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Community Voice  
10th June 2019 at Heslam Park 

 
Meeting Minutes 

 
PRESENT: 
 
Janine Garner (Chair) 

Keith Riley (Vice Chair) 
Keith Lumbers 

Denise Whipham 
Joyce Wright 
Pat Stephenson 
Avril Bairstow 
Harry Mortimer 
Mary Southgate 
Pam Slack 
Jim Newcombe 
Tim Mills 

Ian Bulleyment  
Simon Falshaw  
Kevin Hornsby (Ongo) 
Erica Sanderson (Ongo) 
Pete Stones (Ongo) 

Mujahid Ahmed (Ongo) 
Oliver Mortimer (Ongo) 
Nicolien Lawson (Ongo)  
Matthew Spittles (Ongo) 
 
1. Welcome, Apologies and housekeeping 
1.1 Janine (Chair) welcomed CV members and Ongo staff to the meeting and introduced 

Matthew Spittles (Chair of Ongo Homes Board) who came to give an update on the 
Governance Review.  
 

1.2 Kevin Hornsby (Director of Communities) introduced himself again to CV members 
who didn’t attend previous meeting. Also Pete Stones introduced himself (Property 
Director); attending in place of Neil Keay to provide an update on the Neighbourhood 
Service.  

 
1.3 Apologies were received from: 

Malcolm Borrill, Eric Gosling, Alan Dinnadge, Jane Ellerby, Richard Leach, Jill Milner, 
Ron Weller, Mo Weller, Ryan North, Colin Cranidge, Tony Sanderson, Karen Cowan. 
 

2. Accuracy of Previous Minutes & Update of Action Plan 

2.1 The minutes were read and agreed as a true record. 
Proposer: Jim Newcombe 
Seconder: Keith Lumbers and Tim Mills 



Page 2 of 10 

 

 
2.2 Janine went through action plan from last meeting and discussed progress on all 

actions.  
 

2.3 Please refer to action plan below: 

 Action Who Progress 
 

1. HM mentioned litter around the Arc 
- raise with Neighbourhoods Team 
to look into. 

Kevin Hornsby 

Looked into and was a one 
off issue that was cleared by 
our caretakers.  Jan 
Williams has re checked this 
with our neighbourhoods’ 
team and will continue to 
review. 

2. E-mail digital copy of the 
Corporate Plan to CV members 
and upload to CV Yammer and 
facebook 

Muj Ahmed 

Have sent out digital copies 
and also uploaded on to 
Facebook and Yammer 
groups.  

3. Update reports to reflect General 
needs, Retirement Living, not 
‘Sheltered’. 

Erica 
Sanderson – 
Natalie Davies 

Unfortunately this cannot be 
done in our QL system but 
we will endeavour to amend 
manually when running 
reports.  

4. Jill to provide finance report to CE 
Team for inclusion in CV papers 
going forward.  

Jill Milner 
Included within meeting 
papers. Will be standard 
agenda item going forward 

5. Check with Investment whether 
electric checks on boxes in 
Retirement Schemes are going on.  

Steve Hepworth 

Steve has confirmed with 
Neil Webster that there is a 
programme in place to 
remove all redundant units. 
These will need checking 
until removal has taken 
place. Neil has confirmed 
that we are only removing 
the rack systems, which are 
external to anyone’s home.  

6. Constitution – amend ordinary 
members to Tenant Shareholders 
– Update Constitution and circulate 
to CV members.  

Erica 
Sanderson 

Updated and circulated to 
CV Members via e-
mail/through the post. 
Uploaded to the website 
and Yammer.   

7. Volunteers Code of Conduct – no 
amendments. Date changed and 
date of next review updated.  

Erica 
Sanderson 

Updated and available on 
the Ongo website.  

8. Provide update on Flexi Rent and 
feedback.  
 

Kevin Hornsby 

Kevin gave verbal update, 
however this is not 
something that Ongo are 
looking to pilot as promote a 
rent first culture, which has 
been very successful to 
date. Research in to Flexi 
Rent is inconclusive and 
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doesn’t show if this 
approach is successful.  

9.  Provide costings of support service 
and feedback Helen Wright 

Helen spoke to Karen who 
is to give an update to Tim 
Mills directly.  

10. Circulate the self assessment 
against the RSH Consumer 
Standards to CV Members.  

Muj Ahmed 
Sent out to all CV members 

11. Raise New Build group with Pete 
Stones 

Kevin Hornsby 

This has been brought to 
the attention of Pete and he 
has confirmed he is happy 
for CE to take the group 
forward. Hayley Sleight (CE 
Officer) has started the 
process of getting the panel 
back together but will be 
moving to the Lettings Team 
from 1/7/19 for a 6-month 
secondment. Meetings 
dates have been arranged 
for the whole year. Jane 
Crookes & Martin Phillips 
will lead. Next meeting 27th 
June 9.30am Ongo House. 

12. Look at options and feedback at 
next meeting for Christmas party 

Janine Garner 

Wortley dates are not yet 
released. Wortley looking to 
be £30 a head for Christmas 
Lunch which includes 
entertainment (this looks to 
be too expensive). Leaflets 
were handed out. Looking in 
to Redbourne Club and will 
get more information as 
dates are not released yet 
as Janine knows someone 
who is a member at 
Redbourne Club and will try 
and get more info from 
them. Janine will update at 
next meeting. RAOB Club 
was also mentioned and we 
may look in to this as a 
possible venue. 

13. Send Alan £10 voucher for taking 
part in Aranca Survey 

Lisa Fleming 

This has been posted to 
Alan and Alan has 
confirmed receipt of 
voucher. 

 
 

 
3. Reminder of Enquiry Log – Janine Garner 
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3.1 Janine reminded everybody about noting in the Enquiry Log if they have any 
personal issues or issues relating to their neighbourhood. 
 

3.2 Kevin mentioned how long it takes for enquiries to get logged. Confirmed as soon at 
the CE staff get back to office, the enquiry is logged.   
 

4. Board Observers – Janine Garner 

4.1 Next board meeting is 19th June at 5:30pm. If anyone CV members want to attend 
they will need to contact CE or Fiona Ruddick.  

 
 

5. Finance Report – Jill Milner 
5.1 Jill was not present at the meeting so didn’t give update. 

 
5.2 Erica advised the dark blue highlighted area on the finance report spreadsheet, 

indicates new transactions. 
 

5.3 Jill hasn’t yet met up with Molly from Finance to ensure the spreadsheet she is using 
is correct. ACTION(1) – Jill to arrange to meet with Molly.  

 
5.4 Harry asked how much the TPAS costs were per delegate – Erica said she wasn’t 

sure off the top of her head but that she would check if needed – Janine explained 
she was trying to keep the costs down by delegates sharing hotel rooms when going 
to T-Pas and other training. ACTION(2) – Erica to investigate costs and provide 
update.  

 

DISCUSSION 
 
6. Chief Executive’s Update – Kevin Hornsby  
6.1 Kevin gave an update in to his role and explained the range of areas he covers.  

 
6.2 Partnership: The Arc recently celebrated its 1st birthday. 1st year has been a huge 

success.  
 

6.3 Ongo continues to work with DTP (the name of the consultancy who is working with 
us) and the Regulator for Social Housing (RSH) around our Governance review. 

Matthew Spittles to provide further information on this.   
 

6.4 Drive: Performance continues to be strong on current tenant arrears £722,385 (1.78% 
of rent debit) as at the end of April 2019. Compared to April 2018 i.e. £964,181 
(2.3%). 

 
6.5 Janine mentioned, tenants have spoken to her about getting phone calls from Ongo 

regarding arrears they have which are only a few pence or pounds. 
 

6.6 The officers who rang were not very polite when talking to tenants. Tim and Jim also 
confirmed this when speaking to other tenants that they also had a bad experience 
on the phone. Janine advised that a lot of tenants are discussing this and it doesn’t 
reflect well on Ongo. 
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6.7 It was also mentioned that our approach to when calling to speak about arrears is an 
issue as well. Reports of very rude and inconsiderate staff have been made. Kevin 
advised he did not feel right about this and will personally look in to this – Action(3): 
Kevin to look in to this. 

 
6.8 Responsibility: The new corporate plan is live across Ongo and workshops are to 

be held over the summer months to define our three new strategies. CV members will 
be involved in defining these strategies. 

 
6.9 Be a great Landlord: We are progressing  well with new engagement opportunities 

to compliment our current offer, for example tenant testers for the website, text 
survey on new automated rent process and focus groups & surveys around our for 
lettings standard and criteria.  Research continues in relation to how we can drive 
and improve youth engagement. 

 
6.10 Tim mentioned how we can engage youth. Erica advised Hayleigh Sleight (CE Officer) 

is doing some work on youth involvement. Hayley and Ollie Mortimer held a task and 
finish group with volunteers on how we can engage better with youth. Update will be 
given next month. ACTION(4) – Provide update on CE focus and share action 
plan at July meeting.  

 
6.11 Our Digital Transformation continues to gain momentum. Whilst our approach will be 

“Digital by design” we will also ensure that “no one is left behind”. 
 

6.12 Digital contacts - Our percentage of non phone contacts increased again up to 
18.6%.   

 
6.13 Automated payments - automated payment line launched on the 9th May 2019. It 

took 4 weeks to develop and involved cross working from five departments within 
Ongo. 

 
6.14 Chatbot – This is an automated live chat feature for our website and Facebook 

messenger. 
 

6.15 Offer Quality Homes: Newly completed homes at the Westcliff Regeneration 
scheme with 12 recent handovers, making it 22 new homes in total.  

 
6.16 From a repairs and maintenance perspective we continue to see a reduction in the 

number of jobs requested outside of normal working hours. This continues to be 
achieved through the excellent collaborative work taking place between the 
Maintenance & Customers Service teams. 

 
6.17 Recent customer satisfaction survey results for Maintenance Services have been 

very positive with the majority of our targets being met and achieving upper quartile 
results. 

 
6.18 Create Opportunities: Ongo has won two prestigious awards this month. The South 

Yorkshire and Humber LABC Building Excellence Award for the Best Community 
Building  won by GS Kelsey, Framework, DB Associates and Ongo for the Arc 
building and The Northern Lincolnshire Business Awards ‘Excellence in the 
Community’ for all the work Ongo does across the Westcliff estate. 
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6.19 Matthew Spittles – Regulatory Update: Matthew has a meeting in Leeds with the 
Regulators every 2 months (face-to-face) and also has fortnightly conference calls. 
We are continuing to build a positive relationship with the regulator. 

 
6.20 The meetings are focused on getting back to compliant G2 status. Matthew explained 

about a Voluntary Undertaking – Ongo admitting mistakes and what Ongo are doing 
to make things right. 

 
6.21 We are on Version 7 of it at the moment. An Action Plan is in place to help us get 

back to G2 Compliance. We will continue to keep CV updated with progress, answer 
any questions and will provide a copy of the action plan once it is complete.  

 
6.22 Regulators want to know that what we have done is embedded within the 

organisation and that we are implementing these changes and keeping them. It will 
be a step-by-step process to get from G3 to G2, and then from G2 to G1. 

 

7. Neighbourhood Services Update – Pete Stones 

7.1 Pete Stones delivered the update on behalf of Neil Keay. New team has been set up. 
Team brought together in April 2019. The idea is to bring the service areas under one 
umbrella that will enable cross functional working to take place and help with 
balancing workloads and resource requirements. 
 

7.2 The new team is overarching to ensure that we maintain our communal areas, green 
spaces as well as ensuring the compliance of our buildings in meeting legislation was 
scattered across various service areas within Ongo.  

 
7.3 Grounds maintenance contract is up in October and at the moment is going out to 

tender. We are looking at how much we can bring in – cleaning sheltered schemes, 
high-rises, our offices, will be brought in-house from July 1st. 

 
7.4 We will look at how we can further enhance our communication with tenants, and 

specifically try to work closely with tenants with regard to the areas that they live in 
and look at the ideas they may have for those areas. 

 
7.5 Environmental works carried out in our neighbourhoods are currently undertaken, in 

the main, by contractors. The Neighbourhood Services team are going to be an 
integral part in delivering some of this work in the future. 

 
7.6 Grass cutting has been a major issue with a lot of tenants and issues were raised at 

CV meeting. Grass cutting in certain areas has not been completed. 
 
7.7 Keith R asked about grass-cutting at retirement living schemes – happening every 

month as stated on the website but Keith said he was promised around every 11 
days at beginning of year when he spoke to a Caretaker. ACTION(5) – Pete Stones 
to look in to this.  

 
 

 
7.8 Pete explained with most things coming in house, Ongo will be directly responsible 

for any issues and hopefully going forward we can tackle these issues and resolve 
them. 
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7.9 Janine also mentioned the grass was cut only once in her area and the grass is very 
high. ACTION(6) – Pete Stones to look in to this.  

 
7.10 Simon asked about volunteering opportunities, Pete said opportunities are always 

available and jobs, but that is was about giving them the skills to find work elsewhere 
perhaps through Ongo Employment. Recently we have recruited 2 volunteers on a 
full time basis. 
 

DECISION 
 

8. Election of Secretary – Chair 

8.1 Janine explained this was a discussion rather than an election. 
 

8.2 Anybody wanting to put their names forward, to contact an CV Officer or the CE team.  
 

8.3 Erica offered for volunteers to get in touch if they wanted to know more about what 
was expected of them in the role of Secretary or if support would be required.  

 
9. Tenant Testers – Nicolien Lawson 

 
9.1 Nicolien introduced herself (Digital Services Marketing Officer) and gave a summary 

of the report she provided on Tenant Testers. 
  

9.2 We have voluntary testers at the moment. We will use this list again for future testing 
or focus groups (new MyHome features coming out, surveys etc).  

 
9.3 Tenants and non tenants can volunteer and we will add names to the list. You can 

contact us by phone call, email or you can register online to forward your interest. 
 

9.4 The aim is to get at least a few hundred customers on this list, to allow us to draw on 
a wide variety of people in terms of age, sex, location, employment and other factors. 
Customers on the list will be invited to participate in specific exercises and they can 
decide whether to participate or not.  

 
9.5 We are looking to reward volunteers for taking part e.g. vouchers, in the future. This 

idea came from Jigsaw Housing which is based in Cheshire area.  
 

9.6 One of the aims is to remove the barriers that some customers may face, such as not 
being able to get time off work, not being able to travel to an Ongo office or feeling 
anxious about speaking to other people face to face. 

 
9.7 Harry asked if it’s purely digital but Nicolien said it isn’t. We want to make sure we 

reach all of our tenants, not just digitally. 
 

9.8 Tim said it was good to draw on other social landlord’s examples and utilise them too 
– Pat asked about getting out there at Ongo Carnival as well and letting people know 
about it – Nicolien said we are looking for non-tenants as well, not just tenants.  

 
 

 FOR INFORMATION 
10. Customer Engagement Activity update – CV Reps 
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10.1 Volunteer task & finish group - Ollie provided update. He advised he will circulate 
minutes and action plan to Harry and any other volunteers who want to read them.  
 

10.2 Three Ongo staff and five volunteers were in attendance at this meeting that took 
place on Wednesday 15 May. It focused on how to engage with younger people, 
ideas on how to engage with more people in general and discussed what new 
approaches could be taken such as involving people more digitally. 

 
10.3 A range of ideas were talked about and will be collated into an action plan – the first 

part will be a survey to be sent to every tenant about current engagement 
opportunities, if they are aware of how they can get involved, what, if any, barriers 
there are to them getting involved at the moment, and how they would like to get 
involved (face-to-face meetings or digitally). 

 
10.4 Another meeting will be arranged later in the year to update current volunteers about 

what progress has been made against this action plan. 
 

10.5 Retirement Living Panel – Pam gave update. Last meeting 20th May at Albion 
Grove – stressed importance of tenants having own contents insurance as many 
don’t.  

 
10.6 Letting Age Criteria was discussed – a property normally advertised for 60 had been 

advertised at 45, but this will be discussed at Lettings Criteria Consultation. 
 

10.7 Scrutiny Panel – Avril gave update. Just finished Lettable Standard for Empty 
Homes and will be brought to July meeting. Harry joining group after this review and 
will be present at next meeting. It has not yet been decided what will be done next. 
ACTION(7) – present Scrutiny report & recommendations at July CV meeting 
for decision.  

 
10.8 Tenant Inspectors – Keith gave update. He explained the paint pack sizes, small 

(for single rooms, medium (for 2/ 3 rooms depending on size of property), large (for 
the full property). All assessments will go to Lettings Officers to take in to account.  

 
10.9 All inspections to be monitored on a spreadsheet going forward to monitor trends.  

 
10.10 Complaints Monitoring Panel – Tim gave update. This meeting was slightly 

different. Just focused on complaints from the High Rise flats which were 28 in total. 
Asked to look at from the Board following Grenfell as reports show that reports 
made were not acted upon prior to the fire.   
 

10.11 Looked at complaints from 28 from April 2018 but seeing if any trends emerging 
from each one – will be looking at each one in detail. 

 
11. Any Other Business 
11.1 Resident Building Safety Group Training Session – 11th June, 2 to 4pm at Cole St. 

No vacancies for this group at the moment. This training was limited for tenants from 
different areas e.g. retirement living etc. Dates and times for next meeting will be 
communicated better. 

 
11.2 Tim and Erica gave an update on Steve’s facebook live Q&A session. The session 

was for 1 hour and Steve had 6 live questions and 45 comments where typed in 
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questions for Steve to answer. A few private messages came through as well. Erica 
did mention to this at a later time for the next one to accommodate people who are at 
work. 

 
11.3 Erica advised Housing Quality Network annual conference is on 5th December 2019 

and she will circulate details for anyone who is interested. 
 

12. Date and time of next meeting 

Monday 22nd July 2019 at 1300hrs – 1600hrs 
 

13. ACTIONS 
 
 Action Who Progress 

 

1 Meet with Molly from Finance to 
ensure the spreadsheet she is 
using is correct. 

Jill Milner 
 

2 Provide cost of TPAS per 
delegate.  

Erica 
Sanderson 

UPDATE - 
£589.80/delegate (4 
attending) incl. 2-day 
conference and 
accommodation. 

3 Look into the customer service 
from the Income Team when 
contacting tenants regarding 
arrears. 

Kevin Hornsby 

 

4 Provide update on CE focus and 
share action plan at July meeting. 

Erica 
Sanderson 

 

5 Grass cutting in Retirement 
Schemes – how often should this 
be done and is it being carried out 
in line with agreed contract?  

Pete Stones 

 

6 Grass cutting around St. 
Lawrence’s Rd., Scunthorpe 

Pete Stones 
 

7 Present Scrutiny report & 
recommendations at July CV 
meeting for decision.  

Avril Bairstow 
 

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

 

Community Voice Officer Contact Details:  
 
Janine Garner (Chair) – (01724) 330589 – Mobile: (07707) 659289 E-mail: 
janinemee@hotmail.co.uk.  
 
Keith Riley (Vice Chair) – Mobile: (07599) 104532 E-mail: 
keith13riley@hotmail.co.uk.  
 

mailto:janinemee@hotmail.co.uk
mailto:keith13riley@hotmail.co.uk
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(Secretary) –  
 
Jill Milner (Treasurer) – Mobile: (07746) 124253 E-mail: 
jillmilner6@hotmail.com.  

 

mailto:jillmilner6@hotmail.com

