Present: Roger Price, Sue Healy, Kath Wilkins, John Holt, Sandra Holt, Denise Baum-
Pick, David Baldwin, John Hinds, Ellen Jane Brooks, Angela Coates Director of
Housing, Julie Richardson Neighbourhoods & Tenant Involvement Officer

Borough Wide Tenants Forum

Minutes of the Meeting held on 4" September 2025 at 11am

Apologies: below

The meeting commenced at 11.00 am with Roger in
the chair.

Welcome & introductions.

Apologies
Percy Rooke, Jenny Harvey, Bobby Campbell
Paul Docherty

25.25

Minutes from the last meeting and matters
arising not on the agenda.

Minutes of the last meeting were agreed by Sandra
and Ellen

26.25

Anti-Social Behaviour leaflet

From discussion and feedback from a review of the
ASB leaflet during a meeting held on 20" August,
the leaflet has been revised and brought to the
meeting for approval. It was agreed that the revised
leaflet had an improved flow and is informative, how
we resolve ASB and our commitments.

With no further amendments required to the draft,
the leaflet will go for design and print.

27.25

Performance Information

An overview of performance has been brought to
forum and a detailed report will go to Scrutiny Panel
at their meeting on 24" September. Performance
information must be submitted to the Housing
Regulator, the Council’s return for the required
Tenant Satisfaction Measures was published in
June and can be viewed on the Council’s website.
Sue asked whether there could be commentary on
the website to support the performance figures, this
is something that can be looked into next year.

The Housing Division contributes performance
information to a specialist benchmarking service
which does provide a comparison of all of the data




that they have received and validated from a range
of social landlords nationally.

New regulations.

AWAAB's Law will become legislation on 27t
October 2025 and will indicate how we must act and
timeframes. All interventions must not only address
technical issues but also the circumstances,
including health conditions of the tenant and their
household. Further requirements relating to the
condition of properties generally will be implemented
in 2026 and 2027.

From November 2025 the Government intends to
make a requirement to undertake an electrical
installation safety check every 5 years compulsory
for social housing landlords. This has been a
requirement in the private sector for some time but
not in public. We have been carrying out the safety
checks as routine, currently having 3 outstanding
where tenants have refused entry. Cat 1 repairs are
carried out at the same time as the safety check and
Cat 2 repairs where possible as time allows on the
day.

Services provided for tenants are paid for entirely
from rent payments. This means that the rent we
can charge and the rent we collect has a direct
implication for the delivery of services. The average
“gap” between actual and formula rent was £5.74.
Next year will see a rent increase.

Meeting the Decent Homes Standard has been a
requirement on Local Authorities since 2006. The
Government is concerned that Landlords are not
managing or maintaining homes to an appropriate
standard. They also want to ensure that homes are
modern. Considerations such as the provision of
floor coverings are also part of the Government
consultation. Changes to the standard will have
implications for resources — staff and budgets.
Councils are being consulted on the implementation
of a Minimum Energy Efficiency Standard for
properties owned by social landlords. The
Government is consulting on the provision of a
minimum standard to ensure that homes are decent,
warm and comfortable. This could be an EPC rating




of C by 2030. Our capital programmes have been
directed in part to improve the energy efficiency of
our homes over the last 10 years by installing EWI,
new windows and heating systems.

Governments response to the Right to Buy
consultation will increase the eligibility requirement
(currently 3 years as a public secure tenant) to 10
years, to support councils to rebuild their stock.
Amend discount rules so that discounts start at 5%
of the property value and increase by 1% for every
extra year an individual is a secure tenant up to the
maximum discount of 15% of the property value or
the cash cap (whichever is lower). Exempt newly
built social and affordable housing from the Right to
Buy for 35 years, which would have no impact on
tenants wanting to buy their current homes but
would significantly support councils to build.

28.25

Performance Framework

A draft performance framework was presented to the
forum to consider and discuss how the housing
service collects and presents performance data to
monitor and manage service delivery. The framework
includes what data we collect, how we collect the data
and validation, comparing and improving our
performance and who we share it with. The Social
Housing Regulator requires Tenant Satisfaction
Measures to be collected and published, there’'s
additional measures to be considered.

29.25

Adaptations to Council Properties

The Policy document was made available for
discussion. The aim of the HEART shared service is
to provide advice and information, assistance and
interventions to adapt or improve the home
environment to improve health, safety and
wellbeing. HEART makes recommendations for
adaptations for private owners, housing association
tenants and Local Authority tenants. For private
owners and housing association tenants, the
Disabled Facility Grant provision funds the
adaptation. Adaptations delivered by Local
Authorities for their own tenants are funded by the




Local Authority not by grant. The cost of providing
adaptations has increased over recent years and
this has been especially notable in the last 3 years
because recommendations have been received for
major works — including extensions. The Council
deliver on an assessment and recommendation from
HEART. There sometimes needs to be
consideration as to whether an adaptation is feasible
and reasonable or are there other alternatives. The
policy statement gives clarity about some
circumstances in which the Council might decide not
to give permission for and deliver the adaptation
works.

Following discussion Angela will look to make a few
fundamental changes to the policy document and
provide a summary of the statement policy.

There are 2 new managers joining HEART, it was
agreed it would be good to arrange a meeting to
discuss the Heart service with them.

30.25

Complaints Annual Report

The Housing Ombudsman Complaint Handling
Code is a statutory requirement for all social housing
landlords. The Housing Ombudsman service will
consider the Council’s self-assessment and annual
report for 2024 — 2025 and will confirm whether we
meet the terms of the Statutory Code. Their advice
is to encourage complaints so that we learn from
them and be able to improve our services. A
completed return will be submitted by 30t
September 2025.

From April 2024 to March 2025 the Housing Division
responded to 60 complaints. The Council has
changed the structure of the Maintenance Service
so that it has better capacity to meet the needs of
both the stock and its tenants. A new policy to
improve the service to respond to reports of ASB will
be submitted to the Resources Board in October.
The new case management system has been
implemented. A code of conduct document will be
put in place for Contractors.




It was agreed that the main complaints performance
detail will go through Scrutiny with light touch
information at forum meetings.

31.25

Vacant Property Standard

The Social Housing Regulator does not ask for a
performance return for vacant property management
nonetheless performance for this service is
important because it meets housing needs and
prevents homelessness, and empty properties can
scar an estate. The Vacant Property Standard has
been slightly amended over time but has seen no
major changes. The forum has decided to consider
the standard in detail to ensure that there are no
obvious items missing. Some forum members have
previous experience being involved in the voids
process, others have recent experience of moving
into a property and able to offer feedback into how
the service worked in practice.

It was noted that while the stopcock is checked to be
working and its location pointed out to the new
tenant, they are often in difficult to reach places - in
such cases, sure stops are being fitted. It was also
noted that the electricity and gas meter location
should be pointed out to new tenants.

A letter is provided to tenants who are moving out of
a property to ensure they leave it in a clean and
clear condition. The challenge over recent years has
been the condition in which properties are returned
by outgoing tenants. Sue asked for a copy of the
letter to be brought to the next meeting.
Consideration will be given to other information the
forum would like to receive when looking at the void
property service. For instance, to obtain feedback in
the past, a satisfaction survey has been provided to
tenants as part of the first Introductory Tenancy visit.

32.25

Agenda items for next meeting

33.25

Any other business
33.25.1 Provide an updated contact list




33.25.2 Windows that are not locking should be
reported by the tenant as a repair

33.25.3 DB requested feedback from Tenancy
Services on reported issues.

33.25.4 Fly tipping in communal bin store —
clearance has been arranged.

33.25.5 Push bikes in communal area — removal has
been arranged.

Sue suggested maybe community improvement
money could be used to provide bicycle stands
where required for use by tenants living in flats

33.25.6 SH no receipt available for the weeks rent
payment.

33.25.7 Tenants’ newsletter estimated for mail out in
October. Forward newsletter items to Julie by the
end of September.

33.25.8 Copies of the Tenant Partnership
Agreement and TPA achievements and forward
work plan, were made available following the
meeting and can also be viewed on the Councils
website.

Meeting dates:
Tenant Led Scrutiny 24" September 25
Borough Wide Tenants Forum 15" October 25

Roger thanked everyone for attending.
The meeting closed at 12.40

Signed to confirm that these minutes are a true and
accurate record of the meeting held on 4t
September 2025




