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Housing 21 Joint Forum Meeting - Quarter 1 Performance Report
Date: 9 September 2026
Time: 11:00am
Housing 21 Leads:
Kate McArdell-Broome, Director of Retirement Living
Jamie Lindon-Lewis, Director of Extra Care
Resident Representatives from both Extra Care and Retirement Living in attendance

Housing 21 Representatives:
Maddie Kelly-Morrow, Resident Engagement Lead
Lucy Nixon, Resident Communications Manager
Teri Maclean, Resident Engagement Coordinator
Date of next meeting: 19 November 2026
Time of next meeting: 2:00pm

Meeting Summary
The Joint Forum met to review Housing 21's Quarter 1 Performance Report and provide feedback on its content and presentation.
Residents recognised the progress made in developing the report and welcomed its overall layout and the inclusion of safeguarding and compliments information. Residents also identified areas for improvement, including clearer definitions, more trend information and better explanations of performance targets and actions.
The group agreed that future reports should help residents understand what the figures mean, why they matter and what Housing 21 is doing when performance is below target. Wider discussion also covered communication, safeguarding information and the use of Court Service Agreements.

1. Introductions
The Resident Engagement Lead welcomed attendees and outlined the purpose of the meeting.
Residents were invited to review the Quarter 1 Performance Report and comment on whether the information was clear, easy to understand and included the information residents need.

2. Previous Meeting Actions

Alternative formats
The Resident Communications Manager confirmed that Housing 21 provides reports in alternative formats on request. This includes audio, Braille, translated and other accessible versions.
Dementia awareness and inclusive behaviour training
The Director of Extra Care confirmed that an existing dementia training package for care colleagues is being considered for wider use across Housing 21. This would provide a consistent approach without developing a separate training package.
Status: Ongoing.
Resident Association guidance
Updates on the Resident Association Guidance Pack and practical governance guidance were unavailable at the meeting due to staff leave and conference commitments.
It was agreed that updates would be obtained and shared with forum members.

3. Quarter 1 Performance Report
Accuracy and interpretation of data
Residents identified several areas where figures appeared inconsistent or needed further explanation. These included:
· Repairs figures that did not appear to reconcile.
· Emergency repair performance and completion times.
· Whether repair times were measured in calendar or working days.
· Different complaints performance figures appearing in the report.
Housing 21 thanked residents for highlighting these points. It was noted that some corrections had already been made to the published version.
Residents asked for clearer explanations of calculations and performance measures in future reports.
Complaints information
Residents felt that more information would help readers understand complaints performance.
Suggestions included:
· Complaints per 1,000 homes.
· Upheld complaint rates.
· Recurring themes.
· Lessons learned.
· Remedies and service improvements resulting from complaints.
Housing 21 confirmed that the correct figure for complaints responded to within timescale was 99 per cent. The timescale for acknowledging a complaint is five working days.
The suggestions will be considered as part of future report development.
Anti-social behaviour reporting
Residents noted that comparisons with previous anti-social behaviour figures may be difficult because reporting definitions have changed.
Housing 21 now includes lower-level nuisance behaviour within its figures. Residents suggested adding an explanatory note or a clearer breakdown when figures are not directly comparable with previous years.
Digital emergency call systems
Residents requested further information about schemes awaiting digital emergency call system upgrades, including completion dates and any associated risks.
The Director of Retirement Living confirmed that the programme remains on track to meet its full-year target. The remaining installations are expected to be completed by the end of the financial year.
Residents felt that including this context in the report would make the figures easier to understand.
Direct debit performance
Residents asked why direct debit uptake was being measured and what action was being taken where performance was below target.
Some residents shared experiences that had influenced their preferred payment methods. Several residents explained that they preferred bank transfers or standing orders because these methods gave them greater control.
Residents asked for future reports to explain why targets matter and what actions are being taken when they are not achieved.
Timing of resident scrutiny
Residents questioned why the group was reviewing an earlier version of a report that had already been published.
Housing 21 explained that the feedback would be used to improve future reports. It was acknowledged that future meetings should be better aligned with the reporting timetable so residents can review the most up-to-date information and, where possible, contribute before publication.
Trends and accountability
Residents asked for future reports to include:
· Trends across several quarters.
· Clear targets and definitions.
· Actions being taken where performance is below target.
· Clear responsibility for improvement activity.
· Deadlines where appropriate.
· Evidence of progress and improvement.
Residents also requested information about survey sample sizes, response rates and collection methods where relevant. Separate information for Retirement Living and Extra Care may also be helpful where the services differ.
Housing 21 agreed that trend information would provide useful context. It could also help recognise improvements and show where further work should be prioritised.
Resident Voice information
Residents requested more context for the Resident Voice information, including:
· Where the comments came from.
· How many local managers contributed.
· How the information was collected.
Housing 21 agreed that this part of the report could benefit from further explanation.
Report design and accessibility
Residents generally welcomed the layout and structure of the report. However, some colour coding and directional arrows were considered difficult to interpret.
Residents requested:
· Clearer definitions.
· Brief explanatory notes.
· Simpler visual indicators.
· Clear signposting to more detailed information.
The group supported keeping the report concise, provided that readers could easily find the evidence and information behind the headline figures.
Positive feedback
Residents welcomed:
· The overall development and layout of the report.
· The inclusion of safeguarding information.
· The inclusion of compliments and positive feedback.
· Housing 21's willingness to involve residents in improving future reports.

4. Communication and Resident Experience
Residents highlighted communication as an important part of the resident experience.
The discussion included:
· Consistency of communication across schemes.
· Communication between local managers and residents.
· Timely updates about services and outstanding actions.
· How Housing 21 hears from residents who do not complete formal surveys.
The Director of Extra Care advised that communication is a key organisational priority and is being discussed with the Board as part of wider work on resident insight.
Housing 21 is considering:
· Text and email updates for residents who prefer digital communication.
· Appropriate non-digital communication.
· Clearer local communication standards.
· Greater consistency across Housing 21 locations.
· Support and training for colleagues.
Housing 21 also uses complaints, compliments, transactional surveys, local engagement and operational visits to understand residents' experiences.
It was confirmed that Retirement Living operational managers are expected to visit courts approximately every five to six weeks. Residents discussed the importance of maintaining consistent engagement and communication across locations. The Director of Retirement Living agreed to review the feedback raised.

5. Safeguarding
Residents welcomed the inclusion of safeguarding information in the report.
A resident suggested that information displayed at schemes should include external safeguarding contacts. This would provide another reporting route for residents who did not feel able to raise a concern with their local manager.
Housing 21 confirmed that residents should have access to local authority safeguarding information and the option to report concerns externally. It was agreed that the information available at schemes should be reviewed.

6. Court Service Agreements
Residents discussed the role of Court Service Agreements in supporting local communication and engagement.
Residents felt that the agreements:
· Clarify expectations and responsibilities.
· Provide a shared reference point for residents and staff.
· Support communication and local accountability.
· Could benefit from greater consistency across all schemes.
The group highlighted the importance of keeping the agreements up to date. It was noted that related matters are also being considered through the Choice and Consensus policy review.

7. AOB and Next Steps
Housing 21 thanked residents for their detailed feedback and confirmed that the points raised would be considered when developing future Quarterly Performance Reports.
The timing of future Joint Forum meetings will be reviewed against the performance reporting timetable.
The next Joint Forum meeting will take place on 19 November 2026 at 2:00pm.

Action Log
	Action
	Lead
	Target date
	Status

	Obtain updates on the Resident Association Guidance Pack and practical governance guidance and share these with forum members.
	Resident Engagement Team – Resident Engagement Lead currently completing work on this
	Before the final minutes are issued
	Open

	Review the scheduling of future Joint Forum meetings so residents can scrutinise the most up-to-date Quarterly Performance Report at an appropriate stage.
	Resident Engagement Team and Resident Communications Manager
	Next Joint Forum, 19 November 2026
	Open

	Review the Quarter 1 feedback and consider improvements for future reports, including trend information, clearer definitions and explanatory information.
	Resident Communications Manager
	Quarter 2 Performance Report review
	Open

	Review the safeguarding information available to residents and confirm that appropriate external contact details are accessible.
	Relevant Service Lead
	Update at the next Joint Forum, 19 November 2026
	Open

	Review resident feedback regarding operational manager visits and provide any necessary follow-up.
	Director of Retirement Living
	Before the next Joint Forum (19 November)
	Open
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