A%, Town & Country
#N Housing
Peabody Group

Meeting Notes and Key Actions -
Estate Services Improvement Group Meeting

Meeting held 17 July 2025

Time 6pm to 7.30pm

Author Karen Boothe

In attendance:
Residents

JB (West Kent)
RS (West Kent)
AC (Surrey)

LA (North Kent)

Staff

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

Sophie Locke (SL) - Community Investment & Social Value Manager
Shaiann Payne (SP) - Customer Data & Insight Officer

Karen Boothe (KB) - Resident Engagement Officer

Action

1. | Welcome and Introductions - ER started the meeting with
introductions given by all in attendance. Apologies given for WA
(East Kent), EB (Surrey), RK (North Kent) and Zac Urquhart,
Area Estate Services Manager (Kent)

2. | Purpose of Group and Resident Engagement Framework -
KB gave a presentation on the following:

ESIG group key responsibilities:

e Quarterly Meetings: Meet quarterly with the Estate
Services Team to review performance data and resident
satisfaction for cleaning and grounds maintenance.

« Performance and Best Practices: Discuss trends and
encourage contractors to share best practices, including
social value initiatives.

« Contractor Involvement: Invite contractors to meetings,
especially when performance is poor.

« Communication: Share feedback and updates with the
Residents' Voice Panel, Residents Newsletter, and TCH's
website.
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Other areas to explore within the group:

« Resident Engagement: Oversee the creation of estate
inspections led by the Estate Services and/or
Neighbourhood Team to champion resident engagement at
a local level.

o Estate Champions Forum: Serve as a forum to share
knowledge and discuss issues related to local cleaning and
grounds maintenance services.

RS asked for clarification on the Neighbourhood Team's role.
ER explained they manage tenancy sign-ups, community and
anti-social behaviour, welfare checks on vulnerable residents,
Fire Risk Assessments, and gas safety check follow-ups. The
team includes Neighbourhood Managers (covering Surrey, East
Kent, and North Kent) and Neighbourhood Officers.

KB provided an overview of Town and Country Housing's (TCH)
approach to resident engagement, its Governance Structure,
and the Resident Engagement Framework. This framework
aligns with regulatory requirements like the Tenants Satisfaction
Measures (TSMs) and Housing Consumer Standards.

KB reminded ESIG members about the email invitation to
register for the free training session titled "Working with Your
Landlord - Resident Panels", organised by Four Million Homes.
The session will take place on 30 July 2025 at 6:30 PM and
aims to provide insight into the importance of resident panels in
social housing.

A skills audit will be conducted either individually or collectively
to identify training needs and ensure members are well-
supported in their roles within the group. Also, an annual
review will be conducted with each SIG member, with the first
one in July 2026.

KB will share the PowerPoint presentation slides with notes,
including information on TSMs with members when the meeting
notes and action points are circulated.

ESIG
Members

KB

KB

Community Investment and Social Value - SL presented on
the Community Investment and Social Value (CISV) Team's role
in aligning with TCH's strategic priorities for residents,
colleagues, homes and communities. This aligns with the Social
Value Act of 2013, which mandates public sectors to consider
social, economic and environmental benefits when appointing
services. Essentially, public sector buyers must think about
broader community benefits when making purchasing decisions.
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Key Areas:

o« Community Investment: Focuses on working directly with
people and communities.

« Social Value: Achieves social, economic, and environmental
benefits for communities through procurement, proportionate
to the contract value.

« Community Projects: Prioritizes mental health and well-
being due to service gaps and financial inclusion, especially
given the cost-of-living crisis.

Cross Light Initiatives: Working in partnership with TCH (with

more information on their website), Cross Light covers:

« Employment Skills: Aims to improve job and career
prospects.

« Digital Inclusion: Provides hardware or digital access.

o Social Inclusion/Loneliness Project: Addresses social
needs and promotes community engagement, especially
exacerbated by the COVID-19 pandemic.

SL mentioned that the CISV team actively collaborates with
contractors in providing work experience, apprenticeships and
training opportunities. The CISV team will be seeking the
group's ideas for social value initiatives to better meet needs
and priorities in delivering estate services.

Key areas discussed after presentation:

JB asked how residents—particularly those at higher risk during
the Covid pandemic, such as the elderly, individuals living alone,
and those with complex needs were identified and supported.

He also inquired about the support provided after the pandemic.

SL responded that the CSIV team is currently small and
therefore operates using a phased approach. For instance, the
Dover Garden project established a well-being space to facilitate
engagement and support. Due to budget constraints, the team
collaborated with the Neighbourhood Team to assist residents
facing mental health and financial challenges.

RS shared that he lives in a 25-unit supported housing scheme
in St Andrews, where many residents have mobility issues and
experience social isolation. He praised the Housing Officer for
being proactive - organising communal meals, bingo sessions,
and providing access to a pool area where residents can
discuss health and well-being concerns. This space also serves
as a valuable channel for the Housing Officer to stay informed
about residents’ needs.
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4.

Wordnerds Report (Quarter 1 - April to June 2025) - SP
presented an overview of how TCH uses the Wordnerds
platform, a text analytics tool that helps organisations
understand resident feedback by organizing free-text data.

TCH uses Wordnerds monthly to analyse data from resident
transactional surveys, including those for Repairs and
Complaints. This analysis covers Tenant Satisfaction Measures
(TSMs).

Sentiment Scoring - Wordnerds assigns a numerical score from
0 to 100 to represent the sentiment of comments. Scores closer
to zero indicate negative sentiment, while those closer to one
hundred reflect positive sentiment. Neutral comments fall in the
mid-range.

The Wordnerds report for Q1 (April to June 2025) highlighted
the following for estate services:

o Total Comments: 67 comments received between April and
June 2025.

¢ Overall Sentiment Score: 24

« Comment Breakdown:
e Negative: 57 (85%)
e Positive: 6 (9%)
e Neutral: 4 (6%)

Quarterly Sentiment Trends: The number of sentiments
recorded over the past quarter were:
e April: 29
« May: 16 (This dip was due to new estate services
contracts starting during the month.)
e June: 27

Sentiment breakdown across key themes shows:

Sentiment

Volume Score
Cleaning 37 39
Grounds Maintenance 59 30
Rubbish 25 27
Communal Areas 31 23
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2.

3.

4.

1.

2.

3.

1.

1.

Cleaning Themes

Poor value: Residents feel service charges don't match the
quality or delivery of cleaning.

Window cleaning issues: Inconsistent or absent, especially
for upper floors.

Frequency: Residents want more frequent cleaning for
better hygiene and appearance.

Communication: Lack of awareness regarding schedules
and provider responsibilities.

Grounds Maintenance Themes

Inconsistent service: Quality and frequency of services like
grass cutting are often poor or missed.

Lack of tree/shrub care: Overgrown plants and trees are
common, sometimes posing safety risks.

Resident intervention: Residents often maintain areas
themselves due to neglect or lack of enforcement on
neighbours.

. Poor communication: Confusion about responsibilities and

planned work.

Rubbish/Fly-tipping Themes

Litter before mowing: Rubbish isn't cleared before grass

cutting, scattering debris and making areas look worse.

Service Improvement Recommendations

Enhance Cleaning Visibility & Consistency

« Publish schedules for communal and window cleaning

(noticeboards, online).

e Ensure upper-floor window cleaning is part of contractor

duties.

o Conduct monthly spot checks and audits, reporting

results to residents.

2. Strengthen Grounds Maintenance Standards
e Implement a minimum standard checklist per visit (e.qg.,

cuttings removal, tree/shrub inspection).

« Monitor and publish contractor performance against

service level agreements (SLAS).

o Create a resident tool for quick reporting of missed or

incomplete visits.

3. Clarify Responsibilities & Communicate Plans
e Issue area-specific service guides detailing TCH-

managed spaces and expected services.

e Adopt a "You Said, We Are Doing" approach to feedback,

showing actions taken.

o Consider case studies/success stories demonstrating

feedback's impact.
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4. Review & Adjust Service Charges
« |dentify and review cases where charges apply but no
communal areas exist, especially in shared ownership.
5. Enhance Rubbish & Litter Clearance Oversight
e Instruct grounds teams to clear litter before cutting grass
to prevent scattering.
Summary

Q1 2025 feedback indicates low resident satisfaction with
estate services, particularly for grounds maintenance quality
and cleaning visibility. Persistent concerns include value for
money, missed services and poor communication with some
areas potentially worsening.

Despite this, instances of good service and satisfaction exist
where services are consistent, and residents are informed.
TCH can rebuild trust and improve perceptions, especially
after the new contract's mobilisation, by enhancing visibility,
setting clear expectations, and improving communication.

Discussion Highlights:

JB emphasised the importance of maintaining clear lines of
communication.

RS queried whether the feedback applied only to properties
where services are provided (i.e. not independent living). It
was confirmed that this is correct.

LA raised two points:

In cases where residents carry out their own services (e.g.,
window cleaning), how is this managed?

He also asked about provisions for storing electric bikes in
communal areas, noting that his own bike had been stolen.

ER responded:

TCH is not responsible for residents carrying out their own
window cleaning and stolen bikes should be reported to the
Police. ER offered to speak with LA after the meeting to
discuss the issue further.

She also noted that small improvements to storage facilities
could be explored.

VS responded:

The group will review the communal window cleaning
schedule on a quarterly basis, as there may have been
service gaps due to the transition to new contractors.

TCH is exploring improvements to communication methods,
including updating noticeboards with QR codes. These

ER

TCH
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codes will link to relevant information such as block cleaning
schedules and grounds maintenance updates.

KB commented that Wordnerds has the capability to identify
trends by targeting specific areas using postcode data.

It was confirmed that ESIG Wordnerds reports will be presented
at meetings for discussion.

Terms of Reference, Code of Conduct and Role Profile -
KB informed the group that the draft documents had been
circulated with the meeting agenda and invited members to
suggest any changes or improvements.

All attendees confirmed their agreement with the contents of the
documents, with no amendments proposed.

KB encouraged members to email her any further feedback
by 1st August 2025. Now changed to 29" August 2025 to give
more time.

SIG
Members

Any Other Business

RS noted that the cleaning schedule for St Andrews, including
window cleaning and gardening are consistently displayed on
the noticeboard.

AC highlighted that the washing line areas require
improvement. VS confirmed that this issue has already been
raised.

KB reminded members that personal issues should not be
presented at ESIG meetings.

ER confirmed the next ESIG meetings will take place on:
e Thursday 16 October 2025
e Thursday 22 January 2026

Both meetings will be held online via Microsoft Teams
from 6.00pm to 7:30pm and on a quarterly basis thereafter. KB
will send out calendar invitations to staff and all members.

KB
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