
 
 
 
 
 
 

Home Ownership Panel 
Minutes of Virtual meeting held on TUESDAY 24 MAY 2022 

 
via ZOOM from 6.00PM - 7.30PM  

 

1 Welcome, introductions, apologies declarations of interest  

1.1 The Customer Involvement Manager welcomed everyone to the meeting and everyone 
introduced themselves.  

1.2 At the last meeting held 13 December 2021, the Chair and Vice Chair stood down. Home 
Owners Panel (HOP) is going through a transition phase; we will rotate Chair role until 
new Chair and Vice Chair are in place. We will need a Chair and Vice Chair for this to 
continue as a formal group. We have some observers tonight; they are welcome to ask 
questions along with members. 

1.3 No declarations of interest made 

2 Minutes of last meeting and actions - 13 December 2021 and  
matters arising and outstanding  
action 

2.1 No outstanding actions from last meeting.  
 

3 Service charge update - Head of Property Charges 

3.1 Head of Property Charges presented a service charge update on work to improve service 
charges in the last year: 

• Improvements to proactive communication – have been working with Resident 
Inspection Team on service charge provisions around proactive communication.  

• Work has been caried out internally to find out how service charges were 
perceived and understood by staff. Staff responsible for raising works orders or 
managing a contract have a big role to play in getting service charges right. 
Training for frontline staff has been designed and 200 have bene trained in the 
last 6 months.  

• Training will be rolled out to the rest of the organisation to raise awareness and 
understanding 

• We received 1,500 enquiries, despite this number enquiries are down by 33%.  

• Other improvements made in 2021/22 financial year 
o Phase 1 - website update and redesign 
o Information update 
o Enhanced customer contact form 
o Working alongside Resident Inspection Team and Customer Voice 
o Increased transparency on service charge statement 

3.2  Planned improvements for 2022/2023 Financial Year 
• Phase 2 – website update and redesign 
• Provisions calculation project 
• Further enhancement to proactive communication ahead of service charge 

statements being sent to residents 

3.3 HOP members expressed concerns and frustrations with Hyde’s service charge 
communications and customer service: 

• Still not received a response for historic matters.  



• Information captured in letters to residents is inconsistent. Some residents told if 
don’t make payment will affect credit scoring, other residents not given that 
message, there needs to be consistency in communication.  

• A key concern was that demands to pay service charges were made even when 
the amount was in dispute and Hyde hadn’t responded to inquiries and in some 
cases residents were withholding payments until the issue was resolved. It was 
advised that residents should only withhold the disputed amount not the total.  .  

• There seems to be no link from Customer Services to Income Team when trying 
to liaise about service charges. 

• Improvements that have been presented at HOP are not being felt on the ground. 

• Residents are made to pay for services but decent customer services not 
provided.  

• Communication about service charges is still inconsistent.   
 

Head of Property Charges said that teams are looking at root causes: 

• Property Manager training, the importance of placing work orders, quality of 
evidence - photographs etc to service charges. 

• Contract Managers are responsible for raising works orders, managing contracts 
and cost coding. They understand when they get it wrong, it brings in complaints.  

• More than 1.2 million transactions go through service charges, Hyde will get 
better and better but there still maybe mistakes  

 
HOP members responded: 

• Pleased to see a reduction in enquiries, although residents still feel it’s up to them 
to chase and some disengage as a result.  

• There are still problems with apportionment that needs resolving. 

• There were mistakes with management fees – everyone is charged 15% when 
some leases only allow for 10% - this is a year-on-year mistake which residents 
have to resolve.  

 
ACTION: Head of Property Charges to attend next meeting to look at adjustments 
being made 
 

4 Update on role of Building Safety Managers and approach to the pilot - Property 
and Safer Homes Programme Manager 

4.1 A pilot project was undertaken during 2021 to focus on the Building Safety Bill (BSB) as it 
progressed on its journey through parliament and to understand potential implications this 
would have on Hyde and our customers within Higher Risk Buildings (HRBs). 
 
The pilot focused on several key elements of the BSB: 

• Accountable Persons  

• Building Safety Manager role  

• Building safety cases 

• Resident engagement  

• Gateways implications 
 

The findings from the pilot have been assessed in detail and a project has recently been 
created to manage implementation of key recommendations. 
 
The project is the highest priority within Hyde and not viewed as a short-term 
undertaking. Appropriate resource, investment & engagement to ensure we are doing the 
right thing for our customers will be fundamental. This will be a collaborative and long-
term commitment, aligned to the government roadmap for the Building Safety Act (BSA). 

4.2 Building Safety Act update:  

The Building Safety Act received Royal Assent in April 2022. There follows a 12-18 
month ‘transition plan’ where secondary legislation & national policy will be developed. 



Landlords will need to register their Higher Risk Buildings from April 2023. It is anticipated 
that the Building Safety Regulator will request first sets of Building Case Reports from 
April 2024. 

4.3 Building Safety project team update: 

• The project team have completed their HRB assessment & we have 81 HRBs.  

• We also have 16 blocks which are attached to our HRB’s. 

• Phase 1 of a 3-phase approach to recruitment, is underway 

• The project team are building inspection templates which will be tested on pilot 
blocks in Gosport. 

• We are also working on the development of digital building safety casefiles. 

• Work continues with solicitors, Home Ownership & Legal Services teams to define 
the roles, responsibilities, duties, and individuals from the Act 

• New Development “Gateways” processes and procedures underway - Gateway 1 
introduced last year. 

• Building Safety Residents Panel established and assisting with the 
Communication & Engagement Plans which will be required in each of the 81 
HRBs 

ACTION: Building safety to be a standing agenda item, Head of Building Safety to 
attend next meeting 

5 Update on Property Manager role and opportunity to give feedback - Head of 
Housing (Property & Admin Management) 

5.1 We are getting things clear on how we improve services to customers; we have had lots 
of feedback and complaints. We have an idea of how we can connect services to 
residents, not just focusing on the Property Manager role and the local services we 
deliver. There is a need for Property Managers to be more visible on estate and for 
queries to be resolved straight away - having that single point of contact. Also making 
sure we provide outcomes from estate inspections and focus efforts on local services and 
consistency across the board. We want customers to be involved.  
 

5.2 Feedback from HOP members: 

• Inconsistent service across the business 

• Can we review scope and boundaries, looking at smaller patches? 

• Need to look at visibility of Property Managers and how they communicate with 
customers 

• Having a clearer space for Property Managers to communicate could save a lot of 
enquiries 

• Property Managers are not informed about what is happening in their patches, 
e.g. works/surveys 

• Preferred method of communication – would like on demand, like the OAK, don’t 
mind logging on. Other customers may prefer letters. 

• Have met local police trying to contact Hyde re basement areas, trying to track 
down Property Manager 

• There does not seem to be any cover for Property Managers when they are on 
leave  

 
Head of Housing responded that this this all part of the Property Manager objectives for 
this year.  
 

6 Resident Inspection Team – update on inspections - Chair of Inspection Team 

6.1 Update on damp and mould inspection 
Action: Summary of damp and mould inspection to be shared 



6. 2 Looking for residents interested in inspection and thoughts on next inspection areas, 
contact Customer Involvement if you would like to be involved 

7 Update on Life Cycle of Homeowner project report and final recommendations – 
Customer Involvement Manager 

• Completed last year – suggest this becomes a regular agenda item, to 
understand low satisfaction drivers and be able to address them.  

• Recommendations had been combined with the recommendations from the 
Customer Connect conference and were being addressed through improvement 
plans.  

• ACTION: Update on Life Cycle of Homeowner project report and final 
recommendations to be standing agenda item 

8 Election of Chair and Vice Chair and recruitment of new members - Robert Cooper, 
Customer Involvement Manager   

8.1 • Election of Chair / Vice Chair – proposed this is not done today.  

• As we are in a transition phase, will ask volunteers to chair. Observer put herself 
forward. 

 
ACTIONS: 

• Customer Involvement Advisor to circulate who are the remaining HOP 
members 

• HOP members to contact Customer Involvement Advisor if interested in 
becoming Chair/Vice Chair or with any observations or feedback about 
recruitment 

 

8.2  Q: What are Hyde doing to recruit new members? 
A. Newsletter goes to 27k by email, 10k by post – twice a year, with opportunities for to 
get involved. Newsletter – interest rate is good; we know it works. Customer Involvement 
just completed recruitment for Customer Voice, will replicate for HOP. Customer 
Involvement Advisor’s priority this year for HOP to increase membership. 

8.3 Homeownership Manager added:  

• It’s been a horrible few years for homeowners, living in flat of any height, from a 
building safety perspective, inability to re-mortgage, issues with selling home, 
unable to do anything.  

• A lot of customers have been involved in meetings with Hyde reps.  

• All change - Building safety received Royal Assent there is a maximum cap, if 
Hyde chooses to charge people, lenders are allowing people to sell properties.  

• Having a single topic agenda might encourage homeowners to get involved. 

• We are open to suggestions on how we make this forum better for members. 

9  ACTION: Customer Involvement Advisor to confirm date for next meeting and 
circulate actions from this meeting to everyone.   

 


