SUFFOLK HOUSING SOCIETY

Minutes of Tenants Voice Meeting No.16 held at the Society’s offices at Old Mission House at 6.00pm on Thursday 17th November 2011. 












______

Present:

Susan Feary (Chair)

Chris Gilmore

Paula Bone



Michelle Symonds




John Walker



John Campbell




Andy Balfour

Pam Edwards
Brian Ball
Julie McGrath

In attendance:


Jonathon Routledge 
Tenant Liaison Officer

Sue Philp

Operations Director
Rob Longfoot

Housing Officer

Nigel Aitkens

Board Chair

Carla Underwood
Observer 
16.01.00
CHAIRS WELCOME

Susan Feary welcomed Rob Longfoot – Housing Officer, Nigel Aitkens – Chair of Suffolk’s  Board, and Carla Underwood from Haverhill who was observing the meeting.

16.02.00
APOLOGIES 

Apologies were received from Gill Pugh, Joan Matthewman, Jan Lister, Ian Winslet and Alan Dagger.
16.03.00
MINUTES OF MEETING NO. 15 HELD ON 30th AUGUST 2011
The minutes, copies of which had been circulated after the previous meeting were agreed and signed.

16.04.00
MATTERS ARISING

16.04.01
Board Member
It reported that Andy Balfour had attended a Board meeting and a couple of related events in his capacity of new Board Member.

CRB checks
It was reported that there appeared to be no evidence suggesting that Tenants Voice members would need to be CRB checked to carry out their role.

Financial Training

This will be arranged for early next year

HouseMark

Passwords have been arranged by the Finance Director and SHS email accounts were in the process of being set up.
16.05.00
MATTERS ARISING FROM BOARD MEETING NO. 330 – 21st SEPTEMBER 2011
16.05.01
This item was introduced by the Operations Director who outlined the matters of significance from the meeting. This included:

· The option to purchase some stock from another Housing Association had been discussed at previous meetings- the decision had been taken to withdraw from this proposal although an offer had been made to manage the stock for the other Association if they wanted but nothing further had been heard from them.
· The two new trainees had been appointed and are now working in Housing and Technical Services.

· The Operations Committee minutes were discussed with some consideration about a proposal to install photovoltaic panels on a number of properties to take advantage of Feed-in tariffs from the Government – the tariffs available have recently been drastically reduced however and it is unlikely that this would be a viable option.
· The Board approved the Affordable rent and fixed term tenancy policy previously considered by Tenants Voice.
· A new Communications Strategy was approved.

· Board Scrutiny was agreed in principle with further information requested about how this might be implemented.

16.06.00
CHAIRS REPORT
16.06.01
The report was circulated prior to the meeting and covered the following items which were not on the agenda for discussion later in the meeting:
· Members were reminded about the importance of checking the Society’s Facebook page and giving Susan and Jonathon any items of news that they thought would be relevant to include on it as it is important to keep it up-dated. The Society now also had a Twitter account.
· The last copy of Interlink had been particularly good and members were asked to encourage neighbours to come forward with articles.
16.07.00
REPORT BY THE TENANT LIAISON OFFICER
16.07.01
The Tenant Liaison Officer reported on the following items

· Grounds Maintenance Champion – Jonathon will be approaching Tenants Friends to see if anyone would like to take on the role of grounds maintenance champion – this would complement the Maintenance role being undertaken by Alan Dagger. Eventually it is hoped that we might create similar roles for aspects such as ASB or Equality & Diversity.
· Mystery Shopping – we will be carrying out a mystery shopping exercise jointly with Havebury Housing Partnership and testing each other’s services. This might extend in future to other joint events such as estate walkabouts or inspections.
· Social media – looking at other ways that we can be more interactive with residents, this will include Facebook and Twitter but we are also exploring the use of smartphone applications to report repairs and the use of video clips to give a visual representation of key aspects of the tenancy or tips for day to day repairs etc.

· Board meetings – the board have agreed that residents and staff will be able to attend part of Board meetings – a procedure for this will be drawn up to allow this to start next year.

· Interlink – Jonathon is now responsible for co-ordinating the production and content of Interlink. He advised that he was keen for residents to join the editorial panel.

16.08.00
ITEMS RAISED BY TV MEMBERS OR TENANTS FRIENDS FOR DISCUSSION
16.08.01
No items were raised
16.09.00
KEY PERFORMANCE FOR QUARTER 3
16.09.01
It was reported that the voids figure was reducing and it was hoped that the cumulative figure would be at or below target by the year end.

There had been a slight reduction in rent arrears and note was made of the efforts being made by Ian Dodds and Mary Moeser to manage this situation as they are in the current economic state.

The Operations Director advised that there was an error on the graph on the Complaints report and the number of complaints upheld should read 5.5 as opposed to 1. The new complaints/ comments and compliments form had been circulated to all tenants therefore it was likely that the final quarter of the year would see a surge in the number of complaints.


The Operations Director advised that the budget for adaptations was almost committed so Occupational Therapists had been asked to delay any new requests for large items unless extremely urgent until the new year.

16.10.00
ANNUAL REPORT 2012
16.10.01
The Chair introduced this item. Although the group were happy with the format and content of the 2011 report and felt it was an improvement from  previous ‘corporate’ ones, it was thought that this could be improved further next year with tenants writing the narrative themselves and deciding what should be featured. Group members were encouraged to give some thought to areas of particular interest early on to ensure plenty of time to produce the final product.
16.11.00
PETS POLICY
16.11.01
The Operations Director introduced this report which had been prepared by the Housing Services Manager. The group gave a lot of consideration to the report  which suggested that the Society may wish to acknowledge the potential benefits of pet ownership and relax the terms in tenancy agreements by allowing dogs and cats with permission in all properties supported by the introduction of a detailed Pets Policy.

The group were generally not in favour of changing from the existing practice but agreed that they needed to give the matter further thought and would therefore defer a decision until the next meeting when they would have the opportunity to discuss it again.

16.12.00
SURVEY OF TENANTS AND RESIDENTS (STAR)
16.12.01
The Operations Director introduced this report and explained that the Regulator no longer required Associations to carry out bi-annual surveys of their tenants, however, the sector generally felt that these were good practice and a useful tool for benchmarking so had produced a new version that Associations could tailor to their own needs. Several sheets of potential questions were circulated for the group to give consideration to.

It was agreed that the new form of survey should be carried out in 2012, Tenants Voice would agree the questions that would be included in the survey and that a group of residents, possibly the Readers panel would be asked to comment on the format before it was issued in the hope that it would make it more user friendly.
16.13.00
RESIDENT INVOLVEMENT IMPACT ASSESSMENT
16.13.01
The Tenant Liaison Officer introduced this report which set out what Involvement had taken place over the course of the year, the demographics, where known, of those involved, the cost of the activity and the overall impact. The group thanked Jonathon for the report which was extremely colourful and informative. It will be accessible from the SHS website and available on request but it was not felt necessary to circulate it to every resident.

16.14.00
FUN DAY
16.14.01
Chris Gilmore provided an up-date about the proposed Fun Day. A venue has been selected for Saturday 18th August – the proposal is to hold the event at the New Green Community Centre in Thurston. The venue is large enough to accommodate people inside and outside. Chris has obtained prices from specialist companies who would provide a range of activities such a bouncy castles, a fun bus etc for the price of £1500. Catering would be an additional cost.

It was suggested that we should gauge levels of interest from tenants before any further work is done on this and an article will be placed in the next issue of Interlink asking residents to confirm whether or not they would be interested and willing to travel to Thurston for such an event.  If it is decided that there is sufficient interest to hold the event a working group will need to be set up to plan it.
16.15.00
TRAINING REQUIREMENTS
16.15.01
The Tenant Liaison Officer will send out details of training opportunities on offer. The group were reminded to advise Jonathon of any specific training that they might need.
16.16.00
RESIDENT SERVICE INSPECTORS 

16.16.01
Michelle Symonds gave a verbal report about the progress that the new team of Resident Service Inspectors was making in respect of their training. The training had been intense but useful and the team had agreed that they would commence their programme with day to day repairs. The group comprises three members of Tenants Voice, another tenant and a shared owner. The Inspectors will be talking to tenants, staff and contractors and will also do some mystery shopping. The group will report back to Tenants Voice with details of progress..
16.17.00
DATE AND TIME OF NEXT MEETING
16.17.01
It was agreed that throughout 2012, meetings will continue to be held every two months, they will take place at the Society’s offices in Old Mission House. The group preferred to hold the meeting on a Thursday commencing at 6.00pm

The next meeting will be held on Thursday 23rd February 

Meetings for the remainder of 2012 will be as follows:


19th April


21st June


23rd August


18th October


13th December

16.18.00
ANY OTHER BUSINESS

16.18.01
Estate Improvements Budget


The Operations Director circulated a copy of the proposed budget for 2012. It was explained that the items for inclusion on the Estate improvements budget were normally provided by the Housing Officers but that Tenants Voice were being asked to consider, by speaking to neighbours and other residents, what might be appropriate for their area and to feed that back to the Operations Director.


Re-chargeable repairs

The group were asked to consider the principle of the Society using credits accrued on Tenants rent accounts to off-set any outstanding debt owed to the Society for items such as rechargeable repairs. It was explained that this would not result in accounts being placed in arrears but it was a way of reducing the amount of debt that is written off due to non-payment. The Operations Director explained that if this was agreed then legal advice would have to be obtained before any action could be taken.

This was agreed.
ouainHou
CHAIRMAN     …………………………………………………………………………

DATE              …………………………………………………………………………………
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