
 
 
 

Key actions/notes: 
Repairs Service Improvement Group 

 
Meeting held: Tuesday 31st March 2026 

Time: 6:00 – 7:30pm 
Venue: Online via MS Teams 

 
Attendees 
Residents 
AP 
AMW 
DS 
DS 
EG 
GC 
KJ 
KB 
PR 
 
Staff 
Rachel Bancroft – Head of Repairs & Compliance 
Russell Head – General Manager for Repairs (Kent) 
Sarah Tickner – Resident Engagement Manager 
Tania Underwood – Resident Engagement Officer 
 
Guest 
Jason Livingston – Customer Services Manager 

 
1. Welcome and introductions 
TU welcomed all attendees and invited each resident to introduce themselves, including their 
location and reasons for joining the Repairs Service Improvement Group (Previously known as 
Responsive Repairs Panel). 
Common themes included: 

 Desire to improve repair processes and communication 
 Wanting to reduce delays and repeated visits 
 Interest in understanding how the service operates 
 Long-term residents wishing to contribute experience 
 Supporting efficiency and consistency for all tenants 

2. Aim of the Meeting 



The aim of the first Repairs Service Improvement Group meeting was to introduce the group, set a 
shared understanding of the repairs service and gather resident insight to support service 
improvements, particularly around communication and efficiency. 

More specifically, the meeting sought to: 

 Bring residents and staff together to establish the Repairs Service Improvement Group and 
agree its purpose and ways of working 

 Provide an overview of the current repairs service, including recent structural changes and 
the move to an in-house model 

 Share the two-year Repairs Service Strategic Improvement Plan, outlining key aims such as 
resident-centred delivery, improved communication, IT improvements, and increasing 
first-time fix success 

 Listen to resident feedback and lived experience to identify issues, priorities and 
opportunities for improvement, particularly around delays, repeat visits and clarity of 
communication 

In short, the meeting focused on creating a collaborative foundation where residents can directly 
influence how the repairs service improves and develops going forward. 

 
3. Overview of TCH Repairs Service – Presented by Rachel Bancroft 

Background 
 

 Kent DLO (Direct Labour Operation) has had four different contracts in the past 10 years. 
 The TCH joint venture with Fortem ended on 1 August 2025. 
 Repairs service is now fully brought back in-house under TCH. 
 Operatives are directly employed—though teams still use specialist sub-contractors when 

required (gas servicing is not managed by the DLO’s). 
 Rosebery Housing Association merged with TCH in April 2023 and there is a separate DLO 

for Epsom. 
 Two General Managers now in post: one for Kent (RH), one for Epsom. 
 Stock profile: approx. 10,000 homes in Kent and 3,500 in Epsom. 

 
Repairs Service Strategic Plan (Two-Year Improvement Plan) 
Key Aims: 

1. Resident-centred service delivery 
2. Improved communication 
3. Upskilling and supporting staff 
4. IT transformation (Total Mobile system upgrade, text notifications) 
5. Better cross-department collaboration 
6. Increase first-time-fix success 

 
Progress so far: 

 Repairs Service Improvement Group established. 
 Resident-Centric Resolutions Team created (dedicated repairs complaint resolution). 
 Review of first time fix processes initiated. 



 Diagnostics improvements in customer services using system tools and video calls. 

4. Van Stock Project – Presented by Russell Head 

 Meetings held with CEF and Travis Perkins to introduce predictive stock algorithms. 
 Each operative will have a replenished weekly stock box. 
 Stock will be tracked via an app, ensuring essential parts are consistently available. 
 Trade-specific van profiles (plumbing/electrical/carpentry/multi-trade). 
 Date of ‘go live’ to be determined 

5. Resident Feedback & Discussion 

Key issues raised by residents: 

 Poor communication following visits. 
 No clarity on whether operatives are returning the same day or another day. 
 Lack of accountability and clear responsibility (suggested use of RACI methodology). 
 Repairs being passed to contractors without informing residents. 
 Surveyor–contractor miscommunication. 

Residents emphasised: 

 Clear, timely updates 
 Direct contact or named liaison 
 Transparent appointment scheduling 
 Early notice of cancellations or delays 
 Avoiding unnecessary repeat visits 

RB acknowledged these concerns and confirmed they align with existing internal challenges, 
especially around communication. 

  
6. IT & Communication Improvements 

 Total Mobile system upgrade in progress. 
 Text message functionality (appointment reminders, engineer on route) being implemented 

in Q1 of 2026/27. 
 Long-term aim: consistency across Kent and Epsom including IT systems. 

7.  Training, Development & Collaboration 

 Operatives encouraged to upskill. 
 Repairs and Asset teams to share data (e.g., properties requiring upgrades). 
 Residents may be invited to join contractor tender interview panels (e.g., for gas servicing). 

8.  Terms of Reference 

 Members reminded that the group’s Terms of Reference are a working draft. 
 These will be reviewed over the next 3–4 quarterly meetings. 

9. Meeting Schedule & Engagement Activities 



 Quarterly meetings to be held in the evenings via Teams: 
June, September, December/January 

 TU to circulate date options (not Wednesdays for DS). 
 Optional office visit and operative shadowing opportunities offered. 
 Group email address to be created; all attendees agreed to share contact emails. 

10. Code of Conduct Forms 

 Members to return signed copies:  
o Scan/photo by email, or 
o Postal copies (requested by GC and KB) 

11. Resident Training Sessions (TPAS) 

 14 May – Effective Meeting Skills 
 28 May – Effective Challenge & Questioning 
 4 June – Understanding Performance Information 

(Some members unable to attend specific dates; attendance adjustments noted.) 

12.  AOB 

 Meeting minutes and the presentation will be circulated by TU. 
 “Love to Shop” thank-you vouchers will be issued within two weeks. 
 Appreciation shared between staff and residents for constructive engagement. 

 


