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TENANTS’ ENGAGEMENT GROUP





Tenants Group Meeting

Room 6,  Millmead, Guildford Borough Council
MINUTES OF THE MEETING 28 October 2025
Present:

Alan Wood (Chair)



Dale Askew (Vice Chair)




Tony Cuskern

Janet Bell

Mark Prior
In attendance
Hazel Craig-Waller – Housing Improvement Project Officer (GBC)
Jon Kanareck – Interim Head of Housing (GBC)

Conor Stredder – Resident Engagement Officer (GBC)

1.
Welcome by the Chair
1.1 The Chair welcomed everyone to the meeting and thanked them for giving up their time.  
2.
Apologies 
2.1
Apologies were given for Tom Wood, Annette Chalmers, Pat Ayling, Julia Glass and Pat Conroy
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.

4.
Housing Improvement Plan Update – Hazel Craig-Waller
4.1
Hazel explained that Jo Holt, who used to provide the Housing Improvement Plan update to the TEG, was leaving at the end of this week and that Hazel will be stepping in. Jo’s replacement will be starting at the beginning of November.

4.2
Hazel delivered the October Housing Improvement Plan to TEG, which was also delivered to the regulator at the most recent meeting with GBC. The overall status of the improvement plan was amber, so steady progress is being made, but there is still more to do. 
There is now clearer alignment between the improvement plan, the risk framework, and performance reporting. The Repairs Recovery Plan has been prioritised as an important short-term stabilisation measure, supported by stronger financial oversight, additional leadership capacity, and improved governance arrangements.
Steady progress continues across all areas, with clear action to address remaining challenges. The programme remains focused on improving day-to-day housing services for residents and ensuring homes are safe, well managed, and maintained to a high standard.
The focus for next month is to refresh the forward plan to make sure every project is clearly defined and realistic to achieve. To strengthen GBC’s communication around the programme, including sharing more updates through TEG, consultations, resident newsletters and meetings.
4.3
Operational and organisational excellence - This part of the programme focuses on strengthening GBC’s housing service by completing a type of skills audit of over 150 staff across Guildford and Waverley - making sure the right people, skills, and systems are in place to deliver consistently good services for residents.

Jon mentioned that GBC also needs to tackle working attitude and the culture to improve services for residents. Mark questioned how many staff are in the office, rather than working form home. Jon responded by saying the Housing and Rents team are in a lot. The visibility of leadership sets an example and helps moderate the culture and attitude, and is something GBC are actively working on. 


Hazel added that GBC were also looking at how the appraisals and 121s can improve the attitude and culture.

Mark raised the point there needs to be physical integration to improve culture. It is better to reach someone who’s over the other side of the room rather than waiting for them to pick up the phone. Jon agreed with Mark, but pointed out that Microsoft Teams internally does help.
4.4
Service Improvement – This is a huge focus area to get services right for residents. The Repairs Recovery Plan is driving progress on completing outstanding jobs and returning to normal timescales – last Friday GBC had discussions with Axis CLC to sort out teething issues around the telephony side which needs to be improved. Long wait times for repairs is unacceptable and if this can’t be rectified by the end of the week (31st October) GBC will revert back to our old system. The resident experience is the most important.

Dale thanked Jon for being honest and trying to get these issues improved for residents, but the communication needs to be better around these issues. The communication around communal repairs are not helpful, they often only tell one of the original residents that raise the repair and not the others. Customers are not shown there will be delays for repairs. 

Jon mentioned that there was a meeting yesterday which looked at how we deliver our communications. A member from the Council’s overall improvement plan had also pointed out that communication also needed improvement. There is a need for GBC to focus on urgent repairs, which was on the website at the beginning of August and through September.

Dale asked if there would be any communications to residents that had outstanding repairs. Jon told the group that Axis CLC will be calling the backlog to make residents aware before Christmas. 

Mark followed up on this by asking will the repairs be done quickly or to a complete standard as speed often causes errors. Jon clarified that GBC needs to balance between quality and speed, not sacrificing a good standard but keeping to timescales. 


Jon said we had 17 operatives and a secondary contract is used to pick up orders the operatives cannot pick up. The GBC operatives are starting with small number of orders and will become more efficient over time.
4.5
Quality, Safety & Compliance – The voids contract has been awarded to R.Benson to tackle with the long standing voids. There are about 24 long-standing voids, with around 21 of them about 8 to 12 weeks of work to sort out each.

GBC want the turnaround times for voids to be sped up overall, with an Maintenance Repair Officer (MRO) to complete inspections of the work completed. The voids will work to a read-to-let standard which GBC are delivering a co-design workshop for, with residents on the 11th November - looking at what should be prioritised when we look at voids. 

Fire Installation process programme is underway. Awaab's law came into effect, and we are keeping a close eye on this. Janet asked what contractor KPIs will be tracked specific Awaab’s law. Jon replied that GBC has deadlines depending on the category and that we are required to meet. GBC will look at satisfaction of the issues raised. The contractors are utilising AI to help determine the category of damp and mould. Mark asked how the AI would help, as the technology can hinder rather than be productive. Jon said that it might be overstretching, calling it AI, but more of an algorithmic tool that can help get the right diagnosis on first inspection.  

Janet asked if the new policies coming to the group would adhere to the Awaab’s Law. Jon explained that the policies are intended to be future proof and training will be given to staff entering residents’ home. Janet asked if a flowchart for the timeframe of Damp and Mould could be given so residents had an understanding and expectation. Jon agreed that it would be a good idea and will look to get it on the website as there is one internally. 

4.6
Resident Empowerment & Engagement - The Tenant Engagement Group continues to play a key role in reviewing progress and sharing resident perspectives on what matters most. Regular tenant satisfaction surveys are helping us understand where things are improving and where we still need to do more. New opportunities are being developed for residents to get involved through estate walkabouts, consultations, and focus groups. Feedback from residents is being used more consistently to influence service design and priorities
ACTION: Conor to invite Jo Holt’s replacement, Eshe, to a future TEG meeting on behalf of the group. 
ACTION: Jon would look to get the damp and mould flowchart uploaded to the website. 
5.
Housing Electrical Safety Policy & Estate Management Policy – Jon Kanareck
5.1
Instead of going through the whole policy Jon explained that GBC will have more policies that deal with the “big 6” in compliance, which procedures will flow from. Jon asked for now, how the layout of each policy looked, did it make sense and does it tell us what we need to know. Janet asked if they would reflect the changes from Awaab’s Law and Jon said he will take this away and come back to the group. 

Jon asked the Chair if the policies can be sent to Alan to share with the rest of the group for comment and they will be approved at the next TEG meeting at the end of November. The chair agreed, noting that the group would need a week to 10 days to get back with our feedback.


The Chair requested the group to send feedback to himself, who could then correlate it and send back to Conor.
5.2
Tony asked if residents receive an electrical certificate after it is completed. Jon mentioned that GBC might not, but if it is digital then we should send it over.
5.3
Mark spoke about a recent experience with a boiler inspection, where there was “cowboyness” and didn’t fully inspect the boiler. Mark asked who would regulate this?


Jon said that GBC could try to combat that by having an annual audit completed by a third-party, but it is not something GBC currently do, where a random sample of 10% would be reviewed. GBC are changing the electrical contractor which is going through. 
ACTION: Conor to send big 6 policies for TEG to feedback on by the 14th November. 

ACTION: Jon to investigate electric certificate being sent to residents and update the group.
6.
KPIs and TSMs – Jon Kanareck
6.1
Jon asked if TEG was happy with how the documents were presented and if there was anything the group thought should be changed. The group were happy with the layout and appreciated the added comments under each section as it helped explain the KPIs. 
6.2
Jon pointed out that ASB was an interesting area as GBC had 100% satisfaction, because there was only 1 for the whole month. And if there is none then we would see a 0% satisfaction. Mark suggested that GBC should look at changing how that KPI was reported as it wouldn’t show the whole picture.
6.3
Jon said that the complaints KPIs looked quite good on paper, but satisfaction off complaint resolution and the number of upheld complaints needed to be improved. Another area Jon mentioned was repairs – time to complete had gone down, but could mask problems underneath. 
6.4
Lastly Jon talked about voids which needs to have targets and GBC should share this information with TEG. This was brought up at Housing Operations Board (HOB) as it was reported that voids had gone down but not significantly. The chair pointed out to the group that voids will never be zero, but it is good to see that is coming down. Jon mentioned that it would likely be Summer 2026 to see significant improvement. 
7.
Resident-Led Scrutiny Framework Update – Conor Stredder
7.1
Conor explained to the group that this new engagement route was to help with the scrutiny of the housing services, with TEG guiding scrutiny priorities and holding GBC accountable. The scrutiny panel would be made up of tenant and leaseholders, separate from TEG, who would work together to inspect and evaluate a chosen area of housing services. They will complete scrutiny around 2 or 3 times per year and create an audit-like report that would come to TEG for questions, followed by HOB. 
7.2
Conor asked if the group had any suggestions for the pilot that would begin in mid-January 2026. Examples given were complaints, ASB, voids. The Chair asked the group for any suggestions, The group raised the TSMs showed an area for concern over Estate Management and the customer experience through communication and website was another. It was also agreed that repairs should be one in the future. 
ACTION: Alan to collect the groups feedback for which area the scrutiny panel should start on and send to Conor with the decision. 
8.
Any Other Business – Chair
8.1
Janet asked about the complexity of the policies being made and Awaab’s Law coming into effect, how this would be communicated.  Jon said that communication around major repairs would ensure the contractors meet the deadlines. GBC’s IT system is not great and the repairs process through electronic communication remains difficult. The website needs to be updated more frequently.


Jon pointed out that communication would be his suggestion for the second scrutiny review. Janet said that it would be good to have an article in the next Contact Point about how scrutiny works/worked.  

ACTION: Janet to write an article around the scrutiny review with Conor for Contact Point Spring 2026
11.
Date of Next Meeting – 25th November 2025
11.1
There being no further business the meeting closed at 12.30.
Minutes signed off by Chair…………………………………………………..

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