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MINUTES OF THE LANDLORD SERVICES WORKING GROUP
DATE: Tuesday 8 October 2024
VENUE: Abbey Meeting Room, Stenson House    TIME: 10:00am                
	Present:

	Nicky Larkin (NL)
	Cllr A Woodman (AW) NWLDC

	Nigel Hill (NH)
	Jane Rochelle (JR) NWLDC


	Sue Quincy (SQ)
	Amanda Harper (AH) NWLDC

	Isobel Harris (IH)
	Megan Hodgett (MH) NWLDC

	Sandra Newell (SN)
	Nichola Oliver (NO) NWLDC

	Mitchell Dean (MD)
	Andy Wallace (AW) NWLDC

	Sue Carr (SC)
	Sharon Cole (SCO) NWLDC

	Sandra Houghton (SH)

	Laura Smythe (LS) NWLDC

	Cheryl Gamble (CG)

	Peter Warren (PW) NWLDC

	Janet Preston (JP)
	

	Shirley Green (SG)
	

	Apologies:
	

	Pam McGowan (PM)
	Cllr A Morley (AM) NWLDC

	Brian Wills (BW)
	

	



	

	ITEM
	ACTION

	   1.
	Welcome & Apologies
AH welcomed everyone. Apologies as above. Introductions.

	

	2.
	Minutes of the previous Meeting
The minutes of the previous meeting were accepted as a true copy.

	

	3.
	Learning from complaints
NO ran through her presentation, a copy of which will be included with the minutes.
JP commented that she had two taps changed in her bathroom, and this was efficient and a good service, however her adjoining neighbour had some scaffolding put up round the house to have some roof tiles replaced, and the scaffolding had been up for six to eight weeks. NO asked if that had been raised as a complaint. JP replied, not by me. SC commented that it takes so long to get things done as you sub-contract and then sub-contract again. JR commented, there are a few correlations that we can draw from the complaints information shared by NO today and it’s really important that you are involved with us on this as it’s a way of us demonstrating that we’re listening. JR continued, that she had been here over a year now and it still grieved her and one of the main reasons we get complaints is that we’re taking too long to come out and do a repair, but she was confident that in three months, now that Wates started on the 16 September, they’ve already done sixty completions and that’s following moving into an office, recruiting a team, learning how we do things and making appointments, so that’s a really good start, in the same period we’ve completed one thousand, five hundred repairs ourselves with our internal team, so we’re really starting to make progress. JR added, the other big thing is repairs not being done properly, that means we aren’t listening when someone phones to report a repair or we’re not taking into account the repairs history, what’s gone on before, what is the property, what do we know about the property and crucially who lives in that property and what do we know about that household. JR continued, when you look at complaints, Housing Management don’t get any near as many complaints, and that’s because they are a wonderful team and absolutely brilliant at their jobs, a big factor of them being able to do a good job is they are fully resourced, and they also have AH as their senior manager. JR added, there should be five senior managers reporting to her and currently there are two since she started, one being AH, for Housing Management, who keeps a tight ship, runs things properly, reports well and picks up problems as soon as they happen, and that’s what the senior management team are there to do, so that she can do the strategic stuff and long term planning. JR added, the other senior manager is David Scruton, Housing Strategy and Systems Team Manager, who looks after reviewing policies, choice-based lettings, and statutory functions, homelessness and temporary accommodation, and again there are very few complaints from that area as he puts customers at the heart of what the team does, as does AH. JR continued, on the other hand from the operational delivery side of things, which is where our repairs sit, we’ve had twenty-two percent vacancies for over twelve months on trade and operational delivery staff, and on that side there hasn’t been a senior management team really, no one on responsive repairs as the Housing Commercial Services Manager is still off and Jas Singh, Housing Assets Team Manager, who was off long term, resigned last week, so that post can now be recruited to, the result of that was sixty percent of the housing operational team had to report to her, someone who dips in and out. JR added, that she was delighted that MH had joined, we’ve got an interim on the responsive side starting in November, Connor Dixon and we’re about the start recruitment on a permanent Asset Manager, that will make a phenomenal difference to what we do, how we listen and it will absolutely drive down complaints JR continued, what NO didn’t say, as she’s far too polite, was that the reason the response times was only at fifty percent was down to JR as she couldn’t resist interfering and likes to read all the letters and know about all the complaints, because that tells her what the team are doing or not doing well, and MH is going to transform what we do with that information, as NOs team do a brilliant job with all the administration, recording, and checking, where we’ve let the side down is translating that feedback into changes in operational delivery. JR concluded that she was very excited about the next three months, really excited we’ve got Wates onboard as that has doubled our capacity to get repairs done and some of the voids that have been hanging round for ages, the empty properties, are going to have a real push before Christmas so we’re going to get families out of temporary accommodation and into our homes, so if the performance hasn’t improved by the time we come back after Christmas, and complaints are still up, then you can really go at her because it means that she isn’t doing what she should. 
SQ mentioned, that listening to what JP had said about scaffolding, the roof on Fairfield Court was really bad, she had five leaks in her roof, the guy next door had a bowl under his, we had scaffolding up for about three months, and the last time it was reported in June, someone came out but didn’t know what he’d come for and said that he couldn’t g on the roof as he wasn’t a roofer and couldn’t go up on his own. JR replied, one of the other things hat she was going to talk about today was how we manage information and data, we have to do regular reporting on a statutory basis, both to the Local Authority Ombudsman and the Regulator of Social Housing as this year the Consumer Regulation Standards are live from April 2024, so we have a whole new set of reports that we have to work to and we are not close to meeting some of those standards at the moment, we have an awful lot of work to do. JR continued, one of them is about transparency, influence and accountability of that’s the real hub of hat we need to get right, that means we have to know everything about the property, on one database so everyone can see what’s going on with that property, we also have to have a set of data about the occupants of the property. JR added, that’s quite a complex thing and we have different systems holding that information in different places, each team has access to their bit of the information, and we need some of that to be centrally pooled so anyone can see the whole picture. JR continued, that coming back to roof at Fairfield Court, that we’ve just gone through a tender exercise to get a new contractor onboard for large roofing projects. 
SC commented that she had raised a complaint and when it was replied to, the greeting on the email just said Good Afternoon not Dear Mr & Mrs **** and could more information be supplied on what is going to be done if it’s a repair complaint as there isn’t enough information supplied. JR asked that SC give her some details at he end. 
JP asked if we were starting up the estate walks again. AH replied, there was a feature in the next issue of Intouch about empty homes inspectors (Voids) and estate evaluators and we’re are going to start doing those again.
SH mentioned that she had been waiting since the beginning of July for scaffolding to go up, but hadn’t heard anything. AH asked SH to give her details at the end. 
MD asked if there was a minimum operating standard, in terms of complaints and stuff, that residents could look at to understand expectations. AH replied, we have two documents, a Tenants Handbook and a Repairs Handbook, we agreed that we would do a review of both those documents and as JR stated we’ve been without key people for a while now and as we get those key people in the organisation, we can timetable a review and get tenants involved in that. 
JR asked to add two more points, we’re working on the Decent Homes standard and a design brief to build and buy new homes and when we refit the homes we already have.
JP asked about the solar panel project, some properties have them on their estate, hers doesn’t, and with prices going up it would be nice to know how long it would be before they get updated. JR replied, we’ve just completed our stock condition survey, so eighty-two percent of our properties have now been surveyed, and we know what the age of the component is and the energy performance rating is, so we can do some calculations on what people are spending to keep their homes warm, that information is just being crunched now so we can put it together with the Social Housing Decarbonisation Fund (SHDF) and we can then apply for the new wave of funding, we know we have eight hundred properties ready to go that didn’t get done last time. 
SC asked if there were any plans for single brick walled properties to be insulated. JR replied, we can do internal or external wall insulation, but these are big programmes of work and capital investment so we need to crunch through the data that we collected this summer, any property below an energy rating of “C” on the Energy Performance Certificate (EPC), we will look to do external wall insulation where it is economically viable to do so.
There was a discussion about pensions, pensions credit and the winter fuel allowance: AH suggested looking at the following website: www.entitledto.co.uk, it is easy to do. NO commented that they could also call customer services on 01530 454545, and they could do the eligibility checks.
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	4.
	Q1 Performance update – Repairs & Asset Management 
JR commented that most of the things she was going to talk about were covered in the previous topic and advised that she would request that Rob Desbrow, Asset Manager, come to the next meeting to give an update. JR continued, we’re on track for component renewals, though there has been a bit of an issue with tenants refusing entry, we still have some four-thousand-odd responsive repairs, though we have caught up a bit. JR added, that she had brought in a new piece of software that monitors every agent who is on phone duty, we can monitor how many calls they take, who is answering the calls, whether they are responding to emails and we now have reporting set ups so that the Team Managers will be able to go in look at productivity analysis, so that means anybody who is working from home, answered a couple of calls, responded to a couple of emails and then decides to go out and walk the dog, we will pick that up, if they do that regularly and disappearing, it will be visible. 
MD commented that they had issues at Central Court with flooding, gutters and ants, the flooding was fixed yesterday and have a date for the gutters and pest control have been in touch and are going to come back when the Spring Season starts when they come back, he commented that he had mentioned it to the Support Officer for Central Court, but nothing seemed to happen. 
JP mentioned, that the Customer Centre was very good in town.
	

	5.
	Q1 Performance update – Housing Management
AH ran through her performance data, a copy of which was included with the papers.
JP commented that she had heard people complaining about the lettings process. AH replied that we had a new computer system in November 2021 that included a new allocations system which wasn’t working for us, so we’ve switched to another company, that has had some different approaches and it does require people to provide proof and evidence before their application goes live, so they can’t bid on properties unless they have their application live. JP replied that wasn’t the problem, she heard that the properties they bid on weren’t the ones they wanted. AH responded, they’ll on be considered for the properties they’ve bid on, or a bids was put on their behalf, the big thing that’s changed is that the demand for our properties has significantly increased, especially from those who are homeless or in temporary accommodation, those people, who we have a legal duty to accommodate, go into the priority band. AH added, we’ve got more people than we’ve ever had before in the priority banding, so that means there’s less moving between properties, which reduces the amount of available properties, so if you do want to move rather than have a desperate need to move, we’ve been promoting Mutual Exchange .
SC asked if people let the Control Centre know if they are going on holiday. AH replied, it would probably depend on the frequency of contact that they have with the Control Centre, though there is an expectation that if you are going to be away for a significant period of time.
MD asked if residents could have a user manual or notes for system. AH replied, she would take that away.
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	6.
	Forward plan
To be added to November:
ASB feedback, Christmas Campaign ideas, and an update from Rob Desbrow, acting Asset Manager.

	

	7.
	Any other business
AW advised that following last months Anti-Social Behaviour (ASB) workshop, he would like the group to take two letters away and provide feedback. AW continued, the templates were used across Leicestershire but we can refine them.
SC sked if we still offered mediation for ASB. AW replied yes we do.
JP asked why nothing was happening at Linford & Verdon Community Centre. AH replied it is being used once a week, but there’s no active tenant association. JP mentioned that there wasn’t anything on for them. LS commented, that the Howe Road Community Lounge, where JP lived, was used almost every day. JP replied, not by us though. AH replied, there are things going on, but those things won’t always be for everyone, the Whitwick & Thringstone TA was a very good and active one.  
NL asked about window cleaning at Fairfield Court. AH Advised she would take away.
AW advised that at the next meeting we could look at this years Christmas Campaign.
SCO mentioned the annual thank you event would take place at La Torre in Coalville, on Friday 29 November, anyone that couldn’t  make the evening should let her know.
JR commented that the Resident Involvement Team would be moving from Housing Management, reporting to AH to reporting to MH on the Building Safety and Tenant Involvement Team. 
NL asked about the monitors in the sheltered schemes, they’re still not working. AH replied that we were awaiting an update on what was causing the delay. 
NL mentioned that the “away” function system, didn’t work. AH advised she would take away.
SC asked if we could ask Parks to come back to a meeting. AH replied that the service level agreement (SLA) was under review, but currently on hold, so we wouldn’t ask them to come back until that was resolved. 
SC asked if we could ask Sure to make sure they ask tenants reporting issues with their boilers, if they need heating whilst waiting or an engineer, SC commented that she wasn’t offered heating the last time she reported an issue. JR replied that shouldn’t happen and apologised. Ah replied, we need to make sure that Sure understand vulnerabilities and that’s a conversation we need to have with them.
MD commented on the purple refuse bag pilot. AH replied there are pilots in place and there will be good and bad learnings, she would ask Lily Walker, Recycle More Officer, to get in touch with MD.
SG commented that she found Sure brilliant, one winter, a few years ago her boiler broke at the weekend, and they gave her a heater straight away.
AW mentioned that Liz Turner, Senior Housing Officer, was leaving the authority to take up a position at EMH, recruitment was now ongoing for her position. 
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	Date and Venue of Next Meeting 
Tuesday 12 November 2024 in the Abbey Meeting Room (Board Room), Stenson House, London Road, Coalville, LE67 3FN
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