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JOINT LONDON & ESSEX RESIDENTS CONSULTATIVE COMMITTEE 
MEETING 

 

Minutes of the meeting held on Thursday 6th August 2020 @ 2pm 

Via Skype 

Present:               
                              Carol Franklin (Esx Chair)       Steeple View 
                              Pearl Bulloch (Esx Vice Chair) Dobsons House 
                              Chris Davis                               Laindon 
                              Jessica Hopkins                       Harlow 
                              Luigi Bianchi                             Bow Cross 
                               
                               
Officers present: Caroline Richardson              Head of Resident Involvement 
                              Chloe Heaps                          Resident Involvement Officer 
                              Jackie King                            Assistant Director of Neighbourhoods 
                              Nicholas Kyprianou               Head of Property Services 
                               

Min 
no  

 Action 

37/20 
 

 

Welcome and Introductions 
 
CF welcomed everyone and thanked everyone for attending.  
 

 

38/20 Apologies for absence 
 

Apologies were received on behalf of Christine Strudwick, Stella Damm, 
Munaim Ahmed and Jean Murphy. 

 
 

 

39/20 Minutes & action sheet of the last meeting 
  
The minutes of the last meeting were agreed as a true and accurate record.  
 
With regards to the action sheet –  
 
JK provided the two quotes for the previous estate improvement for 
Southend. Members advised they had two copies of the same quote in their 
pack of papers. CH apologised, as this must have been an error with the 
printing. She will send the two quotes to members via email. CF asked JK 
if the works had been carried out. JK advised that GMT were successful.  
 
With regards to the article on batteries in thermostats, CR spoke to the 
Communications Team to ensure this goes into the next edition.  
 
PB wanted to mention that the video telephone system was provided by 
Essex County Council. CR explained that Swan applied to Countryside, 
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where they were given £1000 to purchase 10 tablets to help those who 
didn’t have the facilities to video call their loved ones in lockdown.  
 
In terms of social distancing in shops, it was confirmed that Swan don’t 
have the remit to enforce social distancing. Development had advised that 
the public should talk to the police or the council about any concerns. 
 

40/20 RCC Performance Scorecard Report 
 
Gas was at 99.78 – NK advised that these have now been serviced, with 
operatives wearing PPE. LB wanted to raise that when the operative came 
to do his gas service around a month ago, they weren’t wearing any PPE. 
NK asked why LB let them in if they didn’t have appropriate PPE and that 
LB should have reported it sooner. LB stated that he kept social distancing 
from the operative. NK will pass onto Axis, but advised that it would be 
difficult to do something about it now. PB said that she had someone from 
Axis visiting tomorrow and wanted for confirm that she could deny them 
entry if they were not wearing PPE. This was correct.  
 
JK advised that the telephone calls are being answered by the Customer 
Relations Team at the factory. JK noticed an error in the scorecard for the 
telephone stats and assured this would reflect correctly in the next one.  
The Customer Relations Team have been answering 260 calls a day which 
is double what they were previously receiving. The Neighbourhood Team 
and Resident Involvement Team are supporting these calls. Members 
raised that Swan always nearly meet some of the targets on the scorecard 
but never seem to get there. It was asked why the target couldn’t be 
lowered. JK advised that they will be able to get there, but staff are all 
working in a different environment at the moment. LB wanted to mention 
that he tried to use the Swan website (Tenant Portal) to check the balance 
of his account, but all that is displayed is a statement from 2006, it doesn’t 
show his actual balance. JK advised that the portal is in the process of 
being updated, with the new version launching in the coming months. This 
version will be much more efficient and will have all up to date information 
available.  
 
Properties to relet has doubled from previously. 32.8 days, 8 lets just in 
London, with 7 out of target. The team are looking at those cases. Tenancy 
fraud cases have gone up, properties have not been recovered, legal 
processes are not working currently so they can’t take court action. Courts 
are due to reopen on 24th August.  
 
ASB is up a few cases from last month, 35 cases which is a slight increase, 
this may be due to the fact people are at home more – a lot of neighbour 
issues. There have been 6 injunctions, 5 in Essex for drugs. The Estate 
Services Team has been out and about, carrying out inspections and 
cleaning the estate. In terms of rent arrears, the team are struggling to 
obtain the current information because of the move from the CM system to 

 



 

3 

 

the new Civica Cx system. JK hopes this information will be available at the 
next meeting.  

41/20 Assistant Director’s report 
  

• Pete Watts will be taking on the role of Director of Operations, with 
Shani Levy being appointed as interim Director of Care and 
Support.  

• Tej Shukla Head of Home Ownership and Keyworker Living, has 
left the organisation, and Jenny McLean is now managing the 
Leasehold Team. 

• Lorraine Morris from the Forest Gate Team has also now left 
Swan.  

• Chloe Heaps has been appointed as Resident and Service User 
Involvement Officer.  

 
Staff are still working from home, with some staff due to return to the 
office in September. The first office to open will be Pilgrim House, where 
risk assessments have been put in place.  
 
JK mentioned that there are two Estate Improvements which weren’t quite 
ready for this meeting, but she will circulate to the committee outside of 
the meeting for comments and approval or rejection.  
 
The Neighbourhood Team have stopped making welfare calls to 
vulnerable residents as the numbers of required call backs are reducing, 
which the RICD team are now covering alone. The service will be 
stopping this week, due to lockdown restrictions easing and some 
residents no longer needing support. Those who still need further support 
will be referred to other support groups and organisations. CF wanted to 
thank CH for her weekly calls.  
 
Civica Cx has been launched and digital training has been rolled out to all 
staff. The Executive Team are working with the Board on the new 
Corporate Strategy, which won’t be launched until October.  
 
It was suggested that the Regeneration and Development Team attend 
future meetings to update the committee on the latest developments for 
London & Essex.  
 
LB asked about the crane accident at Watts Grove. CR wanted to 
apologise as she was going to mention this at the beginning of the 
meeting. Swan are very saddened about what has happened and have 
extended condolences to the family of the deceased and to those injured 
and effected by the accident. There has been an incredible response from 
LBTH and the emergency services. As this is a formal investigation, CR 
can’t comment on the incident itself, but she can take questions back for a 
response.  
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42/20 Head of Care & Support Report 
CR presented the report on behalf of Alison Battersby. 
 
Recruitment has taken place for a Young People’s Coach at Dove-Cott 
House. A further two vacancies have arisen, one for the Deputy Foyer 
Manager across both Swan House and Dove-Cott House. This vacancy 
has provided the opportunity to review the current structure and the team 
will be recruiting for two deputy managers, one based at each site. The 
other vacancy is a part-time role, and this will be covered internally until 
recruitment takes place.   
 
The Care Team continue to respond well to the pandemic and are 
working with customers and their families to ensure everyone is well 
supported appropriately in line with government guidelines.   
 
Services in the North have run very smoothly during COVID19 – Care 
staff have gone above and beyond, and the team have been able to 
achieve 100% of appointments kept.    
 
Between all three Foyers, on average 95 additional phone calls per week 
have been completed and 315 face to face interactions at the hatch.   
 
Despite the current crisis, residents are engaging in activities with their 
housing officer, which has included celebrating VE Day and completing 
activity packs. Residents are still benefitting from additional support calls 
with their housing officer and are enjoying trying new ways to 
communicate.    
 
PB wanted to give a big thank you to the staff at Dobsons House, 
including Maria Sims. 

 
 
 
 
 

 
 
  

43/20  Repairs Focus 
 
 
NK advised that the audit showed satisfaction was at 96.78% based on 
an increase in the number of text surveys. Of the dissatisfied responses, 
follow up actions have been logged and calls have been attempted. For 
June, the repairs completed were low, due to Covid-19. Axis are trying to 
catch up on some of the planned works. Fifty-nine percent of complaints 
received are repairs related. The most common type of complaint was 
relating to speed (49%) and then gas (47%). During June the number of 
missed or cancelled appointments was 3 (3 in Essex and 0 in London). 
 
Over recent months the team have been seeking recharges from 
residents who have left their home in a poor state of repair and not 
undertaken works which under the terms of the tenancy agreement are 
resident’s responsibility. 
 
For the financial year 2020-2021 the following have been noted based on 
this year’s expenditure and received. 
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Total charge: £71,352.62  
Total number of recharges: 31 
Money paid by residents: £1,277.99  
Collection rate 1.8% 
 
NK was hoping the new Cx system will improve the recharges collection. 
PB asked whether a staff member was doing this, or does it go through 
Cx. JK advised that one of her staff sends letters out on this and refers to 
the debt collecting agency. She reinforced that the focus is on help and 
support for our residents at this time. In terms of the 5:15 NK advised that 
they are extending the timescale of repairs to be completed, due to the 
backlog of repairs reported due to Covid-19.  
 

44/20 Involved Resident Expenses Procedure 
 
Members had two copies of the procedure, one with track changes and 
one in the final new corporate format. CR advised that a lot of formatting 
has taken place, and things have been simplified and made clearer.  
 
She advised that previously procedures were usually reviewed every 3 
years, but it has now been agreed that all procedures will be reviewed 
every 5 years. The new procedure is now more current and applicable, and 
easier to read. All members agreed the document.  

 

 

 

 

 

 

 

 

45/20 VFM Statement 
 
CR asked whether everyone had had a chance to read over the VFM 

statement. CF stated that she hadn’t got around to reading everything. 
CR explained that the document usually goes to the Scrutiny Panel, but 
she wanted to bring it to the RCC too, for comments. PB mentioned that 
on page 11 at the last paragraph it says “As at March 2020 we had 696 
units on site and in progress and our committed pipeline of new homes 
was [xxxx] of which [xxx] were social housing units. In fact, when our 
uncommitted, joint venture and pipeline schemes are considered we 
have [x,xxx] units in our pipeline.” CR advised that they are still waiting 
for the data to come through for this part – this was just the draft version 
so residents could sense check and provide feedback on the document 
so far. CR explained that the final version falls outside of when the 
committee will meet, so she decided to bring it to this meeting as it was 
the only way they could review it. CR advised that she need feedback 
from members through email by Tuesday of next week. Members were 
happy to do this. 

 

 

 

 

 

 

 

 

 

 

 
 

Resident 
members 

46/20 Consultation on Policies and Strategies: 
 
 

i. Compensation policy:  JK advised that the policy in the main 
was unchanged. CH let the members know that Stella had 
approved the Compensation Policy and the Involved Residents 
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Expenses Procedure in advance. All were happy to approve the 
policy.  

47/20 Resident Involvement and Community Development (RICD) update 
 
CR advised that the welfare calls are wrapping up as lockdown is easing, 
and those who still wish to receive support have been referred to other 
agencies who can help. CR announced that the community centres may 
be allowed to open by the end of September, but this all depends on the 
government guidelines. Activities have been moved online where possible 
and have had a good reception.  

 

 

48/20 Estate Improvement Grants 
None received. 

 

49/20 Community Grants 
 
CR explained that she received an email from Supported Housing this 
morning, who were trying to find grant for £184 for a Foyer resident to 
continue running mindfulness classes for people online (through YouTube). 
CR talked the members through the paperwork which was received today. 
The YouTube channel focuses on meditation and wellbeing. After the 
resident’s camera broke, they have not been able to actively help people 
through the channel. The grant would cover the cost of a new camera for 
the resident and will stay in the possession of Swan for a year, then it can 
be passed onto the resident to keep.  
 
Members thought it was great that the individual was giving something 
back to help people and everyone was happy to agree the grant. CH will 
send the grant via email/post to members. LB thought it would be nice to 
have some feedback on this. CR was happy to share the link to the 
YouTube channel so members could have a look.  

 
 
 

 

 

 

 

 

 

 

 

 

 

CH 
 
 

CR 

50/20 Health & Safety 
Nothing to report.  

 

51/20 Feedback from Represented Areas 
 
PB wanted to thank the staff at Dobsons House again as they were doing 
a fantastic job.  
 
LB raised a query with the budget report, on hall hire – he asked whether 
the figures there were late invoices on previous months, or whether this 
was for hall hire from the beginning of March. CR explained that it wasn’t 
expenditure, Finance put in these figures as perceived expenditure, on 
what would be expected. LB asked why they do this. CR is happy to feed 
this back to the Finance team to get clarity on this.  
 
CD wanted to thank the RICD Team for the weekly calls she received, she 
found it very reassuring to hear from a staff member each week.  
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Minutes Agreed - Signed ……………………………………… (Chair, London/Essex RCC) 
Date ……………………………………….. 

There was mention of the post office delay at Laindon, and residents were 
feeling frustrated about how long it has been going on for. CF advised that 
she had a meeting yesterday with the Mayor or Laindon, and the health 
centre was discussed – this due to start at the beginning of next year.  She 
hopes Jack Tyrell Killian will be able to provide an update for them soon. 
CR doesn’t know what’s happening at Laindon as she hasn’t been involved 
in the meetings for a while, but she can get Jack to provide an update.  
 
JH wanted to know when services would return to normal for her, with her 
housing officer visiting her. CR will pass the question back to Alison 
Battersby for a response.  
 

 
 
 
 
 
 
CR 
 
 
 
CR 

52/20 Any Other Business 
 
N/A.   

 
 
 

53/20 Date and Time of Next Meeting 
 
London & Essex RCC: potentially Thursday 24th September 2020  
 
Please note that the September meeting will be held via Skype as a joint 
meeting.  
 
The meeting closed at approx. 3:30pm.    

 


