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MINUTES OF THE
HOUSING MANAGEMENT WORKING 

GROUP 
 HELD ON 

WEDNESDAY 13th APRIL 2011
7.30 PM, SHUTE END

Present: Andrew Hillier (Chair)
Steve Bowers
Pat Pascoe

Bill Graves 
Deana Humphries 
Hannah Linder (Minutes)

Miss Feasey (Observer)  
                      

Apologies:   None 

Actions
1 Welcome and apologies 

Welcome and introductions were made.

2. Minutes of the previous meeting
Maureen Ford should have been noted on the minutes 
as the minute taker.
Minutes were agreed and duly signed.  

3. Matters Arising 
HL sent details to AH regarding tenant scrutiny.
No other matters arising. 

4. Service Improvement Plan
Explanation of the purpose of the Service Improvement 
Plan and how it had been developed in conjunction with 
the local standards work was given by HL and BG. 

Group prioritised (High, Medium or Low) the actions as 
follows: 

N+C 1 – HIGH

N+C 2 – HIGH, HMWG agreed that ASB should be a 
high priority. BG and DH have started some work on a 
draft process how things can be improved. Further 
details available in item 14. 
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N+C 3 – MEDIUM. BG explained the grading systems 
of neighbourhoods which happen in other organisations 
and the evidence which can be used to compliment this 
grading. HouseMark has an IT system in place which 
costs £600 and Tenant Services would like to look at 
the feasibility of this. Housing Officers, Involved 
Tenants and tenants could be trained up so that they 
are able to grade using the system. 

SB asked how the grading is defined and whether it is 
based on what HouseMark thinks is good? BG 
confirmed it is defined using HouseMark’s 
benchmarking clubs and the standards have been 
agreed between a range of people/professionals, all 
across Local Authorities, Housing Associations and 
ALMOs. Initially it is thought that cameras will be given 
to the Mobile Caretakers for them to do some photos on 
the block gradings.

N+C 4 – HIGH, agreed that this is a quick solution. 
Information on Housing Officer details is in each edition 
of Housing Matters and that the information on the 
website requires work. Group agreed this should be 
done by July 2011.  

N+C 5 – HIGH. BG explained that the ability for Tenant 
Services staff to enforce inconsiderate parked cars is 
limited; however there are other services within WBC 
and externally which Tenant Services can liaise with 
about how this can be addressed jointly and the 
standards that should be expected. 

AH felt that clarity is needed and a process should be in 
place and rolled out consistently across the 
organisation.

SB asked whether DVLA could be included in the 
discussions. BG said that due to their close working 
relationships this may be done through the Police, but 
he contact DVLA and include them in the discussions.  
BG added that problem areas can be targeted by DVLA 
and that clarity regarding ownership on estates is 
needed. 

N+C 6 – LOW. BG explained the background to the 
local co-operation standard whereby Tenant Services is 
able to identify who they work in partnership with and 
are able to publish this information to all tenants. It was 
felt amongst the group that this is something we need to 
keep an eye on, where we should publicise the work we 

BG
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are doing with an agency in one area, however feel that 
there are other things which are of more concern to 
tenants. 

The Service Improvement Plan will now go through the 
involvement mechanisms to TLIP for sign off. 

5. Local Standards Monitoring
Now that the standards are in place all working groups 
need to look at how the standards will be monitored and  
reviewed so that the group can keep a watching brief at 
each meeting about how Tenant Services is performing 
against the standards.

Agreed to agenda for next meeting with a view of 
reporting from June 2011. 

Tenancy Standard did not require a local standard to be 
produced; however, this will be one which will be 
developed with the HMWG involvement in the near 
future. 

HL

6. Void Improvement Report

BG gave an update on the improvements which have 
been completed or are progressing since March. 

In regards to Housing Benefit whilst adaptation works 
are happening, SB asked what support this would mean 
for vulnerable tenants. DH confirmed it would be 
tenants with learning difficulties, not physical difficulties 
which are already covered. 

Contact letter – time was identified as too long, so a 
new letter has been agreed and this is sent out by 
Housing Needs. 

Property Information – giving tenants as much 
information as possible as so that tenants can make a 
decision early on whether it is suitable property or not . 
AH given the void situations previously, it has been time 
wasting and therefore this form will help to avoid this. 
DH said that now if a voicemail is left for a tenant they 
have 24 hours to respond, the letter is hand delivered 
and if after 2 days there is no reply, Tenant Services 
moves on to the next person. 

AH thanked BG for his efforts and for finding solutions 
to an issue which had been a problem for a long period 
of time and it was not value for money. 
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AH thanked DH for her and her team in getting things 
done as well. 

7. Void Performance Report
Performance information in the past has been 
inconsistent and therefore BG was asked to come up 
with some suggestions for performance monitoring 
going forward. 

BG explained his suggestions, the types of data which 
could be presented, along with any manager comments 
to support and explain the performance.  

HMWG agreed with this new style of reporting. 

DH to speak to SB about the detail of the reports and 
ensure an accessible format. 

DH

8. Rent Project
Daniel Trill is now working part time, and will only be 
working on the performance and quality assurance.

BG will manage the 3 Rent Officers from now on. 

BG went through the report and gave explanation to the 
suggested proposals for change. The report also 
included existing policies so that current procedures 
could be understood. 

Attention was given to draft SLA, which will include how 
tenants will be involved in the monitoring of the rents. 

A specific date for direct debits installation has been 
requested by TLIP, which will be provided once final 
stages have been completed. 

BG asked if HMWG had any comments to feed them 
back to him, verbally or by email. 

HMWG agreed it was a very comprehensive report. 

BG stated that the rent project will have and will 
continue to have a customer focus approach to it.

SB asked if vulnerable tenants will work with their 
allocated representatives / advocates. BG confirmed 
yes and the Rents Team will continue to work all 
representatives of tenants. 

SB asked whether the SLA will be for everybody. BG 
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confirmed it will be just for the Rent Officers as he 
wanted to make sure the level of service will not be lost 
with the transition to the Joint Income Team. 

9. Performance and satisfaction figures
Void Report - HL to send out after the meeting

Performance report
Rent arrears - Some of the high arrears cases did not 
get the attention they very much deserved and due to 
some staffing issues, this has accounted for the 
performance figure. 

The new system with Saffron 7, will allow targets to be 
more achievable. 

Increased by 3 arrears cases and NOSPs and evictions 
has stayed the same. BG stated that if there is a 
considerable change in the NOSPs and Evictions area 
then this would be a cause of concern, but he would 
recommend that it is an area where there is no target.
 
Days to re-let – phenomenal leap from Feb to March, 
BG confirmed that if a major void then the void loss is 
unaffected. Currently 6 policy voids on the system. 

Agreed to relook at targets in July 2011. 

SB acknowledged that there had been 6 ABCs (all of 
which were due to 1 case) and asked if this is 
registered on the performance as 1 case or 6. DH 
confirmed 1. 

Satisfaction
BG said that some responses to satisfaction surveys 
are so low that statistically they are not sound. 

ASB generally across the sector is hard to capture 
satisfaction due to the nature of the issue. 

HL

10 Reviewing of complaints

Defer to next month due to timing constraints
11. Tenant Audit

Defer to next month, take report for information. 

12. Resident Inspectors 
HL gave an introduction to the report and the work 
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which had taken place on it to date. 

Agreed that PP and DH will work on the report together, 
identify what has been achieved to date, what is also 
happening now e.g. link back to Service Improvement 
Plan and will present thoughts at the June meeting.

DH/PP

At this point SB and Miss Feasey left the meeting.

13. Equality and diversity / Value for Money strategies
HMWG agreed with the strategies subject to:

1. PP comments being included
2. SB being given the opportunity to comment, HL 

to contact him. 
HL

14. ASB Desktop Assessment
DH explained that on 05/04/11 CIH carried out a free 
ASB desktop assessment at Tenant Services. This 
asked questions about how Tenant Services monitors 
and records ASB, as well as the policies which are in 
place, although specific attention is not given to the 
policy. CIH will draw up an action plan of how they feel 
Tenant Services can better develop their ASB service. 

Funding this year is also available for ASB delivery and 
in particular how customers are involved in the process. 
CIH is able to present the findings of the report and talk 
about this in more detail at the next available HMWG 
meeting. Agreed, DH to invite. 

DH is very keen to understand how Tenant Services 
can best use HMWG in the monitoring of ASB and how 
Tenant Services compares against best practice. 

DH

15. Housing Officer patches
DH explained that she would like to have a look at the 
housing officer patches, with the view of making them 
more evenly spread. 

DH asked if there is anything HMWG would like/ not to 
see in the change of patches and is open to any ideas. 

AH asked what the Housing Officers views are on the 
changes.  DH has asked them to suggest some ideas of 
how it may work. 
 
AH asked that looking at Patches is there a difference 
in the type of work which is happening as a result of the 
patch sizes. DH confirmed that due to the high levels of 
voids or ASB cases, those in the other areas are able to 
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make enhanced improvements e.g. estate 
improvements as more time is available. 

BG stated that there does need to be consistent 
approaches across the Housing Officer posts and DH 
and him have drafted proposals to Simon Price to 
recruit an administrational support for the Housing 
Officers, as this would provide a consistent approach. 

DH added that this would release time for the Housing 
Officers to do their role as well as provide some 
additional support to the Voids Co-Coordinator. 

16. AOB
Performance Report – agreed to come to next meeting 
in format and DH will speak to SB. 

DH

Date of the next meeting: Thursday 12th May 2011, 7.30 pm, venue to be 
confirmed 

Signatures:

The Chair

Involved 
Tenant

WBC 
Officer


