Newport Housing Trust


Minutes of Joint Residents Group Meeting – Tuesday 26th November 2008

1.00pm – 3.00pm Ridgeway Community Centre, Newport

Present:
Clare Spear

(CS)

Head of Operations


Lyn Heal

(LH)

Housing Services Manager



Julie Simmonds
(JS)

Housing Services Officer



Carolyn Pearse
(CP)

Corporate Services Administrator



Cllr Fouweather
(CF)

Board Member

Bishpool & Treberth Community Group (B&TCG)
Diane Page


(DP)

Alan Page


(AP)

Peggy Dobbs

(PD)

Sheila Redgers

(SR)
Margaret Baldwin

(MB)

Marion Parry-Jones

(MP-J)

Ridgeway Community Group (RCG)

Malcolm Schulze

(MS)

Coral Elshaw


(CE)

Other Tenant Representatives

Mr. Bryn Davies

Mr & Mrs Colcombe

Mrs. Knight
Yvonne Vedmore

Mrs. Maruszak

Mrs. Fitzgerald

Mr Parry-Jones

Margaret Pugh

Mr & Mrs Meredith

June Gilbert

Mrs. Davies

Mrs. Badcock 

Apologies:
Phil Toms – Chief Executive 



Paula Thornton – Corporate Services Manager

Welcome

CS welcomed everyone and handed out fact sheets, including proposed maximum charge sheet to all the tenants. CS commenced the meeting by providing some information about the re-charge policy and explained what the session was about. 

Re-charge Policy

CS explained that this is not a new policy and we are now implementing it as we have the staff to be able to administer the scheme. She explained that everyone was sent a fact sheet in the post and it was taken to the JRG & OWG, who approved both the policy and procedure. Extensive benchmarking has taken place and a fair average of the benchmarked costs has been applied to the policy. However, some of the costs were felt to be unreasonable, hence a maximum cost has been suggested. This will be presented to the Board for their approval.
MS asked if it is going to be in the tenants’ handbook.

CS explained it has always been included and the new handbook will be out in April 2009. CS explained that some of the maximum charges were well below those actually paid by NHT and an analysis of this would be carried out in the next 12 months.
CS handed over to LH

LH introduced herself, she explained that she has looked at the policy which has not substantially changed, and the main changes are the procedure.

LH explained that they have taken out things that don’t apply and that when they sent out the fact sheet, charges could not be provided because further benchmarking was required to establish a true average job cost and to allow the Trust to agree to maximum charges.
LH gave an example of repairs and costs and then went through the procedure.

Tenants wanted to know what repairs are essential and which are non-essential?

It was explained that even for an emergency repair, the repair may not be carried out straight away but your property will be made safe. An example was given of a broken window being boarded up to ‘make it safe’ at the time of the emergency call out, but the actual re-glazing of the window would be carried out during normal working hours at a later date.
CS explained NHT are not charging you for a repair caused by wear and tear; if a tenant has caused the damage which results in a repair needing to be carried out, even if it is an accident, and then NHT would charge the tenant.

MS confirmed what CS said.

LH stated 98% of repairs are from normal wear and tear.
CF asked what we distinguish between normal wear and tear. We have to be clear. 
LH explained that this is difficult to define, but in reality would mean that any repair which had not been caused through the negligence or carelessness of the tenant would be classed as wear and tear. 

LH stated that we have to investigate if it is a possible re-charge, we ask contractors their views, the housing officer will access the damage and also the physical and mental state of the tenant, then we would make a decision.

MS asked about blockages in estates.

LH explained if someone has caused that particular blockage and it can be proved by the contractor then the tenant would be re-charged. 

CS explained that some people are honest and admit that they put something they shouldn’t down the toilet. 
PD asked if the stopcock is knocked accidentally as it is in a silly place, the bungalow will flood. Is this still your fault?

LH again said that they would have to investigate this, talk to the tenant and the contractor and come to a decision.

Mrs. Fitzgerald mentioned that her chain broke on her front door, when her daughter opened it with the chain still inplace; she was charged £70 for it to be fixed. Her friend had the same chain and the bobby van changed hers for free.

She was told by NHT that she could not change this herself – we had to put a repair in. Mrs Fitzgerald went on to say that NHT had further investigated the charge for the repair and this had subsequently been reduced to £30.
CS apologised and told Mrs. Fitzgerald that she should not have been told she couldn’t do the repair herself. However CS explained that if she had done the repair herself or got someone to do it and it went wrong or damaged the door whilst doing the repair then she could have been charged a lot more.

DP said the Bobby Van will put chains on your door for free.

Mrs. Vedmore asked the question: What would happen if my hot water went off on a Friday afternoon?

LH explained hot water only is not an emergency, it is a normal repair. Only heating is classed as an emergency and if the tenant calls the emergency services then you would be charged. 
CS explained if a 3rd party breaks a window, if the tenant gets a crime reference number, we won’t charge.

If it is accidental damage, for example, if your gardener breaks a window, NHT will make an insurance claim on your behalf; however the tenant will have to pay the excess.
Mrs Colcombe said she has had problems with her heating. CS agreed JS would go out and show the tenant how to use the controls correctly.  Mrs Colcombe agreed that she used the On/Off switch on the boiler to control her heating. CS said that this was not the correct way to control the heating and the boiler should not be touched.
CE said she has never seen this policy before.
LH explained that an organisation has a lot of policies and these are not provided to the tenants in their entirety. References are made to various policies in the Tenancy Agreement and Tenant’s Handbook. All policies are agreed by the Board.
LH explained that for non-essential repairs we expect the majority of the cost to be paid before the repair is done, we will negotiate with you, how much you can afford and how soon does the repair needs to be done.  

MS stated that he feels people will be afraid to ring up. LH asked that all present suggest to their friends/neighbours that if they are in any doubt to phone the Trust who will always be happy to give the correct help and advise. LH went on to explain that if it is possibly a tenant re-charge the tenant is always informed of this during the phone call, so there is not a nasty surprise when an invoice is produced. If the repair is reported to Emergency Control the tenant is not always advised that it is a recharge, but the Trust staff contact the tenant as soon as they are aware of the call out.
CS explained that we will keep promoting re-charge information and not to touch the boiler or to bleed the radiators.

CS said she would look to see if our insurance will cover any re-charges.

Mrs. Knight said she has had trouble with her shower leaking which she needs to report. JS noted this down and was also going to look into her service charges for her bath and toilet.
SR asked if this information was going to be in the newsletters.

LH explained that we have already told everyone, but it will appear again and will be presented at the Annual Residents Conference in January. She also explained they shouldn’t be wary of phoning to report a repair as there are different options to pay.

DP asked what would happen if they refused to pay?

LH said if the repair is not urgent then it wouldn’t be carried out. However if the repair had been an emergency and already been completed then possibly further action could be taken under a breach of tenancy. 
CS & LH answer questions and recapped information they have already provided.

DP asked whether the Trust are going to provide information regarding the fire.

CS gave some advice regarding keeping safe in their home. Examples, keeping keys near doors and keeping the doors shut.

CS clarified that if you don’t leave your property the way you had it, you will be charged.

CS explained that NHT are no different to any other RSL or LA.

Meeting closed at 2.45pm
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