mhs homes limited
Minutes of Gold Service Review Focus Group
Held on 10th June 2011 10:00-12:00 noon

Present:
Deb Collinson (Service Development Coordinator)



Joanna Hamer (Community Engagement Coordinator)



Sharon Deadfield



Teresa Dixon



Elizabeth Ferguson



Hayley Goodson



Ian Hopkins



Emma Hopkins



Bill Manfield



Roseanna Medhurst



Maurice Newman



Pauline Newman



Stephanie Princess


Peggy Schwarzer



Michael Alabi

	
	
	
	
	Action

	1.
	
	Welcome

DC thanked every customer for coming and explained what the focus group was about.


	
	

	2.
	
	Presentation

Discount Card and applications

DC talked about the reasons for carrying out a review on the Gold Service, levels of customers stayed at 3000 customers approximately and that the service has become stagnant. PS agreed with this.
DC showed the customers the presentation on the Gold Service, starting with the results of the survey. DC asked the group for feedback on whether they agreed with the statistics from the slide (for example 84% do not use the discount card).  The majority of the group agreed as they had never used their card.
IH stated that the Gold Discount Card was not branded or advertised in the shops, and was not advertised on the website. PS felt the discount card was hard to use – majority of the group agreed with this.
SD thought that more people would have used the discount card. PS did not agree and said that that the shops were not ones where she would usually shop. IH stated that there were some shops offering discount out of the area such as a hairdresser in Swanley which was of no use to those living in Medway.  DC advised that there were two booklets, one national and another for the south east, which had Medway included in it.  DC also explained that Countdown was an independent company and that they were responsible for getting local businesses on board.
DC continued with presentation and talked about the criteria of the gold service and that you would have to complete an application to become a member. IH stated that he was given the option of going to Express for the staff to complete the form and for him to sign at the bottom. DC stated that not everyone will be able to do that, and PS said that this would be easy to overcome. DC confirmed that the new proposal was to make customers automatically become members if they complied with the criteria.
IH asked why there had been no previous reviews of this service. DC stated that they carried out a rolling survey in 2009/10 that went out with the renewals to gauge customer feedback due to the static level of customers applying for this service.


	
	

	
	
	Presentation
Handyman

DC confirmed that the current Handyman scheme will continue to run in its present format and that there would be a review after 6 months to ensure that the changes would not have a detrimental effect on the service, ie demand outweigh the resource.
Transfers

Gold members are automatically a higher priority on the transfer list being A2 or B2 depending on their rent account. BM asked how many people have transferred, DC replied approx 40 in 2009/10. PS commented that Gold customers should not have a higher priority over those with children. Majority of the group was against this benefit. EF stated that she had experienced this herself and was not classified as important and felt negative towards this benefit.
12 customers were against keeping the current banding benefit and 1 remained for it.


MA stated that it should be based on need. IH stated that mhs should look at the necessity of it first. DC stated that at the moment every application is assessed, however the current system allows gold members to become priority. IH said that this does not seem fair. MA felt that this benefit could be amended and PS and IH said that the banding priority should be reduced. It was agreed that rather than take the benefit away completely it would be better to reduce the banding to a new band D.
DC said that we have a mutual exchange system and could look at how we market this and look in the future as to how we could enable this. SD said that she did a mutual exchange and it was completed over a 6 week period. IH asked if a gold member was to downsize would there be a reward for doing this? SD asked if housing were still paying an incentive for downsizing and DC confirmed yes.
_________________________________________

Gold Magazine

DC explained that with the increased number of editions of mhs news it was proposed that the gold magazine be stopped and incorporated into mhs news.

Group to see the merit in this and appreciate the savings that could be made.

	
	

	
	
	Presentation

Home Insurance
DC explained that all though this was advertised as a gold benefit asked the group if anyone has home insurance through mhs homes. SD said that she couldn’t afford it, PS agreed with SD and EF commented would you have the money to replace your items if there was a flood? HG asked DC if mhs are taking away some of the benefits are you going to replace them with something else? DC said that this is an area to look into.

Presentation

Golden Goodbyes

PS asked if you have to apply for this? DC confirmed that you would apply.

MA mhs would need to explain what a golden goodbye was. BM felt that this benefit was a bit gimmicky. DC stated that this benefit did not apply if you were transferring to another property within mhs only if you were leaving. BM said that is should only apply to transfers, IH disagreed and said that this was not fair. EF asked if you left, how would you know you got it? BM said that you would be moving on to a better place and would have more money, DC disagreed saying there are many reasons why customers leave, move closer to family etc.
IH brought up the topic of Home Swapper and said that residents are charged to register with Home Swapper according to how long they would want to be on the site for. DC will look into this as a customer should not be paying.
MA suggested that Home Swapper could be raised as an article in mhs news
	
	DC

JH

	
	
	Presentation
Fun Day

DC confirmed that at the moment there are no plans for a fun day at Jacksons Field, and that instead there would be smaller more estate based events. EF confirmed the last fun day was in 2009. MA stated it was a fantastic day. DC said that at the smaller events there will still be an area for gold members. PS commented that Jacksons Field was a great way to meet people, a real social event that customers looked forward to.
DC to pass comments onto PR Team.

	
	DC

	
	
	Presentation

Other comments

IH asked how closely will mhs be working with Medway Council regarding their city card? DC said that she will look into this but that it was already available to all residents of Medway.
EF and BM raised discussion about the Handyman. BM said if this is the only real benefit of being a gold member, what is the point of being a gold member if everyone can have him?

MA said that you need to be thinking about what extra benefits being a gold member can bring.

DC summarised that the biggest change to this service is the discount card and that it will be worth talking to Medway Council about their city card.

MA said with regards to having a card that just had your gold account number on it, is that it would look prestigious but it would not serve any purpose. DC explained that the admin cost for the original cards was high, and because there was an expiry date it meant that the administration was more frequent.  mhs could provide a membership card with unique number and no expiry date.
BM asked how many customers took up the incentive of the holiday home? DC confirmed 70 applied. EF commented that not allowing your pets such as a dog was not suitable for many customers. DC agreed that staff have raised this too, but this still remains in place due to possible animal allergies.
IH said that he was told that you could only book the handyman for 1 hour at a time. DC confirmed this was true. HG said that it may be worth investing in another handyman with the money saved.

DC suggested this in the report that if we go ahead with the amendments we will review the handyman in 6 months.

MA said that the customers and staff don’t know too much about what he can and cannot do – need to raise the profile for this service.
DC to talk to Service Experience Manager regarding training of CSA’s / Repairs 
	
	DC
DC



	
	
	Overall customer feedback
MA – Good idea, but need to go away and find out what your going to do to replace what you are taking away and let us know.

BM – will there be a cost saving? DC confirmed there would be.
HG – not enough incentive to be a gold member – only the handyman. DC said that mhs would look at researching new incentives.
	
	DC

	
	
	What would you like to see?
HG – discounts at sports centres

SD – something for being a good tenant

DC will look at the city card. IH said that the city card would take the incentive away from mhs home which defeats the object.

MA – to look at MENU improvement to see if something similar could be applied to the gold service.

IH – Local companies to be offering discounts, more realistic shops etc. SD agreed that local little shops would benefit from this
	
	


