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NOTES

 
Meeting title: Residents’ Panel 
 
On: 22 March 2022  
 
Held at: via zoom  
 
Apologies:   Lizz, Michael, & Sharon  
 
 
In attendance: Steve Southwell, Nik Bedwell, Dave Power, Sian Virgo, Ann Humphries, 

Lilian, Sarah Booker, Celia, Clive Cavanagh Community Development 
Manager, Suzanne Newman Communications Officer, Su David, Lorna 
Cannel , Jasper South Head of Customer Services, Carly Tucker, 
Resident Engagement Team Leader 

 
 
 

Action 

1. Apologies and Introductions 

Steve Southwell (Chair) noted the apologies from Lizz, Sharon, & 
Michael. 
 
 

2. Minutes and Matters Arising (Chair) 

Steve went through the minutes from the last meeting. Only points to 
raise where from A.O.B. The rent increase letters have now been sent 
out. Suzanne was dropping some documents off to Liz. 
Spring trip mentioned about looking around sites – Clive to look at a date 
for this to happen.  
Jabber walkies has gone ahead, and 2 sessions have run with the first 
having 2 attendees and the second having 6 people there are more 
planned. 
Training will be given to panel members currently looking at what is 
needed to provide this. 

 
The minutes were approved with no notable issues to report 

 
3. Cleaning Contract (Lorna) 

Lorna provided a copy of her written presentation on the Cleaning Contract. 
Explaining we have started to look at the cleaning contract across all areas. 
Stage 1 is complete now moving to stage 2. This will be a long process with 
the new cleaning contract starting April 2023. This means it will be awarded 
around December 2022. 
We will look to put on roadshows to get feedback from the different blocks, 
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to see what resident want in terms of improving the service.  
We are working with FFT consultants, and they will be writing the 
specification for the contract, once this is has done we will consult residents 
again if needed. 
We will have penalties for failing to meet standards set. We will have clear 
standards so you know what is expected as you are the eyes and ears on 
site so can report if standards are not met. 
Although Facilities over see all the cleaning we will also be asking residents 
to help assess the cleaning. When we have the new customer portal, we 
hope that residents will be able to view when the last clean was done and 
the next clean due. 
  

 
 

4. Moving in process (Dave Power & Su David) 

Dave started by explaining that when he moved in to Bayside 6 months ago 
there was lots of information that was not given to the residents and wanted 
to explore if this was a general issue with new developments. It would be a 
good idea to look at a scrutiny on the entire moving in process. 
 
Su explained that it would be good to look at feedback on what to improve 
on and that each block, new build, & relet all have different processes. We 
want to work with residents to look at this and how we can improve on this. 
Bayside had its own issues as it was new systems to everybody including 
staff. The process on how to use systems was sent to residents by email. 
 
Dave explained that issues with underfloor heating, switches in the kitchen 
that were not labelled correctly, each resident received a key that they do 
not know what it is for, and issues around the service charge. 
 
Suzanne – Bayside was built under a different tech spec that Worthing 
Homes are used to and therefore it was all new to everyone. I spent time 
with the contracts manager and went thorough how things worked even to 
the window openings due to them operating differently. I will happily show 
any resident if they are unsure on anything. 
 
Steve – Will be good to have a scrutiny on the moving in progress, also 
good for the resident representative to work on putting information together 
for everyone and work with Su and her team to get it right. 
 
Su – We want to make the moving in journey as enjoyable as possible for 
tenants. We do provide a lot of information and we try to encourage tenants 
to read this. It would also be good to know what information people want 
and don’t want.  
 
Steve – shared a information sheet he has complied for Cambourne Court 
residents with key information about their home and communal areas etc. 
 
Clive – This is key information for new residents, and it is their first 
experience of Worthing Homes. We should also be letting them know what 
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they can get involved with as well. Will look to set up a scrutiny group 
meeting to take this forward. 
To address this Steve as Chair and I agreed the meeting for the 19th April to 
help identify scrutiny members for this task 

 
 

 
5. Housing Ombudsman code of practice update (Steve)  

 
Steve shared his screen with the presentation from the Housing 
Ombudsman and talk through the slides. The status of the Housing 
Ombudsman means that 50% of residents don’t deal with them as they see 
it as scary, many felt by approaching them it would damage their 
relationship with their Housing Provider. So the objective is to have a joined 
up approach working together for the residents. 
 
Clive – When this will be finalised? 
 
Steve – It is a working progress although the code of conduct comes into 
effect from 1st April 2022 all housing providers needs to be complaint with 
this by 1st October 2022 

 
6. Scrutiny Update (Dave & Steve) 

Dave – Have meet with Carolyn and she answered all questions this has 
led to a few follow up questions and request for copies of policies and 
producers. We are now waiting on their response. 
Steve – There are several policies and producers addressed within the 
Lettings policy, so we have asked to see these. We were quite satisfied with 
the answers to the questions although had a few points that needed 
clarification. We will look to get the draft report completed soon. Would like 
to thank Carolyn for her time on this. 
 

7. Tenant Engagement Standards (Steve)  
 
Steve – Shared presentation and talked though slides. Discussions around 
how your experience drives change and how do we hear from the silent 
resident. Using the lived experience of customers. 
Steve has also volunteered to speak at the CIH conference in May and his 
key points are around engagement and how it is here to stay now and we 
can really make a difference for Worthing Homes Residents. 
 

8. Role Profile  
 
Clive – We want to look at the profile and responsibilities of members and 
what input they have and how to increase numbers. Also look to ensure 
members are active and attend meetings. When volunteers sign up we can 
give them clear ideas on what they are expected to do and how many hours 

Clive 
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they would be required to donate.  
We need to look at how people volunteer across all of Worthing Homes as 
they are part of the wider family  
We will be sharing the information and we can then discuss this further at a 
subsequent meeting. 
 

9. Ukraine Crisis – Response of HA’s  (Jasper & Steve)  
Jasper –. Last week the Government accounted their homes for Ukraine, 
and we are waiting on details on how this will work. Some tenants may want 
to participate in this scheme, and we will publish information on our website 
soon. Staff will also be briefed with information. Tenants will need to be 
aware it will be agreement between them and the government although we 
will not allow tenants to become overcrowded and they will need to take 
responsibility for anyone in their home.  
The second phase will look at if we can take part in providing homes. 
If people want to help, they can donate to the disaster charity there are also 
a number of drop off locations across Worthing.  
We will update as we get more information and as the guidance changes 
Dave – Is there scope for Housing Providers to give flats to refugees  
Jasper – Due to the allocations policy we have wait on the government to 
release information on how this can be done. 
Steve – Shared presentation and went through slides regarding the Homes 
for Ukraine scheme  
Clive – Potential people who may put up refuges need to give this careful 
consideration.  Many have suffered severe trauma and this will affect their 
behaviour and they will mostly be single parent families who are very 
vulnerable. 
Steve – We are coming out of a pandemic and need to consider are people 
in the right state themselves to deal with the situation. 
Celia – People will have complex issues and it could be for a long time. 
 

10. Funday  
16th July 2022 Resident Panel stall where members of the Panel will be 
able to give out information on how residents can get involved  
It will be held at the Maybridge Keystone Centre there will be no theme this 
year. It is a full day for the volunteers, we will have stalls inside and out, 
activities, food, music with around 400-600 attendees.  
 

11. AOB 
 
Celia – At a previous Residents conference we discussed cleaning contract 
would be good to use this information. 
 
Jasper –We have a Worthing Homes promise which we do not actively use 
it and be useful to look at this and bring it up to date  
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Dave – Resident panel minutes have not been put on the website for some 
time and the website is out of date, the latest news was from 6 months ago. 
When you look up the neighbourhood team Bayside doesn’t exist  
 
Suzanne – new website for the rebranding and transformation project so 
trying not to spend to much money on the old one. 
 
Dave - Some residents were asked view on pet policy although not 
everyone  
 
Steve – This is as some properties have rules in the lease agreements that 
pets are not allowed and therefore, they were not asked as they would just 
not be allowed pets. 
 
Dave - Resident reps we were going to be contacted this is ongoing work 
updating so we can make sure the information is relevant and the meetings 
are meaningful and have a purpose. 
 
Carly – We are looking at the roles of the resident reps as we what the 
meetings to have a purpose and be a meaningful engagement. Once we 
have some idea on this, we will be contacting the resident reps and 
discussing further. 
 
Lilian – Will there be any Jubilee event’s that Worthing Homes will be 
putting on. 
 
Suzanne – Worthing Homes will not be putting on any events it will be for 
individuals to arrange their own events if they wish for them to take place. 
 
Carly  - If any would like to have a WH email address that doesn’t have one 
please to let me know. 
 
Steve  - Would like to invite everyone to join the Jubilee event at 
Cambourne Court which will be held on the 3rd June.2022 

 
 
Next Meeting : Newly arranged 19th April 2022 

 
  
 
Signed                               Chair                                      Date: 13/04/2022 
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