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Central Homeowners Panel (CHOP) Meeting 

Held Tuesday 1 September, 6pm – 7:30pm 

Via Zoom 

1. Chat – how is everyone doing? 

1.1. Informal chat was held at the start of the meeting. 

 

2. Welcome, introductions, apologies & declaration of interest  

2.1. Apologies were received and one member advised they would be late to the 

meeting.  

 

3. Notes from 7 July 2020 and matters arising 

3.1. Minutes were agreed 

3.2. It was requested the following items be added to the CHOP list of outcomes: 

3.2.1. Investigated service charges 

3.2.2. Reviewed and improved homeowners pack 

3.2.3. Championing EWS1

3.3. Update on actions and feedback – please see table below 

Meeting  Item Action Lead Deadline Update 

      

3/12/19 
7/7/20 
 
 

3.5 
1.6 

Director of 
Property 
Services to 
look into T 
Brown’s 
customer 
service 

Director of 
Safety 
Homes 

1/9/20 Director of Safety Homes 
attending this evening 
1/9/20 to update 

7/7/20 
 

2 Copy of draft 
Customer 
Strategy to be 
shared on 
CHOP area of 
OAK along with 
link to 
Corporate 
Strategy. 

Resident 
Engagement 
Advisor 

31/7/20 Completed 21/7/20 

7/7/20 
 

2.4 Look at 
whether 
subtenants 
could access 
the OAK 

Resident 
Engagement 
Manager 

1/9/20 Advised that we can’t 
allow this as subtenants 
could use information 
posted against their 
landlord (who isn’t us). 
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Meeting  Item Action Lead Deadline Update 

      

7/7/20 
 

4.2 Director of 
Customer 
Experience to 
feedback to 
Comms re. 
making Covid-
19 banner link 
on front page 
more obvious 

Director of 
Customer 
Experience 

31/7/20 The coronavirus 
information link can now 
be found under the 
Homeowners section 
now in drop down, mega 
menu and grid. 
 
When last checked, this 
was also the primary 
banner on front page 
again. 

7/7/20 
 

6.1 Email CHOP 
members 
details of HRE 
scoping 
session 

Resident 
Engagement 
Advisor 

ASAP Completed 9/7/20 

7/7/20 6.3 Add Section 
20s to agenda 
for September 
and invite 
someone from 
Stock 
Investment 
Team who is 
involved in 
planning 
cyclical works. 

Resident 
Engagement 
Advisor 

31/7/20 Head of Stock 
Investment attend 1/9/20 
to discussion 
communication 
(including Section 20s) 

7/7/20 
 

6.4 Organise 
phone call with 
Chair to 
discuss CHOP 
priorities 

Resident 
Engagement 
Advisor 

1/9/20 Completed 

7/7/20 
 

6.5 Provide 
feedback on 
MyAccount on 
OAK 

CHOP 1/9/20 No feedback on the OAK 
however, CHOP advised 
that it works reasonably 
okay although it is not 
intuitive, and that it’s 
limited but at least it’s a 
start. 

7/7/20 6.6 Post forward 
planner on 
OAK and invite 
discussion 

Resident 
Engagement 
Advisor 

31/7/20 Postponed in agreement 
with Chair as will discuss 
at meeting on 1/9/20 

19/5/20 2.3 
(6.1) 

Summaries of 
communal 
repairs and 
complaints 
inspections to 
be posted on 

Resident 
Engagement 
Manager 

June 
2020 

Communal repairs 
posted 14/7/20 
Waiting on complaints 
inspection update   
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Meeting  Item Action Lead Deadline Update 

      

CHOP area of 
OAK when 
ready 

4/2/20 7.3.6 Involve CHOP 
in review of 
invoice pack  

Property 
Charge 
Team 

TBC Needs to be scheduled 
in – CHOP have 
confirmed this is 
something they want to 
do. 

 

4. Contractor management update (including T Brown service update and update 

on oversight of fire safety contractors) 

4.1. The Director of Safer Homes explained her team has been renamed the Safer 

Homes Team instead of Compliance Team to make it more customer friendly and 

shared the structure chart (presentation included with these minutes).  

4.2. Q. Where will EWS1 sit? A. This will initially sit with the Fire Safety Taskforce 

Lead from October. The Director of Safer Homes also shared that there are only 

300 people in the country who can undertake these, and they tend to be booked 

out in advance. Each EWS1 survey takes between 6-8 weeks, so it’s a really long 

process and not straightforward.   

4.3. Q. Are the Quality Assurance Team also looking at how to improve services? A. 

Yes, the team’s role is about continuous improvement, this also includes spot 

checks, challenging senior managers etc.  

4.4. Q. How do they do this? What sources do they look at? Do they look at the OAK? 

A. At this point, the team have only been in place for 8 weeks so it’s still 

developing and a lot of it has been operational so far, checking for evidence etc. 

The Director of Safer Homes said she had recently been looking at complaints 

stats and could pull that into the Quality Assurance Team’s role.  

4.5. Q. When you see breakdowns in service, are your team empowered to take 

action? A. Yes. The Director of Safer Homes also shared that over the last few 

months, there has been less feedback due to the reduced service, and we are 

likely to see more heating issues as we go onto winter. It’s possible that we have 

seen better customer satisfaction over the last few months than we might have 

seen if we weren’t in lockdown. 

4.6. Structure chart amends: 

4.6.1. Name correction 

4.6.2. Programme Manager reports into Compliance Contract Manager (Fire & 

Security Systems) 

4.7. Feedback was given that residents at Bermondsey Spa were disappointed in the 

communication shared regarding works and there not being a lot of info on the 

Engie microsite. The Director of Safer Homes to pick up with the Programme 

Manager re. comms plan. ACTION 
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4.8. Lift contract has changed from Temple to MAND after Temple stopped looking 

after lifts during lockdown. 

4.9. The Director of Safer Homes shared the most recent weekly responsive 

dashboard and explained that T Brown were red on a couple of bits, so Hyde 

have contacted residents to check if residents were contacted regarding 

cancelled appointments or if they were just a no show. If it’s the latter, this will be 

put onto a performance plan. 

4.10. In regard to the commercial element of T Brown, we have seen an improvement. 

There was an electrical failure at Edrich House over the weekend and they were 

able to implement control measures which reduced the number of calls.  

4.11. Q. There are no colours for ‘Appointments made and kept (servicing), is this not 

tracked? A. At the moment, no, as this can be due to shielding etc. so not a true 

representation. Figures for no. properties with valid gas servicing certificate are 

currently the best they’ve ever been though. We are also looking at pushing the 

whole programme to summer, so we can focus on heating repairs in winter.   

4.12. Q. The communal boiler for Prospect House, Hicks House etc. has been going 

down for years and we are now being told residents will have to pay out of the 

sinking fund for the pipework solution. Given the loss of heating and hot water 

over so many years, should Hyde be charging residents for that? Especially when 

previous works haven’t worked. A.  Director of Safer Homes to look into. ACTION 

4.13. Q. Can we hear from you again early next year about how the new structure is 

working and any trends in performance? A. Yes ACTION 

4.14. The Director of Safer Homes shared that as part of the Safer Homes programme 

phase 2, Hyde will be setting up a Customer Panel. The Vice Chair indicated her 

interest in this. ACTION 

 

5. Stock investment communication 

5.1. Overview of issue shared by the Compliance & Home Ownership Manager: 

Section 20 Notice of Intent letters for major works contracts went out this 

summer, notifying residents that we will be entering procurement contracts. 

These will be for an initial 5-year contract with options to extend and residents will 

not receive these particular letters again for 5-10 years. Hyde are not able to 

change the main notice; however, we can change the accompanying letter to 

make things clearer. The main feedback from one of the CHOP members was – 

how can I make a reasonable observation if I don’t know whether the works will 

impact me? The Head of Stock Investment said that in an ideal world we would 

be able to share the 30-year programme of everyone’s building but we are not 

able to do that.  

5.2. Q. The Resident Engagement Manager asked if there was anything we could do 

to make the cover letters clearer? There was a lot of feedback from residents on 

recent digital sessions too saying “I didn’t know there was a problem with my 

roof” or “But I’ve just had new windows” etc. Can residents help to review the 

cover letters? The Vice Chair also pointed out that the part about “Will my 

building or home be affected?” was hidden in the middle of page 2 and people 
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might have stopped reading before then. A. The Director of Customer Experience 

agreed that CHOP could be involved with reviewing the letter/s, including the 

upcoming Stage 2 cover letters for this procurement. The Director of Customer 

Experience also said this could link in with the Tone of Voice training which is 

being delivered to another 340 staff across Hyde – Section 20s in general could 

be looked at as part of this. ACTION 

5.3. The Resident Engagement Manager shared that residents will also be involved in 

the procurement process itself and that when new contractors are appointed, will 

be looking at communication plans, which CHOP can also review. This will be 

around the first quarter of next year. ACTION 

5.4. CHOP asked if they could look at the plan for the order of rollout for the Tone of 

Voice training. The Director of Customer Experience said that we are currently 

going through consultation on this with teams and are prioritising areas we are 

getting feedback from customers. All customer-facing teams dealing with 

homeowners are on the priority list. We can share this information with CHOP. 

We will also have a universal online offer for all staff in addition to the special 

sessions for priority teams. ACTION 

5.5. At the end of the Head of Stock Investment’s item, a CHOP member joined the 

call and reiterated that residents need to know what is relevant to them or isn’t as 

they may not respond if they don’t believe the consultation is relevant to them. 

The Compliance & Home Ownership Manager shared that we have about a 1% 

response rate for all consultations (whether it is clear that it affects them or not). 

The Compliance & Home Ownership Manager offered to request some more 

information for CHOP from Asset Management about how we arrange and 

manage our major works programmes and plan these in. ACTION 

5.6. Q. In the recent Section 20 letter that went out, this mentioned roofing works, at 

Bermondsey Spa we had some major leaks, would this work be done by the 

contractors being procured? A. The Compliance & Home Ownership Manager 

explained if we needed to do any works now, these would be carried out by our 

current contractors.  

5.7. Q. Property Managers recently looked at every building on Bermondsey Spa to 

record additional asset information, has this information gone into Keystone? A. 

The Compliance & Home Ownership Manager answered, yes, we are improving 

on our existing asset register to ensure we have a full record of everything.  

5.8. Property Managers should be aware of Section 20s two weeks before they go out 

- all teams are notified and managers should be cascading this information. That 

process may have fallen down recently due to unprecedented times. The Director 

of Customer Experience said that we need to look at how we can strengthen 

internal communication about these Section 20s. Compliance & Home Ownership 

Manager to look into. ACTION 

 

6. Role of CHOP and priorities (& forward planner) 

6.1. The Chair explained that she has drafted a priorities document for CHOP, similar 

to HRV’s but also covering CHOP’s role.  The Chair explained that CHOP can 
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use this document to plan meetings and track progress, and there are also areas 

for improvement which have been identified such as: 

6.1.1. Getting better at using the OAK  

6.1.2. Holding more regular virtual meetings like we have been during lockdown, if 

members are happy for this (agreed) 

6.2. When will CHOP start using its new name? From 16 September, CHOP will be 

known as ‘Home Owners Panel’. 

6.3. The Resident Engagement Manager fed back that there was a lot covered under 

the priorities and that single topic sessions might be a way forward. He also 

suggested that CHOP could expand the home owner life cycle work out to other 

home owners as well, this could be done via surveys and four digital sessions, 

two before Christmas and two after. Approach agreed and programme will be 

timetabled in shortly. ACTION 

6.4. The Compliance and Home Ownership Manager offered to share home owner life 

cycle diagrams that the Home Ownership Team (HOT) have created with CHOP 

which covers the different routes into homeownership which can affect people’s 

experiences. Q. Does HOT’s life cycle include re-mortgaging? A. Yes plus major 

works, subletting, alteration requests etc.  

6.5. A CHOP member thanked the Chair for the work she had done and said that she 

thought CHOP may need to prioritise particular items for next year as there was a 

lot to cover.  

6.6. Q. A CHOP member asked how do Hyde engage with new residents, are they 

actively followed up, other than being sent a letter? A. We will need to involve 

Produce Quality from Development in this part of the life cycle review.  

6.7. A CHOP member asked whether surveys tend to go out to the same people all 

the time, e.g. those on the OAK. The Resident Engagement Manager explained 

that we do survey different people, not only via the OAK and we don’t 

discriminate by tenure when sending these out.  

6.8. CHOP confirmed they were happy with the approach the Chair had drafted and to 

look at the home owner life cycle (including other home owners in this review). 

ACTION: Compliance and Home Ownership Manager to share home owner 

life cycle on OAK and CHOP to discuss key areas to prioritise and thoughts 

on how to engage new residents 

6.9. The Vice Chair said that she also wants CHOP to look at service charge 

complaints.   

6.10. It was agreed that using the OAK was important and that from now on papers will 

be posted on the OAK with a link. Resident Engagement Advisor asked members 

to let her know if they needed to be sent a login reminder. ACTION 

6.11. Q. Do HRV use the OAK a lot? A. In fits and starts but everyone does log on for 

their papers and to join in with discussions.  

 

7. Forward planner for next meeting 

7.1. Customer Charge Manager to be invited to update on service charges ACTION 
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7.2. Update also requested before next meeting on how many invoice 

packs/statements of works requests are outstanding from previous year. ACTION 

7.3. Leasehold reform update from Compliance and Home Ownership Manager 

ACTION 

7.4. Chair of HRE, to be invited to provide an update on HRE. ACTION 

 

8. Any other business 

8.1. None 

Next meeting: 20 October, 6pm-7:30pm via Zoom 

CHOP Outcomes so far 

1. Championed customer portal for a long time – now being launched 

2. Changed template for statements 

3. Website improvements (including ease of access to coronavirus information for 

homeowners) 

4. Additions to welcome letter/home owner pack 

5. Investigated service charges 

6. Reviewed and improved homeowners pack 

7. Championing EWS1

 


