RESIDENT INFLUENCE AND ACCOUNTABILITY PANEL (RIAP) MEETING
Wednesday 31st July 2024
6.30pm-8.30pm 
Town Hall – May Suite/Microsoft Teams

	MINUTES
	ACTION

	Present:
RIAP Members
Josie Lewis JL (Chair)
William Wood WW
Bert Morris BM 
Juli Ozer JO 

Officers
Cate Evans - Acting Director of Housing Management CE
Adam Jenner - Assistant Director Housing of Place Services AJ
Yasmin White – Housing Engagement Manager YW
Masuma Begum - Housing Engagement Officer MB
Sharon Louison – Place Improvement Project Manager
Trevor Mbatha - Place Improvement Project Manager
Rob Farham - Stock Condition Programme & Data Manager

Apologies:
Arsalan Tariq, Heather Gardiner, Lesley Cartwright, Linda Cambridge, Salvatore Barbato, Cllr Ahsan Khan 

	

	1. WELCOME AND APOLOGIES

	

	JL opened the meeting and invited all members to introduce themselves.

	

	2. REVIEW OF LAST MEETING’S MINUTES

	

	Minutes of last meeting were uploaded on Basecamp. JL Agreed to revisit this later and was approved. 
Heather Gardiner has moved out of Waltham Forest therefore she has resigned. Thank you to Heather for all her contribution during her time as a panel member. Her input has been greatly appreciated. 

	

	3. POSITIVE PLACES 

	

	SL and TM delivered a presentation on Positives Places Programme, a housing improvement program with a budget of £1 million, showcasing before and after improvement works in and around housing estates. 
Residents collaborated with Place officers and contractors to improve their neighbourhood. Residents have proposed numerous projects, but funding is limited, therefore there’s a delay. 
AJ: Alternative funding sources explored for ongoing and future projects, including National Lottery Funding and grants. 

Community garden improvements for elderly residents.

· Residents with disabilities received accessibility improvements, including ramps and security gates.
· Residents pleased with new fence and picnic table in communal garden on Hilltop, The Drive, E17.
· Residents in Chingford receive garden makeover with new seating areas and paving.
· Residents on Alexandra Road wanted railings and an entry door system for security and convenience. Contractor will do a post-survey to assess satisfaction with the new system.

Improving outdoor spaces for residents.

· Residents want more support with garden maintenance.
· Residents praise improved outdoor space with gardens and hedges.
· Residents dispute over replacement of 1960s washing lines with Rotary washing lines on Church Lane. Children are a major concern when it comes to rotary washing lines. 
· SL: No complaints or reported breakages have been received to date.
· The concrete posts for these lines date back to the 1960s, a normal lifespan for concrete.
· Replacement costs for new concrete posts are minimal, possibly less than the washing lines themselves.
· There was consideration of resident feedback and the need for future-proofing the installations.
· The old solutions were no longer viable, prompting a discussion on alternative options.
· The current installations are satisfactory, but future replacements or updates may be needed based on resident feedback and wear over time.




Actions:

Re-examine the calculations for spending and commitments under the Positive Places program to reconcile the discrepancies.
 
Look into the replacement of washing lines at one estate and potential health and safety issues with rotary lines. Residents had complained of not having washing facilities for over a year.

Schedule follow-up meeting to update group on project progress and resident feedback.
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	4. HOUSING MAJOR WORKS

	

	RF presented an investment strategy and slideshow emphasizing the importance of investing in the future. RF highlighted the importance of planning for long-term financial growth and the potential benefits of investing in the future. The importance of managing housing stock to meet safety and energy efficiency standards was discussed. RF emphasized the need for regular surveys and upgrades and stressed the scale of work needed to ensure building safety. The use of AI in predicting maintenance needs was inquired about, and concerns were raised about the time it takes for some buildings to be fully completed.
Housing stock data management and investment priorities.
RF: We prioritize safety measures to reduce fire risk and improve energy efficiency. Council uses NEC housing management asset module for stock condition database. Hopes to increase data confidence to 85-90% by end of financial year by capturing nonstop survey data and using AI for predictions.

RF discussed financial strategy, building safety works, and communication with residents.

WW expressed concerns about building safety updates and lack of communication.

JO mentioned the lack of a firewall in apartment due to wet ceiling.

CE discussed planned vs responsive repairs and emphasized the importance of accurate data and real-time communication in property management. By using stock surveys, we obtain accurate data, but the more data we gather in real-time, the more precise it becomes, continually demonstrating its effectiveness.
Health and Safety Initiatives:
· Emphasis on improving indoor air quality and addressing mould issues.
· Focus on insulation and heating systems to enhance comfort and safety for residents.
· Fire safety measures include adequate firehouse provisions and food safety in homes.
· Aim to improve energy efficiency and reduce CO2 emissions, with special attention to vulnerable populations (elderly, children).
Contractor and Maintenance Programs:
· Two main contractors:
· Morgan Sindall Property Service handles general construction and refurbishment (kitchens, bathrooms).
· Aston Group focuses on mechanical and electrical work (electrics, gas, heating).
· Major works programme prioritizes statutory obligations (H&S upgrades, hot water, heating provisions).
· Emphasis on both internal (property) and external (communal areas) improvements.
Stock Condition and Data Management:
· Stock condition database underpins major works programme planning.
· NEC housing management asset module is used for data management, previously known as Northgate.
· Approximately 7,000 new stock surveys conducted, aiming to keep data up to date.
· Data accuracy currently estimated at 67%, with efforts to reach 85-90% by the end of the financial year.
· Data cleansing and error checking are ongoing to improve quality and reliability.
Future Investments and Challenges:
· New investments planned for fire alarms, external cladding systems, and sprinklers.
· Continued work on incorporating AI for better data predictions and management.
· Budget constraints necessitate prioritization of works to fit financial limits.
Communication and Coordination Issues:
· Challenges in communication between contractors, especially for reactive repairs.
· Importance of structured communication and resident engagement for planned works.
· Emphasis on improving information flow and coordination to enhance service delivery.
· Continuous focus on resident safety, particularly in high-rise buildings (post-Grenfell regulations).
· Plans to reduce overcrowding and improve building safety through structured programs.
· Resident feedback is essential for ongoing improvement of services and response to issues.
· Clarification on data management and stock surveys.
· Discussion on the use of AI and its potential benefits.
· Addressing specific issues faced by residents, including leaks and communication breakdowns.
· Ensure better communication between housing department and contractors so repair findings are recorded properly in stock database.
Actions
Check when last stock condition survey was done for WW block of flats i.e. The Drive.
RF Answer: June 2022 we surveyed the blocks in the Drive including Southgate House. No plans for one as we need to procure a contract, hopefully within a year. 
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	5. TENANT ENGAGEMENT UPDATE 

	

	YW provided a verbal update on tenant engagement.
Building Safety Update
· There's a space in the 2024/2025 RIAP Forward Plan for the January meeting – it was agreed that an Update on Building Safety would be beneficial at this time. 
Richard Thompson's Departure and Replacement Process
· Richard Thompson, who previously supported scrutiny activities and developed the STAR Panel has left. There is a need to fill this role with a new consultant who will offer support for resident scrutiny. The Housing Engagement Manager will continue to facilitate RIAP.
· YW sent out expressions of interest for this work to the marketplace, however a few consultants declined the offer to bid for this work as they are busy with Independent Tenant Advisor and other engagement work due to the new Consumer Standards. 
· Only one consultancy, Newman Francis, submitted a formal bid after initial interest from five consultants. However, their bid was comprehensive, and they have a good track record with Waltham Forest.
· The proposal will be shared with the Chair for feedback before moving forward, despite this being a "one horse race." YW will take steps to get a contract drawn up with a view to them starting work with RIAP from the October meeting. 
· Newman Francis was highly recommended by other consultants who couldn’t participate due to capacity issues.

· Resident Panel Membership and Recruitment
RIAP needs to fill the following vacancies.
X1 TMO (Friday Hill) 
X1 Leaseholder
X2 tenants Vacancies 
However, Heather has recently moved and has also stepped down. This means that two leaseholders are required.  
· Fourteen applications were received, and five have been shortlisted for interviews, which will be conducted online to ease the process.
· The recruitment process will remain open to maintain a pipeline of potential members.
· There is an ongoing need to ensure diversity among the applicants.
· A comprehensive onboarding process is suggested, including:
· An induction session to introduce the role, the group, and the borough's corporate mission.
· Sessions on social housing basics, performance, regulation and engagement and understanding repairs and maintenance.
· The aim is to provide a broad understanding and ensure all members are up to date with relevant information.
Incentives for RIA Panel Members
· Councillor Khan proposed an incentive of £150 per meeting for active participation, acknowledging the significant role and time commitment required.
· The incentive structure includes attending all four pre-meetings on Teams before main meetings, the main meeting in person wherever possible and a post-meeting follow up on Teams.
· Payments would be in shopping vouchers to avoid tax and benefit implications.
· Discussion about the challenge of high turnover among panel members and the need for effective onboarding and retention strategies.
· The incentive is seen as a motivator, but there is concern it might not address underlying issues related to member retention.
Housing Engagement Team Updates
· Explanation given of recent acting-up arrangements due to staff absences and changes in roles.
· Acknowledgment of communication gaps about these changes, with a commitment to improving updates moving forward.
· Recent changes in the housing engagement team, including Sarah's unexpected departure and Farzana’s upcoming maternity leave.
· Efforts are underway to fill these roles with qualified individuals, even though the direct resident engagement experience among applicants is limited.

Proposed Complaints Panel
· A new complaints panel (Resident Complaints Review Group) is proposed to offer additional scrutiny in complaints handling.
· The panel would meet quarterly to review anonymized complaints and ensure the landlord’s performance meets the required standards of customer care – fairness and respect.
· Also to ensure fair complaint handling in line with new regulations and the Housing Ombudsman’s code.
· Ensuring that learning from complaints is applied across services. 
· We are preparing to recruit and RIAP will receive six-monthly updates on the complaint reviews carried out.
Changes in Ombudsman Role and Regulations
· Residents can now go directly to the Ombudsman, bypassing the ‘democratic filter’ stage of the formal complaint stages.
· The Housing Ombudsman and Regulator of Social Housing are collaborating more closely and have published a memorandum of understanding. Therefore failures picked up by the Housing Ombudsman could trigger housing inspection.
Policy Review and Scrutiny Updates
· An updated complaints policy is being drafted, and members should review it before the next meeting.
· A list of past scrutiny activities will be shared for possible re-evaluation.
Members are encouraged to stay engaged and participate in ongoing reviews.

Actions 
· Update and share the agenda with the building safety update.
· Share past scrutiny exercises for review.
· Recruit new panel members and finalize onboarding.
· Develop a succession plan for current members.
· Improve communication on staff role changes.
· Provide updates on complaint handling and policy changes.
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6. AOB
	

	Damp and Mould Policy
CE to panel members: How do you want to be involved in Damp and Mould Policy Review?
A new policy will be available for public consultation this winter on the council's website, with invitations sent to stakeholders. Panel members are encouraged to provide input and can choose to review the policy online or in person. Feedback will be gathered through Basecamp.
Vacant Properties
Concerns were raised about properties that have been vacant for several months, leading to issues such as attempted break-ins. A plan to address void management will be included in future discussions.
Building Safety and Caretaker Repairs
Building safety measures will be reviewed in January. The role of caretakers in performing minor repairs was discussed, with both successes and challenges noted, such as communication gaps and tool theft.
Improving Online Services
The need for better online services for tenants was highlighted, including checking rent statements, and reporting repairs. An online repair system is planned for launch by December, with future enhancements for managing rent accounts online.
Unresolved Items and Follow-ups
Some items from previous meetings, including mould case numbers, remain unresolved and need follow-up. Actions from earlier meetings are still pending. 
Action
What is the number of active Damp and Mould cases? Louise committed to follow this up and to report back from April meeting. 
LOUISE – Please to get back to me with this information.
Meeting adjourned.
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	7. Date of next meeting and close

	

	Next meeting Wednesday 30th October 2024

	




