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Minutes of the 4EF Meeting 
7pm Tuesday 15th March  2022  

St John’s Community Centre 
 
 

Present 
Residents: Candida (chair), Arthur (mins), Jenny, , Kim, Maureen, Jill, , Daniel, Jackie, Ahmed, Dan 
Advisor:  Mike 
OH:  Kimberly Wadham-Castles (Head of Resident Engagement) Yasin Ahmed (Manager, Resident 
Engagement) 
Apologies:  Peter Kristopherson (Kingsbridge) Maggie, Lesley, Glen, Eliza, Deidre, Pam, Juliet 
 
   

 Resident Engagement Feedback – Kimberley and Yasin  

1.  1300 residents gave feed back on the online survey and over 150 at face to face meetings.  

2.  Consultation feedback trends – 
(There was trouble with spam boxes when sending out emails about the consultation) 
 

 

 • That there is not enough opportunity to feedback about services,  

• Residents want to me more involved in decisions about their services,  

• Residents say they want to join groups to help change things 

• Communication from OH was seen as a big problem. This needs to be done using all 
media not just digital 

• More Transparency is needed 

• Young people want to be involved (maybe a youth Panel) 

• A Resident Engagement App has been requested 

• Residents want to be more involved in the scrutiny of services 
see Yasin’s doc 

 

 

3.  5 Themes Emerged  

 • A Stronger working partnership 

• Resident led Scrutiny 

• Improve 2 way communication 

• Community development 

• Residents becoming engaged. 
 

 

4.  What does a stronger partnership look like? 
- Involving more residents on committees and boards?  
- Residents want more influence on the services that effect their homes. 

 

 

5.  OH has just announced that they have created 3 positions on Customer Services Committee for 
residents (2 tenants and 1 leaseholder - There are not enough shared ownership properties for 
them to be represented on the Board or Committees) 
And the Resident Board Member position has become vacant. 
 

 

6.  Area Panels – these are hopefully being re-jigged soon to be more accountable to residents.  
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 Discussion on the Feedback  

7.  A new Resident governance structure needs to be introduced – just tacking residents onto the 
resident services committee doesn’t achieve responsible influence. How residents get appointed 
to these posts is fundamental to how they represent residents and the meaningful role residents 
can have in helping to improve services. 
 

 

8.  OH has been appointing residents to its panels and board. This is obviously unsatisfactory from 
the residents point of view and probably counter productive for OH as they don’t get as honest 
feedback. 
 

 

9.  Resident panel chairs have been observers on the Customer Services Committee (CSC).   

10.  Changes that could make representation more representative: 
 

• Can residents select the candidates for interview? 

• Head of resident engagement could be involved in the interview. 

• Representatives need to be resourced  so they can consult with residents and report 
back. 

• Transparency – minutes are published and observers allowed. 
 

 

11.  Residents experience of area panels is very negative so we are disappointed that they have been 
allowed to continue when they have been so unrepresentative for so long. 
 

 

12.  Area panels are going to be re-set: there will be a 3 year max tenure, and members will have to 
attend TRA meetings. 
 

 

13.  While the proposals to put more residents on the CSC is responding to residents’ concerns, it is 
still before any engagement strategy has been agreed so it can be seen as undermining residents 
participation again. It is OH doing things to residents in its top down / authoritative mode – “OH 
knows what’s best for our homes”. 
 

 

14.  What about a Shadow Governance Structure that includes a more extensive Residents’ Customer 
Services Shadow Committee? 
 

 

15.  Where will residents who are difficult/insistent on Boards and Panels stand. Who will have the 
power to move them if they continue to try to stick up for the residents point of view? 
 

 

16.  If residents are put in the position of selecting staff and contractors, this needs to be approached 
carefully as they don’t always have an appropriate level of training, experience and accountability. 
However, Resident focussed questions and point of view can be very valuable and needs to be 
introduced. 
 

 

17.  Resident led scrutiny –  

• There could be a resident led service inspection / scrutiny programme. 

• Residents do need to be involved in feedback about contractors and the quality of work. 

• Should residents be doing OH Officers jobs for them by inspecting work? 

• What is the balance between using residents’ scrutiny and professional expertise? 

• It saves money to get work done better than to keep coming back. 

• There needs to be phases: contractors checking their work, the landlord and the resident 
– each from their own perspectives, being able to record it and ensure a response is 
actioned where necessary. 

 

 

18.  One of the roles of the TRA is to have an advocacy role where residents can come and refer their 
problems. This has always been important to resolving estate issues but has been undermined 
since TRA members do not have the automatic ability to talk to Officers – only through the CCC. 
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However some positive relationships have built up between staff and residents despite this.  
 

   

 Interesting Observations, Comments and Questions on Engagement  

19.  There seems to have been a shift of responsibility from the HA to residents about dealing with 
certain repairs and monitoring ASB etc. Residents are expected to take a more active role in this 
and not rely on staff to report everything. If this is the case, has it been communicated to 
residents? 
 

 

20.  Established Community groups and TRAs should be made better use of as they are valuable 
networks, roots in the community and have useful feedback to give. Instead, they often feel 
sidelined and a nuisance. TRAs need to be supported for their useful scrutiny and to highlight 
where change is needed. 
 

 

21.  What power/influence is OH willing to give residents groups in the future?  

22.  Are all OH officers buying into the Resident Engagement process? Is there a commitment from the 
whole organisation? 
 

 

23.  A clearer escalation of the Complaints Service is being put in place.  

24.  Shouting loudly doesn’t make things happen. What does?  

25.  Where is the accountability going to be in this new Engagement Strategy – this needs to be 
approached carefully so that it is able to be effective without creating negativity. 
 

 

26.  Where are the teeth going to be? This needs to demonstrate genuine and clear influence, not just 
lip service. 
 

 

27.  How do OH get to the point where they can deliver what residents want?  

28.  One key change residents want is the return of Estate Officers and Area Managers who can sort 
out problems and be held to account.  
Are OH saying they will come and consult about local managers/officers or just put in place what 
they want? 
 

 

29.  “We’ll get back to you” has become such a deflating, disempowering and pessimistic response – 
as it’s a real surprise when someone actually does! It is used as a way to shut residents up.  
 

 

30.  Continuity in staff is important and has been a real issue for a long time in OH.   

31.  Everyone needs to be able to give feedback easily and appropriately. Why do OH make it so 
difficult? 

 

32.    

 Mike’s Report (attached):  

33.  Mike has responded to the Government’s Tenant Satisfaction Measures Consultation: 

• It is not fair to compare HAs as they are not comparable as their areas and tenants are so 
different. 

• Is a league table the best way or would a traffic light benchmark be a more useful 
evaluation? 

•  

 

34.  Samuda – in the other OH regeneration areas residents have had a lot of influence at this 
beginning stage than Samuda has had so far.  
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We will write to Paul responding to his reasons for not automatically having a masterplan for the 
estate.  
 

35.  Paul Handley’s Email: 
 
Broadly our vision for how we would approach an option appraisal for this larger project matches 
the 4EF's. 
  
We do feel that creating some form of vision or manifesto for how residents would like to see the 
estate change is a sensible first step, before then using that document to generate options to 
match that vision. Those options would then be iterated upon and whittled down to a preferred 
option in a similar way to our current process. All this in consultation and collaboration with the 
community. 
  
We would also (as with the other projects) encourage the eventual steering group to appoint their 
own ITLA to work with them and One Housing in delivering the consultation and developing such 
a document. 
  
The only points I have reservations over is the idea that there would be consultation with 
residents to develop a consultation plan for the project. As you know I am not in support of 
consulting about consultation because it is a very difficult concept to get people engaged with. I 
would however expect to have discussions with the appointed steering group (supported by the 
ITLA) to inform how we consult with the wider community. 
  
With regards to expanding the initial consultation to the wider estate; we are open to doing that. 
At present we want to get a good sense of the views of the residents to the south of the estate as 
this is most commonly raised by residents and staff as an area that would benefit from 
regeneration. If those discussions lead us to engage with the wider estate, then we will do that. 
  
We would be keen to discuss the best way to do that with the community and the local authority 
as the initial stages of engagement progress. 
  
Just to reiterate, this is the very very early beginnings of what could be a large consultation 
exercise. There is still time to develop and refine an approach. 
  
Paul Handley 
 
 

 

 Attached to email: 
Mike’s Report 
Yasin’s Feedback PP presentation. 
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