
 

Minutes 

 

 
Date: 25 January 2023  

Meeting : Housing Operations Committee 
Present : Pam Norton, Board Member 
  Michael Payton, Board Member 
  Annette Dunningham, Board Member 
  Barbara Bransgrove, Board Member 
  David Bridgen 
       
In attendance : Robin Roberts, Chief Executive 
  Glynis Gatenby, Operations Director 
  Celia Dawes, Executive Support 
  

 
Item:  Action: 
1 
 
1.1 
 
 
1.2 
 

Apologies for absence / declarations of interest 
 
Apologies for absence were received from resident members Donna 
Edinboro, Kay Bish, Jean Gardner and Maureen Chapman-Towns. 
 
There were no declarations of interest. 
 

 

2 
 
2.1 
 
 
2.2 
 

Minutes of the HOC meeting held 26 October 2022: 
 
Pam Norton asked if anyone had any comments on the minutes from 
the meeting held on 26 October 2022.  There were none. 
 
The minutes were agreed to be an accurate record and were 
approved. 
 

 
 
 

 

3 
 
3.1 
 

Actions from last meeting 
 
All actions were reported as having been completed. 
 

 
 
 

4 
 
4.1 
 
 
4.2 
 
 
 

Performance indicators (quarter 3, 2022 / 2023) 
 
Glynis Gatenby introduced the report which reviews the performance 
measure results up to the end of December 2022 – quarter 3. 
 
The following were highlighted: 
 
 
 

 
 
 
 
 
 
 
 
 



Item:  Action: 
 
4.2.1 
 
 
 
 
 
 
 
 
4.2.2 
 
 
 
 
 
 

 
4.2.3 
 
 
 
4.2.4 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
4.3 
 
 
 
 
4.4 
 
 
 

 
Our resources: 

• average relet time across all our properties is just under 21 days, 
35 days for our general needs lets and 19 days for our older 
people homes   

• rent collection / arrears performance – pleased with the results, 
housing team works hard to control arrears and continue to 
support residents 

• there are eight cases of arrears over £1000 as listed at appendix 2 
 
Our communities: 
 

• 26% of residents using the resident app 

• currently 942 followers on our social media 

• there has been one further complaint (two to date for this year) 
which remains open.  This is regarding property repairs and will be 
left open whilst works are undertaken 

 
Our residents: 

• there are four open cases of anti-social behaviour which includes 
one hate crime 

 
Our homes: 

• repairs and maintenance performance remains strong 

• electrical safety has fallen slightly, this is due to a change in 
legislation relating to new homes with the first electrical safety 
check to be 5 years (reduced from 10 years); work is in hand 

• service contracts going well, window cleaning was not carried out 
during December due to inclement weather 

• a new monthly performance indicator added to highlight any 
reports involving the words damp / mould following reports of the 
tragic death of a child in a damp home where the landlord, who 
was aware of the issue, failed to act.  We have one known case of 
damp at a 2-bedroomed flat on the Wandle Valley estate which 
now has seven occupants.  The family are awaiting a transfer.  We 
have washed walls / repainted etc and visit regularly to monitor 
the situation.  The residents are complying with advice given. The 
housing officer and maintenance department are supporting the 
transfer with LBS. 

 
Pam Norton referred to the cases of rent arrears over £1k, 
commenting that the number is small compared to the number of 
lets.  Glynis Gatenby agreed, stating that two of those listed have 
decreased to under £1k since the report was written. 
 
Michael Payton asked when / how is the decision reached to close a 
case of ASB effectively.  Glynis Gatenby replied that with ASB cases, 
we work closely with the residents and when appropriate, after  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Item:  Action: 
 
 
 
 
 
 
4.5 
 
 
 
 
 
4.6 
 
 
4.7 
 
 

speaking to all those involved, we would suggest the case is closed 
and only do so if agreed.  A hate crime is usually more ‘personal’ and 
therefore closure would likely be resident lead.  The current case is 
under investigation with the police so we are keeping this open in 
case of fresh evidence. 
 
After discussion, Robin Roberts suggested that dates of when the case 
was opened and then closed be added to the report.  Michael Payton 
felt this was a good suggestion as it would give a point of reference of 
length of time to remedy a dispute.  Glynis Gatenby agreed to add 
columns for dates to the report. 
 
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 
 

 
 
 
 
 
 
 
 
 
 

GG 
 
 

5 
 
5.1 
 
 
 
 
5.2 
 
5.2.1 
 
 
 
 
5.2.2 
 
 
5.3 
 
5.3.1 
 
 
 
 
5.3.2 
 
 
 
5.3.3 
 
 

Policies for approval  
 

Glynis Gatenby introduced the report stating that the first three 
(Mutual Exchange, Succession and Assignment and Tenancy Fraud) 
are legislation led and therefore, only minor changes have been made 
which are highlighted.   
 
Mutual Exchange policy 
 
We have added a section regarding exceptional circumstances to 
cover, for example, victims of abuse.  A sentence relating to personal 
belongings has also been added, which applies to both general needs 
and older people’s housing. 
 
Pam Norton asked if there were any comments or queries on the 
policy.  There were none and the policy was approved. 
 
Succession and Assignment policy 
 
Glynis Gatenby confirmed that there are no legislative changes.  A 
paragraph has been added regarding contractual and discretionary 
succession to family members, mainly due to downsizing, which was 
absent from the previous version. 
 
Annette Dunningham asked that if a couple separated / divorced, 
would that be counted as succession in a joint tenancy.  Glynis 
Gatenby advised it depended on the circumstances. 
 
There were no further comments and the policy was approved. 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Item:  Action: 
 
5.4 
 
5.4.1 
 
 
5.4.2 
 
 
 
 
 
5.4.3 
 
5.5 
 
5.5.1 
 
 
5.5.2 
 
 
 
 
 
 
 
 
 
5.5.3 
 
 
 
 
 
 
5.5.4 
 
 
 
 
 
5.6 
 
 
 

 
Tenancy Fraud policy 
 
This policy has been reviewed to reflect a more intelligence led, 
targeted approach to tenancy fraud.  Again, this section is highlighted. 
 
Annette Dunningham asked what steps we would take if a resident 
informed us that they suspected the resident was not living at a 
property.  Glynis Gatenby advised that the information provide would 
be checked and then we would start an investigation – check post, 
meter readings etc. 
 
There being no further comments, the policy was approved. 
 
Communal lounge hire 
 
The Private use of Communal Area policy has been reviewed following 
several enquiries over the last year for use of the communal lounge. 
 
Annette Dunningham commented that the policy states that the 
communal lounge is considered an extension of the residents’ homes 
and therefore did not feel it right to have to pay a charge for its use as 
residents pay towards gas / electric etc as part of their service charges 
and as long as they clean up after its use, it should not be an issue.  
Glynis Gatenby responded that not all schemes are the same and it 
can cause issues. It was thought that charging for its use may 
encourage people to take more care.  Robin Roberts added that there 
is discretion. 
 
Barbara Bransgrove suggested the policy reflects that if all residents 
are present at ‘an event’ there would be no charge but if a resident 
organised an event and was inviting family / friends, the charge would 
apply. David Brigden agreed saying it was logical to make a charge if 
the residents’ lounge was being used by someone and excluding other 
residents. 
 
It was agreed that the policy would be amended to reflect that if 
residents only were in attendance there would be no charge but if a 
resident was inviting others (non-residents) the charge would apply. 
Glynis Gatenby would amend and bring back to the next HOC meeting 
for approval. 
 
The Housing Operations Committee agreed to: 

i) approve the Mutual Exchange policy 
ii) approve the  Succession and Assignment policy 
iii) approve the Tenancy Fraud policy 
iv) make amendments to the Private use of Communal Area 

policy and bring back to HOC for approval 
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Item:  Action: 
 
6 
 
6.1 
 
6.1.1 
 
 
 
 
 
 
 
6.1.2 
 
 
 
 
 
 
 
 
 
 
 

 
6.1.3 
 
 
 
 
 
 
 
 
 
 

 
6.1.4 
 
 
 
 
6.1.5 
 
 
 
 
 

 
Operational update 
 
Glynis Gatenby gave an overview of the report: 
 
Community engagement:  

• we had a very busy end of year with events around Christmas 

• we were very pleased with the outcome of our service review and 
support the recommendations as detailed in the report.  Campbell 
Tickell said they would struggle to find another organisation that 
makes the same effort with their work relating to the residents’ 
voice and community engagement 

 
Staff: 

• the recently engaged Resident Liaison Officer (development) has 
left the organisation, having been headhunted by two employers 
once they heard she had left her previous employer.  We have 
advertised and had a lot of interest in the role and will be 
interviewing candidates on 6 and 8 February   

• the Lettings Officer role is currently being considered with two 
different scenarios  

• we currently have a temporary member of the team to cover the 
Trainee Property Officer role who has settled in well.  The position 
will be reviewed during March with regards to engaging a 
permanent member of staff 

 
Development:  

• practical completion at Norman House was granted on 
06.01.2023.  Most of the flats are now tenanted and the new 
residents are very pleased with the standard of accommodation.  
A coffee morning for new and existing residents will be held next 
week  

• the new flat at Kent Court is almost complete and will be let soon 

• the work at Ronald House is underway with good progress on the 
roof works.  There have been a few minor issues with residents on 
site but weekly meetings are being held with the contractor and 
staff who are working closely with them 

 
Planned maintenance programme for 2022 / 23: 

• this is set out in the report and we are confident that works will be 
completed within this quarter.  Some items have been moved to 
the next financial year 

 
Better Social Housing Review:  

• this was set up by the National Housing Federation (NHF) and the 
Chartered Institute of Housing (CIH) to look at ways to improve 
the quality of social housing provision in England (attached to 
report).  A large proportion of the review is aimed at larger  
 

 



 
Date of next meeting:   19 April 2023 
 

Item:  Action: 
 
 
 
 
6.2 
 
 
 
 
6.3 
 
 
6.4 

 
providers but we will follow the guidance and add it to our key 
objectives for 2023 / 24. 

 
Annette Dunningham referred to community engagement, saying that 
she had witnessed a mini-bus taking one resident to an event.  Are we 
charged a higher rate for this vehicle?  Glynis Gatenby confirmed that 
we are charged a flat rate regardless of the vehicle provided. 
 
Pam Norton thanked Glynis Gatenby for the very comprehensive 
report. 
 
The Housing Operations Committee agreed to: 

i) note the contents of the report 
 

7 
 
7.1 
 

Any other business 
 
There was none. 

 


