CHEVIN HOUSING GROUP
Sheffield Residents’ Panel Meeting
Held on Tuesday 17th February 2009, commencing at 10.30am in the Boardroom of the Sheffield Office, 2 Carbrook Street, Sheffield, S9 2JE
PRESENT:


Mrs E Smith 


- Chair




Mr G Tomlinson

- Deputy Chair





Mrs M Harman

- Treasurer





Mr P Skelton







Mrs J Davies





Mr J Charlesworth





Mr B Snashall





Ms E Stocks





Mr T Clarke





Mr B Wheater
IN ATTENDANCE:

Debbie Colclough

- Policy Officer  





Linda Holroyd 

- Property Services Officer




Helen Smith


- Housing Officer





Denise Johnson

- Housing Services Review









  Co-ordinator





Mrs M Charlesworth
 
- Resident Observer


1.0 
APOLOGIES 
1.1
Apologies had been received from Mr R Dewsbury, Mr B Wroe, Mr S Hammond and Mrs P Holley.  Apologies had also been received from Mr R Seren-Dat and Mr M Thackray, who had been due to attend as observers.
2.0 MINUTES 

2.1
The minutes of the December 2008 meeting were agreed as a true record subject to one amendment.  Mr Skelton explained that the wording of item 9 (ii) relating to Service Charge for 2009/10 should read, “We are now in the fourth year after the merger and there has still been no consultation.”
3.0
MATTERS ARISING
3.1 Grass Seeding at Clifton Court 

Mr B Snashall explained that PNS were due to plant more grass seed in the area cleared at Clifton Court, as grass had not yet started to grow.
3.2 Windsor Gardens Community Group 
The Deputy Chair explained that the Resident Involvement Officer had written a letter to Windsor Gardens Community Group asking for the return of the £50.00 originally sent for small raffle and bingo prizes but had instead been spent on a cabinet.  He added that as yet no response had been received from the Group so it was likely that this money would now have to be written off.
The Deputy Chair added that he disagreed with the panel stance that any person or group who did not use panel fund money for the purpose for which it had been sought could not submit a future request for funding, as this may dissuade other people from submitting applications for funding in the future.  
3.3 Out of Hours Repairs
Panel members agreed that they would like to find out more about what constitutes an emergency repair.  The Chair and Mrs J Davies pointed out that the Property Services Manager had promised this information two months ago but as yet it had not been received.  Mr P Skelton stated that panel members should also be made aware of the telephone numbers of the Technical Officers providing out of hours support.  
Mr P Skelton proposed that a separate meeting be held at which the Property Services team and panel members could discuss what constitutes an emergency repair.  This proposal was seconded by the Deputy Chair.  Mr T Clarke pointed out that he had reported a repair via the Chevin website two days previously but had not received an auto response to say that the enquiry had been received and would be dealt with.  The Policy Officer said that she would pass on details of the discussion to the Property Services Manager.  In addition, she pointed out that it would be useful to raise this item with the Property Services Officer during the Property Services update.

3.4 Housing Services Review summary  
Panel members agreed that they would like to receive a progress report at each panel meeting about commitments outlined in the Housing Services Review action plan.    They agreed that this could take the form of a short e-mail from the Housing Services Review Co-ordinator that the Resident Involvement Officer could read out at the meeting to say whether or not the commitments in the plan were still on track.    The Policy Officer said that she would discuss a regular update with the Housing Services Review Co-ordinator.   
During a discussion regarding the new single call centre, the Deputy Chair pointed out that British Telecom was phasing out the 0845 number over the next few years.  He added that the fastest emergency number via a mobile telephone was the Euro standard number ‘112’.
3.5 Action Audit
Several panel members agreed that the Action Audit included a large number of actions that were yet to be completed, and pointed out that some of the actions had been on the Action Audit for a long time.  

Mrs J Davies suggested that more detail be included in the ‘Action taken’ column, including timescales.  In addition, she suggested adding the words ‘to complete but on target’ where an action remained outstanding but was within the allotted timescale.
The Policy Officer agreed to pass this request on to the Resident Involvement Officer.

4.0 BANK ACCOUNT AND PANEL FUND REQUEST

4.1
Sheffield Panel Fund 
The Treasurer explained that there was £572.18 fund money remaining in the bank account.   In response to questions raised by the panel, the Policy Officer confirmed that the money would be topped up to £1,000 at the end of the financial year.  
4.2 Harrogate Court
Panel members unanimously agreed that the panel fund request for £650.00 from the residents at Harrogate court was for too much money.  Mrs J Davies pointed out that the definition of ‘extra care’ was to cater for medical care needs and also to cater for general quality of life.   For this reason, panel members agreed that it was up to the care scheme to provide money for activities.  Following a show of hands, ten of the eleven panel members present agreed to make a contribution of £200.00 towards the amount requested.  
4.3 Guidelines for Panel Fund Requests
During discussion regarding the Harrogate Court panel fund request, Mr J Charlesworth and Mrs J Davies stated that clearer criteria should be included on the panel fund request form in order to give guidance to those applying for panel fund money.  The Policy Officer pointed out that the Leeds panel were considering spending the balance of their panel fund money for this financial year on community projects that Chevin has been involved in.  Mr P Skelton and the Deputy Chair stated that they did not consider this a good use of panel fund money and that the money should not be spent in a hurry just for the sake of spending it.  The Deputy Chair stated that he considered all four Panels should have a common policy and be able to ensure that residents have a say in how the money is spent.  The Deputy Chair proposed that the issue be raised and discussed during the upcoming Chairs’ and Deputy Chairs’ meeting.  The Policy Officer agreed to pass on details of the discussion to the Resident Involvement Officer.  
The Property Services Officer joined the meeting.

5.0
PROPERTY SERVICES UPDATE

5.1
Completing Repairs
The Property Services Officer briefly ran through the content of the Property Services update, pointing out that the average number of days for completing a non-emergency repair was 8.6 days for the period 1st April 2008 to 22nd January 2009.  The Property Services Officer pointed out that the target for this type of repair was 8 days. 
5.2
Job Satisfaction Rates

The Property Services Officer pointed out that repairs satisfaction surveys carried out by text had been trialled but had not worked and that this was mainly due to being unable to get a representative number of responses.   The Property Services Officer explained that satisfaction rates collected for the December 2008 to January 2009 period were high and that the new telephone survey was achieving a higher number of responses.  Following discussion regarding job satisfaction, there were mixed opinions around the table, particularly concerning the performance of the out of hours repair service.  Mr P Skelton asked for clarification about the percentage of customers contacted following a repair in order to take part in the satisfaction survey.  The Property Services Officer explained that twenty customers were being telephone every day in order to discuss their experiences of the service.  The Property Services Officer said that she would clarify what percentage of customers were being contacted to undertake the survey.  

5.3 Single Call Centre

The Deputy Chair enquired whether staff in the new combined call centre would have time to progress calls made to report a repair if they were also receiving general calls as well.  The Property Services Officer confirmed that this would be taken account of in the workload of the new team so there would be capacity but she also pointed out that enough phone lines would need to be kept free so that callers could get through to the call centre.
5.4 Contractors’ Identification
Several panel members pointed out that Contractors were still not wearing identification badges when undertaking home visits.  The Property Services Officer agreed to follow this up with the Property Services Manager.

5.5
Property Services Department


During discussion regarding the staff changes in the Property Services team, panel members pointed out that they had not yet received a list of who is on call from Chevin to approve emergency out of hours works, as requested at the December meeting.  The Property Services Officer said that she would organise a list to be sent to panel members.

In response to a question raised by the Deputy Chair, the Property Services Officer confirmed that figures in table one ‘completing repairs’ related to repairs jobs raised by the Sheffield office.  Mr J Charlesworth asked whether figures could be broken down by Technical Officer and the Property Services Officer said that she would follow this up.
5.6
Out of Hours repairs
The Chair reiterated that the panel would like to see a copy of the script from Chevin that Homeserve was working to and that the panel would like an input into discussions about what constituted an emergency repair.  The Property Services Officer confirmed that the script did need to be reviewed and that she would pass the panel’s request on to the Property Services Manager.    
5.7
Gas Report
During a discussion regarding some customers refusing access to Chevin’s gas contractors for annual gas servicing, the Property Services Officer confirmed that there was usually no valid reason why a customer would not grant access and that tenants are in breach of their tenancy agreement if they do not grant access.  

Mr T Clarke pointed out that letters are not always sent to tenants to advise them that gas servicing is to take place.  The Property Services Officer said that she would make the Property Services Manager aware that this was the case.     
The Property Services Officer left the meeting and the Housing Officer and Housing Services Review Co-ordinator joined the meeting.
6.0
HOUSING MANAGEMENT UPDATE

6.1
The Housing Officer explained that she would present the update on behalf of the Area Manager who was on annual leave due to the half term break and she briefly outlined the content of the report.    
6.2
Rent increases 
Panel members stated that rent increases for the coming year should be set in line with RPI, which had fallen significantly over the past few months.   Staff present stated that they were unaware of the exact figure of the rent increase and the Housing Services Review Co-ordinator said that she would pass on the sentiments of the panel to housing managers.  

6.3
Empty properties
Mrs J Davies enquired what Chevin’s policy would be in relation to a property that was tenanted but where the tenant was in care and refused to give up the tenancy.   She explained that this situation had arisen at Abbey Grange and that damp problems in the empty flat were now causing problems in other flats.  The Housing Officer agreed to discuss this specific issue with the Area Manager and relevant Housing Officer.
6.4
Formal complaint

The Housing Officer pointed out that further details relating to one formal complaint relating to staff attitude were not available for this meeting and would need to be reported at the April meeting.  She also pointed out that reasons for properties let outside the target timescale would also need to be reported next time round.

6.5
Landscaping specification
During a conversation regarding landscaping specifications, panel members present agreed that moss was still a problem at their schemes.  Mr T Clarke and the Treasurer pointed out that moss clearance had not been carried out at all over the past year at their schemes.   The Housing Officer agreed to raise this issue with the Area Manager. 
During a discussion regarding grass cutting, Mrs J Davies pointed out that she did not consider grass cutting 15 times a year to be adequate.  Mr P Skelton added that ‘approximately 15 times per year’ was very vague and that the specification should read ‘a minimum of 15 times per year’.  The Housing Officer agreed to pass on these comments to the Area Manager so that they could be raised at the next Consumer panel meeting.

6.6
Service Charges policy
Mr P Skelton stated that consultation relating to the Service Charges policy was overdue and explained that he had raised this issue a number of times without receiving an answer as to when consultation would take place.   The Housing Officer agreed to pass Mr Skelton’s comments on to the Area Manager.   The Housing Services Review Co-ordinator pointed out that a training day was being organised for panel members relating to Service Charges and the Policy Officer explained that details relating to dates and venues were being finalised.
6.7 Lettings Policy 

The Housing Services Review Co-ordinator explained that Chevin was currently reviewing the Lettings Policy and was planning on changing the way that waiting lists would operate by introducing a banding system to replace the traditional points system.  The Housing Services Review Co-ordinator explained that benefits of the new system would include an improvement in the average time taken to let empty properties and an improved match of applicants to their chosen area.  The Housing Services Review Co-ordinator pointed out that the introduction of the new system would depend on when IT systems were ready to support the new way of working and that a timetable was still being finalised.  In addition, she stated that all existing customers on the waiting list would need to be made aware of the new system and any implications that it would have on their own individual application for housing.  

In response to a query raised by Mr P Skelton, the Housing Services Review Co-ordinator confirmed that application forms would be completed by a verbal system and that this would be via telephone by housing administrators rather than face-to-face.  
In response to a question raised by Mr B Wheater, the Housing Services Review Co-ordinator explained that homeless applicants would still be given priority via the nominations system but stated that each local authority operated a different system.  She confirmed that every other letting would be from Chevin’s own list rather than via nominations.
The Deputy Chair asked whether existing tenants could play a part in the lettings process.  The Housing Services Review Co-ordinator pointed out that references were sought for prospective new tenants and there were issues of confidentiality relating to lettings panels.  She added that the system still depended on housing applicants completing the form honestly, as it would be impractical to carry out criminal record checks on all applicants.

6.8
Transfer Policy 
The Housing Services Review Co-ordinator explained that the Transfer Policy had been updated in light of the introduction of the new banding system for housing applications.  Following discussion regarding the content of the Policy, Mr P Skelton enquired whether Chevin asked for residential proof to prove succession rights.  The Housing Services Review Co-ordinator confirmed that proof was always sought.  In addition, she confirmed that proof was also sought when an applicant stated that they would become homeless.  
The Housing Officer and Housing Services Review Co-ordinator left the meeting.
7.0
RESIDENT INVOLVEMENT STATEMENT PROGRESS REPORT
7.1
The Policy Officer briefly updated panel members regarding progress made towards priorities set out in last year’s resident involvement statement, on behalf of the Policy Development and Service Improvement Manager.  

7.2
The Policy Officer explained that a review of next year’s activities would be presented at the April meeting but that she would like feedback from the panel in order to highlight priorities for next year’s statement.  
7.3
The PDSI Manager stated that some aims for next year had already been identified including establishing a resident-led performance panel similar to a scrutiny panel, and considering how we involve residents in our recruitment processes.   

7.4
Panel members agreed that the regional Conference held for the South Yorkshire area had been a useful event and good value for money in terms of attendance.   
7.5
During a discussion regarding content of the Chevin Views newsletter, the Chair pointed out that she had passed on copies of newsletters from other housing associations to the Resident Involvement Officer as examples of good practice.  
7.6
The Chair explained that she had heard of another area of good practice whereby  panel members undertook repairs satisfaction surveys on behalf of an organisation and that this worked very well as some residents would rather talk to other residents about their experiences rather than a member of staff.

The Policy Officer said that she would pass on ideas and issues raised to the Policy Development and Service Improvement Manager.

8.0
ANY OTHER BUSINESS
8.1
Single Constitution – The Policy Officer pointed out that the finalised single Constitution document had been included in the reports, for information.

8.2
Copy of rota for observers at Board meetings – Mr B Snashall agreed to observe Board meetings on behalf of the Sheffield panel on 26th March and 17th September if no other panel member had put their name forward.  The Policy Officer agreed to check this with the Resident Involvement Officer and let Mr B Snashall know whether he needed to attend both meetings.

8.3
Disability Equality Progress update – The Policy Officer briefly explained that the new Disability Equality action plan had been compiled for the coming year following a focus group event of residents and staff held on 12th December 2008.  The Policy Officer agreed to forward a copy of the finalised action plan to all Sheffield Panel members.
The Chair thanked members for attending and the meeting closed at 1.00pm.
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