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Tenants’ Engagement Group Meeting

Room 6, Millmead, Guildford Borough Council

MINUTES OF THE MEETING 30 June 2026



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

In attendance	
Cllr. Julia McShane – Leader of the Council (GBC)
David Warner – Divisional Manager (Axis)
Caroline McGrogan - Operations Director (Axis)
Chris Culleton – Head of Repairs (GBC)
Jon Kanareck – Interim Head of Housing (GBC)
Helen Steward – Housing Strategy & Enabling Manager (GBC)
Roger Smith – Compliance Manager (GBC)
Joanne Figg – Income Manager & Deputy Neighbourhood Housing Lead (GBC)
Hazel Craig-Waller – Service Improvement & Insight Officer (GBC)
Conor Stredder – Resident Engagement Officer (GBC)
Tilly Muller – Resident Engagement Assistant (GBC)
Elaine Thomas - Senior User Researcher (GBC)


1.	Welcome by the Chair
		
1.1 The Chair welcomed all attendees to the meeting and expressed appreciation for their attendance. Members and officers introduced themselves for the benefit of those attending the meeting. The Chair also congratulated the Council’s Leadership Team on their recent award and advised that the order of the agenda would be varied during the meeting to accommodate proceedings.


2.	Apologies 

[bookmark: _Hlk233790451]2.1	Apologies were given for Annalisa Howson and Eshe Dow.


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.	Housing Improvement Plan – Hazel Craig-Waller

4.1	Hazel greeted the group, gave apologies for Eshe Dow, and shared an update on the new monitoring structure. She noted that a clear two‑page plan aligned to housing standards had been circulated and explained that the aim is to streamline reporting, as the service currently reports in many different places and often repeats work.

4.2	All improvement work will now be approved through the new framework, which sets out clear roles, ways of working and assurance processes across areas such as performance data, financial and contract management, technology, resident engagement and policy compliance. This approach is designed to ensure services are delivered consistently and in line with policy, giving confidence that tenants and residents receive a reliable and well‑governed service.

4.3	The second page shows the new reporting format for the programme plan, outlining the focus area, planned activity, what good looks like, monthly progress, status and key risks. This will give all groups a clear view of where things stand and support more consistent working and service delivery.

Statement: A comment was made by the group noting that communication and engagement must be embedded across all programmes and strategies. It is very important that residents know what is happening with their homes, what repairs are being carried out, and who they are dealing with.



5.	Repairs Improvement Plan – David Warner, Caroline McGrogan (Axis) and Chris Culleton (GBC)

5.1	Jon introduced the repairs improvement plan, explaining that concerns over contractor arrangements led to support contracts ending last June, increasing pressure on the DLO. A temporary agreement with CLC (October 2025 to September 2026) was quickly implemented to support operations and improve IT systems. He also noted that consultants have been appointed to review the service and identify a future delivery model from April 2028.

5.2	David (Axis) stated the Council needed to transition from a paper-based process to an online system when Axis started, which has caused some delays as operatives adapt to the new platform. The system includes a repairs diagnostic tool, enabling staff with limited technical knowledge to guide and support repairs. It also allows subcontractors to schedule appointments, with full visibility of work orders, completion notes, and photographic evidence captured on the portal.

5.3	It is understood the service needs to improve the first point of contact to enable immediate appointment booking, reducing the time to first appointment and helping meet service performance levels. However, some residents have reported receiving texts that are not always visible to staff, and Axis is working on addressing this with GBC.

5.5      David reported a surge in demand from January to May, particularly in emergency work orders, which impacted service delivery. As a result, emergency and urgent repairs were prioritised, causing delays to routine work, with demand easing in June.

5.6	Axis has developed a targeted improvement plan with clear goals and milestones to manage disruption. Key priorities include improving communication, enhancing the resident experience, and reducing repair completion times one of the main issues identified through feedback. To support this, workforce capacity is being increased, with weekly output aiming to double from around 200 jobs.

5.7      To address resource shortages, Chris is engaging with agencies, resulting in increased operative numbers. Delivery teams will rise from 6 to 15 by early July, with Axis increasing operatives from 5 to 14. Subcontractor numbers have also doubled, which is expected to significantly reduce backlogs and improve overall performance.


	The Chair stated they had seen no improvement over the past two to three weeks since the last meeting. They raised concerns after visiting properties, highlighting poor workmanship such as unsecured sockets, exposed cabling, and missing safety caps, and asked for an explanation.
           Answer: David emphasised the need for stronger communication between operatives, supervisors, and the planning team. He noted updated working practices, including regular contact with planners and better scheduling of follow-on works. Daily reviews and reinforced procedures are in place to reduce delays and avoid next-day follow-ups.


           Question from group: Concern was raised about whether asset management data is aligned, and if inconsistencies could prevent a smooth end-to-end process.
Answer: Work is ongoing to improve property data accuracy, as some records are missing or inconsistent. Systems are not fully integrated, so updates are manual. A new Access chat function supports communication, diagnosis, and job allocation.

           Chair: Raised concerns that operatives are not wearing ID badges when attending properties.
           Response from Axis: This was acknowledged and will be addressed.

           Chair: Highlighted that the TEG represents residents and asked what message should be fed back to tenants.
           Response: Confirmed that issues raised will be addressed and resolved where identified.

Group concerns: The concern was raised that it appears inefficient for Guildford Borough Council to be funding training for a contractor delivering services on its behalf, suggesting this represents a poor use of public money.
Response: From an Axis perspective, the short mobilisation period led to early challenges, with insufficient resources and increased reliance on subcontractors. It was acknowledged the service is not currently good enough. Resources are being increased and improvements are needed in communication, reporting, and supervision to address quality issues. While progress is underway, improvements will take time, with a commitment to be in a much better position by the end of August.

Group concerns: The group raised the concern that the repairs total was not going down enough to clear the backlog.
Response: It was clarified that the figures relate to the net reduction in backlog, not total jobs completed. While around 970 jobs were completed in the period, new jobs were also coming in, resulting in a net reduction of approximately 174–175 cases.

Cllr McShane: Acknowledged frustration but noted improvement over the past two years from a low starting point. Standards are still not where they need to be and improvement will take time. She also encouraged residents to be proactive by asking operatives questions to improve communication and understanding.

Group concerns: Raised issues with repairs diagnosis and scheduling, noting operatives often arrive without the correct parts. Suggested better diagnosis at first contact and use of tenant photos.
Response: Photos are not currently shared with operatives. Residents provide varying levels of detail, so diagnosis can be limited. The Access system includes a guided chat tool, and operatives carry standard stock, but not all materials, which can lead to follow-up visits.

Question from group: Whether tenants could receive updates if repairs are delayed beyond expected timeframes?
Response: This was welcomed as a good suggestion and will be reviewed. The team will explore introducing formal updates to confirm progress and provide clear contact or escalation points.

Group concerns: It was highlighted that heating operatives are being allocated an unrealistic number of jobs (e.g. up to 30 per day), when in practice only around 20 can be completed, contributing to delays and missed targets.
Response: This was relating to the separate heating contract. It was said it was not the case with Axis, as contract pricing is structured so the operatives are not incentivised to maximise job volumes, but instead to support the DLO and help manage demand effectively.



6.	Performance Dashboard Update & Tenant Satisfaction Measures (TSMs)  – Jon Kanareck


6.1	Jon wanted to clarify a mistake and pointed out rent collections are not at 95.95% but are 99.95%.

6.2	Complaints were moved from Housing into the Contact Centre in February, which created issues and a backlog. The backlog is still being cleared. Improvement is expected over the next one to two months, with apologies given. It was also noted that the scrutiny panel reviewing complaints is due to provide recommendations at the end of July.

6.3	There are early signs of improvement, with void numbers beginning to decrease. It is hoped this will lead to a reduction in overall void rent loss by the autumn, although this will need to be reviewed over time.

6.4	Responsive repairs performance was discussed, noting completion rates dropped to around 61% in April before improving to 79% in May, though still below expectations. This reflects the impact of prioritising urgent over routine jobs, with routine performance remaining low despite average completion times of 17–18 days

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

6.6     The rents team were recognised for their work, having been nominated for an award at the Manchester Housing Conference. Appreciation was given for their strong performance in rent collection, which supports reinvestment into services for residents.

Statement: The group praised the council’s work, noting strong
performance across the area and recognising the positive impact of the
improvement programme. Complaints performance was highlighted,
with responses within 10 days increasing from 31% to 52% — a 21%
improvement. They encouraged the team to recognise this progress, 
adding that strong void performance should also be acknowledge
rather than apologised for.

           Question: The group asked how the TSMs are measured.
           Response: Monthly surveys are carried out to assess transactional services. This includes TSMs, which are based on responses from a random sample of residents, whether or not they have used the service, and are conducted a couple of times each year.

7.	PCFRA/PEEPS Procedure & Building Safety Update – Roger Smith

7.1	The Building Safety Manager oversees all high-rise blocks over 18 metres or seven stories, including Bishops Court, Mount Court and Bedford House, which counts as seven storeys due to its car park levels below. They are compiling building safety case reports for each building including all required fire and structural safety information for the Building Safety Regulator. The council expects a positive outcome, as the manager’s previous safety case was praised and certified.

7.2	Residents in high rise and sheltered housing are now being offered a Person-Centred Fire Risk Assessment (PCFRA) and where needed, a Personal Emergency Evacuation Plan (PEEP). While building fire risk assessments have existed for many years, this is a new requirement for assessing individual needs. PCFRAs focus on the resident rather than the building, and the process for offering these is set out in the procedure.

7.3      Residents with mobility, sensory or cognitive needs are assessed through the PCFRAs. Where additional support is required, PEEPs are created and tailored to each individual. This may include installing visual alarms, vibrating alerts, or advising the safest evacuation route. Housing officers complete the initial assessment, which is then reviewed and signed off by the Fire Safety Team. The team then works with housing officers and the resident to ensure their evacuation plan meets their specific needs.

           Question: The group asked if this is going to be rolled out to other buildings or is it only high rises?
           Response: The team is starting this work in high rise blocks, as required by law, and in sheltered housing where risks are higher. The process will then be rolled out to other housing areas and shared with neighbouring authorities forming West Surrey Council, with the aim of making it a standard approach.

           Question: The group asked if the PCFRAs mandatory?
           Response: Residents must be offered a PCFRAs, but they cannot be forced to take one. Where the PCFRA is declined, but GBC feel the individual would benefit, they will talk with them or their representatives to encourage them to take up the offer. The process is fully tailored to each individual.

           Question: Could the Council provide a summary of compliance rates for these checks over the last quarter to ensure information available to the Fire and Rescue Service remains current?
           Response: As this is a new draft system outlining the updated process, no historic audit records exist yet, as audits have not previously taken place.

           Question: Could the Council confirm how the security and integrity of sensitive PEEP records are maintained during any system transitions?
           Response: The Council advised that while a technical explanation cannot be provided yet, all PEEP information will be handled in line with GDPR requirements. Records are stored within secure systems rather than printed, and access is restricted to a limited number of authorised staff.


8.	Hardship Fund Policy – Joanne Figg

8.1	An overview of the Hardship Fund Policy was presented, noting that the Tenancy Sustainment Team has struggled to support tenants with essential one-off costs. Rising cost-of-living pressures have increased hardship and risk of tenancy failure, and the fund has been introduced to provide targeted financial support to help sustain tenancies.

8.2	The fund is aimed at GBC tenants who are working with the Tenancy Sustainment Team and experiencing financial hardship. Need is identified by a Tenancy Sustainment Officer, with an initial assessment of whether the tenant can self-fund. If this is not possible, funding may be considered where no alternative support, such as charities, is available.

8.3	The fund covers essential items and services such as flooring, white goods, beds, hoarding clearance, deep cleans, garden clearance, and removals. All items are purchased directly by the Council to ensure value for money.

8.4	Access to the fund requires an application completed with a Tenancy Sustainment Officer, including an income and expenditure assessment and evidence of hardship. Applications are reviewed by a panel to ensure fairness and consistency. Awards are capped at £1,000 per application, limited to once every 12 months, and are fully discretionary subject to available funds.

8.5	The fund is expected to improve tenancy sustainment and stability, enhance living conditions and tenant wellbeing, and reduce enforcement and legal costs. Fund usage and spend will be tracked, with cases reviewed regularly, and the policy formally reviewed every three years.

Question: The Chair asked what it specifically meant by “assisting with utilities”?
Response: Joanne gave an example of if meter debt is stopping someone from using their heating, GBC would check all options, contact the supplier, and review an application to see what support is possible.

Cllr McShane: also advised The Mayor of Guildford’s Local Support Fund may be able to help, for the community groups and team at The Hive is always available for support.

Question: The group asked how the overall budget for the fund is set, and how residents will be informed if the fund reaches its limit?
Response: If the Hardship Fund is monitored monthly, and if it nears its limit, updates will be posted on Contact Point or the council website. Sustainment Officers will also inform applicants.


9.	Progress of Housing Strategies – Helen Steward

9.1	The Council reported on progress since adopting the new Housing Strategy and the Homelessness Prevention and Rough Sleeping Strategy. An update was provided to outline current performance and identify next steps based on the past year’s work.

9.2     It was noted that 72% of actions in both strategies are either complete or on track. Areas not yet at the desired level include maintenance and repairs, void turnaround times, and the number of tenants fully engaged in management. These issues are already known to the Council, and while progress is being made, performance has not yet reached the level hoped for within the year.

9.3	The Council reported strong progress in delivering new affordable homes over the past year. Seventy‑two new affordable homes were completed through housing associations, with a further 156 expected this year. These include rented homes, shared ownership, and discounted first‑time buyer units. In addition, the Council’s own scheme at Guildford Park Road received planning approval and will deliver around 100 new council homes, marking a significant step forward in increasing local housing supply.

9.4	The Council also improved its Decent Homes compliance rate from 84.6% to 92%, reflecting significant progress in this area despite ongoing challenges in repairs and maintenance.

9.5	The updated allocation scheme was completed in February to ensure it is fit for purpose and compliant with legislation. Rough sleeping remains very low due to strong outreach and partnership work, and B&B use beyond six weeks has been effectively eliminated. The team continues to reduce reliance on bed and breakfast by using regeneration‑linked properties as temporary accommodation rather than leaving them empty.

9.6	The new repairs contract was procured and approved during the year. While performance has not yet met expectations, completing and implementing the contract remains an important milestone.

9.7	The focus for the coming year includes bringing empty homes back into use, improving void turnaround times, boosting customer satisfaction, completing outstanding actions, and strengthening tenancy visit performance. Progress will continue to be monitored quarterly through the red‑amber‑green tracker and linked KPIs, with narrative updates recorded to support shared oversight across the service. The update will be shared with councillors and other groups, and feedback is welcomed as this is the first review of the new strategy

           Suggestion: The group suggested exploring discussions with Surrey University, which currently has 80–95 closed flats, as a potential alternative to seeking new development sites.
           Response: It was agreed to make contact, noting this is the type of partnership opportunity worth pursuing. They added that the first year of the strategy has focused on strengthening core services, and ideas like this represent the next stage of growth.

Statement: The report indicates that 28% of the Housing Strategy action plan is currently off track and requires improvement. Members were directed to the circulated action plan, which sets out progress against each commitment and highlights areas not yet meeting targets.
Response:  For example, it was noted that ensuring all council homes meet the Decent Homes Standard remains off track. Although performance improved from 84.6% to 92%, the target was 95%. So, this would count as part of the 28% despite overall improvement.

Question: A member questioned why the Decent Homes target was set at 95%, arguing that ideally it should be 100%. They noted that with a stock of 5,200 homes, a 95% target would still leave around 260 properties below the Decent Homes Standard.
Response: Officers confirmed that last year’s target was 95%, but this year the target has been raised to 100%, with the aim of achieving full compliance by the end of December. They emphasised that reaching 100% is now the expectation and the standard the service is working towards.


10.	Keeping in Touch Days – Conor Stredder


10.0	An update was given on recent the resident engagement event which started on 10 June. Two sessions have been held so far, one at Slyfield Court and one out of hours at Bushy Hill Park. The team has knocked on 138 doors and completed 59 surveys. Residents raised several key issues, particularly around repairs, but many also expressed satisfaction with the service they’ve received. All issues identified are being logged on a spreadsheet and followed through, ensuring concerns are acted on rather than simply recorded. Members were invited to join future visits, with the next session scheduled for Coachlads Avenue on 8 July.

           Chair: Asked for members of TEG to attend the Keeping in Touch Day. They agreed



11.	Any Other Business (Time Permitting)

The Chair noted that seeing issues firsthand helps illustrate both tenant circumstances and the challenges faced by the Council. In some cases, problems attributed to the Council are linked to tenant behaviour and witnessing this directly provides important perspective on both sides. He would like members of the group to join him on visits to gain a better understanding.

The draft Access Policy is due to go to HOB next month, and Jon
asked whether the group would be happy for it to be circulated in
advance in its current draft form so comments can be gathered before
the next meeting.

Elaine Thomas briefly introduced herself as a researcher gathering
insight from residents with additional or diverse needs about their
experiences with Council services, noting that interviews and focus
groups will take place over the next two to three weeks and asking
members to refer any residents who may wish to take part.

The group raised ongoing concerns about cars parking on pavements,
making it difficult for disabled residents and people with buggies to
pass. Officers noted the Council has no direct jurisdiction over
enforcement but will try to contact the relevant team to request further
action.



12.	Date of Next Meeting – 28th July  2026

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



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

Date of Signing: ……………………………………………………………….
	Page 2 of 3
image1.jpeg
Guildford Borough \

TENANTS’ ENGAGEMENT GROUP




