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Service Delivery Sub Committee

Wednesday, 7th February 2024 9:30 am

Russell Square - Service Delivery Sub-Committee

Attendees


Attended – Board Members

Stuart Storrie (SS), Sheena Welsh (SW), Hazel Farquhar (HF), Ian McDonald (IMcD), Cheryl Glen (CG), Jeanette Gaul (JG), Jimmy Black (JB).
Attended – Staff members

Gail Robertson (GR) Chief Executive Officer, Linlay Anderson (LA) Director of Housing, Kevin Lynch (KL) Director of Asset Management, Lauren Thomson (LT) Customer Services Advisor.

Did Not Attend - Apologies

Linda McDonald (LMcD), Fred Jack (FJ).

1.0 Apologies, Conflict of Interests & Notifiable Events Purpose – For Noting



Minute by Lauren Thomson

Apologies were noted as above and there were no conflicts or notifiable events noted.

Apologies were received as above.

The meeting started at 09:30am and came to a close at 11:30am.
[bookmark: _page_23_0]2.0 Minutes of the Service Delivery Sub Committee Meeting held on 15/11/2023
Purpose – For Approval



Minute by Lauren Thomson

The minutes were approved and agreed as correct. It was clarified by GR that all signatures required to approve the minutes are all digitalised and the Committee can do this online.

Utilita Update - This is still currently ongoing, JMcG has still been trying to get in contact with them, however, this was passed to another member of staff due to a bereavement within the company. [REDACTED – CONFIDENTIAL INFORMATION]. AG had checked the mail to identify if the contract came through the post, however, when the Association moved over to O365 there is now an issue getting access to the old mail log. GR confirmed that this action is not urgent and the Association may need to leave this as the Association are unlikely to receive the money and should not rely on this.

3.0 Asset Management Report Purpose - For Approval



Minute by Lauren Thomson

This reports was approved by Committee.

KL presented the Asset Management Report.

Day to Day Repairs

There is an overspend of £150,000 on the budget. As at previous meetings it was noted that there were coding error negatively impacting on the overspend however these are being rectified and will be correctly allocated by year end. A meeting was held and training issues were addressed. The meeting highlighted the coding issues and maintenance are working with finance to get this rectified and prevent future errors. Weather repairs have also contributed to the overspend in the budget which the Association cannot recover through insurance. In comparison to last year and for the same timeframe, the number of works orders have increased by 360. There was no indication as to why the number has increased.

IMcD queried the figures of the major repairs works and if they could be factored into covenant calculations if the expenditures are not placed into the correct areas. KL confirmed that there is not currently a major repairs budget for larger works but this is something the Association are looking at implementing from April. This maybe discussed at a greater length at the Finance Audit & Risk meeting.
[bookmark: _page_27_0]Voids

There is an overspend in budget of £67,500 however the Association still remain on track due to a reduction in the number of voids for the year. The overspend is based on the increased price of a void multiplied by the number of voids. The largest spend in the budget is due to the condition the Association receive the property back in and decoration costs in particular. Discussions are being held internally to resolve this and the Association are using decoration vouchers more. MO's continue to work with Capital Works to get the properties up tostandard where improvement works also need completed.

Complaints

[REDACTED – CONFIDENTIAL AND COMMERCIAL INFORMATION]

There were also complaints raised regarding time taken for work by roofing contractors however, this was due to the multiple storms and limited available contractors in the area.

Maintenance Officer Post Inspections

There was an issue within HomeMaster when reporting on the post inspections however, this issue has been resolved.

Gas Servicing

The Committee commended the positivity of the gas servicing contract and the report clearly reflects the good performance of the contractor.

Gas

Gas servicing remains at 100% and auditing remains high at 97.1% which is 5% above the industry standard.

Open Space Maintenance

There were no issues raised regarding this. KL confirmed that the contract will be renewed with Angus Council due to the cost and quality of work.

KL mentioned that the multiple storms has affected the winter programme and certain works have been delayed and work is being carried out in order of priority.

Insurance

There are two long term voids at the steading in Arbroath. This is due to a significant amount of water runningdown from AngusCouncilproperty andfloodingthetwoproperties. The Association are looking to install field drains but will look for a contribution from Angus Council to help with the cost. Permission would need to be sought from Angus Council to have these drains fitted.

The Association have managed to rehouse one of the tenants to another property in the scheme, however, accommodation is still to be found for the other tenant who is reluctant to move.
[bookmark: _page_29_0]A discussion is to be held to confirm the future of these properties as the Association can either restore the properties back up to standard or sell the properties on.

GR proposes that the Association should carry out the work on the field drain and pilot these through another storm to see the outcome.

SS asked about the demand for these units. LA advised that as these properties are ground floor all on one level, the Association would be reluctant to sell these on as these are sought after properties. SW queried if tenants were to be put back into these properties would they be able to get insurance. It was clarified by GR that tenants should still be able to get insurance, however premiums may have increased. GR advised that the Association may be able to provide evidence of works carried out to mitigate flood damage that the tenants can share with their insurance provider.

JB queried if the Association could use these properties as homeless accommodation short term. LA commented that that is may be an option, however, if this went ahead it would not work for short term only.

The Association should consider all options and once a decision is made, it will be reported to the Board.

Post-Inspections

JB queried if the report could include information on post-inspections including the findings. KL confirmed that post-inspections are going well at the moment and when issues arise they are dealt with at that time. GR confirmed if there were any issues with a specific contractor following post-inspections, they would be reported to Committee. LA confirmed if there were any issues, Committee would also see this reflected through CHP complaints and right first time figures.

KL will investigate and confirm if there is a field in HM to record any issues and reporting going forward will include the figures and any issues reported by exception to Committee.

IMcD queried if this was how the painting contractor issues were found. It was confirmed that this was due to cyclical works not post-inspections.

Contractors Performance

Performance remains high but there is room for improvement. Contractors still need to be reminded that when attending an emergency, if they make the situation safe, they must close out the work order if they are required to come back and a new works order should be issued. Contractors still need to be educated on this however most of the contractors are small businesses who will carry out the administrative side themselves. JMcG has been calling contractors on occasion to ensure that they are doing this when the data indicates that the target has been missed. It was noted that this may be something the Maintenance Assistants could start.




IMcD noted that the Association had been meeting these targets previously and are above average currently, however asked how Angus Housing Association is comparing against other Associations in regards to the figures. GR clarified that the Association are doing well in comparison as the Association maintains strong relationships with compact and Angus Housing Association does not use Direct Labour Organisations. It was noted that geography can often have an impact on the performance of reactive repairs and AHA were fortunate to have local contractors who can attend repairs fairly easily.
[bookmark: _page_31_0]LA confirmed that the targets are set by the RSL's rather than the SHR and other Associations will have higher targets and they set their own standards.

[REDACTED – CONFIDENTIAL AND COMMERCIAL INFORMATION]

Stage 3 Adaptations

There were no issues raised. KL mentioned that the next report will reflect that the budget for stage 3 adaptations has been spent.

Long Term Voids

Due to reluctance from Scottish Gas Network regarding the long term voids at Castle Street, the Association will be installing electric heating and the properties will then be re-let. The Association has scope in the Capital Works budget to allow the Association to carry this out. Once this work is completed there will only be three long term voids.

Damp and Mould

The policy was approved at the previous meeting and a procedure and summary have been circulated around staff for feedback and will then be submitted for approval. Angus Housing Association has a damp and mould template on HM which will improve how the Association reports. Once theprocedure has been implemented, it willallow the Association to deal with damp and mould more effectively and this will reflect in future reporting. GR stated that the Association has classified damp and mould and dependent upon the classification, different actions can then be taken and will be reported on. All reports of damp or mould will trigger an in person inspection by technical staff.

KL confirmed that "tiny tags"have been very useful for the Association due to thedata and results. KL clarified that the "tiny tags" are inserted into the property and left for a period of time and once retrieved is plugged directly into a computer and all the data that has been received is pulled through. GR and KL are looking at another product which may develop this further by giving advice to the tenant through an app depending on the readings being received.

The Regulator has not specified which aspects of Damp and Mould they would like Associations to report on. Therefore, the Association has been collating as much information as possible to be able to report correctly once guidance is released.

GR confirmed that the Association has now changed IT providers to Shackleton who are a Dundee based company and we have been discussing IT and digital strategy including tech for properties. GR confirmed that Shackletonwonthetender for theIT contract andthey have worked with Housing Associations in the past. The Association has also been part of a pilot looking at IT systems and GR met with the researchers to discuss the IT systems in the market and potential products which could be used to improve the health of properties, health of tenants and information systems in tenancies. As part of the research, Angus Housing Association receive a half day discussion with the researchers and the Association are able to pick specific products to be looked at. There was a discussion on Blackwood Smart Housing and the technology they have implemented into their housing.
[bookmark: _page_33_0]GR confirmed that there is an IT slot on the Board Training Plan and Shackleton will attend to present and discuss.

Capital Works Programme

Westhaven Gardens works are on track to be completed by the end of March 2024, however, the Association are finding a lot of defects when stripping the rooms back and also having to re-wire sections to ensure the electrical load is suitable for showers.

KL confirmed that the snagging issues at Jubilee Park has been completed.

There are some works programmes that are not delayed and are being spread across 2023/24 and 2024/25 financial years due to the costs of tendering's, additional works and contractor concerns raised at previous meetings. SS asks that a slippage arrow is added to reflect this in the report. GR confirmed that for clarity, KL will amend the report and upload a second version of this to Decision Time to reflect the comments.

IMcD commented that this is an area of concern, and the report reflected stacking implications of the financial years and the colour coding of timescales are all green. KL confirmed that this is an error in the report which he is addressing. IMcD acknowledges that a lot of this is due to external factors and dealing with other works, he believes there will some hard choices for the Association due to the limited money available. This issue will either be raised at the Finance, Audit and Risk Committee or the Board and discuss the development programme until year end as to how the Association goes forward.

Cyclical Paintwork

KL highlighted that the cyclical paintwork framework tender is due to go out in the next few weeks with a view to implement in April 2024 . This will allow the Association to have more control over the contractor to complete the work to a high standard.

Condition Works

IMcDqueried if thenew governingguidance that was due to be published for the energy efficiency stock has been published. GR confirmed that it is out for consultation and it looks to move away from using EPC and instead measure in KWh. Angus Housing Association, however, does not record this presently and will need to plan what that means for the Association moving forward to be able to implement. This is part of a bigger project on future direction and is linked to the development of a new Asset Management Strategy.

EICR’s

[REDACTED – CONFIDENTIAL AND COMMERCIAL INFORMATION]

Buyer Event

The Committee commended the buyer event and the work included and noted the positive turn out for the event. KL indicated that the Association would like to carry this out for each framework moving forward.
[bookmark: _page_35_0]4.0 Housing Management Report Purpose - For Approval



Minute by Lauren Thomson

This report was approved by Committee.

LA presented the Housing Management Report.

IMcD commended the new way of reporting and the quality of information now included in these reports.

Anti-Social Behaviour

There were no issues raised. There were some complaints raised however they have all been dealt with within the timescales.

SS queried if the issues at Mid Craigie has been resolved, LA confirmed that it has been.

There is one area of concern for complaints in Dundee where there has been five complaints between neighbours regarding noise. The Association has carried out a noise test and installed equipment intooneof the properties and received 45 hours of recordings however theAssociation cannot hear significant noise. Angus Housing Association will be having a meeting with the Police on 12 February 2024 with a hope to resolve the issue.

Estate Management

There were no issues raised.

Regarding the AC additional recycling bins, IMcD commented that is was disappointing to hear Angus Council will only contact the Association nearer the time of rollout to discuss the Associations concerns as the details have not yet been finalised.

LA confirmed that bin locks have been purchased through the environmental budget to help tenants ensure that their recycling and rubbish can be collected and prevent others from putting their rubbish in neighbours bins.

LA confirmed that the environmental improvement section of the report should read the details of expenditure to December 2023 instead of September 2023. LA has spoken to MO's and HO's regarding a proposed plan to spend the remainder of the current budget, however concludes that as this is a reactive budget there is limited planning available.

Allocations

No issues raised, however SS asked how Angus Housing Association compares to other Housing Associations regarding homeless allocations. LA confirmed that the Association are lower than in the pat due to the implementation of CBL. Angus Housing Association are working with Dundee and Council to try and increase this and LA confirms that any applicant who has been assessed as statutory homeless receives an automatic gold priority pass with the Association. Staff check to ensure that they are bidding on properties and if not, the CBL Co-Ordinator will contact their Homeless Officer to advise them of this with a view to ensuring that they are aware of the processes and how to bid.
[bookmark: _page_37_0]GR commented that the Scottish Government are concerned that RSL's are not meeting their obligations with the possibility of putting a blanket percentage in place that RSL's have to meet the SHFA has raised this with them as to the reasons why this may not work. The Association is aware of the barriers in place to meeting local targets and is working with the LA's to achieve better outcomes.

IMcD queried the number of days from registration for a homeless applicant on CBL takes before they are allocated a property in comparison to other Housing Associations. GR confirms that this target is not benchmarked by the Regulator but it could be benchmarked against other Housing Associations on TheseHomes. LA will raise this with them at the next meeting.

SS would like a training session for the Board in future to learn about homelessness and Angus Housing Association'sobligations in relation to this. GR advised that there was space in the Board Training plan to accommodate this request.

Voids

No issues were raised.

Tenancy Sustainment

Tenancy Sustainment figures have decreasedslightly for the lastquarter however have increased in comparison to the previous year.

Abandonments

There were no abandonments until end of December 2023, but there has been one abandonment this quarter.

LA confirmed the abandonment figures for Chart 3, there were five abandonments as at 31 March 2023 financial year and there were no abandonments as at 31 December 2023.

Arrears

Arrears have increased slightly, which is a concern sector wide and the HO's had a meeting at the beginning of the year to consider ways to mitigate this.

The eviction ban has been lifted from the end of March 2024 and the number of cases has increased for tenants owing more than £1,500. As a result of the eviction ban being lifted, the Association are now taking action and will be enrolling several cases into court.

The Committee commended the HO's on doing everything possible to support tenants in regards to arrears and confidence doing all they can to help the tenants.

Financial Inclusion Team

LA highlighted the demand on the FIT service and are staff are dealing with a select few demanding tenants. IMcD noted that was disappointing to hear but commended the work that FIT carry out and the expressed his disbelief that DCC had removed the face to face enquiry service.

SS would like Casey Malone, Energy Advisor, to attend a future Committee or Board meeting tp provide an overview of the work she is undertaking with tenants. LA confirmed that following the rent consultation, tenants not only wanted to be referred to the FIT but also for Energy Advice.
[bookmark: _page_39_0]Tenant Participation

LA confirmed that this report should be for Q3 not Q2. IMcD queried why there was no funding sought during this quarter. LA confirmed that this was due to timings and there was enough funding to get through the year however the TP staff will be actively applying for more funding when required.

During the current quarter Angus Council are holding a Community Café at Russell Square on a Friday. More information related to this will be reported at the next meeting.


5.0 Recharge - Current and Former Accounts Report Purpose - For Approval



Minute by Lauren Thomson

This report was approved by Committee with no issues noted.

6.0 Former Tenants Report Purpose - For Approval



Minute by Lauren Thomson

This report was approved by Committee with no issues noted. SS commended the standard of report submitted.

7.0 All Owners Arrears Report Purpose - For Approval



Minute by Lauren Thomson

This report was approved by Committee with no issues noted. The Committee commended the work that is put into the report.

8.0 Housing Management Workplan Purpose – For Noting



Minute by Lauren Thomson


The Committee noted the report with no issues raised.
[bookmark: _page_41_0]9.0 Asset Management Workplan Purpose – For Noting



Minute by Lauren Thomson

This report was noted by Committee.

KL noted that RSL's are not using the repairs and kitchen and bathroom frameworks. Angus Housing Association will continue to use these frameworks until May 2025 and will look to create and tender a new framework to use when the current framework concludes . KL highlighted that the final contractor on the kitchen and bathroom framework has been placed in administration. The complete ongoing work, the Association is currently tendering on an individual basis in line with procurement legislation.

SS queried the two red sections in the workplan. KL confirmed that he is still to carry out an equality impact assessment which there has been limited time to do so. The other red section is for the housing stock review which is a larger task than anticipated and the Association is exploring software (Power BI) which may help with this and will highlight any areas of concerns within our stock.

GR confirmed the sections in red are not risks but goals however key areas of the workplans are covered within the risk register. KL confirmed that the goals in amber are mostly date related for example; EESSH 2, Review of Housing Stock and Equalities goals will be carried forward to next years workplan with an expectation these will turn green by the next quarter.

IMcD asks for future reporting of the workplan to include a footnote to confirm the status of the goals.

10.0 Kirriemuir Kitchen and Boiler Replacement Tender Report
Purpose - For Approval



Minute by Lauren Thomson

This report was agreed and approved by Committee.

The kitchen and boiler replacements for Kirriemuir went out for tender and Andrew Shepherd came out as the best value for money contractor.

JB asked when the Association intended to stop putting gas boilers into properties. KL confirmed that this will only happen once the Asset Management strategy is in place however, the details would need to be thoroughly discussed and planned out before a decision is made to implement other sources of heating.
[bookmark: _page_43_0]GR confirmed the Scottish Social Housing Net Zero Strategy is out for consultation until the end of March. KL and CK are working on a response for this to the Scottish Government and once the final result has been published the Association will be able to progress work on the Asset Management Strategy.

GR confirmed that once the response has been submitted to Scottish Government, this will be shared with the Board. GR also confirmed that there is a half-day Asset Management away day planned for 2024 and the Board will be invited to participate and contribute to the new strategy.

11.0 Contact Log Report Purpose - For Noting



Minute by Lauren Thomson


Due to this being the first report on the contact log, the Committee were happy to note it but not approve.

As a result of Tenant Satisfaction Survey, the Association introduced the contacts logs. This is a new way of reporting enquiries from tenants to staff. Previously any contacts to the office were emailed to the staff member however they could not be tracked for action or timescales. This new process means that a contact log will be sent and the staff member has to respond within 48 hours to the tenant. If the contact log remains open, staff are sent daily reminders and reporting can show where staff are not meeting targets.

LA confirmed this is a new report and the Association are due to have a new phone system installed in the coming months and therefore the information may change going forward.

AG and LT will work on a new report to present the report to Committee. It was discussed and proposed by Committee that this report should be submitted to the Board quarterly and rebranded as Customer Services Report.

JB queried an update on the tenants portal. LA confirmed the current portal is not user friendly and the Association is in discussions with HomeMaster for a new tenants portal.

12.0 AOB

Purpose - For Information



Minute by Lauren Thomson

There was no other business noted.

13.0 Date of Next Meeting Purpose - For Information



Minute by Lauren Thomson

The date of the next meeting is 15 May 2024 at 9:30am
[bookmark: _page_45_0]
image1.png
//A Angus

Housin
"| - |Assuo<I:ic?tion
<




