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Meeting notes
Resident Service Charge Network

Date: Thursday 4 June 2026 
Time: 2.30pm

Housing 21 Lead: Tracy Jones - Head of Operational Development
Resident Lead: TL

Housing 21 Representatives: 
Richard Lawton - Head of Resident Charges
Richard Wheeldon - Housing 21 representative
Maddie Kelly-Morrow - Resident Engagement Lead

Housing 21 residents: ID, CA, SM, AA, DB and DD.

Apologies: Lucy Nixon.

Date of next meeting: Thursday 21 July 2026
Time of next meeting: 2pm

	Title of agenda item
	Summary of discussion

	1.
	Welcome and Introductions 
	Maddie introduced herself as Resident Engagement Lead and confirmed she is looking forward to working with the resident groups and forums.

Tracy welcomed attendees to the meeting and noted that the Network has achieved a lot since being established.

	2.
	Review of Previous Meeting Minutes 
	Previous minutes and Terms of Reference
· The previous meeting minutes were agreed with no changes raised.
· Updated Terms of Reference had been circulated and linked to the Resident Experience Strategy. More at agenda point 3.

Service Charge Workflow Video
· The accessible video version of the service charge workflow remains with Lucy. Tracy will follow up.

Year-end statement resident feedback survey
· The group agreed that last year’s feedback was useful, but the number of responses was too low.
· There was concern that digital-only routes would exclude some residents; residents highlighted low digital confidence at some schemes.
· Options will be explored with Kate, Jamie and Vanessa’s team, including how the approach may align with wider TSM survey activity.
· Any agreed approach will need clearer operational communication to managers and residents.

Appello training material
· Richard Wheeldon has chased Appello and remains confident the material can be used. Action to carry forward.



	3.
	Agree the new TOR
	Potential change of name discussed. 
· The group noted that the scope now includes wider resident finance matters, including core support, rent, service charges and (potentially) the Resident Trust Fund. “Resident Finance Network” was suggested as a possible new name. Tracy to discuss with Jamie and Kate.

Terms of Reference values and objectives to be refined. 
· Feedback was shared that, while the bold headings in the values and objectives are helpful, some of the wording could imply that the Network will get into detailed operational matters. This should be clarified, as the group’s role is to focus on strategic issues and resident feedback. Richard Wheeldon will rework the wording and share suggested amendments. 

Updated Terms of Reference to be circulated. 
· Once revised, the amended Terms of Reference will be sent out ahead of the next meeting by Maddie/Teri.



	4.
	Agree the new Vlogs and dates etc.
	· Richard Wheeldon suggested a vlog explaining what residents should expect before, during and after a service charge discussion meeting. This could include when residents should receive information, what they can ask, how the survey links in and how residents can ask about year-to-date spend during the year.
· The group supported using vlogs in the build-up to meetings, for example at coffee mornings, so residents see consistent messages before formal discussions.
· ID, TL and Tracy to meet and discuss further 5 June 2026 and will bring back to next meeting.

	5.
	Sinking fund statements and if we need an accompanying letter 
	· The group discussed whether a generic covering letter should accompany sinking fund statements to explain what the statement is. Richard Lawton to explore.
· The group also noted that terminology may need care, so residents understand the difference between sinking funds and usage charges.


	6.
	AOB
	Service charge perception and value
· A concern was raised by SM that wider market perceptions of high service charges can make residents resistant to increases, even where additional value may be delivered. Also reduces the sale value of the property.
· To be brought as a separate agenda item next time. 

Meeting management
· DD cautioned against spending too much time on the Network name if it distracts from practical work.
· ID suggested adding indicative timings to future agendas to help keep discussion focused.
· Tracy apologised for the slight timing change to the meeting and thanked everyone for their contribution.

Manager guidance and resident visibility of service charge updates.
· The group discussed whether managers are clear that monthly service charge updates should be shared with residents. 
· A short guidance document for managers should be created, explaining how the updates should be used and shared. Richard Lawton to take forward.



	7.
	Follow-up tasks: 
	New Actions Agreed
· Follow up with Lucy for the accessible video version of the service charge workflow - Tracy.
· Meet with Kate, Jamie and Vanessa’s team to review year-end survey options and bring proposals back - Tracy/Richard Lawton.
· Build the agreed survey/end-of-year approach into manager communication or webinar activity once agreed - Tracy/Richard Lawton.
· Continue chasing Appello training material - Richard Wheeldon.
· Invite Sophia to provide an update on core support/care service review work when ready - Tracy.
· Bring back an update on the resident group review and new member welcome experience - Maddie.
· Discuss the Network name/scope proposition with Kate and Jamie and bring back a recommendation - Tracy/Richard.
· Rework Terms of Reference wording to clarify strategic purpose and scheme-level accountability - Richard Wheeldon/Tracy.
· Review monthly financial snapshots and explore a resident-friendly printable summary/tab - Richard Lawton.
· Develop guidance or a template for managers to share short financial updates locally - Richard Lawton.
· Draft a generic supporting letter for sinking fund statements and review related vlog content - Richard Lawton/Tom.
· Service charge perception and value to be added to agenda next time – Maddie/Tracy.
· Include indicative timings on future agendas - Maddie/Tracy.
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