
Tenant Panel Subgroup 
Tuesday 11t h November 2025  

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

In Attendance 
Tenant Panel Members 

Madeline Pound 
TDC Staff 

Chris Ball (Principal Surveyor), Annie Goodwin (Senior Building and Maintenance Surveyor), Adam 
Devaux (Senior Building and Maintenance Surveyor), Loraine Pruden (Tenant Involvement Officer),  

 

1. Welcome and introductions 

Chris introduced Annie and Adam and welcomed Madeline to the meeting 

2. Apologies for absence  

➢ Patrick Gafney 

➢ Richard Cuthbert (Senior Surveyor Mechanical and Electrical) 

 
3. Regulatory requirements and how it affect the repairs team  

 
Chris spoke about the Stock Condition Survey. He explained that we are reactive 
with repairs as at the moment we don’t have the capacity to be proactive.  He 
explained that the Stock Condition results will feed our planned maintenance and 
we can then make a programme for planned maintenance over several years. 
The Stock Condition Survey should be finished by the end of this financial year.  
 

4. Brief introduction on Awaabs law and the impact  
 
Awaab’s Law was introduced under the Social Housing (Regulation) Act and has 
come into force this year. While the current HHSRS covers 29 potential hazards, 
Awaab’s Law places a specific focus on damp and mould. 
 
Where damp and mould are reported, strict timescales now apply. We are 
required to: 

• Acknowledge and assess the issue within 14 days of it being reported  

• Provide a written summary of findings and intended actions following the 
inspection  

• Commence necessary works within a reasonable period, depending on the 
severity  

• Complete emergency repairs (Category 1 hazards) within 24 hours, where 
there is a serious and immediate risk to health 

 
Damp and mould is considered a potential Category 1 hazard (risk to health), so 
in urgent cases we must act within 24 hours to make the situation safe. Initial 
action may include arranging a clean to remove mould, followed by further 



investigation into underlying causes such as ventilation, heating, and the building 
structure. 
 
Where necessary, tenants can be temporarily decanted to allow works to be 
completed safely before returning them to the property. However, it’s important to 
recognise that not all cases can be fully eradicated through works alone, and 
tenant guidance around ventilation and lifestyle can also form part of the solution. 
 
There isn’t a separate repairs team for each issue—we take a whole-property 
approach to ensure root causes are addressed, not just surface symptoms. 
Further training is being rolled out to support this, alongside potential future use 
of technology such as in-home sensors to help monitor conditions and guide 
tenants (for example, prompting when to ventilate). 
 
Overall, the legislation is intended to ensure prompt, effective action is taken and 
to prevent a repeat of the circumstances that led to Awaab Ishak’s case, ensuring 
tenants are living in safe and healthy homes. 
 

5. Introduction of Senior members of the repairs team 
 
Adam has been with the organisation for 36 years and works within the Planned 

Maintenance team. His responsibilities include managing window, door, and 

communal door contracts, as well as overseeing disabled adaptations, Right to 

Buy (RTB) surveys, drawings, and more technical/architectural work. He is also 

involved in cavity wall insulation projects. 

Annie has been with the organisation for almost 10 years. She initially started on 

the repairs line handling calls, then spent a number of years focused on void 

properties. She now specialises in disrepair cases, dealing with more complex 

issues and investigations. 

Chris is the Principal Surveyor and oversees a team of 14 staff across a range of 

roles, levels, and experience. He provides management and support across the 

team’s varied workloads and responsibilities. 

6. General discussion and Q&A regarding the scope of tenant’s enquiries and 

feedback on our performance 

Any feedback from Madeline and residents she receives regarding Rapid, call 
centre, website form etc. would be great to collate and analyse. 
 
We have a list of topics that we think this subgroup would like to talk about at 
future meetings.  
 
Madeline suggested the Chris pick two or three from the list that he thinks are 
most important and we can go from there.   
 
Chris would also like to invite some other members of the team, Call Centre 
Engineering Team, Rapid etc to the Subgroup so that they can meet the panel. 
 
 
 
 
 



7. Any other business  
 

a) Tenant Satisfaction Measures (TSMs) 

The Tenant Satisfaction Measures are made up of both perception (survey-

based) and performance (repairs-based) indicators. 

• The tenant perception measures are captured through an independent survey 

carried out by an external company, who then provide a detailed report. The 

data includes demographic breakdowns, such as postcode areas, to help us 

better understand resident feedback. 

• The performance measures (RP indicators) relate to repairs and contractor 

performance. Some issues have been identified with repairs being recorded 

under incorrect timescales, and these are currently being corrected. Previous 

performance concerns with Rapid Response have also been addressed, and 

improvements are expected moving forward. 

b) Compliance 

Compliance continues to be monitored across the “big six” areas (including gas, 

electrical, and asbestos). 

• All required remedial works are completed where identified. 

• While compliance levels are high, access issues continue—particularly for 

gas servicing—mean figures are not always at 100%. 

• Overall, the service is in a strong position, with good systems, records, and 

data in place. 

• New forms and call handling templates have been introduced within the 

Contact Centre to ensure repairs are logged correctly and directed to the 

appropriate team. 

 

c) Service Improvements and Team Development 

• Communication between teams and with residents has improved. 

• Ongoing training is being delivered to support service delivery and 

consistency. 

• The team is continuing to develop positively, with additional support roles now 

in place, including Technical Officers focused on data entry and accuracy. 

 

d) Resident Engagement 

There is a need to better share successes and positive outcomes, as well as 

actively seek and promote feedback from residents. 

Next Meeting 

The date of the next meeting will be agreed and circulated in due course. 


