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Community Voice  
11th November 2019 at Heslam Park 

 
Meeting Minutes 

 
PRESENT: 
 
CV members - Keith Riley (Vice Chair), Colin Cranidge (Secretary), Jill 
Milner (Treasurer), Denise Whipham, Joyce Wright, Tony Sanderson, Allan 
Dinnadge, Mary Southgate, Ryan North, Tim Mills, Ian Bulleyment, Jane 
Ellerby, Pam Slack, Jim Newcombe, Amanda Stansfield-Caladine, Eric 
Gosling, Keith Lumbers, Ron Weller, Maria Havercroft, Richard Leach 
Ongo staff - Steve Hepworth, Karen Cowan, Oliver Mortimer, Sandra Salmon, 
Fran Rhodes  
 
1. Welcome, Apologies and Housekeeping 
1.1 Keith welcomed all to the meeting. 
 
1.2 Keith advised the meeting in relation to housekeeping and fire exits. 
 
1.3 A minute silence was held for Remembrance Day. 
 
1.4 Apologies were received from: 

Kevin Hornsby, Erica Sanderson, Janine Garner, Harry Mortimer, Avril Bairstow, 
Simon Falshaw, Pat Stephenson, Mo Weller. 
 

2. Accuracy of Previous Minutes & Update of Action Plan 

2.1 Keith went through the previous minutes action plan and discussed progress 

 

2.2 It was suggested that 10.2 should have read ‘family members of appropriate age / 
carers that are relatives. 

 
2.3 It was mentioned CV facebook page is just relevant for CV matters only and nothing 

else. 
 

2.4 The minutes were read and agreed as a true record. 
Proposer: Allan Dinnadge, Seconder: Jim Newcombe 

 
 

3. Reminder of Enquiry Log – Keith Riley 

3.1 Keith 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 stated she is having issues getting the spreadsheet on one page.  She advised 

she will have a meeting with Finance to see if there is a way around this.  
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4.2 Jill brought copies of the last 3 full reports and 2 most recent ones to show what 
activity has happened since the last full report. 

 
 

5. Board Observers – Keith Riley 
5.1 Keith informed if any members want to go to the Ongo Homes board meeting as an 

observer to inform CE team.  The meeting is on 28th November at Ongo HQ.   
 

 

For Information 
 
6. Customer Engagement Activity Update – Tenant Reps 
6.1 CV Team Building Away Day – Keith R provided an update.  It was fantastic; 

everybody enjoyed it and got something from it.  Richard had taken photos and has 
put them on the FB page.  Karen advised, lessons learned by good feedback given 
by CV on CE at team building day, as opposed to very little response from CV when 
postal survey was sent out.  This could be done again another time if there is 
anything CV wants raising.  Members advised the venue was very good. 

 
6.2 Health & Safety Building Group – Joyce and Keith R gave an update.  Follow up on 

Legionella presentation at previous meeting – will go to Retirement Living Schemes 
coffee mornings to cascade information to residents.  Main item at last meeting was 
Asbestos and info on remedial work needed to make safe the upper walls and roofing 
at Walkers, Wilsons and Greens Close. 

 
6.3 Rent First Mystery Shop – Keith L gave an update.  Mystery shoppers had listened 

to 11 calls answered by call handlers with a range of experience. 6 were marked as 
green, 2 amber & 3 red, but generally the calls were handled well.  There were no 
instances of rudeness but there were occasions where training issues were identified 
which Becky (Customer Service Manager) will organise.  

 
6.4 Scrutiny Panel – Colin gave an update.  Condition of Property (housing 

management process) is currently what the group are working on.  Colin said that 
they are currently approximately half way into it and hope the report will be put 
together by January 2020.  It was queried whether gardens were included and Colin 
said not, these would be looked at as part of a separate review. 

 
6.5 CV Dates for 2020 – Keith R gave an update.  A list was issued including a meeting 

in August.  Members pointed out that 2 are in the evening.  Karen said this is so that 
CV can give the opportunity for people with daytime commitments to attend, also that 
a meeting was needed for August due to the amount of decisions that CV make 
throughout the year.  She added that the August 2019 meeting had a full agenda. 

 
6.6 Tpas Innovations – Ollie gave an update, highlighting that TPAS are running focus 

groups on their new Standards.  These will be held at the Wortley Hotel, Thursday, 
21st November from 2pm to 4:30pm.  A list was circulated so that CV members could 
add their names should they wish to attend. 
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DISCUSSION 
 

 
7. Executive Update – Steve Hepworth 
7.1 Steve gave an update. Ongo have signed the Voluntary Sector Charter along with 

NLC – led by Voluntary Action North Lincs.  
 

7.2 There is a link in the report to the Hackett Review and Grenfell Report.  Ongo will 
write a specific report, some areas are still to be done but much has already been 
done. 

 
7.3 Digital rent statements are being sent out via email rather than post due to cost and 

saving resources, being more ‘green’.   
 
7.4 There is now an Ongo minibus, managed by communities but available to use by 

others. Only Ongo staff and registered volunteers can drive this but they must have a 
D1 on their licence. 

 
7.5 Flooding, none of Ongo properties have suffered internal flooding.  There has been a 

massive increase in roof repairs reported which will all need inspection.  The volume 
is too much for Ashbridge and external contractors will be brought in.  The challenge 
is to keep tenants informed what will happen with their repair. 

 
7.6 Members commented on the ‘stay put’ procedure previously used in high rise.  Steve 

replied that Ongo already have a full evacuation policy for high rise properties.  The 
high rise blocks have a full alarm system that sounds in each flat; residents are 
expected to evacuate unless they have notified Ongo that they can’t physically do 
this.  This information is then kept in a fire proof box that the fire service can access 
in the event of a fire.  Fire drills are practised regularly in the high rise properties. 

 
7.7 Be a great Landlord – Keith R asked for a monthly update from Kevin on electronic 

sign ups – ACTION – Kevin to provide within the Executive Update 

 
8. Governance Review – Karen Cowan 

8.1 Karen provided an update.  All existing board members have to stand down at the 
end of year; they can stand again if they wish but will have to reapply.  Interviews for 
members of the new boards are scheduled to take place 12th, 15th & 18th November.  
 

8.2 Bob Walder was who was interim Chair has got the role of Chair.   
 

8.3 There is a broad range of experience, diversity and knowledge amongst the board 
member candidates which is good.  There were a total of 35 applicants for 9 positions, 
16 will be interviewed.  There is to be an Induction day in December for the 
successful applicants with a lengthy induction process to follow to ensure board 
members are equipped with the required skills. 

 
8.4 Ongo’s Voluntary Undertaking with the Regulator for Social Housing (RSH) is going 

well with 80% of the actions already complete. 
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9. Love Westcliff – Fran Rhodes 
9.1 Fran gave an update.  Social regeneration had included 61 new build properties and 

retail units.  £2.8m spent on the Arc.  Social return and investment has shown that for 
every £1 spent, £5.22 is generated.  They are working with National Victim support, 
trying to strengthen resilience to crime and improve issues with county lines activity.  
Want to use the learning from the Caistor Rd project to make a difference in Westcliff.  
Other issues mentioned were that crime stats do not reflect the amount of drug crime; 
therefore Ongo is making a concerted effort to feed information to the police to 
support the bigger, strategic effort by the police.  Developing a Customer Charter for 
the area.  Fran will be come back to CV meeting in 3 months time with an update. 

 
 

10. Ongo Three Strategies – Karen Cowan 
10.1 Karen provided a verbal update.  Neighbourhoods identified as a priority by CV and 

tenants at large previously, which fed into the new Corporate Plan and led to the 
formation of a new Ongo Neighbourhood Services teams.   

 
10.2 There are currently 18 Ongo strategies which is too many.  The plan is to have three 

over arching strategies – Creating Opportunities, Be a Great Landlord and Provide 
Quality Homes.  Each of the strategies will have a single page précis (strategy on a 
page) with detail sitting behind. 
 

10.3 Feedback from previous consultation workshops with staff will be put into simple and 
straight forward strategies.  Questions will be asked via Internet to see if tenants 
agree with the feedback, then the information will come back to CV, and once they 
are happy with it, this will be passed to Board. 

 
  

For Information 
 

11. Tenant Inspector Mystery Shop, Vulnerable Customers – Oliver 
Mortimer 

11.1 Ollie provided an update.  The mystery shop exercise identified several 
complimentary examples of where the customer service team (CST) had dealt well 
with tenants’ repair requests – see Ollie’s report.  Other CV members at the meeting 
then added their own positive experiences of the CST with the majority of examples 
showing excellent customer service.  Karen said it was good to hear and she would 
share their feedback with the CST. 
 

 

12. Any Other Business 
12.1 Colin mentioned the possibility of a new CV Logo that is being worked on to make it 

more modern and fit for purpose.  A member suggested the Town Cryer.  Colin asked 
for suggestions to be sent to him by the end of this week, 15th November.  
 

12.2 Members raised concerns re the lack of grass cutting at Crowle. It was agreed that a 
member of the Neighbourhood Services Team will be asked to attend the next 
meeting to explain the grass cutting procedure under a specific agenda item.  
ACTION: Karen to invite. 
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12.3 Janine wanted to know why there were so many jobs being advertised at the moment. 
What is the cause, retention issues?  Steve explained this is mostly recruiting to 
increase capacity in the maintenance team; others are caused by movement within 
the workforce, no retention issues but will check. 

 
 

13. Action Plan  
 

 Action Who Update 

1. Updates on digital sign ups to be included in 
future Executive Reports 

KH  

2. Neighbourhood Services rep to be invited to 
present to next meeting. 

KC  

 
 

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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