
 
 
TENANT AND LANDLORD IMPROVEMENT PANEL 

 
 
 

10 Target Court, Winnersh, RG41 5HP 
MONDAY 14th NOVEMBER 2009 AT 12:00PM 

 
 
Attendees: Maureen Ford  (Chair of Tenant and Landlord Improvement Panel) 

Edith Thomas (Tenant Representative) 
Nicky Harmsworth (Tenant Representative) 
Simon Price  (Head of Tenant Services) 
Hannah Linder (Tenant Involvement Manager) 
Cllr Norman Gould (Councillor) 
Cllr Prue Bray (Councillor) 
Andy Farrar  (Asset and Maintenance Manager) 
Mark Whittington      (Repairs Maintenance Manager) 
Suraj Phandey      (Policy & Performance Officer 
Carole Price  (Maintenance Co-ordinator) 
    
 

   
1. Apologies: Rachel Spicer  (Maintenance Co-ordinator) 

 
    
2. Minutes of Previous Meeting and Matters arising 
 

 MF stated that the group were not able to get together to do the mystery shop 
to the Helpdesk. Tenant representatives had tried to report jobs, and last week 
there was no one on the Helpdesk.  AF and MW to address the situation. 

 MF stated that Wind and Watertight restrictions  had been pushed back to 
January 

 SP said that the Draft Decent Homes Policy is done so we are getting there. 
 MF said the Voids Re Let Standard is out for sign off in January. 
 Cllr Gould said that he had done a tour around Chestnut Crescent and that 

things could be done regarding rubbish. He stated that the C.S.O’s do a really 
good job. 

 AF asked for site of the Void Re Let Standard.  MF said major changes need to 
be done because of how it is worded 

 Cllr Gould asked if Birch Green had been followed up and were there problems 
in any of the other properties in Birch Green. 

 MF asked how many of the properties in Birch Green have storage heaters 
that need to be looked at. 
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3. Sign off of last minutes 
 

 Minutes of the last meeting were agreed and signed off. 
 

4.  Website Update 
 

 SP said that Christina Perera has redesigned the site and it is much improved 
and now more intuitive.  There is still a gap around Daniel Trill’s area due to 
him being on annual leave.  MF said that she had not yet seen the site.  SP  
said the site  needs to be kept updated and to have a group of super users 

 HL said that Christina will give a demonstration and also training of the site 
 SP stated that we are due to lose Christina after Christmas but he will have a 

word with Stuart Rowbotham to see if we can keep Christina until March 2010 
to set us up for the Short Notice Inspection.  SP stated he would really like to 
keep her. 

 MF requested that all documents to be sent off in one hit. SP apologized for 
this as Rachel has to wait for all the information before sending it out.  

 Cllr Gould asked who runs other Associations within the District and that 
having a combined forum for Housing Associations and the Council would be 
useful. MF said this already happens. 

 SP stated he was hoping to get a Housing Management Panel up and running, 
and that everyone should stick to the same rules. 

 Cllr Bray said there is a Panel which co-ordinates with Housing Associations 
 

5. Head of Tenant Services Report 
 

Transformation 
 SP said that the Transformation Report was done two weeks ago, and that 

everyone is being kept up to date.  
 SP stated that AF has done good work regarding Asbestos and Decent Homes 
 MF said that she was getting concerned for the staff and their work load. 

 
SP said that he had thanked the staff for all their hard work, but we need to 
Plan Do and Review.  SP will keep tabs and report back to the group. 

 SP said that all the work around the J.D’s had been done and all Staff and 
Managers need to do training on evaluation.  All behaviours have been done 
with all Staff and Managers.  Managers have been instructed to remove 
leadership skills from their J.D’s.  Skills Audit and Appraisals to be completed 
by the end of March 2010. 

 SP said that the restructure of sheltered was going ahead 
 Cllr Bray asked how Glebe Gardens residents feel about the changes. 
 SP said the proposal was to disestablish three posts and for Glebe Gardens to 

designate to all ages. 
 SP Said the Grounds Maintenance consultation was under way. 
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 MF requested that we do not tell tenants that the Grounds Maintenance 
Contract will be up and running by 1.4.2010. 

 SP assured MF that the Contract will be up and running by 1.4.2010. 
 

Caution List 
 SP said that we have now completed the new referral form and written to all 

tenants giving them a chance to appeal.  The letter gives details of the appeals 
procedure.  Then to go the Housing Panel to review.  SP said the list is now 
shorter.  People need to think before adding to the list.  We need to view 
correctly. 

 SP stated we are out to advert for the new Rent Officer Post. 
 MF said that new Surveyors would be starting in January and that a Member of 

the Tenant Panel should have been involved in the recruitment.  SP said let us 
agree that the Chair should be informed. 

 
6. Estate Improvement Update 

 
 SP asked who is dealing with the update 
 MF said it is not clear what is being done 
 SP said we will make sure that the Contractor is instructed what to do. 
 MF said that she had issues with Daren Toes but the process has been signed 

but with no clear guidance to the Contractor. 
 HL stated that the Process is to be signed off today 
 SP said that the issues for us as a Group are we could not say we have come 

to an agreement on the process. 
 AF said that a Tenant or Staff member needs to assess the criteria then go to 

the Chair /Group  
 SP said it needs to be about Estate security and improvement to the area and 

not for car parking bays, and should not be part of the Decent Homes Estate 
Improvement but for Environment and Security 

 HL said there are five Sites:  The Courts – Wilson Court – making it more 
secure by putting gates up. Ditchfield Lane – additional street lighting- this has 
come up before and was not passed. MF thinks this is not on Tenant Services 
Land.  Martineaux Lane Communal Drying Area MF said this has come up 
before and should be done.  Clements Close Additional Lighting.  Clements 
Close Shelter for the Grundon Bin. 

 MF said there was an extra one for Martineaux Lane for additional lighting as 
the area was very dark.  We need costings back for February 2010. 

 HL suggested getting together with AF. 
  

7. Stock Options 
 
 SP said that he had met lots of Tenants during last week at the meetings.  

There was two parts to the Stock Options Sheltered and General Needs.  We 
have kept a record of all the issues.  SP said it is very uplifting the comments 
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 SP said it looks like the Government will be coming back to us with an offer in 
February 2010.  We will then see what we will do.  SP said he didn’t know if it 
will be him dealing with this. 

 Cllr Bray said that Graham Ebers is doing a feasibility study on this at present. 
 SP said that Stuart Rowbotham has attended some meetings. There are two 

meetings left, one is tonight at Shute End. 
 
8. AOB 

 
 SP said he has Press issues and Customer Satisfaction he would like to 

discuss. 
 SP said we have a Customer Satisfaction meeting with Christina and Richard.  

SP feels we need an extra resource to deal with the area of Customer 
Satisfaction for Pre-Heat Voids Repairs ASB  and SP wants 100% survey for 
Voids Repairs Pre Heat and ASB for January 2010, and has spoken to the 
individual teams regarding this. 

 HL asked how that will affect the work she is doing? 
 MF said that the wording on the satisfaction surveys need to be looked at as it 

could be misinterpreted, and that we need to be talking to the tenants. 
 SP said he wants 100% surveys done on the Satisfaction Survey on the 

phone. 
 AF said we need to imbed quality and improvement and how we can link this to 

the KPI’s 
 SP said we need to get a suite of five surveys to you this side of Christmas for 

the Chair to look at Best Practise. 
 SP said he required the Repairs Team to submit the last three months jobs for 

Connaught and Pre Heat with address and job request for January. 
 SP asked if the Caretaker report had come 
 HL produced this. 
 SP said given where we are with the Caretaking Team a large Health and 

Safety Audit was done on the Caretaking Team, and that he has contacted 
Places and Neighbourhoods (Neil Carr) to discuss where some estate services 
could be funded from the General Fund.  It seems crazy to have a two tier 
system where by tenants are paying twice for services.  We are also still 
paying 50K for play areas which SP would like to stop. 

 SP said that AF will now manage the Caretaking Team and they will 
concentrate on cleaning the bin stores, Voids clean and clear and cleaning of 
communal areas.  Two tipper trucks to go as soon as possible and bring in two 
Belingo vans which will be equipped for the work they have to do and one 
tipper truck for clearing voids.  There is no real structure at present and we 
need to demonstrate to our customers that we are doing the work. 

 MF asked who will sweep the paths – clear leaves on the communal land as 
paths get very slippery. 
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 AF said this would pick up as part of the Contract. 
 SP asked if it is Council policy to clear leaves in general.  The response was - 

it is not. 
 CAP to see SP regarding a general question to the Corporate Centre regarding 

this. 
 

9. Communication 
 

 SP said we are failing badly in not responding – ignoring phone calls ignoring 
communications.  We as a Management Team are having to continually 
apologize.  Staff will respond to customers on time.  It is a quick win if we can 
do this, and we would cut our complaints by 75%.  Staff must conform to 
Council response times. 

 MF said she was glad to hear the word ‘promise’ is back in again as it had 
been missing for some time. 

 SP said we must log all ASB calls. And he will be addressing this in the New 
Year and doing a presentation. 

 SP said we do have serial people who do not get back to Customers, and as of 
4.1.10 we must respond within Council times. 

 AF said we have to be aware of serial complainants.  When it becomes 
abusive we need clear guidelines what to do in these circumstances. 

 SP said there is a Policy to terminate the call when this happens. 
 MF said a letter needs to go out to tenants explaining that what has happened 

in the past cannot keep being used and we need to go forward. 
 SP said we need to advertise Service Standards and logging and checking 

problems at the Ops Meeting.  Write – ‘We Will’ We Can’ ‘We Do’.  Tenants 
can then pick us up on this if not done.  A special edition of Housing Matters 
should go out regarding this. 

 MF said Tenants get frustrated because past promises have not been 
resolved. 

 SP asked how we should tackle this 
 Cllr Bray said we should just draw a line under it and go from now. 
 AF said we should say what we have achieved. 
 Cllr Bray said we should say we have now got a new team and can go from 

here. 
 SP said we will come back in January regarding Customer Satisfaction and 

Communication.  Do we want a list of complaints?  Also Tenants have to take 
ownership and do things for themselves. 

 HL handed out the Feed Back Forms 
 

The Press 
 MF said as a Group we need to know what is happening at Eustace Crescent. 
 Cllr Bray said it appears to me there are a number of serial shouters who go to 

the Press. 
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 Cllr Gould said there is an in depth survey going on in Norreys Avenue.  
Eustace Crescent is a separate issue. 

 SP asked if we need a Eustace Crescent Report for January on repairs. Can 
we agree other Items for January: ASB Policy, Introductory Tenancy Policy, 
Decent Homes, Lettable Standard, Voids Report, Simons Updates, 
Communication, and Customer Satisfaction.  We are looking at eight to ten 
agenda items we will issue a timetable for next year. 

 
Void Report 

 SP said we need more information on individual properties.  SP is trying to get 
Comm. Care to pay for the rent loss on Cockayne Court as these are difficult to 
let due to the special requirements. 

 CAP to give Julie Poole void expenditure for year to date 
 ET said there are big problems with the Contractors but also with Allocations. 
 Cllr Gould said we are very accommodating when trying to let properties and 

gave the instance of changing a bath to a shower at the tenant’s request. 
 Cllr Bray requested that the Table on page 4 be fully populated and figures 

correct for the next meeting. 
 SP said there is whole issue regarding trading down and location.  We have to 

financially help the move and support the tenant. There is not a Policy on this 
within the Council. 

 Cllr Gould said that tenants request a specific area then get offered different 
areas  so they then remove themselves from the list 

 Cllr Bray said maybe the application form needs looking at 
 SP said when the Nomination is made the Housing Officer is to contact the 

Nominee.  SP asked if the Group would like Jude Whyte to come to the 
February meeting to discuss the process. 

 NH asked if there was some way to get the transfer list onto the Website 
 Cllr Bray asked if we had a list of Transfers that have been done to see what 

the trends are. 
 ET said that allocations should be more user friendly. 
 

Housing Subsidy 
 SP informed the Group that  the Housing Subsidy will be worse off this year by 

£113K 
 Cllr Gould said we need to make the biggest song and dance about it. 
 MF asked when did approval happen regarding the DVD.  It has not come 

back for sign off. 
 SP to action – Need update on DVD Project. 
 Cllr Bray wished everyone a Happy Christmas. 
 
 SP said a big thank you to all Staff.  We now have a new Asset Team - To step 

up to the mark, and Housing Management. 
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 ET would like to say having Julie in the team has made a big difference to the 
void process and she has taken hold of the recharge process which has not 
been done for years. 

 MF Thanked everybody for not being frightened to challenge. 
 SP commented how we can plan for next year when we don’t know the budget.  

It has been an interesting year for Tenant Services. 
 

 
 
 
 
 

 
 


