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You are requested to attend a meeting of the Tenant Services
Management Board to be held in Committee Room 1, The Deane
House, Belvedere Road, Taunton on 29 April 2010 at 18:00.

Agenda
1 Introductions

2 Apologies

3 Role of Board Member - presentation by the Acting Tenant Empowerment
Manager
Reporting Officer: Martin Price

4 Terms of Reference
Reporting Officer: Martin Price

5 Code of Conduct
Reporting Officer: Martin Price

6 Appointment of Chairperson

Reporting Officer: Martin Price
7 Appointment of Vice-Chairperson

Reporting Officer: Martin Price
8 Public Question Time.
9 Declaration of Interests

Reporting Officer: Martin Price

10 Introduction to Service Standards
Reporting Officer: Martin Price

11 Lettable Standard - report of the Rent, Recovery, Void Manager
Reporting Officer: Lisa West

12 Tenant Services Management Board Forward Plan - details of forthcoming items
to be considered by the Tenant Services Management Board and the opportunity
for further items to be suggested

Reporting Officer: Martin Price



13 Dates, times and venues of future meetings
Reporting Officer: Martin Price

Tonya Meers
Legal and Democratic Services Manager

07 May 2010



Members of the public are welcome to attend the meeting and listen to the discussions.

There is time set aside at the beginning of most meetings to allow the public to ask
questions.

Speaking under “Public Question Time” is limited to 4 minutes per person in an overall
period of 15 minutes. The Committee Administrator will keep a close watch on the time
and the Chairman will be responsible for ensuring the time permitted does not overrun.
The speaker will be allowed to address the Committee once only and will not be allowed
to participate further in any debate.

If a member of the public wishes to address the Committee on any matter appearing on
the agenda, the Chairman will normally permit this to occur when that item is reached and
before the Councillors begin to debate the item.

This is more usual at meetings of the Council’s Planning Committee and details of the
“rules” which apply at these meetings can be found in the leaflet “Having Your Say on
Planning Applications”. A copy can be obtained free of charge from the Planning
Reception Desk at The Deane House or by contacting the telephone number or e-mail
address below.

If an item on the agenda is contentious, with a large number of people attending the
meeting, a representative should be nominated to present the views of a group.

These arrangements do not apply to exempt (confidential) items on the agenda where
any members of the press or public present will be asked to leave the Committee Room.

Full Council, Executive, Committees and Task and Finish Review agendas, reports and
minutes are available on our website: www.tauntondeane.gov.uk

g Lift access to the John Meikle Room and the other Committee Rooms on the first
floor of The Deane House, is available from the main ground floor entrance. Toilet
facilities, with wheelchair access, are also available off the landing directly outside the
Committee Rooms.

An induction loop operates to enhance sound for anyone wearing a hearing aid or
using a transmitter.

For further information about the meeting, please contact Democratic Services on
01823 356382 or email d.durham@tauntondeane.gov.uk



http://www.tauntondeane.gov.uk/
mailto:d.durham@tauntondeane.gov.uk

Tenant Services Management Board Members:-
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Lettable Standard

Report of Lisa West, Rent, Recovery & Void Manager

Executive Summary

The Housing Service takes the views of its tenants seriously when delivering all
services. We aim to provide the best we can with the resources available to us. We
also take the interests of our staff into consideration when carrying out these tasks.
We are seeking to introduce a Lettable Standard to give our tenant’s satisfaction that
their new home will meet an agreed standard before it is re-let and also to ensure the
consistent quality of each property.

The Lettable Standard is attached as Appendix 1 of this report — please note this is a
draft version, with the artwork being subject to change.

1. Purpose of the report

1.1 To seek the views and opinions of the Tenant Services Management
Board on the proposed Lettable Standard.

1.2 Members to recommend the implementation of the Lettable Standard.

2. Background Information
The Rent, Recovery & Void team was created in 2005 and consists of 3 full
time officers, 2 full time assistants and 1 Debt and Benefit Advisor. The team
is responsible for inspecting Taunton Deane Borough Council’s housing stock

once it becomes vacant and to ensure they are brought to a lettable standard
for the new incoming tenant.

The implementation of this standard will provide new tenants with information
on the standard that will be met.
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Research

With the need to update our procedures, we looked at how we are currently
carrying out our void inspections and areas where we thought we could
improve. Other Local Authority and Housing Association lettable standards
were researched for examples of best practice before the compilation of our
own standard.

Financial

Having compiled the standard we believe the standard can be met within our
existing resources of staff and budget. However, monitoring of these budgets
will be carried out throughout the year on a quarterly basis to ascertain if this
remains favourable or becomes adverse.

Tenant awareness of the standard

To ensure that incoming tenants have an awareness of our lettable standard
we propose that access to the document is available on our website. Also, a
copy of the standard, which will be in leaflet form, will be given to the
prospective tenant once the property has been offered and accepted by them.
Upon signing the Tenancy Agreement there will be a copy of the standard
along with a satisfaction survey. The standard will also be publicised in tenant
publications such as “Tenants Talk”, with the leaflet available on request and
in reception areas of Taunton Deane Borough Council offices and housing
surgeries.

Outcomes

Once implementation has been agreed, we believe that receiving feedback
whether this be positive or negative will be of great benefit to ensure we are
constantly improving our services. It is therefore proposed to carry out spot
checks whilst the void is in progress and/or when works have been finished.
This will be set initially to 2 properties per week. We will also record feedback
given from the satisfaction surveys to improve services and to report findings.
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Timescales

Following the boards agreement, the proposed timescales for implementation
of the standard will be;

A 4-8 week period post decision to introduce the standard, during which time
the leaflets will be produced and void inspection forms will be updated to
reflect the standard.

A 4-8 week period post decision to introduce the satisfaction survey, during
which time the questionnaire will be compiled and a spreadsheet created to
capture the information for reporting.

An 8-12 week period post decision to commence spot checks on void
properties.

Finally, it would be our intention to report back to the board after a period of 9
months post decision, with a progress report and after a period of 12 months
post decision, a budget report taking into account a complete years budget
spend.

Recommendations

The board to recommend the implementation of the proposed Lettable
Standard after taking into consideration the content of this report.

Contact Officers:

Lisa West

Rent, Recovery & Void Manager
Tel 01823 356532
l.west@tauntondeane.gov.uk
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Minutes of the meeting of the Tenant Services Management Board held
on Thursday 29 April 2010 at 6pm, in Committee Room 1, the Deane
House, Belvedere Road, Taunton

Present: Mr Baker, Councillor Brooks, Mrs Drage, Mr Edwards,
Mr Etherington, Mr Galpin, Mrs Hegarty, Mr Hellier, Mr Pearson,
Mrs Vanstone and Mr Watkin

Officers: James Barrah (Community Services Manager), Stephen Boland
(Housing Services Lead), Donna Durham (Democratic Support Manager),
Helen Mockridge (Administrative Officer) and Martin Price (Acting Tenant
Empowerment Manager)

Others: Councillors Morrell and Stuart-Thorn

1. Introductions

The Acting Tenant Empowerment Manager, asked members of the Board and
officers to introduce themselves.

2. Apology

The Conservative Group had not selected a representative for the Board, but
this would be done in time for the next meeting.

3. Role of Board Member

The Acting Tenant Empowerment Manager gave a presentation on the role of
Board which was:

(1) To represent the tenants of Taunton Deane Borough Council to raise the
standards of the Housing Service; and

(2) To work with officers of the Council to agree acceptable and realistic
standards of service in Taunton Deane.

Details of the Boards key responsibilities were submitted, which included
consideration of the Housing Service budget and reviewing and revising
policies and procedures on the operation of the Housing Service.

The Board would not discuss individual or estate specific complaints or
issues, unless they illustrated a matter of principle which applied to Borough.
The Board would not deal with neighbour or inter-personal disputes, nor be
involved with operational matters or matters of detailed service delivery.

The responsibilities of a Board Member were as follows:

e To act in the best interests of all Taunton Deane Borough Council
tenants;



e To contribute fully to meetings by preparing for meetings in advance,
reading all the relevant papers and attending training sessions and
other events;

e To patrticipate in decision making and abide by the decisions made by
the Board, even if it was not the individual’s personal point of view;

e To respect the confidentiality of information;
e To work as part of team;

e To have a willingness to ask questions in order to fully understand the
topic before making a decision;

e To have the ability to look at the bigger picture, the service as a whole,
when making a decision; and

e To have the confidence to express views as part of a group discussion.

Monthly meetings would be held and dates and times would be agreed by the
Board on a six monthly basis. An Annual General Meeting would be held in
April each year, or within fifteen months of the previous Annual General
Meeting.

Training would be offered to all Board Members to ensure they had the skills
and knowledge they needed to make effective decisions.

Members would be appointed to the Board for two years, with an eligibility of
reappointment after two years. If a Board Member’s circumstances changed
and they did not fit into the eligibility criteria, their membership would cease.

4. Terms of Reference

The Terms of Reference were distributed to the Board. Board Members were
asked to review them and they would be considered at the next meeting.

5. Code of Conduct

The Code of Conduct was circulated to the Board for their consideration. The
Code of Conduct would be formally adopted at the next meeting of the Board,
incorporating any changes that had been agreed.

6. Appointment of Chairman

The Board felt it would be beneficial to appoint the Chairman and Vice-
Chairman at the next meeting but it was necessary to appoint a Chairman for

the duration of the meeting.

Resolved that Mr Etherington be elected as Chairman for the duration of the
meeting.



8. Public Question Time

Mrs Edwards asked if all Members of the Board would be expected to attend
training. The Chairman explained that training would be provided as
necessary.

Councillor Morrell enquired about the relationship between the Board and the
Tenants’ Forum. The Chairman replied that the Board would consider more
general issues, rather than specific ones that the Tenants’ Forum discussed.

Councillor Morrell was concerned that the Terms of Reference appeared to

discriminate against Members who were not part of the leading groups. The
Chairman explained that it would be for the Board to consider this when the

Terms of Reference were agreed at the next meeting.

Councillor Morrell felt that substitutes for the Councillor representatives should
be allowed as many Councillors had a lot of knowledge and experience and
could contribute to the Board.

9. Declaration of Interests

The Acting Tenant Empowerment Manager explained the purpose of the
Declaration of Interests.

Councillor Brooks suggested that training on personal and prejudicial interests



should be arranged for the Board at a later date, but in the meantime asked if



details could be sent to Board Members. The Democratic Support Manager
agreed to discuss the requirements with the Monitoring Officer and would
report back to the Board.

10. Introduction to Service Standards
Service Standards would be brought to future meetings of the Board.
11. Lettable Standard

Considered report previously circulated, concerning the introduction of a
Lettable Standard.

The Rent, Recovery and Void Team was created in 2005 and consisted of
three full time officers, two full time assistants and one Debt and Benefit
Advisor. The team were responsible for ensuring that vacant housing stock
was brought back to a Lettable Standard for incoming tenants.

A Standard had been produced after carrying out research for examples of
best practice. The Standard could currently be met within existing resources,
but this would be reviewed on a quarterly basis.

Tenants would be able to access the Standard on the website and copies, in
leaflet form, would be sent to new tenants. Leaflets would also be available in
the Reception in The Deane House and at housing surgeries.

Receiving feedback on the new Standard would help to improve services and
in addition, spot checks would be carried out on two properties per week to
ensure that standards were maintained.

Leaflets would be produced within 8 weeks, along with a satisfaction
guestionnaire and a spreadsheet. Spot checks on properties would be carried
out within 12 weeks.

A report detailing the progress would be brought back to the Board after 9
months and a budget report would be completed after a years budget spend.

The Board felt that tenants should be responsible and if they failed to uphold
their tenancy agreement, enforcement action should be taken.

The Board asked if the implementation of the Lettable Standard would delay
the re-letting of properties, but the Housing Services Lead explained that it
was not expected to impact on the turnaround time.

Members of the Board were concerned that some properties were ‘boarded
up’ for long periods of time. The Housing Services Lead explained the many
reasons for this, which included making the property secure if the tenant had
vacated. If the Council wanted to end the tenancy, it had to be done through
Court, which took time.



The Board asked about the Decent Homes Standard that had been
introduced by the Government. The Council met the minimum Standard, but
tenants could agree locally to provide services beyond the Decent Homes
Standard. The Board were concerned that the Council’s standard did not
always meet with the tenants expectations. The Housing Services Lead
explained that post tenancy visits would ensure that tenants’ views were
shared with the Board and decisions could be made about improving the
standards if necessary.

The Board were concerned that there was no mention of responsibilities for
boundaries in the Lettable Standard leaflet and that it should be included.

Resolved that the Lettable Standard be implemented.
12. Tenant Services Management Board Forward Plan

Submitted for information the proposed Forward Programme of the Tenant
Services Management Board.

Resolved that the Forward Plan be noted and the following items be added:
Negative Subsidy;
Code of Conduct;

Terms of Reference;
Election of Chairman and Vice-Chairman;

The Core Council Review’s effect on the Housing Team,;
Housing Client Review;

DLO Review;

Landlord Standards and Local Standards;

Training;

Choice Based Lettings — review of the scheme;
Regeneration;

Council House Waiting List;

Fuel Poverty; and

Provision of accommodation for the disabled.

13. Dates, times and venues of future meetings



It was agreed that meetings would start at 6pm and would be held on the
following dates:

10 June 2010 — Parmin Close Meeting Hall
1 July 2010 — The John Meikle Room, The Deane House
5 August 2010 — The John Meikle Room, The Deane House

(The meeting ended at 8.50pm)
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