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TENANTS’ ENGAGEMENT GROUP





Tenants Group Meeting

Room 6,  Millmead, Guildford Borough Council
MINUTES OF THE MEETING 29 July 2025
Present:

Alan Wood (Chair)



Dale Askew (Vice Chair Leaseholders)
Pat Ayling (Secretary)




Tony Cuskern

Janet Bell

In attendance

Jo Holt – (GBC)
Jon Kanareck – Interim Head of Housing (GBC)

Conor Stredder – Resident Engagement Officer (GBC)

Jane Brown – Customer Services (GBC)

Claudio Svalto – Surrey Climate Commission

Sam Peters – Surrey Climate Commission

Asmaa Elsonda – Community Energy Pathways

1.
Welcome by the Chair
1.1 The Chair welcomed everyone to the meeting and thanked them for giving up their time.  Alan then asked Tony to inform the Group of the sad passing of Gary Kebby on Saturday 12th July as they have been friends for years.  A card for his family had been purchased and was signed by all at the meeting. Pat will organise getting the card to the family.
2.
Apologies 
2.1
Apologies were given for Julia Glass, Mark Prior, Cllr. Julia McShane, Annalisa Howson and Cllr. Amanda Creese, Annette Chalmers and Tom Wood

3.
Minutes of the Last Meeting
3.1
Alan asked if there were any comments on the previous month’s minutes and as they were agreed, the Chair signed off the previous minutes for the files.

4.
Home Energy Advice Talk – Claudio Svalto from Surrey Climate Commission
4.1
An interesting presentation was made to the Group on the work being carried out by SCC to help people save money and also make their homes more energy efficient.  The Group were informed that they could request a visit to their homes where a survey would be carried out and advice given to help with both savings and efficient use of their energy.
4.2
SCC also hold events to inform people more widely; they work with both social and private residents.  They do not sell any products or recommend any particular energy suppliers.  They work with Surrey County Council and many charities in order to reach and help as many people as possible.
4.3
Their website also provides useful links for further information.
5.
Housing Improvement Plan – Jo Holt
5.1
Jo ran through figures obtained from the recent Customer Satisfaction Surveys carried out but provided a caveat that they are only about half way through the survey results, however, the figures they currently have indicate that there has been a small but significant increase in the stats.

5.2
A new Interim Repairs Manager has been appointed and commenced work recently, this is due to Ernie now being in hospital and having to resign from this post due to serious health issues.
5.3
The Council is currently working through the results of the Tenant Satisfaction Measures received, they are about half way through the responses but the statistics are up slightly on previous results, however, there is still work to be done in all areas.

5.4
The Council is reviewing their lettings plan as currently it is taking about nine and a half weeks to actually have new tenants move in but this is far too long.

5.5
The new fire safety page is now on the website for tenants to see.  There are early signs of improved communications with tenants but work is still in progress.

5.6
The Group were informed that there is a new Leasehold Manager coming into post in next few months.  The report on Fire doors is going to Executive for approval and once the amended budget is agreed, work will commence on completing this programme.

5.7
There is also a long-term project to deal with the longer-term voids which may be for re-development rather than repairing and re-letting.
6.
Repairs Handbook – Jon Kanareck
6.1
A repairs handbook for tenants has been produced by Jo Holt which was long overdue.  Jon asked for any comments to be sent back to him by the end of the following week.
6.2
Some points were made during the meeting with reference to responsibility for fences which is still an area which is not entirely clear and tenants are confused over different rules in different documents.  Jon assured those present that this will be looked at by the Council.

6.3
Contractors not turning up or cancelling at short notice or turning up with no notice given is still a major issue.  Jon agreed that this is happening too frequently and is one of the areas which the new Repairs Manager will be investigating.

6.4
Initial reaction to the Repairs Handbook was positive amongst those present at the meeting.

ACTION: Group to provide written comments back to Conor by end of the following week.
7.
Performance Overview / KPIs – Jon Kanareck
7.1
Jon firstly apologised as the figures were not yet up to date but will in future be available and updated monthly on the dashboard.  Jon also stated that by the next meeting in September, the figures up to August will have been populated on the dashboard and trends identified.
8.
Customer Services Overview – Jane Brown
8.1
Jane gave an excellent presentation on the number of areas which her  team covers on behalf of the Council.  Jane informed the Group that there are 19 members who act as the front door to the whole organisation.
8.2
Jane also responded to questions which had been raised prior to the meeting from members.  The issues raised prior to the meeting were as follows:
8.3
The phone system is failing regularly (updates on Facebook). Can we have an update on what the issue is and how GBC is seeking to resolve this? Concern that vulnerable residents or those with emergencies can’t get through.

Answer: We have only put messages out on social media including Facebook twice this year once in April and  once in June and the planned upgrade that happened in March 
8.4
Reporting of repairs is problematic. Can never get to speak directly to anyone in repairs. Customer service staff don’t seem to have access to information on status of previous repairs or repeat issues. We don’t get updates once a repair is reported (even if urgent.) this has been raised before, are there any developments?

Answer: We have a very old system with limited ability to provide updates however; Customer Services will log new claims with the information provided to them.  Any chase ups or more complex issues go to our repairs business support /case or technical services team and they will chase relevant parties (trades /contracts etc) for an update and then get back to tenant /leaseholder.
8.5
How are emails or web reports prioritised? 

Answer: Deal with the oldest first. Any requests marked urgent are investigated to make sure they are actually urgent and again oldest deal with first.  Any that come via the contact us forms on the web are dealt with within 2 working days.  Most are completed the same day. 

The report repairs form has an urgent option, and these are dealt with by business support/case daily.  NB// not all cases are urgent though and these will be delegated back to CSC to log.  This could mean a small delay as they have been incorrectly logged as urgent by the tenant or leaseholder.  Customer services will log all others within 2 working days, again our aim is to do all same day. 
8.6
What is your current performance against the Service Level Agreement for answering calls and web reports/emails? 

Answer: 95% of calls answered daily - housing ombudsman 3/4/25 85%  phone outage. 9/5/25 94% phone outage

Emails received correctly 2 working days.  Since CSC took over 4th June all met

 

8.7
How is GBC embracing social media direct messaging and online chat? Is this an option for contacting the team now or in the future?  

Answer: We use some Facebook, WhatsApp etc and get some approaches from these, which we deal with case by case.  Periodically we look at what is available, versus demand. Very low volume currently
 

8.8
The updates received once a case is logged are confusing. Such as ‘case updated’, ‘works scheduled’, ‘case closed’. They often don’t match what is actually happening with a case. Are there any plans to replace or improve the current software?

Answer: An example would be great.  I am going through and changing these as I find them. 

 

8.9
How do residents register to receive email communications instead of letters? Some residents seem to have this facility at our block whereas others don’t. 

Answer: Not all communications are sent via email depends on team sending the email and its content.  There is not one single database to capture this information but something we are currently looking into.

8.10
The Group thanked Jane for both her presentation explaining the work undertaken by her team and for answering their questions.
9.
MHCLG Summer Consultations – Jon Kanareck
9.1
It was agreed that in order to respond to the three consultations, a joint response would be sent by Alan as Chair of Guildford Tenants Group and Terry as Chair of Waverley Tenants Group.  This was agreed by those present at the meeting.
10.
Any Other Business – Time Permitting
10.1
Following the death of Gary who was currently acting as Treasurer for the Group, it was agreed by all those present that the role of Treasurer would be removed from the Constitution as GBC actually carry out the role and hold the budget, it was generally felt that it was unnecessary to have that role within the management of the Group.  On the matter of expenditure, any proposed expenditure would be agreed by the Group at a meeting and the relevant paperwork would be signed by the Chair and another member of the Group present before being signed off by Conor as Resident Engagement Officer and holder of the budget.
10.2
As the Group are carrying out more events than before and likely to undertake more, it was agreed that we needed to purchase a folding table and some document holders to enable us to look professional when carrying out events.  Pat had located those items on Amazon for £98 and the Group agreed to the purchase going ahead.

11.
Date of Next Meeting – 30th September 2025
11.1
There being no further business the meeting closed at 12.00.
Minutes signed off by Chair…………………………………………………..

Date of Signing: ……………………………………………………………….
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