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Community Voice Meeting Minutes 
Microsoft Teams 

 
Date:        Monday 14th February 2022 

Time: 1:30pm to 4pm 

Chair: Wendy Wolfe 

Present:  Jill Milner (Treasurer) 
Ian Bulleyment (Acting Vice Chair)  
Tim Mills 
Keith Lumbers 
Stewart Pearson 
Tony Sanderson 
Jason Ladley 
Brynie Norton (Observer) 
Andy Mumby (Observer) 
Steve Hepworth (Ongo) 
Kevin Hornsby (Ongo) 
Melvin Kenyon (Ongo) 
Karen Cowan (Ongo) 
Wendy Wolfe (Ongo)  
Natalie Davies (Ongo) 
Evelina Paulauskaite (Ongo) 
Sarah Dent (Ongo) 
Ollie Mortimer (Ongo) 

 
1. Welcome, Apologies & Housekeeping 

Wendy welcomed everyone to the meeting. She explained that she was chairing as Colin, 
who was due to take on the role of Acting Chair, is taking a break from volunteering. 
 
Ian had been successful in his application for the role of Acting Vice-Chair until the group’s 
AGM in June. 
 
Apologies had been received from Ryan North, Jim Newcombe, Joyce Wright, Maria 
Havercroft, Ron Weller, Tracey Bain, Eddie Stringer and Paul Smith (Observer). 
 
Wendy explained there were two observers in the meeting –Brynie and Andy. All members, 
observers and staff present introduced themselves. 

 
2. Minutes & Actions of previous meeting 

Wendy provided an update on the actions from the previous meeting in January: 
• The STAR Response Plan presentation had been sent out with the meeting minutes. 
• Dawn Hill had been due to attend this meeting to discuss the above plan in more detail, 

but it had been agreed to hold two focus groups instead. One will be for all involved 
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tenants and the other will be for the wider tenant base. Dates and times will be sent out 
when confirmed. 

• The relevant documents had been sent out in advance to attendees for the focus group 
held to discuss the tenant satisfaction measures  

 
The minutes from the previous meeting were approved as a true record – Tony and Keith 
proposed, Tim and Jill seconded. 

 
3. Treasurers Report – Jill Milner 

Jill gave a verbal report and explained there had been the usual payment for Internet and 
travel over the previous month. The only extra expense was the thank you card and flowers 
sent to the previous Chair Avril. 
 
No questions were raised. ACTION: It was agreed that a copy of the report will be sent out 
with the minutes from this meeting 
 

4. Board Observers – Wendy Wolfe 
Wendy advised that the next Group Common Board meeting would take place on 
Wednesday 11th May 2022 at 2.30pm at the Ongo House Boardroom or via Teams. Three 
members from CV can observe the meeting, anyone who is interested is to notify Customer 
Engagement (CE) in advance.  

 
Decision Item: 
5. Complaints and Feedback Policy (Annual Check) – Kevin Hornsby 

Kevin delivered the report in Becky’s (Customer Experience Manager) absence. He 
explained this was a yearly review, and that the policy had originally been reviewed and 
amended last year to align and comply with the Housing Ombudsman Complaints Handling 
Code. 
 
There were no significant changes, with the only alteration being detailed in section 4.4 of 
the report included as part of the meeting paperwork. It was also proposed to move to a 3 
year review for the policy. 
 
A member said the policy covered everything well, in particular item 4.6 and the inclusion 
of complaints through social media platforms. He suggested that the words, ‘in writing’ be 
added to section 3.11.  
 
Another member suggested, ‘or if new evidence has been found’ could be added to section 
3.4.  
 
All members approved the proposed changes to the policy and for it to be moved to a 3 
year review. 
 
Kevin agreed to make the changes and these would be included in the final version of the 
policy.  
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Discussion Items: 

6. Performance reports – Natalie Davies 
Natalie shared her screen showing the Balanced Scorecard. She explained that it shows 
Ongo’s performance from previous months, in the year so far and the previous year’s 
figures as a comparison. The document included in the paperwork covered performance 
information from April to December 2021. 
 
Natalie explained the performance indicators and their results for: Complaints, Customer 
Service, Tenancy Services, Income Management, Empty Homes, Repairs and Maintenance, 
Development, Employment Support, Ongo Recruitment, Compliance and Customer 
Engagement. Full details had been included in the meeting paperwork. 
 
On the Customer Experience section, Steve asked the reason why it showed as nil Out of 
Hours (OOH) calls in both September and October 2021. Natalie explained she was unsure, 
but that she would check with Becky and will feedback. 
ACTION: Natalie to provide an update on the figures for this. 
 
A member asked about the percentage for satisfaction on tenants being kept up to date 
with what was happening throughout their ASB case. He felt this figure was very low and 
felt that it needs to be a priority to have this communication with tenants. Kevin agreed 
that improvements were required. There is a new operating model in place that includes an 
extra Community Resolution Officer and a new ASB toolkit that will be coming out soon. 
 
Steve asked about the amount of tenancies terminated and commented that the figure is 
high this year compared to 2021. Kevin believed this was due to the Covid lockdowns, and 
that the current total is on par with the average for the housing sector. He explained that 
we will soon be looking into a Tenancy for Life project that is designed to reduce the level 
of terminations. 
 
The current level of rent arrears is high largely because of Universal Credit. Kevin offered 
reassurance and said that we are on track to achieve our year-end target. The team are 
doing proactive work to combat debt, and there is monetary and budgeting advice in place 
for any tenant who may be struggling. 
 
A member remarked about a recent ready-to-let empty homes inspection they had done as 
part of Tenant Inspectors and the standard of cleanliness. Natalie said that Lettings 
Officers are empowered to report any issues when they inspect prior to a new tenant 
moving in, even if it means the target of re-letting the property isn’t achieved due to 
additional work needed. Kevin added that there are now new ways of working introduced 
and additional resources in the team with two new Empty Homes Co-ordinators and six 
new multi-skilled trade operatives. This means more people working on empty properties 
 
It was agreed that a spotlight report on empty homes, including findings and themes from 
inspections, would be included in a future CV meeting. 
ACTION: Report to be presented at a future meeting. 
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Karen explained that the repairs and maintenance information, in particular the average 
amount of days it takes to complete a standard repair, had informed the latest Resident 
Scrutiny Panel review topic.  
 
A member asked about the improvement work that has been taking place in Westcliff and 
whether any performance information could be provided on this. Natalie said this can be 
arranged. 
ACTION: Natalie to provide information and share with the group. 
 
Members were asked for their views on performance generally, in particular repairs which 
is the service area where we receive our largest amount of complaints. One member 
complimented the quickness of a job they’d had done recently, whilst another member 
raised that they hadn’t had their warranty checks done yet in their new-build property and 
that has meant that he can’t do any decorating until this is done.  
ACTION: Wendy to find out the information and update the member.  
 

7. Smart Home Technology (Presentation) – Evelina Paulauskaite 
Evelina shared her screen and went through the presentation and reminded members 
about the summary document that was included within the meeting paperwork. The 
information included details about the work that will look into using Smart Technology in 
tenant’s homes.  
ACTION: A copy of the presentation to be sent out with the minutes. 
 
Two members expressed initial concerns about their personal information and data 
privacy. Evelina reassured members that protecting this would be a priority in the project. 
 
Another member asked about the timeframe and costings. Evelina explained that there is 
no set time period for when we will be introducing this. We are still at the early stages with 
lots of consultation and testing to be carried out before any decisions are made and, 
currently, we are seeing what options are available.  
 
A member also explained that he had issues with a smart meter due to his Wi-Fi and asked 
if this technology would encounter similar problems. Evelina said that we will be looking 
into solutions that wouldn’t necessarily need to be run via Wi-Fi. 
 
Steve added that the technology is starting to become available, and there are many 
different ways of using and implementing this. He stressed that we would be carrying on 
this conversation with tenants throughout. Karen also said that we wouldn’t decide on any 
new technology without testing it first, and that we would look at piloting small initiatives 
to measure the benefits and downsides. 
 
Wendy explained that this will be added as an agenda item at future meetings to keep 
members updated. 
 

8. Executive Update (verbal) – Kevin Hornsby 
 
Be a Great landlord 
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From a Covid perspective, our normal repairs service has resumed since the last meeting. 
We have now started to re-introduce face to face meetings in our offices and our receptions 
are now fully open to tenants. 
 
We remain committed to keeping tenants and colleagues safe and therefore have left face 
coverings in place when using an Ongo building and when visiting our tenants. We will 
continue to review this at our Business Continuity meetings and any other government 
announcements. 
 
We now have an agile framework in place for colleagues which means they can continue to 
work flexibly. We are also looking to make some small changes to Ongo House to create 
more engagement areas and to maximise the space. 

 
Rent increase decision – at the January meeting we discussed the potential rent increase  
options for Ongo of potentially Consumer Price Index in September (3.1%) plus 1%  
increase so 4.1% in total. This proposal went to our Group Common Board in January 
where Board agreed the 4.1% increase to enable Ongo to continue delivering its services 
and increased costs. Ongo will also be putting in place a tenant hardship fund that will be  
managed by our Income Collection team as well as more proactive work around  
affordable lending and debt advice. 
 
Our dementia scheme, Myos House, was recently shortlisted at The National Innovation 
Awards. Although it didn’t win, it was still nice to be recognised and shortlisted. 

 Quality homes - Empty Homes Supervisors have been recruited. They will focus on the day-
to-day activities in our empty homes and will ensure targets/timescales and standards are 
met. Along with the two new co-ordinators and six new trade operatives, the immediate 
plans are to get all the new recruits in place and working in the new way to reduce the 
turnaround time on empty properties. Also, we will use the period before termination to 
carry out pre-inspections for work and ensure that we have the required information 
available as early as possible. 

 
9. LGBT History Month – Tim Mills 

Tim explained what LGBTQ+ means, the background behind it and how he wants to celebrate 
the achievements of this part of every community. He said it’s important to remember the 
fight they have had to gain acceptance and learning from the past to inform a positive future.  

 
The LGBTQ+ situation in the UK is largely positive, but there is still work to do to reach out 
to some communities and other countries to stop any prejudice. Tim finished by emphasising 
four key points – to learn, to remember, to celebrate and to act. 

 
Wendy thanked Tim for his enlightening and heartfelt words. 

 
Information Items: 

 
10. Customer Engagement Activity Update (verbal) – tenant reps 
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Resident Scrutiny Panel – Wendy explained membership is low. Due to this fact, if there are 
any CV members who would be interested in taking part in the latest investigation (already 
started), then please come forward to get involved. We will be asking those members not 
present at the meeting as well. CE continue to promote this panel and look at recruiting new 
members. 
ACTION: Members of CV interested to notify Customer Engagement. 
 
Environmental Champions focus group – a focus group with Barrie (Sustainability & 
Carbon Reduction Manager) and our current Environmental Champions had taken place to 
discuss new homes, improving existing stock and electric vehicles. This is one aspect of the 
environmental consultation work that we will be carrying out as we try to get as much 
feedback from tenants as possible. There are a few more Environmental Champions about 
to sign up and a similar focus group will be set up to get their input.  
 
Tenant Satisfaction Measures focus group – Tim gave an update and detailed the 
background behind the proposed measures from the Regulator for Social Housing. It has 
been an effective meeting in getting tenant feedback on the measures, and Wendy added 
that a staff focus group had also taken place. All the feedback will be collated and sent to 
the Regulator by their deadline of Thursday 3 March. 
 
Wendy also explained how CE staff had recently attended national webinars on these 
measures, and how far ahead we are in terms of consultation and implementation 
compared to some other housing providers. Karen assured members that we have already 
put the vast majority of the proposed measures in place; some of these are in the 
performance information that we share on our public website.  
 

11. Customer Engagement (CE) update – Wendy 
CV performance information  
Total number of tenants engaged during January - 319 (this includes our involved groups 
and meetings, survey responses, new expressions of interest and the amount of clicks, 
likes, comments and shares/retweets we got on our social media posts throughout the 
month) 
Total number of people involved under the age of 30 - 30 = 9.4% of all those involved. 
Expressions of new tenant interest in January - 12 (four are to be contacted to discuss 
further, four would like to observe CV, two for community groups and two for Tenant 
Inspectors). 

 
Tenant Inspectors 
Have been completing their inspections for empty homes digitally, using the My Home app 
which has worked well. We are now working with ICT to include the estate and green space 
inspection forms on My Home, which will give them the option to use digital for all the 
inspections. Hard copies will be available for those who don’t use digital methods. 

 
Focus group meetings  
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The next meeting due take place is to discuss a draft Asset Management plan. This will 
take place on Monday 7 March at 1.00pm to 2.30pm, members are asked to let CE know if 
they are interested in attending. 
ACTION: CV members to contact Customer Engagement with names for attending this 
meeting, 
 
CV branding 
Photos had been shared with Creative Bridge to include younger people in the promotional 
material for tenant involvement. However, the first proof showed these aren’t in the 
correct format. We will therefore need to do these again with a professional photographer 
when restrictions have improved. 
 
Survey for members 
A survey was sent out to members asking for their thoughts on the CV meetings, e.g. 
running and effectiveness etc. There was a low response received with some individuals 
having difficulties completing them on line. We are putting this on hold for the time being 
until some of the newer people have attended more meetings, and we can look at doing 
this during the next Team Building session we will be holding for all members of CV. 

 
CV training Schedule 
Health & Safety around the home - this will be planned when we can meet face-to-face 
again. 
 
Tpas events calendar - sessions available for volunteers will be shared with members via 
email and on the CV Facebook group. These are a great way to meet other tenant 
representatives from different organisations and learn from others. 
 
Trafford Hall – there will be training available in the future which will be shared with 
volunteers. Members to contact CE if they would like to attend any of the sessions. 
 
CE promotion – to help raise awareness about the groups and recruit new members 
Presentations to teams – CE Officers have attended recent team meetings with: Tenancy 
Services, Communities, Lettings and Customer Experience. This has resulted in more joint-
working on improving engagement with residents at Market Hill and in the Crosby area. For 
example, CE Officers will be attending a multi-agency drop-in event that will take place at 
the library in the Crosby area on the first Tuesday of each month starting in April. 
 
Community drop-in sessions – these are being planned and will include staff from different 
service areas to help promote information and engage with tenants. 
 
Neighbourhood Environmental Days – meetings have been held with staff to identify areas 
that will benefit from these in 2022. These include Allenby Close (Lincoln, multi-agency), 
Earls Walk (Scunthrope), Greenfields (Goxhill), Overton Court (Barton), Haxey and 
Beechway/Lincoln Gardens area. They will also be held at some retirement schemes later in 
the year. 
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We are working in partnership with Communities and other teams to help plan the ‘We Care 
Days’ in Westcliff – these will take place during April, July and September (three days each 
month). Staff volunteer time to help out at these events and are visual on the estates for 
tenants to chat to. 
 
Working with North Lincolnshire Council who are engaging with tenants in the Riddings area 
to find out what improvements can be made to facilities available for local residents. Further 
meetings are due to take place. 
 
Community groups 
HALMA, Grangefield, Warley Road and Westcliff are producing videos to apply for the Ongo 
Community Grants funding. The groups are now planning more activities in their 
neighbourhoods – for example, Market Hill are planning a multi-agency event in April 
including staff from Ongo, the Police, Safer Neighbourhoods etc.  
 
Warley Road are in the final stages of funding from North Lincolnshire Council (just under 
£50,000) to improve the Healey Road playing field. This will include the installation of 
exercise equipment and a caged area to be used for football, basketball etc. 
 
Environmental Champions  
There are 11 Champions in all – four are established, four have inductions booked and three 
are waiting to confirm. The areas covered at the moment are Kirton Lindsey, Barton, Brig, 
Crowle, Westcliff and Lodge Moor. 
 
Tenant volunteer videos 
We are planning to do more of these to promote on the main Ongo Facebook and Twitter  
pages, if any members would be interested in doing one, please get in touch with the CE 
team. These are a great way for volunteers to share their experiences and help  
promote what you do. 
 
Social media training 
There has been a delay in sending the questionnaire out, we will be doing this over the next 
few weeks to help gain views from volunteers on what they would like to learn more about. 
 
Key News & Publications Panel 
The next edition will be a digital version to be published on Friday 25 February. This will  
include articles to promote CV & RSP. Using information from the survey responses we  
have two people who are now interested in joining the Publications Panel. 
 
InvolvedWithOngo postcard 
This is being updated to include a QR code that can be scanned which will take people  
direct to the CE handbook. This will allow people to read what opportunities are available  
straight away instead of information being sent out separately. 
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Digital Tenants 
The two-year programme with this group has now ended, and a meeting has been  
arranged with staff to see about promoting a further programme. 
 

12. Any Other Business 
Steve mentioned that, with Ongo’s meeting rooms opening back up again, if it had been 
considered about holding future CV meetings face-to-face. Wendy confirmed that the CV 
officers had already asked for face to face to be reintroduced for meetings in 2022, and 
said that the next meeting would be a blended one (Using Microsoft Teams & Face to Face). 
 

13. Date and Time of Next Meeting 
  The next meeting is due to take place on Monday 14th March at 1:30pm. Members can either 
  attend face-to-face at Ongo House boardroom or can join digitally via Teams. The meeting     

pack and link will be sent out nearer the time. Any members who can’t attend are asked to 
send in their apologies. 
 

14. Action Plan 

 Action Who Update 
1. Treasurers report to be sent out to 

members. 
Jill 
Milner/CE 

Copy of the report included with the 
minutes. 

2. Performance information for Out of 
Hours calls, shows 0 for both 
September and October 2021. 
Natalie agreed to provide the 
missing data. 

Natalie 
Davies 

Missing figures to be provided at the 
next meeting in March. 

3.. Spotlight report on empty homes 
to be included at a future meeting. 

Wendy 
Wolfe 

To be included on the agenda for a future 
meeting. 

4. Performance information on 
Westcliff regeneration work to be 
collated and shared with members. 

Natalie 
Davies 

To be included on the agenda for a future 
meeting. 

5. Find out when warranty checks are 
due to be completed in a members’ 
new-build property. 

Wendy 
Wolfe 

The CV member has been contacted by 
email to let them know the outcome 
from this. 

6. Smart Home Technology 
presentation to be shared with 
group. 

Customer 
Engagement 
Assistant 

Copy included with the minutes. 

7. RSP review on Average days to 
complete standard repairs is now 
starting. Due to low members on 
the panel, CV were asked for 
names who would be interested in 
taking part, to contact CE. 

CV members Update to be provided at the next 
meeting in March. 

8. Focus group meeting to discuss 
the Asset Management plan to 
take place on 7th March, at 
1.00pm. CV members are invited to 

CV members Update to be provided at the next 
meeting in March. 
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take part and notify CE of names 
interested. 

 
 

Community Voice Contact details: 
Colin Cranidge (Acting Chair) – Mobile: 07780 644455 

Email: cranidge@hotmail.co.uk 
 

Ian Mills-Bulleyment (Acting Vice-Chair) – Mobile: 07429 108051 
E-mail: millsbulleyment@gmail.com 

 
Jill Milner (Treasurer) - Mobile: 07746 124253  

E-mail: jillmilner6@hotmail.com 
 

Vacant (Secretary) – Mobile: 
E-mail:  

 
121 Taxis – Telephone: 01724 355555 
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