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Home Owners Panel Meeting 

Held Tuesday 20 October, 6pm – 7:30pm 

Via Zoom 

1. Welcome, introductions, apologies & declaration of interest 
1.1. One member advised they would be late to the meeting and another has 

resigned.  

 

2. Minutes from 1 September 2020 and matters arising 
2.1. Minutes were agreed 

2.2. Update was given on outstanding actions 

 

3. Service charge update & feedback on actuals  
3.1. The Customer Charge Manager shared an update on herself and how she got 

into this role (slides included with minutes). In May 2020, the Customer Charge 
Manager moved into role of manager of the Customer Service Charge Team – 
working towards the resolution of all service charge issues, this is the biggest 
challenge of her career so far.  

3.2. There is now one point of contact for service charge issues. 

3.3. 744 queries so far, six official requests for invoice packs 

3.4. Q. Is it the team’s remit to sense check the statements? A. The sense checking 
sits between the Property Charge Team, Property Managers and Contract 
Managers; they are starting now to check information for next year. A Service 
Charge Co-ordinator also takes a cursory glance at the estimates before they 
go out. The Customer Service Charge Team focuses on customer liaison, so 
the Property Charge Team can focus on getting the service charges right. The 
Customer Service Charge Team will also be letting residents know in advance 
if a higher charge is coming up due to an unforeseen issue such as a fallen 
down tree.    

3.5. Q. Where we have concerns is with the actual breakdown and calculations, 
who has overall responsibility for ensuring estimates and service charges are 
correct? A. The Customer Service Charge Team’s goal is to reduce these 
errors – they will be talking to other teams to get these issues corrected.  

3.6. Q. How are errors identified? Is it only diligent home owners scrutinising these? 
A. We are starting with the errors that residents have identified and will then 
begin to look for other errors once those have been sorted.  
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3.7. One member said that she does think Hyde are working towards this, from the 
building profiles they have been doing etc. Property Managers are also 
attending Contract Managers’ meetings. 

3.8. Q. If a contractor underestimates a charge, is there a process for challenging 
that? A. It’s more if an unforeseeable job comes up, like a tree has fallen down.  

3.9. Q. Is there any factoring in of incidentals? A. Would need to ask the Property 
Charge Team. ACTION  

3.10. Q. Is there any progress on getting service charges onto MyAccount so 
residents don’t have to request in writing? Customer Charge Manager to find 
out. ACTION 

 

4. Resident Inspection update  
4.1. The Resident Inspection Team recently had their formal meeting to negotiate 

recommendations from their latest inspection on Estate Services (grounds 
maintenance, cleaning and bulk rubbish). The Resident Inspection Team Chair 
will present the findings and recommendations at the next Group Housing 
Services Board next month.  

The Resident Inspection Team had around 1,500 responses from residents 
during this inspection, which made it very clear they are talking to other 
residents. The inspection included surveys, focus groups and staff interviews. 
Cleaning and Grounds Maintenance was the first inspection with the Resident 
Engagement Team three years ago, and it was disappointing that the results 
were not that much different.  

The main findings were that residents didn’t know what should be being done, 
especially when it comes to periodic cleaning (windows etc.). Overall, residents 
felt that if the contractors were doing what they should be doing and doing it 
well, they would be happy with the cost but that’s not what many are 
experiencing.  

The team also found that if residents complained directly to contractors, things 
disappeared, and then the same thing happened again when they talked to 
Hyde. There are issues around supervision, guidance and equipment. Fly 
tipping/bulk rubbish was recommended as a separate project undertaken by 
Hyde.  

4.2. The Resident Inspection Team also revisited Complaints, as just after the last 
inspection was signed off, new guidance from the Housing Ombudsman came 
out so recommendations had to be updated to ensure they also covered the 
new guidance.  

4.3. The next inspection is Estate Management, taking place mid to end of 
November and all are welcome to join in, please also take part in the surveys 
etc. Inspections are usually carried out over a two-week period and surveys 
usually open for two weeks.  
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4.4. What do you think should be included as part of this inspection? 

4.4.1. The terms of lease being met is a priority, communal drains being kept 
clear etc. There seems to be no accountability as to whether Hyde is 
keeping to the lease, Hyde should be more proactive and not wait for 
complaints/requests etc.  

4.4.2. Issues with grounds, parking spaces, abandoned cars etc. these just 
don’t seem to be being dealt with, emailed Property Manager but not 
heard anything back.  

4.5. Going back to cleaning and grounds maintenance, one member said it should 
be clear what should be done, and records should be maintained. It always 
seems to be down to the resident to raise these issues. The Resident 
Inspection Team Chair said that from April 2021, rotas should be appearing 
(recommendation agreed from last inspection). 

4.6. The Resident Inspection Team Chair shared that they have tried to look at 
contract management as this topic always comes up as part of every 
inspection, like communication. The Resident Inspection Team Chair also said 
that they need to find a way that recommendations can be acted on now rather 
than having to wait for a project that Hyde has coming up.  

4.7. Summary of last inspection will be out soon and will be shared on Home Owner 
Panel area of OAK. ACTION 

 

5. Leasehold reform update - already covered under item 2 
 

6. Home owner communication 
6.1. The Director of Customer Experience explained that he wanted to have a 

discussion about how Hyde can improve communication with home owners.  

Sometimes it can feel like communication is not joined up, and we are looking 
at both our approach to communications and the impact of them. We have got 
a high coincidence of fairly significant communications going out to home 
owners at this time – EWS1s, service charge queries, and a range of other 
things they may have concerns about, during a time when people may already 
be stressed about Covid-19.  

We are concerned about the cumulative impact of this. Some of the 
communications are global and some are more personal. We want to help 
home owners navigate this information and understand what it means for them 
personally.   

6.2. Q. What else can we do other than making sure our information and website 
are clear etc? Online sessions? Web chats?  

6.2.1. A. The greater use of live online meetings certainly has worked, it’s 
important to put a face to Hyde (Home Ownership Manager did a good job 
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of this with Bermondsey Spa). Queries often go into a black hole and we 
lose the will to live after 20 working days or if we get fobbed off. Involved 
residents know who to go to but others don’t, having a face really helps with 
good will.  

6.2.2. A. Like idea of web chat sessions, very useful if working 

6.2.3. A. How to direct people to info on website also important – for non-digital 
etc. as well as signposting via social media.  

6.3. Q. Would the Home Owners Panel be interested in seeing upcoming 
communications for the next three months and talking through the implications? 
A. Yes definitely. 

6.4. Q. Chair asked if things should go out individually or in one go?  

6.4.1. A. Quarterly updates from Hyde would be better than ad hoc 
correspondence; a constant flow of letters results in a loss of impact. 

6.4.2. Hyde also need to target communications better so homeowners only 
receive communications relevant to them. The Director of Customer 
Experience said that Hyde will be investing more in how we manage data to 
strengthen that approach. 

6.4.3. MyAccount being billed as one stop online shop – would be good to have 
notices there – to save postage etc. The Director of Customer Experience 
said Hyde would be looking at some kind of approach like that.  

6.5. Next steps: The Director of Customer Experience explained that he would meet 
internally with key stakeholders from across the organisation and they would 
start putting together concrete proposals around activities to support those 
communications. Director of Customer Experience to feedback through the 
OAK. ACTION 

 
7. AOB  
7.1. The Customer Involvement Manager shared an update on name changes: The 

changes have come from the consultation we did on our Resident Engagement 
(now Customer Involvement) Strategy, which we do every three years as part 
of the regulatory requirement. 

We had feedback about having lots of acronyms and names that mean nothing 
to people outside of Customer Involvement. We held sessions with residents 
and a consultancy called The First Word and came up with a list of new names. 
Hydewide Residents Voice is now Customer Voice, Hydewide Residents’ Eye 
is now the Resident Inspection Team, Central Home Ownership Panel (Home 
Owners Panel) became Home Owners Panel.  

Our new Customer Involvement Strategy has been approved and is live but will 
not be formally launched until November. We will do the launch over a period of 



5 
 
 

 

months into next year. We are using the new names now even though the 
strategy has not been formally launched yet  

7.2. Update on plans for home owner life cycle review. First online session with 
other home owners scheduled for 19 November. A list of priorities has been 
identified. The majority agreed that it makes sense to start with on-boarding as 
there is a disconnect between people’s expectations and the reality once 
they’ve moved in.  

It was agreed the Home Owners Panel would start at the beginning of the 
process and work through, looking at issues for current leaseholders after that 
and then exit. The question was asked “How many homes are for sale at the 
moment?” The Customer Involvement Manager said that he doesn’t have the 
exact figure but that it is happening all the time, it’s a continuous process, with 
some years’ properties for sale higher than others.  

It was agreed that we would need to look at onboarding for both new properties 
and existing properties. Director of Customer Experience said that the Home 
Owners Panel would be able to continue to look at current key issues alongside 
this work e.g. EWS1s. The session on the 19th will be opened up to wider home 
owners too, aiming for a total of 15, accepting 25 onto the call to allow for drop 
off.  

All Home Owners Panel members will aim to be involved in the sessions. The 
session will run for an hour and will start with a ten-minute introduction with 
slides and then move onto discussion. ACTION 

7.3. Customer Involvement Advisor shared that she will be going on maternity leave 
at the end of November 2020.  

Next meeting: 8 December, 6pm-7:30pm via Zoom 

 
Home Owners Panel 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 

8. Helped scope resident inspection of Estate Management 

9. Helped plan and improve Hyde’s approach to home owner communication

 


