
 

 

 

Repairs Service Improvement Group 
Minutes & Key Actions: 

Meeting held: Tuesday 16th June 2026 

Time: 6:00 – 7:30pm 

Venue: Online via MS Teams 
 

Attendees 

Residents 

AP 

AMW 

DS 

EG 

GC 

KJ 

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 Observer 

Jo Boswell – Independent member of the Resident Experience Committee and Board Champion 

for Resident Engagement 

 

Apologies 

KB & DS 

 

1. Welcome, introductions and opening remarks 

TU welcomed attendees and noted apologies and invited JB to introduce herself to the group.  

Discussion: 

Members noted that recent TPAS training sessions had been valuable and supported effective participation 

in the group. It was also noted that certificates and slides from the final training session had not yet been 

received. ST reminded members that further training could be arranged where needed and members also 

noted the value of the jargon buster/glossary already circulated. 

Positive feedback was received on recent shadowing visits, with members commenting that these had 

improved understanding of the end-to-end repairs process, particularly for visual learners and in showing 

how the various stages fit together. 

2. Introduction and update of the Repairs 1% Club 



TU formally introduced the Repairs 1% Club.  

Discussion: 

 

The group received a formal introduction and update on the Repairs 1% Club. It was noted that the Club is 

intended to operate alongside RSIG as a broader and more flexible resident engagement forum. Current 

membership stands at 40 against an indicative target of 130. Members noted that the Club had already been 

used to gather feedback by survey and would also be used for future activity such as mystery shopping and 

testing service commitments. Fifteen responses had been received to the survey on the draft Considerate 

Contractor Agreement. 

 

3. Considerate Contractor Agreement and Repairs 1% Club survey 

ST considered resident feedback gathered through the Repairs 1% Club on the draft Considerate Contractor 

Agreement and completed survey responses. The group discussed how the Considerate Contractor 

Agreement should be communicated, embedded and monitored.  

Discussion: 

Suggestions for communication included using residents’ preferred contact methods, appointment 

communications, printed cards or leaflets left during visits, noticeboards in communal areas, resident 

newsletters, welcome information and reminder points such as six-week follow-up visits for new tenancies.  

Members noted that arriving with the correct tools and materials remained a key expectation, while also 

recognising that not every repair could be completed in one visit. Discussion emphasised that, where follow-

on work is needed, clear explanation, realistic timescales and confirmation that the resident has understood 

the next steps are essential. 

The group also supported the development of a shorter, resident-friendly summary version of the 

agreement, with fuller supporting guidance sitting behind it. Potentially dividing the summary into areas 

with further details, for example; respecting home, communication, follow on works. 

Members suggested that the resident-facing version should be concise, written in plain English, accessible 

and adaptable to different communication preferences, particularly given concerns about postal delays and 

differing levels of confidence with digital communication. There should be clear, balanced expectations set 

for both operatives and residents. Suggestions included highlighting resident responsibilities, using a 

mirrored or two-way agreement format (a Resident Agreement) and considering visual or pictorial elements 

to improve accessibility.  

Members supported the use of resident voice materials within inductions and toolbox talks, including the 

possible use of short videos or other plain-English, accessible formats to bring the agreement to life and 

reinforce a resident-first approach. The group liked the idea of a training video for staff at ToolBox Talks but 

no volunteers at the table.  Suggestion of reaching out to the Repairs 1% Club. The group also discussed 

how compliance and impact could be reviewed, including through follow-up accountability surveys, 

feedback cards, tailored post-appointment contact, text messages, phone calls, mystery shopping and 

performance, measuring performance against the CCA and reporting back to the group. Members noted 

that feedback mechanisms should avoid putting residents under pressure and should be tailored to 

individual communication preferences wherever possible. 



Members highlighted that more complex planned works, such as kitchens and bathrooms, often present 

greater difficulties than routine responsive repairs and should therefore be more clearly addressed through 

supporting processes.  

Members also discussed the possible use of items such as fridge magnets, welcome packs or hamper boxes 

as practical ways of reinforcing the message  

Summary of Discussion: 

• Key expectation: operatives arrive with correct tools/materials. 

• Clear communication essential for follow-on works, including timescales and next steps. 

• More complex works (e.g. kitchens/bathrooms) need clearer processes and expectations. 

• Support for a concise, resident-friendly summary version. 

• Suggested improvements include plain English, two-way agreement format and visual elements.  

• Multiple communication methods suggested (appointments, leaflets, newsletters, etc.). 

• Materials must be concise, accessible and adaptable to resident preferences. 

• Use of resident voice in training and inductions supported. 

• Monitoring through surveys, feedback, mystery shopping and performance reporting. 

 

4. Strategic Action Plan Priorities 

RB and RH outlined three priority areas within the year one strategic action plan where resident input would 

be particularly valuable including feedback sessions and toolbox talks informed by resident survey data; 

development of a clearer process for follow-on works and a process to ensure residents are consulted and 

informed when repair timings change.  

Discussion: 

Members agreed that these were linked themes and that resident input could help shape practical 

improvements, particularly around communication and follow-on works. Suggestions included using real-life 

examples or scenarios to help define an ideal process and identify what residents would expect at each 

stage.  

RB offered to circulate a short summary of the three areas, together with indicative timescales, so that 

members could consider priorities between meetings and help determine the order in which the work 

should be taken forward. RB also noted that, as the group develops, members should increasingly help 

shape future agendas and identify priorities for year two of the action plan. 

Summary of Discussion: 

• Three priorities identified:  

o Feedback sessions/toolbox talks 

o Follow-on works process 

o Communication of changes to repair timelines 

• Residents to play an active role in shaping improvements and future agenda. 

• Real-life scenarios suggested to define best practice. 

5. AOB 

TU discussed arrangements for communication between meetings and noted ongoing work with IT to 

identify a secure and practical method for group communication. It was agreed that an update would be 

provided once options had been clarified.  

 



Members also confirmed that annotated comments on the draft Considerate Contractor Agreement should 

be shared back for review, including observations on terminology, consistency, references to vaping, 

wording on utilities usage during larger planned works and the need for greater clarity in some sections. It 

was noted that these comments would help inform the next draft. 

 

An update was also provided on DS shadowing visit to the Epsom branch, which remains to be arranged.  

TU agreed to liaise with RH to confirm a suitable date. It was also noted that the TCH health and safety 

policy would be circulated with the minutes, together with any relevant follow-up material from the 

shadowing visits. 

 

TU also confirmed that Love to Shop vouchers would be issued following the meeting. 

 

Summary of Discussion: 

 

• Secure communication method for the group under development with IT. 

• Members to submit annotated comments on the agreement. 

• Shadowing visit to Epsom branch to be arranged. 

• TCH Repairs H&S policy to be circulated with minutes from shadow visit to Monson House. 

• Future agendas to reflect resident priorities.  

• Date of next meeting: Tuesday 22nd September 2026 

 

6. Summary of Actions 

 

• Follow up TPAS training materials - TU 

• Revise Considerate Contractor Agreement to reflect discussion, including a shorter resident-facing 

summary, clearer wording, improved consistency of terminology and review of specific points raised 

by members – RB/RH/ST 

• Develop communication and rollout options for agreement, including use of preferred contact 

methods, appointment communications, printed materials, resident newsletters, welcome 

information and reminder points for new tenancies – RB/RH/ST 

• Explore resident voice materials within toolbox talks, inductions and internal training, including 

potential video or other accessible formats – RB/RH/ST 

• Circulate a written summary of the three strategic action plan priority areas including timescales so 

that members can consider priorities and the order of work - RB 

• Share H&S policy and gather feedback from internal departments on Monson House shadow visit - 

TU 

• Arrange Epsom branch shadowing visit – RH/TU 

• Progress secure comms solution with IT – ST/TU 

 

 

 

 

 

 


