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What this meeting was about

The Tenant Committee met to review how services are performing, hear feedback from
residents, and agree on improvements. There was also an external review of how well residents
are involved in decision-making.

Key highlights
Improvements being made
e Overall satisfaction is improving, rising from 49% to 60%.
o Repairs service is getting better, with satisfaction increasing.
o More transparency - performance updates and service standards are now clearer.
¢ 23 Community Champions are active, helping represent resident voices.

e Half of the Resident Service Plan actions (18 out of 36) are already completed.

“ Repairs and maintenance
e Along-term repairs contractor is being procured to improve service quality.
e Outof 10 agreed improvement actions:
o 3 completed
o [ 7stillin progress
e Improvements include:
o Better processes
o More staff and training
o Clearer escalation routes

Resident concern: Delays in repairs are still a major issue.

Complaints and communication
e 55 complaints were logged in the last quarter.

¢ All complaints were responded to on time



e However, key issues remain:
o Slow resolution times
o Poor communication updates
o Delays linked to repairs and damp/mould cases
What’s being done:
e |Improving communication systems
e Simplifying contact channels

e Strengthening oversight and reporting

Independent review of resident engagement
An external review (TPAS) looked at how well residents are involved.
Strengths:
e Residents are listened to and respected
e Lots of opportunities to get involved
e Strong leadership commitment
Areas to improve:
¢ Residents need more involvement in decision-making
e Complaints process should be clearer
e Some groups of residents are not being reached enough
e More recognition for involved residents is needed

Next steps:
An action plan will be developed to address these gaps.

@, Scrutiny (checking services)
e Areview of communication services is nearly complete.
e Future review topics may include:
o Complaints handling
o Communal area maintenance
o Anti-social behaviour (ASB)

o Neighbourhood management



The committee plans to pause and review progress before starting new work to ensure real
improvements are being made.

> Resident Service Plan progress
e Focus areas include:
o Better communication
o Improving services
o Beingagood neighbourhood partner

o 50% of actions are complete, with the rest underway.

.| Housing performance (key facts)
o Rent collection: 92.69% (improving)
e Rentarrears: 9.65% (still higher than target)

o Safety checks: Almost fully compliant

e Disrepair cases: Reduced from 70 to 41

# Planned works

o Kitchens, bathrooms, and windows programmes are behind schedule but expected to
catch up before year-end.

o Safety, fast repairs, and energy efficiency remain top priorities.

28 Community Champions
¢ Residents are being trained to represent their communities.
e Training will cover leadership, communication, and housing knowledge.

e Monthly sessions will support ongoing development.

I Issues raised by residents
e Cleaning standards in communal areas
e (Gutter maintenance

¢ Repairs reporting process



3 What happens next
e Focus onimproving repairs and communication
e Continue reducing complaints and delays
o Roll outimprovements from the external review
e Start outreach eventsin early 2026

e Monitor progress on planned works

Overall message

There is clear progress being made, especially in satisfaction and transparency. However,
repairs, communication, and complaint handling still need improvement, and these are the
main priorities going forward.



