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Residents’ Panel Meeting 
 
16th January  2018 
Collins House, Bishopstoke Road, Eastleigh.   

Panel members in attendance:  Lorraine Thompson (Chair - Resident), 
Dennis Clay (Resident), Shanie Clark (Resident) , Lynne Kiddle (Shared 
Owner) 

Staff members in attendance: Alyson Noble - (Resident Involvement Team 
Leader), Oona Hickson (Area housing Manager), Cita Jagot (Communities 
and Involvement Manager), Eve Maple (Note Taker), Amanda Morait (Area 
Housing Manager), Ralph Facey (Group Director of Housing and Customer 
Services) 
 
 

Outcomes & Actions  
 
 

Person 
Responsible 

Key Performance Information (KPI) updates to a 
standing item at all formal meetings   

Area Housing 
Managers 
(AHMs) 

Interim meeting to scope new local offers to be 
organised 

Alyson Noble 

Vision success to be shared with Radian staff Kate Dench 

Training date/venue/content to be confirmed Eve Maple 

Brian & Sue to be given their Currys/PC World gift 
card/agreement 

Alyson Noble 

Lorraine, Sue & Shanie to feedback from Housing 
Minister event 

Lorraine, Sue 
& Shanie 

LIG process to be rolled out to all Neighbour hood 
Officers 

Area Housing 
Managers 
(AHMs) 

 
 

1. Apologies – apologies from Sue Cooper (Resident Panel Member), Cath 
Price (CI Team Leader), Cllr Yong (Councillor RBWM),  Brian Linton 
(Resident) Bernadette Fry (Assistant Director of Neighbourhoods) 
 

2. Minutes of the last meeting and actions 

 Pet Policy guidelines - Dennis has met with the Area Housing Manager 
and Neighbourhood Officer to discuss getting some definitive guidelines 
for keeping pets.  AHM advised that she will be taking this forward. 
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 Induction video is being reworked and should have a revised copy for the 
meeting in March 

 The other actions are items on the agenda 
 

3. Ralph Facey Update 
Ralph gave the following update as follows ; 
“The resident consultation exercise will be in line with regulatory expectations.  
We need to avoid over complicating the process and demonstrate a clear link 
between the feedback received and how that influenced the final Business 
Case considered by the boards of each organisation. 
 
In summary we envisage our approach will include: 

 Identifying 3 or 4 questions on which to base the consultation.  These 
should be quite broad with the intention of generating feedback on the 
areas of improvement that residents would like to see the partnership 
deliver and where we may target the reinvestment of surplus in the future. 

 Using a range of methods to get feedback on the area of improvement that 
residents would like to see the partnership deliver and where we may 
target the reinvestment of surplus in the future. 

 Using a range of methods to get feedback on the questions; launch by 
letter, online survey, and small focused discussions using existing forums 
or community bases. 

 The key themes from the consultation will then be summarized identifying 
how they will be addresses in the business case considered by the 
boards(s) 

 The existing resident forums i.e Scrutiny Group, Customer Panel, would 
be kept informed and asked to comment on the proposed process 

 Process should take no more than three months 
 
The high level timeline; 

 Present approach to relevant customer panels – April/May 

 Consultation mid summer 2018 

 Report to working group (of the boards) on results of the consultation in 
October/November 2018 

 Report to working group 9of the boards’) on results of consultation in 
October/November 2018” 

 
Dennis asked if 4 questions would cover what was required and Ralph advised that 
these questions would be broad covering topics such as repairs, estate 
management, community investment and homelessness etc.  Dennis also suggested 
that any consultation should avoid the school holiday period.  . 
 
Lynne asked if the questionnaire could be specific rather than asking for random 
opinions.    These comments were noted. 
 
The panel asked if A2Dominion have a resident panel – Ralph advised that residents 
are consulted and involved but in different ways.   
 
UPDATE (24/01/18):  Since this meeting the partnership talks with A2Dominion 
have now ended as it has become apparent that our approaches, particularly 
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around technology, are different and the focus of both organisations must be 
the service we provide to our customers. 
 
4. Local Offers 
 
Existing: 
Alyson gave a brief update.  Some discussion revolved around the ‘New 
Developments’ local offer recommendations as outlined in the Local Offers Action 
Plan 2017/18.   
 
AN confirmed that the ‘community support standards’ rated as gold, silver & bronze 
will be rolled out across the Community Involvement Team to help support residents 
and the Housing teams when new developments are handed over.  Lorraine stated 
that work around these recommendations must now begin and that the Panel would 
be grateful for regular updates as to their progress. 
 
A discussion around the handover process between Development Services and 
Housing Services when new homes are ready to let, took place with Area Housing 
Managers (AHMs) following some concerns they highlighted.  These related to the 
lack of consistency around standard finishes/inclusion of certain items in new 
properties which in turn can cause housing management issues and resident 
dissatisfaction.  The Panel felt that this should be investigated further. 
 
ACTION:  AN to follow up with AHMs 
 
All Panel members were invited to attend the ‘Same Day Response’ event in 
Thames that had been booked for Saturday 24th March.  If successful similar events 
could be rolled out in other areas. 
 
Following consultation with key services the Thames furniture project will be piloted 
at Sawyers Close and break down into the following areas: 
 

 Free Cycle - Set up a Freecycle Sawyers Facebook page  

 Fly tipped furniture/evictions – proposal to collect items in good condition 
and store them in a garage at Sawyers to allow Radian staff to access them 

 Furniture from properties of deceased residents - Slough Furniture Project 
would provide their services to families of the deceased  

 
 
Future Offers: 
Discussion around the results of the Radian Satisfaction (STAR) and Expressions of 
Dissatisfaction reports took place and it was generally agreed that there didn’t seem 
to be anything really telling in the half year results, mirroring the satisfaction 
performance as at the end of March 2017.   As before, owners were showing lower 
levels of satisfaction when compared to tenants, and older residents were generally 
more satisfied. The breakdown by BME, age, disability & housing benefit had been 
included but Alyson stressed that this must be put into context, especially the BME 
info as this group represents only 9% of our customer base.   
 
With regard to the owner/occupier split, Solent have the highest number of owners 
with 40%, but also the higher levels of satisfaction.  Rother & Thames have lower 
satisfaction but only 23% of customers in each area are owners.   
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ACTION:  If the Same Day Response event is successful then look to roll this 
out into other hotspots within Rother & Thames 
 
Expressions of Dissatisfaction showed that repair jobs not attended & repairs taking 
too long were the top 2 themes.  However, the Customer Experience Team were 
working with Tech Services on how this can be improved and this was reported on 
every quarter which is shared with the Panel. 
 
Another area highlighted was about residents feeling dissatisfied with their telephone 
contact with some staff i.e. call backs and general approach/consistency with the 
way Radian deals with incoming & outgoing telephone calls. AHMs explained that, 
by nature of their job, Neighbourhood Officers often need to be out of the office 
which can have an impact on their ability to respond to calls etc.  Devices that can be 
used remotely off site could help improve this situation.  All panel members agreed 
that this seemed like a sensible solution and were very keen to support this 
approach, along with a number of other suggested improvements. 
 
Based on the information provided and further discussion, Lorraine proposed that the 
following themes be considered as future local offers: 

 Communication – quality telephone contact with customer  

 Development/Housing handover procedure 
 
ACTION:  Alyson to arrange Panel interim meeting to decide what should be 
included within the scoping of each of these.  AHMs to be included 
 
ACTION:  Lorraine asked that AMHs provide Key Performance Information 
(KPI) updates as a standing item at each formal Panel meeting   
 
 
5. Vision Survey Analysis 
 
Kate Dench gave an overview of the results received from the Vison Survey.  Kate 
advised that 17000 customers were surveyed and 343 responses were received. 
The survey was to gain a better understanding of how customers are using digital 
services.  The results have highlighted that customers like to use digital services to 
carry out general housekeeping i.e. paying bills, ordering goods, checking bank 
accounts etc.  The panel commented on the low response and Kate advised that 
although it was a small number the responses received were extremely positive. 
 
The panel asked if the surveys picked up on age and Kate advised that age wasn’t 
asked. 
 
Interestingly all shared owners replied online but most of the general need surveys 
were completed in paper format.  Lynne suggested that ‘My Radian’ might be a good 
way of communicating with residents regarding the partnership with A2 Dominion.  
Panel members were very impressed with all the positive responses that were 
received which clearly showed how important their homes were to them.   
 
The panel also asked that these results be shared throughout Radian as well as the 
RMag. 
ACTION:  Kate to take forward  
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6.Training Options 
 
Eve is looking into mindfulness training options with an overnight stay at a hotel.  
Both Lorraine and Cita knew of potential trainers that may be able to deliver the 
training.   
 ACTION – Eve to co-ordinate hotel and training and invite Panel members  
 
7. Tablet vouchers 

 
Alyson distributed the Currys/PC World vouchers.  Each Panel member was also 
asked to agree and sign an agreement clearly outlining the requirements and 
purpose of the gift from Radian.   A receipt as proof of purchase was required within 
28 days of buying an IT device.   
ACTION:  Alyson to ensure that both Sue & Brian also receive their gift cards 
and understand/sign the agreement  
 
8.Celebration Event 
Dennis asked that the resident panel formally thank the staff 

 
9.Housing Minister Engagement Event – 25th January 2018 
Lorraine confirmed that this was still going ahead despite a change of Housing 
Minister.  Lorraine, Sue and Shanie plan to attend and will report back at the next 
formal meeting in March.   
ACTION:  Lorraine, Sue & Shanie to feedback experience to Panel 
 
10.Budget/Meetings/ Grants 

 

 Training costs to be paid for out of this financial year’s budget. 

 Lorraine asked that if a Neighbourhood Officers is unsure whether something 
fits the LIG criteria, they send the Funding Group some bullet points outlining 
the project before an application is completed.  This will save time and effort, 
make it clearer what can or cannot be applied for and give the Funding Group 
the chance to ask any questions.   

ACTION:  AHMS to advise their teams 
 

 
Next meeting 27th March  2018 – 6pm to 8pm at Collins House 

 
 
 


