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Date: 1 April 2026
Location: Broadacres House & Microsoft Teams
Overview

The Panel reviewed customer feedback, engagement activity, housing and support services performance, property standards consultation results, and updates on strengthening links between customers and governance structures.



Key Discussions

1. Customer Voice and Complaints

· The dedicated in-house complaints team has significantly improved complaint handling times, reducing average investigation time from 13.5 days to 6.5 days. 
· Customer satisfaction with complaint outcomes remained around 85%, while satisfaction with complaint handling increased by 12% to 90%.  
· The improvements were noted as a positive outcome of previous scrutiny work undertaken by the CSP.  

2. Customer Engagement

· Increased collaboration between the Local Monitor Panel and CSP was welcomed.
· Customer feedback has directly influenced service improvements, including contractor changes that have led to better outcomes for customers. 

3. Housing Services Performance

· Communal inspections continue to achieve 100% compliance.
· New tenant visits achieved 97% against a 95% target.
· Garden inspections achieved 88.24%, slightly below the 90% target.  
· Income collection was strong at 100.13%, with only one eviction for rent arrears during the reporting period.
· Lettings performance exceeded targets with properties being allocated in 25.2 days against a target of 32 days.

4. Anti-Social Behaviour (ASB)

· ASB cases increased to 553 from 492 in the previous year. 
· A dedicated Community Safety Team has improved service delivery and support for neighbourhood officers.
· Most common ASB categories:
· Noise nuisance (31%)
· Verbal abuse (13%)
· Serious criminal behaviour (12%)
· Cannabis use (12%)
· Harassment (9%) 
· Three evictions were completed due to severe ASB cases.

5. Support Services

· Updates were provided on extra care, sheltered housing, learning disabilities, mental health services, young persons' accommodation, domestic abuse refuge services and homeless accommodation.
· Consultation is planned with customers to review support levels and shape future service offers.

6. Property Refusals

· Discussion took place regarding reasons applicants refuse properties, including: 
· Area perceived as unsafe or unsuitable
· Distance from family and friends
· Lack of amenities or transport links
· Applicants not responding to offers
· Panel members requested more detailed analysis of refusal trends and demographics.

7. Property Standards Consultation

· A customer survey received 872 responses.
· Strong support was shown for: 
· Faster reletting of empty homes using a revised standard.
· Extending routine repair timescales to prioritise emergencies.
· Introducing a major works category for complex repairs.
· The Board approved the proposed standards and repairs timescales, while recognising the need to mitigate impacts on older and disabled customers.

8. Strengthening Customer Influence

· Plans are progressing to: 
· Recruit customer representatives to the Group Asset and Development Committee.
· Improve customer involvement in policy development.
· Strengthen links between the CSP, committees and Board.
· Increase engagement with hard-to-reach customers. 

9. Welbank House Visit

· Panel members provided feedback following their site visit, highlighting: 
· Modern, attractive accommodation.
· Concerns regarding heavy doors and accessibility.
· Some design/layout issues within apartments.
· Positive feedback regarding ventilation systems and building quality.



Key Decisions

· Provide the Panel with additional data on property refusal trends, including demographic information.
· Share the presentation "Engaging Customers on Property Standards – Results and What Next?" with the Panel.
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