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Extra Care Residents’ Forum
Date: 20 August 2026
Time: 2:00pm
Resident Lead: ID
Housing 21 Lead: Jamie Lindon-Lewis, Director of Extra Care
Housing 21 Representatives
Jamie Lindon-Lewis, Director of Extra Care
Jessica Thorley, Customer Insights Manager
Teri Maclean, Resident Engagement Coordinator
Amy Rippin, Project and Change Partner

Residents
TL, DD, MR, AA, SMG, AD, SM, SS, DB, JY, DT

Next Meeting: Thursday 08 October 2026 

Meeting Summary
The Forum welcomed several new members and reviewed progress against actions from the previous meeting. Discussions focused on improving the way actions and updates are reported, ensuring residents can clearly see progress and accountability.
Members explored how residents can be involved earlier in projects and organisational change, with Housing 21 reaffirming its commitment to strengthening co-production and resident involvement across the organisation.
The Director of Extra Care provided an update on work underway to review the use of the terms "Extra Care" and "Independent Living", alongside wider research into the impact and value of Extra Care services. Residents shared views on changing care needs within schemes and the importance of maintaining vibrant communities while supporting residents with higher care requirements.


The Forum also reviewed the proposed Shared Ownership Repairs Allowance Claim Form, provided feedback on the Resident Links proposal, received organisational updates from the Director of Extra Care, and discussed opportunities to improve communication, engagement and information sharing with residents.

1. Introductions
Members of the Forum introduced themselves, including several new residents attending for the first time.
The Chair welcomed all attendees and thanked everyone for joining.

2. Actions and Minutes from Previous Meeting
The Forum reviewed the action log and updates circulated in advance of the meeting.
Updates included:
· Catering arrangements in Extra Care schemes.
· Debt Management feedback and the updated Income and Expenditure Form.
· The revised Pet Policy following resident feedback.
· Resident involvement opportunities within the Housing Management System project.
· Progress on resident involvement in projects and policy reviews.
· The Resident Engagement Survey.
Residents discussed how actions are recorded and requested more detail when actions are marked as completed. Members felt brief commentary explaining outcomes, next steps or links to related work would improve transparency and make progress easier to understand.
Residents also raised the importance of clearly identifying action owners and providing meaningful progress updates where actions remain ongoing.

Housing 21 agreed to review how future action updates are presented to provide greater clarity.
The Forum also discussed resident involvement in projects and organisational change. Residents emphasised the importance of being involved at the earliest possible stage, drawing on recent discussions regarding upcoming regulatory changes and service developments. Members noted that residents often have valuable skills, experience and knowledge that could help shape work before proposals are fully developed.
Housing 21 acknowledged that increasing early involvement and moving from consultation towards co-production remains an ongoing priority and forms part of the wider Resident Engagement Roadmap.

3. Update on Debt Management Feedback
The Resident Engagement Coordinator provided an update on behalf of the project team and shared the revised Income and Expenditure Form, which had been updated following previous resident feedback.
Residents welcomed the opportunity to review the form and provide further comments. Members felt it would be beneficial for the team responsible for the form to attend a future meeting so feedback could be received directly and questions answered.

4. Update on Communications Regarding "Extra Care" and "Independent Living"
The Director of Extra Care provided an update on ongoing work reviewing how Housing 21 describes and promotes its Extra Care offer.
Residents were advised that Housing 21 has commissioned work to:
· Explore perceptions of the terms "Extra Care" and "Independent Living".
· Understand whether existing terminology accurately reflects resident experiences.
· Improve communications for current and prospective residents.
· Ensure Housing 21 clearly explains the services it provides and does not provide.
Residents shared varying views about the term "Extra Care", with some feeling it can create misconceptions about care home provision.
The Director also explained plans to undertake research into the outcomes achieved through Housing 21's care services. This work will help demonstrate the value of Extra Care provision to local authorities and commissioners.
A wide discussion followed regarding changing resident demographics and increasing care needs within schemes.
Residents raised concerns that:
· Some schemes are seeing increasing numbers of residents with complex care needs.
· Community participation can be reduced where larger numbers of residents are unable to access communal facilities.
· The balance of care and support needs within schemes can have an impact on community life.
Housing 21 acknowledged these concerns and confirmed work is ongoing to strengthen allocations processes and relationships with local authorities.
Residents highlighted the importance of maintaining balanced communities while ensuring schemes continue to support people with varying care and support needs. Members also emphasised that support should focus on enabling participation and maintaining independence wherever possible.

5. Shared Ownership Repairs Allowance Claim Form
The Project and Change Partner presented the proposed Shared Ownership Repairs Allowance Claim Form.
Residents were advised that eligible shared ownership residents may claim up to £500 per year towards qualifying repairs under new government regulations.
Residents reviewed the proposed form and guidance and provided feedback including:
· Adding an example to explain how annual allowances can be carried forward.
· Ensuring guidance is clear about the evidence required to support claims.
· Providing suitable support for residents who may not be comfortable completing digital forms.
· Clarifying how contractors are selected and approved.
Housing 21 confirmed:
· Claims will be submitted digitally through the website.
· Local Managers can support residents who require assistance.
· Guidance will direct residents to use TrustMark-approved contractors.
Residents welcomed the opportunity to contribute feedback before implementation.

6. Resident Links
The Resident Lead provided an update on the Resident Links proposal.
Residents were reminded that the aim of the Resident Links initiative is to encourage wider resident engagement by creating local resident contacts who can share information, signpost opportunities and act as a link between residents and national engagement activities.
Discussion took place regarding:
· The purpose and scope of the role.
· Appropriate boundaries for volunteers.
· The relationship between Resident Links and Local Housing Managers.
· How information will be shared and managed.
· Resource and administration requirements.


Residents stressed that Resident Links should complement existing local management processes rather than replace them.
Housing 21 welcomed the proposal and agreed the concept has significant potential. It was noted that further work is required to establish the appropriate governance, resources, systems and support arrangements before any wider rollout can take place.
It was proposed that further discussions take place outside the Forum to consider implementation requirements and future timescales.

7. Director’s Update
The Director of Extra Care provided several organisational updates, including:
New National Care Quality Manager
Residents were advised that Kristi Alibone had recently joined Housing 21 as National Care Quality Manager.
Their role will focus on ensuring high-quality, compliant care services across the organisation.
New Operations Manager
Residents were advised that Chris Ridge had joined Housing 21 as Operations Manager for the Specialised Housing Contract.
Housing Management System Review
Work continues to explore future housing management systems, with residents already being offered opportunities to participate in supplier demonstrations.
Employee Wellbeing
Housing 21 has relaunched its employee wellbeing approach under the "We Care" programme.
The programme aims to improve staff wellbeing, support attendance and help employees remain healthy at work.
Residents welcomed the initiative and recognised the positive impact staff wellbeing has on service quality.
Care Sector Engagement
The Director outlined plans for a series of care symposium events, bringing together leading voices from across the care sector to discuss future opportunities and challenges.
The aim is to strengthen Housing 21's influence within the wider health and social care sector.
Management Structure Changes
Residents asked about recent changes to management titles within Extra Care.
The Director advised that communications will be shared once all organisational changes have been finalised.
Engagement with New Senior Leaders
Residents welcomed the involvement of residents in recruitment processes and suggested that newly appointed senior leaders should be encouraged to attend future Forum meetings to introduce themselves, explain their role and hear directly from residents.
The Director welcomed this suggestion.

8. Any Other Business
Resident Information and Access to Groups
Residents discussed how they receive information about resident groups and engagement opportunities.
Housing 21 encouraged anyone interested in joining additional groups to contact the Resident Engagement Team.

Resident Engagement Coordinator also agreed to investigate an issue raised by a resident who reported not receiving invites for other groups.
Resident Stories
Housing 21 invited residents to contribute positive stories and short video testimonials highlighting how colleagues have supported them. These will be used as part of a staff recognition event.
Residents interested in taking part were asked to contact the Engagement Team before the first week of September.
Shared Storage of Documents
The Resident Chair raised the need for a central location where key Forum documents, papers and updates could be stored and accessed more easily by both residents and Housing 21.
Housing 21 agreed this was worth exploring further as part of wider discussions around information sharing and resident engagement.
Energy Costs
Residents discussed:
· The temporary removal of VAT on domestic electricity.
· Warm Home Discount eligibility.
Residents were encouraged to raise detailed energy billing and service charge questions through the Financial Understanding Network resident group, where these topics are considered in greater depth.


Actions Agreed
	Action
	Lead
	Status

	Arrange for a representative from the Income and Expenditure Form project to attend a future Forum meeting to receive feedback directly from residents.
	Director of Extra Care / Resident Engagement Team
	Open

	Review the format of future action logs to include clearer explanations when actions are marked as complete and provide more meaningful progress updates.
	Resident Engagement Team
	Open

	Continue discussions regarding implementation of the Resident Links proposal, including governance, resources and timescales.
	Resident Lead / Housing 21
	In Progress

	Investigate concerns raised regarding resident not receiving information about resident groups and engagement opportunities.
	Resident Engagement Coordinator
	Open

	Residents interested in providing positive stories or video testimonials for the Extra Care staff event to contact the Engagement Team before the first week of September.
	Residents
	Ongoing

	Explore options for a central shared location where Forum papers, updates and key documents can be accessed by residents and Housing 21.
	Resident Engagement Team 

	Ongoing






Ongoing Actions and Updates
	Ongoing Action
	Update

	Continue to involve residents at the earliest stages of projects and policy reviews.
	Residents and Housing 21 discussed the importance of moving from consultation towards co-production. Housing 21 confirmed this remains a key part of the Resident Engagement Roadmap and ongoing work with teams across the organisation.

	Revised Pet Policy
	Due to be considered by the Policy Steering Group at the end of August, will request update for the next meeting. 

	Communications review of "Extra Care" and "Independent Living" terminology
	A wider review has commenced to understand how residents, colleagues and future residents perceive the current terminology and whether changes are needed.

	Housing Management System Review
	Residents invited to participate in system testing and demonstrations taking place in September.

	Resident Links Proposal
	Further work required to explore governance, administration, resources and implementation before wider rollout.

	Transparency Discussion
	Scheduled as a future agenda item for the October Forum meeting.
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