GLOUCESTER CITY HOMES FOCUS GROUP MINUTES


Tenancy & Estate Management Focus Group 

Held on 23/05/2006 at 5.30pm 

Southgate House.

Customer Attendees 

6 Customers attended the Focus Group.

They represented 3 males and 3 females; younger, middle aged and older age groups; black and white ethnic groups; customers for differing time periods from 15 years to 27 years; and from a variety of areas including Matson, Coney Hill, Kingsholm, and Tuffley.
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   

	Justine Randle
	Estate Management


	01452 396063
	justine.randle@gloscityhomes.co.uk  


Overall satisfaction

The group were asked to indicate on a mountain how well they thought GCH were currently performing on tenancy & estate management services.
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What do we do well?

The group were asked to name things we do well. Answers included:
· Mutual exchange from Stroud went smoothly and efficiently and took a couple of weeks.

· Pleased with allocation when leaving 5 bed house.  

· Good experience of succession rights.

What do we not do so well?

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

· Mutual exchange - GCH should do post inspection once exchange has happened.

· Inspections not thorough enough

· Was not advised of any outstanding repairs when a mutual exchange happened

· Difficulties with explaining and implementing succession

· Sensitive allocations should be addressed

· Customers should be correctly advised of rights and responsibilities at sign up


· GCH`s staff should carry out an additional visit 6 months after tenancy begins


· GCH`s should ensure door entry security keys are issued at sign up


· Provide local community information i.e. doctors surgeries 

· Include information in the tenancy handbook, leaflet & website on sole and joint tenancies

· Better publicity should be introduced explaining assignments

· Include information in the tenancy handbook, leaflet & website on successions

· Need to have information publicised on mutual exchanges


· Want the facility to browse a brochure of swap properties 


· Must keep property swap register up to date


· Need to advertise swaps on the Internet.


· Need better information on understanding the different rights associated with different tenancies i.e. Right To Buy with Council “Secure” tenancy and Right to Acquire with a housing association “Assured “ Tenancy.

· Emphasise four weeks notice prior to terminating tenancy.


· Need to campaign to return homes in good condition & provide incentives if tenants leave before 4 weeks notice has ended.


· Need better information on what to do when you leave, but not  in a condescending tone.

· Need better information on what to do if a property is abandoned or someone is left in occupation.

Terry Elcock

Resident Involvement Officer

Tel: 01452 396071

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