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Gloucester City Homes Limited 
Registered Address: Atlantic Suite, Southgate House, Southgate Street, Gloucester GL1 1UW 

Place of Registration: Companies House, Cardiff 

 
FOCUS GROUP TITLE 
 
Held on Tuesday 1st June 2010 at 11.00 am 
In the Boardroom, Southgate House 
 
Present:  
Name                         Address                           Group                               Title 

Anne Tavener 7 The Lampreys The Lampreys RA Treasurer 
Dorothy Smith 38 Gurney Avenue GCH Board Member None 
David Fews 3 Dombey Bungalows Podsmead RA Treasurer 
David Sheldon 29 Broom House Broom House RA None  
Dr Josephine Gilbert 16 Caledonian Road None Street Rep 
Steve Foley GCH None ???? 
Terry Elcock GCH None RI Officer 
Wendy Phillips GCH None ???? 

Item Action 

1 Apologies  

1.1 Gordon Barrington  

2 Introduction and health/safety issues  

2.1 

Terry E checked that everyone knew where the toilets are located, did Health & Safety 
check and confirmed there is a scheduled Fire Alarm test today. 

2.2 

Terry E explained the purpose of the meeting is concerning feedback relating to response 
repairs – and our new partner, Lovell Respond.  Lovell have been operating since 6th 
April.  GCH is looking for feedback of any service calls, for the entire service from the 
initial call to the Call Centre, right through to the end of the repair. 

 

3 Identifying cost of service  

3.1  

Steve F informed the contract costs will save  £700,00 with Lovell Respond in 
Partnership with GCH 
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4 Rating the service  

 

 

 

 

 

 

 

 

 

5 Service Improvement/Decline  

Decline Improvement 

1 2 3 4 5 + 1 + 2 + 3 + 4 + 5 + 6 + 7 + 8 + 9 + 10 

 

 

6 Reviewing Service Standards|  

6.1 
SF explained that Morrison dictated the contract previously as they managed the whole 
process.  Since the new partner, one of the major changes was that the call centre has been 
transferred in house.  After Morrison left, Enterprise were appointed as an interim contractor 
then put out to tender.  Very detailed checks were made from 31 contractors down to 7 visits.  
The main priority was first time fix and customer services.  Lovell did best. Feedback is now 
at 97% Looked at costs.  The bill has been reduced by £700,00 since Lovell takes over. 
 
6.2 
On return the feedback from attendees was repairs response is generally improving.   
 
6.3 
Out of hours needs looking at.  SF will explain how to report repairs in an update in next 
tenant times.  An example was given where it was considered an emergency but wasn’t 
treated as such. SF explained that an emergency is an immediate threat to person or 
property. SF agreed the example was an emergency.   
 
6.4 
Long over due repairs.  There are many repairs were due to be completed but haven’t.  SF 
said that it difficult to take over from an old contractor, so suggested that we take a fresh look 
and report it.  SF continued, there has been a lot of lessons learnt with the old and new 
contractors.  There is now a programme of works that the contractors have provided to detail 
when works will be completed in which areas.  SF has taken details on all examples given 

 
 
 
 
 
 
 
 
 
SF 

Poor 

Fair 

  Good 

Excellent 
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and will follow these repairs up. 
 
6.5 
Feedback for Connaught – are they reporting correctly?  Various examples were given that 
contractor turned up completed the work but then needed more parts so agreed with the 
tenant directly it would be completed.  When they called the call centre, they were told the 
job was closed. 
SF explained that he a weekly meeting with the contractors and these examples will be 
given. 
 
 
6.6 
Feedback attendees was given that since the Morrison contract has finished the 
management of the new contractor has been taken over very well.   

 

7 Summary  

7.1 

4 out of 5 people here have had to make repair requests and with exception of out of 
hours, were generally happy. 

 

8 Any other business  

8.1 

A list of issues were taken from attendees and given to SF to resolve 

8.2 

TE said that if there are any further examples, please do contact us, so action can be 
taken to fix it. 

 

 
SF 
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