
 

Minutes 

 

 
Date: 27 July 2022  

Meeting : Housing Operations Committee 
Present : Pam Norton, Board Member 
  Michael Payton, Board Member 
  David Bridgen 
  Maureen Chapman-Towns 
   
       
In attendance : Robin Roberts, Chief Executive 
  Glynis Gatenby, Operations Director 
  Barbara Bransgrove, Co-optee Board Member 
  Celia Dawes, Executive Support 
 
Observing : Donna Edinboro 

 
Item:  Action: 
1 
 
1.1 
 
 
1.2 
 

Apologies for absence / declarations of interest 
 
Apologies for absence were received from Annette Dunningham and 
Jean Gardner. 
 
There were no declarations of interest. 
 

 

2 
 
2.1 
 
 
2.2 
 
2.3 
 

Minutes of the HOC meeting held 27 April 2022: 
 
Pam Norton asked if anyone had any comments on the minutes from 
the meeting held on 27 April 2022.   
 
All agreed the minutes were an accurate record. 
 
The minutes were approved. 
 

 
 
 
 

 

3 
 
3.1 
 
 
3.2 
 
3.3 
 
 

Actions from last meeting 
 
Agenda item 3.1 – clinical waste: Glynis Gatenby confirmed that 
officers were persevering with the issue. 
 
All other actions had been completed. 
 
Pam Norton referred to the digital notice boards at schemes and 
asked if these were being regularly checked.  Glynis Gatenby 
confirmed that they were checked fortnightly. 

 
 
 
 
 
 
 
 
 
 



Item:  Action: 
 
3.4 

 
Pam Norton asked if there had been any movement with the  
Cloverdale Court nominations arrangement.  Glynis Gatenby 
responded to say there had been no movement and she had called 
another meeting with the Commissioner next week. 
 

4 
 
4.1 
 
 
4.2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Performance indicators (quarter 1, 2022 / 2023) 
 
Glynis Gatenby introduced the report which reviews the performance 
measure results up to the end of June 2022 – quarter 1. 
 
The following were highlighted: 
 
Our resources: 

• there were no lettings in our general needs homes but we do now 
have four vacancies. One vacancy is due to SHS obtaining 
possession, one is an abandonment case, one resident has 
terminated their tenancy and one resident has passed away – all  
in the last month.  The team are anticipating this may result in a 
dip in the relet times for general needs homes in next 
performance period 

• relets on older persons housing is on target at 21 days 

• rent and arrears are on target – we have taken information from 
the STAR survey feedback and housing officers are targeting those 
struggling financially for support 

• six cases with arrears of more than £1,000, listed in appendix 2, all 
under control with one under a 21 day possession order. 

 
Our communities: 

• 58% of our residents in older peoples housing are using digital 
platforms, with 24% using the SHS app (reporting repairs, transfer 
requests etc) 

• no complaints but 4 service requests (pre-complaint) have been 
received in this period – no common theme 

• 55 compliments received – variety of themes. 
 
Our residents: 

• six open cases of anti-social behaviour as listed in the report, one 
of which is recorded as hate crime. 

 
Our homes: 

• the repairs performance is outlined, emergency repairs completed 
within target standing at 100%, urgent repairs 99% and routine 
repairs 99.5% 

• compliance remains at 100% 

• we have introduced a new measure relating to energy 
performance certificates (EPCs).  We have EPCs for just under 95% 
of our homes and should have them for all homes by the end of 
September 2022.  9.8% of our homes are below the average rating 

 
 
 



Item:  Action: 
 
 
 
 
 
 
 
 
 
 
4.3 
 
 
 
 
 
 
 
 
 
 
4.4 
 
 
 
 
 
 
4.5 
 
 
4.6 
 
 
4.7 
 
 

of ‘C’ (currently ‘D’ rated) and these have been identified to be 
rectified 

• we had a contract and performance meeting today, window 
cleaning, cleaning and grounds maintenance services are going 
well.  There has been a weed and feed issue on some schemes and 
this is to be rectified by the contractor, Acorn, at their expense. 

 
Our people: 

• staff carried out more than 300hrs of training during the quarter. 
 
Pam Norton asked if the lifts at schemes were proving problematic.  
Glynis Gatenby responded that the lift at Cloverdale Court is due to be 
replaced but this work will fall within the planned development of the 
scheme so we are trying to delay replacement before then.  The new 
lift at Norman House had had some issues, possible dust / debris in 
the shaft / cables.  This had now been cleared so there should be no 
further issues.  She added that we had not been overly impressed 
with the lift consultant and we will be speaking with them about this.  
All the paperwork was in place and we currently carry out more 
servicing than is legally required. 
 
Pam Norton asked for an update on the service review being carried 
out by Campbell Tickell.  Glynis Gatenby confirmed that this review is 
around our community engagement work, how we approach, 
promote and monitor it.  We have asked for advice and assurance 
from Campbell Tickell regarding our social value measurement.  Last 
year it was calculated to be £10.24 return for every £1 spent. 
 
Pam Norton asked if we have a percentage bad debts allowance.  
Glynis Gatenby confirmed we do.  
 
Pam Norton asked if there were any questions or comments on the 
report.  There were none. 
 
The Housing Operations Committee agreed to: 

i) note the contents of the report 
 

5 
 
5.1 
 
 
 
 
 
 
 
 
 

Progress with the single equalities scheme 2022 / 23 
 
Glynis Gatenby stated that the report gives an update on actions so 
far and highlighted the following: 
 

• an equality assessment had been carried out (and is being 
updated) at Ronald House 

• the Residents’ Charter was in place and monitored – next meeting 
will be held in early August 

• STAR results – using the information, we have ensured all staff 
have the appropriate training to meet the needs of the residents 
and give extra support where necessary 

 



Item:  Action: 
 
 
 
 
 
 
 
 
 
 
5.2 
 
 

• monthly updates are circulated to staff around equalities 

• we are a living wage employer – this year the London Living Wage 
announcement will be made before its usual November date 

• the new homes at Norman House should be available by end 
September / early October 

• new homes at Ronald House should be available January 2023 

• we meet the “achievement” level of the GLA good work standard; 
this is really aimed at bigger organisations; it was useful to see 
what is required.  
 

The Housing Operations Committee agreed to: 
i) note the contents of the report 

 
6 
 
6.1 
 
6.1.1 
 
 
 
 
6.1.2 
 
 
 
 
 
 
 
 
 
6.1.2.1 
 
 
6.1.2.2 
 
 
6.1.3 
 
 
 
 
 
 
6.1.4 
 
 
 

Operational update 
 
Glynis Gatenby gave an overview of the report. 
 
Pandemic update: the guest rooms are open although we have not 
received any bookings as yet.  We will keep an eye on Covid cases and 
act accordingly.  The office is fully open for visitors and works to 
improve ventilation in the interview room will soon commence. 
 
Community engagement: photographs from the Jubilee event are 
included in the report.  Unfortunately, having set everything up in the 
gardens it began to rain and we had to move inside.  The Pearly King 
and Queen were in attendance and kept everyone thoroughly 
entertained.  We have distributed photos to some residents who had 
commented on them which was greatly appreciated.  We had a 
number of events around the Jubilee and Angie (Holland) and Xavier 
(Pamment) have made a film with residents which can be viewed on 
YouTube – this will also be made available on the website. 
 
The Rah Rah theatre group brought the swinging 60s to some 
schemes last Friday and Monday. 
 
The gardening competition was judged last week – the winners of that 
and the Pat Shaw award will be announced at the AGM. 
 
Residents’ Charter: feedback is going well.  We currently have a 34% 
return from the birthday card surveys, results listed at point 5.1 of the 
report.  This is a good return figure.   After day-to-day repairs, 
approximately 50% of residents return their surveys which show 100% 
satisfaction across all areas.  The Residents’ Charter group will meet 
again in early August. 
 
STAR survey: item 6 of the report gives an overview of actions since 
we received the results.  We are starting to talk with two contractors 
regarding piloting the handyman scheme with those residents who 
commented on the survey, we have changed IT sessions to include 

 



Item:  Action: 
 
 
 
 
6.1.5 
 
 
 
6.1.6 
 
 
 
 
 
 
 
 
 
 
 
6.2 
 
 
 
 
 
6.3 
 
 
 
 
 
 
 
 
 
6.4 

topics requested by residents, arranged training for staff around 
disabilities and targeted support and information for residents who 
are facing financial difficulties. 
 
Staff:  the new Resident Liaison Officer (development) will be starting 
on 22 August 2022.  Isabel (Farr), our property apprentice, is leaving 
to take up a new position for a landscaping company. 
 
Development: works continue at Norman House with an anticipated 
completion date of end of August (but more likely the end of 
September).  The gardens will not be completed until later but 
residents have seen the lounge and loved what they saw. All the 
decanted residents have now moved back and disturbance payments 
will be made this Friday.  We are awaiting decisions from three 
residents of how they wish to receive their payment.  Works are 
underway on the new flat at Kent Court as well as the Ronald House 
development where a temporary staircase has been constructed to 
enable residents to enter / exit without going through the working 
areas. 
 
Michael Payton commented that it was positive to hear that we have 
the Resident Liaison Officer (development) role in place as keeping 
residents informed is a key area of development.  Pam Norton asked if 
this was a short employment contract.  Glynis Gatenby confirmed it 
was initially for a two-year period then would be reviewed.  
 
Pam Norton referred to item 6.2 and asked how the handyman 
service would work.  Glynis Gatenby said that we had only just started 
conversations with the two contractors but were considering carrying 
out works as added value rather than charging residents (within 
reason) and at no cost to the Society.  We were working on the detail 
and less than ten residents had commented so we would trial with 
these to test the scheme – possibly one day from each contractor per 
month.  Robin Roberts commented that if it proved too popular, it 
could cause issues so would be closely monitored. 
 
The Housing Operations Committee agreed to: 

i) note the contents of the report 
 

7 
 
7.1 
 
 
 
 
 
 
 

Any other business 
 
Dave Brigden mentioned the new sensor lights installed in Thomas 
House South block saying that they were a great idea and asked if 
these were going to be general policy.  Robin Roberts said that it was 
and that in the new blocks, ie Norman House, the sensor lights are 
being installed and in the corridors, they would come on in stages.  
This is part of our sustainability work and we will upgrade to sensor 
lights as we progress with the development work. 
 

 



 
Date of next meeting:   19 October 2022 
 

Item:  Action: 
7.2 Michael Payton asked if there were any concerns during the recent 

spell of extreme hot weather, any issues with residents etc.  Glynis 
Gatenby reported that there had been no concerns in particular, 
other than from some residents who live in upper floors where the 
temperature rose more considerably.  Notices were put on the digital 
boards with Government guidelines for keeping cool (notices were 
handed to Norman House residents as notice boards currently out of 
action due to development works) and most residents had stayed 
indoors.  Carers at Cloverdale Court had provided extra water for 
residents.  Michael Payton advised on the GLA overheating calculator 
and the introduction of dual aspect flats, ventilation, passive shading / 
canopies etc to block out light and heat.  Robin Roberts said this 
would be picked up in development works and commented that it had 
been a challenge to get the overheating calculations sorted for Ronald 
House as they were a prerequisite of the contract start. 

   
   


