
Tenants Panel Subgroups –  
 Housing Anti-Social Behaviour, Neighbourhoods and Rents 

13th January 2026 

 
Whitelaw Room, Town Hall, Station Road, Clacton on Sea 2pm – 4pm 

 

In Attendance 

Panel Members 

Carol McDougall (Chair), Chris Gill & Helen Dodridge 
TDC Staff 

Matthew Wicks (Senior Housing Manager), Jane Dunne (Senior Rent Management Officer), Loraine 

Pruden (Tenant Involvement Officer) & Sam Carren (Tenant Involvement Officer) 

 
 
 

1 Group Objectives   
The Tenant Panel Subgroups aim is to allow tenant representatives to scrutinise key areas 
of housing. The group reviews policies, procedures, data and case studies and aim to help 
develop our service and influence positive change. 
 
2 Welcome and introductions 
Matt welcomed all in attendance and explained the subgroups and how they worked. Matt 
introduced Jane and Sam and the members introduced themselves. 
 
3 Apologies for absence  
 
Apologies were received from Heidi Foster  
 
4 Communal areas/cleaning  
 

App 1 – Draft Cleaning Services Customer Survey Form  
 
Matt explained that communal areas are typically blocks of flats with shared entry, halls 
stairs and landings. Matt handed out complaint statistics (app 3) and complaints regarding 
communal areas had grown to their highest number in 2025. This mirrored our TSM Results 
(App 2) for last year 2024/25, we are considerably below the national benchmark. This is 
the only area on that list where we are below the benchmark.  
 
Chris – in regard to communal areas you shouldn’t have anything in your communal area? 
Jane – Yes as it is a hazard. 
 
We have 250 blocks. 70 of those we complete a weekly clean. Plus the 9 sheltered housing 
schemes who have a 2 hour daily clean. Other blocks it is the residents responsibility to 
clean.  We did a consultation in 2023 and wrote to every block and only 4 extra blocks 
wanted to pay for a cleaner. The Cleaning contract is up for renewal in about 18 months.  If 
we focus on the blocks that have cleaners like Chris’ block, we could look at that.  Matt 
would be more than happy for one of the Sub Group members to attend the monthly 
meeting with the contractors (Clean Green Services), we can also get the contractors to 
come out and spot check the blocks. 
 
As the TSM results were poor we are proposing to send the Cleaning Services Customer 
Survey Form to all blocks that are cleaned with a closing date of 31st March. We aim to have 
the results and analysis by end April.  Members were asked to look at the survey and let us 
know any changes/suggestions.  Cleaners will be hand delivering the survey which advice 
placed on the notice boards.  It can be completed by paper or QR code.  Tenants can stay 
anonymous. 
 
Chris – you will only get opinion on each person’s own floor.  
Jane – suggested adding floor level to survey and this change to the survey was approved 
by the group. 



 
Carol – might make the cleaners step up.  
 
Matt – will be put in the newsletter to let people know that they should be receiving it soon. 
We pay for the contractors to send out surveys within the contract.  Officers will do spot 
checks to see if tenants received questionnaire 
Chris – does anyone do sport checks to make sure the cleaning is getting done properly? 
 
Matt – Yes planned block inspections are completed by housing officers and any concerns 
raised.  If residents think that there is a problem with it information is provided in notice 
board on how to report to the contractor Clean Green Services and they will send a 
supervisor out and meet the resident and assess.  If the resident is still not happy contact us 
and we will appoint an officer to look into it 
Chris – Can we see which areas get cleaned.  
Matt – I would be more than happy for you to see that.  18 months ago we consulted with 
the Tenant Panel (TP) on the contract award but we can share again.  
 
Chris – how were the Contractors selected? 
Matt – we went through procurement.  Tenders went out via Essex County Council 
procurement team. Approx 5 or 6 companies submitted tenders. The award was weighted 
on cost, quality and social value. We can share the spec. One cleaner cleans all 70 blocks.  
We have the breakdown of his week which we can share. 
 
Cleaning the outside of blocks i.e. windows – needs to be looked at.  Not in spec for 
communal cleaning.  When the contract is up for renewal we can go through the spec and 
have a discussion. 
 
Chris – would like to know who provides the water for mop etc. One small bucket for top to 
bottom.  Also depends on people’s perception of clean.   
Idea to put on the survey – add each of the spec i.e. floors/walls/high levels etc 
 
Matt then spoke a bit more. If we refer back to stats – in 2025 only 4 complaints were raised 
to us for communal cleaning. 
 
We will survey 70 blocks with any changes that you would like sooner rather than later.  We 
will also survey 9 Sheltered Schemes (fee still in their service charge).  By end of April we 
can come back to Sub Group with the results.  
 

App 2 – TSM Survey Results 2024/25 – Action Plan 
 
 
Matt spoke about the TSM survey results. We may need to trigger extension of cleaning 
company contract.  Action we will do this year later in the summer.  Will look at it after we 
get the results of the survey. 
 
Chris – good to ascertain the skills of the operative.  May be cutting corners. One operative 
is not enough for 70 blocks in my opinion. Would like to propose that I can check on 
cleaning in all blocks.  As long as I can claim mileage. 
Loraine – like a Community Champion 
Matt – We would support that we just need to work out a plan. 
Officers do block inspections but independent of that it would be good to have a tenant rep 
review and help us with the decision making.   
 
Matt - Communal areas – not just cleaning.  Anything you want to bring up that we can look 
at another time.   
Chris – schedule for re-decoration i.e. concrete floors when are these being done? 
Matt – we can look at the Planned Maintenance at future meetings.  
 
Chris - dark non slip flooring would be better as wouldn’t need mopping so much 
Matt – Heidi did some research on spending in last 2 years combined 
Refurbishment of door entry systems £171,000 
Rewiring £22,000 



App 3 – ASB cases logged this year (updated). List of topics that we can cover 
in our Sub Group. 

 
5 Rents arrears process and case studies  
 
Jane spoke about the rent debts. The majority are arrears of a month or less. 
UC figures – we have 2 sets, one who receive money themselves and the ones that go 
straight to landlord. Rent is due weekly in advance or monthly in advance.  UC pay in 
arrears. 1538 through alternative payment arrangement debt of £192,000.  Average arears 
were £125. 
App 4 - Escalation Flow Chart.  Every Sunday rents run a report and if you owe any monies 
you are in areas. 
 
Chris – who oversees the conditions of someone in arrears. 
Jane – it’s a report that just tells us if you owe monies. We have a semi-auto software that 
generates the letters.  A Rent Officer then will look to see if the letter needs to be sent out. – 
App 5, 6 & 7 handed out (Letter 1, 2 & 3).  Jane said read through them and any changes you 
want made to let her know. 
 
Chris – there is no facility for Tenants to see their rent statement online.   
Jane - The make a payment shows the balance.  Best to phone up and ask for a statement. 
Matt – Rents has evolved – we used to have 2 rent collectors who went round and collected 
all the money. We now have a Tenant Involvement Officer focused on financial inclusion.  
 
Jane – App 8 Case Study 1 example.  Flow chart only works if the person had no intention to 
pay. Ran down the flow chart letters, visits, court referrals, etc. then had her eviction.  Took 
roughly 30 weeks. 
 
Chris – do you ever ask why people are in arrears? 
Jane – yes, we do. We talk about priority payments i.e. rent, CT, shopping etc.  We can look 
at income if people are prepared to disclose.  We can see if they have sufficient income to 
pay their priorities.  
 
App 9 Case Study 2 – intermittent payments.  Something is better than nothing.  Hopefully 
we are picking up people who have sufficient income and this is where we use Income 
Maximisation and Fuel Poverty staff who can help out 
 
Matt – could invite Fuel Poverty Officer to full Tenant Panel 
 
Carol – the council always says to just get in contact and we can help. 
Jane – yes, the more we know the more we can assist you 
 
Chris – does the rent arrears affect the way that tenancies are funded.  
Matt – Yes potentially if arrears got out of control this would effect what we can spend 
maintaining homes. We now have 5 rent officers who are responsible for approx £15 million 
of rent collection per year.  We also have Tracey who does income maximisation.     
 
Jane – we are quite static now with the arrears.  We have a good team who have a good 
understanding of the public and the needs of tenants 
Chris – that’s a good word – understanding because some people don’t understand what 
some people go through. 
 
Subgroup feedback on letters – explaining about UC and it being in arrears.   
Jane – letters are being sent out offering tenants to pay back £50  
Helen – It could scare some tenants who think they are going to lose their home  
Chris – could send a statement with the letter so that tenants can see where they have gone 
wrong 
Jane – explained that the 3rd letter goes with a statement.   
 
Chris – 2nd letter – under T&C’s of Tenancy – Maybe people have forgotten what the T&C’s 
are.   
Jane – we can add the relevant T&C’s within the letter 
 



Invite Sharon Holt from The Bill Clinic to Full Tenant Panel 
 
6. Any other business & topics to discuss next time  
 
Noise 
Tenancy Fraud – Dave Ballad to be invited 
 
7. Date of next meeting 
The date of the next meeting is planned for 24th February 2026 


