
 
 
TENANT AND LANDLORD IMPROVEMENT PANEL 

 
 

10 Targett Court, Winnersh 
MONDAY 8TH MARCH 2010 AT 12PM 

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

Edith Thomas (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) 
Nicky Harmsworth (Tenant Representative) 
Richard Snowden (Service Improvement Officer) 
Christina Perera (Community Care & Housing) 

  Action 
1. Apologies  
  Rachel Spicer 

 
 

2. Minutes of Previous Meeting and Matters arising  
  None. 

 
 

3. Sign off of last minutes  
  Minutes of the previous meeting were agreed and signed. 

 
 

4. Voids  
  Void performance has decreased however discussions will take 

place to look into the issues with managers. 
 There have been 36 voids within the last 2 weeks – this was due to 

a number of tenants sadly passing away. A void report was 
circulated to all at the meeting. 

 A review meeting for void performance for the year will take place. 
 Simon explained that nominations are key to the voids process and 

looking into multiple offers may help reduce times. Maureen asked 
how nominations work and  how many do Housing Needs  Housing 
Officers with nominations 

 

 
 
 
 
Simon 

5. Connaught Performance Update  
  The report was circulated to all at the meeting. Maureen questioned 

the statistics for first time fix (TSR4) on the report. 
 TSR6 on the report shows that performance is doing well. 
 Prue Bray explained that we need to see why missed appointments 

 
 
 

 
Andy 
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 TSR10 again shows good performance from Connaught., Maureen 
asked for more information on how these reports are brought 
together and how the statistics are drawn together to produce the 
report. 

 TSR11 – Voids, high value jobs have been logged onto Saffron as 
well as control, definition will need to be reviewed. 

 TSR 12 – Andy will be checking if complaints are being brought to 
the Repairs and Maintenance Operational and Core Meetings with 
Connaught. 

 TSR13, 14, 15 and 16 will need to be reviewed. 

 
 
 
 
 

Andy 
 
 

Andy 
 
 
 

6. Decent Homes Update  
  This project is now complete and the contract is in place. Andy will 

be bringing updates for ongoing projects. 
 Project brief and Decent Homes project statistics were circulated to 

all at the meeting, which showed 86 full bathrooms and 102 full 
kitchens will be installed in Woodley. Approximately 200 properties 
have been surveyed in Woodley. 

 It is estimated that 10 kitchens / bathrooms will be completed per 
week and there is an estimated timescale of 4-6 months being 
spent in Woodley carrying out Decent Homes works. 

 There was a pre-start meeting with Apollo last week. 
 There has been some problems with the legal department which 

has held up the process. 
 It was agreed by the contractor and by legal that a surveyor would 

pre and post inspect properties. 
 Simon explained that the Decent Homes contract is in place for the 

first time in approximately 5 years. The tenant and Landlord 
Improvement Panel congratulated Andy, the Asset team, the 
Repairs and Maintenance Working Group, the Communications 
Group and the Customer Care Working Group on their success with 
this project.  

 

 
 

7. Estate Improvement Budget  
  Report was circulated to all at the meeting. 

 Ditchfield Lane –According to highways department the street 
lighting will cost in excess of £10,000.Simon explained that tenants 
need to be shown that the money is being spent on tenants, a 
discussion took place and all agreed this project would not benefit 
Tenants and therefore was refused. 

 Clements Close – More information from the Housing Officers is 
needed before this is proceeds. Housing Office to confirm that 
tenants are being consulted on this project. 

 Martineaux Lane – 2 quotes were received, one from The Green 
Company quoting £742.60 (including VAT). The other from 1st 
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 New Bids 
 Martineaux Lane – More consultation is needed with tenants to 

where security lights can be positioned a coffee morning being 
organised to discuss this through with tenants, 

 Hannah Linder confirmed that any money not used in this budget 
will be carried over. 

 
8. Decent Homes Guide – Sign off  
  All had a copy of the guide and the following notes were made. All 

agreed that once the changes are made, this can be signed off out 
if this meeting by Maureen once she has agreed changes have 
been completed  

 - Page 4 – Bullet point needs to drop down. 
 - Page 5 – re-look at the wording ‘may include’. 
 - Page 7 – The word ‘could’ needs to be changed to ‘might’ 

 
 
 
 
 
 
 

9. ASB Policy – Sign off  
  This can be signed off with conditions set by the communications 

group which are; 
- Needs to be reviewed in 3 months. 
- Prue explained that the policy needs to state something similar to 

that the policy is designed to help protect customer’s dealing with 
ASB. 

- The introduction needs to be more customer friendly. 
- ‘The purpose of an ASB Policy is to protect tenants from the 

perpetrators of ASB’ needs to be added into section 1.1 of the 
policy. 

- Once these are checked with the Communications group, this can 
be signed off by Maureen outside this meeting. 

 
 

 
 
 
 
 
 

 
 
 
 
 
 
 
 

 
10. HouseMark Core Bench Marking Report  
  HQN are dealing with the Value for Money Strategy and Action 

Plan. 
 Simon would like to ask the audit commission how much money is 

required to run a decent housing service.  
 Agreed that the HQN report will only be used internally.  
 

 

11. Customer Satisfaction  
  Customer satisfaction brief was circulated all at the meeting. 

 Agreed this will need to come back to with method and frequency to 
the next T.L.I.P meeting in April. 

 The brief summarised what we are doing, what we should be doing 
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 Appendix 1 sets out the satisfaction collection. 
 Simon explained that dis-satisfaction is being recorded through 

complaints although satisfaction collection needs to be improved 
generally. 

 
12. Head of Tenant Services Update  
  Simon explained that Richard Snowden will be leaving the service 

on Friday 12th March, Maureen Ford thanked Richard for his 
support and work he has done for Tenant Services during his time 
here. 

 Simon explained that all staff was e-mailed giving the option to 
apply for Richards’s role last week along with the Service 
Improvement Officer Job Description. 

 Simon confirmed that the Sheltered Housing consultation has now 
ended. 

 It was proposed that there was a joint management structure for 
Palmer Court and Meachen Court, tenants rejected this proposal. 
As a result there will be a continuing of 1 scheme manager per site 
which is reflected in the service charges. Glebe Gardens – 6 
tenants will continue to receive Tenant Services help and existing 
tenants support will remain the same. New tenants will be offered 
support in another way. 

 Service Charges – The project has now ended and will be 
implemented for the start of April 2010 ~ (new financial year), this 
will have an effect on the caretakers workload. All information 
regarding this will be available for tenants in Housing Matters. As a 
result of this exercise, Tenant Services will be gaining an extra 
£200,000. 

 Norman Gould and Prue Bray will continue to attend the Tenant 
and Landlord Improvement Panel during the election purdah period 
which commences on 29th March 2010. Norman and Prue were 
also invited to Tenant Services Away day on 30th March 2010, both 
agreed to attend for part of the day. 

 Tenants meeting on 10th April – the subject focus is on tenant 
involvement; this work will be included in Hannah’s Tenant 
Involvement Project. Simon proposed to keep the identity of this 
meeting and the Tenant Services Away Day separate – all agreed. 

 Tenant satisfaction survey – this will also be included in Hannah 
Linder’s Project. Maureen explained that she disagrees with the 
wording and format of the questionnaire and does not feel it will get 
the correct response from the tenants. Simon explained that 
unfortunately the questionnaire cannot be changed as it is 
produced by Government the possibility to write and make our 
views known to Central Government was also discussed - this will 
be brought back to the Tenant and Landlord Improvement Panel in 
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13. AOB  
  TPAS Membership brief was circulated to all at the meeting, this 

has been brought to the Tenant and Landlord Improvement Panel 
to agree or not agree the membership cost of £1,200. Maureen 
Ford stated that the money could be used elsewhere. Both 
Maureen and Edith Thomas noted that TPAS standards had 
dropped with course information being weak and feel they have lost 
their way. 

 All agreed that there would be no re-new of the membership, 
however this can be reviewed in future meetings on an annual 
basis. 

 Caution List / Lone Working – Simon has a meeting with Sarah 
Barrow to look at minor updates to the policy which will need to be 
approved by the Chair and the communications group. All agreed 
this can be changed. 

 Gypsies / Travellers – Simon explained that there was an issue in 
the paper regarding 2 traveller sites in the Borough, there is a 
corporate lead on Health and Safety issues with sites, no decisions 
are to be made without traveller involvement. 

 

 
 
Signed………………………………………….. Date……………………………………... 
 
Signed………………………………………….. Date……………………………………... 
 
Signed………………………………………….. Date……………………………………... 

 
 


