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Tenants’ Engagement Group Meeting

Room 6, Millmead, Guildford Borough Council

MINUTES OF THE MEETING 28 July 2026



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

In attendance	
Pedro Wrobel - Joint Chief Executive
Julian Higson - Strategic Director of Housing, Communities and Environment (GBC)
Annalisa Howson – Director, Housing Services (GBC)
Jon Kanareck – Interim Head of Housing (GBC)
Eshe Dow - Housing Improvement Lead 
Hazel Craig-Waller – Service Improvement & Insight Officer
(GBC)
Meena Lota - Housing Insight and Improvement Senior
Specialist (GBC)
Stephanie Maynard - Senior Communications Officer(GBC)
Conor Stredder – Resident Engagement Officer (GBC)
Tilly Muller – Resident Engagement Assistant (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 everyone as there were new members present.


2.	Apologies 

2.1	Apologies were given for Julia McShane, Pat Conroy, Tom Wood, Leslie Ceridwen and Laura Moberg.

3.	Minutes of the Last Meeting

3.1	The minutes of the previous meeting were presented for approval with no comments or corrections received, they were agreed as an accurate record and signed by the Chair. 


4.	Performance Update – Meena Lota 

4.1	Meena presented the performance dashboard, highlighting the rent performance remaining above target, with no issues or concerns reported. 

4.2	GBC reported that Complaints are performing below target due to staff shortages and sickness, which affected Stage 2 responses. Additional support, including a Complaints Resolution Officer, has been put in place and performance is expected to improve in July.

4.3     Overall compliance performance remained largely on target but Lift compliance fell below target. All inspections have now been scheduled, and compliance is expected to be 100% in the coming months.	Comment by Conor Stredder: Easier to read when long sentences are broken up. Try to keep below 20 words where possible ☺️ 

4.4	Tenant satisfaction with repairs has improved, however, responsive repairs completed on time remain below target. The average completion times continue to be a challenge. Damp and mould actions have also fallen below target, GBC stated that teams are prioritising these cases. ASB case numbers remain low. Tenancy visits fell below target due to staff resource.

Julian Higson, Strategic Director of Housing, Communities and Environment added the complaints performance has been impacted by staffing shortages, increased caseloads, and system limitations. Improvements are underway to help resolve residents' concerns more effectively.
Repairs performance remains a concern and is being closely monitored by management.
Compliance is below the internal target due to stricter inspection requirements, but all statutory servicing and inspections remain fully compliant. A new contractor is being introduced to support performance improvements.

4.5	Question from the group was raised about the complaint’s procedure, specifically whether complaints submitted through the Guildford Borough Council website are triaged to the relevant service area (e.g., repairs or housing) and then allocated to an appropriate officer for investigation and response.	Comment by Conor Stredder: Think this should be 4.5
Answer: The complaints are triaged to the relevant service area and allocated to the appropriate officer. The aim is to ensure each service area takes ownership of complaints and that cases are picked up and progressed even when individual staff members are unavailable.

Question from the group: Can a resident address a complaint directly to a specific officer?
Answer: Complaints are managed through the corporate complaints
process rather than being directed to a specific individual. However,
once a complaint has been allocated, the named officer handling the
case should remain the main contact for the resident.


5.	Housing Improvements Plan – Eshe Dow 

5.1	An update was provided on the Tenant Advocacy Pilot for Repairs. This was developed in response to tenant feedback highlighting poor communication, missed appointments, repeated visits, and the need for residents to repeatedly chase updates. The pilot will support tenants with additional needs who are experiencing complex or ongoing repairs. The aim is to improve communication and ensure repairs are not only completed but that residents are satisfied with the outcome before cases are closed.

5.2	Six advocates will manage a caseload of tenants, helping to reduce missed appointments, repeat visits and unresolved issues by offering end-to-end support through a named advocate. The pilot will run for six months; feedback and insights will be gathered to assess its effectiveness and identify opportunities for improvement. The aim is to test whether enhanced support for residents leads to better outcomes and to use the findings to inform any future long-term service model.

5.3	It was explained the pilot will take a case management approach, with daily meetings with Axis to review cases. They will identify potential delays or missed appointments, and ensure communication is maintained throughout the repairs process. Progress will be tracked against key milestones, with support from dedicated Axis planners and resources. The pilot is due to begin in September, run for six months, and the outcomes and progress updates will be reported back to TEG group.

5.4	Question from the group: It looks like a great model but asked if this pilot was specifically for vulnerable people? Would this approach eventually be rolled out more widely, as it seems like a model that should be used for all repairs?	Comment by Conor Stredder: 5.4
Response: It was noted that it is too early to determine whether the pilot should be rolled out more widely, this is why a piloting it on a small scale for vulnerable households will test whether a more personalised approach is needed. GBC acknowledged existing frustrations around communication and case ownership, and it was confirmed that the pilot will help inform future service improvements.


5.5	GBC explained that the pilot will assess whether providing additional support to vulnerable residents improves outcomes, reduces repeat contacts, and delivers better value for money. The findings will help determine whether the approach could be expanded in the future.


6.	Joint Chief Executive of Guildford and Waverley Borough Councils - Pedro Wrobel

6.1	Pedro Wrobel, Chief Executive welcomed members and reflected on the progress made within the Housing Service over the past two and a half years since coming in. Pedro recognised the positive changes achieved through close working with residents and the Tenant Engagement Group. It was emphasised that, while significant improvements had been made, further progress was needed to become a better landlord and council. Members were assured that resident feedback remains central to decision-making, and the Chief Executive reaffirmed a commitment to continued engagement with residents, including attending future Keeping in Touch events where possible.

6.2	Pedro and Julian thanked members for their time, constructive approach and ongoing scrutiny, recognising the positive impact of working collaboratively with residents. It was noted the Regulator of Social Housing inspectors had recognised the strong level of resident involvement and the effective co-design approach between residents and the Council.


7.	Domestic Abuse Statement   – Jon Kanareck

7.1	Jon introduced the Domestic Abuse Statement and noted the responsibility for leading on anti-social behaviour across the borough sits with the Community Safety Partnership, not Housing Services. As a housing organisation, the role is to have a statement that supports and aligns with the partnership approach. The statement is a short and straightforward document that demonstrates the organisation's commitment and meets regulatory expectations where a standalone policy is not in place. It provides assurance without duplicating the responsibilities of the lead agency.

Question from the group was raised regarding the timescales for implementing the statement and putting the proposed arrangements into practice. 
Response: Domestic abuse cases are treated as a priority, with the organisation typically responding within 24 hours. While there is no dedicated Domestic Abuse Officer, Housing Officers lead on cases initially, supported by specialist officers and the centralised team, which provides support across the wider service.

7.4	Jon asked if this TEG would approve the Domestic Abuse Statement  
TEG approved


8.	Annual Report to Tenants – Jon Kanareck

8.1	Members were asked to review the Annual Report, which is produced each year for tenants. The report sets out performance during the previous financial year up to March, including Tenant Satisfaction Measures. It also highlights key challenges faced during the year and summarises tenant engagement activity. The report fulfils the Housing ombudsman’s requirement to provide this information to tenants.

8.2	The Annual Report was presented as a retrospective document outlining the organisation's performance and progress during the previous financial year. It is intended to provide a balanced overview of both achievements and areas requiring improvement. Members were invited to review the draft report and provide comments before it is finalised and published. Feedback on the content is welcomed, and some engagement has already taken place during its development.

The chair asked the TEG members to read over the document and
give feedback as tenants not as a members of TEG 



9.	Keeping in Touch Days and Scrutiny Panel – Conor Stredder 

9.1	Conor reported four KIT Days have been held since June, resulting in 302 doors knocked and 104 resident surveys completed. Key issues raised included outstanding repairs, repair delays, overgrown gardens, and student-related nuisance concerns. All feedback is being followed up and monitored. The next KIT Day will take place at The Oval, Wood Street Village, on 5 August from 11am to 2pm.

9.2	Question from the group: How long have you been doing this?

Response: It was confirmed by GBC that the initiative began last year,
with three events held initially and five taking place this year. It was
noted that evening events have achieved better engagement,
particularly for door knocking, and this approach will be considered for
future events. The initiative continues to visit different areas each year, 
with the aim of engaging directly with residents, gathering feedback, 
and building trust within the community.

9.3	Scrutiny Panel Update; GBC noted that the resident-led Scrutiny Panel, established in January, is reviewing the housing complaints process. The Panel is finalising its recommendations following meetings with the Insight and Improvement Team, within which housing complaints sit. The final report is expected to be presented to TEG at the next meeting and to the Housing Operations Board.	Comment by Conor Stredder: Probably needs a new heading for the Scrutiny update



10.      Echelon – Chris Liffen 

10.1	Annalisa Howson advised that Echelon had been appointed to
undertake a review of the future delivery of the repairs service. This included consideration of alternative delivery models and opportunities for joint procurement with Guildford Borough Council. It was emphasised that tenant feedback would play a key role in the options appraisal to ensure the future service reflects residents' priorities and delivers a responsive, value-for-money repairs service.

10.2	Echelon outlined the review of the repairs service and advised feedback from staff and residents would inform the assessment. Members were invited to share what works well, what could be improved, and their priorities for the future service.

10.3	Echelon asked the group: What works well?

Members noted that repairs are completed successfully when operatives have the necessary skills and arrive with the correct parts. It was also recognised that some Axis operatives provide a good service and the text message updates are received by some residents.

10.4	Echelon asked the group: What doesn't work for you at the moment?	Comment by Conor Stredder: Better to make each question an numbered item

Members highlighted concerns about the current repairs service, including jobs being split into multiple appointments, poor communication, missed text notifications, and a lack of coordination between Axis and the DLO. 

It was noted that repairs were sometimes allocated without adequate inspection, resulting in the wrong operatives attending. Members also raised concerns about difficulties contacting the repairs service, the absence of a dedicated point of contact, and the risk of vulnerable residents being overlooked. 

The importance of accurate diagnosis, keeping appointments, and improving communication from the first point of contact was emphasised. Members commented that the previous dedicated repairs team had provided a more responsive and effective service and expressed support for a similar approach in the future. Some people do not get informed of the time and date of appointments.

10.5 	Echelon asked the group: what would you want the service to be? 

Members emphasised the importance of greater transparency, accountability and effective communication throughout the repairs process to build trust and confidence.

It was suggested that residents should be able to track repair requests submitted online, including the progress of the job, the named officer responsible, and the final outcome. 

Members also highlighted the importance of being able to contact the relevant officer directly, improving communication throughout the process, and ensuring repairs are completed correctly on the first visit.

Support was also expressed for increasing the in-house DLO workforce to strengthen ownership, accountability and the quality of service provided to tenants. The chair said GBC should be managing the work and it should be them that passes it out to a contractor or a subcontractor. Trade card for operatives so they can quickly get parts.


11.	Any Other Business (Time Permitting)

11.1	GBC noted that the annual Complaints Report to the Housing Ombudsman will be shared alongside the Annual Report to Tenants. Feedback from members was requested by the 7th August.


12.	Date of Next Meeting – 29th September 2026

12.1	There being no further business, the meeting closed at 12.20.



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

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