GLOUCESTER CITY HOMES FOCUS GROUP MINUTES


Leasehold Management Focus Group 

Held on 08/06/2006 at 6.00pm 

Southgate House.

The Focus Group was advertised in the Spring edition of Leaseholders News as well as an invitation sent out to all leaseholders dated 24th May 2006. Information also available on website.

Customer Attendees 

Although this meeting was well advertised, unfortunately there was a poor attendance but the meeting went ahead with the people who attended.

GCH Attendees

	Name
	Company Position
	Telephone
	Email

	Ian Harries
	Consultant
	07900583921
	Ian.harries@gloscityhomes.co.uk  

	Terry Elcock
	Resident Involvement
	01452 396071
	terry.elcock@gloscityhomes.co.uk   

	Jasmine Huyton
	Leasehold Management


	01452 396555
	Jasmine.Huyton@gloscityhomes.co.uk 


Overall satisfaction

The group were asked to indicate on a mountain how well they thought GCH`s were currently performing with the Leasehold Management service delivery.
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What do we do well?

The group were asked to name things we do well. Answers included:
· Collection of outstanding debts

· More responsive

· Staff more aware of people who could help

· Repairs getting done

· Better informed

· Full time Caretaker on Kingsholm

· Better Value for Money

What do we not do so well?

The group were asked to name things we do not do so well. Answers included:

· Repairs workers allocated jobs all over the city rather than doing jobs in the same area, then moving to a different patch.

· Cyclical painting could be done more often – When necessary – Better paint finishes are easier to clean.

· Would like more detail on repair costs, sent out more often.

· Individual estimates of cost to be given on major works are soon as the contract is awarded.

· Difficulties around electric bills – N Power

· Grounds Maintenance – Scalp / leave areas / drive around bins / leave clippings.

· Cleaning in areas not so good – Don’t sweep stairs before mopping.

· Bin doors need replacing in some areas

· Need more resident groups

· Councillors should become more involved by encouraging resident involvement.

· No satisfaction surveys carried out on works in communal areas.

· Would prefer to have direct phone lines to individual staff.

Agreed Service Standards

Answering phones - Within 5 Rings

E-mail 

– 1 Day if urgent within the hour

Letters

– Urgent within 2 – 3 working days, or within 5 working days

Information 

– Should be short and to the point

Cleaning 

– Want the new contract - need to ensure good standard.

Grass Cutting
– Need to involve leaseholders

Improvements 
– Legal Consultation

· Want opportunity to buy into GCH improvement contracts

· Should offer gas servicing and remind leaseholders of annual servicing.

· Provide information about what is happening more often

Jasmine Huyton

Leasehold and Home Ownership Manager

Tel: 01452 396555

Email: Jasmine.huyton@gloscityhomes.co.uk
09/06/2006
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