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M&R Panel Meeting Minutes                                 
Date: Monday 5th July 2010
Time: 1:00pm

Venue: Hens Horn Court
Attendees

	Chris Towner
	Customer
	

	Sue Roberts
	Customer
	

	Tony Waddington
	Customer
	

	Margaret Mullen
	Customer
	

	Kate Williams
	Customer
	

	Claire Reeves
	Staff
	

	Nicki Highton
	Staff
	

	Kevin Brown
	Staff
	

	Louise Beard
	Staff
	

	Apologies
	
	

	
	
	


	Item
	
	Action

	1. 
	Arrival – Tea and Coffee


	

	2.
	Welcome and Apologies


	

	2.1
	Chris welcomed everyone to the meeting and stated that Sylvia Dudley had resigned from the panel.  The panel thanked Sylvia for her hard work while being on the panel and that she will be sadly missed.

	

	3. 
	Report from last meeting


	

	3.1
	Item 3.1 / 8.1 – Discussion regarding the tree surgeon plan.  Nicki explained that tree maintenance was logged through the responsive repairs system and currently there are no outstanding jobs requiring tree surgeons.  A discussion ensued and it was recommended that trees on estates could be added to the check list used by staff and tenants doing neighbourhood checks.
This to be taken forward.

The minutes were agreed as a true and accurate record.
	KB

	4.
	Sounding Board (SB) Reports 

	

	4.1

	Design Panel – Laura Haynes
The M&R Panel had no comments at this time.
Income management – Kelly Parr
It was noticed that there were more staff than tenants attending at this meeting. A discussion ensued regarding how the current structure is to be consulted on during the 27th July Consultation Event.  The outcome of this should alleviate this problem.
Editorial – Cheryl Houghton

Compliments from the M&R Panel again all round.  The newsletter is going from strength to strength.
Community Development – Nicki Highton/Leanna Barton

The panel stated they were surprised that the TR14ers had still not provided the SB with copies of receipts.
Nicki stated that the SB had written to the group stating that until receipts are received they will not be eligible for additional funding.

Coastline Residents Action Feedback Team (CRAFT)
The panel recognised the comments under any other business regarding M&R panel members joining CRAFT and it being a conflict of interest.  It was suggested that CRAFT maybe requested by the M&R panel to mystery shop service areas identified by the M&R panel and this may be a conflict of interest. 
The M&R panel wanted to know how CRAFT was going to be managed in such a way that staff members being mystery shopped would not recognise them.  It was discussed that in time CRAFT could swap with another housing provider and vice versa so people are not recognised.
Claire updated the M&R on how CRAFTS inspection rota would work and they will have a full update at the next meeting.
The M&R panel agreed with CRAFT’s comments regarding conflict of interest.
General comments 

The completion of sounding board meeting report forms is better

NH to send Sue a new minute’s template as she is taking minutes for the Disabled Adaption’s Core Group.
Chris stated that a snapshot of the SB meeting notes should be put onto website removing names etc. for tenants information and to try and encourage more tenants to get involved.

	NH

	5.
	Update from M&R Panel Workshop 9th June 2010

	

	5.1


	Updates included the following:

Recruitment Pack 

Claire stated that at the workshop one of the key actions identified was to recruite more members.  From the feedback received on the 9th June the team have started to put together a recruitment pack for customers interested in joining.  The panel were shown the pack so far which included:

· M&R Panel Aims

· Person Specification

· Level of commitment guide

· Skills audit 

· Learning styles questionnaire

· Application Form

The panel agreed the aims, person specification and the contents of the pack.  NH/CR to send out information to interested customers as soon as possible.
It was discussed that if any of the panel knows of any interested customers they could be approached and the role discussed.

Next meeting to take things forward 21st July at Ferris House.  

	NH/CR

	6.
	Reporting Methods (Performance Indicators)

	

	6.1
	Claire stated that back at July 09’s 6 monthly consultation event a set of performance indicators were discussed and customers voted on which indicators were to be published in Coastlines Newsletter and in what format.
The M&R were asked if they felt that this format is still valued by tenants and if they feel anything needs to be changed.  The following feedback was received:

· % were queried.  Is this an easy way to communicate figures as some people might find it confusing.
· Add the disabled adaptations performance figures

· Explain types of repairs to avoid confusion e.g. emergency repairs are completed within 4 hrs, urgent repairs are completed with 48 hrs

· Rent Arrears figures
· Anti Social Behaviour (ASB) figures
· Things that matter the most to tenants which were highlighted in the Status Survey results
The panel were happy with the current format of arrows and colours and agreed further consultation on the reporting methods should take place during the 27th July 2010 consultation event. 

	

	7.
	Impact Assessment/Tracker Update

	

	7.1
	Claire updated the group regarding Coastlines progress with implementing the TP Tracker system.
The first quarterly satisfaction surveys are being fed into the system and the results will be brought to the next meeting.

Staff training and background information is also being set up so all the impact assessment targets will be entered and the M&R panel can be fully updated at the next meeting.  It’s a very exciting time.

	

	8.
	Training Update – Learning Skills Questionnaire

	

	8.1
	Claire gave the panel an update on the M&R training plan.
All involved tenants are going through the skills audit process which will highlight any skills required or skills they have which could be shared with others.  Once all returns have been received we will process these to develop a personalised training plan for all customers and the M&R.  Individual training plans can be drawn up for M&R Panel members if required.

Sue due to shadow Gemma Teague SHO on 15th July but not heard anything please can we chase Gemma on Sue’s behalf.
Claire stated that all customers are also being asked to complete learning style questionnaires.  These will give the team an insight into how the training needs to delivered in line with tenants learning styles.
It was stated that the signatures on the certificates received from the assertiveness training were not clear.  It was requested that this was amended for future certificates awarded.

	NH

	9.
	Tenant Services Authority (TSA) Update

	

	9.1
	Dave Wingham and Chris attended a course on how to complete the TSA report due to the TSA in October.  Chris stated that Coastline seemed to be way ahead of the game compared to other organisations e.g. no other attending organisation had tackled the local offers issue.
Chris stated that during the meeting it was suggested two reports be written one for the regulator and one for tenants.  Louise stated that the report required is not a regulators report but a report directly for tenants a copy of this report is then forwarded onto the regulator.  There does not need to be an additional regulator version.
Louise stated that the TSA no longer exist under the new government. Legislation will go through in October/November to abolish it.
The Homes and Communities Agency (HCA) will also be scaled right down but it is visioned that social housing regulation will get swallowed back into the HCA in some form.  
It has been highlighted by the government that the work completed by the TSA is recognised as good work including the framework and they want this to continue so it is envisioned that social landlords will probably report back directly to the HCA.

	

	10
	Performance Information inc. Service Improvement Plan
	

	10.1

10.2
	Performance Improvement Plan (PIP) at year end March 2009/2010
Louise discussed the areas of the business which had excellent performance during 2009/2010:
· Income management – gross arrears – actual 2%  Target 2.2% with zero evictions best ever performance to date.
· Lettings – re-let days actual 10 days, target 19 days as 2008/2009 actual was 18 days

· Neighbourhood management – target visit 700 properties in a year actual 712
· Completed estate inspections on time 100%
· Supported housing – 100% targets across the board for support plans 4 weekly visits

· Gas servicing 100% 

· Solid fuel servicing 100%  
Areas below target included:
· Phone calls answered in 15 seconds.  This has now improved but the issue seems to have been that the contact centre are spending more time on first contact calls
· Responsive repairs emergency & routine – these are now improving

· Sickness actual 12.5days, target 8 days.  It is still improving compared to previous months figures
Additional Comments:
· There is now an exceptions report which highlights any area which is below target.  The panel will want to focus on this.
· Income management blitz days have been really successful.  As well as collecting outstanding arrears staff referred customers to additional benefits which they were unaware they were entitled to.

· It was suggested that in the future the M&R have a performance session/workshop on how performance information can be utilised to identify areas for scrutiny for the M&R.  The panel agreed that this be taken forward as a future session.  
· A question style session for senior managers was suggested. Questions asked by the M&R panel and the audience being staff so input from staff can also be taken into account when identifying scrutiny areas. This idea to be taken forward.
Service Improvement Plan (SIP)
Louise stated that the self assessment had been updated in preparation of a short notice inspection.
A fair proportion of slippage on targets is due to the implementation of TP Tracker and external issues e.g. allocation of care contract in Miners court.
Additional Comments:

· The SIP is now 90% so back on track
· Green light targets also highlight the benefits to customers from the completed action

· Coastline are planning another mock inspection in 2011/12 to assess our progress

	LB/NH
CR/KB/NH

	11
	Resident Association (RA’s) & Area Panel (AP’s) Information

	

	11.1

	Resident Associations (RA’s)
Euny Close – No chair was appointed during the last AGM.  They are working with the community to raise awareness of the group and to find a new chair. The panel hope this RA doesn’t fold.

Complements to the RA for the good work done with the play area.

JPT – Photo project – a camera will be given to young people in the area to take pictures of good and bad areas on estate and they will be published.  The panel stated this is a great project
SKAP – The panel expressed their concern regarding the reoccurrence of problems with Grove Digital.  There doesn’t seem to be a satisfactory resolution.  It was discussed that M&R panel should take this on board and highlight this trend within the board report.  
It was discussed that grove digital work is coming to an end and that the M&R panel understand there have been several issues over the last 4 years.  The M&R panel stated that this type of breakdown in service delivery should not be allowed to happen again and that if this type of work is required in the future it should monitored by a tenant core group of some sort so tighter controls are in place.
Tony stated that item 6.2 was not correct.  Tony had not spoken to Leanna regarding expanding the taxi list.  SKAP would be made aware of this.

	CT

CR

	12
	Blue Flame Analysis 
	

	12.1


	Blue Flame
· No comments from the M&R at this time.  Everything is going well and the performance indicators reflect this.
· It was stated that it will be four months in between core group meetings due to meeting rearrangements.  This is a concern.  LoB/CR to investigate why meeting cancelled and get an information update. 
	CR/LoB

	13
	Board Feedback

	

	13.1

	Comments from the board included:
· Can they have a full names no abbreviations included in the report
· The board stated that the report was more like minutes instead of focusing on the key issues.  

· After the visit to Teign the board are looking forward to the development of the M&R Panel and the scrutiny areas identified by the panel
· The M&R Panel requested training on how to identify the key issues from meetings and how these are then to be put into the board report NH to organise

· NH to forward the training presentation to all M&R panel members
	NH
NH

	14
	Any Other Business

	

	14.1

	TPAS Report

Accreditation report from TPAS to come to the next meeting as it has recommendations which the M&R need to be aware of.  These need to be complete by next April 2011. 

Governments proposals regarding reducing housing benefit
The government propose to reduce housing benefit (HB) if you are unemployed for more than 12 months.  It is proposed that HB be reduced to 90% and tenant will need to pay the rest.  The government plan to introduce this in 2013/2014.  At this stage this has not been passed as legislation.
Governments proposals regarding ‘tenancies for life’

It is proposed that tenants living in properties which are under occupier would only be eligible for HB up to a certain level and the rest would need to be paid by the tenant. The government plan to introduce this in 2013/2014. At this stage this has not been passed as legislation.

Supporting People Funding

Supporting people funding may change but not in this financial year.  There may be changes next year. The Executive Team (ET) are having an away day to plan for these events and the outcomes will go to the board away day for further planning.
There maybe changes to housing benefit and supporting people and this will be challenging for Coastline and its tenants but it is being planned for.


	NH

	15
	Date , Time & Venue of next meeting 

	

	15.1
	1st September 2010 – Venue to be rearranged due to clash of events

	

	
	Meeting closed at 4:05pm
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