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Meeting Notes and Key Actions - 

Estate Services Improvement Group (ESIG) Meeting 
 

 

In attendance:  
 

Residents (ESIG Members) 
 
Wayne Allen (WA) - East Kent 
Amanda Cullen (AC) - Surrey 
Eric Borst (EB) - Surrey 
Ross Knowles (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) 
Shianne Payne (SP) – Customer Data and Insight Officer 
Tania Underwood (TU) – Resident Engagement Officer (Observer) 
Karen Boothe (KB) - Resident Engagement Officer (Note taker) 
 
Contractor 
Michael Dixon (MD) – Director of Operations (Clean Green) 

 

No. Agenda Item 

1. Welcome and Introductions - ER started the meeting with introductions given by 
all in attendance.  Apologies given for Tracey Whyman (East Kent) new member.  
It was noted that John Blackford (West Kent) and Levi Agwulonu (North Kent) were 
not present. 
 
It was confirmed there is one current vacancy for West Kent.   

2 Meeting Notes and Key Actions - 16 October 2025 
 
KB gave an update was given on the following actions from the previous meeting:- 
3.  Wordnerds Report (Quarter 2 July to September 2025) - 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.   
 
Action Update: 
 
Tenant Satisfaction Measures Survey(TSM) Clarification:  

Meeting held 29 January 2026 

Time 6pm to 7.30pm 

Author Karen Boothe 
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• TCH collects feedback through TSM.  
• Regulatory requirement since 2023, updated 2024.  
• Approx. 1,392 residents surveyed per year (116 per month).   
• ESIB Members will receive formal TSM training on 19 March 2026. 
 
4.  Estate Inspections/Estate Walkabout/Contractors - KB will assist in 
organising attendance for members wishing to take part in the walkabout on 7th 
December for Surrey Pilot area.  Action Update: No ESIG member were available 
at the time. 
 
6.  Any Other Business - Group members were encouraged to contact KB with 
any topics or concerns related to cleaning or grounds maintenance for 
consideration in future agendas.  Action Update: No agenda requests received 
from members. 
 
Members receiving services from Clean Green are encouraged to prepare any 
questions or feedback ahead of the January 2026 meeting, where the contractor 
will be in attendance. Action Update: No advanced questions submitted for Clean 
Green. 
 
7.  Future Meeting Dates  ER confirmed dates for 2026 online via Microsoft Team 
- 6pm to 7.30pm and KB to send out invites. Action: completed. 
 

3. Clean Green Contractors 
 
MD gave an overview:- 
• Family-run business since 1992 , took over TCH contract in May 2025. 
• TUPE transfer of some staff created training challenges. 
• Use Score Insight photo-book system (A–D ratings). 
• Aim for B grade or above at all times. 

 
Service Overview: 
• Mobile teams operating in Epsom and Kent. 
• Cleaners record tasks via company app with photos. 
• Managers carry out site checks every 6–8 weeks. 
• Some sites (Epsom & North Kent) currently have recurring issues due to staff 

changes. 
 

Current Improvements: 
• New Head of Operations appointed. 
• Recruiting additional supervisors for Epsom areas. 
• Addressing signal issues at Noble Park preventing real-time uploads. 
 
Members raised concerns: 
Curtis Road (AC) 
• Balcony not cleaned regularly; debris remained for months. 
• Bin area unswept and very dirty. 
• MD to investigate; VS confirmed the issue with previous cleaner. 
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Noble Park (EB) 
• Repeated missed cleans, allegedly signed off retrospectively. 
• Service not delivered weekly as contracted. 
• Residents forced to undertake cleaning themselves. 

 
ER confirmed the problematic cleaner was dismissed. 
 
MD outlined steps being taken, including weekly Wednesday photo checks and site 
visits. 
 
MD offered to personally visit Noble Park with EB. 
 

4. Wordnerds Report (Quarter 3 October to December 2025) 
 
KB circulated the report to group members and staff ahead of meeting in PDF 
format including a verbatim breakdown for both positive and negative comments 
received from residents during the period . 
 
SP gave an overview on the Wordnerds Platform ie analyses free-text survey 
responses ie filter by area, sentiment, survey type and themes prior to covering the 
following sections:- 
 
Overall sentiment = 31 (negative); 78% of 239 comments were negative. 
Feedback receiving from 204 residents. 
 
Monthly Trend:  
September (37) 
October (27) figure low due to autumn leaf fall and weather conditions 
November (29) slight improvement 
December (33) upward recovering trend. 
 
Top themes:  
Grounds Maintenance (largest volume at 180), Cleaning (139), Communal Areas 
(180) and Rubbish and bin stores (57). 
 
Cleaning had the most positive and rubbish most negative. 
 
Pain points: inconsistent delivery; missed visits; bin store hygiene/uneven grass 
cutting; weeds and rubbish  in car parks. 
 
Examples of Resident Feedback: 

• Positive: Clean hallways, good grounds upkeep. 
• Negative: Missed cleans, patchy grass, bins not swept, persistent debris. 

 
Further to analysing the report, the Customer Data and Insight Team gave 
suggested improvements: 
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1. Restore consistency and trust 

• Minimum service standards, spot-checks, fast response to missed visits. 
 

2. Address repeat pain points 

• Regular bin store cleaning 

• Better weed removal 

• Improved monitoring of missed areas 
 

3. Improve communication 

• Clear cleaning schedules 

• “You said, we’re doing” updates 

• Better visibility of estate services staff 
 

4. Reduce waste pressure 

• More bins or better disposal controls 

• Possible enforcement measures 
 

5. Wordnerds Deep Dive - Break Out Session 
 
Discussion facilitated among ESIG members (staff absent). 
 
Feedback delivered by WA:- 
 
Key Suggestions: 
1. Dedicated Resident Social Media Space 

• Similar to “NextDoor”, Facebook Groups, or organisation-specific app. 

• Protected, moderated space for residents to communicate, report issues 
and share ideas. 

 
2. Clear “10-Point Service Commitment” to Residents 

• Simplified cleaning/grounds standards. 

• QR code for quick reporting of breaches. 
 
3. Area Representatives 

• One focal resident per locality to share collective feedback (non-intensive 
role). 
 

4. Tenant Web Portal 

• Central place for updates, reporting and community information 

• Could be combined with number 1 above. 
 
Residents also highlighted: 
• Resident behaviour sometimes undermines cleaning efforts. 
• Need for easier, quicker communication channels. 
 
VS confirmed the ideas in points 1 and 4 will be shared with TCH Communications 
Team. 
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6. Estate Inspection Walkabout with Residents (Pilot Surrey Area) 
 
Presented by VS: 
 
Summary: 
• First pilot held in December 2025 on Longmead Estate. 
• Weather poor but event successful. 
• 12 residents interacted (higher than usual turnout). 
• Issues discussed included:  
- Cleaning and grounds concerns 
- Damp & mould (KB with one case) 
- Items left in communal areas 

 
Next Steps: 
• Quarterly walkabouts in different areas. 
• Next one: West Kent (March 2026) – rural location likely. ZU covers area. 
• Transport costs can be reimbursed for ESIG members to attend.  KB will give 

further information on date, time and location to ESIG members. 
 
Future options: 
• Invite other agencies (police, health services, community groups) 
• Potential themed walkabouts (e.g., crime, pest control, ASB, environmental 

issues) 
 
ESIG members were supportive of expanding the model. 
 

7. Any Other Business 
 
Training sessions (Zoom) with Tenant Participation Service (TPAS), external 
trainer: 
• 12 February: Effective Meeting Skills 
• 2 March : Effective Challenge & Questioning 
• 19 March: Understanding Performance, TSMs & Consumer Standards 
 
Next ESIG Meeting: 
• 30 April 2026 
• Sophie Locke – Community Investment and Social Value Manager will be 

invited to give an update. 
 
WA: Asked for a layman’s overview of the Government’s new Housing Bill.  ER to 
bring an update to the next meeting. 
 
No additional items raised. 
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ESIG Action Log - 29 January 2026 
 

No Action Owner Details / Notes Deadline Completion 
Date 

1 Provide training on Tenant 
Satisfaction Measures (TSMs) 

TPAS Scheduled for 19 March 2026; includes 
transparency, accountability standards 
and how TSMs work. 

19 March 2026  

2 Consider the Customer Data and 
Insight Team suggested 
improvements: 

Estate Services 
Team 

1.  Restore consistency and trust 
• Minimum service standards, spot-

checks, fast response to missed visits. 
 
2.  Address repeat pain points 
• Regular bin store cleaning 
• Better weed removal 
• Improved monitoring of missed areas 
 
3.  Improve communication 
• Clear cleaning schedules 
• “You said, we’re doing” updates 
• Better visibility of estate services staff 
 
4.  Reduce waste pressure 

• More bins or better disposal controls 

• Possible enforcement measures 

Ongoing  

3 Confirm next pilot walkabout 
location in Kent for March. 

ER/ZU Select rural West Kent hotspot area. 27 February 2026  

4 Provide travel reimbursement 
arrangements for ESIG members 
to attend pilot walkabout in Kent 

KB Confirm reimbursement process. Before walkabout  

5 Investigate cleaning issues at 
Curtis Road 

Clean Green  Balcony debris & bin store cleanliness. Next cleaning cycle  
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6 Resolve Noble Park cleaning 
failures 

Clean Green  Weekly photo checks & site visits; fix 
signal issues; conduct supervisor checks 

Ongoing  

7 Schedule on-site visit with EB 
(Noble Park) 

Clean Green/VS Joint walkaround. Feb–Mar 2026  

8 Share resident breakout 
suggestions with Comms Team 

VS Explore resident app, portal, QR reporting 
etc. 

April 2026  

9 Draft A5 poster of service 
standards for blocks with 
noticeboards 

Estate Services 
Team 

Cleaning/grounds maintenance 
weekly/quarterly/annual tasks. 

End of February 2026  

10 Consider themed estate 
walkabouts 

Estate Services 
Team 

Crime, pests, ASB, health. Future walkabouts  

11 Provide briefing on new Housing 
Bill 

ER/KB Resident-friendly summary of legislative 
changes. 

Before next meeting  

12 Update training invites for Zoom 
links for February & March 
sessions to ESIG Members 

KB Meeting skills, questioning, 
performance/TSMs. 
(ESIG have been given dates in 
advance). 

5 February 2026  

13 Invite Sophie Locke to April ESIG 
meeting  

KB Social Value update. 30 March 2026  

 


