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Tenants’ Engagement Group Meeting

Room 6, Millmead, Guildford Borough Council

MINUTES OF THE MEETING 26 May 2026



Present:		Alan Wood (Chair)
Pat Ayling (Secretary)
			Tony Cuskern
Janet Bell
Peter Purnell



In attendance	
Annalisa Howson – (GBC)
Conor Stredder – Resident Engagement Officer (GBC)
Meena Lota – Insight and Improvements Senior Specialist (GBC)
Eshe Dowe – Housing Improvement Lead (GBC)
Chris Culleton - Head of Repairs (GBC)
David Warner – Divisional Manager (Axis)
Nicola Philp - Housing Data and IT Systems (GBC)
Maud Darby - Housing Data and Assurance Lead (GBC)
Magdalene Onojaife - Senior Business Analyst (GBC)


1.	Welcome by the Chair
		
1.1 The Chair greeted everyone present and thanked them for giving up their time. A round table of introductions took place for the benefit of members and officers present today.


2.	Apologies 

2.1	Apologies were given for Jon Kanareck, Pat Conroy, Laura Moberg, Leslie Ceridwin and Tom Wood.


3.	Minutes of the Last Meeting

3.1	The chair asked if there were any comments on the previous month’s minutes, there were no comments and, as they were agreed the Chair signed off the previous minutes for the files.


4.	Axis

4.1	The Chair firstly thanked the Divisional Manager for attending the meeting and was sorry that the Operations Director was unable to attend.  The Chair informed everyone that as the concerns were serious, all questions would be put through him and several questions had already been raised by both members and other tenants as well as through the complaints system.

4.2	David explained that he was the overall lead for the Guildford Council contract with Axis and agreed that there had been problems experienced by tenants and he wanted to hear about issues in order to improve the service provided.

4.3	David was asked how long the business has been in operation.

Answer: The business has been in existence since 1980 and was originally a family concern but is now owned by a private equity company and the family are no longer involved with the business.  The business is mainly Heritage and major builds within London and the surrounding areas, which is why Guildford fits neatly into the perimeter of their business coverage.  They also have a huge number of contracts with both Housing Associations and Local Councils.

4.3	David was asked how large the workforce was for the Guildford Contract?

	Answer: At the moment, there are not enough people to carry out the current huge amount of work currently experienced with a large backlog of outstanding jobs to deal with as well as currently reported repairs.  At the start of the contract, it was based on 70% of the work being carried out by GBC repairs with the remaining 30% to be dealt with by Axis staff, this is not happening at the moment as there are not enough staff to cover, therefore recruitment is underway for six new members of staff for the GBC repairs team.  There is currently around 800 – 1200 reported repair jobs per month with not enough staff to cover, which is causing huge delays.

4.4	David was asked about communication with tenants, especially in light of the large number of no-shows which had been reported to the Council and the Chair of TEG.  This is not acceptable as people who work often have to take time off to enable the repair to go ahead.

	Answer: The Group were informed of the system whereby a text is sent to the tenant to provide a date for the repair; this is then followed up by another text to remind the tenant and a third text after the work is done.

4.5	David was informed that this was not happening in every case and that often a date would be arranged and the contractor simply fails to appear.  TEG is the voice for 5,200 tenants and not just us here in the meeting.  Tenants talk to each other and to us and vent their frustration.  Communication is the most important aspect for all.  David was also informed that some tenants had complained regarding language and attitudes from some of the operatives and David said he would look into this as it was unacceptable for any tenant to suffer from the operatives who had undergone a large amount of soft skills training.

4.6	David was asked what is being done to bring down the number of outstanding repairs.

Answer:  Several different aspects are currently underway which include daily reviews with the Operations Manager and Works Supervisor.  Those repairs where no access was permitted are also being dealt with.

4.7	Julia thanked David for responding to the issues raised today, the number of repairs currently being reported indicates that tenants are more confident in reporting issues, especially as they are seeing results of improvements being made to properties.  Julia agreed that communication is still problematic as clarity is needed between what is being said against what is actually happening with tenants.

4.8	David informed the Group that he and Chris were putting together a comprehensive plan which he would bring back to the Group for comments /suggestions at the June meeting of TEG.  It was also agreed that trust between GBC and tenants needs to grow and the lack of repairs is not helping.

4.9	A question was asked regarding the contractual element of appointing an outside body to carry out work on behalf of the Council and the Group were informed that due diligence was carried out before a contract is let.


5.	Performance Dashboard Update – Meena Lota

5.1	Meena had provided A3 printed sheets for those attending as these are much easier to read than A4 and proceeded to update the Group on the information within the sheets.

5.2	It was noted by the Group that some items had slipped in the projections such as complaints, damp and mould issues and voids.

5.3	Julia asked if housing had a map of homes where damp and mould is an issue, Chris informed her that they are currently working on obtaining this data as this would help with modelling the type of works needed in some areas.  There is a certain amount of information but not enough yet but within the next few months, should see an improvement.


6.	Housing Improvement Plan – Eshe Dow

6.1	Eshe explained that she had brought her team with her so that they could meet us and we could see who was working on what aspects of the improvement plan.  A presentation was then given to the Group which was extremely interesting and informative.

6.2	The first part of the presentation dealt with how the council is strengthening their systems, their data as well as learning and inclusion.  It was agreed that the right data is the foundation from which all processes are built on.

6.3	The presentation also highlighted the pain points experienced by tenants such as rigid processes which makes it harder for vulnerable tenants to access services and increases the risk of their needs not being met.  It also acknowledged that tenants are almost being forced to enter complaints to enable their issues to be dealt with.  Inconsistent communication was another issue being experience by many.  It was also agreed that incorrect or out of date information was causing problems.

6.4	There are several areas which the council is working on to help make a difference to tenants and once these are in place, they should create reliable and consistent services, faster resolutions, reduced frustration and errors occurring, a customer focused service design and enhanced communication and full transparency.

6.5	The Group were also informed that a new Tenancy Repairs Advocacy Pilot was being rolled out and that the Group would have further opportunities to feed into this.  This will take about six months to complete.  There will be a person recruited in for this specific role.

6.6	Overall, this will make a huge difference not only to staff but also to the organisation overall.

6.7	Julia asked that moving forward into West Surrey Council, is it possible to identify young people with issues to enable services and help in the future.  Julia hugely dislikes acronyms such as NEETS as there is no real meaning or understanding of the individuals placed into this category.

6.8	Members present asked a number of questions regarding the improvement plan which were answered by those attending.



7.	Keeping in Touch Days – Conor Stredder

7.1	Conor shared a leaflet with the Group which stated that there would be five Keeping in Touch days happening this summer.  The dates and venues are as follows:

	10th June 11am – 2pm
	Slyfield Court, GU1 1RJ

	24th June 5pm – 7pm
Bushy Hill Park GU4 7HG

8th July 11am – 2pm
The Green on Coachlads Avenue, GU2 8FH

22nd July 11am – 2pm
The Oval, Guildford Park GU2 7TP

5th August 11am – 2pm
The Oval, Wood Street Village GU3 3DL

7.2	Conor informed the Group that they have changed to shorter sessions rather than the full days which were carried out last year as it was felt this would be more beneficial for all.

7.3	It was requested that members of the Group attend where possible in venues accessible to them.


8.	Any Other Business (Time Permitting)

8.1	The Chair informed the Group that a new person had been recruited to assist Conor with his role which has expanded substantially.  The new person would be attending the TEG meetings and would take over the role taking notes and writing up the minutes. This should start from the June meeting.

8.2	It was also pointed out that we do not usually use the names of the Members of the Group within the minutes as this has proved difficult for members once neighbours etc found out they were part of the Group.

8.3	The Group were also informed that a new member of the Group could be joining them from the June meeting.


9.	Date of Next Meeting – 30th June 2026

12.1	There being no further business the meeting closed at 12.30.




Minutes signed off by Chair…………………………………………………..

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