

Minutes of Meeting 

Meeting:	Members’ Forum Meeting 
Date              13th July 2023
Time:		6pm – 8:00pm
Venue:	Boardroom 

Present

	Ann-Marie O’Sullivan - Chair
	Amanda Browning

	Vic Breach – Vice Chair
	Clive Jepson 

	Gerald Prior
	Martyn Thorne

	Peter Haynes
	Doreen Gow

	Margaret Buckell 
	Kay Sentence 

	Sarah Simmonds 
	Brian Foley 

	Aurora Acone 
	

	Trish Langford
	

	Deb Wills 
	



 
Also in attendance

Matt Archer, Jude McCaffrey, Lee Hayward, Jackie Logan, Penny Finburg & Michelle Pugh-Roberts 
 
Apologies

Debbie Evans 
Elizabeth Welsh 
Bertie Doy 

Observers 
Angela Harding
David Modey 
Peter Snell 
Victoria Dingle 
Andy Tollett

1.Approval of Minutes 18th May – Approved with comments 

Item 14 – Complaints. Paragraph should read:
‘The process will involve a panel of three individuals at least one of whom will be a resident and they will review the case. You may be invited to speak directly to our panel’.

2.Matters Arising  

Vic asked all the Forum if they would find it useful having a quarterly management report sent. Agreed that Michelle will send this via email quarterly.

PH raised a question – at the last meeting you advised that we would be discussing incentive vouchers, succession planning, and Scrutiny group review so why was this not on the agenda?
Ann-Marie advised this will be added as an agenda item for the next meeting in September.

3.Chairs Report by Ann-Marie O’Sullivan  

Firstly, I would like to say how deeply saddened we were to hear that Sue Such had passed away. Sue was a well-respected and valued member of the Forum as well as the Scrutiny Group, who will be deeply missed. Sarah has kindly brought a card to send to Sue’s next of kin – please can you all sign before you leave & thank you to Sarah for arranging this. In light of Sues passing I would like to hold a 1-minute silence in her memory starting from now.
                                             ***********************
Thank you to those who attended the recent Co-Reg away day. We had some great feedback which we will be discussing later as an agenda item.
Portfolio Holders – please don’t forget we need your reports throughout the year in order to update the forum. If you are planning on a Portfolio Holder update, please let Michelle know in advance of the next meeting. 
[bookmark: _Int_mxFBe9yo]To those new members who came to the training Vic, Margaret, Gerald and myself, we hope you found it useful & please feel free to ask more questions as they arise. Your input helps us to improve the way the Forum moves forward.
I recently attended an online training course with TPAS for Chair training, I have to say it was really worthwhile and I would encourage any of you, if you have time to participate in the courses they have on offer. We also have the inhouse training sessions coming up with Fiona Joins, who many of you will have met before. If you have not responded to Michelle already, please can I ask you to do this by the Monday if possible.
I will be looking at arranging the annual 1to1’s later on in the year, this way it will allow the new forum members to understand a bit more about how the Forum works and what expected of you. 
Now, in order for the Forum meetings to go ahead and run smoothly we do need Soha papers & reports in as early as possible. If you know you are updating the Forum, then please have these papers ready on time. As the chair of Forum, I wouldn’t like to have to refuse your paper if it does not meet the deadline. 
Thank you I will know pass you over to Matt archer who will be delivering the Chief executive update in Kates absence

 4.Chief Executive update by Matt Archer and Lee Hayward

External news 

Inflation has reduced slightly at 8.7%.
It was hoped that inflation would have reduced further but still high due to food costs. Interest rates expected to rise to 6%

Soha gave evidence at the Levelling Up Select Committee. Clive Betts is chairing the Department for Levelling Up and Local government enquiry into the sustainability of the housing association sector. Kate gave evidence to the committee. Early indications of its findings are expected in the autumn. Topics covered included the future approach to setting rents; subsidy; building quality; the place of shared ownership as an affordable housing tenure and future supply of new homes.

Prince of Wales has announced a focus on ending homelessness under the 
Royal Foundation. The initial phase will focus on developing a series of locally focused plans, which the foundation will fund.

The National Housing Federation have launched a plan aimed at encouraging a long-term approach to the delivery of affordable housing.
It sets out a series of commitments that it is seeking to build political consensus around

Internal news 

Work continues to address repairs backlog with a glidepath agreed.
Repairs have increased by 25% in the last 4 years. We currently had 2085 outstanding repair jobs this has now reduced to 1600. They are reducing slowly but not fast enough. We are looking at root causes and drivers - Looking to employ more contractors, recoding timelines for repairs and looking at withdrawing certain repairs if backlog does not reduce before autumn. 
We will also be looking at incentives for tenants to do light repairs themselves.

400 assessments have been carried out under the SHDF Retrofit programme of that, 80 properties for Phase 1 have been identified for retrofit work.

Francis Curtis Court sales are slow with 2 sold, 3 reserved and 6 awaiting sale of their property. 

The locality teams are doing great work in their communities with the Thame team holding a Skip/litter picking day with the local PCSO. This was a HUGE success. The whole locality team attended this. We had a rather massive skip dropped off at 8am and by 9am the skip was full, and the estates teams cage was also full. We engaged and helped the residents whilst speaking about what we can improve in the area. The children all got involved with the litter picking and they loved it. It also gave the PCSO’s and locality leads time to address some safeguarding issues that were raised on the day. 

5. SP42 Rechargeable Repair Policy - Approved 

The new Rechargeable Repair Policy is generally the same as the former policy however it has been updated to reflect the fact the Director of Property Services is now responsible for the effective implementation of this policy.  
Lee will know be responsible for this policy due to structural changes within the organisation. The members Forum Approved this change. 

6.Damp & Mould update by Lee Hayward for noting 

Back in November we brought a report to Forum regarding damp and mould following the housing ombudsman report recommending 26 actions to be put in place for all housing associations. Soha agreed to on all 26 recommendations. Initially, all actions had a target date of June and the majority of them have been completed. We now have a new workflow system in place. When a resident reports a damp and mould issue, we track that workflow from the moment it is reported to the minute its completed. Following completion, the technical officer will post inspect the property to ensure the work carried out is still effective. One example of how we have started working in proactive manor to try and tackle this issue, is by introducing technology called switching devices which indicate to us, which properties may be at risk of damp and mould due to the way their heating is being used. Following these notifications, we would directly message the tenants to arrange a visit. We will continue to work proactively by other methods and correspondence which we will keep you updated on. 

7.Outcomes from Mystery Shop by Lee Hayward for noting

Following the recent resident mystery shop of Soha’s customer service team, carried out by 15 residents. The object of this task was to test the services against Soha’s KPI’s such as satisfaction levels, contact resolution, time it took for call to be answered and services standards. As a result of this task, it showed us that there is room for improvement as there was some key issues that were raised with certain areas of the service. Recommendations and improvements have now been implemented as a result along with some refresher training. KS raised a question regarding using involved residents at peak times to help with CS enquiries. Lee agreed to take this away for thought. 



8.Co-Regulation Feedback by Ann-Marie and Vic for update 

Following the Co-Reg away day the below questions were raised and how Soha intend to act on it. Vic asked the Forum if there was anything else the Forum would like added? The Member's Forum was happy with what had already been set out.
Questions and actions from Co- Reg Away 
Are these structures all adding value and working well? 
We want to do an internal scrutiny of how we are performing and how we can do better. The resurrection of the Liaison Group was one of the ideas to come out of the group’s discussions.
How are the Forum and Board Connecting?
We know that the Board are keen to hear residents’ experiences and have some tangible stories and case studies that come directly from residents. The Forum would start again to have representatives attend Board meetings. We are happy to see two Board members here this evening and welcome.
How is the Forum hearing from all representatives, how can we make it better? 
One of the aims of the Forum is to represent the views of residents. We know that we need to have a better understanding and insight into these views.
At the members’ event in June 22, members agreed that creating links in communities would enable us to have a more diverse voice to feed into decision making.
In November 2022 the Members’ Forum agreed that the locality link should be included in the mutual co-regulation model, so we have a formal structure to feed into the Members’ Forum from the localities, which will strengthen the views we get from diverse groups and geographical areas. We will be doing a short workshop with Matt and Emma in the next agenda item to give this some more thought.
Consider what data residents want to see, and whether any additional information is needed.
What information do we need?
The 2 that Vic thought should be looked at first was the Liaison Group (Chairs of Co-Reg Groups) and making sure we send a representative of the Forum to the Board meetings. It was agreed that Margaret and Sarah would attend the next meeting in July and Aurora and Debs to attend the following in September.
Vic explained that having a Liaison group once its established, is to have a formal route of communication with the Board. The Liaison group will then be accountable for reporting back to the Forum for transparency.
Ann-Marie continued and addressed the Forum explaining that at the members event in June 2022 members agreed that creating links in communities would enable us to have a more diverse voice to feed into decision making. In November 2022 the Members Forum agreed that a localities link should be included in the mutual co-regulation model, so we have a formal structure to feed into the Member Forum from the localities, which will then strengthen the views we get from diverse groups and geographical areas. Following this Matt and Emma run a short workshop on how we can form these links.
9.Consultation on Communities Strategy by Matt Archer & Emma Langstaff Workshop Feedback 

Matt and Emma explained that this workshop was being run ahead of the Community Strategy that is reviewed each year and it is signed off by our members.  

Matt set out 2 themes for the workshops

1.  As a community mutual how do we make sure the members have an influence on how Soha are delivering services?
2.  How do we enable residents in local areas to say what their priorities are? and how Soha will support?

The Forum was presented with a number of questions as set out below:

Increasing Participation & Broadening Engagement geographically and demographically:

· People that you know who are Soha residents, why would they want to engage with us? 
· What do they want to engage with us about?
· What changes would they want to see as a result?
· Thinking about those residents that are not currently engage, what would make them want to engage with us?
· What could we do to remove some of the barriers to engagement?
Feedback notes: 

Increasing Participation & Broadening Engagement 
· Knowledge of rights 
· Membership 
· Soha to hold village event in village hall to increase participation
· Join in on village fates 
· Locality team to improve the links 
· Tenancy support
· Budget management 
· Connect with Green Champions 
· Community events run by the local communities but supported by Soha.
· Consenting Forum members to have localities identified in Hometalk with secure channel for communication to be set up or sent to Michelle and Jackie. 
· More interactions with neighbouring Housing Associations 
· Resolved complaints – offering up engagement

Barriers 
· Define local – 50 – 100 properties?
· What constitutes as being Local - small village in it entirety, I or 2 block of flats and a medium village or small town
· Not everyone is interested in being involved with their housing association

General 
· Community events run by the local communities but supported by Soha.
· Consenting Forum members to have localities identified in Hometalk with secure channel for communication to be set up or sent to Michelle and Jackie. 
· More interactions with neighbouring Housing Associations 
· Resolved complaints – offering up engagement
· Broadening engagement – a small village in it entirety, I or 2 block of flats and a medium village or small town. 
· What constitutes as being Local 

10.Moving from reactive to proactive by Matt Archer for information

As an organisation, we are trying to become more reflective in our practice and shift from a reactive posture to proactively identifying and addressing issues rather than wait for something becoming a problem, creating a curious enquiry culture. 

Some examples of the ways we have already made this shift below
[image: ]



11.Tenancy Sustainment Fund by Jude McCaffrey for presentation

Over the pandemic our rent arears effectively doubled. Prior to Covid pandemic, rent arears were at 3% coming out of the pandemic they had increased to 6% At the end of this financial year the had decreased to 5%
Our rental income team work closely with tenants, signposting residents for help with tenable repayment plans and the tenancy sustainment team have a more Indepth relations with tenants struggling. 
The tenancy sustainment fund was created in early 2020 aimed only at Soha tenants, who meet an agreed criteria whereas the hardship fund was also for the wider community. The fund available for 2022/23 was £100,000 as we exited Covid financial uncertainty. This fund was put in place for tenant experiencing financial difficulty. The tenancy sustainment officers are the ones that apply for this on behalf of those that are struggling and ultimately preventing evictions turning into homelessness.

Who meets the criteria? Anyone Soha resident experiencing any of the below: 
· Benefit Cap – annual cap of £20,000 per household
· Bedroom Tax – 14% or 25%
· Habitual Residency Test - EEA & Swiss nationals / non-EEA nationals
· DWP sanctions – UC Claimant Commitment and sanctions

· Loss of income from entering and leaving benefits regularly
· Trauma, bereavement, or mental health challenges
· ‘Poverty Trap’
· 
In the last financial year, we made 68 separate awards which made life changing differences to people. 

The chair and vice chair wanted to extend their thanks to the rental income and tenancy sustainment for their hard work and dedication. 

12.Global Accounts by Penny Finburg for presentation 

Penny Finburg presented the Members’ Forum with a presentation of the Annual Accounts & Mitigation Plan for 22/2023. 

The Mitigation plan has been put in place due to the current uncertain economic climate. It is important to have a plan if the worst was to happen to protect Soha and its residents. The order of the below list is the first being the least impact on residents and services then it moves down to a more severity.  

[image: ]

Penny talked the Forum through some of the accounts highlights for Soha 2022/23 covering areas such as Statement of comprehensive income, turn over details, operating cost details and increases along with net assets. 
At the end of Pennys presentation, a comparison score card with shown as below; This paper is due to go to Board in July for approval.

[image: ]
13. AOB 


Date of next meeting – September 14th 

Signed…………………………………………….. Date………………………………
Chair of Members’ Forum
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- Mitigation plan — order of actions

1  Delay, reduce or stop uncommitted development programme

2 Defer or reduce planned maintenance and/or carbon zero spend

3 Reduce discretionary expenditure (such as new laptops, void carpets etc)

4  Delay, reduce or stop Board approved development programme

5  Review services, restructure teams and reduce headcount

6  Sell a portfolio of properties to another RP (where not held as loan security).
7  Sell void properties (voluntary disposals on the open market)

8  Sell contracted development programme to other registered providers

9  Utilise unsecured overdraft

10 Merge with another registered provider
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Peer group 2022 Soha Actual Target

Business Health (%)

Upper | Median | Lower |[(2021/22 | 2022/23 |1 2022/23

Operating Margin (overall) 27.1% | 22.1% | 19.1% >40%

Operating Margin (social housing lettings) | 28.0% | 25.1% | 21.2% >30%
>175%

EBITDA MRI (interest cover) 218.0% | 172.2% | 146.4%

Peer group 2022 Soha Actual Target

Development Capacity & Supply
Upper | Median | Lower 2021/ZZ|2022/23 2022/23

2.4% 1.7% 3.0%

Peer group 2022 Soha Actual Target

New supply delivered (absolute)

New supply delivered (%)

Outcomes Delivered
Upper Median Lower |(2021/22 | 2022/23 | 2022/23

£377 £155 £105 £309

Peer group 2022 Soha Actual Target

Investment in communities (£k)

Operating efficiencies

Upper Median Lower |(2021/22 | 2022/23 | 2022/23

Headline social unit housing cost (£) £4,241 | £4,415 | £4,634 <£4,063
11.9% | 12.8% | 13.5% 10.1%

Overheads as % of turnover
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Initiative Impact Cultural
Principle/s

Rolling out of our stock condition | Deepening our understanding of Residents

surveys stock condition, so we can make wise | first/
decisions about improvements and Constantly
remedial work learning

Damp and mould - Pre-emptive visits and support for Residents

(a) Switchee devices to identify tenants in fuel poverty and properties | first

inefficient use of heating systems | more likely to experience damp and

(b) identifying properties with mould - reduced likelihood of

damp and mould by geography residents experiencing issues

via PowerBI associated with damp and mould

(c) writing to residents to

encourage them to report issues

Better understanding drivers for New provider Acuity gives a more Constantly

resident satisfaction through detailed and clearer picture of drivers | learning

switching provider for Tenant for (dis)satisfaction - follow-up now

Satisfaction Measures (TSMs) handled at a locality level

Installing back-up generators in Increased resilience in case of power | Constantly

extra care schemes outages based on previous learning learning
reviews

Mitigation planning in light of Scenario planning in case of greater Residents

economic uncertainty financial pressure enables more first

considered decision-making





