A%, Town & Country

" Housing
Meeting Notes and Key Actions -
Estate Services Improvement Group (ESIG) Meeting
Meeting held 16 October 2025
Time 6pm to 7.30pm
Author Karen Boothe

In attendance:
Residents

WA (East Kent)
AC (Surrey)
LA ( North Kent)
EB (Surrey)
RK (North Kent)

Staff

Eleanor Randall (ER) - Head of Neighbourhoods and Community Safety
Vicki Scruton (VS) - Area Estate Services Manager (Surrey)

Zac Urquart (ZV) - Area Estate Services Manager (Kent)

Karen Boothe (KB) - Resident Engagement Officer (Note taker)

Action

1. | Welcome and Introductions - ER started the meeting with introductions
given by all in attendance. Apologies given for JB (West Kent) and Sophie
Locke - Community Investment & Social Value Manager.

RS (West Kent) stood down as he is no longer a TCH resident.
It was confirmed there are two vacancies - 1 East Kent and 1

West Kent. KB will contact residents who have shown an interest KB
in estate services to see if they would like to join ESIG

2 Meeting Notes and Key Actions - 17 July 2025
An update was given on the following actions from the previous meeting:-

Agenda Item 2 - Purpose of Group and Resident Engagement
Framework

Free online training session - ‘Working with Your Landlord - Resident
Panels’ organised by Four Million Homes - 30 July 2025. It was confirmed
that no ESIG member was available to attend.
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Skills Audit - KB confirmed that training sessions will be organised in the
New Year for involved resident groups. These sessions aim to ensure value
for money and provide an opportunity to connect with residents in other
involved groups.

PowerPoint presentation slides with notes, including information on TSMs to
be shared with members - KB completed.

Agenda Item 4 - Wordnerds Report (Quarter 1 - April to June 2025)

Small improvements to storage facilities to be considered - ER confirmed
that no resident requests have been received to date. ER also noted that a
new Balconies and Communal Areas Fire Safety Policy has been
introduced, which will include guidance on keeping communal areas clear.

TCH is exploring improvements to communication methods, including
updating noticeboards with QR codes — VS confirmed that TCH are still
exploring further to meeting with the Communications Team to investigate
ways to implement ie link to website and provide updates on communal
noticeboards.

Agenda Item 5 - Terms of Reference, Code of Conduct and Role Profile
- members to email KB any changes by 29" August 20025. It was noted
that no further amendments were made, and all present agreed all three
documents.

Meeting notes and key actions agreed by all present.

3. | Wordnerds Report (Quarter 2 July to September 2025)

A summary of the data was circulated to group members and staff prior to
the meeting in PDF format.

VS gave an overview on the Wordnerds Report where residents comments
are categorised in positive, neutral or negative sentiments. It was
highlighted that one comment was classified as negative, but the comments
were positive so had to be changed manually. It was noted that at times
there will be some variations.

o Total Comments: 195 comments received between July and September
2025.

e Overall Sentiment Score: 28
¢ Comment Breakdown:

e Negative: 158 (81%)
o Positive: 25 (13%)
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e Neutral: 12 (6%)

EB queried the 195 responses, asking how many residents and properties
TCH manages? as the numbers does not equate to all TCH residents.
Also, if it is a telephone or email survey to residents and what is the
purpose.

KB stated that the 195 responses are likely represent a monthly percentage
as part of Tenant Satisfaction Measures, which include specific questions
set by the Housing Regulator. These questions are mandatory and cannot
be altered by TCH, as part of a regulatory requirement for registered social
landlords introduced April 2023.

ER stated that TCH manages approximately 12,500 properties, including
2,500 in Surrey, with the remainder spread across North, East and West
Kent areas.

EB commented that the previous report had only 67 responses, which was
considerably low.

ER added that TCH conducts various service-specific surveys, such as
those following anti-social behaviour, repairs and complaints.

WA confirmed receiving an email in September regarding the Friday Survey
with a link to complete a survey. KB explained that the Resident
Engagement Team runs a monthly survey group that explores different
services across the business. Residents within the group receives monthly
surveys Friday in the month which resonates with the one WA received.

KB to find out how the purpose of the survey and how many residents are
contacted to take part during a monthly/quarterly period for Wordnerds
report.

VS commented that while survey responses do not include personal
information, they do provide postcode areas, allowing TCH to identify
general locations. This helps in understanding where dissatisfaction or
positive feedback is coming from. An example was shared where a
resident praised ‘weekly cleaning and there are never any maintenance
issues with the shared areas.’

VS pointed out that Wordnerds highlights the word ‘communal areas and
then creates a sentiment score. Some negative comments were shown
‘communal areas are not cleaned regularly’ and ‘Sometimes they are not
cleaned at all. It is a cost including our service charge, but the cleaning is
not going ahead.’

VS explained that negative survey responses are then analysed by
postcodes to understand resident concerns and identify areas for
improvement, such as cleaning standards. She confirmed that she and ZU
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meets regularly with contractors monthly for operational meetings and
fortnightly for catch-up to discuss negative feedback and issue raised.

EB raised concerns about cleaning and grounds maintenance in his area.
VS advised that Surrey members can report issues to KB, who will forward
them to her for follow-up.

The group reviewed sentiment scores across four service areas: cleaning,
communal areas, grounds maintenance and rubbish. It was noted that
sentiment was negative, prompting further investigation into how resident
satisfaction can be improved. A breakdown of responses showed 33 from
Epsom and 85 from Kent.

It was noted that Epsom showed a slightly higher positive sentiment score
compared to Kent, though overall feedback remained negative. VS
confirmed the group will be able to discuss, identify trends and explore
ways to improve resident satisfaction from the quarterly Wordnerds
Reports.

WA asked whether the survey was part of a benchmarking process or a
new initiative. VS explained that in Epsom, similar feedback had been
gathered over the past two years using Wordnerds Report and MC had
previously been involved with the Estate Service Innovation Group under
Rosebery.

VS shared an example from Epsom area where residents reported
threadbare cork mats at block entrances, preventing them from wiping their
feet. This feedback was captured through Wordnerds Report which led to
the replacement of mats across affected blocks. The example highlighted
how resident input can be used to drive positive outcomes and service
improvements.

VS covered sentiment scores over the past six months showed September
having the highest positive score.

Further discussion included the following points:

e VS shared that she has worked in the Epsom area for numerous years
and is familiar with the blocks.

o The Estate Contracts Officer (ECO) conducts quarterly inspections of
blocks, assessing cleaning and grounds maintenance standards.

e During inspections, ECOs use a mobile app to take photos and follow a
set criterion to evaluate service quality. VS and ZU use the findings to
report and feedback to the contractors at the monthly operational
meetings.
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4.

Estate Inspections/Estate Walkabout/Contractors
ZU gave an overview on the following:
Both ZU and VS manage a total of 5 Estate Contracts Officers (ECOs).

The ECOs have many areas to cover where they carry out estate
inspections where a site is inspected on a quarterly basis.

In the last quarter over 1,295 estate inspections for cleaning and grounds
maintenance were completed by the ECOs.

Estate inspections include assessing the condition and safety of estate
areas. They are divided into two categories:

1. Internal Inspections - focuses on the inside of the block, including
communal areas.

2. Ground Inspections - covers the external surroundings of the block.
ECOs assess a wide range of issues including:

Health and safety hazards

Fire safety concerns

Structural issues (visible from the ground)

Roof conditions (eg missing or damaged tiles)

Repairs needed: communal doors, handrails, stairs, treads including
general wear and tear.

All identified issues are reported to the relevant departments, such as the
Repairs Team to action.

ECOs use a dedicated app to log inspections using the specific address of
the location.

ZU showed two examples of completed internal/external inspections
questions which can be sent as a PDF document and forwarded onto the
relevant team/contractor.

One of the key areas assessed during inspections is damp and
temperature-related concerns with water leaks, wall damage and signs of
damp or condensation.

ECOs assess fire safety concerns during inspections. If a concern is
identified, then further investigation is carried out and remedied.

Security related concerns as part of the inspection including front and rear
entrance doors. If doors are found not closing properly this reported as a
security risk.
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During inspections ECOs check for items dumped in communal areas which
poses as fire safety risk they are escalated to the Neighbourhood Manager
to action.

The condition of grounds and cleaning standards are graded Ato D. In
cases where grade D is assigned contractors are expected to complete
remedial actions and provide photo evidence of improvements/completion
by their next scheduled visit. During monthly operational meetings these
are reviewed and closed.

In instances where a site fails to meet expected standards and concerns
persist; the matter is escalated to ZU and VS. Both will arrange a joint site
visit with the Contract Manager and/or Site Supervisor to assess the
situation and agree on a resolution.

WA raised a query regarding how improvements are being measured
across estates ie benchmarking framework such as gold, silver or bronze
rating system with “80% of all estates must achieve a Grade B or higher.”

ZU confirmed that TCH currently explores good standards ratings.

VS stated that there have been some initial challenges with the new
contractors. TCH are currently in the process of finalising Key Performance
Indicators (KPIs) which will help monitor and improve service delivery. For
example, if there is a high-level percentage of C and D graded against the
photo book standard and agreed with the contractors they are used for
benchmark performance.

In the meantime, VS and ZU will continue to meet regularly with contractors
to review site grading data including the number of sites graded A, B, C,
and D. Grade D will address any concerns and work towards improving
overall standards.

Both ER and VS gave a summary on estate inspections:

Door-Knocking Visits

e The team is conducting door-knocking visits with the Neighbourhood
Team to identify issues such as items left in communal areas.

e Any concerns raised are reported to contractors for follow-up.

Epsom Walkabout Pilot

e A pilot will be launched in Epsom area from early December 2025.

¢ Residents will be invited to join staff on estate walkabouts to raise
concerns directly.
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Communication

¢ Notices will be sent via CX Feedback (text and email) with details of the
walkabout including meeting point.

¢ Residents unable to attend can submit concerns in advance.

Resident Feedback

¢ Residents prefer email over social media for communications.

e CX Feedback was confirmed as an effective channel.

Block Champions

e The team is exploring the idea of appointing block champions to share
regular feedback.

e Feasibility and logistics are under review.

The pilot area for the December walkabout will be selected by reviewing
estate services complaints received in October and November to help
identify any trends.

The outcomes of the pilot will be reviewed at ESIG January meeting where
the group can consider how estate inspections can be expanded into other
areas.

All group members including outside the Epsom area are welcome to attend
the December walkabout. Contractors will also be invited to participate.

KB will assist in organising attendance for members wishing to take part in
the walkabout.

The following contractors are proposed to attend upcoming Estate Services KB
Improvement Group (ESIG) meetings:
Clean Green - January 2026
Groundscapes - April 2026
Avondale - October 2026
5 Community Investment and Social Value Update
ER confirmed that SL gave her apologies and no updates at present.
6 | Any Other Business
Group members were encouraged to contact KB with any topics or ESIG
concerns related to cleaning or grounds maintenance for consideration in Members

future agendas.

Members receiving services from Clean Green are encouraged to prepare ESIG
any questions or feedback ahead of the January 2026 meeting, where the Members
contractor will be in attendance.
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7.

Future Meeting Dates

ER confirmed the following dates for 2026 online via Microsoft Team - 6pm
to 7.30pm and KB to send out invites:-

29 January, 30 April, 30 July, 22 October.
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