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Meeting notes
Extra Care Forum 
Date: 09 July 2026
Time: 2:00pm 

Housing 21 Lead: Head of Extra Care (London and Kent)
Resident Lead: ID

Housing 21 Representatives: 
Resident Engagement Lead
Organisational Development Manager
Tenancy Sustainment and Arrears Advisor
Resident Engagement Coordinator  

Housing 21 residents: ID, DD, MR, TL, JY, GT

Date of next meeting: 20 August 2026
Time of next meeting: 2:00pm


Meeting Summary
The Forum discussed:
· A proposed Resident Connections Programme to help improve communication and engagement across schemes.
· Current Extra Care priorities and service improvements.
· Proposed changes to the Pet Policy.
· Housing 21's Resident Engagement Roadmap.
· Opportunities for residents to become involved in future projects, including the new Housing Management System.
· Future discussions on transparency and communication.

	1.

	Introductions
	Resident Lead welcomed all to the meeting. 

	2.

	Actions and meeting minutes from last meeting 
	The Forum reviewed actions from the previous meeting.
Updates
· Catering Model – Update expected and will be circulated when available.
· Debt Management Feedback – Awaiting an update. The Resident Engagement Coordinator will follow up. 
· Terms of Reference – Completed. 
· Other actions remain in progress.


	3.

	Resident Connections Programme

	Resident Lead presented a proposal for a new Resident Connections Programme.

The idea is to provide a simple and flexible way for residents to become involved and help improve communication between residents and Housing 21.

The proposed role would:
· Receive updates from Housing 21 and the Forum.
· Share information with residents at their scheme.
· Gather feedback from residents.
· Act as a communication link between residents and Housing 21.

Discussion
Residents welcomed the idea and recognised the need to improve communication and engagement.
Forum members discussed:
· The importance of safeguards and clear expectations for the role.
· Learning from previous resident representative schemes.
· Ensuring Scheme Managers remain informed and included.
· Keeping the role resident led.
· Possible names for the initiative, including "Resident Link".

Some residents noted that many people are mainly interested in issues affecting their own scheme and discussed ways to encourage wider engagement.

Outcome
Forum members supported the idea and agreed it should be developed further.


	3.
	Extra Care Priorities Update

	Head of Extra Care (London and Kent) provided an update on current Extra Care priorities.

Key Points
· Services receiving lower satisfaction scores through Tenant Satisfaction Measures (TSMs) will have improvement plans in place.
· Resident feedback will continue to help shape services.
· Compliance remains a key focus, including Consumer Standards and Awaab's Law.
· Work is continuing to ensure staff have the support, training and clarity they need following organisational changes.
· Housing 21 is progressing plans for a new Housing Management System, with five suppliers currently being considered.

Resident Involvement
Residents asked how Housing 21 is ensuring residents are involved at the earliest stages of projects and reviews.

Resident Engagement Lead explained that work is underway with project and policy teams to ensure residents are involved before decisions are made, rather than being consulted once plans have already been developed.

Independent Living Terminology
Residents raised concerns about the increased use of the term "Extra Care" in Housing 21 communications and on the website.

Some residents felt this may create the impression that Housing 21 is moving away from Independent Living.

The Head of Extra Care reassured attendees that Housing 21 remains committed to Independent Living and agreed to discuss the wording used in communications and on the website with the Communications Team.


	4.
	Pet Accreditation
	Tenancy Sustainment and Arrears Advisor provided an update on proposed changes to the Pet Policy as part of work towards Dogs Trust accreditation.

Proposed Changes
· Maximum of two pets per household.
· Introduction of a permitted pet list.
· Clearer guidance on responsible pet ownership.
· Requirements relating to vaccinations and flea treatments.
· Collection of pet information to support emergency planning and resident wellbeing.

Discussion
Residents discussed:
· How the changes would apply to existing residents.
· Pet access to communal areas.
· Practical arrangements for washing and drying pet bedding in communal facilities.
· The importance of consistent implementation across all schemes.

Tenancy Sustainment and Arrears Advisor confirmed the policy remains subject to approval and welcomed further comments before it is finalised.

Residents also heard that Dogs Trust accreditation could provide additional support and resources for pet owners.


	5.
	Resident Engagement Roadmap
	Resident Engagement Lead presented Housing 21's Resident Engagement Roadmap (plan of actions).

The Roadmap focuses on:
· Listening to residents.
· Acting on feedback.
· Showing residents what has changed as a result of their feedback.

Feedback from Residents
Residents were supportive of the overall direction and welcomed the focus on demonstrating the impact of resident feedback.

Suggestions included:
· Producing a resident-friendly version of the Roadmap.
· Using simpler language and less technical terminology.
· Providing clearer examples of how resident feedback has influenced decisions.
· Improving communication with residents who are not already involved in engagement activities.
· Ensuring regular updates are provided so residents can see progress and outcomes.

Communication Methods
Residents discussed a range of ways information could be shared, including:
· Mobile phone communications.
· Digital engagement tools.
· Television screens in communal areas.
· Printed newsletters and local noticeboards.
· Large digital tablets and interactive technology.
· Resident Links helping to share information locally.

The Forum agreed that both digital and non-digital communication methods are important to ensure all residents can take part.

Residents also raised concerns about delays in information being shared between committees, forums and residents.

Housing 21 confirmed its commitment to involving residents at the earliest appropriate stage of projects and policy reviews.


	6. 
	Senior Leadership Update
	Head of Extra Care (London and Kent) provided an update on wider organisational priorities.

Key Areas
· Procurement of a new Housing Management System.
· Ongoing service improvement work.
· Continued focus on resident engagement and resident influence.

Residents expressed interest in becoming involved in supplier demonstrations and procurement activities for the new Housing Management System.

Head of Extra Care welcomed resident involvement and agreed to explore opportunities for this.


	7. 
	AOB
	Agendas and Meeting Information
The Forum discussed how updates to agendas and meeting packs should be communicated.
Residents agreed that where significant changes are made:
· A separate email should be sent.
· Meeting invitations should continue to be updated.
· Residents should be encouraged to suggest future agenda items.

Transparency
Residents requested a future discussion about transparency at Housing 21.
Topics suggested included:
· What transparency means in practice.
· What good transparency looks like.
· How decisions and updates can be communicated more openly.
· How information can be shared more quickly with residents.

This topic will be included in a future meeting agenda.


	8.
	Actions:
		Action
	Lead

	Follow up regarding circulation of the Catering Model with Director (Extra Care) and provide an update to the Forum.
	Resident Engagement Coordinator

	Follow up regarding debt management feedback and provide an update to the Forum.
	Resident Engagement Coordinator

	Develop a draft Resident Link proposal and framework for consideration at a future Forum meeting.
	Resident Lead

	Review the use of "Independent Living" and "Extra Care" terminology across communications and the website.
	Head of Extra Care (London and Kent)

	Explore opportunities for residents to participate in Housing Management System supplier demonstrations and procurement activities.
	Head of Extra Care (London and Kent)

	Consider feedback regarding drying pet bedding and review as part of the Pet Policy consultation.
	Tenancy Sustainment and Arrears Advisor

	Return the revised Pet Policy to the Forum following Policy Steering Group review, where appropriate.
	Tenancy Sustainment and Arrears Advisor

	Produce a simplified resident-facing version of the Resident Engagement Roadmap.
	Resident Engagement Lead

	Continue to involve residents at the earliest stages of projects and policy reviews.
	Resident Engagement Team

	Circulate resident engagement surveys and gather wider resident feedback.
	Resident Engagement Team

	Send separate notifications when agendas or meeting packs are updated and circulate draft agendas for feedback before meetings.
	Resident Engagement Coordinator

	Add a discussion on "Transparency – What Good Transparency Looks Like" to a future Forum agenda.
	Resident Engagement Coordinator
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