Income Focus Group Minutes 
Date: Friday, 11th October 2024 
Time: 10:00 AM – 12:00 PM 
Location: Civic Centre, Committee Room 6 Chair: Lauren Anderson 
 
Attendees: Lauren Anderson (LA), Keith Ducker (KD), Terry Swinney (TS) & Edna Phillips (EP).
 
1. Welcome:  LA welcomed all to the meeting 
 
2. Apologies:  Carol Campbell, Diane Nicholls, Mark Lee, Chris McPhillips & Brenda Tilley

Update following Income Service Standards Review:
3.1 (LA) expressed thanks to everyone present for their positive contributions, which helped 
      in reviewing the income service standards. LA informed attendees that the service 
      standards are now available on our website and explained that the final version would 
      be sent to the designers alongside the Insight magazine. This will enable a printed copy
      of the standards to be distributed to all residents, ensuring they do not have to rely
      solely on accessing the website for this information.  

Performance Update:
4.1 LA - reviewed the current KPI figures with members, which generated a productive 
      discussion on arrears performance. Members were pleased with the results, particularly
      noting the current collection rate. LA confirmed that our performance compares 
      favourably with other organisations in the sector.  
4.2 LA asked the group what information they would like to see regarding performance, 
      inviting their views, questions, and suggestions for improvement.  
 4.3 KD/TS – expressed a preference for receiving performance and arrears information in cash figures rather than just percentages and requested a copy of the performance data to be included in the meeting minutes. LA confirmed that this information would be shared after the next board meeting TS – asked for reasons to be included to explain why we may behind on certain targets. 
4.4 KD/TS – suggested reviewing the target measure for new tenants in arrears after 7  
      weeks and possibly reducing this to 5 weeks. 
Action: LA to review and discuss with those associated with Income recovery and report back at 
             the next meeting 
 
4.5 A general discussion followed regarding the impact of utility costs, the cost-of living crisis, 
      the removal of winter fuel payments for pensioners not in receipt of pension credit or 
      other means tested benefits, and the ongoing migration of tax credit claimants to 
      Universal Credit. LA confirmed that the income team continues to support residents,
     referring them to external agencies such as Citizens Advice Southend and internally to  
     their Housing Support Officers, who assist with applications for hardship funds, 
     discretionary housing payments, and other relevant support.
  
Income Management Policies and Procedures:
5.1 Due to the small group size, (LA) provided members with a copy of the Income Recovery Strategy to review before the next Income Focus Group meeting. LA confirmed that the strategy would also be shared electronically and included in the meeting minutes. 
Action: Members to review the Income Recovery Strategy in preparation for discussion at the
             next meeting.  

Content for Insight Magazine Related to Income Management:
6.1 LA asked the group for suggestions on what they would like to see in the Insight Magazine regarding Income Management, which led to a positive discussion.  
KD/TS suggested featuring a “day in the life of an Income Management 
6.2 Officer” and including articles on budgeting ahead of seasonal holidays, such 
as Christmas, with an emphasis on reminding residents to prioritise rent payments. There was further discussion around promoting the customer focused and supportive role of the Income Management team. Suggestions included sharing stories from residents who have contacted the team for help with their rent accounts and had positive outcomes because of the support they received. 
Action: LA to discuss potential articles for the next issue of Insight with Julia Pack,  
             Communications & Project Manager.  

Any Other Business (AOB):
7.1 KD raised the issue that the hunt group line for the Income Management team only 
      plays hold music, without a message while callers are waiting. 
Action: LA to ask IT to add a hold message to the hunt group line. 
7.2 The group discussed the low attendance at the Income Focus Group (IFG) and how to
      increase membership. 
  Action: LA to promote the IFG on notice boards and continue advertising through the. Residents Advisory Panel. Provide an explanation of the group’s role within the organisation to ensure understanding of its purpose and highlight the positive outcomes it has achieved previously
7.3 The group agreed it would be beneficial to engage with other colleagues involved in
       Income Recovery at the next Income Focus Group meeting. Action: LA to invite a
      Tenancy Services Manager or Team Leader to the next meeting. 

8. Date of next meeting:  
Friday 14th February 10.30-12.30, Civic Centre - Committee Room 5  
