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Re- action report For 

The Value For Money Focus Group

 13th JULY 2006

Thank you for attending the focus group. You should have received the notes from the meeting you attended on 13th July 2006 but if by some chance you did not receive the notes and would like a copy sent to you, please contact our Customer Services Team on 0800 408 2000 

When you attended the Value For Money focus group meeting, we asked you a number of questions, which you replied to. We can now respond to your suggestions and give you some details on what we intend to do in the future to address these. We asked you: 

 What do you think Gloucester City Homes is doing well

 in terms of Value For Money?

	You Said:
	Our reply:

	1. Staff are now more helpful and friendly. 

2. Staff are very responsive and accessible to our needs.

3. There is a better attitude from staff.


	1. Thank you. To help us continually improve we are working with the Institute of Customer Service to ensure we are trained to deliver the highest customer service.


2. See 1 above.

3.    See 1 above.


What do you think Gloucester City Homes does not do well in terms of Value For Money?

	You Said:
	Our reply:

	1. The Grounds Maintenance service is very poor.

2. Window cleaning is poor in communal blocks.

3. Not enough dog litter bins provided.

4. Gas servicing not planned well to suit people who are at work during the day.

5. Not receiving Tenant Times on a regular basis.  

6. Out of hours call centre needs more local information to deal with enquiries.


	1. We are part of the new city-wide Grounds Maintenance contract let by the City Council to commence in February 2007.  We intend to increase the current year’s budget by 74% to tackle any backlog issues, and we have included a proposal to increase the ongoing annual budget by 46%. 

2. We have recently awarded a whole city communal cleaning contract, which will be operational from November 2006.  We will monitor performance on this contract and vigorously enforce the standards within the terms and conditions.

3. This comment has been passed to the appropriate officer at the City Council who is responsible for this service.

4. We now offer appointments for gas servicing on Saturday mornings to accommodate people who are out during normal working hours.

5. Prior to the inception of GCH, Tenant Times was distributed half yearly.  This has now been increased and all tenants should now receive a copy on a quarterly basis.

6. We are currently working with Morrison to ensure that their staff in the Call Centre based in Birmingham have a greater degree of local knowledge.





If you have any further questions or comments please do not hesitate to contact us:

Gloucester City Homes

Atlantic Suite

Southgate House

Southgate Street

Gloucester

GL1 1UW

Customer Services Line: 0800 408 2000

Text: 0778 148 2656

Fax: 01452 396599

Minicom: 01452 396161

Email: customer.services@gloscityhomes.co.uk
Web site: www.gloscityhomes.co.uk






