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Community Voice  
Minutes 

Blended meeting – The Board Room, Ongo House and Microsoft Teams 
 

Date:        Monday 14th March 2022 

Time: 1:30pm to 4pm 

Chair: Wendy Wolfe 

Present:  Tim Mills 
Keith Lumbers 
Stewart Pearson 
Tony Sanderson 
Ryan North 
Jason Ladley 
Edward Stringer 
Dawn Johnson (Observer) 
Andy Mumby (Observer) 
Anita  Evans (Observer) 
Steve Hepworth (Ongo)  
Kevin Hornsby (Ongo) 
Melvin Kenyon (Ongo) 
Karen Cowan (Ongo) 
Wendy Wolfe (Ongo)  
Kassandra Boothby (Ongo) (Minutes) 
Helen Wright (Ongo) 
Becky Johns (Ongo) 
Dawn Hill (Ongo) 
Barrie Billinghay (Ongo) 

 
1. Welcome, Apologies & Housekeeping 

Wendy welcomed everyone to the meeting. 
 
Apologies had been received from Jill Milner, Jim Newcombe, Joyce Wright, Maria 
Havercroft, Ian Bulleyment, Ron Weller and Tracey Bain. 
 
Wendy explained there were three tenant observers in the meeting: Dawn, Anita and Andy. 
All members, observers and staff present introduced themselves. 
 
Wendy announced that since the last meeting Tim has left the board.  He will instead focus 
his time on getting involved with the Resident Scrutiny Panel and will support Community 
Voice by becoming the Acting vice Chair until the AGM in June.  Ian is in full agreement 
with this and stepped down as Acting vice Chair to enable this to happen.  
 

2. Minutes & Actions of previous meeting 
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Wendy provided an update on the actions from the previous meeting in February: 
 
• The action from the last meeting about the treasurer report is now complete. 
• An update on the performance of Ongo Homes out of Hours service – the statistics were 

NIL for both September and October 2021 which was due to the contractors switching to 
a new system. The Customer Experience Team have been working with the contractors 
after identifying some issues with the phone lines and contact handling with 
customers.  This occurred due to them having to transition phones to home working 
during lockdowns.  To help improve this they have now changed their provider and phone 
system. 
Over previous months while they were doing this it affected our reporting, which is why 
information in the BSC for Sept & Oct hadn’t been updated.  This has been rectified now 
and a significant improvement in the call handling performance has been seen.  
Average call waiting times:  November – 18 Seconds, December – 14 seconds 
Number of out of hours calls: November – 436, December - 123 

• An agenda item around the work taking place on Westcliff estate to be added to the 
April meeting agenda. 

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

 
3. Treasurers Report – Wendy Wolfe on behalf of Jill Milner 

No questions were raised in relation to the last report 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 11th May 
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.  A reminder about this will also be given at the next meeting in April.  
 

Discussion Items: 
 

5. Complaints Learning – Becky Johns 
Becky delivered the report and gave a brief overview of recent complaints and the learning 
from them.  She explained a recent failure on Ongo’s behalf where there were pests in the 
property in which had failed to be rectified in a timely manner.  This complaint went 
through the full process, and this has now been recognised as a learning opportunity. 
During this process the following had been highlighted; lack of clarity across people and 
teams on procedures when an infestation is reported, more in-depth research needed on 
contractors to report any infestations, lack of responsibility taken for this complaint and 
human error.  To ensure that this is avoided in the future the procedures and policies have 
been checked and reviewed, complaints are handled by trained staff, the Property Triage 
Officer will be responsible for the overview of infestations, and more training has been 
given to Senior Leaders.   
 
A member commented on the good result from the learning curve that this has resulted in 
and asked if the outside contractors were giving written reports when work was being 
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done.  The response was that historically the reports had been verbal, however due to the 
lack of evidence for this complaint, the future plan is to insist that the reports are written 
to create an audit trail.   

 
6. Customer Services Directorate Update – Becky Johns 

Becky shared her screen to show members a presentation and provide an update on the 
Customer Services Directorate.  Becky explained that the coaching in which staff had 
recently attended training for had started to be implemented and that this helps tenants by 
giving them control on how to deal with their issues.  This approach is helping tenants to 
help themselves more. 
 
Members were happy with how the coaching had been implemented and enjoyed the 
aspect of giving more customer empowerment.  
 
Another member expressed their initial concerns with how many options there are on the 
telephone menu, however after understanding the filtering process behind this they 
accepted that this helped to lower the waiting times to speak to an advisor.  
 
An issue was raised around the lack of understanding from some staff at Ongo around 
health and mobility issues.  This occurred when a tenant phoned in with a repair request 
and was asked to follow instructions provided from the advisor over the phone to rectify 
the issue (in this case to reset the pressure on a boiler).  It was acknowledged that there 
are some tenants who aren’t able bodied and perhaps can’t physically do these tasks, 
therefore the right questions need asking when dealing with phone enquiries.  The 
members expressed their concerns that vulnerable tenants may not be highlighted on the 
system, or that they are not checking the system and the need to make the advisors aware 
of this issue.  ACTION: It was agreed that staff would be made aware about this, and the 
questioning they use. 
 
Becky explained that where appropriate (e.g., a customer is physically and mentally able), 
there is a system technology that sends a link to the tenant; therefore, the advisor sees 
what the tenant sees and can then guide them more efficiently.  This technology will then 
in turn allow more time capacity for the more vulnerable tenants to get appointments and 
be seen quicker by the out of hour’s service.  
 

7. Ongo’s Approach to Anti-Social Behaviour (ASB) – Helen Wright 
Helen Wright shared her screen to show a presentation on Ongo’s approach to ASB.  She 
highlighted that this was about improving the customer’s journey with Ongo and was 
measured by a customer satisfaction survey.  
 
Helen also explained to the members that feedback from tenants has said that Ongo are 
very process driven.  This feedback has enabled Ongo to evolve into a different way of 
working now to make the process better for the tenant and not what is easiest for Ongo. 
This has in turn improved tenancy services due to tenancy feedback.  
 
No questions were asked; however, it was agreed that this would be brought back to 
Community Voice in 6 months’ time to benchmark the success of this new way of working.   
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8. Net Zero – Barry Billinghay 

Barrie talked through a presentation with the members explaining how Net Zero with be 
affecting Ongo in the future.  He highlighted that by 2030, there will be no new petrol or 
diesel cars being made and sold from manufacturers.  As it stands now, hybrid and electric 
car sales are increasing, however Barry is looking at how to collate data on electric car users 
as he has not come across many to date.   
 
Barrie asked members what they wanted Ongo to focus on in regard to being zero carbon 
and would they use the public transport links if they were better and reduce the use of cars 
more.  
 
A member asked about charging points for the electric/hybrid cars.  These could be fitted in 
Ongo’s new build schemes, however there are no funds from North Lincolnshire Council for 
installing them in current Ongo homes and buildings.  This area is something that Barrie is 
looking into more. 
 
A member reported that they were refused the installation of a free charging point for their 
car due to the grass being a communal area.  Barrie explained that this type of issue could 
be looked at when North Lincolnshire Council create a Net Zero working group in which 
Ongo will be taking part in.  
 
The members agreed that Net Zero should be a regular item on the Community Voice agenda 
from now on. ACTION: to be included as an agenda on a quarterly basis for future meetings. 

 
9. Executive Update – Kevin Hornsby 

 Offer Quality Homes  
 

The Maintenance team have now finalised the new structure in the Empty Homes team and 
have put in place initial changes to the working practises and processes for delivering 
voids within the target times. We are working hard to utilise the void time to its maximum 
including carrying out initial pre termination inspections to determine works required and 
planning to be put in place as early as possible.  A team based approach is then applied 
aiming to visit each property once and complete all works instead of multiple visits by 
individual trades over a period of time.  The team is engaged and working well although an 
increase in the level of terminations over the last few weeks has impacted performance.  

We are now working normally to deliver urgent and non-urgent repairs and expect 
numbers to start coming down over the coming weeks.  Over 2,200 repairs were completed 
in February and the average time to complete a non-emergency repair was 32 days. 

We have brought 219 completed units into our ownership this financial year, including the 
flagship dementia care scheme in Scunthorpe, Myos House, the MTVH stock transfer in 
Lincoln, Station Road, Scunthorpe and the open market sale development at East Lane, 
Corringham.  Presently there also remain a further 125 new homes at varying stages of 
construction on site. 
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Amongst these currently on site are 41 new homes at Broadwater Drive in Doncaster, 25  
homes at White’s Wood Lane in Gainsborough, and another site of 40 homes at Coates 
Avenue in Winterton showing our position as a regional developer. 

Our carbon neutral pilot development of eight new homes in Westcliff has commenced on 
site in March 2022.  The rest of the future pipeline of schemes is looking strong, with a 
number of bids to the Affordable Homes Programme 2021-26 being worked on in 
partnership with Homes England. 

Being a great landlord 

The new Customer Services operating model continues to be a success through new ways 
of working around getting things right at the first point of contact.  Our new triage roles 
are enabling most enquiries to be dealt with in the initial customer contact (property 
issues 75% of the time, and tenancy issues 54% of the time). This is a big achievement 
particularly for tenancy issues where previously all incoming enquiries were referred on 
to the tenancy team. 

We are currently working to implement a 12 month trial using augmented reality / remote 
assistive technology.  The Customer Experience team will be using this technology at the 
first point of contact in areas such as damp and mould reporting and repairs reporting. 
This will enable us to identify major issues that need addressing in our tenants homes 
more effectively at the first point of contact.  It will also help our customers to self-
resolve and reduce trade call outs that are not needed freeing up more time for other 
visits.   It will encourage cross team working and diagnoses of issues on one video call. 
During the trial we will look to see what other areas of the business we can use this 
technology to improve our services for our customers.   

The number of complaints received in the year to date is 29% less than the previous year. 
This is a result of the work conducted by the Customer Teams who have prevented 352 
complaints by resolving the issue immediately at the first point of contact. The Customer 
Resolution Team are recording themes of learning which will be used to improve services 
for our customers.   

Our rent collection continues to be very good and at the time of writing this report stood 
at £705,311 vs our target of £650,000.  We remain confident to deliver the year-end 
target and are leading the way for the sector in this area.  We have experienced some 
contact for tenants upon receipt of the rent increase letter looking for more support and 
the team are working to prioritise these cases across the directorate.   The hardship fund 
is now in place with teams briefed and guidance now in place including changes to our 
call handling process to enable our advisors to refer cases to our Income team.  We are 
working closely with the Citizens Advice Bureau to maximise debt advice and have also 
now got in place our incentivised credit union savings scheme that will be launched in 
April. 
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Information Items: 

 
10. Customer Engagement Activity Update (verbal) – tenant reps 

Asset Management Plan Focus Group – This group discussed the draft Asset Management 
Plan presented by Pete Stones.  They talked through the 6 key elements in the plan and what 
members felt the priorities should be on this.  The plan will focus on safety, compliance, 
growth, and investment in the environment.  Pete is already working on the carbon agenda.  

Tenant Inspectors – at their last meeting they went through the inspections completed  
during January and February – 15 inspections were carried out (eight combined green- 
space and estate inspections and seven ready-to-let empty homes), with four receiving a  
gold star rating, eight green, two amber and one red.  All issues were fed through to the  
relevant teams, actioned and discussed at the meeting.  Following the 3-month trial of the  
virtual empty homes inspections it has been agreed that these will continue and will 
provide an option for both physical and virtual inspections to be completed.   
 
One new observer attended the meeting and Keith was elected Chair of the group. 

 
A member asked if there was a specific person who inspected properties that had been 
adapted for tenants who had limited mobility to ensure that they are suitable.  This is not 
something that has been accommodated to date, however it was agreed that it could be 
looked at in the future.  ACTION: To be considered at a Tenant Inspector’s meeting. 
 
Housing Ombudsman Working Group Update - Tim Mills 
After an email conversation with the Housing Ombudsman, Tim informed the committee of 
the feedback he had received.  Ongo are ahead in the work they have been doing and the 
Housing Ombudsman has suggested that he will be putting together a podcast for the 
Complaint Handling Code and would like to speak to Ongo tenants to show what Ongo 
have been doing in regard to self-assessments and best practice.    
 

11. Customer Engagement (CE) update – Wendy 
CV performance information  
Wendy gave an overall update on working groups and informed members on the number of 
tenants that Ongo have engaged with in the month of February. 
 
Total number of tenants engaged during February - 283 (this includes our involved groups 
and meetings, survey responses and new expressions of interest) 
Total number of people involved under the age of 30 - 23. 
 
Expressions of interest during February – 9 (these were for Environmental Champions, 
and the Market Hill group). 

 
Working with other teams to help with consultation - staff carried out a door knock and 
survey with tenants who have air source heating to find out their views on how it works and 
the costs of it.  A total of 126 were visited, 46 completed the survey during the visit, 80 
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were left with postal surveys and the closing date for returns was 11th March.  52 tenants 
are being contacted by phone. 
 
Lincoln Court Retirement Scheme – works are due to commence on a new heating system, 
and a consultation meeting with tenants is taking place during March. 
 
Procurement & Tenders – tenant volunteers were asked to get involved in the procurement 
process for some tender work, recently the Decent Homes has involved tenant reps.  We 
are now looking at other volunteers who would be willing to take part in future 
procurement exercises.  Support will be provided to those who would like to be involved. 
Names have been received for this and a meeting will be arranged to discuss the process. 
ACTION: Meeting to be arranged and invites sent to members who have expressed their 
interest. 
 
Wendy informed members that community drop-in sessions and Neighbourhood 
Environmental days are taking place during 2022; these will involve other staff from 
different teams and external agencies.   
 
Arrangements are being made to hold a Tenant Conference which is taking place on 1 June 
2022 at the Wortley House Hotel.   
 
The Ongo Carnival will be going ahead this year on 3 August 2022 after a two-year gap due 
to Covid-19 restrictions.  More details will be provided on these events nearer the time. 
 

12. Any Other Business 
The members asked for less acronyms to be used in future reports.  

 
A member asked if Ongo will be helping with the situation re Ukraine refugees.  Members 
were informed of a meeting that will be taking place with North Lincolnshire Council and 
advised that an update can be provided once this meeting has taken place.   
 
Karen asked the observers of this meeting if the meeting was what they had expected.  The 
observers explained that it was more friendly and involved than they had expected. 

 
13. Date and Time of Next Meeting 
   The next meeting is due to take place on Wednesday 13th March at 9:30am.  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 to be included with the 
minutes. 

2. Customer advisors to check the 
system to identify whether any 

Becky/CET Customer advisors to be reminded of 
process re vulnerable tenants. 
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tenant vulnerabilities are 
highlighted. 

3. Net Zero to be included as an 
agenda on a quarterly basis for 
future meetings. 

CE  

4. Inspections on adapted properties 
to be considered, involving a 
disabled tenant with limited 
mobility. 

Lettings/CE To be considered at a Tenant Inspectors 
meeting. 

5. Procurement & Tender process 
involving tenant volunteers.  

CE Names put forward to the Procurement 
team, meeting to be arranged. 

6. Attendance the next CV meeting in 
April. 

All Members to notify Customer 
Engagement about their attendance and 
if this will be face to face or digital. 

 
Community Voice Contact details: 

 
Colin Cranidge (Acting Chair) – Mobile: 07780 644455 

Email: cranidge@hotmail.co.uk 
Tim Mills (Acting Vice-Chair) – Mobile: 07583032117 

E-mail: hunkytim@msn.com 

Jill Milner (Treasurer) - Mobile: 07746 124253  
 
 

E-mail: jillmilner6@hotmail.com121 Taxis – Telephone: 01724 355555 

mailto:cranidge@hotmail.co.uk

