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HYDEWIDE RESIDENTS VOICE  
 

MINUTES OF A MEETING HELD ON TUESDAY 28 MARCH 2017 
 

AT PARK STREET FROM 5.30PM - 7.30PM  
 
           
Non attendance:     
 
1.0.  Welcome, Introductions and Apologies for absence 
  
1.       The Chair welcomed everyone to the meeting and introductions were given 

 
2. The Chair welcomed the Chair of the Progress Estate Residents Association who was 

attending the meeting as an observer 
 

3. The Chair announced that one of HRV’s members has now resigned so the committee 
thanked her for her contribution and commitment over the years.  
 

4. HRV also said goodbye to Carol Carter (Group Director of Housing Services) and thanked her 
for her support of the group over the years.   

 
2.  Declarations of Interest  
 
2.1 One member declared interest in any discussions relating to the Procurement Panel work. 
 
3. Minutes of 15 November and matters arising  
 
3.1  Page 4 – point 6.2 - while it’s fine for HRV to research house building and new tenancies; this 

should not stop HRV presenting this challenge to Hyde. Other HAs continue to champion 
social rent and this was previously part of why Hyde was set up. HRV would like clarity on the 
policy going forward regarding building for social rent & what will constitute ‘affordable rent’. 
HRV appreciates that Hyde needs to keep building, but want to know who Hyde is building 
new homes for – who the target audience is & how this compares to local need. ACTION 

 
3.2 Point 8.2 - Correction – The Chair clarified that she is an observer on Group Board not 

Group Housing Services Board (GHSB) – on which she is a full member. 
 
3.3 Action point 4.9 – this is still outstanding. The figures for improvement works for heating and 

energy efficiency presented included both properties with mains gas/gas central heating and 
those without. HRV would like these figures separated. In addition, HRV requested to see 
Property Services’ targets for energy efficiency works for next year - ACTION 

 
3.4 The minutes were signed off as a true and accurate record of the previous meeting. 
 
4.  Update from the Chief Executive Elaine Bailey 
 
4.1  Elaine provided an update on key strategic projects since Hyde decided not to go ahead with 

the merger. One project about to come to a conclusion is the rebranding exercise. She 
clarified that the focus of this is not the name or the logo. Hyde’s name will remain the same. 
The driver behind the project is how customers and external stakeholders think about Hyde. It 
is about everything that Hyde does and how the organisation presents itself.  

 
4.2  In terms of visual rebranding, residents will see this launched on April 3rd. It will be mostly 

clearly apparent on online resources – our websites and online documents – and headed 
paper. These are cheap and easy to change over. There will be some rebranding in main 
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offices and on front doors. But to ensure that the exercise is value for money, other resources 
including uniforms & livery on vans etc will not be rebranded until replacements are required. 

 
4.3 The main focus of the rebrand is to change Hyde’s culture and service delivery. Hyde wants to 

make its services more modern and reflective of how people live. Service users in every sector 
want to access services when it suits them and not the service provider. So Hyde’s services 
should be instantaneous and easy to access.  

  
4.3 Hyde’s new Strategic Plan and the Annual Business Plan will be published on 3rd April. These 

will include Hyde’s new vision and values which were a key part of the rebranding exercise. 
The new vision is “A great home for everyone”. The vision acknowledges that Hyde cannot 
achieve our targets by ourselves and that we need to work effectively with our partners. These 
include other Housing Associations, Local Authorities, Local & Central government, 
developers and construction companies.  

 
4.4  The new mission will be ‘To provide a roof over people’s heads, for them to make a home’. 

This reflects that Hyde provides the bricks and mortar and the opportunity for people to make 
a home for themselves. Hyde’s responsibility is to provide decent housing, well maintained, a 
security of tenure, all at an affordable rate. Hyde’s average rent is £120 a week, and we re-let 
1500 homes a year at a social rent level. Rents for newer properties are often higher. Hyde 
works in some of the most expensive regions of the UK.  

 
4.5 Hyde also acknowledges that there are a small number of truly vulnerable people living in our 

properties. Those are the ones that Hyde Foundation (formerly Hyde Plus) will be working with 
– to build skills, independence and resilience; to enable them to help themselves.  

 
4.6 Elaine explained that there are three areas that Hyde wants to be really good at. The aim is to 

be one of the ‘top’ HAs. She acknowledged that this can be a little subjective – it does not 
necessarily mean the largest, but to be one of the best examples of Housing Associations that 
people can think of. Firstly we want to deliver great services. This means efficient use of 
resources and effective processes. We want our services to outperform those of our main 
competitors. The statistics for this will be resident satisfaction, repairs performance, 
management costs per unit and overheads. Another key area is that we want to build more 
homes. Finally we want to be a good employer and to be influential – for our peers and for 
government to seek our views, which could mean helping to set future policy. 

 
4.7 In the new strategic plan there will be 4 strategic objectives; 

1. To maximise financial capacity and improve our operating margin. This is basically the 
difference between income and expenditure, currently 30% while our competitors are around 
37-39%. £1million of surplus means we can borrow £30million a year, which means we can 
build 120 homes. This number can increase if we can then sell some of those homes.  
2. Delivering easy to use landlord services. This will include looking at processes - which at 
the moment can be convoluted. We want to make it simpler for people to understand the 
processes behind our services and how to use them. This includes delivering more services 
digitally to make them easier to access.  
3. Increase homes in management – this could be through transfers, swaps and buying 
properties.  
4. Culture of achievement – this means we need to be better at ensuring staff are held to 
account when they deliver poor performance. Elaine admitted that this has been woolly in the 
past – we need a sharper approach and clarity around performance management.  

 
4.8 The new values will mean that staff will be ‘Doers’ - taking responsibility, know what good 

looks like and deliver these outcomes, don’t make excuses. We will be ambitious - for 
ourselves as individuals, for Hyde as a business, and for our residents. We will be 
professional – wanting to play our parts in running a brilliant social business and to make a 
profit to build more homes. This may also mean being careful with how we spend Hyde’s 
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money and willing to make tough decisions. Finally we will be open - open to dealing with 
issues, open to new ideas, open to being creative in solving problems and getting resolutions.  

 
4.8 Annual business plan will include the following key activities.  

1. Building more homes – which includes increasing the number of plots we buy and 
speeding up the ‘starting on site’ figures.  
2. Minimise income leakage –this includes minimising voids, chasing up ‘bad debt’ (e.g. 
money owed to us) and further improving service charge recovery. This could also include 
looking at properties (including high maintenance properties) that we could sell in order to 
make a profit to reinvest into building more homes. 
3. Improve efficiency and effectiveness. An example of this could be the new scheduling 
system for Hyde Property Services which will mean more jobs done per day and with the 
same amount of resources. The ‘Look Again’ project (currently being successfully trialled in 
Hampshire) is another example. This project is clarifying all the tasks Housing Officers (HOs) 
have been doing, that other roles could/should be doing. Residents will no longer have to wait 
to get things done because their HO not available. Jobs will get done more quickly. The pilot 
ends in April. We will continue to tweak the roles to get them right, carry out consulting with 
staff over the summer and roll out to other teams by September. Another example is with 
Service Charges. As of 28.03.17 the backlog has been cleared. Estimates and statements will 
now all go out on time.  Within a year with the new IT system we should have accurate 
statements going out on time in an easier process.   

 
4.9 Another project that is running at the moment is Price per Property (PPP). This is where we 

limit or cap the costs of repairs at a single property. This incentivises contractors to get all 
outstanding jobs done while on site, to avoid duplicate visits.    

 
4.10 The new ‘achievement culture’ is already been developed. A number of workshops have been 

held with managers – next we will work with staff. By the end of the year all staff appraisals 
(performance reviews) will be against the new values. We have the skills and willingness to 
get things done. We are in a good position but things are going to get a lot better. In our 
performance, compared to other top Housing Associations, we are already upper quartile in 
some areas number 2 or number 3. We want to be up there in all areas of our service delivery.  

 
4.11 Elaine invited questions. HRV – Service Charges – many residents feel that historic issues 

have still not been sorted out. HRV are concerned that Elaine is being told that issues have 
been resolved when actually residents have not been informed and their complaints not been 
resolved. Some residents are also concerned that they have raised complaints and these have 
been shut down without actual resolution – so these may show on systems as being officially 
resolved, but are not from the residents’ point of view.  
Elaine confirmed that she has received a report confirming that as of 28.03.17 all 14/15 
statements are now going out. So these may not have been received quite yet, but will be in 
the next week or so. She is confident that cases have not been closed down – they were all 
being worked on behind the scenes but this was a big task. She guaranteed that all 
outstanding cases have now been resolved and residents will hear this week or next. 
Inevitably this may lead to some complaints; as accounts are reconciled some people will owe 
more money but at least accounts will be accurate. In some cases residents will be due a 
refund. The new manager of the Service Charges team Darren has done a fantastic job 
getting all of this done. 

 
4.12 HRV – Price per property – if residents are finding additional jobs that need doing how does 

this affect appointment times? The benefit for Hyde and for contractors in terms of saving 
costs are clear but there is some concern that this could have a knock on effect on 
appointment times.  
Elaine – this needs to be a judgement call on behalf of the contractor. She has been out with 
contractors, and some jobs are very quick and simple. If they can get them other jobs 
completed without affecting their schedule they will. Otherwise another appointment will be 
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made for another convenient time. The important thing is that the whole process does not 
need to start again with surveyors etc. involved. It is also vital that we get diagnosis right.   

  
4.13 HRV – new vision of ‘A Great Home for Everyone’ – there was some doubt as to how possible 

this will be because of the change of policy on social rent. The concern is that it will not be 
‘everyone’ because many local people cannot afford to bid for a property in their local areas 
because rent is still so high. ‘Affordable rent’ is not affordable to many working people. It 
seems that Hyde is doing what the government wants – not changing policy but following it. 
Some HRV members feel that Hyde needs to reconsider its policy on social rent. There is a 
gentrification of some areas (London especially) that means that people who sweep the 
streets etc. can no longer afford to live where they work.   
In addition there is concern about what type of ‘everyone’ Hyde is aiming its new homes at. It 
would have been better if the new vision had been ‘A great home for all those in the greatest 
need’. HRV would like to see Hyde showing more focus on trying to build more homes based 
around people’s income levels. 
Elaine – Hyde is not ‘scrapping’ social rent – we do still have 60,000 rent properties and re-let 
1500 social rent properties a year. The issue is that Hyde now receives significantly less grant 
funding from the government, so is using its build programme to fill this deficit. 10 years ago 
the government gave Housing Associations (HAs) full grant for their homes so we could rent at 
the lowest rate. All HAs now need additional funds (through building, selling etc) to gather 
funds in order to build the amounts of homes we have targets for.  
HRV – challenged who Hyde is building for, and why do other HAs manage to build properties 
for social rent?  
Elaine – we are still building homes at a low rent. We are building for people who cannot 
access home on the market rate e.g. £170 in Harrow – is 20% of the local market rent. Other 
HAs may use ‘% of local salary’ as a benchmark to set local rents but this is average local 
salaries – so includes people, for example in central London, who are on incredibly high 
salaries. Hyde’s average rent is actually lower than some of the other large HAs, for example 
Hyde’s average rent is £120 a week while L&Qs is £130.  We also have a difficult decision as 
to whether we build more homes - on commuter lines but outside of London - or fewer homes 
in inner London which cost more and are heavily subsidised. Elaine agreed to provide HRV 
with some figures to show what properties Hyde has been building against the tenures and 
rent levels – to show that we are still letting some new build properties at lower rents – 
ACTION. 

 
4.14 HRV – ‘More efficient services’ – how is Hyde going to balance delivering the cost savings that 

need to be made with delivering services that residents are happy with?  
Elaine – in the past Hyde has provided services on quite an ad hoc basis, meaning that our 
service delivery is inconsistent, confusing to residents and we risk not getting the basics right. 
We want to get our core services done well, for example appointments will be kept and jobs 
will be done first time. But to make efficiencies we need to make sure that we are not wasting 
resources on additional services - that are not part of our tenancy agreement with residents. 
We should enforce tenants’ responsibilities and we have to cut down on the things we should 
not be doing. 

 
4.17 HRV – reduction in service quality- members are concerned that in the process of reviewing 

services changes can have a negative impact on residents. Whilst we understand that Hyde 
has to make savings and obviously understand that services need to be more efficient, this 
should not be to the detriment to existing residents. The quality of service being delivered by 
HPS and some other contractors is an example of this. Residents experience failure after 
failure: repairs not being done when they should, a single repair requiring 5 visits, contractors 
not having the spares that would be expected e.g. thermostats in winter. New systems still 
don’t seem to be bedding in. Also skill levels vary so much, which leads to a lack of confidence 
in the experience and knowledge of contractors at times.  
Elaine – acknowledged that these are all issues that need to be investigated and improved. 
Experience within our contractors is on Hyde’s high risk list and is an ongoing concern. 
Contractors rely heavily on European workers (so ‘Brexit’ may have an impact), also it is an 
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ageing workforce. This is why we need to do more work to get apprentices into our trades and 
young people coming into the workforce. 

 
4.18 HRV – there is a concern that with so much emphasis on Hyde’s services ‘going digital’, 

Hyde’s systems do not seem to be reflecting this aspiration. The website is still quite 
disappointing, and HRV were very frustrated to see the ‘self-serve’ project be put back again. 
What is Hyde going to do to improve the systems available to residents to access services 
online? 
Elaine – recently a decision had to be made around where to focus resources, and due to the 
issues being experienced by residents, Service Charges and the issues with Hyde Property 
Services were the priorities. Elaine did not want to divert resources (especially around 
Information Technology, which is required to support all of these projects) away from getting 
these sorted out. Also with the imminent roll out of ‘price per property’ (PPP), we needed to 
think about what ‘going digital’ means. For example at the moment requests go direct to the 
contractors. It would be counterproductive to have requests coming in digitally from residents 
to Hyde and then us having to send the work back out. This needs to be worked through 
carefully so we get it right first time. It may be longer in planning but will be better in delivery 
when it comes in – we do not want to rush this. That said, it would be surprising if PPP takes a 
year to deliver so hopefully, with the issues around HPS and Service Charges also in the 
process of being resolved, we hope to be able to bring the self-serve project back a little 
sooner. 
 

4.19 HRV – challenged Elaine on the fact that in the past there has been resident involvement in 
the development of the branding (which has been minimal this year) as well as the 
appointment of the new Group Director of Housing Services.  
Elaine - explained that in the past Hyde have lost out on key candidates due to long and 
protracted interview processes – she had several interviews for her position which is difficult 
when you are in another role. So we needed to cut down on this process to ensure we did not 
lose good candidates. 

 
4.20 HRV thanked Elaine for her attendance and for answering their questions. 
 
 
 
5.  Resident Engagement Strategy 2017-20 
 
5.1  A member of the RE Team recapped that the current draft RE Strategy included in the papers 

had been developed following the resident & staff consultation, the HRV Chairs meeting & 
Group Housing Services Board. 

 
5.2 It was clarified that the work that was discussed at the strategy workshop day will not all go 

into the strategy itself. The RE team have looked through and the day gathered some great 
feedback - the bulk of the suggestions do fall under the main headings of the strategy. This 
suggests that the themes of the strategy are right. The majority of the detail will be included in 
an implementation plan which will set out how we are going to deliver the strategy.  

 
5.3 Whilst the main strategy needs to be launched in early May, we have more time to develop the 

implementation plan, and this may need some further decisions with residents at all levels. For 
this we may split the discussion into different work streams and spread the work out over the 3 
years. Some work will need to wait for other Hyde developments e.g. digital engagement will 
grow even further once we have self-serve. 

 
5.5 The HRV Chairs confirmed that they will write the foreword to the strategy and will share with 

other members for their agreement.  
 
5.6 HRV signed off the strategy report. This will now be reproduced into a published document for 

wider distribution - ACTION 
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6.  Reports to HRV 
 
6.1  These were taken as read – no queries or points to be raised. 
 
7   Rolling Agenda Planner 
 
7.1 Next meeting – it was agreed that key agenda items should be: Look Again (Chyrel 

Brown/Paul Singleton), HRE Inspection, Branding, Strategic/Steering groups update.  
 
7.2 The date of the next meeting was re-arranged to Tuesday 23rd May 2017 Park Street 5.30pm 

– 7.30pm as the original date clashed members holidays. 
 
8. AOB 
 
8.1 Members had a short discussion around the information shared by Elaine. There is some 

concern amongst members that the focus of Hyde is changing fundamentally. The feeling is 
that the organisation has become very corporate and focussed around finance & development 
for profit; to the detriment of the ‘social heart’ that was the reason the founders set Hyde up.  

 
8.2 The observing resident asked whether there is a national or London based committee or 

‘federation’ of residents that members of HRV belong to. Members confirmed that there are 
some regional groups and TPAS – who meet occasionally. But these are not really resident 
led and more about good practice rather than debating wider issues within the sector. 

 
8.3 Members discussed the rebrand which will be launched at the staff conference in May. HRV 

requested that there is some resident participation in the staff conference, to ensure that 
residents are there to speak to staff about the important of remaining resident focussed in the 
new culture. They also looked at the 40th anniversary documentation online, and questioned 
whether anything similar would be done for the 50th anniversary. ACTION 

 
8.4 The meeting closed at 19.35 


