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Service Charge Network Meeting Minutes
Date: 23 July 2026
Time: 2pm
Housing 21 Lead: Tracy Jones, Head of Commissioning and Service Integration
Resident Lead: Name on file
Housing 21 Representatives
· Head of Resident Charges
· Director of Strategic Projects and Business Improvement
· Resident Engagement Lead
· Resident Engagement Coordinator

Housing 21 Residents: Names on file
Next Meeting: Originally scheduled for 3 September 2026 at 2pm. A revised date will be arranged due to annual leave commitments.
New date now confirmed for 10 September 2026.

Meeting Summary
At this meeting, members:
· Received updates on improvements to service charge communications, financial information and supporting guidance for residents and managers. 

· Discussed the ongoing review of 24/7 Core Support and highlighted the importance of transparency, clear communication and value for money. Residents welcomed the opportunity to be involved in the review. 

· Agreed to broaden the scope of the Service Charge Network and rename the group the Housing Costs Group. 

· Received an update on resident engagement activity and discussed ways to increase awareness of opportunities for residents to get involved.

1. Welcome and Introductions
The Head of Commissioning and Service Integration welcomed attendees to the meeting.
The Resident Engagement Coordinator introduced herself and shared that she was looking forward to supporting the group's work.
The minutes from the previous meeting were agreed with no amendments.

2. Actions and Minutes from the Previous Meeting
The group reviewed progress against actions from the previous meeting.
· The accessible service charge workflow video continues to progress. The voiceover has been completed, and the final video is being prepared before it can be shared.
· The action to review year-end survey options with relevant colleagues had been completed and was included later in the agenda for discussion.
· An update was provided on Appello training materials. The group was advised that discussions regarding training materials remain ongoing and Housing 21 will review the materials before deciding how they can best be used with residents.
· Housing 21 will review the materials before deciding how they can best be used with residents.
· The Director of Strategic Projects and Business Improvement attended the meeting to provide an update on the Core Support review, completing a previous action from the group.
· Updates on resident engagement activity and the future scope of the Network were included later in the meeting.

3. Resident Charges Update
The Head of Resident Charges provided an update on work to improve resident understanding of service charges and related financial information.
Monthly Financial Snapshots
Work is progressing on resident-friendly financial snapshots designed to provide a clearer overview of a scheme's financial position. A draft version is currently being tested and refined.
Manager Guidance
The group heard that separate guidance may be needed for Retirement Living and Extra Care schemes due to differences in service charge arrangements.
Sinking Fund Statements
The team is exploring the development of a frequently asked questions document to accompany sinking fund statements and help residents better understand the information provided.
The Head of Commissioning and Service Integration suggested that the manager presentation used during previous service charge discussions could be shared with the group at a future meeting for resident feedback.
Members also heard that procurement and value-for-money information is being incorporated into future manager communications.
Action Tracking
A resident suggested that future action logs, like how the Board record actions could make it easier to distinguish between completed actions, ongoing work and new actions.
The Resident Engagement Lead agreed that the format would be reviewed to ensure agendas, minutes and actions remain clear and accessible.

4. Update on Core Support Review
The Director of Strategic Projects and Business Improvement provided an update on the review of Core Support. She explained that new information and communications materials refer to the service as 24/7 Core Support to help residents better understand the service being provided.
The Director of Strategic Projects explained that feedback has highlighted opportunities to improve understanding of what the service includes, how charges are calculated and the value provided.
To help improve understanding, Housing 21 has developed updated resident information including a leaflet, video, policy and revised agreement documentation.
The group heard that a wider review of Core Support is underway. This includes looking at charging arrangements, value for money, future sustainability and how the service is used across different schemes.
Residents welcomed the opportunity to be involved in the review and highlighted the importance of:
· transparency around charges;
· understanding what residents receive in return for the service;
· consistency between schemes;
· third-party care arrangements; and
· local authority commissioning arrangements.
The Director of Strategic Projects and Business Improvement agreed to review concerns relating to local authority contracts and review how local authority commissioning arrangements and third-party charging arrangements are communicated to residents as part of the Core Support review.
Members agreed that Core Support should return as a future agenda item to allow further discussion as the review progresses.
5. Network Name and Scope
The group discussed the future direction of the Service Charge Network and whether the remit should be expanded beyond service charges.
The Head of Commissioning and Service Integration explained that discussions with senior colleagues had identified an opportunity to broaden the group's focus to include wider housing-related costs and value-for-money considerations.
Members discussed a wider remit that could include:
· rents and annual increases;
· utilities and communal costs;
· major works and reserve funds;
· procurement and value for money;
· financial communications; and
· resident financial understanding.
The group also considered whether the term "financial" could be misunderstood and potentially suggest personal financial advice rather than housing-related costs.
A number of options were discussed, including:
· Financial Understanding Network (FUN);
· Resident Finance Group;
· Money Matters Network; and
· Housing Costs Group.
Following discussion, members agreed that the group should be renamed the Housing Costs Group. Members felt that the name Housing Costs Group better reflected the broader range of housing-related costs residents wished to discuss and avoided confusion with personal financial advice.

The Head of Commissioning and Service Integration confirmed that updated Terms of Reference will be drafted and circulated before the next meeting.

6. Service Charge Perception and Value
The Head of Commissioning and Service Integration presented a review of the group's achievements and future direction.
Members reflected on the positive impact the group has had in helping improve service charge communication and resident understanding.
The importance of identifying clear outcomes and measures of success for the future Housing Costs Group was discussed.
Members were invited to share suggestions on how success could be measured and reported.
A resident suggested that future updates should also demonstrate how resident feedback influences decision-making and benefits Housing 21 as an organisation.

7. Resident Engagement Update
The Resident Engagement Lead provided an update on work taking place across resident engagement.
Members heard that the engagement approach focuses on:
· listening to residents;
· understanding feedback;
· taking action; and
· reporting back on outcomes.
The Resident Engagement Lead explained the importance of ensuring resident insight is shared with the appropriate teams so that resident feedback influences future decisions.
The group discussed ways of increasing awareness of engagement opportunities and reducing barriers to involvement.
Suggestions included:
· promoting opportunities through newsletters;
· displaying information on noticeboards;
· including engagement information in welcome packs;
· promoting engagement opportunities alongside resident correspondence; and
· using videos or showcase sessions to explain how resident groups operate.
The Resident Engagement Lead also shared plans for a welcome pack and a "Find the Right Group for You" guide, which will help residents understand the different opportunities available.
One resident offered to help introduce interested residents to existing groups where appropriate.

8. Any Other Business
Members discussed how joining an established group can sometimes feel daunting, particularly for residents who are new to online meetings.
Suggestions included creating more informal opportunities for residents to meet existing members and exploring the use of the proposed Resident Links to support introductions.
The group also discussed the suggestion of sharing meeting recordings.

The Resident Engagement Lead explained that full recordings are not currently shared, as it is important that members feel comfortable speaking openly during discussions. The focus remains on producing clear and accessible minutes for anyone unable to attend.
Members discussed the possibility of future showcase sessions to help residents understand the purpose of the group and encourage wider participation.
The Head of Commissioning and Service Integration thanked members for their contributions and confirmed that future meetings would continue to focus on resident feedback and shared priorities.
The Resident Engagement Coordinator advised that the September meeting date would need to be reviewed due to annual leave commitments.

Ongoing Work Updates from Previous Meeting
	Item
	Lead
	Status
	

	Complete and circulate the accessible service charge workflow video.
	Head of Commissioning and Service Integration
	 In Progress
	

	Continue development and testing of financial snapshots.
	Head of Resident Charges
	 In Progress
	

	Develop manager guidance for service charge communications.
	Head of Resident Charges
	 In Progress
	

	Develop supporting information for sinking fund statements.
	Head of Resident Charges
	 In Progress
	





Actions Agreed in meeting (July)
Ongoing Actions
	Action
	Lead

	Review the format of action logs to make completed, ongoing and new actions easier to identify. (In progress)
	Resident Engagement Team

	Review local authority commissioning arrangements and third-party charging controls as part of the Core Support review.
	Director of Strategic Projects and Business Improvement

	Bring a further update on 24/7 Core Support to a future meeting.
	Director of Strategic Projects and Business Improvement

	Update and circulate Terms of Reference for the newly named Housing Costs Group.
	Head of Commissioning and Service Integration / Resident Engagement Team

	Members to share ideas on priorities, outcomes and measures of success for the Housing Costs Group.
	All Members

	Explore the use of recorded or planned recording of a Housing Costs Group meeting to encourage wider participation.
	Head of Commissioning and Service Integration







Completed Actions
	Action
	Outcome

	Share draft resident welcome materials and the "Find the Right Group for You" guide for feedback. (Resident Engagement Lead)
	Shared with members alongside these minutes.

	Confirm and circulate a revised date for the next meeting. (Resident Engagement Coordinator)
	Next meeting booked for 10 September 2026.




2

image1.jpeg
Housing )

Registered Office: Tricom House | 51-53 Hagley Road | Edgbaston | Birmingham B16 8TP

INVESTORS IN PE{PLE Regulated by the Regulator of Social Housing Reg. No. LO055

We invest in people Platinum Community Benefit Society FCAReg. No.16791R / Chief Executive: Bruce Moore




image2.png




image3.svg
   


image4.png




