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Meeting notes
Service Charge Network Group

Date: 13 February 2026
Time: 2:00pm

Housing 21 Lead: Tracy Jones - Head of Operational Development
Resident Lead: Tom Long

Housing 21 Representatives: 
AA, DD, ID, MR, RB, DB and TA
Housing 21 residents: 
Apologies:
SM – Resident 
Richard Wheeldon - Head of Retirement Living – West
Richard Lawton – Head of Resident Charges
Lucy Nixon – Resident Communications Manager
Date of next meeting: Thursday 13 March 2026
Time of next meeting: 2pm

	Title of agenda item
	Summary of discussion

	1.
	Welcome and Introductions 
	A full round of introductions was completed, including welcoming Tracy Armer to her first meeting. 

	2.
	Review of Previous Meeting Minutes 
	Action Updates
· Full-year meeting dates added to minutes – Completed (Amber).
Note: 3 July meeting cancelled due to leave; updated dates circulated.
· Resend meeting link on morning of each meeting – Completed (Amber).
· Explore successful workflow methods in complaints – Partially completed.
Tracy consulted Maddie from the specialist complaints team; workflow shared with Tracy for further review with Richard. To return to the group on 13 March.
ID requested access to the materials to support Forum alignment – agreed.
· PFI-focused vlog – Work ongoing. A meeting took place but was impacted by technical issues; further session planned.
· Invite Digital Inclusivity Team (Jessica Ettridge) – Confirmed for 13 March.
· Share final rent letters – To be provided by TA.
A short deviation occurred regarding:
•	Accessibility of the new rent letter formats
•	Desire to gather resident feedback on the clarity of the redesigned letters
•	Ensuring email-preferred residents consistently receive communications
This will be revisited next month once letters are circulated.

	3.
	Update on Vlogs
	Tracy reported that the Section 20 / utilities dispensation vlog has seen strong engagement, reaching 171 views.
The group discussed:
· Displaying vlogs on communal TVs
· The likelihood that real viewer numbers are higher than YouTube statistics suggest
· Running a light-touch survey to managers asking whether they show vlogs in communal spaces
· Linking vlog use to digital inclusion work
Outcome:
Digital inclusion and content display will be added to the agenda for Jessica on 13 March.
A short discussion took place about increasing visibility of digital content in schemes and the potential use of communal screens. This will be explored further with the Digital Inclusivity Team.
The group discussed significant concerns about Appello functionality, reliability, accessibility, and resident training. Several residents reported outages, app failures, and signal issues in their buildings. Others noted that residents often don’t understand how to use the system, and training needs to be improved. Positive features such as smartphone door entry and video calling were acknowledged. The group agreed that further action is needed, including raising issues with the Appello contract manager, improving training, exploring a potential podcast or training video, and bringing digital inclusion leads into future discussions.

	4.
	Section 20 / Dispensation Communications
	· Letters issued to managers this week.
· Managers instructed to hold coffee mornings and play the vlog where possible.
· FAQ document provided for consistency.
· Tribunal filing expected around 6 April 2026.
· Residents will be included in the upcoming procurement process, likely via group Teams sessions organised through lounges.
Questions raised
· RB queried whether schemes where residents pay their own utilities could be included in the contract.
→ Tracy will seek clarification from procurement colleagues and report back.


	5.
	Survey Results
	Tracy presented the survey findings:
· 93% overall satisfaction (from 296 responses).
· This figure was celebrated as a positive step compared to previous years.
The group agreed that while the response rate is small, the results are encouraging. Several issues were raised:
· Many schemes reported no survey forms being issued, particularly paper versions.
· Managers sometimes avoided handing them out or were overwhelmed.
· Concerns about survey representativeness and decision-making based on incomplete data.
· Need to provide both QR code & paper options.
· Idea to issue a comprehensive resident pack including: 
· Meeting invite
· Draft budget
· Survey form
· Explanation leaflet
· Suggestion to incentivise attendance (tea/coffee/cake).
· Call for mandatory, consistent manager follow-up after meetings.
· Acknowledgment that managers face huge workload pressures.
Agreed next steps from the discussion:
· Tracy will create a survey for managers & area managers to assess: 
· How meetings went
· Whether they felt prepared/ equipped to deliver them
· What training/support they need
· Barriers to distributing surveys
· This feedback will help shape workflows and objectives for 2026/27.
A suggestion to collect resident feedback after the Service charge meeting today.  Amber to put some question together to send out.
Resident Forum Feedback – Fill in form


	6.
	Setting Strategic Objectives for the Year Ahead
	Time did not allow full discussion. 
Group agreed:
· Tracy and Richard to refine workflow documents.
· Full agenda slot will be allocated on 13 March meeting for strategic objectives, including: 
· Service charge reform requirements
· Resident engagement improvements
· Closing the loop on communications
· Manager training opportunities
· Enhanced feedback processes
· Improving resident engagement and communication
· Annual workflow and timelines for year-end statements, budgets, and letters
to time, full discussion was postponed.


	7.
	AOB
	· Multiple attendees expressed thanks for Tracy for her ongoing commitment to the Service charge meeting group.
· Smart TVs and digital screens: renewed request for clarity on rollout timelines. Will be directed to Jessica next month.
· TA shared positive reflections on her first meeting

	8.
	Follow-up tasks: 
	For Tracy
· Review the complaints workflow shared by Maddie and bring proposals to the 13 March meeting.
· Share the workflow documents with ID and MR for potential use across forums.
· Follow up on PFI‑focused vlog and coordinate with Jenny and accountants on next steps.
· Question procurement colleagues about why communal-only utilities are included in the Section 20 dispensation (RB’s query).
· Explore a possible Appello podcast or training resource with the provider.
· Launch a quick survey to managers & area managers about how their service charge meetings went (confidence, resources, training needs).
· Build findings from that survey into the group’s strategic objectives & workflows.
· Meet with Amber for 10 minutes to prepare agenda for the March meeting.

For Amber
· Send the final rent letter out to residents and collect any feedback on rent letters once Tracy forwards it.
· Add rent‑letter feedback as an agenda item at relevant forums.
· Prepare simple post‑meeting feedback questions for this group’s own meetings.
Resident Forum Feedback – Fill in form
· Collect any Appello resident‑specific issues.
· Add Appello digital inclusion and service reliability issues to next month’s agenda & involve Richard Wheeldon.
· Invite Jessica Ettridge to the 13 March meeting to discuss digital inclusion.
· Add digital display screens topic for Jessica in March.
· Keep track of residents/schemes wishing to join utility procurement engagement sessions.
· Assist Tracy with the manager feedback survey set‑up if needed.
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