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Community Voice  
22nd July 2019 at Heslam Park 

 
Meeting Minutes 

 
PRESENT: 
 
Janine Garner (Chair) 
Keith Riley (Vice Chair) 
Jill Milner 
Keith Lumbers 
Pam Slack 

Denise Whipham 
Joyce Wright 
Ryan North 
Pat Stephenson 
Avril Bairstow 
Harry Mortimer 
Richard Leach 
Tony Sanderson 
Allan Dinnadge 
Mary Southgate 
Jim Newcombe 
Tim Mills 

Jane Ellerby 
Ron Weller 
Mo Weller 
Eric Gosling 
Simon Falshaw 
Bill Drinkeld 
Steve Hepworth (Ongo)  
Kevin Hornsby (Ongo) 
Karen Cowan (Ongo) 
Erica Sanderson (Ongo) 
John Lawrence (Ongo) 
Matthew Kelly (Ongo) 
Rabul Ibrahim (Ongo) 
Natalie Davies (Ongo) 
Mujahid Ahmed (Ongo)  
 
1. Welcome, Apologies and housekeeping 
1.1 Janine (Chair) welcomed CV members and Ongo staff to the meeting. Janine 

welcomed back Ron and Mo Weller and introduced Bill Drinkeld. 
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1.2 Ongo Staff who were providing reports introduced themselves to the CV members – 
John Lawrence (Head of Housing Management), Matt Kelly (Income Manager), 
Rabul Ibrahim (Business Assurance Officer) and Natalie Davies (Business Insight 
Officer). 
 

1.3 Janine advised the meeting in relation to housekeeping and fire exits.  
 
1.4 Apologies were received from: 

Maria Havercroft, Colin Cranidge & Ian Bulleyment . 
 

2. Accuracy of Previous Minutes & Update of Action Plan 

2.1 The minutes were read and agreed as a true record. 
Proposer: Eric Gosling 
Seconder: Keith Lumbers  

 
2.2 Janine apologised to CV members for sending names and contact details with the 

previous minutes. Erica confirmed that all appropriate procedures are in place for this 
not to happen again. 
 

2.3 Janine went through action plan from last meeting and discussed progress on all 
actions. 

 
2.4 It was mentioned Jill will not need to meet with Molly from finance as the finance 

report is easy to read and understand. All members agreed with this 
 

2.5 The CV Christmas party will be at the Wortley on Thursday 19th December @ 7:30pm. 
Janine confirmed 30 places will be booked. To attend and the place be paid for by CV, 
members must have attended at least 6 meetings and 2 apologies. Please confirm 
with Jill ASAP if you would like a place. There will be a 3 course meal served; if 
anyone has any dietary requirements to let Jill know.  
 

2.6 Erica gave update on Engaging with young people. Erica had a team planning day 
but it is in early stages. Erica will give feedback once a plan is in place.  

 
3. Reminder of Enquiry Log – Janine Garner 

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

 

4. Finance Report – Jill Milner 

4.1 Jill was running late to the meeting so Janine advised if any members have any 
questions they can ask Jill when she arrived. 
 

4.2 Everyone agreed that the spreadsheet was easier to read and understand.  
 

DISCUSSION 
 

5. Executive Update – Kevin Hornsby 
5.1 Kevin presented highlights around Ongo Values (Partnership, Drive & Responsibility) 

and the Corporate Plan from his Executive update report to the group and advised 
Steve would follow with a specific update regarding the governance review.  
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5.2 The Northern Housing Consortium have been appointed to undertake a Rapid 

Review of the end-to-end lettings process from keys coming in and the property 
being void, through to re-let and hand-over of keys. The aim of this review is to 
improve the overall tenant journey to an Ongo property, whilst reducing the time our 
homes are empty, ensuring we provide and efficient and effective service to our 
tenants. 
 

5.3 Kevin reminded all members that the Carnival is on 7th August and all staff and CV 
members are invited. 

 
5.4 Kevin advised members that recently a Housing Association has been downgraded 

for failing to adhere to the Regulator’s (RSH) Consumer Standards (Home Standard, 
Tenancy Standard & Tenant Involvement Standard. This is a first and reinforces the 
need to adhere to the consumer standards.  

 
5.5 Kevin mentioned we the centenary anniversary of the Addison Act and asked CV 

members to forward any ideas they may have to celebrate 100 years of Council 
Housing.  

 
6 Governance Update – Steve Hepworth 

6.1 Steve gave an update to the group on the progress of the governance review, 
following our downgrade from G1 to G3 earlier this year.  
 

6.2 We have entered into a voluntary undertaking with the regulator which requires us to 
pull an action plan together with the aim to improve our rating from G3 to G2 and 
eventually back to G1.  

 
6.3 Steve explained that the company completing the review of Ongo Homes, DTP, has 

pulled a report together that is to be presented to Board. Following Board agreement, 
this report will be shared with CV at the August meeting.  

 
6.4 It was stated that it is hard to get minutes from board meetings in a timely manner. 

Tim, who is a board member, advised he will give feedback to CV members following 
the board meeting.  Steve reminded CV that anyone can attend board meetings as 
an observer. The Governance team get the minutes out as soon as they are able 
following the various approvals they need to get before wider distribution.  

 
 

7. STAR Customer Satisfaction Report – Natalie Davies  
7.1 Natalie presented the STAR customer satisfaction report to the group and answered 

questions from the members. She explained that the report shows comparisons 
against previous years.  

 
7.2 We are very pleased with the results from the STAR survey but understand there is 

always room for improvement.   
 

7.3 Tim asked for the percentage of ASB reduction – ACTION data to be provided at 
next meeting. 
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7.4 Richard mentioned that the communication at Ongo has not been very good for a 
long time. It was advised we are doing mystery shop exercises on this with our 
tenant inspectors.  
 

8. Income Collection Update – Matt Kelly 

8.1 The Chair mentioned that the report wasn’t clear.  Matt advised if there were any 
specific areas that needed further explaining that he would be happy to talk through 
them.  
 

8.2 He asked CV members to give examples where they may have experienced bad 
customer service when talking to Income Officers.  CV’s general consensus was that 
tenants are being told they need to be 2 weeks in advance or a month in advance 
and that staff are rude.  Vulnerable tenants feel intimidated and are concerned about 
the manner they are spoken to by Customer Service and Income Collection teams.  
They are worried they may get evicted and that their repairs will not get done.   

 
8.3 Members were advised that the Customer Service Team have scripts they follow and 

it is same script for everyone.  Matt has sat with Income Officers and Customer 
Advisors whilst they were on calls and couldn’t find any evidence of staff being rude 
and abrupt with tenants.  He asked for CV members to provide him with specific 
details so he can investigate further. 

 
8.4 Matt advised CV that tenants are advised to contact Ongo if they are in arrears to set 

up a payment plan.   
 

8.5 If a tenant calls to report a repair and they are in arrears or not in credit, then if this is 
an emergency repair then this is automatically put through but the tenant is still 
expected to speak to the income team to arrange a payment plan.  If the repair is a 
routine repair then the repair will be put on hold until the tenant has had a 
conversation with the income team to agree a payment plan.  Once this is done then 
the repair is put through. 

 
8.6 A tenant does not necessarily need to be in credit for a routine repair to be accepted, 

this is dependent on the communication between the tenant and the income team. 
 

8.7 CV members stated it had been previously agreed for new tenants to pay 2 weeks in 
advance rent but that Ongo was now chasing tenants for 4 weeks in advance in 
some cases.  They added that they had previously been told that tenants would be 
asked to add a little extra to their rents each time so that the rent in advance could 
accrue over time.  Matt responded saying that those paying monthly were being 
asked to be 4 weeks rent in advance.  CV were unhappy with this response as this 
wasn’t what had been agreed. 

 
 

DECISION 
 

9. Lettings Age Criteria – John Lawrence 

 
9.1 The Lettings Age Criteria report relates to the proposal to remove the age criteria for 

the letting of the High Rise properties, bungalows and age designed flats. 
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9.2 1,700 people responded to online consultation. 
 

9.3 50 people attended the consultation meeting at Heslam Park. 
 

9.4  It was requested that the next consultation that takes place should be in a way that a 
breakdown of age groups could be provided on who contributed to the consultation. 

 
9.5 Ongo was asked that should this change be made, that a record be kept of how this 

change has made a difference to the number and speed of lets over the next year. 
 

9.6 Erica advised of this is approved the monitoring information will be brought back to 
CV in a year’s time. 

 
9.7 Approved:18, Against: 3, Abstain: 1 

 
10. Scrutiny Panel Lettable Standard Report – Avril Bairstow 

 
 
10.1 Scrutiny Panel decided to look at the Lettable Standard. They found it to be vague 

and open to interpretation.  
 
10.2 It was recommended that the Lettable Standards need to be reviewed and made 

clearer with defined guidelines for minimum standards.  
 

10.3 The meeting was asked to consider the report and to take the decision to approve 
the recommendations made within it. 

 
10.4 A vote was taken with the outcome of the recommendations being approved 

(unanimous decision to approve). 
 

10.5 The meeting was advised that the scrutiny recommendations will be put together with 
the Aranca Report recommendations and the findings from the imminent Voids & 
Letting review.  These will then be considered by the Executive Management Team, 
with a report coming back to Community Voice at a later date. 

 
10.6 In Favour: 18 

 

 FOR INFORMATION 
 
11. Customer Engagement Activity update – CV Reps 

 
11.1 Two Northern Housing Consortium conferences, H&S Conference in Leeds and 

Resident Involvement Conference in York.  Ongo presented to both conferences on 
the work of the Ongo Residents Safety Group, with Avril being the tenant 
representative presenting to both. Those attending the sessions stated their view of 
Ongo being leaders in this remit. 

 

11.2 Complaints Panel Meeting – the panel looked at complaints from High Rise blocks 
with the purpose of identifying any health and safety issues. 
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11.3 Resident Building Safety Group (incl. training) – A really good training session had 
been provided to the group. Plan to do half a day sessions every other month on a 
different topic at each session. Emma Atkinson gave talk on H&S, which included 
Legionella. 

 
11.4 EDI Steering Group – The meeting had a presentation from a staff member who 

talked about his own experiences of LGBTQ+, he also explained what the PRIDE 
initiative meant to him. The STAR customer satisfaction results were broken down 
into customer profiles to see whether any customer group was being discriminated 
against; it was assuring to know that all are treated fairly. The Lettings Age Criteria 
was also debated with consensus that unjustified age restrictions are discriminatory 
and therefore the age limits should be removed.  

 
11.5 TPAS Conference 2019 – Feedback was that the workshops were very informative 

and better than previous years. Networking with other Housing Associations was 
really good and everyone took something back from the conference. One of the 
highlights was a presentation from Polly Neate (Shelter), being really informative. 

 
Tim Mills is now member on the TPAS board and he advised he will chase up the 
presentations that were meant to be sent from the conference.  Next TPAS 
conference will be 8th and 9th July 2020 in Solihull. 

 
11.6 Ongo Carnival - Everyone is invited to attend on the 7th August, 11am to 3.30pm at 

Burringham Road Park, Scunthorpe.  
 
 

12. Any Other Business 
 
12.1 Karen advised the Ongo Homes Annual Report is due to be written. The PR team 

will be sending a survey out to CV members for their input on content and format. 
PR will then produce a draft which will be sent to the Publications Panel for 
consultation & approval.  
 

12.2 Jill mentioned she has Tpas leaflets if anyone was interested to read it.  
 

12.3 Tim suggested there was a lot of paperwork for CV of late. Erica and Muj will look at 
the papers and make sure as little as possible is sent out to members going forward.  

 
 

13. Date and time of next meeting 

Monday 19th August 2019, 1pm to 4pm at Heslam Park Rugby Club. 

 
14. ACTIONS 
 Action Who Update 

1. ASB reduction data to be provided  Natalie Davies   

2.  Invite Emma Atkinson to the CV 
meeting for August Erica 

Sanderson 

Agenda full for August, 
agreed with KC that not a 
priority. Will invite Emma 
along at another time.  

3. Advise Jill if you would like to 
attend the Christmas party 

ALL MEMBERS 
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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.  
 
Colin Cranidge (Secretary) – Mobile: (07780) 644455 E-mail: 
cranidge@hotmail.co.uk 
 
Jill Milner (Treasurer) – Mobile: (07746) 124253 E-mail: 
jillmilner6@hotmail.com.  
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