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Community Voice  
8th April 2019 at Heslam Park 

 
PRESENT: 
 
Janine Garner (Chair) 

Jill Milner (Treasurer) 

Keith Riley (Vice Chair) 
Colin Cranidge (Secretary) 

Keith Lumbers 

Denise Whipham 
Joyce Wright 
Richard Leach 

Tony Sanderson 

Pam Slack 
Mary Southgate 
Allan Dinnadge 
Jim Newcombe 
Harry Mortimer 

Malcolm Borrill 
Mo Weller 
Ron Weller 
Jane Ellerby 

Tim Mills 

Ian Bulleyment  
Stacey Bennett (Observer) 

Steve Hepworth (Ongo) 

Kevin Hornsby (Ongo) 
John Lawrence (Ongo) 

Karen Cowan (Ongo) 
Ryan Heseltine (Ongo) 

Blaise Catley (Ongo) 
 
1. Welcome, Apologies and housekeeping 
Janine (Chair) welcomed CV members and Ongo staff to the meeting and 
introduced Stacey Bennett who attended as an observer. 
 
Apologies were received from 

Avril Bairstow. Eric Gosling. Paul Smith. Pat Stephenson  
 
2. Accuracy of Previous Minutes & update of Action Plan 

The minutes were read and agreed as a true record. 
Proposer: Keith Lumbers   Seconder: Allan Dinnadge 
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Action Plan  
 
My Home App update – John Daly not in attendance but Ryan Heseltine will 
take feedback to Ongo’s IT department. 
 
Contractor’s framework – This has since been fed back to the procurement 
team. 
 
Recruiting Volunteers for the new Task and Finish Group – Oliver Mortimer 
(Customer Information and Engagement Officer) has been in contact with the 
volunteers and the first meeting is to commence on the 15th May between 
1300 and 1600. 
 
Consumer Standards Self Assessment Workshop – 1300 to 1600 at the Arc 
on the 2nd May. Karen encouraged CV members to attend. The workshop 
would benefit from the attendance of as many CV members as possible. 
Refreshments will be provided.  
 
3. Reminder of Enquiry Log  
Janine informed all members about the CV Enquiry Log.   
 
4. Board Observers (19th June)  
Janine informed members that they will be asking for volunteers to become 
observers for the Board at the next CV meeting in May. Any enquiries should 
go to Fiona Ruddick or the Customer Engagement team. 
 
5. Finance Report – Jill Milner 

Jill (Treasurer) provided a finance update to the CV members. There is 
currently £2717.12 in the bank. A new financial spreadsheet will be created in 
time for next financial report at CV in May and at every CV meeting after that. 
Karen reminded CV that Customer Engagement has paid on behalf of CV for 
the upcoming TPAS annual conference in Warwickshire and will need to pay 
CE back for this. Jill has recently had a meeting with Molly Oczeretnyj 
(Management Accountant) from the finance department, and it has been 
decided that the treasurer will have access to a bank card for CV. This will 
help in paying for expenses. 
 

INFORMATION 
 
6. Chief Executive’s Update – Steve Hepworth  
 
Partnership: Highlighted the new Building Safety Group which has already 
successfully identified areas of concern. 



Page 3 of 9 

 

Drive: The number of empty homes has now dropped to 119, which is lower 
than it has been in the past. Ongo must continue to work towards a further 
reduction of this.  
 
Responsibility: Ongo has been improving its work on minimising risks to 
Health and Safety. The new G3 Governance rating will affect board members 
but won’t affect the Ongo’s engagement with CV.  The Ongo Homes and key 
Ongo Partnership board members have since had a meeting with the 
Regulator for Social Housing, and they are pleased with progress in this area. 
Procurement is also working with external advisors to consult on this. 
Community Voice will be kept informed as this work progresses and fully 
involved in any decisions to change governance structures.  
 
Be a great landlord: Ongo has recently completed their STAR survey and 
are pleased to see that 94% of tenants are satisfied with the overall service 
provided. 90% of tenants feel that Ongo listens to their views and act 
accordingly. Ongo will continue to look at ways to improve this.  
 
In an effort to improve transparency, Ongo has now published Fire Risk 
Assessments online and will continue to work to ensure that tenants in high 
rise blocks and Retirement Living schemes have access. There are plans to 
cover more tenancies. And there has been a new Residents Building Safety 
Group which discusses health and safety issues.  
  
Offer quality homes: Ongo has not yet met their neighbourhood satisfaction 
targets and are now increasing investment in this area of work. CV influenced 
the creation of the new Neighbourhoods Team.  
 
Creating Opportunities: Ongo has played a large part in enabling their 
clients to gain sustainable employment. Steve urged CV members to watch 
the video story of one of Ongo’s volunteers which was put together by the 
DWP as part of their ‘My Way in’ Campaign. Janine expressed an interest in 
Ongo Recruitment at Cole Street and Steve encouraged CV members visit. 
 
Sector Issues: Confirmation of the next three years of spending is subject to 
avoiding a no-deal brexit). The National Housing Federation have launched 
their ‘Together With Tenants’ plan, of which Ongo was an early adopter.   
 
Objective 

General service is getting better and is at 94%. Looking at Fire Risk 
Assessments in Buildings (High Rise) And Health and Safety. 
 
 
 
 



Page 4 of 9 

 

7. Tenancy Enforcement Update (verbal) – John Lawrence 

 
John informed CV about the four areas he is looking into; Payments, Property, 
Safety Inspections and Engagement. 
Payments: When tenants ring up about a repair customer service staff check 
rent status and if their rent is in arrears then the tenant will be passed to the 
income team. 253 calls have been transferred to the Income Collections team, 
and 197 of these made rent and repair arrangements with a Customer 
Advisor.  
 
There has been a decrease in arrears from £873.000 to £741.000 per quarter. 
Universal Credit did have a negative impact on this, but is Ongo is now 
seeing improvements. They are recovering a total of £22,000 per month, due 
to numerous factors, including ‘Tenancy First’. 
 
Ongo asks that all tenant accounts to be a week in credit. Tenants receive 
letters and notifications about arrears. Customer Services/ Income Collection 
work to persuade tenants to discuss arrears and signpost tenants to debt 
management services. 
 
Safety Inspections: Gas Safety checks - 36 letters were sent out in 2018 to 
tenants to remind tenants that Ongo, by law, must carry out the checks and 
tenants must grant access to their properties for the work to take place. Ongo 
are legally entitled to force entry and take tenants to court if necessary, but 
this avoided where possible due to costs. 
 

DECISION 
 
8. Tenancy First (Report) – John Lawrence  
 
Many tenants have missed their repairs appointments - 77 out of 99 
recharges occurred in February. It costs £30.60 for each missed appointment. 
Tenants should be informed about dates for their repairs and should receive a 
phone call or text on the day of the repair. 
 
In order to ensure value for money and efficiency, Ongo will try to decrease 
the amount of recharges and missed appointments by ensuring tenants pay 
for their previous non-urgent repairs before putting in for another. This means 
that maintenance will be more flexible and can offer more of their time to 
tenants in real need of a repair. In turn, Ongo hopes this will increase tenant 
satisfaction.    
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If for any reason Ongo didn’t turn up for the repair, tenants should receive 
compensation. The maintenance panel will check this, at their next meeting in 
April. Action: Neil Keay to put on maintenance panel agenda. 
 
The CV members voted on Ongo asking tenants about their finance record 
before putting in a repair: 
 
15 for, and 6 against. 
 
 

DISCUSSION 
 
9. Digital Launch (presentation) – Ryan Heseltine 

 
Ryan gave a presentation and informed the CV members about the ‘Ongo XD’ 
digital launch  
 
The aim of the project is to challenge Ongo’s processes, to innovate, and get 
out of our comfort zone with intention of improving Ongo’s services for 
customers/tenants.  
 
It will focus on Ongo Homes and will attempt to be experimental. Risk, budget, 
and objectives will all be considered over a 3 year period. 
 
Draft targets: 
 

 Providing customers with a digital service which is personal, quick, 
simple and consistent. 

 To address challenges, to provide a quality service whilst reducing costs 

 Support and Delivery from 2019 to 2023, incorporating the Corporate 
Plan. 
 

Draft 2022 targets: 
 

 Channel Shift – reducing incoming calls. 

 Customer Experience – creating a ‘digital twin’. 

 Automate – reduce slow response services. 

 Predict – use analytics to be more proactive. 
 
Project Update 1st Feb – 20th June (100 days) 

 Formally agree targets. 

 Recruiting staff. 

 Carrying on trends 

 Launching Lighthouse projects 
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 Engage business and customers 
 
April to June 

 New staff to start 

 To work on digital twin project which looks at customer touch points. 

 Work through systems/processes/problems 

 Finalise priority list 
 
When carrying out the Lighthouse projects the broader targets will be 
considered. The projects include smart heating for homes. CoControl is 
leading on the government funded project. They are currently working on the 
3rd version of this programme which allows tenants to view usage and 
maintenance data on an app. It aims to make certain boilers more economical. 
50 people are to provide feedback on the pilot programme. 
 
Another project involves the development of conversational technology. This 
includes autophones, chatbots, sms, social media, virtual assistants and 
WhatsApp. Due to a large amount of traffic on the website (26,168 / 8723 per 
month / 291 per day), the project will include the development of an AI 
chatbot which allows customers to type in a normal, conversational way to get 
information or carry out transactions. This will be available in different 
languages. 
 
Ryan provided some costs and stats about tenant enquiries to Customer 
Service and explained how these could be significantly improved with the new 
digital approach. 
 
Next Steps: 

 Proof conversational technology concept with Fuzzlabs 

 Form delivery team 

 Success measures 

 Launch four to six weeks from initiation. 

 Measure success of project – CV testing (two groups) 

 Eliminate risks and adopt solutions permanently 
 
IT is to agree on targets and launch the Lighthouse projects. Ryan explained 
that this would be done in conjunction with tenant focus groups and online 
forums. 
 
10. Lettings (age criteria) – John Lawrence 

 
This item looked at the age criteria for tenants living in Bungalows and High 
Rise flats. Ongo plan to consult with solicitors in regards to these age limits 
since the rules seem to discriminate. The age criteria for the properties has 
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been in place for a long time and needs revisiting. The rule not only restricts 
tenants but also puts more pressure on the lettings department. 
 
Karen explained that from an EDI point of view, the age restriction seems 
unnecessary. It was reasoned that a tenant should be assessed according to 
suitability and/or health and safety rather than age. Inter-generational living 
would also build better neighbourhoods. 
 
Some CV members expressed concern for Retirement Living schemes, 
however these will not be affected. The issue focuses only on High Rise flats 
and bungalows. 
 
CV members said that there should be consultation with tenants from all age 
groups, before any decision is taken. More information will be provided at the 
next CV meeting for further discussion. 
 
 
11. Customer Engagement Activity Update (verbal) 
 
10.1 EDI Steering Group (equality, diversity, & inclusion) 
 
Janine (Chair) updated CV on the EDI group. She informed CV that Ongo 
staff surveys show that they have a good awareness of equality, 
discrimination and the unconscious bias. The last meeting looked at the 
following: 

 Bullying and harassment 
 Armed Forces Covenant 
 Representing other cultures/religious groups 

 Possibly to include more interactive workshops 

 
10.2 Residents Building Safety Group 

 
Malcolm provided an update from the group, explaining that the last meeting 
covered risk assessment schedules, checks and time frames. They also 
looked at staff competency checks, qualifications, assessments etc.  
 
They also looked at the following: 
 

 Data storage on Pentana system 

 Reasons why fire tests are carried out manually  
 Change in standards and follow-up assessments 

 Fire extinguishers in communal areas may be removed to avoid putting 
unqualified tenants at risk.  

 Asbestos removal and information for tenants (including on My Home 
portal/app). 
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10.3 Complaints Panel 
 
Janine (Chair) explained the Complaints Panel’s process.  
 
Panel are looking at ringing staff and to see how they deal with the 
complaints and to follow to the outcome. 
 
 
10.4 GDPR Training 

 
Denise informed CV that Bethany from Forbes solicitors gave a helpful 
presentation which opened up further discussions on GDPR, which runs 
alongside Data Protection legislation. Denise provided CV with some facts 
and statistics.  
 
10.5 Tenant Inspector 

 
Keith informed CV that Karen had chaired the last TI meeting and that there 
was now a new Chair (Alan Gouldthorpe) and Vice Chair (Keith Lumbers), as 
Albert has since stood down due to ill health.  
 
The tenant inspectors have recently learned how their Out of Hours Mystery 
Shop feedback completely changed Customer Engagement   
 
Tenant Inspectors are also looking at ways to attract younger members. 
Some inspections can now also take place at weekends to help facilitate this. 
The tenant inspectors will be also be promoting their group at Ongo Carnival. 
 
Karen informed that there will be a new task and finish group to look at 
involving new people, from all age groups, with all of Ongo’s Customer 
Engagement groups. 
 
10.6 Leeds Conference 

 
 Karen updated CV with upcoming conferences including the Health and 
Safety Conference which will be attended by Avril Bairstow and Craig Marriott 
(Health and Safety) in May and the Resident involvement conference in June.  
Tim Mills will be presenting at two upcoming conferences in the future. 
 
10.7 Yammer 

 
Karen informed CV members that we will eventually be using Yammer for all 
Customer Engagement structures. The social media platform is an effective 
way to inform each other and to send documents in a secure way 
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Karen said that training will be given on how to use Yammer and will get a list 
of names from all groups.  
 
11. Any Other Business 

 
Karen told CV about an upcoming Workshop on Consumer Standards, which 
will be held on 2nd May 2019 at 1300hrs until 1600hrs at the Arc.  
 
12. Date and time of next meeting 

 
13th May 2019 at 1300hrs – 1600hrs 

 
 
 
CHAIR’S NOTE: CAN ALL MEMBERS PLEASE ENSURE THAT ALL 
PAPER WORK IS READ IN ADVANCE OF THE MEETING 

 
 
 
 
Community Voice Officers Contact details: 
 
Janine Garner (Chair) - (01724) 330589 - Mobile: (07707) 659289  
E-mail: Janinemee@hotmail.co.uk. 
 
Keith Riley (Vice Chair) – Mobile: 07599104532 
Email: keith13riley@hotmail.co.uk  
 
Colin Cranidge (Secretary) – Mobile: 07780644455  
E-mail: cranidge@hotmail.co.uk 

 
Jill Milner (Treasurer) - Mobile: 07746124253  
E-mail: jillmilner6@hotmail.com 
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