TENANT GATEWAY MEETING
10 June 2026		Main Committee Room, Kirkby in Ashfield
CC welcomed all attendees to the meeting and completed introductions.
Attendees
Gateway members 
BK, CS, CW, HH, IA, JB, JS and RP.
Staff members. 
C. Clipstone (Assistant Director) P. Curry (Service Manager – Housing Regulation) and J. Naylor (Tenant Engagement)
Apologies:
J. Bennett (Executive Director – Place); N. Moss (Assistant Director Housing Management); Cllr. Meakin (Lead Member for Social Housing and Assets); T. Foster (Housing Regulation Apprentice) AR, ER, BG; PM and SB (Gateway Members)
Chair:
C. Clipstone
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:
	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.

	141 – 25/26
	Consider completing complaints review with Gateway members
Update:
BK, IA, BG, and HH. Along with members of Scrutiny. Group Launch Thursday 23rd July

	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


Performance 
Full end of year performance information is available on the website 
Gateway unanimously agreed to move future meeting dates to the last Wednesday of each month to ensure performance information is up to date. As the deadline for officers to provide comments on performance is the 18th of each month, this change will allow sufficient time for performance data to be updated and supporting commentary to be prepared in advance of the meeting.
Complaints
Gateway reviewed the year-end performance and complaints information for 2025/26. Members discussed the increase in complaint numbers and noted that both Stage One and Stage Two complaints had risen by 46% compared to the previous year. Officers explained that some complaints had exceeded target timescales due to officer error, workload pressures, staff absence and the complexity of some cases, which can require input from several teams before a response can be issued.
Members commented that repairs appeared to generate a high number of complaints and shared positive experiences of the repairs service. 
“There seems to be quite a lot of complaints about repairs, I really appreciate the repairs service!”
CC - Yes there could be lots of legitimate reasons, it will always look higher for repairs, we probably interact with more tenants than any other service area (approximately 30 thousand per year) so complaints are actually quite low in comparison to interactions with tenants
Gateway discussed complaint escalation trends and asked whether customers are now more likely to take complaints to higher stages. 
"With complaints now, are people more likely to go to the higher stages? Are people more inclined not to be happy?", 
PC explained that some tenants who have experienced a service failure have already indicated that they have spoken to the HOS. There are also a small number of cases where individuals may be pursuing a complaint for financial compensation.
However, PC emphasised that the majority of complainants are genuinely dissatisfied with the service they have received and are seeking a resolution to their concerns. He added that, in some cases, customers' expectations of the service can be higher than the level of service that the Council is able to provide, which can contribute to dissatisfaction and the escalation of complaints.
Members reviewed current Housing Ombudsman cases and noted that there have been seven cases sent to Ombudsman in this financial year.
“How long does it take for a case to be completed with the Housing Ombudsman?”,
 PC explained that the Housing Ombudsman Service initially reviews the details of a case and may request further information. This initial review stage typically takes around 2–3 weeks before the case formally enters the assessment process. High-risk cases are generally prioritised and concluded more quickly, while standard investigations can take between eight and ten months to complete.
Gateway also discussed complaint monitoring information by ethnicity and queried the number of cases recorded as "Not Stated". Officers explained that equality information is taken from housing management records rather than collected through the complaints process and that tenancy audits are being used to improve the quality and completeness of customer data. 
Members noted
· 9 complaint satisfaction surveys returned
· Feedback consistent with previous reports
· 209 learning outcomes identified from complaints during the year 
Gateway welcomed the launch of the Complaints Special Interest Group, which will give tenants a greater role in reviewing complaint performance and helping to improve services.
The initial meeting will take place on Thursday 23 July at 2.00pm. 
Gateway members BG, CW, CS, BK, IA and HH expressed an interest in being involved in this group. 
	Stage 1
	Stage 2

	In summary:
· Stage One Complaints Received – 139
· 46% increase in complaints since 2024/2025
· Average response time = 11.1 working days
· 61.2% upheld or partially upheld (slight increase since 2024/2025)
	In summary
· Stage Two Complaints Received – 31
· 46% increase in complaints since 2024/2025
· Average response time = 25.5 working days (Target 25 days)
· 61.3% upheld or partially upheld (29% increase since 2024/2025)

	Non-compliance for time to acknowledge (Complaints Handling Code)
	Non-compliance for response time 

	· Lettings - 2
· Major Works - 1
· Responsive repairs - 2
· Community Safety Team - 1
	· Responsive Repairs and Voids - 3
· Planned and Cyclical - 1



	Non-compliance for time to acknowledge (Complaints Handling Code)
	Non-compliance for response time 

	· Lettings - 2
· Major Works - 1
· Responsive repairs - 2
· Community Safety Team - 1
	· Responsive Repairs and Voids - 3
· Planned and Cyclical - 1
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Damp and Mould Complaints
	
	One
	Two
	Service Request

	Number of complaints with damp and mould
	53
	10
	9

	Percentage of all complains / Service requests
	38.1%
	32.3%
	25.0%

	Upheld
	17
	4
	N/A

	Upheld partial
	15
	4
	N/A

	Not upheld
	20
	2
	N/A


Tenant Engagement
Anti-Social behaviour leaflet consultation
Gateway members reviewed the current Anti-Social Behaviour (ASB) leaflet contained within the Tenant Handbook and provided the following feedback.
	What Gateway Members Like
	What Gateway Members Do Not Like or Find Confusing

	· Clearly explains what Anti-Social Behaviour is.
· Explains how to report ASB.
· Easy to read.
· Clear and straightforward.
· Well written and easy to understand.
· Stands out visually.
· Well printed.
· Phone number sections help readers identify contact information.
	· The teal background colour is difficult to read.
· The green-on-green colour scheme lacks contrast.
· Numbers do not stand out enough.
· Phone numbers should be more prominent and in bold.
· The telephone number in the "How do I report it?" section is out of date.
· Font size is too small.
· Some members did not agree with or found confusing the examples of what is not considered ASB.
· Greater clarity is needed around the legal definition of ASB.



	Is it?
	Yes
	No
	Overall verdict

	Easy to read
	8
	1
	Easy to read

	Visually Interesting
	4
	5
	Needs improvement

	Relevant to Tenants
	9
	
	Unanimously agreed

	The Right Size
	7
	2
	Overall agreement over the size


Based on the feedback received, Gateway members recommend:
· Increasing the font size to improve readability.
· Using higher-contrast colours and avoiding green-on-green combinations.
· Making important information, including contact details, bolder and more prominent.
· Updating all contact details to ensure accuracy.
· Providing a clearer explanation of the legal definition of ASB.
· Reviewing and clarifying the section explaining what is not considered ASB.
Overall, Gateway members felt that the leaflet is clear, informative and easy to understand. The leaflet performed particularly well in explaining what ASB is, how to report it and its relevance to tenants. The main areas identified for improvement relate to accessibility, visual presentation and content clarity, particularly around the legal definition of ASB, what does and does not constitute anti-social behaviour, and ensuring contact information is accurate and up to date.
Annual Report
Copies of the annual report shared with Gateway. The report is also available online on the council website
Gateway requested that the Council consider scheduling an additional meeting in May/June to review all end-of-year reports. Members felt that a significant volume of papers was presented at this meeting and that a dedicated session would allow annual performance reports to be considered in greater detail. This would also enable the regular bi-monthly meetings to focus on standard agenda items.
“2 hours is not long enough for all our standard agenda topics plus end of year reports”
Compensation Policy
In the financial year 2025 / 2026 Compensation Awards totalled:
· Stage 1	£5754.98
· Stage 2	£3570.22
Total		£9525.20
Gateway members questioned whether the complaints that resulted in compensation payments related to Housing and Tenancy Services or Repairs and Maintenance.
PC responded that the cases where compensation had been awarded were spread across both service areas, with complaints relating to both Housing and Tenancy Services and Repairs and Maintenance. Officers confirmed that there was no single trend or concentration within one service area, but rather a mix of cases where compensation had been deemed appropriate following the investigation of the complaint.
Compensation policy review
Gateway received an update on the proposed changes to the Housing Compensation and Remedies Policy. The policy has been updated to make it clearer how the Council will put things right when service failures occur, including the use of both compensation payments and other remedies where appropriate.
Gateway members noted that the revised policy provides clearer guidance on when compensation may be awarded, how claims can be made, and how compensation levels will be assessed. The policy also includes clearer timescales and improved guidance for residents and staff. 
The updated policy places greater emphasis on resolving issues through practical solutions where possible, such as apologies, explanations, corrective actions and service improvements, rather than relying on financial compensation alone. It also reflects current Housing Ombudsman guidance and good practice. 
Gateway welcomed the changes, noting that the revised policy provides greater transparency, consistency and fairness for residents while helping the Council learn from service failures and improve services in the future
Gateway confirmed that they had reviewed the proposed changes to the Compensation Policy and considered the revisions to be fair and reasonable.
When asked whether the Council should award compensation at the same level as the Housing Ombudsman Service (HOS), members expressed the view that Council compensation payments should generally be lower than those awarded by the HOS. 
Gateway recognised that the Ombudsman considers cases independently and may award higher levels of compensation where there has been significant maladministration or detriment to the resident.
Major Works Contract update 
There have been further delays in the procurement process for the Major Works contracts; however, an update will be provided to Gateway at the August meeting.
There are three contract lots, and any one contractor has the potential to win up to two of the lots however no single contractor is able to win all three.
Once the contractors are in place, CC will arrange for them to attend a meeting or set up an opportunity for tenants to meet the contractors All contracts above a specified value are required to deliver social value benefits, ensuring investment through the contracts provides wider benefits to local communities.
Local Government Reorganisation – 
At the time of the meeting, the Council was awaiting further information. Members were advised that an update was expected during July 2026.
Gateway members can check the official website:
· website: Lgrnotts - Nottingham and Nottinghamshire
Rent Convergence
No update was available this month
Landlord Strategy
Following consultation with tenants and staff, copies of the draft Landlord Strategy were shared with Gateway. Two versions of the strategy have been produced: a detailed operational document and a shorter version incorporating the Landlord Promise.
Senior leaders are currently reviewing the strategy. Further discussion with tenants will take place at the Editorial Panel meeting on 12 August 2026.


Actions
	Ref
	Action
	Owner

	18 - 26/27
	Schedule an additional meeting in May/June each year to review annual reports and year-end performance information when setting next years schedule of meeting dates
	J. Naylor

	19 – 26/27
	Feedback from Gateway to be incorporated into the revised ASB leaflet, including updates to contact details, readability and content clarity.
	J. Moody

	20 – 26/27
	Draft Landlord Strategy to be reviewed by tenants through the Editorial Panel on 12 August 2026.
	J. Bennett

	21 – 26/27
	Update on Local Government Reorganisation to be provided to Gateway at the August meeting.
	J. Bennett


Next meeting Wednesday 26th August at 10am
August agenda items
· Void Management Policy
· Major works contract
· Local Government Reorganisation, Rent Convergence and Landlord Strategy
· Complaints and Performance
· Tenant Engagement
· Rent Arrears policy update
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Appendix 1 – End of year performance information shared with Gateway
(ADC) Performance Report - Tenant Gateway
Report Author: Peter Curry
Generated on: 04 June 2026
	PI Name
	Latest Value
	Latest Target
	Last Updated
	Short Trend
	Long Trend
	Latest Note

	Average void re-let time of Council Homes (Days)
	38.9
	27.0
	April 2026
	Getting Worse
	Getting Worse
	We are currently below the target of 27 days.

Performance will be reviewed at the weekly Lettings Officer’s meeting, where we will discuss opportunities for improvement, including any actions we can implement.

There are several pressures impacting performance, including a backlog of keys that we have been unable to clear, direct let’s are not assisting, PTI delays, and issues linked to homelessness applications. We also need to factor in upcoming staff changes and leave.

Additional challenges include applications being reassessed at the allocation stage, reaching applicants much further down the shortlist, increased refusals, and repair issues that ideally should have been identified during the void stage.

We will continue weekly monitoring with the Voids Team to identify causes of delays and implement action plans where needed, alongside weekly monitoring with Lettings Officers.

There are also two DTL properties that have required multiple adverts and offers; excluding these brings performance to 34.96 days, which remains below target.

	Percentage of Local Authority housing stock that is non-decent
	0.15%
	0.30%
	May 2026
	 
	 
	This indicator is currently achieving target

	Percentage of tenants paying by direct debit
	46.21%
	50.00%
	Q4 2025/26
	Improving
	Improving
	Performance has increased slightly.  Staff continue to promote payment of rent by direct debit but with the number of tenants now claiming Universal Credit, payment by direct debit is not the preferred option as benefit payments can fluctuate for various reasons.

	Former tenant arrears as a percentage of Local Authority Rent Roll
	1.89%
	1.75%
	April 2026
	Getting Worse
	Getting Worse
	The figure is currently above target.
An internal departmental audit is being undertaken during May and June to audit cases to ensure that they are being progressed in line with the former tenant arrears procedure. The Income Team Leader is reviewing cases and performance.   

Write off schedule 1 is currently being prepared.  

	Percentage of tenants that are 13 weeks in arrears (excluding those owing <£500)
	0.6%
	1%
	April 2026
	Improving
	Improving
	Current performance is under target, so this is not a concern. There are 39 cases as at week 5 (there were 44 as at week 2).

	Rent in advance payments
	91.18%
	80%
	April 2026
	Improving
	Improving
	We’re currently performing above target, improvement from last month.

We continue to review opportunities for earlier intervention in the process and ensure this guidance is consistently communicated to all applicants at every stage of engagement. Work is ongoing with Housing Options and the Lettings Team re. financial readiness.

	Proportion of tenants who remain in their tenancy for 6 months or more following the completion of the support package
	97.62%
	97%
	April 2026
	Getting Worse
	Getting Worse
	45 cases closed 3 excluded Temporary accommodation, PRT, Prison 1 included 3 Evictions

	Number of Evictions due to rent arrears
	0
	20
	April 2026
	Improving
	Improving
	There have been no evictions since the 1/4/26.

	Number of Council Tenants assisted with welfare and money management advice
	1,133
	1,000
	Q4 2025/26
	Improving
	Improving
	The number of tenants supported by the Money Management Advisors and Tenancy Sustainment Officers (4 Officers in total) has exceeded the end of year target (1133 against the target of 1000). This is excellent work.  

The target has been revised to 1100 for 2026/27. 

	Rent arrears as a proportion of Rent Roll (excluding court costs)
	1.01%
	1.6%
	April 2026
	Improving
	Improving
	

	BS01: % Gas Services completed within anniversary date
	99.99%
	100%
	April 2026
	No Change
	Getting Worse
	Please provide a note for the following Performance Indicators: There is currently 1 property which has passed the servicing anniversary date due to difficult access. This have been referred to Legal to seek an injunction.

	% of calls to the Repairs Call Centre answered as a proportion of calls received
	93.5%
	95%
	May 2026
	Improving
	Improving
	

	Percentage of respondents very or fairly satisfied with the way the social housing provider deals with repairs and maintenance (GN & HfOP)
	95.2%
	93%
	April 2026
	Improving
	Improving
	

	Percentage of routine repairs completed within target time
	95.96%
	95%
	Q4 2025/26
	Getting Worse
	Getting Worse
	

	Percentage of urgent repairs completed within target time
	89.8%
	97%
	Q4 2025/26
	Getting Worse
	Getting Worse
	

	Number of stage one formal complaints received in month (Housing Ombudsman)
	4
	 
	April 2026
	Improving
	Improving
	2 housing management one repairs and one planned and cyclical

	Percentage of stage one complaints resolved within timescale in month (Housing Ombudsman)
	100%
	100%
	April 2026
	No Change
	Improving
	One complaint in time in May

	Number of new ASB cases reported
	24
	 
	May 2026
	Getting Worse
	Improving
	11 high levels and 13 low level cases

	Number of stage one and two formal complaints received in month per 1,000 (Housing Ombudsman)
	0.46
	 
	April 2026
	Improving
	Improving
	three received all stage ones 2 housing management and one cyclical

	Percentage of stage one and two complaints resolved within timescale in month (Housing Ombudsman)
	100%
	100%
	April 2026
	No Change
	Improving
	one repairs in time 

	Percentage satisfaction with repairs service (Transactional)
	95.2%
	95.2%
	April 2026
	Improving
	Improving
	

	BS02: Proportion of homes for which all required fire risk assessments have been carried out.
	100
	100
	April 2026
	No Change
	No Change
	18 / 18 FRAs completed for April. 227 / 227 dwellings covered.

	BS03: Proportion of homes for which all required asbestos management surveys or re- inspections have been carried out.
	100
	100
	April 2026
	No Change
	No Change
	10 / 10 surveys completed. 64 / 64 dwellings covered.

	BS04: Proportion of homes for which all required legionella risk assessments have been carried out.
	98.3
	100
	April 2026
	Getting Worse
	Improving
	6497 / 6608 properties covered by a domestic legionella risk assessment.  % has reduced slightly on last month due to component cleansing exercise on Capita and the subsequent deletion of a small number of component duplications.

	BS05: Proportion of homes for which all required communal passenger lift safety checks have been carried out.
	100%
	100%
	April 2026
	No Change
	Improving
	2/2 LOLER Inspections completed - 47/47 dwellings covered.

	Number of cases triggered AWAABs (within scope)
	0
	 
	April 2026
	No Change
	Improving
	

	Number cases triggered AWAABs currently live (within scope)
	0
	0
	April 2026
	No Change
	Improving
	

	Cost to resolve damp and mould jobs
	£156.20
	£156.20
	April 2026
	No Change
	No Change
	

	Number of live damp and mould cases as a percentage of total housing stock
	1%
	 
	April 2026
	Improving
	Improving
	

	Average number of days to take to inspect D & M
	10.18
	10.18
	April 2026
	Improving
	Improving
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