Information Classification: CONTROLLED

CORNWALL HOUSING TENANTS’ FORUM
Wednesday 1 October 2025
Chy Trevail and Microsoft Teams

Present:-
John 				(Chair), Hurdons Way, Launceston
Paul 				(Vice-Chair) The Glebe, St Mellion
Barbara 			Hurdons Way, Launceston
Shane 				Oaklands Green, Saltash
June 				Grenville Road, Falmouth

Neal Edmonds (NE)		Head of Repairs
Mark Statton (MS)		Head of Building Safety
Angie Scott (AS)		Head of Customer Services and Business Support
Jonathan Quinn (JQ)		Head of Asset Management
Martyn Scott (MS)		Head of Housing Management
Frankie Addey (FA)		Senior Engagement Officer	

Amanda Leman		Tenant Non-Executive Director of Cornwall Housing
Luke Dymond			Strategic Lead for Council Homes and Regulation (CC)

Apologies: Hayley Austin, Gaye Gregory, Bridget King

	Item
	Action

	1. Chair’s welcome
John welcomed everyone to the meeting.

Vote was held for the re-election of Bridget King. Proposed by Paul, seconded by June. Unanimous vote all in agreement. 

Luke introduced himself to all members and explained his role and how they will work together. 
	



	2. Minutes of the previous meeting
Agreed by all as an accurate recording. Proposed by Shane, Seconded by Paul.

	


	3. Matters arising- (Refer to tracker actions below)
3.1. Tracker
Item 1- Close- members no longer on CHTF so no longer require induction.
Item 2- Close- New process for recording follow-up works after service- now will be recorded on system immediately, if unable to fix at the time identified. 
Item 3- Close- Issues now resolved around lagging of last 30mins emergency repairs calls with contractors. 
Item 4- Close- Issues followed up and on system of individuals works after service.
Item 5- Remain open- Still a future project to have a ‘support pack’ for new residents with signposting information.
Item 6- Remain open- Contact details were passed to contractors to arrange site meetings, however still waiting for 1 to happen.
Item 7- Close- Limitations with systems mean we’re unable currently to amend/individualise text that goes into a repairs appt/reminder text, however ensuring ref #’s are given. Something to possibly include in future when we re-tender.
Item 8- Close- Update letters have now gone to all those that were waiting on an adaptation.
Item 9- Close- Link sent to all members involved in complaints review exercise.
Item 10- Close- Info around digital switch featured in both most recently produced newsletters. 

	

	4. Name change and new ways of working
Cornwall Housing Tenants Forum voted on changing their name to the Monitoring and Governance Panel. This group would focus really holding CHL to account paying close attention to the governance of the organisation and monitoring to ensure they’re meeting their commitments. Unanimously agreed. Proposed by June, seconded by Shane.
Discussed branding with thought of a magpie (MAGP)- “always on the look out for something interesting and shiny”. FA will speak with Comms Team about working together on this.

	





FA

	5. Repairs and Maintenance Update
MS gave a building safety update with the key points:
· Have achieved 100% compliance with gas.  
· Only 10 overdue renewable heating sources (and 8 of those are no access). 
· Systems now aligning for accurate data for KPI tracking/monitoring.
· Begun social media campaign ahead of winter months around turning heating on earlier to reduce.
· Installation of replacement boilers seen some delay due to lack of electrical staff. Gas upgrades met timescale. This is being worked on. Electrical servicing will then begin from mid-Oct, due to complete by April.
· EICR’s to begin on Voids by CCS in January. 
Questions:
1) Will Solid Fuel also be serviced annually? - Yes with 6 monthly chimney sweeps.
2) Will gas fires be removed? – Yes if there is a void or a failure but no plan in general. 
3) Could quantum heaters be serviced less often? – No, due to using this opportunity to also carry out other checks etc also.
MS to check June and John’s chimney’s are blocked off.
 
NE gave a repairs update with the key points:
· Improved customer satisfaction.
· Improved emergency repairs times.
· Shorter turn-over times on voids/read-to-lets.
· Good staff retention, meaning a consistency for customers.
· Higher amount of ‘fixed right, first time’, resulting in less return visits.
· Created some great community opportunities with apprenticeships and a skills hub. 
· On track with the budget/spend.
· Great work around damp and mould ahead of AWAABS Law coming in.
· Really proactive with lessons learnt and increasing health and safety training for all as a result. 
· Workshop with contractors/CHL and 4i to look at improving data/systems for KPI tracking and monitoring. 
Questions: 
1) Great work around prep for AWAABS Law, but what about phase 2 and 3 after the initial phase 1 with damp and mould? – No, not currently, as have focussed on phase 1 readiness. But have a plan in place to continue the momentum for further phases over the next 2 years. 

	















MS

	6. Planned and Cyclical Update
JQ gave an update around:
The planned programme of works- Been on pause this year, only replacing where there’s a failure. Half of the team were moved to focus on new repairs implementation. Starting some fire compartmentalisation works around the county in predominantly Cat 2 buildings and focussing on sewage systems and insurance works. Look to return to some planned programmes next year and in conversations with contractors around their capacity.  
Decarbonisation plans- Working on 76 homes currently and hoping to bring up to just over 100 in total. Looking at further funding bids for Wave 3 and Eco 4. 
Questions:
1) If immersion heaters, could they have a power diverter fitted and this would help. – Will look into this. 
2) Around solar panels- would they have battery storage too? -  Current scheme no, but are looking at other schemes that could. 
Disabled adaptations- All urgent+ works (-3) completed by last quarter. Looking to implement a similar assessment process as Housing Associations do, to help understand DFG eligibility and trying to work more cleverly around accommodation appropriateness. Full wetfloor showers being refused to major implications if there’s a leak and also reviewing how adapted properties are let. 
Stock condition- Now doing our own in-house surveys (500 this year) as well as CCS and Covia. Have all received training for consistency and accuracy with records and have weekly quality assessments. Recruited a full-time surveyor. Currently on target for 80/90% this financial year and looking at ways to accelerate this. 
Questions: 
1) Concerns around previous contractor and quality of the surveys being carried out. – Quality Assessments were carried out and some checks around previous information held and photo’s taken during visits. 
2) Reports from customers that they’re not receiving appointments and then have been turning surveyors away as believe it’s a scam or not in as weren’t expecting anyone. – Customer Service Team will now be contacting residents that are due a stock condition survey with CHL to proactively book in appointments, ask if they’re happy for someone to cold call and then schedule more effectively to maximise surveyors time.
Future cyclical works-  Have a budget increase next year to be able to return to a programme of capital and investment works. 
Energy Performance Certificates (EPC’s)- Have no more G ratings, no focus towards improving all F’s. 
Questions:
1) What’s happening with expired EPC’s?  - These are being done during Voids, and currently funds need to be prioritised elsewhere. 
2)  Some properties that have had improvements works still show as rating prior to works. These will now be done at time of improvements going forward. 

	

	7. Neighbourhood Strategy Consultation
MS gave an update:
Restructure now complete with:
· 3 Regional Managers
· 3 Locality Housing Managers
· 21 Housing Officers
· 4 Community Safety Officers
· 7 Tenancy Sustainment Officers
Looking at staff training around focus for no access and AWAABS Law. Currently working with ICT to update the housing management system for patch officers to improve contact for customers (hoping to have done by xmas). 
Will be Neighbourhood Workshop with invested and non-involved residents on 24 October. (FA to send out invite).
Questions: 
1) Could the Policy’s up for discussion at the Workshop be send out prior to the Forum members attending? – Yes, MS to share with FA for distribution.
2) Are new tenants advised of their responsibilities and CHL’s expectation of them? – Yes, all new tenants get literature to advise and also only start on an Intro tenancy for 12 months to ensure they comply. 

	











FA


MS/FA

	8. Q1 Complaints update and disrepair report
AS presented the report highlighting the key areas: 
· Starting to see a shift away from repairs and maintenance complaints. 
· Receiving lower volumes of complaints.
· Increased response times.
· 17 outstanding determinations with Housing Ombudsman. 
· Received 1 maladministration and 2 service failures- all now resolved and understood with improvements made and confidence these wouldn’t occur again.
Thanks to Forum members who completed the complaints review. 

	

	9. Q1 KPI’s update
AS presented the report highlighting the key areas: 
· Voids and lettings re-let targets showing unachieved- Some of this comes down to the new contractor handover, but the whole process needs reviewing and work is being done around this. 
· Customer services and business support all on target. CSC have just lost 3 members of staff so this may dip possibly next quarter as a result. 
· Compliance have several areas showing targets unachieved, but have extremely high targets (100%) and working very closely to them.
· Repairs also showing targets unachieved, however a lot of this comes down to data alignment with contractor’s systems, which is being worked on.
AS asked members for feedback on the new dashboard view of the KPI’s. Members were happy and thought it was very clear. 

	

	10. Q1 TSM update
AS presented the report highlighting the key areas:
Significant changes seen in 5 areas (a 6% difference or more):
· Repairs
· Home maintenance
· Home safety
· Neighbourhood contribution
· Communal cleaning and maintenance 
Although complaints continue to seem low, the national average is 35.3% compared to our 37% (in Quarter 1).
It was agreed to share the Housemark benchmarking results with members and our ‘Your Call’ TSM question set. 
Questions:
1) Could the survey questions be rearranged to ask about overall satisfaction at the end of the survey? Feel this would be better. FA to speak with Acuity.
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	11. Any other business
11.1. Q1 Engagement Report-
FA presented the report advising a total of 753 residents had been engaged with by the business throughout Quarter 1. 
11.2. Q1 Void inspection report- information only.
11.3. Q1 Forum report- information only. 
11.4. Housing Ombudsman update
Barbara gave a verbal update around a review that was called earlier in the year for repairs and maintenance. A report has been published with recommendations to landlords: https://www.housing-ombudsman.org.uk/2025/05/29/call-for-national-tenant-body-and-funding-review/. 
11.5. Ministry Homes update
John gave a verbal update that the Social Housing Registry Panel has been renewed and extended its membership. John will continue to represent CHL on this.
11.6. NFA update
John gave a verbal update that the NFA are recruiting to their steering group to plan next years conference. He will be attending and asking for Governance to be a topic. 
11.7. Christmas meeting/meal
Discussion was held around the Christmas meeting date and agreed to move back to 18th December at Chy Trevail, Bodmin. Members will have discussion amongst them to come up with a proposed venue for xmas meal and let FA know to book.
11.8. Thanks to Angie
Members gave thanks to Angie for her time working with them at CHL before she moves on to a new job in November. They thanked her for her humour and inspiring and creating lots of change and progression. They wished her luck with her new role. 

	


















All CHTF
FA

	Date of next meeting- 18 December 2025- Room 2, Chy Trevail, Bodmin, 10am-1pm
	



