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Community Voice Meeting Minutes 
Ongo House Boardroom and Microsoft Teams 

 
Date:        Wednesday 13th April 2022 

Time: 9:30am to 12.30pm 

Chair: Tim Mills 

Present:  Tim Mills (Acting Vice Chair) 
Jill Milner (Treasurer) 
Keith Lumbers 
Stewart Pearson 
Tony Sanderson 
Andy Mumby 
Eddie Stringer 
Jim Newcombe 
Ron Weller 
Dawn Johnson 
Anita Evans 
Tracey Bain 
Christine Osimbo 
Steve Hepworth (Ongo) 
Kevin Hornsby (Ongo) 
Melvin Kenyon (Ongo) 
Karen Cowan (Ongo) 
Wendy Wolfe (Ongo)  
Fran Rhodes (Ongo) 
Ollie Mortimer (Ongo) 

 
1. Welcome, Apologies & Housekeeping 

Tim welcomed everyone to the meeting, and all present introduced themselves. He 
explained to the newer members how the meetings work and encouraged them to ask any 
questions.  
 
Apologies had been received from Ryan North, Joyce Wright, Maria Havercroft, Mo Weller, 
Ian Mills-Bulleyment and Paul Smith (observer). 
 
Members were reminded not to raise any personal issues during the meeting, these could 
be written in the enquiry log or sent to Customer Engagement (CE). 
 
Tim went through some housekeeping and explained what to do if the fire alarm sounded. 
 

2. Minutes & Actions of previous meeting 
Wendy provided an update on the actions from the previous meeting in March: 
 



Page 2 of 11 
 

• Customer Advisors had been reminded of the process for checking any tenant 
vulnerabilities on the ICT system 

• Net Zero will be included on the agenda every quarter (three months) 
• Wendy had spoken to the Lettings Manger regarding inspections of adapted properties 

involving a tenant volunteer who is a wheelchair user. Ollie (CE Officer) will speak to 
the volunteer and amend the current inspection form so these inspections can take 
place 

• A meeting had taken place with the Procurement team with six tenant volunteers 
agreeing to be involved in future tender process work 

 
Wendy reminded members that, when they are invited to attend meetings, to let the 
Customer Engagement team know if they will be attending in-person or via Teams. This 
will help to know who to expect and what method people are using. 

 
Regarding the adapted properties inspections, a member mentioned that Occupational 
Health identify what adaptations are needed to suit an individual. Wendy said that it is also 
important to have a tenant’s point of view to make sure they are fit for purpose. 
 
The minutes from the previous meeting were approved as a true record – Jim proposed, 
and Dawn seconded.  

 
3. Treasurers Report – Jill Milner 

The report included in the meeting paperwork was the final one for the financial year, as 
the accounts are now with Finance for checking ahead of the Community Voice AGM in 
June. There were no questions raised.  
 
Jill explained to the newer members that the group have their own budget which pays for 
travel expenses for CV meetings and training. Members can contact Customer Engagement 
if they would like an expense form. 
 
Tim thanked Jill for all the work on the finances over the last year and for making them 
easy to understand. 

 
4. Board Observers – Tim Mills 

Tim advised that the next Group Common Board meeting would take place on Wednesday 
18th May 2022 at 2.30pm at Ongo House Boardroom or via Teams. Three members from CV 
can observe the meeting, anyone who is interested to notify CE in advance. Dawn 
expressed her interest in attending. ACTION: Details will be passed onto the Governance 
Team. 

 
Decision Item: 
5. Consumer Standard self-assessments – Karen Cowan 

Karen began by detailing that Ongo is regulated by the Regulator for Social Housing (RSH), 
and there are certain standards to meet. These include the four consumer (customer) 
standards which we have to self-assess against each year. CV had previously been involved 
in self-assessing against two of the standards but all are now being presented to the 
group. 
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The previous self-assessment against each standard, along with a report, had been 
included in the meeting paperwork prior to being updated. Karen asked members to 
identify any changes since the previous self-assessments and advise of anything additional 
that needed including. She also asked members to agree that they are assured that we are 
meeting these standards. 
 
Tenant Involvement and Empowerment Standard 
This covers our customer service, how we engage and involve tenants, and topics such as 
complaints and Equality, Diversity and Inclusion (EDI). 
 
Karen asked the newer members if they had been told about the tenant involvement 
opportunities at Ongo. One of the members explained that they had been informed from 
the day they moved in. 
 
She also asked if there was anything different that Ongo should be doing. A member said 
that her experience of being involved had been great so far, whilst a fellow member said 
that people who live near him had felt in the past it was an ‘us and them’ culture. However, 
these residents are now learning how we can work together and be involved. Karen asked 
all members to share their experiences of being involved with other tenants. 
 
Steve explained further about the Ongo values (partnership, drive, responsibility) and the 
Corporate Plan (to be a great landlord, to offer quality homes and to create opportunities). 
Steve meets with every new member of staff to highlight the importance of working in 
partnership and having equal, two-way conversations between landlord and tenant. He 
encouraged members to let him know if they ever feel that this isn’t happening. 
 
A member pointed out that there was nothing in the evidence box for point 2.1.11 but 
thought it was otherwise excellent. 
 
Home Standard 
The RSH want to know if we are meeting and exceeding the Decent Homes standard, if we 
offer a cost-effective repairs service, do we meet statutory health & safety requirements, 
and do we co-operate with other agencies to implement adaptations. 
 
A member thought that we use a lot of contractors and they felt this wasn’t value for 
money. Karen explained that she couldn’t comment on this personal instance highlighted 
but advised that Ongo uses contractors for specialist services if we do not have the 
expertise in-house. They are also used to enhance the work that we are doing in terms of 
providing additional capacity when required. 
 
Steve added that the Decent Homes Standard is currently under review and being 
consulted on. It will include more on Net Zero and carbon reduction, plus more detailed 
wording on national concerns such as damp & mould and disrepair issues. 
 
A member asked how recent shortages and cost increases were having an impact. Steve 
explained that it is causing some issues as costs for building materials have increased, and 
labour availability has been affected for specialist roles such as gas engineers. There had 
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been a short-term effect on the repairs service over Christmas due to staff illness, but it 
has been back to normal since. 
 
Neighbourhood and Community Standard  
This includes our grounds maintenance and grass-cutting, caretaking, cleaning on estates, 
and how we work in partnership with others such as the police to improve neighbourhoods.  
 
A member complimented the grass-cutting service, and another encouraged other 
members to talk to the Neighbourhood Services Operatives when they are working in their 
neighbourhood to ask them questions. 
 
Another member enquired if staff do estate walkabouts, and felt that a lot of what Ongo 
does is focused in Scunthorpe compared to rural areas. Karen explained that Ongo is  
getting back into doing specific days in certain areas and will be more visible in 
neighbourhoods, especially now restrictions have lifted.  
 
Tenancy Standard 
This focuses on how we let properties – do we let them in a fair and transparent way, do we 
allow people to mutually exchange, what kind of tenancies do we offer, and are they legal, 
appropriate, and fair. This is covered in the Lettings Policy which we consulted with 
tenants on and was amended in the last 12 months. 
 
All present gave assurance for the changes to be made to the self-assessments, and the 
final versions will be sent to members. 
 

6. Decent Homes Tender – Karen 
Karen delivered this item on behalf of John Baker (Procurement Manager).  
 
When Ongo is carrying out a procurement exercise for a contractor that will be customer-
facing, tenants are involved in the process. The work for Decent Homes (including the 
installation of new kitchens and bathrooms, plus re-wiring) is currently out for contract 
and several tenders have been received. Ongo is now looking to evaluate them with tenant 
volunteers. Six volunteers have agreed to be part of the next stage which will include a 
moderation meeting. In the past some volunteers have found involvement in the full 
procurement process a bit daunting and too detailed, but involving tenants in this way will 
make it easier to understand and will be a better use of their time. 
 
In relation to item 3.3 in the report, a member asked if a contractor has to be European 
Union (EU) compliant. It was stated they don’t have to be with the United Kingdom leaving 
the EU. 
 
Another member asked if we reinforce the Ongo values to all contractors and sub-
contractors. Karen confirmed yes and that service level agreements are agreed with each 
to ensure consistency. 
 
Approval was given for the six tenant volunteers to be involved in this and future 
procurement exercises. 
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Discussion Items: 
7. 6 months policy update – Karen 

Karen explained that Ongo has a schedule for policy reviews throughout each year. All 
customer-facing policies are presented to CV for final approval. 
 
A report detailing the policies that CV have signed off between April 2021 to March 2022, 
and the policies that they will be reviewing in the coming year, was included in the 
meeting paperwork. 
 
A member mentioned that policies seem to be changing quite regularly, but it was 
explained that these are live documents that are subject to revisions based on a range of 
factors.  
 
Another member explained that these policies are available for anybody who wishes to 
read them, they can be found on the Ongo website or via request to the Customer 
Engagement Team. Karen suggested that it would be useful for new members to read the 
Customer Charters, the Customer Engagement Framework and the Corporate Plan. 
ACTION: Documents to be sent to all members. 

 
Information Items: 

8. Tenant Satisfaction Measures Consultation – Karen 
The Regulator for Social Housing has proposed a range of tenant satisfaction measures 
(TSM’s), something which Ongo consulted on with involved tenants through a focus group 
and the wider tenant base via the Ongo website. The full list of TSM’s and background 
information is included in the meeting paperwork. 
 
All feedback has now been sent to the RSH. They will be analysing this between March and 
summer, with the final version due to be published and come into effect from 1 April 2023. 
 
A member asked what is classified as anti-social behaviour (ASB). Karen said that any 
behaviour that causes a nuisance is ASB. Steve expressed the importance of setting out 
what needs to be reported to Ongo and what needs reporting to the police (anything 
criminal). 
 

9. Performance information (Westcliff improvements) – Fran Rhodes 
With full details and figures included in the meeting paperwork, Fran gave a summary. 
 
Over three years ago, as a result of the Channel Four documentary Skint, Ongo and other 
agencies created a package of regeneration for Westcliff which included demolishing the 
old precinct, pubs, derelict houses and shops, and to invest in building a community hub 
(The Arc) and retail space.  
 
The Westcliff plan is now in its third and final year. Fran mentioned that the report and 
case-studies in the paperwork show the difference it has mad and she encouraged 
members to go to The Arc to see the impact and work taking place. Karen explained the 
range of support and opportunities available at this community facility, and how it is now 
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the focal point for the area and said that it has been the biggest success in bringing 
people together. 
 
Ongo does a lot of joint-working with partnership agencies such as the police, Safer 
Neighbourhoods and Humberside Fire & Rescue to tackle crime and ASB issues. Hot-
spots are identified, regular estate walkabouts take place, and a number of We Care days 
are facilitated throughout the community as well. Ongo want to ensure that its residents 
are least affected by any issues and, though there are still some problems in the 
neighbourhood, it is in a much better place than it was previously.  
 
A member asked about the Safer Streets Fund, which was £600,000 that Ongo received to 
design out crime in the Westcliff Closes and Selby Court (these two parts of Westcliff had 
high crime rates and were socially deprived). Steve explained that a lot of government 
grants are often accessible for the area, and that one of the reasons we spend money in 
Westcliff because we have the highest number of homes there.  
 
Karen mentioned the Caistor Road estate in Barton used to have a lot of issues, high 
crime rate, ASB etc, but that improved after targeted work there and the same has 
happened for Westcliff. Fran added that this learning can be taken forward into other 
areas for future work. The tenancy turnover reduced at Caistor Road, and it has for 
Westcliff too – Fran said the report shows that those residents who move out of Westcliff, 
often due so because of affordability rather than ASB. 
 
Ongo is also doing a ‘We Are Westcliff’ campaign. Engagement has taken place with 
residents, including local primary schools and over 1,000 children, and an internal 
meeting takes place every three weeks featuring representation from different 
departments to discuss what’s happening and work together as ‘One Ongo’. A member 
explained the biggest change he’s seen in the last ten years is the way that Ongo 
departments are now working closer together and are supporting one another. 
 
A pilot mental health and wellbeing improvement project has recently taken place for ten 
Westcliff residents with Scunthorpe United Football Club Educational Trust. It has led to 
one person gaining employment, and two more signing up for additional courses. 
 
A member commented that the figures were excellent especially in light of Covid. 
 

10. Executive update (verbal) – Kevin Hornsby 
Kevin explained that the rent collection continues to be very good and Ongo over-
achieved its year-end target by just over 100k (548k outstanding vs a 650k target). This 
reflects Ongo’s commitment to work with tenants to sustain tenancies through the 
correct advice and support.  Money advice was provided to nearly 2,200 tenants in the 
last year. Ongo is working closely with the Citizens Advice Bureau to maximise debt 
advice.  
 
Ongo has made some improvements in the timescale for repairs in properties and 
allocate once they are ready but will continue to focus on this area in the year ahead.  A 
large reduction in empty garages has been realised, now down to only 151. 
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Over the last week Ongo has sent out the STAR customer satisfaction survey to 4,660 
tenants and this has been done fully digitally.  So far 400 responses have been received 
back. An update will be provided at a future meeting on the feedback. Any feedback 
received will be used to resolve issues and improve services. 
 
At the last meeting, it was mentioned about a Housing Ombudsman determination where 
the draft outcome was presented to CV in March. The final determination has now been 
received with no significant changes made in the outcome so compensation of £400 will 
be paid. 
 
Kevin updated members on Ongo’s approach to supporting the Homes for Ukraine 
government initiative. There are two routes into joining the UK - the family route where 
families apply together and a visa is gained (this route in unfunded), or a sponsored route 
where a host is matched with a Ukrainian individual or family (also known as evacuees) 
and again a visa is gained for initially 6 months but could be up to three years. The 
host/sponsor can claim £350 per month maximum as a thank you payment, and the 
evacuees through the sponsored route are entitled to £200 per person paid for by the 
local authority.     
 
Ongo is working with the wider strategic partnership on this initiative and have agreed to 
lead on resettlement element of the project i.e. support for families and individuals when 
they arrive to help them settle in. This will include things like access to a GP, bank 
accounts, helping with school placements, understanding the community and culture 
etc. We will be supporting people across all tenures (not just Ongo) and this will be 
funded by North Lincs Council, with new resources having been put in place.     
 
Ongo will be providing more information to tenants over the next week or so via the 
website but are supportive of tenants taking in evacuees as long as the property is 
suitable with enough space and it will not cause a tenancy breach.  Kevin asked members 
to contact him if they had any questions, more information is also available at: 
https://www.northlincs.gov.uk/helpukraine. 
 
A member asked if a host received Housing Benefit or Universal Credit, would this be 
affected by taking in an evacuee. Kevin confirmed that it wouldn’t affect any benefits or 
bedroom tax. Another member asked if they would need to let Ongo know if they wished 
to become a host. Kevin said yes, an initial conversation would take place and then a 
permissions request.  

 
11. Customer Engagement Activity update (verbal) – tenant reps 

Resident Scrutiny Panel (RSP) – Wendy explained there are now five members on the panel, 
with one expression of interest too, which would take the panel up to full membership. The 
latest investigation is looking into the average amount of days it takes for a standard repair 
to be completed. The panel have met with staff to learn about the current process. Their 

https://protect-eu.mimecast.com/s/oe0pCJPgph0yYPiV-2Mp?domain=northlincs.gov.uk
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next meeting will focus on the draft recommendations before a final report can be 
produced.  
 
Asset Management Plan Focus Group – representatives from CV, Tenant Inspectors (TI) and 
the Property Services Panel had talked about the six main areas from the asset 
management plan. The top two priorities they agreed on were carbon reduction and the 
maintenance of properties. 
 
HQN webinar – Jill attended this webinar entitled ‘Rebuilding trust: how can landlords 
build better relationships with tenants’. She said it was absolutely fascinating and had 
featured a 23 year-old who had sorted issues he had with a housing provider and then 
helped other providers and communities to do the same. She added that being part of CV 
allows members to get involved in a range of webinars, training and conferences. 
 
Steve added that it seems that many landlords nationally are struggling with trust. For 
Ongo, it’s about understanding that things can go wrong but, if so, then recognising these 
issues and resolving them in a timely manner. A member commented how he felt Ongo are 
ahead in many ways whilst others are still learning. 
 
Another member said that there is a Housing Ombudsman Damp & Mould webinar on 
Friday 29 April. ACTION:  A link will be added to the CV Facebook group for anyone to 
access. 
 

12. CE update – Wendy 
CV performance information 
Total number of tenants engaged during March: 2,531 (mainly from the Smart Home 
Technology survey but also responses to the Key News survey, our involved groups and 
meetings and new expressions of interest) 
Total number of people involved under the age of 30: 223 = 8.8% of all those involved. 
Expressions of new tenant interest in March: 26 (these were mainly from the Key News 
survey and will be followed up) 
 
Social media posts will continue each month to help promote the groups and encourage 
new interest. 
 
Volunteer video 
There is due to be an autism awareness video from Ryan (a member of CV) going out on 
the Ongo social media channels later this month. 
 
Ongo is also looking for other volunteers to produce a video about why they first got 
involved, why others should etc, as previous videos like this have worked well and led to 
new members joining the different groups. Anyone interested should contact Customer 
Engagement. 

CV branding 
This is now complete. The posters and postcards have been printed, the website has been 
updated and social media posts will use the new branding to promote the group. 
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Key News 

The next edition (printed) will be released on Friday 27 May and will feature a promotion 
of CV, RSP and TI. The Publications Panel and relevant staff have been involved in the 
content, and the first draft is now being worked on. The survey from the February (digital) 
edition received 173 responses, and 25 respondents also said they would like to find out 
more about the involvement opportunities. These are in the process of being contacted. 
 
Complaints Monitoring Panel 
Held a meeting in March and went through Ongo’s self-assessment against the Housing 
Ombudsman Complaint Handling Code.  
 
Tenant Inspectors 
Have been completing inspections during March and April and will feedback from these 
at their next meeting in May. New tenant interest is now helping to increase membership. 
 
Working with other teams to help with consultation 
Staff are helping with some consultation with residents living in Hilary Road area. 
 
Lincoln Court 
A consultation meeting was held with residents to explain about the works due to start on 
their new the heating system. They had the opportunity to ask questions and learn more 
from Switch 2. Also a tenant rep from another retirement scheme attended to help 
explain about the changes they had experienced when they had the heating system 
change previously. 
 
Training / conferences   
The Tpas Conference is planned for 6th & 7th July. More details will be available soon. CV 
to send members to this and CE staff to attend. 
 
CE promotion – to help raise more awareness about the groups and recruit new members 
Community drop-in sessions – a recent session took place in Barton where tenants were 
given help on questions they had. Other areas to be visited include South Killingholme, 
Ulceby, Haxey (all in May) and Westwoodside (June). 
 
Neighbourhood Environmental Days – a multi-agency event was held at Allenby Close 
(Lincoln) with attendance from the local council and police. The response from residents 
was positive, saying that Ongo had done more for them since becoming their landlord – 
repairs are getting done and the neighbourhood is improving.  
 
Tenant Conference (Wortley Hotel) – this will take place on Wednesday 1 June, 10am – 
3pm. Promotion will begin after the Easter weekend. The event can host a maximum of 
100 attendees. 
 
Ongo Carnival – due to take place on Wednesday 3 August at Manor Park (Scunthorpe). 
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Community groups 
The groups are now holding events and activities in their local neighbourhoods, some 
were successful in receiving funding from the Ongo Community grants which will help to 
pay towards events. 
 
Market Hill is due to hold a multi-agency day on Tuesday 12 April which will feature reps 
from the community group, Ongo, the police, Safer Neighbourhoods and Healthwatch. 
 
CV AGM 
This has been changed from the details included on the meeting schedule. It will now 
take place between 1.30pm to 4pm on Wednesday 22 June (blended style). 
 
The current CV Officers will step down from their roles at the meeting, and new Officers 
for the year ahead will be elected. To be eligible to stand, people need to have been a CV 
member for at least a year to nominate themselves for an Officer position. However they 
could be elected as an acting Officer if nobody else applies for the same position, as long 
as they meet the role specification. Self-nomination forms will be made available and 
self-nominations will be required in advance of the meeting. Relevant training and 
support will be available if required. 
 
Board AGM  
There is likely to be a change of date for this meeting in September. Wendy asked if 
members would be happy for the CV meeting to be moved to accommodate this AGM – all 
in attendance agreed. 
A member asked if the AGM would be held at Ongo House, this was confirmed.  
 
Another member asked about being re-instated as a tenant shareholder. Karen said she 
would check with Fiona Ruddick (Governance Manager). 
ACTION: Karen to check with Fiona. 
 

13. Any Other Business 
Wendy mentioned that newer members normally have the chance to meet the CV 
Officers, and asked if they would like a separate meeting for this to take place. She 
encouraged those members to ask any questions that they might have. 
 
A member asked if there would be a garden competition this year. Wendy explained that 
Ongo is currently working on some large projects, but this is something that can be 
planned for next year. 
 
Steve reminded those present that Ongo is currently advertising for a board member, 
preferably a tenant or someone who has experience of living in an Ongo home. It is a paid 
role with a competitive interview process, he asked members to help promote this 
opportunity. More information is available on the Ongo website for those interested. 
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A member explained that they might be interested but may need some support. Fran said 
that the Ongo Employment Support team can help with writing a CV and preparing for an 
interview.  
 
Karen asked for reflections on the meeting from the newer members. All said that they 
had enjoyed it and found it informative. 
 

14. Date and Time of Next Meeting 
The next meeting is due to take place on Wednesday 18 May at 9.30am. Members can 
either attend in-person at Ongo House or join digitally via Microsoft Teams. The meeting 
pack and link will be sent out nearer to the time. Any members who can’t attend are 
asked to send in their apologies in advance of the meeting.  
 

15. Action Plan 
 Action Who Update 
1. Customer Charters, Customer 

Engagement framework and 
Corporate Plan to be sent to 
members. 

CE Send to all members. 

2. Check with Fiona about a member 
being re-instated as a tenant 
shareholder. 

Karen 
Cowan 

Member will be contacted direct. 

3.. Tenancy Officer to contact member 
to conduct an estate walkabout. 
 

Tenancy 
Services/CE 

Tenancy Officer will arrange with 
member. 

 
 

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

Email: cranidge@hotmail.co.uk 
Tim Mills (Acting Vice-Chair) – Mobile: 07853 032117 

E-mail: hunkytim@msn.com  

Vacant (Secretary) – Mobile: 
E-mail:  

Jill Milner (Treasurer) - Mobile: 07746124253  
E-mail: jillmilner6@hotmail.com  

 
121 Taxis – Telephone: 01724 355555 
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