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Performance Advisory Group (PAG)
12 March Board Room 4th floor Barnet House
Main Meeting 6:30pm until 8:30pm

 __________________________________________________________________
Present: 
John Davies


 (JD)
          Chair Person
Aruna Bhatt                         (AB)             Vice Chair

Elizabeth Fitzgerald            (EF)             Member
Amlan Ghoshal                   (AG)             Member

Carol Douet                        (CD)             Member

Adanna Oji                          (AO)             Member
Maxell Doku                        (MD)             Member 
Angela Shine                       (AS)             Member
Tim Mulvenna
           (TM)             C.E.O of the Barnet Group


         
Jeff Baker                           (JB)              Vice Chair of TBG Board

Peter Williams                    (PW)             Data & Information Manager
Lorraine Lewis                    (LL)              Resident Observer  
Deborah Beckford               (DB)            Customer Engagement Co-Ordinator

Andy Taylor                         (AT)            Mobilisation Consultant Gas Contract  

Mears

Nemendra Singh                 (NS)            Regional Director

Vernon Corea                      (VC)            General Manager

Andy Smith                          (AS)            Gas Contract Manager

Jim Barfield                          (JB)            Gas Compliance Manager 

	Item
	Title
	Action

	1
	Apologies and welcome
Apologies received from Eleanor, Norah and Hazel
Introductions were made around the table

	

	2
3


	Minute Approval
All agreed the minutes were a true reflection.
Matters Arising
No actions arising


	Minutes to be published on website
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	Quarter 3 Performance Indicators

PW introduced himself as the new Data & Information Manager, taking over from Dave Dawson. He explained the reasons for the 3 area’s that are currently in the ‘Red’ ETA (emergency temporary accommodation), Rent Arrears and New Build.

· Number of households in ETA (emergency temporary accommodation): this indicator is currently over target due to an increase in the number of emergency approaches and a decrease in the number of cancelled applications. The number of people in ETA has risen while the number in general temporary accommodation has fallen; there have been problems with the procurement of new temporary accommodation that has meant that some households have had to be placed in ETA instead. 

· Rent arrears as a % of debit: the number of households in high level arrears (£2000+) has increased sharply in recent months. In future the rent team will use data in different ways so that residents who are at risk of falling behind on their rent are targeted more effectively and given the assistance that they need. They will also review their collection process to ensure that they are collecting arrears as efficiently as possible. 

· New build started on site: no new builds were started during Q3 due to delays around planning consent and the transfer of land; until these are resolved it is not possible for work to begin.

New gas Contract – Mears

AT introduced himself as the Mobilization Consultant on behalf of BH (Barnet Homes) and acknowledged the good work that PAG had done in the past and the report the members produced. He also gave praise to JD for the massive amount of time he was putting in to assist with the mobilization process. He also introduced the staff attending from Mears.

JD and DB with input from the members had drawn up an agenda of areas to cover within the round table discussion that followed. 
STAFFING/ENGINEERS

Q. How many engineers will you have on the contract?

11 engineers are expected to be transferred from Robert Heath Heating (RHH) under TUPE and a further two will be recruited externally for the contract. A voids manager and the gas contracts manager have already been recruited and have started work on the contract. 

Q How will you improve the quality of the RHH engineers? 

Through training, support and mentoring.  All engineers will undergo an induction to Mears, Training needs will be identified and training provided accordingly, Mears aim is to bring all engineers up to a given standard.  They are being equipped with a comprehensive high quality tool kit and the latest technology in meter equipment. Manufacturer’s instructions and problem solving data is provided on their PDA along with a networking facility to communicate with other engineers.
Q Will you use sub contractors?

Our intention is to use sub contractors or “Supply Chain Partners” as Mears prefer to call them for installations. These partners undergo the same checks and measures as our direct engineers. It can take up to a year to become a listed supply chain partner 

Q Will you recruit apprentices?

As part of the contract Mears are required to provide two apprentices

Q RHH plan 12 jobs per day for their engineers how many jobs a day will you plan for your engineers?

We normally plan 8 service calls per day but the day changes as it evolves due to non-access, so the expectation is that engineers become available for emergency calls. Our ultimate aim would be to reschedule the majority of servicing into summer months to allow more resource for breakdowns in the winter. This could take some years to achieve. 

Q What happens if the engineer does not have the parts?

The engineer makes a return appointment directly with the resident while he is with them. The parts are ordered and we normally receive these on next day delivery. 

IT

Q Will you have an Interface between Barnet Homes and Mears?

Yes, Mears already have an interface for the repairs contract; this is being modified to accommodate the requirements of the gas contract.

Q Are you using Capita, if so experience tells us there may be delays?

Yes Capita have been engaged to carry out various works which they have no completed. 

Q What happens if the interface breaks down?

We have a business continuity plan and can provide you with a copy if you wish.

CALL CENTRE

Q Where will the call centre be located?

The call centre will be located at Barnet House, The out of hours call centre is in Enfield. 

Q Where will Mears be located once Barnet Homes move to Graham Park?

This will continue to be located within the local area and we are actively in discussions with a local supply chain partner such as Plumbase to take on part of their premises

Q RHH supervisors refuse to talk to residents, will Mears supervisors be able to?

Yes of course, the Supervisor is part of the team dealing with the calls and are accessible.

Q Will there be any synergies of the gas contract overlapping with the repairs contract?

Yes, we have a skills matrix so some engineers are multi skilled allowing them to complete electrical as well as plumbing work, This will have particular benefits in voids, Additionally with voids we will no longer be relying upon RHH to attend. 

APPOINTMENT LETTERS

Q Why do you have to provide three visits?

If we have to apply to the court for access Magistrates will expect that sufficient attempts at access has been provided and that vulnerabilities have been take into consideration.

Members had already had sight of the appointment letters before this meeting and approved the text messages that Mears intended to send out leading up to the appointment time 

· Conformation of appointment text sent same day as appointment booked - Confirming your Gas Service appointment with Mears. Please call on or reply to the SMS if unavailable and wish to change appointment.

 

· Day before appointment reminder - Your Gas Service appointment is confirmed with Mears for the date….Please call on or reply to SMS if not available.

· On Route Text - Your Mears operative is on their way to attend your appointment and should arrive within the next [0} minutes.

 

· Completion Text - Your Mears Operative will confirm that your repair is now completed. Your feedback is important, you can reply via text to let them know how you felt about the service you have received today.

 

· Carded Text - Mears were unable to gain access to carry out your Gas Service today. This is Legal requirement. Please either reply to SMS or call as matter of urgency.
Q How do you know who is vulnerable?

Barnet Homes maintain a Vulnerable Tenant Register so we know when special processes need to take place. Barnet Homes also maintain a register of residents know to be violent or abusive which we need to inform our engineers for h&s reasons and if we need to make a joint visit.
Q What happens if there is a gas escape and the resident is not at home or won’t allow you in. 

Gas escapes are the responsibility of a specialist organisation, they must respond to a gas escape within one hour and they have the right of forced entry along with the fire brigade

Q  What are your first time access rates?

Typically 95%

SERVICING

Q  What do Mears do during a service? 

Service Boiler to manufacturer specifications

Check seals and leaks 

Emission test

Flue Inspection

Clean as Required

Check smoke and CO detector

Visual check on resident’s appliances including a flame test and frame test, if this is unsafe we will categorise accordingly and advice if needs turned off.  If it is immediately dangerous and the resident will not allow it to be disconnected the gas will be turned off at the mains and capped until the appliance is made safe

Pressure test gas pipes

Q it can take weeks for RHH to deliver the LGSR certificate how long will it take Mears? 

28 days is the law and Mears will typically have the LGSR in the mail to you within two days. Before sending the LGSR is checked and if incorrect the engineer has to complete it again. There is a new system of MoT style testing which means the service visit is conducted with 28 days either side of the anniversary date. This avoids a situation where services are carried out every 10.5 months and over time provides an opportunity to re profile the service schedule. 

Q Who pays for the legal process?

Barnet Homes

Q For new installations do you standardise on a particular make of boiler?

Yes, Barnet Homes specify Worcester Boilers, Worcester are known for their excellent after sales support

MONITORING THE CONTRACT

Q  How is the contract monitored?

 Engineers are continually monitored, we have formal monthly meeting with Barnet Homes and are measured against a suite of 29 KPI’s. The top six of these are profit related. 

PARTS ORDERING AND SUPPLIERS/VAN STOCK

Q How are parts managed? 

A van stock is held, everytime an engineer uses a part he notes it on this PDA and this informs the local supplier of the requirement to replace this. Where parts are not on the van these are ordered via the PDA. If not available locally the majority of parts can be obtained with 24 hours 

John Davies recommended engineers carry a good stock of screws; grommets dust sheets and stated examples of where this had not been the case with RHH

RESPONSIVE REPAIRS
Q What is the Responsive Repair Call Out Time?

Mears are required to work to Barnet Homes priority system.

Q How do you overcome no access, do you just take a photo of the door?

No if there is no access the engineer is required to notify the call centre who in turn will attempt to call the resident before the engineer leaves. This avoids the practice of engineers taking a photo and moving on without knocking the door. 

MEASURING CUSTOMER SATISFACTION

Q  Do engineers do this directly with the resident which could be intimidating?

No, we call 20% of residents from our call centre on the same day after the work is complete.
Members Update
AB, AS and NF assisted Carly Williamson with her ‘stage 3 tenant pane review’, by attending a workshop. Once the review has been signed off by her manager DB will send a copy out to the members.
EF and AS had attended the Garden Club coffee morning. The GC was acknowledged as a good initiative which has been running for over 10 years and has over 30 clubs registered

AB who is going to lead on the Major Works project has sent in a list of area’s she thinks it is important to cover. DB to set up a meeting for members and the MW team

A.O.B.

DB said she now had the results report of the PAG end of year review survey, which she will send out. DB hadn’t sent it out prior to the meeting as she acknowledged that the members have received quite a lot of reading information recently
DB said she would be contacting members individually to arrange their annual catch up, where training requirements and personal development can be discussed
DB said she was organizing an induction/corporate orientation and a borough tour for the 2 new members and they was a space for anyone who hadn’t had a tour. It is taking place on the 27 April AM and DB would send out a separate email to members
CD requested that repairs be put on the agenda for a future meeting. DB said that should be possible and she would discuss with Ryan Bolton (Head of Repairs and Estates). An update on the care takers review was also requested and DB said that Scott Cartwright (Senior Estates Services Manager) had been due to attend a meeting but due to priorities changing this had been put back. She would invite both to the meeting in June as the April agenda was already full with Tony Nash talking about Tenancy Fraud, one of the members chosen area’s to look at.
The PAG away day was brought and up DB was asked if we would be holding another one. DB said she had thought she would hold them bi-yearly and said she would discuss with her manager

AG said it would be nice to have a summer get together for members like the Christmas dinner, DB will see if this is possible.

Date of next meeting

Monday 23 April 6.30-8.30pm
Board room 4th floor Barnet House
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