Access & Customer Care Focus Group

Friday 10th July 2009
10:30am – 1:30pm
Tribeca House, 71 Roundhay Road

Leeds LS7 3BE
Minutes
Attendees:
Amanda Britton (AB) Tony Dawkins (TD), John Ogilvie (JO), Jean Barnbrook (JB), Mr Khader (JJ), Miss J Oates, Mrs C Blackburn, Mrs Timms, Mr K Newsome, Mrs E O’Donnell,  Mrs Burrows, Mr Burrows
Apologies: Mary Moon
1.0 Introductions
Amanda Britton (AB) Customer Operations Manager  welcomed the group. The group introduced themselves.  AB advised the group that she will be hosting the future focus group meetings. JO explained his duties to the group.
2.0 Ground rules for new members
AB explained the code of conduct rules and discussed the agreed ground rules to new members.  AB apologised to the group that the May meeting was cancelled. This was due to lack of numbers.
3.0

Previous minutes
AB distributed the copy of previous minutes.

4.0

Tenants handbook and welcome pack
JB presented the group with a copy of the Tenants handbook and welcome pack and showed the group how the original welcome pack was designed.  JB explained that in Tenants information booklet there is not enough information as pointed out by the Audit Commission.  A copy of the presentation was handed to the group for their opinion on whether to add extra 4 pages for more information and the costs involved. The group made the decision to add the extra pages. The contents of the welcome pack were discussed with a move towards offering vouchers rather than small goods items. To also provide any goods/vouchers via an environmental friendly cloth bag, rather than the existing box which cannot be recycled. The group agreed to the new bag which actually made a saving on the use of the existing box. 
5.0 Complaints performance and update
TD update the group on the  complaint figures for 2008 – 2009 for stage one, two and three. He advised that no Ombudsman cases had been received this year to date. Last year we had 16 Ombudsman cases.  Keith Newsome raised the issue that people are not aware of how to complain. TD explained that information is available on leaflets, posters, on the website and it is also sent via tenant newsletters. 
TD handed out a draft complaints handling survey questionnaire. The intention being to phone customers rather than posting the survey out. Of the 8 proposed questions 5 were selected.  TD explained that the survey will be done monthly basis. The hope is to get a higher return than the paper based questionnaire, leading to improved satisfaction. 
6.0 Contact Centre performance and update
AB explained that from 1st April Tribeca Contact Centre has moved to Westgate.  All the staff have been cross trained and now it is all one Contact Centre.  AB explained that there is now only an option for gas enquiries and all other calls are connected straight away.
Keith asked Amanda about the actual time range around the 80/20 performance indicator. Mrs Timms asked Amanda if performance is better under LCC.  Amanda explained that we will find out by next month.
  7.0           
Members enquiries performance and update
AB went through figures and explained to the group that by going to MP’s people don’t get priority and don’t go above the queue for allocation of properties.  JO explained that the choice based lettings policy is in place to make it fair for everybody.  JO explained that the lettings team is moving to Tribeca House.  According to figures there are 30,000 people are on the housing list in Leeds.
Break for lunch
8.0               Correspondence monitoring

AB explained the correspondence April and May figures.  AB explained that we have only recently started monitoring correspondence performance through the electronic system. By 01 August all correspondence will be monitored this way and we will be able to monitor against the performance indicator.
9.0               Customer First Board
AB explained what the Customer First Board were attempting to do. The next meeting is 21st July 2.30 – 4.30. AB asked the focus group members if they will be interested in joining the board group as well.  JJ and Keith will be attending the next meeting.

10.0            Website – suggestion for a name

AB advised the group that she wanted to present performance information and other relevant information on topics such as Complaints, Correspondence, Focus groups, Customer First Board and Contact Centre. AB asked for a suggestion for the name to attract customers to this area of the website. Suggestions were: 

How do we help you?

           Who am I?

           How can I help you? Was the final decision

11.0           Service Standards

John Ogilvie presented service standards for repairs and estate management for consideration. He advised that we should only have service standards that  are measurable. AB handed over some pre paid envelopes so that their opinions could be noted and returned to us. 

12.0          Inspection Update

12th October is the next inspection. JO presented the group with the Audit Commissions recommendations for Access and Customer care and explained how we were performing in relation to these matters.
AOB
Compliments

Brecon Rise and Avenue had new kitchens and they are delighted.  Showers excellent work has been done, work was completed within 3 days.

Mrs Timms advised that she had saved a lot of money for herself and her neighbours by using the information provided for getting cheaper gas and electricity.  This was a great good news story. JO to follow this up.
                    Minutes  to be sent out prior to the next meeting.

Next meeting 25 Sept 2009 10:30 – 13:30 
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