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Meeting notes
Extra Care Forum 
Date: 16th April 2026
Time: 2:00pm 

Housing 21 Lead: Jamie Lindon-Lewis - Director of Extra Care
Resident Lead: Ian Devereux

Housing 21 Representatives: 
Maddie Kelly-Morrow - Complaints Lead
Lucy Nixon – Resident Communications Manager
Amber Crick – Resident Engagement Coordinator  

Housing 21 residents: AA, DD, GD, RB, SL, SM, TL and MR.
Apologies: OT

Date of next meeting:	28th May (joint meeting with the Retirement Living Forum)
				9th July 2026 – Extra Care forum
Time of next meeting: 2:00pm
	Title of agenda item
	Summary of discussion

	1.
	Welcome and Introductions 
	Ian Devereux welcomed attendees and reminded participants of housekeeping arrangements, including muting microphones and using the hand‑raise function to speak. One apology was noted.

	2.
	Review of Previous Meeting Minutes 
	Terms of Reference (ToR) and Q3 Report
· Amber confirmed that some resident feedback had been received and shared with relevant teams.
· Limited feedback was received on the Q3 report; any further feedback will continue to be passed to Lucy Nixon.
Reasonable Adjustments & Alternative Formats Policy
· One item of resident feedback was received and shared.
· Discussion took place about improving how resident feedback is logged and how outcomes are communicated back (closing the loop”).
· Agreed approach: Amber will continue logging feedback centrally, and Housing 21 will provide clearer summaries of what feedback has influenced final documents.
Forum Dates
· Amber confirmed forum dates will be reviewed once Board and Committee dates are finalised, to better align forums ahead of committees.
Other Actions
· Catering model summary document is ready and will be circulated.
· Feedback on Debt Management letters has been shared with Carol Phelan; a response is awaited.
· Further resident involvement in the Miele laundry contract will take place once additional technical and cost information is available.

	3.
	Complaints Update


	Presenter: Maddie Kelly‑Morrow
Maddie provided a detailed update on changes made following resident feedback received earlier in the year.
Key improvements included:
· Mandatory phone calls to residents before written complaint responses are issued.
· Clearer acknowledgement letters explaining next steps and timescales.
· Improved internal systems to support better recordkeeping and communication.
· Reinforced staff training focused on empathy, tone, and learning rather than blame.
Accessibility and Clarity
· A new resident leaflet and decision tree have been developed to clearly explain: 
· Contacts
· Service requests
· Complaints
· Residents welcomed the clarity but raised concerns about how effectively the information would reach all residents.
Performance and Learning
· Complaints performance is now reported in the quarterly resident performance report, including themes and actions taken.
· Residents suggested adding: 
· Resolution timescales (not just response times)
· Clearer reporting on outcomes and learning.
Maddie welcomed continued resident involvement and confirmed she would return to future meetings with updates.

	4.
	Resident Associations

	Presenter: Amber Crick
Amber updated the forum on work underway to better understand and support resident associations.
· A mapping exercise identified gaps in information about existing associations.
· Work is ongoing to verify governance arrangements so Housing 21 can appropriately recognise associations and share information with them.
· The main barrier identified is financial governance, particularly account verification.
· Guidance packs are being developed for: 
· Resident associations
· Social committees / activity groups (as a less formal option)
Joe Kinsella will attend the joint forum on 28 May to provide further detail and pre‑reading will be shared in advance.

	5.
	Future Priorities and Structure

	Jamie Lindon‑Lewis – Update
Organisational Changes and Resident Engagement Capacity
Jamie provided an update on proposed organisational changes aimed at strengthening resident engagement across Extra Care and Retirement Living.
· Housing 21 is moving towards a shared “Customer / Resident Experience” structure, bringing together current Extra Care and Retirement Living engagement functions.
· As part of this, additional permanent engagement roles are being proposed, including: 
· A Resident Engagement Lead
· A further coordinator‑level role, alongside existing support
· These changes are intended to provide greater capacity, stability, and consistency in supporting resident forums and engagement activity.
Jamie acknowledged resident concerns about continuity and confirmed:
· Amber’s current role was introduced as interim cover following previous resourcing gaps.
· The intention is for the new structure to provide long‑term, sustainable support, rather than ongoing short‑term arrangements.
· Recruitment is expected to be largely internal, with the aim of avoiding lengthy delays and maintaining continuity wherever possible.
Committees and Governance
Jamie also updated the forum on governance changes at Board and Committee level.
· The Board has agreed to move from separate Extra Care and Retirement Living Committees to a single Customer Committee.
· This committee will focus more strongly on: 
· Resident experience
· Customer voice
· Feedback from residents, forums, complaints, and surveys
· Some business and technical matters will move to alternative governance routes, allowing the Customer Committee to prioritise resident‑focused discussion.
Jamie emphasised that:
· Resident forums will become even more important in feeding into committee discussions.
· There is an intention to improve the flow of information back from committees to residents, responding to previous feedback about outcomes not being communicated.
Forum Timing
· Jamie supported the proposal for Resident Forums to take place ahead of Committee meetings, so resident views can inform agenda items more effectively.
· This approach was agreed in principle, with timing changes to be progressed once committee dates are confirmed.
Led by: Ian Devereux
Discussion focused on strengthening resident voice and improving communication between residents, forums, and senior decision‑making.
Key themes:
· Strong consensus on the importance of consistently “closing the loop”.
· Recognition that many courts do not have resident associations or formal representation.
· Proposal to explore a resident liaison / ambassador model to: 
· Provide a low‑barrier way for residents to feed into forums
· Support residents who are not comfortable with digital engagement
· Share information locally and feed issues back to the forum
Ian will draft an outline proposal for this approach and circulate it to forum members for comment before further development.

	6.
	AOB
	· Discussion took place on terminology, with concerns raised about the use of the term “customer” instead of “resident”. Jamie agreed to feed this back internally. 
· Residents highlighted ongoing challenges with communication, digital exclusion, and capacity pressures on local managers. 
· Suggestion made to include geographic locations of attendees at future meetings to improve context.

	7.
	Follow-up tasks: 
	· Circulate catering model summary document - Amber
· Follow up with Carol Phelan on Debt Management feedback - Amber
· Review and update forum dates to align with committees - Amber
· Share final ToR with explanation of incorporated feedback - Amber
· Develop draft proposal for resident liaison/ambassador model - Ian
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