Meeting notes
Extra Care Forum

Date: Thursday 5 March 2026
Time: 2pm

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

Housing 21 Representatives: 
Lucy Isherwood - Procurement Analyst
Rebecca Allwood - Complex Needs Lead
Lucy Nixon – Resident Communications Manager
Amber Crick – Resident Engagement Coordinator  

Housing 21 residents: AA, DD, DB, JY, TL and MR

Apologies: Jill Slingo, SMcG and SL

Date of next meeting: 16th April 2026
Time of next meeting: 2pm


	Title of agenda item
	Summary of discussion

	1.
	Welcome and Introductions 
	Ian welcomed all attendees.
Noted apologies: Jill Slingo (item removed from agenda), Carol Phelan (unable to attend but requested feedback on her papers).
Housekeeping reminders: mute microphones, use hand‑raise function for contributions.

	2.
	Review of Previous Meeting Minutes 
	Update from Jamie:

Terms of Reference (ToR):
Draft circulated; ToR update needed due to evolution of the Forum and its prominence. It’s also good practice to review annually. 

Key proposed changes:
Exclusion criteria for forum membership (arrears, ASB, unacceptable behaviour). Clear meeting etiquette and conduct expectations. 
Process for reviewing membership if discriminatory or disruptive behaviour occurs. Inclusion of the new role for the Forum member around scrutiny of performance and services 

Forum Promotion & Engagement Strategy:
Embedded within the wider Resident Experience Strategy.
Work underway to increase visibility and participation.


Complaints Improvements:
Maddie progressing actions; will attend next meeting and update on what has been done as a direct result of their feedback. 
Action: Amber to invite Maddie to the next meeting 

STAIRS Accessibility Plan:
Working group active; not yet complete. Will return to forum when appropriate.

Catering Model Review:
Jamie will circulate a summary paper outlining previous work, rationale, and why the model was not pursued.
Will revisit if residents wish to explore the idea again.

Resident Association Mapping:
Amber reported 99.9% completion of court responses.
Identified more resident associations in Extra Care than Retirement Living; retirement living has more social committees.
Aim: establish a consistent two‑way communication network with Associations. 


	3.
	Q3 Report
	Q3 Performance Report (Presented by Lucy Nixon)

Report well‑received; viewed as clear, accessible, and useful as a template for resident meetings.
Highlights included:
98.3% rent & service charge collection rate (very strong sector‑wide).
1.7% bad debt.
13% staff turnover (well below national adult care average ~40%).
Residents praised the layout and readability.

Key Feedback & Requests:
· Add breakdown of complaints categories rather than headline figures only.
· Add tracking for negative feedback (alongside positive recognition).
· Address minor errors, e.g., direct debit information.
· Include board-level feedback in future reports (“closing the loop”).
· Residents stated local scheme‑level performance data would be valuable in the future.

Next steps: 

Lucy asked for feedback on the updated “Reasonable Adjustments & Alternative Formats Policy”

Lucy explained that the policy had been amended, and she wanted residents’ thoughts on the changes.

Amber to circulate it with the minutes and invited residents feedback on this policy.


	4.
	Hate Crime Policy
	Hate Crime Policy (Presented by Rebecca Allwood)
Overview
Policy updated to strengthen Housing 21’s approach and ensure a person‑centered, inclusive response.
Policy clarifies:
Definitions of hate incidents, hate crime and protected characteristics.
The importance of intent, harm caused, and early intervention.
Focus on mediation where appropriate.
Residents’ rights (e.g., flags, political posters) are balanced with avoiding harm and respecting communal spaces.
Key Discussion Points
Residents welcomed clearer definitions; noted general confusion between arguments vs. hate crime.
Concerns raised about:
Understanding thresholds.
Ensuring managers have strong support navigating difficult situations.
Rebecca confirmed:
Managers have access to internal support (SMEs, ADR mediation, training).
Stop Hate UK involved as external assurance.


	5.
	Laundry white goods contract with Miele.
	Laundry White Goods Contract – Miele (Presented by Lucy Isherwood)
Context:
Current Miele installation contract has been in place for 7 years; renewal due March 2027.
No formal maintenance contract, repairs are devolved locally.
Machines have approx. a 10‑year lifespan.
Resident Feedback
Some courts experience frequent breakdowns, others report machines lasting 15+ years.
Concerns included:
· Capacity issues (e.g., 63 flats sharing 3 machines, only 1 dryer working).
· External care providers use resident machines for soiled laundry.
· Queries about installing private machines in flats (permitted in many schemes).
· Residents noted that usability is good but misuse (overloading, unclean filters) shortens lifespan.

Next Steps
Procurement team to gather full data from Miele (including future telemetry options).
Further resident involvement is invited once more technical and cost information is available.

	6.
	Reviewed Debt management Policy
	Debt Management Policy & Letters (Presented via Amber on behalf of Carol Phelan)
General Feedback
Letters were viewed as clear, friendly, and easy to understand.
Tone considered appropriate.
Key Issues Raised
· Incorrect payment instructions in the Final Demand letter (website path does not exist).
· Clarify whether the policy is resident-focused or relates to all debtors.
· Approval process for varying credit terms currently lists four senior roles—residents recommended simplifying to one or two.
Income & expenditure form:
· Poorly designed, confusing, insufficient writing space.
· Suggest redesign with two clearly labelled columns (Income / Outgoings).
· Avoid brackets—use simple +/- indicators.
Action:
Amber to return feedback to Carol and recirculate revised documents for resident review.

	7.
	Competence and Conduct standards
	Competence and Conduct Standards (Presented by Jamie Lewis)

Developed following lessons from Grenfell and regulatory changes. 
Expectation of professional behaviour, accountability and consistency. 
Requirement for senior managers to hold housing qualifications and this process is starting.  
 
Non‑senior scheme staff encouraged (but not required) to gain qualifications. 
 
Emphasis on:
· clearer communication
· understanding roles
· resident‑centered decision making

Residents were reminded to provide feedback on proposed Code of Conduct policy which relates to employees and the new standard. Its important that residents feed into this process to ensure it meets their needs. The closing date for feedback is 6 March 2026. 

	8.
	Extra Care Updates
	Jamie provided an update of key areas discussed at the recent Extra Care Committee attended by Board members and Ian Deveaux as the resident member. It was put forward by Jamie that the timing of the Resident Forums be changed so that they take place before the Committee and residents are given the opportunity to feed into the topics on the agenda for those relevant to them. 
Whilst this already happens it was acknowledged the process could be slicker. It was agreed that this approach would be sensible. 

Action: Amber to change dates of the Forums for the year.  

	9.
	AOB
	No additional items were raised. 
Residents expressed thanks to Jamie and everyone for their constructive contributions.  Appreciation from residents for Amber’s coordination. 


	10.
	Follow-up tasks: 
	· Residents to send any further feedback on the draft revised ToR and Q3 report to Amber.
· Reasonable Adjustments & Alternative Formats Policy circulate it with the minutes and invite residents feedback on this policy – Amber
· Maddie to be invite to the next meeting – Amber
· Look at changing dates of the Forums to coincide with committee dates - Amber. 
· Send Carol the feedback on Debt Management Letters & Forms and ask for revised documents that can then be sent out to the forum – Amber
· Catering Model Summary Document to be sent out explaining the catering engagement work – Jamie
· Further resident involvement with Miele Contract, once more technical and cost information is available - Lucy Isherwood
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Reasonable Adjustment Alternative Formats Policy and Procedure
If you need any information in a different format, for example large print, Braille, audio file or another language, please email Communications@housing21.org.uk
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Housing 21 is committed to ensuring that all residents can access our services.  This includes residents who may need our information in a different language or format in order to understand it.  We will make reasonable adjustments for those who may need additional support to access our services. Those residents who need an aid or adaptation to their housing should read the Housing 21 Aids and Adaptations Policy and Procedure.   


What is a reasonable adjustment?
Ensuring action is taken to support residents in accessing information in the way most appropriate for them. 
Requesting a reasonable adjustment 
We let people know we can provide reasonable adjustments by:
1. Including information in written communications
2. Asking whether a reasonable adjustment is required on the telephone
3. Including a note on our published documents indicating we can provide the document in an alternative format on request
4. Publishing this policy on our website
5. Working with leaders and groups across the organisation to raise awareness of this policy 
6. Work with employees to provide recommendations on suitable tools to support these requests.
Types of reasonable adjustments
Adjustments depend on individual need of residents.  We will discuss individual requirements with the person concerned and seek to reach agreement on what is reasonable in the circumstances.  We will not make assumptions about whether a resident requires any reasonable adjustments or about what those adjustments should be. 
Examples include:
1. Provision of information in appropriate alternative formats (eg large print, Braille, coloured paper etc) and / or in a different language 
2. Use of plain English or Easy Read service
3. Provision of auxiliary aids 
4. Use of sign language such as British Sign Language (BSL) or signed English
5. Communication through a representative or intermediary
6. Use of email or telephone in preference to hard copy letters 
7. Rest or comfort breaks in meetings
8. Priority seating where there is a resident with hearing or sight loss
Information which may be requested in alternative formats
· Centrally produced or printed documents including leaflets, handbooks, policies and safety information.
· Regionally produced standard notifications/communications, such as rent and service charge letters/tenancy agreements, etc.

We will not translate documents that are available from external sources, for example AgeUK, etc.

Documents can be translated into a range of formats and / or languages on request. We aim to recognise the diverse needs of our residents and remove barriers to communication wherever possible. 

Our response to requests for reasonable adjustments

Each case will be looked at on an individual basis and in the majority of cases we will be able to agree and deliver the required reasonable adjustment with a minimum of delay.

In some cases, we may need to consider the situation in more detail to overcome the difficulty a resident is experiencing or seek advice from expert organisations to assist with signposting.

Where information is required in alternative formats, this will be provided in the most timely and cost-effective way which ensures value for money to the resident

All resident information leaflets and handbooks should contain an alternative formats statement, preferably in font size 18 if the document allows. This can be amended to suit the document but should be similar to this: 

If you need any information in a different format, for example large print, Braille, audio file or another language, please contact your local manager or email communications@housing21.org.uk 

How do we decide what is reasonable?
Guidance from the Equality and Human Rights Commission suggests that we need to consider:
1. The effectiveness of the adjustment in preventing or reducing the disadvantage for the person needing additional support
2. The practicality of us making the adjustments
3. The availability of resources – including budget / external assistance
4. Any disruption to the service making the adjustment might cause
Effectiveness – the adjustment needs to fully address the disadvantage it is meant to overcome
Practicality – for example additional time may not always be possible if there are additional deadlines to meet
Resources – this includes not just the cost but also potentially the need for additional staff with specific skills etc.
Regular review - we will regularly review reasonable adjustments made to help us review our services and identify whether we can do more to improve them. 
Feedback
Please forward any feedback to communications@housing21.org.uk
Procedure for requesting alternative formats
	Step by step guidelines

	Step one
	Consider whether help can be provided by signposting the resident to where there is local support in place. For example, a family member, friend or representative from an appropriate community group may be able to help informally with communication needs or translation.

	Step two
	Check that the document requested is not already available in the library of alternative formats on the intranet here.

	Step three
	Consider the use of free tools for translation. If the document is short there may be reason to trial a free online translation tool which offers the residents a very quick solution. Take a look at the top free translation tools here.

	Step four
	If Step three isn’t possible, please send your request by email to communications@housing21.org.uk The email should contain your name, the contact details of the person who needs the alternative format, the reason the format is needed, an approximate timescale within which the format is needed and the actual format required, such as Braille, audio etc. Please allow three weeks where possible for the process. N.B. there is no longer any need to complete a form or get it authorised.

	Step five
	Please make sure that you attach the document that needs to be provided in the alternative format to the email.
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