A%, Town & Country

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

In attendance:
Residents (ESIG Members)

Amanda Cullen (AC) - Surrey
Ross Knowles (RK) - (North Kent)
Janet Gilmore (JG) — (West 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
Lee Bergin (LB) - Contracts Manager - Groundscapes

No. | Agenda Item

1. Welcome and Introductions

Attendees introduced themselves and their roles. JG attended her first
ESIG meeting and was welcomed to the group.

Apologies were received from Wayne Allen (WA), East Kent.

Current ESIG member vacancies were confirmed as follows:
« 1 vacancy in East Kent

e 1 vacancy in Surrey

« 1 vacancy in North Kent

« 1 vacancy in West Kent

2 Meeting Notes and Key Actions — 30 April 2026

KB provided an update on actions from the previous meeting held on 30 April 2026.
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Social Value Presentation: KB circulated to ESIG members on 1 June 2026.

Match My Project (MMP): KB confirmed no ESIG members expressed interest in
attending a separate session with the Community Investment and Social Value
Team. KB to share video links to be shared with ESIG members.

Fly Tipping: Feasibility of introducing Skip Days is currently being explored. An
update will be provided by the Estate Services Team under Agenda ltem 7: Estate
Inspections Walkabout Update.

Communication - Notice Board: An example communication material to be
presented by VS under Agenda Item 7: Estate Inspections Walkabout Update.

Communication - Digital Poster Based Service Schedules: Delayed due to
Peabody IT integration. Expected update in Autumn 2026.

Housemark Cleaning Standards: ZU will share cleaning standards under Agenda
Item 5: Cleaning and Grounds Maintenance Update.

Resident Scrutiny Panel Survey: Survey link reissued to ESIG members by
Sarah Holden, Resident Scrutiny and Policy Manager.

Estate Walkabouts: Quarterly programme now operational/ongoing. Update to be
provided under Agenda Item 7: Estate Inspections Walkabout Update.

Briefing on new Housing Bill: to be discussed under Agenda Item 8: Any Other
Business.

The notes and actions from the previous meeting were agreed as accurate, and any
updates to be given during the meeting or ongoing actions were acknowledged.

3. | Groundscapes Cleaning and Grounds Maintenance Contractor

A presentation was delivered by LB, with the following key points highlighted:

Groundscapes manage grounds maintenance across Epsom and Kent.
Sites are generally visited twice monthly.
Due to recent dry weather, grass cutting has reduced, allowing greater focus on:

Weed control

Bramble removal

Hedge maintenance where nesting birds are not present
Moss treatment

Sweeping and general maintenance

Contract has expanded significantly, and resources have increased.

Five operational teams currently operate across Kent and two teams within Epsom.
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« Supervisors conduct regular site checks and provide ongoing staff training.
Challenges ldentified

e Vehicles parked close to grass verges and hedges frequently restrict maintenance
access.

e Bramble growth remains a recurring issue, particularly in rural Kent locations
particularly Hawkhurst and Cranbrook areas.

Discussion

VS suggested advance communication to residents where parking affects maintenance
works. Groundscapes agreed to provide advance notice where possible to support
targeted resident communications.

Action
Groundscapes/Vicki Scruton

Trial advance resident communications where parked vehicles are preventing
maintenance access.

Resident Feedback

JG raised concerns regarding grounds maintenance standards at Crown Court,
Cranbrook with Just Ask Contractors as follows:-

e Grounds Maintenance Team only attended twice in approximately three months.

« Residents are paying service charges but believe services are not being delivered
to the expected standard.

o Brambles and overgrowth are creating accessibility and safety concerns.

ER responded that Crown Court falls under a separate Later Living contract and not
managed through the Groundscapes contract.

Action

ER agreed to raise concerns with the Later Living Team and contract managers for
investigation with Just Ask Contractors.

Consider contractor representation from Later Living service areas to attend future
ESIG meetings where relevant.

4. | Wordnerds Report (Quarter 1 April - June 2026)
A presentation was given by SP to include an overview of the Wordnerds Platform.

« 181 estate services comments received.
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o Overall estate services sentiment score: 31/100.
e Score remains stable compared to previous quarter.

« Significant improvement compared with June 2025 sentiment score (20/100).

Key Themes

Service Area Findings

Communal Cleaning Highest satisfaction score (33) and most positively
viewed service

Grounds Maintenance Mixed feedback with fewer "very negative"
comments

Fly-Tipping & Litter Lowest positive sentiment and primarily negative
feedback

Communal Areas Highest volume of resident comments

Positive Feedback Themes

Regular grass cutting.
Well-maintained grounds.
Frequent communal cleaning.
Good caretaker performance.

Improvement Themes

e Some areas being missed during cleaning.
o Weed treatment concerns.
« Inconsistent grounds maintenance in certain locations.

Outcome: Report noted and will continue to be monitored.
Discussion

ESIG members raised concerns regarding:

e Environmental impact of weed-killing products.

« Risks to wildlife, bees, butterflies and hedgehogs.

o Pet safety associated with weed treatment applications.

Estate Services Team Response
e Contractors are required to use approved products.
« Only trained operatives are permitted to apply weed treatment chemicals.
o Contractors must comply with environmental and safety requirements.

Action

VS/ZzU
« Obtain information from contractors regarding weed treatment products and

environmental safeguards and provide feedback at the next meeting.
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5. [ Cleaning and Grounds Maintenance Update

An overview was provided by ZU on TCH estate services inspection process using
Housemark standards for both cleaning and grounds maintenance

Key Information

o All estates inspected at least quarterly.

« Performance assessed against photographic Housemark service standards.
o Sites graded:

Grade Meaning

Excellent standard

Acceptable standard

Below required standard

Unacceptable standard requiring urgent action

ooOw>

Areas Assessed

Grass cutting

Weed control

Hedge maintenance

Internal cleaning

Stairwells

Corridors

Internal and external communal areas

Performance results are used to monitor contractor performance and identify areas
requiring improvement. Where performance standards are not met, such as where
contractors receive a C or D grading, corrective action is required to address any
identified issues to improve service delivery.

Members welcomed the transparency of the inspection process.

6. | Group Review One Year On (Break Out Session)

ESIG members discussed the effectiveness of the group after its first year and future
priorities.

Positive Feedback

Members felt the group:

« Provides a valuable forum for resident feedback.

« Improved sharing of information and communication between residents and TCH
staff.

o Enables estate service issues to be discussed openly.

e Group members feel they are listened to.

Suggested Improvements

Page 5 of 10



A%, Town & Country
#N Housing
Peabody Group

o Better resident group representatives from all relevant contractor areas where
possible.

« Continue providing clear information about contractors responsible for specific
estates.

e More focus on practical solutions for fly-tipping.

Emerging Priorities for Next 12 Months

Fly tipping and bulky waste disposal.

Service consistency and contractor performance.
Communication with residents.

Cleaning standards.

o > 0NN =

Environmental considerations including pesticide use and wildlife protection.
Action

KB to feedback the above points discussed to the Estate Services Team which were
added after the meeting took place.

7. | Estate Inspections Walkabout Update

An update was given by VAS on the walkabout was held at Watersedge Estate in July
2026.

Attendees Included

« Estate Services Team

e Community Investment & Social Value Team
o Groundscapes (grounds maintenance)

o Clean Green (cleaning)

e Neighbourhood Management Team

The walkabout was well attended by Town & Country Housing staff and contractors.
Due to the number of attendees, the group split into smaller teams to carry out
inspections of both the internal communal areas and the external estate environment.

Resident attendance was limited, largely due to the hot weather conditions on the day.
However, valuable resident feedback was still gathered through door knocking and
informal conversations with residents encountered during the walkabout.

Key Findings

« Grounds maintenance generally viewed positively.

Page 6 of 10



A%, Town & Country
#N Housing
Peabody Group

« Significant concerns raised regarding communal cleaning standards.
o Personal belongings and bulky waste observed in communal areas.
Fly Tipping Initiative

Following a suggestion from ESIG members:

« A pilot Skip Day will be introduced at Water's Edge Estate.

o Funding has been identified to support the initiative.

o Performance and resident take-up will be reviewed before wider rollout is
considered.

Discussion
« Members strongly supported the initiative.

« Officers highlighted the significant costs currently associated with fly-tipping
removal.

o Potential future measures may include:
e Further partnership working with local authorities.
« CCTV considerations.
e Environmental improvement initiatives.

Action

Estate Services Team/Resident Engagement Team to organise and deliver a pilot skip
day at Watersedge prior to possible roll out to other areas before the next ESIG
meeting in October and provide an update.

VS presented a service noticeboard standards template outlining:

o Cleaning tasks and frequencies.
« Grounds maintenance activities and frequencies.
e Specialist services such as:

e Window cleaning

« Bin store cleaning

o Carpet cleaning

« Jet washing
Members will receive the draft after the meeting and provide feedback before wider
implementation.

Action

VS will forward draft service standards notice board document to KB to circulate with
this meeting notes/actions for ESIG members to feedback before next meeting.
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The Estate Services Team are exploring:

o Local authority bulky waste collection guidance as each borough tends to be
different in logistics and collection cost.

o Promotion of available council collection services.
Action
Estate Services Team

Develop local authorities bulky waste information for TCH residents (Kent/Surrey
areas).

8. | Any Other Business
ER provided a confidential update regarding the current cleaning contract in Epsom.

Key Points

o Performance concerns have continued despite extensive monitoring and
intervention with the contractor.

o Contractor performance shows service standards remain below expectations.

« Town & Country Housing is actively exploring contract replacement options.

Action
Further progress updates will be provided with a further update at next ESIG meeting.

Housing Legislation Update - New Housing Bill Legislation introduced on 14 May
2026.

Due to time constraints, an update will be circulated to ESIG members covering:
e Renters' Rights Act

e Social Housing Regulation Act

« Crime and Policing Act

Action

ER/KB to email information on the New Housing Bill Legislation Update to ESIG
members.
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ESIG Action Log - 30 July 2026

No [ Action Owner Target Date Completion Date
1 Share Match My Project video links with ESIG members. Karen Boothe As requested
2 Trlgl advance communications where parking prevents Groundscapes/Vicki Scruton | To be confirmed
maintenance access.
3 Escalat.e.grounds malntenance concerns at Crown Court to the Eleanor Randall ASAP
Later Living team with Just Ask.
4 Consider contractor .representatlon from Later Living service Estate Services Team Future meetings
areas at future meetings where relevant.
5 Obtain confirmation from aII. contractors regarding wegd Zac Urquhart/Vicki Scruton | Next ESIG meeting
treatment products and environmental/pet safety requirements.
Group Review One Year On (Break Out Session) ESIG
6 | members Feedback to Estate Services Team. Karen Boothe August 2026
Progress and deliver pi!ot Skip Day at Watersedge Estate with Estate Serylces Before next ESIG
7 | an update at next meeting. Team/Resident meeting
Engagement Team
Circulate draft service no.tlceboar.d standards template to ESIG o Before next ESIG
8 | members for comment with meeting notes and actions. Vicki Scruton/Karen Boothe meeting
Develop and share bulky local authorities areas for waste
9 | disposal information for TCH residents (Kent/Surrey areas). Estate Services Team Ongoing
Provide update on Epsom cleaning contract arrangements at
10 | next meeting. Eleanor Randall October 2026
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11

Circulate briefing on new housing legislation update — New
Housing Bill introduced 14 May 2026.

Eleanor Randall/Karen
Boothe

Before next ESIG
meeting
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