and more.  

(ii)
Job Satisfaction Rates
The Property Services Officer talked through the five questions that make up the job satisfaction questionnaire.  She confirmed that these questionnaires are being completed over the telephone, with the customer services team contacting residents to assess the service they have received. 

(iii)
Staffing
The Property Services Officer said that there have been no changes to the staffing of the property services team.  She said that the new maintenance assistants have started work and residents will start to see them round and about on schemes completing their tasks.

(iv) Out of Hours Calls by Leaseholders

Mrs A Gibson said that she had recently had reason to ring the out of hours emergency number to report a communal repair to the lift, however due to her being a leaseholder the call would not be accepted by Homeserve.  Mrs A Gibson went on to say that she had to give the details of some of her neighbours to prove who she was and the operative who took her call did not believe that she lived in a Chevin scheme.  Mrs A Gibson said that although she is a leaseholder she should still be able to report out of hours emergency repairs.  The Property Services Officer agreed to speak with the Property Services Manager about this and report back at the next meeting.

10.0 ANY OTHER BUSINESS
(i) Resident Panel Code of Conduct

The Resident Involvement Officer talked through the resident panel code of conduct.  She confirmed that following all four panels approving the new membership constitution at their February 2009 meetings, a number of minor amendments were suggested at the time for the code of conduct.  

The Resident Involvement Officer said that unless there were any further changes requested by panel members, this document would be the final code of conduct adopted by panel members.

(ii) National Tenant Voice Update

The panel noted the details in the update.

(iii) TSA Summary

The panel noted the details in the summary.

(iv) What’s on Bulletin

The panel noted the details in what’s on bulletin.

(v) Chairs and Deputies Meeting Minutes

The panel noted the discussions that took place at the chairs and deputies meeting and the copy of the summary of main points from the four resident panels meetings.  

(vi) Blackpool Residents Conference – Expressions of Interest

The Resident Involvement Officer circulated copies of details about the annual resident conference that is due to take place at Blackpool in June 2009.  Attached to the details is a form for any panel members to complete expressing their interest in attending the conference.  All forms should be returned to the Resident Involvement Officer by the end of April.

At 2:30pm the Chair thanked everybody for attending and closed the meeting.
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