
 

 
1 

 
 

 

New Home Panel Meeting held on 21st April  2011, 2pm 
         City Learning Centre  

 
Present:  
Paul Dillon      (PD) 
Ian Fairclough  (IF)    
Suzanne Tomlinson (ST)   
Keith Edwards        (KE)  
Elaine Christian       (EC) 
Maurice Christian    (MC) 
Irene Bishop            (IB) 
John Raine              (JR) 
Viv Critchley          (VC) 
Dorothy Cameron  (DC) 
James Jason  (JJ) 
   
Apologies:  
John Morris               (JM) 
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Introductions  
PD opened the meeting and introductions were carried out. IF 
introduced himself as the new Technical Services Manager and has 
taken over from Mark Humphries.  
 
Minutes of the last meeting 
All agreed a correct and true record.   
  
Matters Arising 
Empty Homes Standard Leaflet 
 
It was proposed that the next meeting will specifically focus on the 
new standard. All agreed to carry forward to next meeting.       
 
Tenant Inspectors on Void properties 
 
Further to feedback at the last meeting regarding properties being 
checked when not finished, a new system has been put into place to 
ensure that the inspectors will only view properties when they are 
ready to let and not before. It was noted that this will not affect the re-
let time. Sandy Grundy is also going to review the checklist form with 
the tenant inspectors and the new Empty Homes Standard will be 
used when completed.  
 
Cleaning/Welcome Packs 
 
PD brought an example of the new cleaning pack which will replace 
the welcome pack. Positive feedback was received from the group. It 
was noted that not all new tenants will receive a cleaning pack, 
depending on the standard of the clean done on the property prior to 
letting. It was requested that a ‘handy hints for cleaning’ leaflet was 
included with the cleaning pack so new tenants know what each of 
the products are. PD to take forward on improvement plan.  
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New Tenant Induction 
 
PD explained to the group what a tenant induction is and explained 
their purpose. He provided the members with copies of the induction 
leaflet and the induction power point presentation.  
 
Tenant Inductions began in 2009 and initially there was a good turn 
out. Although the feedback from those who had attended the 
induction was positive, there had been a recent decline in the number 
of new tenant who attended.  
 
PD opened it up to the group for discussion and feedback on whether 
they thought the induction should continue and if so, suggestions on 
how to encourage more new tenants to attend.  
 
The following changes were suggested by members and agreed: 
 

• To rename as the ‘Welcome to your new home’ meeting as 
induction sounds too formal.  

 

• To hold smaller local sessions around the area offices and 
community centres rather than one big meeting.  

 

• To hold the meetings in an afternoon instead of in the 
mornings. Start time 2pm.  

 

• Lettings Officers to provide details at the sign up interview as 
to when the next session was taking place and ask the new 
tenants if they will be attending.  

 
 
Performance Information 
 
PD provided members with the results of the Customer Satisfaction 
Survey and the Performance Information relating to Lettings and 
Empty Homes.  
 
The Satisfaction Survey results were discussed and PD provided 
feedback to the group on the individual comments received.  
 
One of the suggestions on the Satisfaction Survey was to provide 
new tenants with a card with contact names on. This will be taken 
forward.  
 
PD read through the performance information and gave explanations 
to the group regarding targets that had not been achieved. No issues 
were raised by the group regarding performance.  
  
 
 
SIP re-launch  
 
ST explained to the group that the aim was to formalise all Service 
Improvement Panels in line with the new proposed structure. This will 
involve members agreeing to and signing a code of conduct . ST 
explained that the role of the group will be much more strategic and 
members will be responsible for monitoring the performance of the 
services and the local offers. This means that the meetings will not 
focus on individual issues or concerns. The group will still have a 
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consultation role and will continue to review policies, procedures and 
information.  ST explained that training will be provided for SIP 
members to present a better overview of the service, the 
responsibility of members and may also include a visit to 
Homestop/shadowing of officers. ST advised that all other SIP’s will 
be formalised in the same way.  
 
 
AOB 
 
MC asked if we could provide him with details on the number of 
adapted properties we have.  
 
MC asked if a card could be left in the property when the outlet pipes 
on the washing machine have been capped. IF will look into.  
 
MC suggested we provide information to new customers on an area 
basis as to who does what, i.e. rent's officer, EMO etc along with the 
day of the bin collection. PD will look into.  
 
JR raised the query of providing room sizes on accompanied 
viewings.  It was advised that that information is not currently 
available, however we will allow customers to have a 2nd viewing to 
go back and measure up. 
 
 
 
Date and time of next meeting  
 
To be confirmed 
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