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Community Voice 
16th January 2017 

 
Present: 
 
Janine Garner (Chair) 
Terry Chatwin (Vice chair) 
Tim Mills (Secretary)  
Tony Sanderson (Treasurer) 
Harry Mortimer 
Albert Wilson  
Sue Brown 
Jim Newcombe 
Keith Lumbers 
Les Machin 
Alan Dinnadge 
Richard Leach 
Pam Slack 
Keith Riley 
Mary Southgate 
Mo Weller 
Ron Weller 
Karen Cowan (Head of Customer & Support Services – Ongo Homes) 
Wendy Wolfe (Customer Engagement Manager – Ongo Homes) 
 
1. Welcome, apologies and housekeeping 
 
The chair welcomed everyone to the meeting and informed members about a past 
member of the group who had recently passed away. A card will be sent on behalf of 
CV to the family. 
 
The following apologies were received from: 
Paula Wilson, Ian Wilkins, Cheryl Waddingham, Vicky Fernandez, Ron Bartlett, Jill 
Milner, Maria Havercroft. 
 
2. Accuracy of previous minutes & action plan 
 
The minutes of the previous meeting, held on 5th December were agreed as a true 
record and there were no outstanding actions to follow up.  
 
3. Reminder of enquiry log 
 
The chair reminded members about using the enquiry log and checking on previous 
items included.  
 
4. Board Observers 
 
Names will be taken at the next meeting in February for attending the Board meeting 
as an observer.  
 
5. Finance report  
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The treasurer explained that there had been some further payments made from the 
budget which means the overall balance in the report previously sent out is now 
different. He is waiting for a bank statement to confirm the current balance. The 
accounts are due to be checked ready for the AGM in March and arrangements will 
be made with the finance team.  
 
6. TPAS Reaccreditation  
 
Wendy gave a presentation to members which provided details about the process for 
the reaccreditation and the importance of doing this for Customer Engagement. The 
self assessment and evidence has been sent out to the consultant to carry out the 
desktop assessment. Following this arrangements will be made to hold focus groups 
involving tenant representatives. More information will be provided to members when 
available.  
 
7. CV Annual Impact assessment  
 
Wendy provided a presentation and explained the main aims and objectives for 
conducting an impact assessment are: 

 Review groups from the Menu of Option structures annually  

 Make sure they provide a wide range of opportunities for residents to be 
involved 

 Enable residents to influence and monitor services  

 Provide structures of involvement which are Value for Money  

 Continue to support the business objectives and Customer Engagement  
Service Plan  

 Allow residents to help “make a difference” 
 
The structures which are involved in having impact assessments completed are: 
Resident Scrutiny Panel, Tenant inspectors,  Maintenance Panel and Resident 
Associations.  
 
Strengths, Weaknesses, Opportunities and Threats (SWOT) Analysis  
 
Wendy explained to members of the group what they should consider when looking 
at the 4 elements of a SWOT analysis.  
 
These include: 
 
Strengths – What does the group do well? What difference does it make? 
Weaknesses – Can the group do anything better? What causes problems?  
Opportunities – What opportunities are there? Are there any new ones?  
Threats – What obstacles could the group face? What could affect the group? 
  
Wendy stated that the information from today’s meeting would be produced into an 
action plan for future development. Ultimately the exercise would determine what 
difference the group makes and highlight if there is any room for improvement.  
 
 
Strengths  
Wendy asked members what strengths the group had. The following suggestions 
were given and noted on a flip chart:  
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 Makes a difference  

 Strong communication with staff 

 Inclusive of all members (not clicky) 

 A focus point to gather and coordinate information 

 CV Officers/ members organisation 

 Constructive and challenging group  

 Members can see both sides (Residents and also Ongo) 

 Provides a balanced view 

 Both sides listen/ respect  

 Works well as a group/ team  

 Built up trust/ belief in Ongo  

 Respect both sides  

 Experience/ Knowledge/ Commitment  

 Diverse membership/ equal opportunities around the table to speak/ influence 

 Support from senior management to CV 

 Allocated own CV budget   

 Devolved operational decision making for operational policies  

 “It works”  
 
Weaknesses  
Wendy asked members what weaknesses the group had. The following suggestions 
were given and noted on a flip chart:  

 Not enough members 

 No ‘young’ members  

 Personal conflict/ personal agenda 

 Not enough  suggestions from members on agenda items or training relevant 
to the group 

 Some members only attend occasionally and don’t always send apologies  

 People leaving meetings after food has been provided 

 Low attendee numbers  

 Not enough awareness re: CV to tenants and staff 

 Difficult to attract tenants who work 
 
Opportunities  
Wendy asked members what opportunities the group had. The following suggestions 
were given and noted on a flip chart: 

 Raise profile/ potential benefits to Ongo officers at all levels  

 To correct all weaknesses  

 Share apologies with full meeting  

 Key News – reminder to be included about group having open membership to 
all tenants/awareness campaigns, e.g. rent statements 

 Raise to staff  

 Targeting key individuals, e.g. youth, parents, future use of Loomio/ 
Facebook  

 Networking opportunities  

 To make a difference  

 Investigate a digi closed group for consultation  

 Digressing from agenda  
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Threats  
Wendy asked members what threats faced the group. The following suggestions 
were given and noted on a flip chart: 

 Funding withdrawn or reduced  

 Ageing profile of membership / succession planning  

 Ongo changing commitment to engagement e.g. enforced change to CV 
constitution. Removal / reduction of staff in dedicated Customer Engagement 
Team. 

 Government legislation changes 

 Lack of member commitment / attendance  

 Stop making a difference  

 Information not coming to CV at all or in time  

 Not providing Value for Money 

 Staff attitude due to staff T/O 
 
Wendy then provided examples on what had been achieved by the group over the 
last year and the outcomes / impacts identified as a result of their involvement. A 
summary of costs relating to the work was also provided.  
 
Matrix Framework 
Wendy then explained what a Matrix framework is and how this can be used to help 
assess the group’s impact against the costs involved.  
 
After discussing the achievements a vote was taken and the majority agreed that the 
group provided a medium cost/ high impact. 
 
The results are detailed on the matrix framework below: 
 

 Resource costs 
Low 

Resource costs 
Medium 

Resource costs 
High 

Outcomes/impact 
High 

 √  

Outcomes/impact 
medium 

   

Outcomes/impact 
low 

   

 
Next Steps  
Wendy explained what the next steps would be: 
 

 To produce a report from all the impact assessments completed  

 The findings to be reported to Community Voice  

 Action plans will be developed to address any improvements identified. The 
action plan and the updated terms of reference would be included on the 
agenda for the next meeting.  

 
 
8. Christmas Party Feedback  
 
Discussions took place on the party held in December and the majority of members 
agreed that arrangements should be made to hold this year’s event at the same 



Page 5 
 

venue.  The officers had identified areas for improvement and these will be taken 
into account when making future arrangements. Harry passed on his thanks for the 
officers who organised this.  
 
Action: CV Officers to book date with venue.  
 
9. Any Other Business  
 
Wendy reminded members about the AGM for Community Voice which is due to 
take place in March. At the recent officers meeting suggestions had been made on 
producing a person specification to detail the skills required for the officer roles. This 
would also include that new members should have been involved with the group for 
a period of 12 months before putting in for an officer role. This document would then 
be given out with the nomination forms. Those wanting to nominate to an officer role 
would be asked to do this before the meeting, everyone agreed to this. 
Action: The document will be produced by Customer Engagement. 
 
Following discussions earlier in the meeting about the remit of the Board it was 
agreed to include this as a future agenda item.  
Action: Wendy to include on the agenda for a future meeting. 
 
A member raised a query about the new heating system at Market Hill, asking why 
the works had been carried out during the winter months instead of summer. 
Action: Arrangements will be made to provide feedback at the next meeting. 
 
Karen informed members that quotes are being requested from companies for the 
RTB property valuations. The tender evaluation requires involvement from a CV 
representative, two names where put forward to be involved and these include: Tim 
Mills and Harry Mortimer.  
Action: Names will be passed onto the Home Ownership Manager.  

 
10. Date and time of next meeting 
 
The next meeting will take place on: Monday 13th February 1.00pm – 4.00pm at 
Heslam Park Rugby Club. 
 

CHAIR'S NOTE: CAN ALL MEMBERS PLEASE ENSURE THAT ALL REPORTS ARE 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. 
Terry Chatwin (Vice chair) - (01427) 752189 mobile (07826) 002332 

E-mail: terrychat@ymail.com 
Tim Mills (Secretary) – 07583032117 

E-mail: hunkytim@msn.com  
Tony Sanderson (Treasurer) - mobile (07715) 406995 

E-mail: anthonyvolenter@yahoo.co.uk 
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