GLOUCESTER CITY HOMES FOCUS GROUP MINUTES


Response Repairs Focus Group 

Held on 25/05/2006 at 5.30pm 

Southgate House.

Customer Attendees 

Twenty two Customers attended the Focus Group.

They represented 9 males and 13 females; younger, middle aged and older age groups; black and white ethnic groups; customers for differing time periods from 4 years to 45 years; and from a variety of areas including Matson, Coney Hill, Kingsholm, Podsmead Quedgeley and Robinswood.

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 

	Dave Skitt
	Morrison


	
	Dave.skitt@morrisonfs.com 

	Ron Read
	Morrison
	
	Ron.read@morrisonfs.com 



	Justine Randel
	Estate Management


	01452 396063
	Justine.randel@gloscityhomes.co.uk 


Overall satisfaction

The group were asked to indicate on a mountain how well they thought GCH were currently performing on response repairs.
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What is good about the service?

· Answering the phone quickly

· Quick to give you date & time  of repair

· Satisfaction cards

· Turning up on time

· Neat, tidy and polite

· Better sub-contractors

· Good job

· Recognise service needed to be improved / changed

· Joint walkabout looking at things that need doing

· Noticeable improvements in service

What is not so good?

· Poor standard of work

· Lack of pride in their work

· No follow-up on job / promises given by operatives for additional work

· Communal repairs difficult to report – staff claim cannot find on computer system or know where area is

· No feedback on communal repairs

· Sending surveys even when repairs cancelled

· Opportunity to feedback on repairs not given. Don’t leave satisfaction survey.

· Survey re-visits

· Workmen taking personal calls on mobiles

· Appointments outside normal working hours not available

· Don’t communicate delays

· Don’t sensibly arrange gas servicing by areas & blocks

Terry Elcock

Resident Involvement Officer

Tel: 01452 396071

Email: terry.elcock@gloscityhomes.co.uk
09/05/2006

Outcome:


Poor / Fair





Poor





Fair





Good





Excellent








GlosCityS76/ALMO Project / Improving Services /

Improving Access, Improving Resident Involvement /

Focus Groups 

CONTROLLED DOCUMENT
Page 1 of 2
Version 1 May 2006

