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Tenants’ Engagement Group Meeting

Room 6, Millmead, Guildford Borough Council

MINUTES OF THE MEETING 28 April 2026



Present:		Alan Wood (Chair)
Pat Ayling (Secretary)
			Tony Cuskern
Janet Bell
Tom Wood
Peter Purnell
Leslie Ceridwen
Laura Moberg


In attendance	
Annalisa Howson – Joint Assistant Director, Housing Services (GBC)
Jon Kanareck – Interim Head of Housing (GBC)
Matt Parker – Estates Team Leader (GBC)
Roger Smith – Compliance Manager (GBC)
Stephanie Spencer – Access Liaison Officer (GBC)
Siobhan Rumble – Neighbourhood Housing Lead (GBC)
Catherine Fitzgerald – Joint Strategy, Policy and Insight Manager (GBC)
Frida Storvik - Service Improvement & Insight Officer (GBC)
Conor Stredder – Resident Engagement Officer (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 Julian Higson, Julia McShane and Pat Conroy.


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.	Performance Update – Jon Kanareck

4.1	These had been printed in A3 which enabled the data to be more easily read.  Jon pointed out that there was a backlog of complaints which had affected the turnaround but that he expected that by the end of May, they would be back on track.

4.2	On a positive note, the rents team had smashed their target this year and there had only been one eviction due to non-payment of rent on a consistent basis.

4.3	There is still an issue with the number of tenancy visits which are still down on the targets set but they are improving and Jon agreed that he would report back to the Group to provide figures for not only visits achieved but also the number of unsuccessful visits attempted.

4.4	The results of the Tenant Satisfaction Measures (TSMs) would be submitted to the Regulator at the end of May for their ongoing information.

4.5	On the matter of Voids, there is still some lack of control over turnaround, however, there is some significant improvement now with the new contractors in place.  A major significant factor with voids is the huge amount of work needed on some properties.  Work is being undertaken to improve the turnaround of empty properties.  The telling figure is the rent loss which needs to be much lower.



5.	Estates Management Improvement Work  – Siobhan Rumble and Matthew Parker

5.1	A presentation was given between Siobhan and Matt which was extremely informative and comprehensive.  The presentation laid out all the steps that the team are undertaking currently and included the outcomes for doing this work.  The aims of the work being undertaken is to ensure that all the estates are kept safe, clean and well-managed.

5.2	The presentation informed the clear roles and responsibilities of those involved, it stated that everything is being logged to provide clear evidence and that the aim is also to create greater engagement with residents moving forward.

5.3	The aims will be implemented by monthly estate walkabouts, which provides opportunities for engagement with tenants, ensuring the tidiness of the estate and also opportunity to spot any issues and deal with them before they become a major issue.

5.4	The walkabouts will have lead housing officers, estate inspectors as well as local councillors and other interested parties involved such as Tenant Engagement Group members.  This will ensure that all parties are informed of any issues arising and to enable tenants to get answers directly from those present where necessary.

5.5	The team have now gained more staff to enable the estate inspections to take place more regularly.  The aim is for tenants to feel that they have a safe and welcoming environment in which to live.  The monthly walkabouts also allow councillors to find out about situations first hand.

5.6	Service improvements are also informed by the monthly walkabouts which enables a sense of continued improvements across the board.

5.7	Laura asked if a tenant can request a walkabout in a specific area if they have concerns 



6.	Diverse Needs Project Update – Catherine Fitzgerald


6.1	A presentation was made which highlighted the work undertaken so far.  Some of the work shown to the Group was that they had created four different people personas based general information on tenants, their aim is to create eight different personas to enable the Councill to better understand and recognise diverse needs more fully.

6.2	Research and data analysis has been undertaken and is now completed.  The Project Group aim to put on practical workshops and/or focus groups around May to June time.  The big question to be asked is what does diverse mean to people.

6.3	The Group then went on to look at the four personas in more detail and questions were asked on each individual persona presented to the Group.  More information is needed and it is hoped that this may be sought during the tenant visits being undertaken by the Housing Team.

6.4	The Group were informed that all comments and questions raised at this meeting has provided valuable information and suggestions which will be fed into the project as a whole.  The Group were asked to continue to provide questions and/or suggestions via email and also to suggest any potential persona for the project team to look at.






7.	Tenancy Policy – Frida Storvik

7.1	Jon presented this section and as the policy had been sent to the Group in advance of the meeting, he asked if there were any questions or comments on the proposed tenancy policy.

7.2	A question was raised regarding 2.2 on mutual exchange and rent arrears and Jon informed the Group that a debate was currently taking place on this particular query.

7.3	The policy explains fully and plainly now the types of tenancies offered by the Council which makes for greater feelings of security for all moving forward.

7.4	As the Group had been sent the document prior to the meeting, several comments and questions had been sent and Jon went through them providing answers.  Some of the questions had previously been answered so no further action was required for those, however, Jon highlighted those suggestions which were now going to be implemented or included in the final policy document.

7.5	The general view and feedback from the Group was that this was an excellent document, well written and informative and easy to understand going forward.


8.	Communal Area and Corridor Policy  – Roger Smith

8.1	Roger informed the Group that the policy document he had shared with them had been completely re-written following his taking over the role from the previous holder.  Again, the Group had received an electronic version prior to the meeting to enable them to analyse and prepare questions in advance of the day.

8.2	In simple terms, the document states clearly that all communal areas must be kept clear and tidy for the safety of all persons either living, visiting or working within the facilities.  He had worked with Surrey Fire and Rescue to ensure that all fire regulations were adhered to.

8.3	Estate inspections were taking place regularly to maintain safety for all and any infringements were being acted on quickly.  Storage facilities for mobility scooters had been identified and in some places were already in place.  There are problems with prams and pushchairs still as in the case of a fire, they can produce toxic fumes.  This is being looked at.

8.4	Siobhan informed the Group that information leaflets were being produced and these would be distributed to all tenants living in communal blocks such as flats and sheltered housing.

8.5	The general view of the Group was that this was a necessary policy in order to keep everyone safe and the document is well written, easy to understand and implement.



9.	Home Improvements Letter Update – Stephanie Spencer

9.1	The Group had been sent the three proposed new letters for comments prior to the meeting.  The letters had been revised to take account of comments previously raised by this Group at an earlier meeting.

9.2	The title had been changed as there had been confusion over the term Stock Condition Survey and was now being called Home Improvement Survey letters.  

9.3	Having changed the wording within the three different letters, initial, follow-up and final letters, the Group were being asked if they now approved the letters prior to them being sent out where applicable or if they needed more work undertaken.

9.4	There were several comments regarding the letters being unclear with some of the language used.  It was agreed that it was very important to create and build information on all properties owned by the Council to enable works to be identified, planned and budgeted for.

9.5	One of the issues raised by the Chair is the number of no-shows when people have actually had an appointment, may have taken time of work and the contractors fail to appear.

9.6	Laura raised the issue that people who are neuro-diverse often ignore letters as they find it too overwhelming to deal with.  Stephanie informed the Group that she is building a database to identify those tenants who need to be contacted with in certain ways, another reason why individual tenant visits will be valuable in order to obtain that information to enable them to be dealt with in the correct way for them.

9.7	An issue was raised by a couple of members who had gas contractors suddenly turning up on a Saturday morning with no notice to inform the tenant that they were there to undertake a gas safety check.  Tom suggested that contractors should be invited to a TEG meeting to answer questions.

9.8	Stephanie informed the Group that appointments will be looked at to try to provide as much flexibility as possible as she was aware that not everyone can take time off work easily.  

9.9	Stephanie will take all the comments and questions raised at the meeting and will send the revised letters back for further consideration at another meeting.


10.	Asbestos Letter – Roger Smith

10.0	Roger had prepared an Asbestos Information Leaflet for consideration by the Group.

10.1	Roger informed the Group that external surveys would be carried out on all communal areas.  They would also be surveying the external areas on all houses and would be sending out information for all tenants.

10.2	Following a short discussion, it was agreed that the Group would mock up a leaflet and share for comments based on some of the suggestions put forward at the meeting.



11.	Any Other Business (Time Permitting)

11.1	Annalisa informed the Group that there work is being undertaken on communications to inform tenants on the new Council which will be voted for on election day.  She also reminded those present to vote on 07.05.26.


12.	Date of Next Meeting – 26th May 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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