A%, Town & Country

% Housing
Meeting Notes and Key Actions -
Estate Services Improvement Group (ESIG) Meeting
Meeting held 30 April 2026
Time 6pm to 7.30pm
Author Karen Boothe

In attendance:
Residents (ESIG Members)

Amanda Cullen (AC) - 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

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

Contractor
Simon Knapp (SK) — Supervisor - Bidvest Noonan (formerly Just Ask)

Observers

Sarah Holden - Resident Scrutiny and Policy Manager
Brian Young — Resident Scrutiny Panel Member (Surrey)
Ruth Farthing — Resident Scrutiny Panel Member (Kent)

No. | Agenda Item

1. Welcome and Introductions

Apologies were received from Wayne Allen (WA), East Kent, and Sophie
Locke (SL), Community Investment and Social Value Manager, due to prior
commitments.

It was noted that Eric Borst (Surrey) has stepped down from the group due
to personal reasons.

Current ESIG member vacancies were confirmed as follows:
« 1 vacancy in East Kent
e 1vacancy in Surrey
« 1 vacancy in North Kent
e 2 vacancies in West Kent
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KB is continuing to contact residents to encourage participation and fill
these vacancies.

Observers were welcomed, and it was explained that their attendance forms
part of their current Resident Voice Scrutiny Project. They have been
attending formal group meetings to gain a better understanding of how
residents influence decision-making and shape services within TCH
including other areas in customer experience.

2 Meeting Notes and Key Actions — 29 January 2026
Previous meeting notes and action log were shared in advance.
No additional queries raised.

Key ongoing themes from WordNerds (Q3) highlighted and to be discussed under
Agenda ltem No 6 Break Out Session.

e Improved communication of cleaning schedules and visibility of staff.
e Waste management and fly-tipping concerns.

e Proposal to develop A4 estate service standards posters for noticeboards (cleaning
& grounds maintenance).

Update on Housing Bill briefing deferred to next meeting due to legislative timing.

Actions were agreed as accurate and ongoing.

3. | Bidvest Noonan Contractor (formerly Just Ask)

Presented by SK gave an updated overview on behalf of Kristina Elliott, Contracts
Manager who is currently on annual leave.

« Cleaning and grounds maintenance services recently restructured.

« Staffing changes following previous contractor transfer; recruitment ongoing.
Grounds maintenance:

o Grass cutting and hedge maintenance generally up to standard.

o Weed spraying currently delayed due to operatives awaiting certification; interim
cover arranged by Simon.

Cleaning:
+« Some issues with new staff familiarisation.

Gradual improvement noted.
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Management oversight:

« Monthly contractor performance meetings held.
e Quarterly “core group” performance reviews.

e Previous quarter performance within KPI targets.

4. | Community Investment & Social Value Update
(Presentation delivered by KB on behalf of SL)

e Overview of TCH stock: currently at 13,957 properties across Surrey, Kent, East &
West Sussex areas.

Social value progress by contractor:

e Groundscapes: Social Value Delivery Plan drafted; early activities include planting
and charity donations.

« Bidvest Noonan (formerly Just Ask: Positive engagement; delivery plan in
progress; Match My Project involvement started.

« Avondale, Clean Green, Acorn: Engagement pending / early discussion stages.
Offer made for:

o Virtual tour presentation of Match My Project at a future ESIG meeting, it was
agreed by ESIG members to attend a separate overview session.

Action
o Circulate social value presentation slides.

e Arrange Match My Project overview session (to be scheduled).

5. | Wordnerds Report (Q4: January - March 2026)
A presentation was given by SP to include an overview of the Wordnerds Platform.
Headline findings:

e 227 resident comments analysed.
e Overall sentiment score: 31 (same as Q3).
e Positive comments increased (19% vs 15% in Q3).
e Strong correlation between satisfaction and:
» Regular, visible services

e Clear communication
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Theme summary:

« Cleaning: Highest sentiment score (36); residents value consistency.

« Grounds maintenance: Highest volume of feedback; weed control noted as an
issue.

e Rubbish/fly-tipping: Lowest sentiment score (23).

Common resident messages:

o Frustration when action is slow or unclear.

o Appreciation of reliable, scheduled services.

6. Breakout Session

VS introduced the key discussion areas for ESIG members, outlining the purpose of
the breakout session. Members were then divided into smaller groups to discuss these
topics in more detail and later report back to the wider meeting.

RSP members were also invited and participated in the breakout discussions.
Feedback from the group discussions highlighted the following key points:
Themes: Fly-tipping & Estate Communication

Key suggestions:

Fly-tipping
e Introduce periodic skip days (e.g. quarterly) to support disposal of bulky items.

« Better publicity of local authority bulky waste collections.
e Increased use of evidence sharing with councils (e.g. registration plates).
e Consider CCTV or improved lighting where feasible.

Communication
e Strong support for clear service schedules:

e Cleaning and grounds maintenance tasks.
e Seasonal expectations (e.g. reduced winter visits).
o Preference for:

¢ Noticeboard posters
¢ Digital copies (email / QR code) where possible.
e Content more important than design at this stage.
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7.

Estate Inspection Walkabout Pilot (Kent)

An update was provided by ZU on the recent visit to Sherwood Estate on 20t April
2026. The visit included inspections of cleaning and grounds maintenance,
engagement with residents, and identification of any key issues or areas for
improvement.

Resident-led walkabout undertaken in Tunbridge Wells area.

Attended by ER, ZU, KB, Estate Contract Officer, Neighbourhood Team and staff
members from Bidvest Noonan (formerly Just Ask)

A different approach taken with no communication sent out in advance but still
managed to speak with residents.

8 residents engaged through door-knocking and informal conversations.
Benefits identified were:
e Real-time identification of issues.

e Immediate contractor feedback on sign-in sheets and visibility which will be
monitored.

e Direct resident engagement and residents feedback.
Walkabouts to be rolled out quarterly across regions.

ESIG members invited to attend future walkabouts.

Any Other Business

Resident Scrutiny Panel Survey reminder to AC and RK to be resent.
Acknowledgement from Estate Services Team:

¢ Cleaning and grounds performance issues recognised.
e Closer contractor management underway.

Present Housemark cleaning standards/grading system at next ESIG meeting for
transparency.

ER thanked the RSP members and SH for attending the meeting.
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ESIG Action Log — 30 April 2026

No | Action Owner Details / Notes Deadline Completion
Date
1 Social Value Presentation Karen Boothe g:(r)c;l,gate presentation slides to the | 15/05/2026
2 , . Arrange an overview session for
Match My Project Sophie Locke/Karen Boothe ESIG members to attend.
3 o . Explore the feasibility of
Fly tipping Estate Services introducing periodic ‘skip days’.
4 Improve noticeboard information
on service standards and bulky
waste.
5 Communication Estate Services Investigate interim digital and
poster-based service schedules.
6 Share cleaning standards at next 30/07/2026
Housemark Cleaning Standards | Vicki Scruton/Zac Urquhart meeting.
/ Resident Scrutiny Panel Survey Sarah Holden Resend survey link/form to ESIG
members
8 Estate Walkabouts with Roll out quarterly walkabout across | Quarterly Ongoing
Residents Estate Services regions with residents.
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