NORTH EAST LEASEHOLD ASSOCIATION
MINUTES OF GENERAL MEETING

 JOSEPH COURT COMMUNITY HALL 

13 JUNE 2007, 7:15 PM


	Attendance:

	Committee:

Vi Carpenter (Chair),

Muriel Gordon MBE (Deputy Chair)

Irene Lewington 

Sheila Coscon                                  Ted Johnson
Annex: Full list of attendees
Observer : Rhonda Dewsnap
Apologies
Councillor Maureen Middleton 

Emma Kelly


	Officers:

Pat Ronayne (Head of Leasehold & Income)

Chrys Edwards  (Business Development Manager, HH)
Bob Philips ( Head of responsive services HH)
Gary Putwain ( Group facilities Manager )
Elliott Brooks ( Pinnacle)

Diana Otieno (Leasehold officer, Pinnacle)




1/ Introductions:
The Committee members and Officers introduced themselves.
 


2/ Previous Minutes (13 February 2007)
The Minutes of 13 February 2007 were agreed as an accurate record. 


3/ Matters Arising:
a) Access to Accounts Online
It was suggested that service charge accounts should be made available to leaseholders online ,Pat Ronayne concurred that this would be an extremely helpful move he however highlighted that the process of installing and streamlining the system would ideally take approximately two (2) years                 Action: PR
b) Block and Estate Repairs Charging:
Leaseholders raise concerns about the charging system used to charge them for works done to communal areas. Bob Philips responded that the items that were of a communal nature had the costs spread across to every body he explained that this was due to the Law of averages which dictated that on the whole all block will assume similar amounts of repair and on average the cost would be borne equally by all. He gave examples of the entry phone door system.  Vi Carpenter advised that a particular repair was to a handset in an individual flat where vandalism had occurred. Vi Carpenter requested some clarity. Bob clarified that this was the case, an exception to the rule being in the case of vandalism 
Other examples of repairs being wrongly charged related to time switches which was the responsibility of the cleaner and came under that contract and their responsibility to change lamps.  Charges were being made for the time switches being checked each time a lamp was changed which should not be necessary.

The issue of major works charges was discussed and the administration charge being made on professional fees.  Pat Ronayne advised that this would be the subject of a review.






     Action: PR
c) Insurance for the Roof

Pat Ronayne was asked to respond to a question raised regarding building insurance cover for the roof should the cost be incurred by individual leaseholders as a block charge to which Pat responded that he will seek clarification and inform the meeting.                                                                                             Action: PR
 Meter Reading Audit
Pat Ronayne told those present that there had been a change of a supplier. He said          that there were approximately 1000 meters to go 
       Action:  Pat to get back on actual time frame
d) Lifts
The question of the charging of lift services to ground floor leaseholders was raised. Pat Ronayne responded that the charging of the lifts was a general charge as a facility available in the block and should be looked at in the same light as the charge incurred by all for the stairs 
d) Call Centre Operatives and Estate Managers:
Elliott Brooks assured all present that the Estate managers were being furnished with the necessary information to be able to deal with leaseholders effectively. He introduced Diana to the leaseholders present as the new leasehold officer based at the Clock house neighbourhood office. He stressed that the estate Managers would be the first point of call for leaseholders for estate issues like repairs.  A number of leaseholders were not happy with the services of a particular estate management and Elliott Brooks advised he would address that issue. Chrys Edwards told the meeting that the call centre staff were undergoing continuous training to ensure the service they provided was customer focused at all times.

4.  Presentation By Chrys Edwards 
The chair invited Chrys Edwards to address the meeting.
In her address Chrys Edwards highlighted the following points

· She admitted that consistency in the handling of jobs was needed and assured those present that steps were being taken to make sure that this was the case

· Use of the saffron system now in place was limiting and that proposals were being worked on to improve the system for example making leaseholders details available on the system
· She again stressed that all call centre staff were being trained to provide a better service and to ensure the correct logging of repair jobs as a means to steam out the recurring problem of inaccurate repair job logging
· In response to a question about repeat jobs Chrys responded that there was a need for fairness reasonability and availability of information as to why a single job required several call outs. She stated that this may be as a result of one job requiring several different departments to resolve hence the different call outs

· She promised that the council was committed to improving the efficiency of the service provided to the leaseholders and that effective steps were being taken to do just this.

· Responding to a question regarding the changing of time switches in Nicholl and Needwood Houses. Chrys Edwards supported by Bob Philips explained that reasonable charges were applied to the accounts and promised to look into any queries and make the necessary amendments should any be found to be sustainable.
· Chrys Edwards promised the meeting that she would update the meeting on the continuing progress of the retraining of staff
Further discussion took place on the duplication of job tickets and the lack of any system to deal with them.   

Muriel Gordon made the point that what she had heard had been no different from a year ago and nothing that had been said gave any real insight on how the issues were going to be addressed.   The main concerns

    Job ticket coding and how this is going to be improved because of the extra cost to leaseholders 

   Job ticket enquiries raised by leaseholders via the neighbourhood office being ignored 

 

    Duplicate job tickets 

 

   Reported repairs on communal areas not being carried out properly.

 

  General policy on what is and is not rechargeable as there are several interpretations  

There was much blame on the system in use but that was felt to be an internal issue and if that was the system in place then Hackney Homes should find way of working with it and not using it as an excuse for poor service.

Example of how job tickets should be coded and one in particular i.e. a light facing the street positioned on a block should be charged to the estate (Note: Muriel Gordon checked her quarterly summary and found that such a light had actually been coded to the block which serves to prove the case about inaccurate coding). 

5. Any Other Business (AOB) 

a. Woodberry down Meeting: 
Vi Carpenter Informed the meeting that two meetings had been held but as approximately 140 leaseholders had not been advised of the meeting, it has been agreed that a further two meetings would be held in September with everyone invited. Vi said that a pamphlet contain all information regarding the regeneration of Woodberry down scheme was available to all.

b. Communal and individual Job Reports
Muriel Gordon informed the leaseholders present that they could request copies of the communal and job reports for them to peruse. She highlighted the effect that wrong job coding had on the eventual service charges. Muriel provided the meeting with a printed example of the reports that can be obtained. She then informed the leaseholders present that they could contact Diana Otieno, the leasehold officer at the clock house to provide them with a copy of the report. Muriel encouraged all present to make use of this service.
c. Leaseholders Survey

Vi Carpenter presented to the meeting the results of the recently carried out leaseholders survey that gave a break down of the general views of leaseholders across the borough regarding the services they were provided. She highlighted that a majority found the services provided to the leaseholders by the Estate managers to be wanting to which Elliot Brooks responded that every effort was being put to ensure that the estate managers were sensitive to the needs of the lease holders. Vi advised that the results of this survey could be made available at request to anyone who would like to peruse it. Hackney homes in turn undertook to improve on the services it provided based on the patterns indicated by the leaseholders polled.  

d. Mystery Shoppers

Chrys Edwards advised that leasehold detail had been put on the system but they were unsure that it would work until a leaseholder called in.  Muriel Gordon found it strange that they had to wait to test the system in such a way and suggested someone should call in as mystery shopper using a leasehold address.

e. Delay in Refunding

The recurring issue of the delay in refunding for job tickets raised or coded in error was taking too long Pat Ronayne admitted that this was currently the case and promised to look into ways of speeding the process                                              ACTION: PR
f. Surveyors appointments for exploratory work

Muriel Gordon brought to the attention of the meeting a leaseholder’s query regarding her intention to carry out alterations to the internal lay out to her property. The lease holder had requested and been denied and appointment with council surveyors. 
Muriel sought clarification as to whether leaseholders could receive this service from Hackney Homes highlighting the fact that the policies regarding the changes that could be done were best known to the council surveyors and also there would be no conflict of interest to provide this service to Leaseholders.

Muriel was promised that the leaseholder would be contacted and the matter resolved. 








        ACTION: BP

g. Lack of Spare Parts

A complaint was made by a resident in Joseph Court regarding a problem with the locking system.  As a result of the company supplying them becoming redundant the council officers offered to replace the door at no charge to the resident. ACTION: BP





6. Themed Meeting Topic- Estate Management:
The meeting was informed that the Loulla Timeneys would attend and give a presentation on Estate Management        

7. Date of Next General Meeting:
Date of the next meeting is Wednesday 24th October 2007 at 7.15pm, Joseph Court Community Hall.   An agenda will be circulated approximately two weeks prior to the meeting.

The meeting concluded at 9:.30 PM
Present at Meeting
Eileen Molley                         Dovedale House
Jean Johnson                        Mount Pleasant lane
Mr & Mrs Lucas                      Thorndale House
Victoria Nealis                       Lordship Road
M. Kay                                    Welling Ave
Jacqueline hope                  Mount Pleasant Lane
Steve Swain                           Mount Pleasant Lane
Antoinette Fernandes          Lordship Road
Florence Jeqde                    Joseph Court
Veronica Mensah                 Savernak House
Pat Beaver                             Summit Estate
Salih Yilmaz                            Scarbourough Road
A Caritzllo                              Portcani Ave
Melanie Hervey                    Jack Watts Estate
Shirley Bogan                        Joseph Court
Agatha Nwosh                     Ashdale House
Sunday Ogunuobi               Tower Court
Sylvana Chance                 Wrens Park 
R. Peters                                Dudlington Rd
Kelechi Ihegboro                 Cannock House
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