NORTH EAST LEASEHOLD ASSOCIATION
MINUTES OF GENERAL MEETING

 JOSEPH COURT COMMUNITY HALL 

13 FEBRUARY 2007, 7:15 PM


	Attendance:

	Committee:

Vi Carpenter (Chair),

Muriel Gordon MBE (Deputy Chair)

Ted Johnson 

Sheila Coxon 

Irene Lewington 

Emma Kelly

Leaseholders: 

Shirley Bogan
Chris Mackinnon

Mr S Hassan

Mr & Mrs Lucas
Mr A Cariello

Mrs J Dedewu

Councillors:
Councillor Maureen Middleton 
	Officers:

Pat Ronayne (Head of Leasehold & Income)

Chrys Edwards  (Business Development Manager, HH)
Gary Putwain (Group Facilities Manager)
Loulla Timeneys (Leasehold services Officer)




1/ Introductions and Apologies:
The Committee members and Officers introduced themselves.
Apologies were received from Candy Martin, Faruk Ahmed, Ann Courington, Noby Clark and Councillor Odze. 


2/ Previous Minutes (17 October 2006)
The Minutes of 17 October 2006 were agreed as an accurate record. 


3/ Matters Arising:
a) Committee Members:
Vi Carpenter advised of a couple of changes within the Committee. She advised that Raymond Murphy is no longer a Committee Member and welcomed Emma Kelly to the Committee as a new member. 
b) Leasehold Details on Call Centre System:
Chrys Edwards advised that leaseholders’ information on the IT saffron system is currently very limited. She said she has met with the IT section who advised that they are looking into improving this area and that contact details for leaseholders will soon become available. 

Action: Chrys Edwards to provide update on progress of IT system - CE
c) Call Centre Staff Knowing Neighbourhoods:
Chrys Edwards endorsed that staff are briefed to be more customer focused and for  customer care to be applied at all times to ensure queries are dealt with efficiently.   
d) Call Centre Operatives:
Chrys Edwards reiterated meetings are held regularly with staff to promote the importance of being customer focused at all times.

e) Lighting in Spring Park Drive/Woodberry Down:
Vi Carpenter advised that the lamp posts on Woodberry Down are still not done. Chrys Edwards said she will look into the matter and chase up works.
Action: Chrys Edwards to report back on progress of works - CE 

f) Electronic Letter for Data Protection Supplied to Neighbourhood:
Pat Ronayne advised that the letter has now been supplied to Loulla Timeneys. He 
explained the letter is purely for leaseholders giving permission for their contact details to be held on a database in order to receive information from NELA.
Action: Pat Ronayne to ensure information is forwarded to Loulla Timeneys - PR 
g) Woodberry Down Meeting With Robin Smith:
Vi Carpenter advised that leaseholders are still fighting hard with the Regeneration Scheme and added that they are still waiting to have a meeting with Robin Smith to discuss issues of concern to them.
She advised that on 5 February 2007, she and Chris Mackinnon met with Alice Burke and Brian Marsh from the ALMO board in the hope that some progress can be made. She said some good news may be due but the case will need to go to Cabinet first. She will report further once Cabinet decision made.

Action: Vi Carpenter to report back on progress with Cabinet decision - VC
 i) Leaseholders Carrying Out Work in Advance of Decent Homes:
Pat Ronayne advised that this issue arose when leaseholders wanted to change windows whilst Decent Homes works were going on. He said Leasehold & Income Services, decided that permission may be granted depending on where the estate is on the programme and when works are due to commence. In this instance he said, leaseholders will need to write to their Estate Manager who will forward correspondence to LIS and they will in turn respond with a decision. Councillor Middleton asked whether window prices could be reduced to be more competitive. Pat Ronayne responded by explaining in detail the inclusive works involved with the window renewal programme. He said the overall costs include hire of scaffold, making good brickwork, a Project Manager, the stringent health and safety procedures to which Hackney Homes abide to as well as other associated works.   

j) Interim billing comparisons:
Pat Ronayne explained the process of interim billing. He advised that it is currently set at 75% but anticipates in time as more and more work takes place it could change and prices could become comparable. He advised information and options on how to pay for major works and service charges can be found under section five of the Leaseholders and Freeholders Handbook.


k) Update on Meter Reading:
Pat Ronayne reported that out of the 1700 meters sited, around 1600 have been audited and remaining should be completed by April 2007.

Action: This item to remain on the agenda until resolved - PR 
l) Review of Ground Floor Lift Charges:
Pat Ronayne advised that that a report has been submitted to Hackney Homes Management Team for decision on whether leaseholders’ living on the ground floor should not be charged lift charges.

Muriel Gordon suggested for Loulla Timeneys to draft a letter to Steve Tucker, Director of Housing on behalf of NELA asking for a direct response to this issue.

Action: Loulla Timeneys to write to Steve Tucker - LT

m) Small Print on Statements: 
Pat Ronayne advised that information previous sent was incorrect and that future information will be easy to read. 

4. Update Report on Call Centre:
Chrys Edwards advised that action has now been taken to improve and provide a better service to all residents reporting repairs. She said the following steps are now in place.

· Calls will be recorded and monitored to ensure quality assurances         
· Amendments with Saffron IT system to be much more effective and accurate
· Recruiting permanent members of staff 

· Company testing empathy, customer care and customer focus 

· Incentive bonus schemes ( currently under negotiations)

· Call back service – currently under review to ensure customer satisfaction

· Out of hours Call Centre, Training staff for better service delivery

· Satisfaction surveys with leaseholders on communal repairs    

Residents raised issues with job tickets wrongly raised and coded which has repercussions with billing. Chrys Edwards undertook to investigate and resolve the matter by stating that staff will be trained correctly to efficiently raise job tickets. 
Action: Chrys Edwards to provide an update on progress on Call Centre - CE

5. Themed Meeting Topic- Service Charges:
Pat Ronayne presented the theme by clearly and concisely explaining in detail the process of service charges. A hand out was provided (please note attached for reference)  
6. Any Other Business: 
There followed some discussion on general points. The following questions were asked by the residents.

a) Should the estate & block factors appear on service charge accounts? 
b) Should there be on line access to accounts on the Hackney Web site. 
c) Incorrect coding on job tickets - having a knock on effect on service charges.
d) Refund policy - concerns were raised about the slowness of refunding.
e) Insurance Policy - concerns were raised about the covering of roof works.  
f) Communal Heating & Intercom Handsets – Should the charges for renewal of parts/components in individual properties be apportioned to all lessees.

Action: Pat Ronayne agreed to investigate all issues raised and report back at next meeting - PR                 

7. Date of Next General Meeting:
Date of the next meeting is 13 June 2007 at 7.15pm, Joseph Court Community Hall.

The meeting ended at 21.30 
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