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Meeting notes
Resident Service Charge Network

Date: Thursday 23 April 2026 
Time: 2pm

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

Housing 21 Representatives: 
Richard Lawton – Head of Resident Charges
Amber Crick – Resident Engagement Coordinator  

Housing 21 residents: RB

Apologies: ID, MR, SM, DB and DC.

Date of next meeting: Thursday 4 June 2026
Time of next meeting: 2pm

	Title of agenda item
	Summary of discussion

	1.
	Welcome and Introductions 
	Tracy welcomed attendees and acknowledged technical difficulties. The meeting proceeded to ensure progress against actions and planned agenda items.

	2.
	Review of Previous Meeting Minutes 
	Complaints & Service Charge Workflow
· The workflow has been refined but not yet published due to accessibility issues.
· Agreed approach is to create a video walkthrough with voiceover instead of a static document.
· Draft video content will be brought back to the Network for agreement.
PFI Vlog
· Draft content in preparation by accountants. 
· Confirmed PFI arrangements vary by scheme: 
· Herne Bay
· Oldham
· Walsall (PPP)
· Agreed to produce contract‑specific content, with potential guest speaker for Oldham.
Rent Letter Errors
Issues reported at specific schemes.
Clarified: 
· Letters reissued where February RPI was applied.
· Some “service charge” queries linked to water leaks, not rent errors.
· Learning point: issues need to be flagged at the time, not retrospectively.
The group agreed to trial:
· Using chat timestamps during meetings.
· Clear referencing of issues in actions to support follow‑up.
Survey Response Rates
· Acknowledged responses were low but better than previous years.
· Confusion existed around paper vs QR‑code surveys.
· Clearer expectations and guidance for managers were agreed as necessary.
Hearing Loops & Accessibility
Some schemes have hearing loops but lack knowledge/training.
Jamie is working with Asset Management to:
· Identify installed systems
· Confirm usage requirements
· Report back with recommendations

	3.
	Draft Budget, Year-End Statement & Changes to Service Charge to Costs

	This section was discussion‑based only.
Key points raised:
Residents primarily want:
· Year‑on‑year percentage changes
· Clear explanations for increases
· Figures are better understood when broken down to per‑resident or per‑unit costs.
Balance needed between:
· “Light touch” summaries
· Detailed follow‑up for those who want deeper scrutiny
Year-End Statements
Draft statements expected July (some later due to external audit).
Proposal supported for:
· Group presentations at village meetings
· Optional, minuted follow‑up sessions for residents seeking detail


	4.
	Vlog Update and Content
	The group agreed to move away from fully scripted vlogs.
Preferred approach:
· Short introduction
· Clear outline
· Natural discussion
· Filming session confirmed for 1 May 2026.
· Existing Appello training material is being explored.


	5.
	Terms of Reference (ToR) Update
	Tracy talked thought the ToR
Purpose
· Agreement to explicitly include rent alongside service charges.
· Personal care charges are out of scope and remain separate.
· Core and shared costs (e.g. overnight cover) sit within service charge discussion.
Scope
· Focus remains on national / strategic issues, not individual court complaints.
· Network provides recommendations, not decisions.
Meetings
· Frequency confirmed as every 6 weeks.
· Minutes to continue being recorded, circulated and published.
Membership & Engagement
· Discussion highlighted limited diversity of voices.
· Support expressed for broader engagement via:
· Resident ambassadors
· Court‑level representation

· Terms of Reference to include a review date.


	6.
	AOB
	New Finance System
Replacement for Lucid confirmed.
New system will:
· Improve breakdowns
· Show historic actuals vs budgets
· Increase transparency
Residents won’t have direct access, but managers can review live data with them.


	7.
	Follow-up tasks: 
	New Actions Agreed
· Draft an accessible video version of the service charge workflow – Tracy
· Review Resident Experience Strategy and amend ToR objectives - Tracy
· Share draft PFI content with residents for comment before publication - Tracy
· Explore a short resident feedback survey linked to year‑end statements - Tracy
· Confirm whether existing Appello training materials can be shared or adapted - Richard
· Update Terms of Reference - Amber
· Add deferred and emerging items (core support / finance system / engagement models) to the next agenda – Amber
· Review previous transcript to extract and log specific rent/service charge letter examples for follow‑up - Amber
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