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Meeting notes
Housing 21 – Joint Forum Meeting
Date: 28 May 2026
Time: 2pm
Housing 21 Lead: Kate McArdell-Broome (Director of Retirement Living) and Jamie Lindon-Lewis (Director of Extra Care)

Resident Lead: Ian Devereux
Housing 21 Representatives: 
Sara Herrington (Head of Operational Support) 
Maddie Kelly-Morrow (Resident Engagement Lead) 
Kasia Sledz (Trust Fund Coordinator) 
Joanne Kinsella – Housing Quality and Standards Lead 
Amber Crick (Resident Engagement Coordinator)

Housing 21 residents: MR, DD, DP, DB, JY, SL, SM, TL and TH

Date of next meeting: 11 August 2026
Time of next meeting: 2pm


	Title of agenda item
	Summary of discussion

	1.
	Welcome and Introductions 
	The Chair welcomed attendees to the joint forum. 
A round of introductions took place including residents and Housing 21 colleagues.

	2.
	Q4 Performance Report

	Presented by Maddie Kelly-Morrow (report prepared by Lucy Nixon).
· Overall feedback from residents was positive, with improvements noted compared to previous reports.
Key Discussion Points
Call Systems (Appello)
· Residents raised concerns about recent outages.
· Housing 21 confirmed: 
· Issues acknowledged and being addressed.
· Contract renewal underway.
· Regular meetings with provider and action plan in place.
· Confidence that service will improve.
Safeguarding
· Increase in safeguarding cases noted.
· Key points: 
· Reflects improved reporting and awareness.
· Strengthened internal safeguarding expertise and resources.
· Audit on complex needs underway.
· Focus on community cohesion and tenancy sustainment.
Dementia Awareness
· Residents suggested reintroducing dementia awareness training.
· Noted: 
· Previous “Dementia Friends” program discontinued externally.
· Opportunity to revisit alternative awareness approaches.
Allocations & Suitability of Residents
· Concerns raised about: 
· Pressure to fill voids.
· Residents with high needs are moving into schemes.
· Housing 21 response: 
· New allocations process is being introduced to ensure better suitability.
· Assessments remain mandatory before placement.
· Aim to improve “right fit first time.”
Performance Reporting
· Report seen as: 
· Clear and improving over time.
· However, it is still quite generic.
· Residents requested: 
· More detailed, scheme-level insight where possible.
· Visual trends show progress over time.
· Continued inclusion of assurance (not just statistics).
Accessibility & Engagement
· QR codes discussed: 
· Useful for some but exclude others.
· Many residents do not use smartphones or digital tools.
· Suggestions: 
· Provide alternative formats alongside digital.
· Consider voice-enabled technology (e.g. Alexa-style devices).
· Improve accessibility (larger text, assistive technology).


	3.
	New Trust Fund


	Presented by Kasia Sledz.
· Introduction to the Resident Trust Fund, replacing previous satisfaction fund model.
Key Figures
· 382 applications received
· £1.5 million requested
· £466,000 approved
· £235,695 spent to date
Key Points
· Fund supports resident-led wellbeing and community projects.
· Applications must align with charitable aims.
· Funding cannot be used for: 
· Repairs
· Maintenance
· Landlord responsibilities
Examples of Approved Projects
· Fitness classes (e.g. Tai Chi, chair-based exercise)
· Social activities (line dancing, themed parties)
· Equipment (piano, karaoke machine)
· Community projects (memorial gardens, wildlife features)
· Trips and outings
Feedback
· Residents welcomed the initiative.
· Need identified for: 
· Better communication and guidance
· Clear examples of successful applications

	4.
	Resident Association

	Presented by Joanne Kinsella.
Purpose of Discussion
· To review the resident association guidance and packs.
· To gather feedback from residents on: 
· How easy they are to use
· What improvements are needed
Discussion Points
· Need for clear guidance on: 
· Setting up associations
· Governance and roles
· Clarification required between: 
· Resident Associations (formal, structured)
· Social groups/clubs (informal)
Other Points
· Accessibility of documents raised (some missing or hard to access).
· Importance of downloadable packs highlighted.

	5.
	Central Team Structure

	Sara Herrington outlined updates to central services structure.
Key Themes
· Strengthened focus on: 
· Safeguarding
· Tenancy sustainment
· Customer insight
· Resident engagement
· Introduction of new specialist roles (e.g. digital inclusion, safeguarding).
Focus Areas
· Improved communication and consistency
· Regulatory compliance
· Supporting residents with increasing complexity of needs
Feedback
· Positive response to the clearer structure and roles.


	6.
	Action Log

	· Feedback Q4 report information to Lucy – Maddie
· Explore alternative formats (audio / accessible versions) for the Q4 report – Maddie / Lucy
· Explore new dementia awareness / inclusive behaviour training options - Jamie Lindon-Lewis / Sara Herrington
· Review and improve Resident Association guidance pack - Joanne Kinsella
· Provide practical guidance (setup, bank accounts, governance) - Joanne Kinsella
· Circulate slides to group – Maddie 

	7.
	AOB
	No other business 
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