
 

Tenant Services Management 
Board

 
You are requested to attend a meeting of the Tenant Services 
Management Board to be held in The John Meikle Room, The 
Deane House, Belvedere Road, Taunton on 22 May 2012 at 
18:00. 
 
  
 
 
Agenda 

 
1 Apologies. 
 
2 Minutes of the meeting of the Tenant Services Management Board held on 19 

March 2012 and the Annual General Meeting held on 23 April 2012 (attached). 
 
3 Public Question Time. 
 
4 Declaration of Interests 
 To receive declarations of personal or prejudicial interests, in accordance with 

the Code of Conduct. 
 
5 ALHCO - Heating Repairs and Maintenance.  Verbal update from a 

representative of ALHCO. 
 
6 Role of the Tenant Services Management Board.  Report of the Tenant 

Empowerment Manager (attached). 
  Reporting Officer: Martin Price 
 
7 Terms of Reference and Code of Conduct of the Tenant Services Management 

Board.  Report of the Tenant Empowerment Manager (attached). 
  Reporting Officer: Martin Price 
 
8 Election of Chair of the Tenant Services Management Board. 
 
9 Election of Vice Chair of the Tenant Services Management Board. 
 
10 Tenants' and Leaseholders' Open Day Feedback.  Report of the Tenant 

Empowerment Manager (attached). 
  Reporting Officer: Martin Price 
 
11 Production of Housing Revenue Account Business Plan 2012-2042.  Verbal 

update of the Tenant Empowerment Manager. 
  Reporting Officer: Martin Price 
 



12 Tenant Participation Advisory Service (TPAS) Annual Conference.  Verbal 
update of the Tenant Empowerment Manager. 

  Reporting Officer: Martin Price 
 
 

 
 
Tonya Meers 
Legal and Democratic Services Manager 
 
27 September 2012  
 



 
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 or Tenant Services Management Board Members 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  
 

 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 the Corporate Support 
Unit on 01823 356414 or email r.bryant@tauntondeane.gov.uk
 
If you would like an agenda, a report or the minutes of a meeting translated into another 
language or into Braille, large print, audio tape or CD, please telephone us on 01823 
356356 or e-mail us at: enquiries@tauntondeane.gov.uk

http://www.tauntondeane.gov.uk/
mailto:r.bryant@tauntondeane.gov.uk
mailto:enquiries@tauntondeane.gov.uk


 
 
Tenant Services Management Board Members:- 
 
Mr D Etherington (Chairman) 
Mr M Edwards (Vice-Chairman) 
Councillor R Bowrah, BEM 
Councillor S Brooks 
Mrs J Bunn 
Mrs E Drage 
Mr D Galpin 
Mr I Gould 
Mrs J Hegarty 
Mr K Hellier 
Mrs P Marshall 
Mr R Middleton 
 
 
 

 



Minutes of the meeting of the Tenant Services Management Board held on 
Monday 19 March 2012 at 6pm in the John Meikle Room, The Deane House, 
Belvedere Road, Taunton. 
 
Present: Mr Etherington (Chairman) 
  Mr Edwards (Vice- Chairman) 

Councillor Bowrah, Councillor Brooks, Mrs Bunn, Mrs Drage, Mr Galpin, 
Mrs Hegarty, Mr Hellier, Mrs Marshall and Mrs Urquhart. 
 

Officers: James Barrah (Community Services Manager), Stephen Boland 
(Housing Services Lead), Paul Hadley (Housing Estates Manager), 
Martin Price (Tenant Empowerment Manager), Rosie Reed (Tenant 
Services Development Officer), Phil Webb (Housing Property Services 
Manager) and Keith Wiggins (Democratic Services Officer). 
 

Others: Councillor Williams and Nigel Stuart-Thorn  
 

(The meeting commenced at 6.03pm) 
 
24. Apologies 
 

None – all board members were present 
 
25. Minutes 
 

The minutes of the meeting of the Tenant Services Management Board held 
on 20 February 2012 were taken as read and signed. 
 

26.  Declaration of Interests 
 

The following members declared a personal interest as a Council house 
tenant: 

 
• Mrs Bunn 
• Mrs Drage 
• Mr Edwards 
• Mr Etherington 
• Mr Galpin 
• Mrs Hegarty 
• Mr Hellier 
• Mrs Marshall 
• Mrs Urquhart 

 
Councillor Bowrah and Councillor Brooks each declared a personal interest as 
a family member was a Council house tenant. 



 
27.  Communities and Local Government Consultation - Social Housing 

Fraud 
 

Considered report previously circulated, concerning a draft response to the 
Communities and Local Government (CLG) Social Housing Fraud 
Consultation. 
 
The Tenant Services Development Officer explained the background to the 
consultation and introduced each of the eleven consultation questions in turn. 
 
Members of the board commented on each point and asked questions. 
 
Resolved to note the proposals and request their comments be included in 
the Housing Services response to government. 

 
28. Annual Report to Tenants 2010/11 Feedback Results 
 

Considered report previously circulated, concerning the feedback received on 
the Annual Report to Tenants 2010/11. 

 
Feedback forms had been provided to all tenants with the Annual Report to 
Tenants Calendar. A good response had been received, with over 600 
feedback forms being returned by the end of January 2012.  The feedback 
provided was largely positive and in favour of the new calendar format for the 
annual report. 
 
Members were pleased that the report had been well received but requested 
that officers respond where possible to any concerns expressed by tenants.  
 
Resolved to note the report. 

  
29.  Allocation of accommodation - guidance for local housing authorities in 

England 
 

Considered report previously circulated, concerning the Homefinder Somerset 
Partnership’s joint response to the Communities and Local Government’s 
consultation - Allocation of accommodation: guidance for local housing 
authorities in England. 
 
The Housing Services Lead explained the draft proposals were seeking to 
provide guidance on the allocation of social housing and seeking to redress 
under occupancy of housing.   
 
There would be support for older tenants to downsize if they wished and 
estates officers would be available to help families. 
 
Resolved  to note the report. 
 

30.  Tenant Awards 
 



Considered report previously circulated, concerning the introduction of awards 
to Council tenants. 
 
The awards would allow the good work Taunton Deane Borough Council’s 
tenants do for their neighbourhood and other tenants to be recognised. Often 
this work was voluntary and time consuming but made a positive impact to the 
lives of others. 
 
During the discussion it was suggested that the awards should be linked in 
with the annual Citizen of the year award ceremony.  
 
Resolved  to note the report and support the recommendation for a joint 
awards ceremony in 2013. 

  
31. Tenants’ and Leaseholders Open Day 
 

The Open day would be help at Somerset County Cricket ground on Monday 
23 April between 10 am and 5pm. 
 
The Tenant Empowerment Manager requested volunteers for the TSMB stall 
and received offers from members that would cover the whole day. 

  
32. Tenant Services Management Board Annual General Meeting 
 

The Tenant Empowerment Manager confirmed the Board’s Annual General 
Meeting would be on the same day as the open day, Monday 23 April at 4pm. 
 
 

 
 
(The meeting ended at 7.50pm)       
 



 
Minutes of the Annual General Meeting of the Tenant Services Management 
Board held on Monday 23 April 2012 at 4pm in The Long Room, Somerset 
County Cricket Club, Taunton. 
 
Present: Mr Etherington (Chairman) 
  Councillor Brooks, Mrs Bunn, Mrs Drage, Mr Galpin,  

Mrs Hegarty, Mr Hellier, Mrs Marshall and Mrs Urquhart 
 

Officers: James Barrah (Community Services Manager), Stephen Boland 
(Housing Services Lead), Steven Clarke (Tenant Services 
Development Officer), Paul Hadley (Housing Manager-Lettings), Rosie 
Reed (Tenant Services Development Officer), Martin Price (Tenant 
Empowerment Manager), Wendy Sharland (Administrative Officer) and 
Phil Webb (Housing Manager - Property Services) 
 

 (The meeting commenced at 4pm). 
 

1. Introduction  
 

The Chairman welcomed all Board members and tenants to the meeting, 
which was the second Annual General Meeting.   
 

2. Apologies 
 
Councillor Bowrah and Mark Edwards. 
 

 
3. Public Question Time 
 

A member of the public asked if the new Board was to be voted for by the 
tenants of Taunton Deane.  The Chairman explained that tenants would 
receive a letter by the end of that week, with ballot papers enclosed.  

 
 

4. Tenant Services Management Board 2011/2012 
 

The Chairman welcomed those present to the second Annual General 
Meeting and reflected on some of the Board’s work over the past year.    

 
 

5. The year ahead for the Tenant Services Management Board 
 

The Community Services Manager, James Barrah, outlined the new issues 
facing the Board for the coming year. These included the following: 
 

• The Housing Revenue Account Business Plan.  This was a 30 year 
plan and the Board would have a crucial role in steering key 
decisions; 

• Policy and Development  - changes were being considered with the 
Right to Buy scheme, rents and tenancies, with the possible 
introduction of fixed term tenancies.  A report would be brought to 
the next meeting with further information; 



• Asset Management  - this year’s Capital Programme would include 
some large contracts such as heating installations, which the Board 
would need to be involved with to determine the type of energy 
used, depending on areas. Asset Management data would be 
cleansed and the detailed Asset Management Plan was to be 
refreshed; 

• Staff changes - some changes had taken place and some were 
underway.  A new structure chart was being produced and an 
update would follow on its completion; 

• Regeneration - more clarity was expected on the Halcon 
Regeneration Project and smaller schemes, such as work to non-
traditional properties; 

• Social Housing Development Fund - there would be a modest new 
build programme, requiring protocols to gauge how this would work, 
where to prioritise sites and to monitor success; 

• Supported Housing - re-focussing on the viability of the service was 
on-going, due to the cuts by Supporting People; 

• Energy Efficiency - there was to be some additional Government  
funding and new initiatives which needed exploring, to see what 
they could provide for tenants;  

• Welfare Reform -  it was important to understand the changes and 
how they would impact on tenants and to understand the financial 
impact they would have on the Housing Revenue Account; 

• Disabled Facilities Grants and Aids and Adaptations – Taunton 
Deane was to carry out a needs analysis over the next 12 months 
as Sedgemoor and West Somerset DC’s had done. The aim was 
also to ensure that properties which had been converted for the 
disabled were used effectively at the point of re-let; 

• Performance - the Council would continue to benchmark its 
performance with others to check it was providing good value; 

• Leasehold Service  - this was now dealt with by the Income Team 
and a group would be set up, with the aim to engage with 
leaseholders and to progress a service improvement plan;  

• Resident Involvement and Satisfaction - the aim was to continue 
focusing on this as a key priority; and 

• Regulations – Taunton Deane had a self-regulatory role.  Therefore, 
its duty as a landlord was to work with residents to establish 
whether the Council was performing adequately as a Landlord.  
Further measures would be set up to monitor this, such as scrutiny 
groups, suggestion cards, further mystery shopping and an increase 
in useful information to the Board. 

 
Mr Barrah thanked the Board for their work throughout the year and the 
Tenant Services Officers for their work at the Tenants’ Open Day. 

 
6. Review of the Terms of Reference and the Code of Conduct of the Tenant 

Services Management Board  
 

The Tenant Empowerment Manager requested that the Terms of 
Reference and the Code of Conduct were both considered together.  
The following slight amendments were agreed: 

• Board members should be elected every two years; 



• The posts of Chairperson and Vice-Chairperson would be subject to 
elections at an Annual General Meeting (AGM) or the following 
board meeting, if an election had subsequently been held.  Should 
any post(s) fall vacant before an AGM, an election would be held at 
an ordinary board meeting; 

• An AGM would be held in April each year, or within 15 months of the 
previous AGM to:- 

1. Receive reports from the outgoing Chairperson on the 
board’s activities during the year; 

2. Elect a Chairperson and a Vice-Chairperson if an election 
had not been held in that year; 

3. Elect representatives to any Sub-Committees or working 
groups; and 

4. Consider and vote on any resolutions put forward by tenants. 
 
Councillor Brooks asked when the two Councillors were to be re-elected to 
the Board. The Tenant Empowerment Manager reported that Democratic 
Services felt it was best to carry out the re-election after Annual Council. 
 
The Board members were thanked for their time and commitment.  Mrs 
Marshall, who had decided not to stand for re-election, was presented with 
flowers and thanked for her contribution as a Member of the Board.  
 
 (The meeting ended at 5.05pm). 
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TENANT SERVICES MANAGEMENT 
BOARD – 22nd MAY 2012

AGENDA ITEM 6

ROLE OF THE TENANT SERVICES 
MANAGEMENT BOARD
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ROLE OF BOARD MEMBER 
To represent the tenants of Taunton Deane 
Borough Council to raise the standards of the 
Housing Service.

To work with officers of the Council to agree 
acceptable and realistic standards of service in the 
borough. 

To scrutinise how well Housing Services is doing
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THE NEW ERA 
Social Housing has entered a new era:

Self financing

Housing Revenue Account Business Plan 2012 –
2042

No government department having the 
responsibility of inspecting housing services – no 
Audit Commission – no Tenant Services Authority

Co-regulation
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EXAMPLES 0F WORK THE BOARD 
HAS DONE

Shape the HRA Business Plan 2012 – 2042
Regular reports on the development of plan, 
opportunities to feed in views
Key role in monitoring the actual delivery of the plan

Key priorities identified by the TSMB include:
Managing the impact of housing benefit changes
Future investment standard to include a focus on 
tackling fuel poverty  
Service improvement focussed on improving the 
process of delivering disabled aids and adaptations 
and the standard of properties at relet.
Opportunities for new build across the borough
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EXAMPLES 0F WORK THE BOARD 
HAS DONE continued.

Approving new service standards in a variety of 
service areas including income management, anti-
social behaviour, supported housing and estate 
management.

Informing the Council’s response to national 
government consultations on changes in housing 
policy

DLO transformation – improving the way repairs 
and maintenance are delivered
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THE BOARD....
Should not discuss individual or estate specific 
complaints or issues unless they illustrate a matter of 
principle or concern which applies across the borough.

Should not deal with neighbour or inter-personal 
disputes involving tenants. If a member is approached 
by a tenant and asked to take up their complaint or 
enquiry on their behalf, the member must refer them to 
the Council. 

will not be involved with day-to-day operational matters 
or matters of detailed service delivery.

is non-party political.
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RESPONSIBILITIES OF A BOARD 
MEMBER

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

Members are elected to represent the tenants of 
Taunton Deane as a whole, not individual tenants 
or groups of tenants.

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

To participate in decision making and abide by the 
decisions made by the board, even it is not the 
individual’s personal point of view.
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RESPONSIBILITIES OF A BOARD 
MEMBER continued

To work as part of a team.

Willingness to ask questions in order to fully 
understand the topic before making a decision

The ability to look at the bigger picture, the service 
as a whole, when making a decision

The confidence to express views as part of a group 
discussion

To respect the confidentiality of information.
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MEETINGS
The board will meet monthly. The dates have been 
set for 2012 and have been advertised in the 
Annual Report to Tenants Calendar.

Each member of the board shall be entitled to one 
vote.

All decisions taken at meetings will be agreed by a 
simple majority vote of those members present. 
Voting shall be by a show of hands
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MEETINGS CONTINUED

No business shall be transacted at a meeting 
unless a quorum (minimum number) of members is 
present at the start of the meeting.

The quorum is five voting members
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ANNUAL GENERAL MEETING
An Annual General Meeting will be held in April 
each year, or within 15 months of the previous 
AGM to:-
Receive reports from the outgoing Chairperson on 
the board’s activities during the year

Elect Chairperson and Vice-chairperson if no 
election held that year

Consider and vote on any resolutions put forward 
by tenants
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TRAINING
Training will be given to all board members to equip 
them with the skills and knowledge they need to 
make effective decisions

Examples include attending events run by:
Association of Retained Council Housing (ARCH)
Tenant Participation Advisory Service (TPAS)
Chartered Institute of Housing (CIH)
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BOARD MEMBER APPOINTMENT
The period of appointment will be two years, with 
an eligibility of reappointment after two years.

If elected and a board member’s circumstances 
subsequently change that they then do not fit into 
the eligibility criteria they must declare this to the 
Chairperson of the board and membership will 
cease.
Board members are not paid but will be reimbursed 
for expenses such as travel



 
 
 
Taunton Deane Borough Council 
 
Tenant Services Management Board - 22 May 2012 
 
Terms of Reference and Code of Conduct of the Tenant Services 
Management Board 
 
Report of the Tenant Empowerment Manager  
(This matter is the responsibility of Executive Councillors Adkins) 
 
 
1. Executive Summary 
 
 The purpose of this report is to provide the final Terms of Reference and 

Code of Conduct of the Tenant Services Management Board (TSMB). 
These documents have been amended to reflect the changes agreed by 
the TSMB at its Annual General Meeting in April 2012.   
 
It should be noted that every board member is required to sign the Code 
of Conduct to show that they have read and agree to the contents of the 
document. 

 
 
 
 
 
 
 
 
 
 
 
 
2. Background 
 
The Tenant Services Management Board (TSMB) first met in April 2010. One of 
the first agenda items it considered was the Terms of Reference and Code of 
Conduct. These documents, detailing the role, aims, objectives and expected 
conduct of the board, were agreed and have been in operation throughout the 
board’s existence.   
 
Point 21.2 of the Terms of Reference state that “The Terms of Reference will be 
reviewed every two years”. The documents were therefore reviewed and agreed 
at the TSMB’s Annual General Meeting on the 23rd April 2012.   
  
 
3. Terms of Reference and Code of Conduct 
 
Members will see that the Terms of Reference are contained in this report as 
Appendix A and the Code of Conduct as Appendix B. All agreed amendments 
have been made.  
 
 



  
4. Finance Comments 
 
There are no financial comments in relation to this report. 
 
 
 
5. Legal Comments 
 
There are no specific legal comments.  
 
 
 
6.       Links to Corporate Aims  

 
There are no specific links to corporate aims. 
 
 
 
7. Environmental Implications  
 
There are no specific environmental implications. 
 
 
 
8. Community Safety Implications 
  
There are no specific community safety implications. 
 
 
 
 
 
9. Equalities Impact  
 
Reference is made throughout the documents which highlight that the TSMB has 
a collective responsibility to uphold the best possible standards in term of 
equality. Examples include: 
“No member will discriminate on any grounds against any other member of the 
group or public.  Discriminatory language will not be used in discussions.” 
 
“All those who attend board meetings have the right to be treated with dignity and 
respect, regardless of their colour, race, ethnic or national origins, nationality, 
gender, marital status, age, sexuality, religion or any other matter.” 
 
 
  
10. Risk Management 
 
There are no specific risk management issues. 
 
 
 



11. Partnership Implications 
 
There are no specific partnership implications. 
  
 
 
12. Recommendations 
 
  
It is recommended the Tenant Services Management Board: 

• Note this report 
• Sign a copy of the Code of Conduct that will be provided by the Tenant 

Empowerment Manager at the meeting of the board on the 22nd May 
2012. 

 
 
 
Contact:  
  Officer Name  Martin Price 
  Direct Dial No 01823 356552 
  e-mail address m.price@tauntondeane.gov.uk      
 
 
 

mailto:b.yates@tauntondeane.gov.uk
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APPENDIX A 
Agreed April 2012 

 
TENANTS SERVICES MANAGEMENT BOARD 

 
TERMS OF REFERENCE 

 
 
 

1. Introduction 
 
1.1 The Tenant Services Management Board (TSMB) is charged with the 

responsibility for ensuring the best possible standards of housing service 
delivery to all council tenants. It will assess the housing service of Taunton 
Deane Borough Council (TDBC) and say where and how it can be improved.  

 
2. Aims and Objectives of the Board 
 
2.1 To be consulted on and advise Housing Services on changes to policies, 

procedures and practices, significant service changes and initiatives.  
 
2.2 To review the Business and Action Plans of the Housing Service.  
 
2.3 To annually review the draft Capital and Revenue Budgets of the Housing 

Service.  
 
2.4 To create a partnership between Taunton Deane tenants, TDBC Councillors 

and staff to secure effective tenant empowerment and improve communication 
between TDBC and its tenants. To work in partnership with TDBC to improve 
accountability to tenants. 

 
2.5 To represent the interests of all tenants of TDBC at strategic and policy level, 

monitoring and reviewing strategic decisions. 
 
2.6 To influence the development, formulation and monitoring of policy. 
 
2.7 To review the value for money of Council housing services to ensure the 

best use of resources. 
 
2.8 To review and promote tenant participation in housing management. 
 
2.9 To review, scrutinise and monitor service performance of the Housing 

Service in relation to its policy objectives, performance targets, identified 
standards and budgets and identifying any shortfalls in achievement. 

 
2.10 To work with officers of the Council to agree acceptable and realistic service 

standards in the borough.  
 
2.11 To make appropriate recommendations to the relevant Scrutiny Committees, 

Executive or Full Council on matters relating to Housing Services. 
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2.12 To agree the development of an annual service improvement plan with Housing 
Services, to monitor performance against agreed targets on a regular basis and 
to propose remedial action if performance on services falls short. 

 
2.13 To promote, encourage and support new membership to the TSMB, and 

sustain the involvement of existing members.
 
2.14    To promote awareness of the board and its work to the tenants in the Borough. 
 
2.15 To receive presentations from individuals or organisations within or outside of 

the Council structure to achieve better understanding of any issues that TSMB 
so requires. 

 
2.16 To monitor customer feedback and the performance of comparable 

organisations. 
 
 
2.17 The TSMB will not be involved with day-to-day operational matters or matters of 

detailed service delivery. 
 
2.18 The TSMB is non-party political. 
 
 
3. Equal Opportunities 
 
3.1 No member will discriminate on any grounds against any other member of the 

group or public.  Discriminatory language will not be used in discussions. 
 
3.2 All those who attend board meetings have the right to be treated with dignity 

and respect, regardless of their colour, race, ethnic or national origins, 
nationality, gender, marital status, age, sexuality, religion or any other matter. 

 
 
4. Membership 

 
4.1 The board shall consist of a maximum of twelve voting members, ten of which 

shall be TDBC tenants and two Councillors.  
 
4.2 This structure shall be reviewed every two years and will also take into account 

the need for all sections of the community to be represented, in order to ensure 
membership of the board is representative of tenants as a whole. 

 
4.3 The two main Party groups (reflecting the political composition of the Council) 

shall nominate one member each to serve on the board. 
  
4.4 The Councillor referred to in 4.3 can be any Councillor of the two main party 

groups except a member of the Executive. 
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4.5 No substitutes are allowed, but a Councillor can attend the board as an 
observer to brief a Councillor member who is not present at the meeting. 

 
4.6 Any Councillor sitting on the TSMB should not consider him or herself 

restrained by any political group whip on any matter the board will examine. 
 
4.7 If there are equal number of candidates for available board positions and the 

candidates meet the eligibility criteria they may be deemed as elected 
unopposed an no election is necessary. 

 
 
4.8 Board members should be elected every two years.  
 
  
4.9 Tenants shall be given the opportunity to stand for election onto the board every 

two years. Ballot papers will be sent to all tenants named on tenancy 
agreements at the date of the start of the ballot. 

 
4.10 However, tenants are not eligible to be elected or serve as a tenant 

representative on the Board if: 
• • they are not a tenant or partner or spouse of at least five year’s 

standing of a tenant living at the same household 
• • they are under 18 years old 
• • they are in serious breach of their obligations as a tenant 
• • they become incapable due to a mental disorder 
• • they do not have a good rent payment and tenancy history 
• • they are a Councillor of TDBC 
• • they are a member of staff in TDBC’s Housing service 
• • One of their family members or household is a current member of the 

board 
 
4.11 If elected and a board member’s circumstances subsequently change that 

they then fit into any of above categories they must declare this to the 
Chairperson of the board and membership will cease. 

 
4.12 Membership shall also cease if he or she:  
 

o Resigns by written notice to the Chairperson or Tenant Empowerment 
Manager.  

 
o Misses three consecutive meetings (without reasonable excuse) when 

they will be deemed to have resigned. The member will be contacted 
by the Tenant Empowerment Manager to enquire about their absences. 

 
o Brings the board into disrepute.  
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4.13 If a member resigns or relinquishes their position the resulting vacancy will 
be filled as follows:  

 
 A previously unsuccessful candidate who received the most votes will be 

asked to fill the vacancy.  
 
 If the candidate is unavailable or unwilling to be co-opted, other candidates 

will be considered in the order of the number of votes received.  
 
 
4.14 Should the above provision fail to find a representative, the board members 

with the Tenant Empowerment Manager will agree on a representative to be 
co-opted until the next ballot.  

 
4.15 All members are volunteers. No payment will be received for any work done by 

them on behalf of the board. However when attending training or meetings of 
the board, members may claim travel, childcare or other carers expenses. 

 
4.16 The names of all board members shall be published annually in the “Deane 

Housing News” or ‘Tenants Talk’ newsletters. 
 
4.17 No substitute members shall be permitted. 
 
4.18 All members must participate in training programmes and seminars aimed at 

enhancing board members’ roles. 
 
 
5. Chairperson and Vice-Chairperson Posts 
 
5.1 The board shall have a Chairperson and Vice-Chairperson elected by the 

TSMB. 
 
5.2 Only voting tenant members of the board shall be eligible for nomination as 

Chairperson and Vice-Chairperson. 
 
5.3 The posts will be subject to elections at an Annual General Meeting or the 

following board meeting if an election has subsequently been held. Should any 
post(s) fall vacant before an Annual General Meeting an election will be held at 
an ordinary board meeting. 

 
 
6. Duties of the Chairperson 
 
6.1 The Chairperson should guide the TSMB to achieve its aims as set out in the 

Terms of Reference. 
 
6.2 The Chairperson shall approve (in conjunction with the Tenant Empowerment 

Manager) Agendas and papers for the meetings. 
 
6.3 The Chairperson shall chair the meetings of the TSMB, ensuring that each item 

on the agenda is discussed, that all members have the opportunity and are 
encouraged to contribute to discussions and that decisions are made and 
recorded. 
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6.4 The Chairperson shall allow issues to be properly debated which are on the 

agenda, but should seek the agreement of the meeting for lengthy discussion 
on items that have not been published on the agenda, for example, a matter 
arising from a minute. The Chairperson has the right to cut short contributions 
which unnecessarily prolong debate or because the meeting will not have 
enough time for other items on the agenda. 

 
6.5 The Chairperson shall summarise discussions prior to the board voting on any 

issue in order to clarify motions and to provide clarification for the minute taker.  
 
6.6 The Chairperson shall inform members, at each board and general meeting of 

actions taken outside of meeting. 
 
6.7 If the Chairperson and Vice-Chairperson are absent from a meeting of the 

board then its members shall appoint one of their number to chair the 
meeting. 

 
6.8 The Chairperson will attend the Housing Briefing meeting. 
 
 
7. Duties of the Vice-Chairperson 
 
7.1 The Vice-Chairperson shall chair the meetings of the TSMB in the absence of 

the Chairperson and offer assistance and support to the Chairperson in carrying 
out their duties. 

 
 
8. Agenda and Supporting Papers 
 
8.1 The Agenda and order of business will be drawn up by the Chairperson in 

consultation with the Tenant Empowerment Manager no later than ten 
working days prior to the date of the next meeting. 

 
8.2 Any member wishing to place an item on the agenda must notify the 

Chairperson or Tenant Empowerment Manager in writing twelve working 
days prior to the meeting.  

 
8.3 TDBC in agreement with the Chairperson of TSMB shall serve notice of 

meetings. 
 
8.4 The Agenda and any necessary supporting papers will be sent to board 

members and invited officers by TDBC at least five working days before 
meetings. Late reports will be circulated as soon as possible and the TSMB will 
determine whether to consider them. 
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8.5 Such papers will be sent by officers of TDBC to the address as given on the 
application form submitted by each member and any incidence of failure to 
receive such notice shall not invalidate the proceedings of the meeting.  

 
8.6 TDBC in conjunction with the Chairperson will be responsible for ensuring 

that appropriate officers and Councillors are informed of decisions taken and 
if necessary recommendations are referred to the appropriate Scrutiny 
Committees, Executive or Full Council. 

 
8.7 Where any member of staff is required to attend a board, the Chairperson 

will notify the Tenant Empowerment Manager, who shall inform the member 
or staff in writing giving at least ten working days notice of the meeting at 
which he/she is required to attend. The notice will state the nature of the item 
on which he/she is required to attend to give account and whether any 
papers are required to be produced for the board. Where the account to be 
given to the board will require the production of a report, then the member of 
staff concerned will be given sufficient notice to allow for its preparation. 

 
8.8 Where, in exceptional circumstances, the member of staff is unable to attend 

on the required date the Tenant Empowerment Manager shall consult with 
the Chairperson so as to make alternative arrangements for attendance. 

 
 
9. Statements, Questions and Petitions to Board 

 
9.1 Members of the public, provided they give notice in writing or by electronic 

mail to the Tenant Empowerment Manager, may submit a statement, 
question or petition to the TSMB, by no later than 12 working days before the 
meeting. The subject of the statement, question or petition must relate to the 
terms of reference of the board. 

 
9.2 The statement, question or petition and any accompanying response, if 

available before the meeting, will be included in paper copies available at the 
meeting. 

 
9.3 The total time allowed for the presentation and discussion of statements, 

questions and petitions to the TSMB shall not exceed fifteen minutes except 
with the consent of the Chairperson; each individual questioner shall be 
restricted to speaking for a total of four minutes. 

 
9.4 The Chairperson, in consultation with the Tenant Empowerment Manager, 

may reject a question, statement or petition if : 
•  it is not about a matter for which the board has a responsibility  
 or 
•  it is defamatory, frivolous or offensive 
 
9.5 Questions shall be directed to the Chairperson, who may request the 

appropriate board member or officer to reply. 



7 
 

9.6 Questions shall not be disallowed merely because advance notice in writing 
has not been given. Such questions may not be answered immediately but 
later in writing. However it is always preferred that questions are put in 
writing in order to assist board members and officers to be able give answers 
at the meeting. 

 
9.7  An answer may take the form of:- 
 (a) an immediate oral answer; or 

 (b) a written answer where the necessary information is not readily available. 
 

9.8 Subject to the time limit and to the discretion of the Chairperson, the 
questioner shall be permitted to ask one supplementary question relating to 
the issue raised.  

 
9.9 Subject to the discretion of the Chairperson, a non board member may be 

permitted to contribute to discussions when the issue is being debated as an 
agenda item as opposed to raising points during Public Question time. 

 
 

10. Meetings 
 
10.1 The rules and general working of the TSMB will have regard for the Council’s 

powers and responsibilities and its constitution. 
 
10.2 The board will meet monthly. The dates, times and venues for the meetings will 

be agreed by the board on a six monthly basis. 
  
10.3 Venue for the meetings shall be the Deane House or other central location with 

the agreement of the Chairperson. 
 
10.4 Meetings shall commence at 18.00 hours and the duration shall not exceed 

three hours but may be extended at the discretion of the Chairperson, having 
taken into account the views of those members present. Meetings shall start 
on time provided they are quorate. 

 
10.5 The TSMB will not discuss individual or estate specific complaints or issues 

unless they illustrate a matter of principle or concern which applies across 
the borough.  

 
10.6 A written record (minutes) will be kept of each meeting and must include the 

names of all members and attendees present and agreed at the following 
meeting. TDBC shall provide this service. 

 
10.7 Copies of the minutes shall be provided to the TSMB, Chairperson of the 

Tenants’ Forum, Executive Member for Housing, Shadow Executive Member 
for Housing, Housing Services Lead and any officers present at the meeting 

 
10.8 Minutes shall be available on request to all tenants, residents, Councillors and 

staff. 
 
10.9 Officers of the Council may attend any of the meetings in an advisory or service 

capacity. 
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10.10 Special meetings of the board may be called at the request of three board 
members (having written to the Tenant Empowerment Manager, signed by 
each, with the stated reason) or on receipt of a request from the Full Council, 
Executive or Scrutiny Committees.  When a special meeting has been called, 
letters shall be sent to all members to notify the purpose, date, time and place of 
the meeting at least ten working days in advance. 

 
10.11 Extraordinary meetings may be called by the Chairperson or the Housing 

Services Lead in consultation with the Chairperson at any time. 
 
10.12 The notice of meeting, agenda and minutes of all meetings shall be made 

available to the public upon request by TDBC. 
 
10.13 Members of the Tenant Empowerment Team shall ensure that matters 

identified by the meeting are referred to other sections of the Council as 
appropriate.  

 
10.14 The minutes shall be submitted to the next possible meeting for approval or 

otherwise of the board following which the Chairperson shall sign and date 
them as a correct record of the business transacted.  

 
10.15 Members of the TSMB are required to disclose the existence and nature of 

any personal interest which they have in any item of business to be 
considered at a TSMB meeting, ahead of its discussion. 

 
10.16 Members of the public will have the right to attend any TSMB meeting except 

where confidential or exempt information is likely to be disclosed, and the 
meeting, or a part of it, is therefore held in private.  

 
10.17 The Tenant Empowerment Manager shall ensure minutes are published in 

the following ways:- 
(i) the record shall be made available for public inspection at the Deane House 
(ii) a copy shall be dispatched by post to every member, 
(iii) a copy shall be posted on the Council’s Web site 

 
10.18 If a member of the public interrupts the proceedings at a meeting, the 

Chairperson shall request that there be no further interruptions. If the 
interruptions continue the Chairperson shall order the removal of the person 
interrupting from the room. 

 
 

11. Exclusion of the Public or Press 
 
11.1 The public and/or press shall be excluded from a meeting of TSMB during an 

item of business whenever it is likely, in view of the nature of the business to 
be transacted or the nature of proceedings, that, if members of the press or 
public were present during that item, confidential or sensitive information 
would be disclosed to them in breach of the obligation of confidence. 
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12. Voting 
 
12.1 Each member of the Board shall be entitled to one vote. 
 
12.2 All decisions taken at meetings will be agreed by a simple majority vote of 

those members present.  
 
12.3 If there is a tie in voting, the Chairperson will have the casting vote 
 
12.4 Voting shall be by a show of hands, other than in exceptional circumstances 

when a secret ballot may be held at the request of the Chairperson, and the 
issue shall be determined by a simple majority of those present. Only voting 
members present at the meeting may vote. 

 
12.5 Any voting member may make a proposal.  In order for it to be put to the vote, it 

must be seconded by another voting member.  If this degree of support is not 
forthcoming, the Chairperson may decide to halt further discussion on the 
subject. 

 
12.6 If before the Chairperson calls for the vote, either, 

(a) the mover and seconder of the motion - or of the amendment, or, 
(b) any member supported by the votes of at least a quarter of the members 
present, 
request that a Recorded Vote be taken, then votes shall be publicly declared, 
and recorded in the minutes. 

 
12.7 Votes take place by a show of hands and the Chairperson gives the result.  

Any voting member may query the result, and if this happens, the 
Chairperson shall take the vote again and ask another member to recount. 

 
12.8 Amendments to proposals shall be proposed and seconded before they can be 

discussed.  Discussion of amendments then takes precedence over the original 
proposal.  If consensus or show of hands then rejects the amendment, 
discussion of the original proposal resumes.  

 
 

13. Quorum 
 
13.1 No business shall be transacted at a meeting unless a quorum of members is 

present at the start of the meeting. 
 
13.2 The quorum is five voting members 
 
14. Board Sub-Committees or Working Groups  
 
14.1 If a Sub-committee or working group is convened they shall meet at least two 

weeks in advance of the board, in order that the considerations and 
recommendations of sub-committee meetings may be reported to the board. 
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14.2 All Sub-committees or Working Groups shall draw up Terms of Reference which 
will define the purpose of the group, the relationship with the board, the 
frequency of meetings, chairmanship and decision making powers, and shall be 
agreed by the board in advance. 

 
 
15. Annual General Meeting 
 

 
15.1 An Annual General Meeting will be held in April each year, or within 15 months of 

the previous AGM to:- 
 

• Receive reports from the outgoing Chairperson on the board’s activities during 
the year 

 
• Elect Chairperson and Vice-chairperson if election has not been held in that year. 

 
• Elect representatives to any Sub-committees or working groups 

 
• Consider and vote on any resolutions put forward by tenants 

 
 
 
 

 
16. Training Opportunities 
 
16.1 Board members attending an external training course undertake to provide a 

presentation or synopsis of the course for the benefit of all members. 
 
 
17. Information and Consultation 
 
17.1 TDBC undertakes to provide copies of the Terms of Reference and Code of 

Conduct to any tenant, resident, Councillor or member of staff on request. 
 
17.2 The board undertakes to seek opinions from TDBC Tenants where it deems 

appropriate. 
 

18. Code of Conduct 
 
18.1 The Code of Conduct has been issued for member’s guidance. 
 
18.2 The board has the authority to make minor alterations to the documents, by 

simple majority vote at board meetings. 
 
18.3 Any significant revisions to this document shall only be made at the board AGM, 

in line with changes to the Terms of Reference. 
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19 Dissolution and Removal of Chairperson and Vice-Chairperson 
 
19.1. The board can only be dissolved by a Special General Meeting called 

specifically to consider a motion to dissolve the group. 
 
19.2 The board may only be dissolved if two-thirds of the members attending a 

Special General Meeting vote for the motion to dissolve the group. In the event 
of dissolution any remaining assets, equipment and funds will be transferred to 
TDBC’s Housing Services.  

 
19.3 In the event of a “vote of no confidence” being proposed in the Chairperson 

or Vice-Chairperson, this must be put in writing to the Tenant Empowerment 
Manager and supported by two other voting board members. If at the board 
meeting this issue is carried by a simple majority of those present and voting, 
the Chairperson or Vice-Chairperson concerned shall cease to carry out his 
or her duties for the remainder of that meeting only. The Housing Services 
Lead will then be tasked to resolve the situation.   

 
19.4 If at the next board meeting the “vote of no confidence” has not and cannot be 

resolved then the Chairperson or Vice-Chairperson concerned will stand down 
and an election process shall take place to replace the postholder. 

 
 
20. Changes to the Terms of Reference 
 
20.1 Changes to the Terms of Reference may be proposed by board members in 

accordance with the following procedures:- 
 
20.2 Any proposed change must be sent to the Tenant Empowerment Manager in 

writing, at least twelve days before the board meets.  The Tenant Empowerment 
Manager shall notify all members of the board of the proposed amendment, 
which shall be subject to a vote at the next meeting. 

 
20.3 Any proposed changes to the Terms of Reference require a two-thirds majority 

vote of members present at the quorate board meeting. 
 

20.4 The Terms of Reference and any proposed changes will be submitted to the 
Housing Services Lead for approval.  

 
 
21. Interpretation and Review of the Terms of Reference 
 
21.1 Any matter requiring resolution, which is not covered within the Terms of 

Reference, will be referred to the Tenant Empowerment Manager, who will 
liaise with the board Chairperson to resolve the matter and their decision will 
be final. If necessary the Terms of Reference will be amended accordingly 
with immediate affect.  

 
21.2 The Terms of Reference will be reviewed every two years. 



APPENDIX B 
Agreed April 2012 

 
TENANT SERVICES MANAGEMENT BOARD 

 

CODE OF CONDUCT 
 

 
 

1. Introduction 
 
1.1 Tenant Services Management Board (TSMB) members must always be aware 

of their responsibilities to represent all tenants of Taunton Deane Borough 
Council (TDBC), and to make decisions in an efficient, fair and responsible 
way. 

 
1.2 It must therefore adopt a code to guide the conduct of board members. This 

Code of Conduct sets out the standards that the TSMB Members are required 
to achieve as part of their role as a TSMB Member. 

 
1.3 On taking up their appointment it is an absolute requirement of the board that 

all board members sign a declaration that they agree to observe the terms of 
this Code. 

 
1.4 The board must have proper regard to the requirements of statutory or 

regulatory guidance in the implementation of this Code. 
 
1.5 Members must comply with the Terms of Reference and Code of Conduct at all 

times.  
 

 

2. Standards of Conduct 
 
2.1 Members are required to comply with the following principles:  
 
a) Selflessness – members should serve only the public interest and should never 
improperly confer an advantage or disadvantage on any person.  
 
b) Honest and Integrity – members should not place themselves in situations where 
their honesty and integrity may be questioned, should not behave improperly, and 
should on all occasions avoid the appearance of such behaviour.  
 
c) Objectivity – members should make decisions and recommendations on merit, 
including when making appointments, awarding contracts, or recommending 
individuals for rewards or benefits.  
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d) Accountability – members should be accountable to the public for their actions 
and manner in which they carry out their responsibilities, and should co-operate fully 
and honestly with any scrutiny appropriate to their particular office.  
 
e) Openness – members should be as open as possible about their actions and 
should be prepared to give reasons for those actions.  
 
f) Personal Judgment – members may take account of the views of others, but 
should reach their own conclusions on the issues before them and act in accordance 
with those conclusions.  
 
g) Respect for others – members should promote equality by not discriminating 
unlawfully against any person, and by treating people with respect, regardless of 
their race, age, religion, gender, sexual orientation, socio-economic status or 
disability.   
 
h) Duty to uphold the law – members should uphold the law and, on all occasions, 
act in accordance with the trust that the public has placed in them.  
 
i) Stewardship – members should do whatever they are able to do to ensure that 
TDBC uses its resources prudently, and in accordance with the law.  
 
j) Leadership – members should promote and support these principles by 
leadership and by example and should act in a way that secures or preserves public 
confidence.  

 
 

3. Personal Conduct 
 
3.1 All members shall be open and honest in their dealings and show respect for 

other members. 
 
3.2 Members must avoid making any statements that could be seen as 

defamatory, insulting or overly personal, malicious or make any 
unsubstantiated allegations. 

 
3.3 All members shall read any relevant papers in advance of the meeting, 

prepare for and attend meetings, training sessions and other events. 
 
3.4 All members shall abide by the decisions taken at meetings. Decisions that 

are made by the board need to be supported by all members, even if it is not 
the individual’s personal point of view. 

 
3.5 All members shall provide their apologies to the Tenant Empowerment 

Manager for meetings in the event of non-attendance. 
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3.6 Members must not expect to receive more or less favourable treatment for 
themselves, their family, or relatives from staff because of their membership of 
the board and must use the normal procedures for reporting repairs, 
complaints etc. 

 
3.7 Members will provide new members with the appropriate support and make 

them feel welcome at all times.  
 
3.8 When dealing on behalf of the board with the landlord, (or with any other 

groups, agencies or individuals), the member of the board shall ensure that 
any views they put forward are those which have been agreed at properly 
convened meetings of the board. Members expressing personal opinions 
outside of board meetings must ensure that they do so strictly in a personal 
capacity and not in situations where they are representing the board. 

 
3.9 Members must not use official board stationery to send out correspondence 

expressing personal viewpoints which have not been agreed on at board 
meetings. 

 
3.10 Members shall ensure that at all times when they are representing the board 

their conduct (e.g. behaviour, language, etc) is reasonable, honest, and in 
accordance with the Terms of Reference, Code of Conduct and policy 
decisions of the board. 

 
3.11 Members must not speak or write on behalf of the group without the prior 

agreement of the group. Any correspondence sent on behalf of the group 
should be made available to all members of the group.  

 
3.12 Statements to the media or other organisations must have the prior approval 

of board members and the Tenant Empowerment Manager.  
 
3.13 Members must remember that they are representing the views of the whole 

borough, not individuals or groups.  
 
3.14 Members will not deal with neighbour or inter-personal disputes involving 

tenants. If a member is approached by a tenant and asked to take up their 
complaint or enquiry on their behalf, the member must refer them to the 
Council.  

 
3.15 The Chairperson’s position should be respected at all times. 
 
3.16 No member of the TSMB should behave in a way likely to bring the reputation 

of the TSMB into disrepute.  
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3.17 In their capacity as members of the TSMB, members must not accept cash or 
personal gifts with a significant monetary value under any circumstances, nor 
must they solicit personal gifts under any circumstances. Similarly, members 
should never solicit or accept an offer of lavish hospitality, nor any hospitality 
which could be interpreted as a means of exerting an improper influence over 
the way in which they carry out their duties. The timing of hospitality in relation 



to sensitive matters should also be a crucial consideration in accepting or 
offering hospitality.  

 
3.18 Gifts of negligible value e.g. pens, diaries, calendars etc may be accepted. 

Normally, visits to exhibitions, demonstrations, conferences, business meals, 
social functions by members in connection with their official duties will be at 
TDBC’s expense to avoid jeopardising the integrity of subsequent purchasing 
decisions.   

 
3.19 Members should not give hospitality that could be seen as lavish or as a way 

of exerting an improper influence over the decision of another person or 
organisation. Occasional and modest hospitality will be allowed but only with 
the prior approval of the Chairperson.  

 
3.20 If a Member is in any doubt in respect of the receipt or giving of any gift or 

hospitality, advice should be sought from the Chairperson and/or Tenant 
Empowerment Manager. 

 
3.21 All members are required to submit quarterly a list of all gifts and hospitality 

received. This information will be collated and held by the Tenant 
Empowerment Manager. 

 
3.22 At the end of their term of office, members must return to TDBC all board 

property in their possession. They should continue to treat as confidential the 
information they learned during their time as members 

 
3.23 Members must ensure that such resources are not used for other purposes 

unless that use could reasonably be regarded as likely to facilitate, or be 
conducive to, the discharge of the functions of the TSMB. 

 
3.24 Members must observe Equal Opportunities and Diversity. 
 
3.25 Members must notify the Chairperson and Tenant Empowerment Manager 

immediately of any changes to their circumstances which they know, believe 
or have reason to believe may affect their being a board member. 

 
 

4. Non-Attendance 
 
4.1 Board members who fail to attend three consecutive meetings without 

reasonable excuse will be deemed to have resigned. The member will be 
contacted by the Tenant Empowerment Manager to enquire about their 
absences. 

5. Conflicts of Interest 
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5.1 Members must disclose any interest, whether personal or on behalf of any 
group they represent, or financial or non financial, that they consider may 



affect or influence their approach to the matter under discussion. This 
disclosure must take place at the start of the meeting. 

 
5.2 Members are advised that if they have any doubt, they should declare their 

interests. The consequence of declaring is that members should not 
participate in the discussion or vote on the matter and the interests will be 
minuted. 

 
5.3 Members should consider whether participation in the discussion or 

determination of a matter would suggest a real danger of bias. This should be 
interpreted in the sense that members might unfairly regard with favour or 
disfavor the case of a party to the matter under consideration. In considering 
whether a real danger of bias exists in relation to a particular decision, 
members should assess whether they, a close family member, a person living 
in the same household, or a firm, business or organisation with which the 
member is connected are likely to be affected more than the generality of 
those affected by the decision in question. 

 
5.4 Examples where members would be expected to declare a conflict of interest 

would include, but are not restricted to, the following circumstances:- 
 
 where a member is employed by an external contractor competing for, or 

successful in winning, a contract; 
 
 where a member is employed by another contractor working for TDBC and 

may have a specific or general financial interest in a topic under discussion. 
 
5.5 The Chairperson may ask any member who declares an interest to withdraw 

from the meeting whilst the relevant matter is being discussed. 
 
 (NB: The National Code of Local Government Conduct says of non-pecuniary 

(i.e. non financial) interests: `Kinship, friendship, membership of an 
association, society or trade union, trusteeship and many other kinds of 
relationship can sometimes influence your judgement and give the impression 
that you might be acting for personal motive. A good test is to ask yourself 
whether others would think that the interest is of a kind to make this possible’); 

 
5.6 If a board member considers that another member of the board has such an 

interest, he or she has a duty to raise it in the board. 
 
 

6. Confidentiality 
 
6.1 Board Members must always respect the confidentiality of information they 

acquire in the course of their work concerning tenants, contractors, 
consultants and employees of the Council or confidential board business. 
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6.2 Any member revealing confidential information will be liable to expulsion from 
the board. 



 
6.3 Any information or items shared with the board that is of a confidential nature 

must not be disclosed to anyone else apart from members of the board in 
order to allow the business of the meeting to take place. 

 
6.4 Members can discuss issues with other tenants subject to any confidentiality 

issues. 

7. Conduct during Meetings 
 
7.1 Members will conduct themselves in a reasonable manner at meetings in 

accordance with the Code of Conduct. The use of sexist, racist or other 
discriminatory or abusive language, behaviour that intimidates people who are 
speaking or wish to speak and preventing people from expressing their views 
through interrupting or talking while others are contributing to the debate and 
discussion shall be considered detrimental to the interests of the board, and 
members responsible may be subject to a motion for suspension or expulsion. 

 
7.2 Members will not raise individual problems or estate issues during discussion 

unless these illustrate a topic under discussion. 
 
7.3 All speakers will address themselves through the Chairperson. 
 
7.4 Members must follow the guidance of the Chair in the conduct of the meeting. 
 
7.5 Only one person shall speak at a time. 
 
7.6 All speakers shall be polite, non-confrontational and not raise their voices. 
 
7.7 Members must remember to follow the agenda. 
 
7.8 All speakers will keep to the subject under discussion. 
 
7.9 Each person may speak only once on an issue until every other member has 

had the opportunity to speak, thereby accounting for all opinions.  The 
Chairperson may then allow members to speak more than once. 

 
7.10 The Chairperson, with the majority agreement of the members, shall have the 

right to request any member of the audience or visitor to leave the meeting in 
the event of that person’s disruptive behaviour at the meeting. 

 
7.11 Any member may ask for the minutes to be read back to clarify the record of 

the meeting on a particular point. If the record is disputed, the Chairperson 
may direct the record to be amended by agreement with the meeting. 

 
7.12 Members should be particularly sensitive to the needs of those who may not 

be used to speaking in public or whose first language is not English. 
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7.13 It is the responsibility of each member to ensure that they are prepared for the 
meeting by reading all the relevant papers and bringing them to the meeting. 

 

8. Breaches of the Code of Conduct 
 
8.1 If a board member disregards this code, the Chairperson may provide a verbal 

warning of the breach. 
 
8.2 If a board member persistently disregards this code, the Chairperson may ask 

the meeting to vote on whether the member concerned should be asked to 
leave the meeting. 

 
8.3 A board member may only be asked to leave the meeting by a motion or 

resolution carried by two thirds of the voting members present for conduct 
detrimental to the interests of the board. 

 
8.4 Should a member be asked to leave the meeting the Chairperson shall write 

to the member concerned within seven days confirming the reasons for their 
being asked to leave the meeting. The Chairperson and Tenant 
Empowerment Manager must arrange a date and time to hold a meeting 
(which must be held within fourteen days of the incident) for them to discuss 
the incident and make a decision on what action to take.  

 
8.5 Members who consider that this code of conduct has been broken should 

raise it with the Chairperson either at the time or as soon as it is practicable 
for him / her to do so. 

 
8.6 All members must follow the procedures to resolve any breach of Code of 

Conduct. 
 
 

9. Disciplinary and Appeal Procedures 
 
9.1 Any member of the board who has reason to believe that another member has 

acted against the Terms of Reference, Code of Conduct or policy decisions of 
the board may make a complaint to the Chairperson and/or Tenant 
Empowerment Manager who will ensure that the complaint is brought before a 
meeting of the board within twenty eight days of the complaint being made. 

 
9.2 Within fourteen days of receiving a complaint the Chairperson and/or Tenant 

Empowerment Manager should inform, in writing, the member about whom a 
complaint has been made about the nature of the complaint and the date of 
the meeting at which it will be considered. 
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9.3 In considering a complaint, the board may ask the member who has 
complained, the member about whom a complaint has been made, any board 



member, or any other person who has relevant knowledge of the complaint to 
attend the board meeting to put their case and answer questions. The board 
may consider correspondence and any other relevant material pertaining to 
the complaint. 

 
9.4 Any member making a complaint, and any member about whom a complaint 

has been made, shall have the right to attend the board meeting and shall be 
given a reasonable amount of time to put their case. 

 
9.5 Anyone who has been asked to attend the meeting to give information and 

who is not a board member shall leave the meeting after putting forward 
information and answering any questions. 

 
9.6 The member about whom a complaint has been made shall leave the meeting 

after putting forward his or her case and answering questions. The board 
member about whom a complaint has been made shall not take part in 
making the decision about whether or not the complaint is upheld. 

 
9.7 Where the original complaint was made by a board member, that person shall 

leave the meeting after putting his or her case and answering questions, and 
shall not take part in making the decision about whether or not the complaint 
is upheld. 

 
9.8 The board shall take a vote to decide, by a simple majority, whether or not the 

complaint is upheld. 
 
9.9 The board shall decide on further action from the following options:- 
 
a) Written reprimand to the member concerned. 
 
b) Member concerned to be suspended from membership of the board for period 

of time to be specified by the board; the suspension to take effect as soon as 
the member is informed in writing, and to run for not more than six months. 

 
c) Member concerned to be suspended from holding a Chairperson or Vice-

Chairperson position until the AGM; at which time he or she will be entitled to 
stand for reelection provided that he or she is nominated and seconded.  The 
member must not carry out Chairperson or Vice-Chairperson duties whilst 
suspended. 

 
d) Member concerned to be expelled from membership of the board.  

Membership to be terminated with effect from the day that the member 
concerned is informed in writing of the expulsion.  A member who has been 
expelled from the board may apply for reelection to the board after a four year 
period has elapsed from the date of expulsion.   

 
9.10 A member about whom a complaint has been made shall be informed in 

writing of the decision of the board, and the reasons for that decision, within 
seven days of the meeting that made the decision taking place. 
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9.11 If a board member is suspended or expelled through these disciplinary 
procedures, the board may appoint a replacement to hold the position until the 
AGM. 

 

10. Political Affiliation  
 
10.1 Individual members may be affiliated to/or be members of a political party but 

they may not represent a political party in their role as a member of the board. 
 
10.2 Board Members must ensure that they demonstrate its non-political nature 

and they must keep their personal political activities totally separate from the 
board's work. 

 
 

11. Expenses 
 
11.1 Board Members will receive no fees or payment for being a board member or 

carrying out board business but will be reimbursed for all costs and out of 
pocket expenses reasonably incurred on board business. Examples of 
expenses include: 
Car mileage 
Car parking 
Public transport 
Meals:  reimbursed if attending full-day meetings or training sessions. 
Carers: reimbursed whilst attending meetings or training sessions. 

 
 

11.2 Forms are available from the Tenant Empowerment Manager and can be 
submitted on a monthly basis or at the claimants’ discretion.  

 
11.3 Receipts must be submitted with the claim form. 
 
11.4 Claim forms must be signed by the claimant and then handed to the Tenant 

Empowerment Manager who will counter-sign the form. 
 
11.5 Once Taunton Deane Borough Council has checked the claim form, it is 

passed to the Finance Department for payment. 
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11.6 Payment is by cheque or BACS, sent to the member’s home address. 



DECLARATION FORM 
 
 
AS A MEMBER OF THE TENANTS SERVICES MANAGEMENT BOARD, I HAVE READ, 
UNDERSTOOD AND WILL ABIDE BY THE CODE OF CONDUCT. 
 
 
Signed…………………………………………………Date………………………… 

 

Name…………..………………………………………………………………………          

Address……………………………………………………………………………….. 

Telephone no…………………………………………………………………………                                   

Mobile no……………………………………………………………………………... 

Email…………………………………………………………………………………… 

 

Please complete both copies of this statement, keeping one copy for your records 
and returning the other copy to The Tenant Empowerment Manager of Taunton 
Deane Borough Council 
The board Member must immediately inform the Chairperson of the (and confirm in 
writing within fourteen days) of any change in their interests or details. 
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Note: Failure to return or complete the declaration as required in the 
accompanying Code will be considered a breach 



Taunton Deane Borough Council 
 
Tenant Services Management Board – 22 May 2012 
 
Tenants’  and Leaseholders’ Open Day 2012 Feedback 
 
Report of Tenant Services Development Officer 
(This matter is the responsibility of Executive Councillor Jean Adkins)  
 
1. Executive Summary 
 
 
This report highlights the feedback received from tenants and leaseholders following 
the Tenants’ and Leaseholders’ Open day held at the Somerset County Cricket 
Ground on the 23rd April 2012. 
 
 
The feedback includes details of the most popular stands visited from those who 
responded and suggestions from tenants to improve any future events. 

        
 

 
2. Background 
 

The Second Tenants’ and Leaseholders’ Open Day was held at the 
Somerset County Cricket Ground on the 23rd April 2012. 123 tenants 
attended the open day, an increase from the 2011 event (100 attendees). 
 
Twenty stalls were available including various departments of Taunton 
Deane Borough Council and representatives from partner agencies and 
external organisations who were able to answer on a wide variety of 
housing related issues and other matters. 
 
A questionnaire was circulated in order to seek the views of tenants and 
leaseholders who attended the event. 
Results as follows:- 
 
 
 
 
 
 
 
 

3. Tenants Feedback Questionnaire – Your Opinion counts! 

 1



 
38 respondents returned the questionnaire, the responses have been 
analysed and are available below:- 

 
Question 1. Where did you hear about the event? 

 
The most popular way of hearing about the event was by way of invitation 
letter (92%) followed by other (5%) and Taunton Deane Borough Council 
Website (3%). No respondents indicated they heard about the event via the 
Housing Officer, the newspaper article or neighbours. 
 
 
 
Question 2.  This Tenants’ and Leaseholders’ Open Day was organised 
to bring both housing services and housing related services together – 
do you think there were enough departments here? 
 
All the respondents stated there were enough departments represented. 
 
 
 
Question 3. From the following organisations/departments, please list 
all those you visited on the day 

 
 

 
 

 
 

Departments visited on the Tenants Open Day
 23rd April 2012

0
5

10
15
20
25

Police Fire

Age
 U

K

Hou
sin

g O
pit

ion
s

Esta
tes

Sup
po

rte
d h

ou
sin

g

co
mmun

ity
 de

ve
lop

men
t

SCAT

Cen
tre

 of
 S

us
tai

nab
le Ene

rgy

SWPS H
ou

sin
g p

art
ne

rsh
ip

TS
MB

Prop
ert

y S
erv

ice
s

ALHCO

Dea
ne

 H
elp

lin
e TF HB

Jo
bc

en
tre

Ren
ts

Rep
air

s

Departments

Number of 
Visitors Series1

 
 
 

From the respondents who completed the forms it shows the most 
popular organisation/department visited were the Repairs Section of 
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Taunton Deane Borough Council followed by Avon & Somerset 
Police, Age UK and Tenants Service Management Board.  
 
 

Question 4. How would you rate the Tenants’ Open Day? 
 
 
 

Excellent
Good
Okay
Poor
Very Poor

 
36% of respondents rated the day as ‘excellent’ 42% as good. 2 
respondents ticked okay and no respondents ticked poor or very 
poor. 
 
 
 

 
Question 5. Do you have any suggestions to improve the event in 
the future?  
 
 2 respondents replied to this question  
 

1. More repair assistants as the stall was very busy on when they went 
there. 

2. More councillors should be there. 
3. Some of the stalls went home early. 

 
 
Question 6. If you attended the Tenant Services Management Board 
AGM, how did you find it? 
 
80% of respondents did not attend the meeting, 13% replied it was very 
informative, 10% stated it was informative. No respondents commented it 
was ‘Just Okay’, ‘Poor’ or ‘Very Poor’. 
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4. Prize Draw 
 
The locations of the prize draw winners are as follows:- 
 

• 1st Prize = Treborough Close, Taunton 
• 2nd Prize = Moorland Place, Taunton 
• 3rd Prize = Upper Wood St, Taunton 

 
 
 
5. Recommendations 
 
It is recommended the Tenant Services Management Board: 
 

• Receive and note this report in particular the comments received to improve 
any future Tenants’ and Leaseholders’ Open Day. 

 
 
 
 
 
 
 
 
 
 
 
 
 
Contact Officers: 

 
Steven Clarke, Tenant Services Development Officer 
Direct Dial No 01823 356327 
  
mailto:s. Clarke@tauntondeane.gov.uk
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Minutes of the meeting of the Tenant Services Management Board held on Tuesday 22 
May 2012 at 6pm in the John Meikle Room, The Deane House, Belvedere Road, 
Taunton. 
 
Present: Councillor Bowrah, Councillor Brooks, Mrs Bunn, Mrs Drage, Mr Etherington, Mr 

Gaplin, Mr Gould, Mrs Hegarty, Mr Hellier and Mr Middleton  
 

Officers: Stephen Boland (Housing Services Lead), Martin Price (Tenant Empowerment 
Manager), Phil Webb (Housing Property Services Manager), Norah Day 
(Housing Estate Manager), Wendy Sharland (Administrative Officer) and Emma 
Hill (Corporate Support Officer) 
 

Others: Councillor Mrs Smith, Martin Aldred (Halcon North Tenants and Residents 
Assoc), Mark Gunda and Vickie Furrow (ALHCO representatives) 
 

(The meeting commenced at 6.05pm) 
 
1. Apologies 
 

Clare Hooper and Mark Edwards 
 
2. Minutes 
 

The minutes of the meeting held on 20 February and the Annual General Meeting of 
the Tenant Services Management Board held on Monday 23 April 2012 were taken as 
read and signed. 
 

3. Public Question Time 
 

Questions and a statement were received in writing from Mr Martin Aldred, as 
Chairman of the Halcon North Tenants and Residents Association. 
 
Mr Aldred asked the Board if it was going to be helping Taunton Deane Borough 
Council with the wording of the questionnaire to be sent to tenants within the area of 
the Halcon North Regeneration Project or could the wording be discussed at the next 
meeting of the Board? 
 
The Board decided to create a sub-committee to discuss the wording of the 
questionnaire at a separate meeting. The sub-committee would consist of Mr Gaplin, 
Mr Middleton, Mrs Drage and Mr Etherington. The Housing Services Lead reported that 
he would to contact all members of the sub-committee to arrange a meeting date. 
 
Mr Aldred also asked whether all the tenants of Taunton Deane had received property 
survey letters or was it just tenants of Halcon North within the regeneration area? 
 
The Housing Services Lead informed the Board that the project plan was taking shape 
and it was hoped to engage with the Halcon North Tenants to progress this plan. It was 
also noted that a report might be available for the next meeting of the Board. 

 
The Housing Property Manager informed the Board that a stock condition survey was 
being carried out in the project zone, which would provide more accurate data of the 
condition of existing stock and would enable Taunton Deane to plan necessary works. 



The survey would be for both external and internal works, refreshing knowledge and 
information about the properties and blending it with old information. 

 
4.  Declaration of Interests 
 

The following members declared personal interests as a Council house tenants :- 
 

• Mrs Bunn 
• Mrs Drage 
• Mr Etherington 
• Mr Galpin 
• Mr Gould 
• Mrs Hegarty 
• Mr Hellier 
• Mr Middleton 
• Cllr Brooks 

 
Councillor Brooks declared a personal interest as a family member was living in the 
Halcon North area. 
 

5. ALHCO – Heating Repairs and Maintenance  
 

Representatives from ALHCO gave a verbal update following the company’s first few 
weeks as the new heating repairs and maintenance contractor for Taunton Deane. 
ALHCO had become the new contractor after a six month procurement process. 
Representatives gave a brief update and summary of the services that ALHCO were 
providing to tenants for Taunton Deane.  
 
Taunton Deane had set ALHCO strong KPI’s (Key Performance Indicators), which 
ALHCO were monitoring carefully through a variety of mediums including customer 
satisfaction surveys.  
 
ALHCO would have a 24 hour emergency telephone number (08455240248) available 
as well as a dedicated local office based at the Deane DLO depot (01823 356571). 
 
ALHCO were also replacing existing Carbon Monoxide detectors for tenants as well as 
starting to install new detectors starting with vulnerable tenants. 

 
Resolved that representatives from ALHCO be invited to return at the end of the first 
quarter with an update of the figures and progress report. 

 
6. Role of the Tenant Services Management Board 
 

The Tenant Empowerment Manager gave a PowerPoint presentation on the role and 
responsibilities of the board. 
 
The Role of Board Members included:- 
 
• Representing the tenants of Taunton Deane Borough Council to raise the standards 

of Housing Service: 
• Working with officers of the Council to agree acceptable and realistic standards of 

service in the Borough; and 



• Scrutinising how well the Housing Service was doing. 
 

Responsibilities of a Board Member were set out as follows:- 
 
• To act in the best interests of all Taunton Deane Borough Council tenants; 
• Members were elected to represent the tenants of Taunton Deane as a whole, not 

individual tenants or groups of tenants; 
• To contribute fully to meetings by preparing for meetings in advance, reading all 

relevant papers and attending training sessions and other events; 
• To participate in decision making and abide by the decisions made by the Board, 

even it was not the individual’s personal point of view; 
• To work as part of team; 
• Willingness to ask questions in order to fully understand the topic before making a 

decision; 
• The ability to look at the bigger picture, the service as a whole, when making a 

decision; 
• The confidence to express views as part of a group discussion; and 
• To respect the confidentiality of information. 

 
This presentation also included a summary and examples of the work the Board had 
completed, explained the availability of training for Board members and stated that 
Board meetings would be held on a monthly basis. 

 
7. Terms of Reference and Code of Conduct of the Tenant Services Management 

Board 
 

The Tenant Empowerment Manager informed members of the Board that were no 
changes to the Code of Conduct but there had been some changes to the Terms of 
Reference details of which were reported. All members were asked to read through the 
terms and sign one copy, then return it to the Tenant Empowerment Manager. 

 
8. Election of Chair of the Tenant Services Management Board 
 

Mrs E Drage nominated Mr D Etherington for Chair, which was seconded by Mrs J 
Hegarty. 
 
Resolved that Mr D Etherington be appointed Chair of the Tenant Services 
Management Board. 

 
9. Election of Vice Chair of the Tenant Services Management Board 
 

Mrs J Hegarty nominated Mr M Edwards for Vice-Chairperson, which was seconded by 
Mrs E Drage. 
 
Resolved that; (1) Mr M Edwards be appointed Vice-Chair of the Tenant Services 
Management Board. 
 
(2) In the absence of Mr M Edwards, Mrs J Hegarty acting Vice-Chair. 
 

 
10. Tenants’ and Leaseholders’ Open Day Feedback 
 



The Tenant Empowerment Manager reported back from the Tenants’ and 
Leaseholders’ Open Day’ held on 23 April 2012 at the Somerset County Cricket 
Ground. Reported that 123 tenants/leaseholders had attended the Open Day and that 
they had received 38 responses to the questionnaires.  
 
At the Open Day event there were 20 stalls available to Tenants and Leaseholders 
from a wide variety of sources. During the event a questionnaire was circulated 
seeking the views of tenants and leaseholders. The results of this questionnaire were 
presented to the Board. 
 
Councillor Brooks congratulated officers on the success of this year Tenants’ and 
Leaseholders’ Open Day. 

 
Resolved that a larger DLO stall be provided at the next Tenants’ and Leaseholders’ 
Open Day to enable staff to be present to deal with the volume of enquiries from 
Tenants and Leaseholders. 

 
11. Production of Housing Revenue Account Business Plan 2012 – 2042 
 

The Tenant Empowerment Manager reported on the production of Housing Revenue 
Account Business Plan 2012 – 2042. It was reported that a ‘Tenants Friendly Version’ 
of the Business Plan would be issued in the July version of the newsletter going out to 
all Tenants and Leaseholders. 
 
The Tenant Empowerment Manager also reported that a joint event between Taunton 
Deane Borough Council, the Tenants Service Management Board and the Tenants’ 
Forum would be arranged to further discuss the Business Plan. 

 
12. Tenant Participation Advisory Service (TPAS) Annual Conference 
  

The Tenant Empowerment Manager informed the Board of the date for the next TPAS 
conference held between 16 and 18 July 2012 at the Hilton Metropole in Birmingham. 
There have been three places booked for the TPAS conference. 
 
Councillor Bowrah said that last years conference was professional and well run with 
eight representatives in attendance. Councillor Bowrah also mentioned that it was a 
good opportunity to make contact with a wide variety of people from different 
backgrounds. 
 
Resolved that Councillor Bowrah, Mr Gould and Mr Edwards be nominated to attend 
the TPAS conference 
 
(The meeting ended at 7.42pm)  
 

 
 
 

  


	Agenda 
	Members of the public are welcome to attend the meeting and listen to the discussions.  
	  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.   
	  
	 
	Tenant Services Management Board Members:- 
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