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FOCUS GROUP — Aids & Adaptations

Held on Tuesday 20" July 2010 at 12pm
In the Boardroom, Southgate House

Item Action

1 Apologies

Stephen Udeh — Adaptations Suveyor. Stephen was on annual leave,
so Sarah Crawford led the focus group in his absence.

2 Introduction and health/safety issues

Terry asked if anyone needs a comfort break to let him know and we
will escort anyone there. He explained we had already had a fire drill
this morning and there were no further ones planned.

Sarah & Terry introduced themselves and explained their roles with
GCH.

Terry asked everyone to introduce their self and update the rest of the
group of what adaptations they have received.

3 Identifying cost of service

Gloucester City Homes Limited
Registered Address: Atlantic Suite, Southgate House, Southgate Street, Gloucester GL1 1UW
Place of Registration: Companies House, Cardiff
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Sarah explained that the budget this for adaptation this year is
£650,000. £560,000 will be used for major works ie.LAS and £60,000
for minor works i.e. grab rails and £30,000 for ramps and hard
standings.

Sarah explained that approx £2.17 weekly rent money contributes
towards the adaptations services — this does not include staff costs.

4  Rating the service

Excellent

Good @ @

Fair

Poor

5 Service Improvement/Decline

Decline Improvement

1 2 3 4 5 6 7 9 10

< >

6 Reviewing Service Standards|

Sarah provided the group with list of the current service standards, the
majority of participants agreed with the current service standards
however the following comment were received:

Brilliant service from start to finish / OT Assessment — would like it to
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be done within 3 months / took longer than the service standard to get
my work completed

7  Summary

Sarah asked the group for feedback on their own experiences:

2 attendees raised issues and gave feedback relating to the service
they had experienced through Lovell Respond. Sarah will organise for
the adaptations surveyor to visit their property to review the work
carried out.

Several attendees said they were very pleased with the service.

Sarah advised the group that customer satisfaction results for the
period Apr-Jun has dropped. This is due to the fact only 7 satisfaction
cards were returned. The investment manager is currently looking at
initiatives to encourage more feedback.

GCH are currently in the process of tendering a contract for ramps in
order to get the best value for money.

Sarah advised that a dedicated Surveyor has now been allocated to
Aids and Adaptations contract, Stephen Udeh and all minor and
standard repairs are processed through our Repairs Partner, Lovell
Respond.

8 Any other business

Sarah thanked the group for their attendance and contributions.
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