
 
 

Tenant Panel Subgroup-  

Repairs 

Tuesday 10 t h February 2026  

Connaught Room, Town Hall, Clacton-on-Sea, 2pm-4pm  

In Attendance 
Tenant Panel Members 

 
Madeline Pound, Patrick Gafney & Chris Gill  

 
TDC Staff 

 
Chris Ball (Principal Surveyor), Richard Cuthbert (Senior Mechanical and Electrical Surveyor), 

Hannah Ibbotson (Senior Technical Officer), Sam Carran (Tenant Involvement Officer), Loraine 
Pruden (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 

All tenant panel members and members of TDC staff present and introductions made 

 

3. Apologies for absence  

None  
 
 

4. Update on the regulator (Mock inspection and TSM findings we are acting 
on – Future Plans) 
 
 

Chris B began with information on time taken to complete repairs being something to 
highlight with us wanting to continue improving our statistics for this, even though this is 
already above average compared to other local councils. He said the feedback regarding our 
in-house engineering services is currently more positive than that of Rapid Response and 
that our long-term plan is to increase said in-house team. This would lead to kitchen and 
bathroom upgrades increasing in quantity along with similar improvements. Chris then spoke 
about the current arrangement of seniors in Building Services taking responsibility of 2 junior 
surveyors, with the aim to cover different areas and make complaint handling and other 
repairs aspects easier to manage. He continued to say that tenants will start receiving 



 
 

feedback forms for rapid, which Includes 10 questions that come back to TDC so we can 
take this to Rapid and see where improvements are needed and act on them.  
 
Chris G then asked if this would be similar to the block cleaning forms sent out.  
 
Chris B confirmed that this is the same concept, and that there is both a paper form and an 
online form so that it is possible for all demographics to complete the form.  
 
Chris B then spoke about the recent mock inspection carried out by the regulator. One 
aspect of the exam was about our approach, and another about our data. We believe this 
was successful. Recruitment for new surveyors to join the team has also been an issue.  
 
Richard then said the quantity of smoke alarms is being increased, with multiple inside a 
single property which will be linked so it is easier to be heard by tenants wherever they are in 
the property. We are looking to install a gateway system to monitor all the smoke alarms to 
see the age, testing history and more. This would also provide help for tenants to know what 
they can be doing more of in the property to prevent issues.   
 
Chris G mentioned that it would hopefully lead to tenants becoming more responsible and 
independent with smoke alarm testing and hopefully this would lead into independence in 
other areas regarding their properties.  
 
Hannah stated that education for residents that are unaware of certain actions leading to 
issues, and providing support with tips can help tenants keep their properties in a good 
condition.  
 

 
 
 

5. Electrical Works- Statutory Element (What we do, how we do it and 
problems faced) 

 
 
Richard introduced his job role, with him heading up EICR and upgrade contracts. He said 
that we are only required to have satisfactory EICR for properties, with ideally a clean bill of 
health on properties upon visits.   
 
Chris G asked Richard to explain the meaning of numbered codes for EICR C1, C2 and C3 
 
Richard said that C1 means a dangerous situation in the property and a tenant should not be 
living here whilst present. C2 is potentially dangerous, and works should be completed as 
soon as possible. C3 is recommend to be completed although is not necessary in that very 
moment. We are trying to minimise issues for tenants with aims for our contractors to meet 
all of these standards.  
 
Richard then went on to say that we are 94% compliant in these areas. Electric standards 
have only recently become mandatory, meaning we now have enforcement powers to get 
into properties we cannot access with visits being once every 5 years.  
 
Hannah started to speak about our no access list for those we have difficulty visiting, and the 
many reasons that can be the root of this. Issues with no access can be difficult countrywide 
and it is near impossible for 100% visit completion.  
 
Chris G mentioned the many safety issues with no access being granted for boiler services, 
and that a change of process to gain access for electrics works is a positive.  



 
 

 
Hannah confirmed that tenancy agreements confirm that access must be provided for any 
and all essential works.  
 
Richard- then said that with the new electrics policies, the EICR certificate must be provided 
within 28 days of being carried out.  
 
Chris B thinks we need to look at moving back to a home pack for tenants including helpful 
information so they know what to report, and what is the responsibility of a tenant.  
 
Chris G asked what is done when a repair is not completed to a good standard and the 
tenant calls back to have it re-done.  
 
Chris B confirmed that pictures are taken of all repairs so that we can look at it internally to 
confirm whether it has been completed to a high enough standard. There is a 12-month 
warranty for repairs completed and it will not be paid for twice if the first repair is not 
completed to a good enough standard.  
 
Chris G raised that Rapid Response do not show regularly show a form of ID when 
introducing themselves, and they do not arrange a time or call beforehand to let you know 
when they will be arriving.  
 
Hannah said that no contractors should be coming into a property without making the tenant 
aware ahead of time apart from rare situations. They should be stating who they are and 
what they are there for, along with presenting a form of identification.  
 
Chris B went on to say that if a sub-contractor is used, the tenant should be made aware of 
this change, so they know who to expect. If tenants refuse access due to no ID being 
provided, a minimum charge is still made to TDC and we are unaware as to why access was 
not granted unless TDC speak to the tenant directly. Weekly and monthly meetings are 
currently held with Rapid Response to keep on top of things.  
 
Madeline mentioned an idea for tenants to be able to contact a central point whenever 
someone arrives if they’re unaware if it is the correct person to complete works. Asked if we 
could put something in the newsletter so that tenants can view this and know what to do in 
this instance. Action  
 
Hannah said it is best for tenants to call up as soon as possible to make sure it is the correct 
person at the door if tenants need peace of mind with Chris B continuing this point saying 
there is a big drive on communication from TDC to ensure that repairs are completed to a 
good standard and that tenants are aware of the progress of these repairs.  
 

 

 

6. Gas Works- Statutory Element (What we do, how we do it and problems 
faced) 

 
 
Hannah introduced her role, with this mainly relating to the administration of boilers. She 
explained the process of gaining a warrant to access a property if they are unable to access 
through normal means, with them running checks on a 10-month basis to ensure they have 
enough time to service in time for the year. We are currently looking at upgrading boilers in 
older council properties. Gas percentage is 98% percent access amongst our properties, 
with there still being issues with access occasionally although not often problematic. An 



 
 

issue can be when boilers are condemned, which is a regular occurrence in winter months. 
We aim to repair these as soon as possible, although will provide electric heaters and 
payment to cover this to tenants if boilers are not in working condition.  
 
Chris G then asked about oil heated properties 
 
Hannah said we only have a few oil heated properties in the district. Tenants seem to be 
used to this and are happy to keep it based upon feedback we have received. There is the 
option of introducing heat pumps to these properties, although certain requirements must be 
met within the property for these to be efficient.  
 
Chris B added to this saying that properties must be suited to this newer technology as it can 
be more expensive if a property is not insulated to a high enough standard.  
 
 

 
7. Stock condition surveys and planned maintenance (What are they, what do 

they tell us and how will we use them) 
 
 
Chris B said that in recent times there has not been much external redecoration due to a 
lack of an asbestos contractor making things difficult. Regularly, works are reactive as 
opposed to proactive due to working off of old stats instead of new. The stock condition 
survey will allow for us to create a 5/10-year plan to understand where to use our budget 
effectively. So far, 300 properties are on the no access list for the stock condition survey, and 
we are hoping to add these to the list so all data can be collected.  
 
Hannah then confirmed that the no access list for gas is 20 properties, and electric is around 
50.  
 
Richard stated that regularly it is the same people that are always on the no access list year 
to year. This costs contractors time, staff, and time when access is not gained. 
 
Chris B said that we are aiming to look across the no access lists across different teams so 
it’s easier for access to be gained for all teams.  
 
Hannah mentioned that if a repair is reported but access has not been granted for gas or 
boiler checks, we will refuse to complete non urgent repairs until access is granted. We 
never wish to go through the court service to gain a warrant for access, although will do so if 
necessary.  
 

 
 
 

8. Any other business / Q&A 
 
 
 
Chris B noted that we are part of a roundtable with other local councils talking about policy 
and good practice. Both Hannah and Richard are part of the compliance and electrics side of 
this respectively. He said that this allows us to see structures of other teams, how they are 
looking to deal with new regulations and more. It helps for us to get ahead of anything the 
regulator may wish for. We are also planning to start engaging with residents. 
 
Chris G then asked how much longer Rapid Response have on their contract with us.  



 
 

  
Chris B confirmed that there is still 2 years left on this, and we will look to review this in the 
future and look at whether we will renew. Expires April 2028.  
 
Chris G followed up with asking how contact is made between TDC and Rapid Response. 
  
Chris B said that he talks with the assistant director on a weekly basis to speak about key 
performance indicators and any issues we may have.  
 
Chris B wishes to bring in members of Rapid Response to speak to tenant panel and take on 
their feedback from a tenant’s perspective. Action 
 
Chris G raised potential concern from the council that staff changeover with rapid is quite 
frequent.  
 
Chris B explained that there are many examples of multi-trade workers that come in and 
cannot complete certain works to the same level as someone with an expertise in an area. 
As Rapid Response hold contracts with other housing associations and local councils, they 
can be stretched amongst their different areas.  
 
Chris G queried what would warrant a sub-contractor being sent out due to Rapid not being 
able to complete the task 
 
Chris B stated that in their contract they are allowed to use sub-contractors as long as they 
make the tenants aware of their arrival and the change of contractor. They should already be 
showing ID and introducing themselves upon arrival. He said that changes being made are 
fine, as long as they communicate said changes so the tenant is aware. Certain jobs require 
specialist contractors so sub-contractors are vital if Rapid Response do not have available 
staff.  
 
Chris G mentioned that the doors and intercom systems recently installed in flats are not 
visually appealing.  
 
Richard explained that in some areas, such as with lighting and electric boxes, they are 
required to have certain materials surrounding them due to fire risk and longevity. Lighting is 
due to be changed to the same manufacturer for uniformity and maintenance purposes. He 
said for tenants to email feedback directly to us or we are unaware of negative occurrences.  
 
Chris B wishes to look at voids process and have staff from Rapid Response attend the next 
subgroup, as they will be able to talk about their experience, what they do and 
positives/negatives feedback wise. Also to bring other members of the team that can speak 
about other areas of Repairs/Building Services.  
 
Chris G ended the meeting by asking for acronyms to be shortened for future meetings for 
more clarity, to which present members agreed.  
 
 

9. Date of next meeting  
 

Proposed for Tuesday 12th May  


