Karibu ®

Community Homes

Tenant Committee Meeting Summary
Date: Tuesday, 27th May 2025
Time: 6:30 pm-8:30 pm
Venue: Teams (Online)

What We Discussed
Customer Engagement Update
¢ Focus onresident engagement developments since the merger.
e Surveys show residents are keen to engage with Karibu.
¢ Recruitment of Community Champions continues, with visits to all areas—
especially underrepresented ones.
¢ Karibu manages around 1,800 homes across 14 boroughs, serving
approximately 5,000 residents.
o 83% positive feedback received on Corporate Plan consultation, with strong
interest in engagement.

Housing Services Update

e Updates shared on the move from the old Westway office and capital investment
programme to improve living standards.

¢ Implementation of Awaab’s Law discussed—coming into effect in October 2025
to improve damp and mould response.

e ‘Getting to Know You’ visits focus on elderly tenants to identify support needs
and enhance services.

+ Estate inspection schedules now published on the website for transparency
and resident participation.

¢ Rent and service charge notices successfully issued; UC and HB uploads
completed.

Complaints and Performance

e Complaints performance improving with a dedicated complaints officer now in
place.

o Customer Service Advisers trained to distinguish between complaints and
service requests.

¢ 100% of complaints target achieved in April; transparency improved through
live reporting.

e TSM surveys conducted quarterly; 2024-25 results show improvement in 10 of
12 measures.

Repairs and Maintenance
¢ Tendering underway for a new single maintenance contractor across all Karibu
stock.
o 85% of housing stock surveyed, providing insight into long-term maintenance
needs.
e Compliance performance improving with full compliance targeted.



Scrutiny Panel Report

Responsive Repairs review completed with six key recommendations—all
accepted by Karibu.

TPAS invited panel members to present at the July 2025 conference as an
example of effective collaboration.

Next scrutiny review will focus on Communications; recruitment for new panel
members ongoing.

Policies Reviewed

Draft Code of Conduct and Terms of Reference approved, clarifying
attendance and conduct expectations.

Revised Vulnerable Tenants Policy discussed to ensure compliance with new
Consumer Standards and Ombudsman expectations.

Recharge Policy reviewed and approved following positive feedback from the
Virtual Panel.

Next Steps & Actions

Support tenant committee visits to all areas and increase community
participation.

Continue progress on damp and mould compliance ahead of Awaab’s Law
implementation.

Launch Communications scrutiny review and recruit new panel members.
Maintain transparency by publishing TSM reports and estate inspection
schedules on the website.

Want to Get Involved?
Join our panels or share your feedback!
Email: info@karibu.org.uk

Visit: karibu.org.uk
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