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Meeting notes 
Retirement Living Forum meeting


Date: Thursday 8 January 2026

Time: 2pm

Housing 21 Chair/Lead : Kate McArdell-Broome - Director of Retirement Living 

Resident Chair/Lead: Michael Rose
Attendees: Housing 21 Representatives: 
Jill Slingo - IT Business Analyst
Sara Herrington – Head of Strategic Projects and Business Improvement
Antony Walker - Head of Retirement Living Southwest
Lucy Nixon – Resident Communications Manager
Amber Crick – Resident Engagement Coordinator  

[bookmark: _Hlk213408335]Housing 21 residents: TH DL, DC 
Apologies – DP, CDS

Date of next meeting: 12 March 2026

Time of next meeting: 2pm


	

Title of agenda item
	

Summary of discussion
	Actions agreed including assignments and deadlines

	1.
	Welcome and Introductions 
	· Attendees introduced themselves.  
· Jill Slingo introduced herself as IT Business Analyst with 8 years at Housing 21. 
· Kate McArdell-Broome introduced herself as Director of Retirement Living (3 months in role).
· Roles and responsibilities briefly outlined. 
· Genal housekeeping went though 

	

	2.
	Actions From Last Meeting
	· WebLaw Implementation: 
· Now operational but more complex than initially expected.
· Adjustments ongoing to improve usability.
· Pet Policy Feedback: 
· Positive feedback received.
· Awaiting final version from Jen before publication.
· Update from Kate: Revised policy with comments is going to the Policy Group for approval; will return to the forum once agreed.
· Tenant Satisfaction Measures (TSM): 
· Previous session with Lucy and Vanessa was well-received.
· Update from Sara Herrington: 
· New TSM results expected within the next month.
· Audit completed; recommendations made to strengthen consistency.
· Resident Experience Strategy: 
· Still in draft stage.
· Update from Sara Herrington: 
· Will be shared at next meeting for discussion.
· Amber to add this to the next meeting agenda.
· Information will be circulated beforehand for feedback.
· Complaints and Safeguarding: 
· Interest from residents to hear more about complaints process and safeguarding.
· Suggestion to invite a Complaints Lead to present at next meeting.
· Action: Amber to arrange for Sarah (Complaints Lead) to attend next meeting and provide an overview of the improvement plan.
· MR and DL to raise this during upcoming Complaints Panel meeting.

	

	3.
	Refresh of Forums/Groups
Terms of Reference
Code of Conduct
	Sara outlined need to review Code of Conduct and Terms of Reference. Requested feedback on the refreshed Code of Conduct within two weeks.

· Code of Conduct (corporate policy for all staff): 
· Sets expectations for ethical decision-making, professional conduct, diversity, compliance, and accountability.
· Links to other policies (Equality & Diversity, Health & Safety, Safeguarding).
· Recently refreshed to ensure language and requirements remain current.
· Kate McArdell-Broome: 
· Reinforced importance of Code of Conduct as it shapes staff behaviour and interactions with residents.
· Encouraged resident feedback on language and completeness.
· Sara Herrington: 
· Focus areas for feedback: 
· Does the document feel right?
· Is anything missing?
· Are there areas that need reinforcing?
· Grammar, punctuation, and clarity checks also welcomed.
Terms of Reference and membership Criteria
· Sara Herrington: 
· Proposed review of Terms of Reference for the forum.
· Current version last reviewed before Sara and Kate joined; needs strengthening.
· Suggested adding guidance on: 
· Expectations for attendance and timely information sharing.
· Handling conflicts or differences between residents and Housing 21.
· Criteria for membership (e.g., addressing cases where a resident is subject to antisocial behaviour action).
· Will circulate the document for feedback.
· Kate McArdell-Broome: 
· Agreed on need for principles and parameters to ensure professionalism and appropriate behaviour from all members.
· Emphasized balance: not overly prescriptive but clear enough to manage exceptions.
· Lucy Nixon: 
· Suggested adapting rules of engagement used in social media groups for residents as a reference.
· TH: 
· Asked if there is an existing process for checks on forum membership.
· Sara Herrington and Antony Walker: 
· Confirmed there is currently no formal criteria or process; accessibility for all residents is prioritized.
· DL: 
· Raised concerns about clarity and fairness in applying any new criteria.
· Sara Herrington: 
· Emphasized that forums should not be a “tick-box” exercise.
· Residents are encouraged to scrutinize performance and hold Housing 21 accountable.
· Aim is collaborative accountability for both residents and Housing 21.
Requested feedback on the refreshed Terms of Reference within two weeks.

	

	
	Environmental Update – Summer Switch Off

	Antony Walker (Head of South West Region & Sustainability Lead): 
Shared results of Summer Switch Off trial (June–August) on seven courts: 
· Heating switched off during summer months (hot water still available).
· Saved £29,000 in energy costs across seven courts.
· Reduced overheating in well-insulated buildings.
Background: 
New heat network legislation and Awaab’s Law require tighter control of heating systems and prevention of overheating.
Plan: 
· Roll out Summer Switch Off across all eligible courts (centralized heating systems) in 2026.
· Communication campaign planned.
· Support for residents who feel the cold: 
· Temporary heaters or panel heaters available.
· Individual usage billed separately to ensure fairness.
· Goal: Reduce waste, lower costs, and comply with new regulations while maintaining resident comfort.
· Highlighted ongoing challenge of high energy bills and affordability.
· Shared feedback from a heat pump pilot: 
· Six flats switched from communal gas boiler to individual electric heat pumps.
· Residents appreciated control over their own bills, more than the technology itself.
· Greater autonomy helped residents manage finances effectively.
· Asked for resident perceptions on individual billing vs. shared costs.
· Highlighted that most properties now meet Energy Performance Certificate (EPC) rating C, meaning good insulation should help maintain comfort during summer.
· Estimated potential savings if rolled out to 100 courts: up to £500,000 based on last year’s trial.
TH: Shared experience: 
· Court uses all-electric heating included in service charge.
· Personally uses heating only Nov–Jan but pays same as others.
· Raised fairness concerns: averaging costs may be better than individual billing.
· Highlighted overheating issues due to large south-facing windows.
Antony Walker: 
· Acknowledged complexity of sub-metering: 
· Installing meters could cost more than savings.
· Transparency and simplicity remain priorities.
· Summer Switch Off seen as a starting point, not a complete solution.
Kate McArdell-Broome:
· Agreed anomalies exist due to building design and systems.
· Feedback will inform phase two planning and compliance with Awaab’s Law.
· Highlighted need for clear communication to avoid resistance and ensure residents understand benefits.
· Proposed collaboration with Lucy on messaging that explains: 
· Why changes are happening.
· Benefits for residents (cost savings, comfort).
· Environmental impact.
Lucy Nixon: 
· Recommended a change communications approach: 
· Bring residents on the journey rather than imposing changes.
· Use forums and resident feedback to co-create messaging.


Sara Herrington: 
· Acknowledged subjectivity of heating needs; some residents will welcome changes, others may struggle.
· Support for vulnerable residents will be key (e.g., portable heaters).
Jill Slingo: 
· Asked Antony about previous communication approach and initial resident reactions during pilot.
· Shared experience of extreme overheating in guest rooms during summer.
Antony Walker: 
· Reported pilot was positively received overall.
· Heaters were offered as backup; only two courts requested heaters out of seven.
· Most courts were extra care schemes with better insulation, which likely helped.


	

	4.
	RL Priorities 2026/27

	Kate shared five strategic themes: Resident-Centered Decision Making, Quality and Consistency, Compliance and Assurance, Leadership and Culture, Empowerment Through Investment. Operational priorities include Resident Experience Strategy, LHM Review, Digital Skills Development, Growth and Strategic Themes
1. Resident-Centered Decision Making
· Residents at the heart of all decisions.
· Opportunities for residents to influence services.
2. Quality and Consistency
· Ensure consistent service standards across all regions.
· Clear roles, responsibilities, and training for staff.
3. Compliance and Assurance
· Maintain high standards of health and safety compliance.
· Continue regulatory and legal adherence.
4. Leadership and Culture
· Strengthen leadership and accountability.
· Develop collaborative, high-performing teams.
· Focus on succession planning for Local Housing Managers (LHM), given demographic trends.
5. Empowerment Through Investment
· Invest in systems and digital skills.
· Prepare for upcoming housing management system changes.
· Explore resident-facing app development.
 Operational Priorities

· Resident Experience Strategy: Led by Sara Herrington, focusing on engagement and feedback mechanisms.
· Local Housing Manager Review: 
· Assess role effectiveness and consistency.
· Conduct focus groups with residents to understand expectations.
· Recommendations to be presented to Executive Team.
· Digital Skills Development: 
· Internal training for staff.
· Support residents for future digital tools (e.g., app).
· Growth and Influence: 
· Work with development and acquisitions teams to align new schemes with demand.
	

	5.
	Project about residents’ opportunity to share feedback about any service they have received.

	Jill Slingo introduced a high-level concept aimed at improving recognition for Housing 21 employees through resident feedback:
Background
· Jill is completing an apprenticeship and working on a project to enhance resident voice in employee recognition.
· Current system allows recording compliments internally, but the goal is to create a more accessible and immediate platform for residents.
Proposed Idea
· Develop a digital solution (e.g., app, QR code, or online portal) enabling residents to: 
· Submit compliments or recognition for staff who have made a positive impact.
· Include roles such as Local Housing Managers, cleaners, repairs teams, or surveyors.
· Aligns with Housing 21’s digital transformation goals and resident experience strategy.
Resident Consideration
· Accessibility for residents with limited digital skills is critical.
· Alternative options (e.g., paper forms, phone submissions) may need to complement digital tools.
MR: 
· Strongly supports initiative.
· Highlighted need for non-digital options for residents less confident with technology.
· General agreement that positive recognition is as important as addressing complaints.
· Suggested providing a simple phone option for residents to give compliments, as many prefer calling over digital platforms.
DL
· Highlighted that smooth day-to-day operations should also be recognized as a compliment, even if nothing extraordinary occurs.
Jill Slingo: 
· Confirmed these points will be considered in ongoing discussions.
· Recognition could include: 
· Exceptional service.
· Consistent, reliable performance.
· Will continue gathering feedback from forums and groups.

	

	6.
	Q2 Performance Report

	Lucy Nixon presented the Quarter 2 Performance Report and requested resident feedback on both the presentation format and the actual performance results.
Resident Feedback
TH:
Questioned clarity of makeover statistics: 
· Report shows 93.3% completion but lists 35 schemes outstanding.
· Suggested adding context (e.g., total number of schemes, whether outstanding schemes are partially complete or not started).
Sara Herrington: 
· Outstanding schemes mainly relate to recent acquisitions (Midland Heart), which require significant upgrades to meet Housing 21 standards.
· Work is ongoing but not yet at full specification.
· Suggested improving commentary for transparency.
MR: 
· Agreed additional context is needed, especially for schemes acquired in Birmingham and London.
Lucy Nixon: 
· Asked if residents understand EPC (Energy Performance Certificate) ratings; noted need for clearer explanations in reports.
Kate McArdell-Broome: 
· Added context on void properties (empty homes): 
· Target is to minimize turnaround time for re-letting homes.
· Current average: 25 days.
· Asked if residents feel this is acceptable.
MR: 
Observed that without historical comparison, it’s hard to judge performance trends.
DL: 
Agreed clarity and trend data would help residents assess progress.

Rent Collection & Direct Debit Uptake
Lucy Nixon presented performance data on rent collection and arrears, highlighting:
· High percentage of rent paid on time.
· Target to increase Direct Debit payments as the preferred method.
Michael Rose: 
· Supported Direct Debit as it reduces hassle and risk of missed payments.
Kate McArdell-Broome: 
· Confirmed Direct Debit is more effective operationally and beneficial for residents.
· Current arrears performance is strong compared to other providers.
DL: 
· Asked if research has been done on why 24% of residents do not use Direct Debit.
· Suggested exploring barriers to adoption.
Jill Slingo: 
· Current policy only allows Direct Debit on fixed dates (e.g., 1st of the month).
· Lack of flexibility is a key barrier.
· Business is considering “Any Day Direct Debit” to improve uptake.
Helping Hands Fund & Repairs Performance
Lucy Nixon introduced the section on financial support and repairs performance.
Helping Hands Fund
Lucy Nixon: 
· Asked if residents understand the purpose of the fund.
TH: 
· Confirmed awareness; one resident at his court has used it.
MR: 
· Observed previous trend of applications being withdrawn; suggested clarifying criteria and simplifying process.
Kate McArdell-Broome: 
· Explained withdrawals often due to applicants not meeting eligibility criteria.
Lucy Nixon: 
· Agreed to review commentary in reports for clarity.
Resident Consensus: 
· Fund is a positive initiative; suggested expanding and improving accessibility.
Repairs Performance
MR: 
· Emergency repair target (currently 95%) should be higher, as emergencies require immediate response.
TH: 
· Raised issue of unclear definitions: 
· Example: Bathroom light failure in windowless bathroom not classed as emergency, though it poses safety risk.
· Suggested clearer guidance for residents and housing managers on what qualifies as an emergency.
Kate McArdell-Broome: 
· Agreed clarity is needed; definitions should be reviewed.

Complaints, Safeguarding & Antisocial Behaviour
Lucy Nixon presented complaints data and safeguarding statistics, requesting resident feedback.
Complaints
TH: 
· Observed that complaint numbers seem low given the size of Housing 21.
Lucy Nixon: 
· Low figures may indicate under-reporting rather than absence of issues.
· Work is ongoing to improve communication about the complaints process.
MR: 
· Confirmed Housing 21 is actively reviewing complaints handling to identify best practices.
Jill Slingo: 
· Shared background: 
· Improvements underway to modernize the complaints system for better usability.
· Aligning processes with regulatory requirements for Stage 1 and Stage 2 complaints.
· Goal: Enhance user experience for Local Housing Managers and residents.

Safeguarding and Anti-social Behaviour
MR: 
· Predicted increase in antisocial behaviour cases due to generational differences: 
· Younger residents (55+) living alongside older residents (80–100+).
· Potential for tension and cultural differences.
· Highlighted need for proactive strategies to manage these challenges.
Kate McArdell-Broome: 
· Agreed generational mix will require tailored approaches and robust safeguarding measures.

Safeguarding and Complex Needs
Kate McArdell-Broome: 
· Highlighted increasing complexity of resident needs across the sector, not unique to Housing 21.
· Emphasized importance of: 
· Robust policies and procedures.
· Staff training to identify and manage safeguarding and antisocial behaviour (ASB).
· Logging incidents for monitoring and learning.

MR: 
· Agreed issue is widespread nationally.
· Raised concern about family-related safeguarding issues, including financial abuse.
Lucy Nixon: 
· Confirmed Housing 21 provides guidance and educational resources for residents on safeguarding.

Health & Safety & Property Compliance
Lucy Nixon: 
· Presented compliance performance: 
· Near 100% compliance for gas safety and other checks.
· Some gaps relate to recent acquisitions.
MR: 
· Suggested adding commentary to clarify when gaps are due to acquisitions.
· Praised strong compliance performance.
DL: 
· Supported setting stretch targets (e.g., 95%) even if difficult to achieve.
· “If you set an easy target, you’re not aiming for improvement.”
TH: 
· Observed that some residents will never be satisfied regardless of performance.


Kate McArdell-Broome: 
· Agreed targets should remain ambitious to drive improvement, even if it may not feel achievable.

People Data, New Homes & Media Transparency
Lucy Nixon reviewed the remaining sections of the Quarterly Performance Report.
People Data
Lucy Nixon: 
· Asked if staff-related data (e.g., employee engagement, training) felt relevant to residents.
TH: 
· Suggested it provides insight into how employees are treated, which indirectly affects service quality.
· General consensus: Moderately relevant, but not a priority for most residents.
· 
New Homes and Regional Demand
Lucy Nixon: 
· Presented data on new homes built and completed.
DL: 
· Highlighted growing demand compared to previous years.
· Shared experience of limited availability in southern regions, making relocation difficult.
MR: 
· Agreed regional demand data would add value to the report.
Lucy Nixon: 
· Committed to factoring in regional demand insights in future reports.

	

	7.
	AOB
	Kate McArdell-Broome: 
· Requested resident input for Value for Money Strategy: 
· Short quotes on “What does value for money mean to you as a Housing 21 resident?”
· Deadline: End of day Monday.
· Quotes can be anonymous.
· Residents encouraged to share feedback via Amber Crick.
MR: 
· Suggested residents also ask others on their courts for input

Lucy Nixon: 
· Provided update on Housing 21’s final purpose statement: 
“We help older people live well with dignity and autonomy by providing support or care in quality social rent and shared ownership housing services.”

Next Meeting: 
· Scheduled for 12th March. Group agreed to two-hour meetings going forward.


	Amber Email the Group 09/01/26 asking for feedback on Value for money 

	
	Meeting Summary 
	· MR thanked all attendees for their contributions.
· Emphasis on continuing engagement and encouraging more residents to join future forums.
	

	
	Actions
	Amber to circulate documents after meeting for feedback on –
· Terms of Reference for Forums: 
· Code of Conduct

Please email Amber with feedback by 31 January 2026
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