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Financial Understanding Network (FUN) Meeting Notes
Date: 15 October 2026
Time: 2:00pm
Resident Lead: TL
Housing 21 Lead: Tracy Jones - Head of Operational Development
Housing 21 Representatives: Sophia Nakhooda - Director of Strategic Projects and Business Improvement, Richard Lawton - Head of Resident Charges, Richard Wheeldon - Head of Retirement Living (West), Maddie Kelly-Morrow - Resident Engagement Lead, Lee Strank - Head of Contracts, Antony Walker – Head of Retirement Living (South West), Teri Maclean – Resident Engagement Coordinator
Residents: ID, SM, CA, DB, TL
Next Meeting: 26 November 2026, 3:00pm
Meeting Summary
The Financial Understanding Network received an update on the review of 24/7 Core Support and the programme of improvements being developed in response to feedback from residents and colleagues.
The Network reviewed progress against existing actions, discussed proposed changes to the Terms of Reference and meeting arrangements, reviewed service charge guidance documents and considered future topics for resident finance vlogs.
Members welcomed the continued focus on transparency, improving resident understanding of housing-related charges and involving residents in future financial and service improvement work.

1. Update on the 24/7 Core Support Review
The Director of Strategic Projects and Business Improvement provided an overview of the findings from the 24/7 Core Support Review.

The review confirmed that 24/7 Core Support remains an important part of the Extra Care offer, helping residents to remain independent and providing reassurance that support is available when needed. However, the review also identified areas where improvements are required.
Key findings included:
· Residents and colleagues do not always have a clear understanding of what 24/7 Core Support includes.
· The differences between 24/7 Core Support, planned care, support services and service charges are not always well understood.
· Information about the service is not always consistent across locations.
· Charging arrangements can vary between schemes and local authority areas, making them difficult to understand.
· Better reporting is needed to demonstrate how the service is used and how it delivers value for money.

Members heard that Housing 21 is developing a programme of improvements which includes clearer information for residents and colleagues, improved training and guidance, more consistent communication and a review of charging arrangements and reporting.
Residents welcomed the review and agreed that clearer explanations of the service, associated charges and available financial support would help improve understanding and confidence.
The discussion also highlighted the complexity of different local arrangements and the importance of helping residents understand the distinction between 24/7 Core Support, support charges and other housing-related costs.
Members expressed a strong interest in remaining involved as the work develops and agreed that updates on the review should continue to be brought back to the Network.


2. Progress Against Existing Actions
The Network reviewed progress against actions from previous meetings and received updates from Housing 21 colleagues.
Statement of Purpose and Participation Principles
Draft documents were circulated with the agenda. Feedback has since been received from residents, colleagues and other resident groups and further revisions are being made. A simplified version is being prepared and will be shared for further review.
24/7 Core Support Workstream
Following the earlier presentation on the 24/7 Core Support Review, members noted that a number of improvement actions are already underway. Residents confirmed that they would like opportunities to remain involved as the work develops and requested future updates on progress and implementation plans.
Financial Information Presentation
Members confirmed that they remain satisfied with the financial information presentation developed by the group and agreed that it continues to provide a useful basis for future resident communications and information.
Embedding Service Charge Standards
The Head of Operational Development reported that meetings have now been arranged with regional leadership teams across the organisation to strengthen understanding of service charges and promote consistency. Service charges continue to be discussed through operational and leadership forums to support improved transparency and resident communication.
Service Charge Literature
Following the review meeting held in September, a number of amendments have been made to the service charge guidance and supporting documents. The remaining 


updates are now being finalised before the documents are issued to managers for upcoming budget discussions.
Rent Convergence
An update was provided on rent convergence arrangements. Further information will be available once relevant figures are confirmed and affected residents will receive additional information through the annual communication process.
Financial Snapshot
The Financial Snapshot format has now been agreed and is in use. The next phase of work will focus on supporting managers to understand the information and use it effectively in conversations with residents.
Service Charge Survey
The Research Team was unable to attend the meeting. Further information on the proposed survey approach and opportunities for resident participation will be shared once available.
PFI, PPP and Oldham Arrangements
Members received an update on work being undertaken to improve understanding of PFI, PPP and Oldham arrangements. Residents welcomed the progress being made and supported plans to develop future resident communications, including a dedicated vlog to explain these arrangements.
Action Tracking
Residents requested that future action updates include clearer due dates, review dates and expected update points where possible. Members agreed that this would make it easier to monitor progress and improve accountability.

3. Terms of Reference and Meeting Frequency


The Resident Engagement Lead provided an update on the draft Terms of Reference and Resident Participation Principles.
Feedback received from residents and colleagues suggested that the documents would benefit from simpler language and a more accessible format. A revised draft is therefore being developed and will be shared with residents before being finalised.
The group also discussed proposals to move resident groups to a quarterly meeting cycle.
Residents highlighted that much of the Financial Understanding Network's work is linked to service charge consultations, budget discussions and financial planning deadlines throughout the year. Members were concerned that quarterly meetings could reduce opportunities for timely resident input on these issues.
While recognising the reasons for the proposed change, the group suggested that an eight-week meeting cycle may provide a better balance between allowing sufficient time for progress between meetings and maintaining regular resident involvement.
Members also welcomed further exploration of other ways to gather resident feedback between meetings, particularly from residents who may not wish to attend formal meetings.
The Resident Engagement Lead agreed to take the feedback away for further consideration.

4. Service Charge Documents
The Head of Operational Development and Head of Resident Charges presented the updated service charge guidance and supporting documents.
The review focused on ensuring that information is clear, accurate and accessible ahead of the forthcoming service charge budget discussion meetings.
Members reviewed proposed changes relating to:
· Service charge guidance documents.
· Housing Benefit information.
· Utility information.
· Sinking funds and usage charges.
· Extra Care service charge information.
· Information provided to residents before local budget discussions.

Residents welcomed the improvements already made and recognised the efforts being taken to make financial information easier to understand.
Several final amendments were identified, including:
· Improving explanations around Housing Benefit and local arrangements.
· Clarifying terminology relating to sinking funds and usage charges.
· Including appropriate information relating to Heat Networks.
· Retaining information relevant to schemes that continue to use analogue systems.

The Network agreed that the remaining amendments should be completed before the documents are issued to managers for local service charge discussions.

5. Resident Finance Vlogs
The Resident Chair led a discussion on future resident finance vlogs.
Members agreed that the vlogs provide a useful way of explaining complex financial information and demonstrating how resident feedback influences Housing 21's work.
Potential topics included:
· Service charge budgets.
· Court Management Services.
· PFI and PPP arrangements.
· 24/7 Core Support.
· Procurement.
· Administration costs.
· Value for money.

Members supported involving residents, managers and subject specialists in future recordings and agreed that content should continue to focus on helping residents understand housing costs and financial decisions.
The Network also discussed the importance of continuing to promote existing vlogs where the information remains current and relevant.
A planning discussion will be arranged with the Communications Team to agree priorities, timescales and future content.

6. Any Other Business
A resident attending the Network for the first time commented that they had found the meeting informative and valuable.
Members welcomed the progress being made on service charge information, resident communications and the 24/7 Core Support Review.
The group agreed that future meetings should continue to focus on both strategic financial issues and practical information that helps residents understand how decisions affect them locally.

Next Meeting
Thursday 26 November 2026 at 3:00pm
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Ref Action / commitment Owner Due date Status Evidence required Next review

FUN-017

15-Oct-26 Provide an update on 

the next phase of the 24/7 Core 

Support Review programme, 

including how residents can 

continue to be involved in future 

work.

Director of Strategic Projects and 

Business Improvement

Jan-27New

Update shared 

outlining programme 

structure, planned 

improvements and 

opportunities for 

resident 

involvement.

Jan-27

FUN-018

15-Oct-26 Share the revised 

Terms of Reference and Resident 

Participation Principles for 

resident review following 

feedback received from residents 

and colleagues.

Resident Engagement Lead 26-Nov-26New

Revised draft 

documents 

circulated to 

members or 

progress update 

provided.

Nov-26

FUN-019

15-Oct-26 Consider feedback 

regarding the proposed quarterly 

meeting cycle and explore 

whether an eight-week meeting 

schedule would better support 

the Financial Understanding 

Network.

Resident Engagement Lead / Head of 

Operational Development

26-Nov-26New

Update provided on 

proposed meeting 

arrangements and 

next steps.

Nov-26

FUN-020

15-Oct-26 Complete the agreed 

amendments to the service 

charge guidance and supporting 

documents before they are issued 

to managers for service charge 

budget discussions.

Head of Operational Development / Head 

of Resident Charges

Dec-26In Progress

Final guidance 

updated to reflect 

amendments agreed 

by the Group.

Dec-26

FUN-021

15-Oct-26 Arrange a planning 

discussion with the 

Communications Team to agree 

priorities, timescales and future 

content for resident finance 

vlogs.

Resident Engagement Coordinator 26-Nov-26New

Planning discussion 

completed and 

proposed approach 

agreed.

Nov-26
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