	TENANT GATEWAY MEETING
	


	DATE:
	15 April 2026
	Main Committee Room

	Chair:
	N Moss
	Assistant Director – Housing Management

	Present
	J Bennet (JBT)
C Clipstone 
P Curry (PC)
J Naylor (JN)
T Foster (TF)
	Executive Director – Place
Assistant Director – Housing Operations
Consumer Standards Lead Officer
Tenant Engagement Officer
Housing Regulation Apprentice

	
	(BG)
(BK)
(CW)
(HH)
(IA)
(JS)
(KM)
(RP)
(SB) 
	Gateway member
Gateway member
Gateway member
Gateway member
Gateway member
Gateway Member
Gateway member
Gateway member
Gateway member

	Apologies
	Cllr. A Meakin (CLM)
(AR)
(CS)
(ER)
(JB)
(PM)
	Councillor / Lead Member for Social Housing and Assets
Gateway member
Gateway member
Gateway member
Gateway member
Gateway member 


NM welcomed all attendees to the meeting and completed introductions.
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Minutes and Matters Arising from last meeting
Minutes from the last meeting discussed and agreed. New actions and actions carried forward at the end of these minutes
Outstanding Actions Carried Forward:
	127 – 25/26
	Share the updated Lettings Policy with involved tenants once finalised
Final policy still to be shared

	129  - 25/26
	Continue monitoring major works contractor procurement and invite new contractors to Gateway following award
Update:
Tender clarification stage has had to be extended as there has been a high number of questions from potential contractors. Extended clarification stage to Monday 13th. That has then moved on the Invitation to tender date, and that will now on Friday 24th April. Hopeful for a new contractor starting in July.
CC plans to give tenants choice on components and will work with Julie early in the contract to ensure the engaged tenants are involved in component choices
Q - Did you expect it to take this long?
A - CC – no, we were in this position in July last year but for various reasons we had to pull that as we were asked to procure contracts in a different way (instead of one contract, into three contracts) One contractor can win up to two areas, we will have a minimum of two contractors delivering major works from July 2026

	141 – 25/26
	Consider completing complaints review with Gateway members
Update:
BK, IA, BG, and HH. PC to speak to Scrutiny Panel members and arrange an initial meeting to finalise scope of special interest group

	142 – 25/26
	Editorial Panel to review Money Management Advisors leaflet
Update:
JN / TF to arrange remote consultation on leaflet with COIN members to refresh.
 “I am pleased to see that the MMA are more involved and doing lots of good work in the district”


Performance
The deadline for departments to complete their performance summary is the 15th of each month, as the agenda and papers needed to be with Gateway members prior to the 15th there were gaps in the summary document.  
JN / TF to consult gateway members on whether to move Gateway meetings to coincide with the performance timescales or if Gateway are happy to continue with this year's programme of dates and schedule next years to coincide with performance deadlines. Gateway members commented that 
“The comments are really helpful instead of trying to analyse the figures”
Gateway reviewed the available Performance information and summary report up to the March 2026 – see appendix 1 – Performance information
NM – really pleased with the rent team's performance outurn this year. We are looking for additional solutions to recover more former tenant debts (debt recovery company). 
CC - Damp and mould cases – 98.54% the indicator needs rewording; we did have one property that was within scope under Awaab’s in March.
Housing Complaints Report 2025–26 Housing Complaints Summary
PC piloted a different way of presenting complaints information to Gateway using a shorter PowerPoint presentation rather than a briefing report. Gateway confirmed they preferred the new method of presenting the information
· Stage One Complaints Received – 139
· Stage Two Complaints Received – 32
· Referrals to the Housing Ombudsman Service - 7
There is a lot of complaints coming in where people are using AI to shape the complaints, some of these become quite complex which makes it a lot more time consuming to respond
“You may not get so many complaints if the workmen are more obliging - when contracts are being sorted for major works you need to ensure the workmen comply and I would like to see the contracts work better and I don’t think you will get as many complaints” 
CC – there will be a code of conduct and we will challenge. There is likely to be teething challenges with any new contractor, and we will of course tell them the standards we want to meet and tackle it if and when there is an issue and reduce the times it does happen. PC advised that historically some contractors were too obliging and completed works for tenants whilst doing major works, which can create issues in the future. PC advised that the new contractors will be expected to complete the specified works to the required standards.
Housing Ombudsman Complaints Policy Review findings – April 2026
The Housing Ombudsman have reviewed all Local Authority landlords Complaints Policy. Recommendations are to be implemented by 30 September 2026. 
The Ombudsman commended the Council on:
· Clear policy statement on definitions that there is no difference between formal and informal complaints
· Clear and comprehensive explanation as to how the Council publicises the Complaints Policy 
The Ombudsman recommends the council update the Policy to:
· State that residents who express dissatisfaction will be given a choice to make a complaint.
· State we will raise a complaint if the resident expresses dissatisfaction with the response to their service request even if the handling of their service request remains ongoing.
· State that we will not stop our efforts to address the service request if the resident complains
· Update exclusions to include amendments to Legal exclusions; add clarity to complaints involving insurance claims; time limitations; matters raised by elected members and remove exclusions relating to Council Policy and potential employee gross misconduct
· State that we will accept complaints referred to us within 12 months of the resident being made aware of the issue, rather than the issue occurring
· Update the 'Stage 2’ section relating to escalation timescales and the use of discretion
· State information given to the resident when a complaint is not accepted will include information about the resident's right to take the decision to the Ombudsman
· Remove the Ombudsman's email contact details from the section 'Support from Ombudsman Services’
· Remove the final sentence from the fifth paragraph of 'What happens when I have complained or submitted a compliment?’ 	
· State that in the acknowledgements we will set out our understanding of the complaint and the outcomes being sought and for stage 2, which aspects of the complaint that we are and are not responsible for
· Remove the word 'normally' from the fourth bullet point of the section 'Stage 1’ (relating to response times)
· State that the complaint response will be provided to the resident when the answer is known not when all outstanding actions are completed
· State that updates will be provided to the resident on outstanding actions
Annual self-assessment against the Complaint Handling Code
Gateway voted on the areas of the code they would feel tenants should be involved with as follows:
	Area of the Code
	Number of votes

	Definition: What counts as a complaint
	1

	Exclusions: What landlords will not treat as a complaint
	1

	Accessibility: How to provide an accessible complaints service
	6

	Staff: Who should respond to complaints
	6

	Process: The 2 stages of a complaint’s procedure
	0

	Stages: Response timescales and extensions
	1

	Putting things right: How to consider resident impact and remedies
	8

	Self-assessment: How to assess against the Code each year
	0

	Scrutiny: How to appoint a Member Responsible for Complaints (MRC)
	2


Tenant Engagement
Tenants reviewed the You said We did report at of the meeting, raised no queries, and agreed all outcomes on the report signed off as completed. 
Strategic updates
Rent Convergence
Rent convergence is the process of gradually bringing rents for social housing properties into line with the Government’s national rent formula. Over time, properties with rents that are currently higher or lower than the formula level are adjusted so that rents across the housing stock are fair, consistent and sustainable. Changes are phased in over several years to avoid sudden or unaffordable increases for tenants.
· Across the district, approximately 1,800 properties are already at the formula rent level.
· Around 4,500 properties have a difference between their current rent and the formula rent.
· Rent differences range from £2 per week up to £19 per week.
· Any rent changes will be introduced gradually; increases will not happen all at once.
· Rent convergence is expected to commence from April (next financial year).
· BG will be contacting John to with some questions about Ashfield’s approach to Rent convergence
Landlord Strategy
The Landlord Strategy sets out the type of landlord we want to be, the standards tenants should expect, and the areas where we need to improve. It aims to define a clear and shared understanding of what “a good landlord” looks like, informed directly by tenant and staff feedback.
The purpose of the Landlord Strategy is to clarify:
· The kind of landlord we aspire to be
· The standards tenants should expect
· Areas where improvement is needed
The first step in developing the strategy was consultation with COIN to gather initial feedback on:
· What tenants consider to be a good landlord
· Priorities for the next three years
17 tenant responses have been received so far. Next stage Editorial Panel 29th April 2026 will shape this in further detail.
Engagement is also taking place with staff to gather internal perspectives.
A Landlord Strategy document is being developed to summarise the feedback received to date.
Early feedback is helping to identify what matters most to tenants, providing a strong foundation for shaping the final strategy.
Local Government Reorganisation
We are awaiting a government announcement regarding the public consultation, expected to have more information over the summer, and further details will be shared with Gateway once we have any more updates
Compensation Policy
The Council is reviewing its current Housing Complaints Compensation Policy to align more closely with guidance issued by the Housing Ombudsman Service (HOS). The aim is to strengthen consistency, clarity and fairness in how compensation and other remedies are applied, while ensuring officers have clear guidance when assessing both financial and non‑financial impacts of service failure.
The current Compensation Policy uses generic groupings of compensation amounts, largely based on weekly rent levels.
The Housing Ombudsman Service (HOS) has issued guidance on approaches to compensation awards. The Council is considering this guidance and proposes to review the Policy to broadly reflect the HOS approach.
It is proposed that the revised Policy will also include non‑financial remedies, such as:
· Apologies
· Putting things right
· Other forms of resolution, where appropriate
Current Approach
Compensation and service failure awards are currently based on between 0 and 5 weeks’ rent.
Awards consider:
· Quantifiable loss, supported by evidence (e.g. receipts)
· Non‑quantifiable loss, where evidence is not available
While non‑quantifiable loss is included in the existing Policy, it requires strengthening to ensure clearer guidance and consistency for officers.
Changes are likely include:
· Quantifiable loss resulting from service failure may be compensated.
· Non‑service failure claims for loss or damage will be redirected to the tenant’s home contents insurance.
· Non‑quantifiable loss will still be considered, using the balance of probabilities.
Compensation for loss of facilities:
	Room
	Percentage of weekly rent

	Living room
	20%

	Bedroom
	20%

	Kitchen
	30%

	Bathroom
	30%

	Bathroom where an additional WC is available
	20%


Additional impacts
Consideration may be given to additional impacts of service failure, in line with HOS guidance. Compensation will not always be recommended, but factors may include:
· Distress and inconvenience
· Time and trouble
· Vulnerability impacts
· Mitigating factors
· Complaint handling failures
This broadly reflects the current approach, but clearer officer guidance will be provided to improve consistency. Set amounts for some service failures:
Loss of heating and/or hot water
· Apology
· £15 per day for complete loss
· £8 per day for loss of one service (heating or hot water) 
Loss of power
· Apology
· £10 per day for complete loss
· £10 per week for loss of lighting only
Missed appointments
· Apology
· £15 per missed appointment
Separation of compensation awards
· The Housing Ombudsman Service recommends separating compensation amounts based on the specific service failure or impact.
· This separation is not currently clear in the existing Policy, and adoption across services is inconsistent.
· The revised Policy aims to clarify this approach
Decisions
Gateway unanimously agreed to the updated approach
“As a tenant I would appreciate someone picking up the phone and saying I am sorry, I would be more than pleased with that kind of acknowledgement”
Future meetings
The next meeting will be on Wednesday 10th June at 10am in the Council office in Kirkby.  CC to chair
Actions
	Ref
	Action
	Owner

	27-26/27
	Share final performance summary as at end of March 2026 with Gateway when finalised
	PC / JN

	28-26/27
	Consult Gateway members on whether to align Gateway meeting dates with performance reporting timescales or retain the current schedule.
	JN / TF

	29-26/27
	Incorporate Housing Ombudsman recommendations into the Complaints Policy and share the updated policy with Gateway. 
	PC

	30-26/27
	Bring the proposed revised Compensation Policy to the next Gateway meeting.
	PC

	31-26/27
	Meet with CW to review current Tenant and Residents Association guidance
	JN

	32-26/27
	JB to review BG’s feedback on Rent Convergence and respond to questions
	JB
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