
 
 
 
 
 
 
 

 

Attendance: Lesley Bell (LB), Paula Brooks (PB), Don Smith (DS), Clare Cowell (CC), Dennis 
Jackson (DJ), Sheila Carter (SC), Keith Richmond (KR), David Robinson (DR), Sian Coulton 
(SCoulton), Jayne Boote (JB), Bernie Keenan (BK), Tammy Bradley (TB), Ali Hughes (AH). 
 
Apologies: Diane Nash, Daniel Craine, Rachel Page, Len Booth, Ian Johnstone, Cath Wright 
and Philip Murray. 
 

 Item Discussion held  Action  
1. Welcome and apologies SC welcomed Pool members to the meeting.  
2. Code of conduct SC asked members to adhere to the code of 

conduct. 
 

3. Minutes of the last 
meeting and matters 
arising 

SC asked members to read through the minutes 
of the last meeting. 
 
SCoulton referred to point 5.6 of the minutes for 
Aids and Adaptations recommendation to 
include information about the service in the 
tenant handbook. The staff response to this was 
to include information in the rent statement. Due 
to value for money (VFM) reasons, this 
recommendation won’t be actioned. 
 
It was decided at the last meeting that one of the 
reviews would be for the Progress Futures 
service. The Pool met with Jacky Howcutt, 
Progress Futures Manager and decided that a 
review of Progress Futures was not required 
based on the information provided. The Pool 
made some recommendations which may assist 
with the impact of the size of the waiting list 
though:  
  

• Consider the use of volunteers to support 
the team 

• The Digital Champions could help with 
online job searches/emailing c.v's etc 

• That regular communications with 
customers on the waiting list should take 
place e.g. every 3 months 

• Add the customers on the waiting list to 
the Community Involvement list so that 
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they can get involved and gain valuable 
experience 

• Create a starter pack for those waiting 
giving an introduction to the Progress 
Futures team and the service you provide, 
a list of job search websites, a c.v. 
template etc. 

 
Progress Futures manager was invited to attend 
the January meeting, however unable to on this 
occasion so will now attend the next quarterly 
meeting on 28 April. 
 
The Pool approved the minutes of the last 
meeting. 

4. Update on Tenants and 
specific service charges 

Tenant Handbook review 
SCoulton informed the Pool that the tenant 
handbook is currently being updated so the 
feedback has been really helpful for the project 
team.  
 
All suggestions for this review were agreed by 
heads of service involved. 
 
Service Charges 
SCoulton said the action to present the service 
charge descriptions to Communications Panel 
has been completed. 
 
It was requested that the service charge 
description sheet is to be taken back to the staff 
responsible as it is believed that the request was 
misunderstood. Pool members would like each 
charge to show which tenant type it is in 
reference to. For example, a general need or 
supported living tenant. 
 
 
It was noted some charges are applicable to 
numerous tenants. 
 
The new service charge descriptions will be sent 
to tenants with their rent statement in the next 
month or so. 
 
It was also requested that the service charge 
descriptions are given to new tenants as well. 
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5. Update on previous 
reviews and action plans 

• Property adverts 

SCoulton suggested that for future quarterly 
meetings the action plans are written on an 
Excel sheet so it is easier to update and present 
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• Accessibility 
review 

• Communication of 
service charges 

• Aids and 
adaptations 

for all involved. The Pool agreed to this 
suggestion. 
 
Property Adverts 
Continued support is being given to customers 
for completing applications. 
 
Void inspectors will be asked to take 
photographs of void properties when they are 
completing inspections. It was requested that 
supported living (SL) inspectors are also asked 
to take photographs when inspecting void 
properties. AH will pass the request on to the SL 
Team. 
 
Accessibility Review 
It was requested that a staff member responsible 
for this review is invited to the next quarterly 
meeting to update the Pool on the action plan as 
part of the agenda. 
 
Improvements at Martinfield are ongoing. 
 
 
 
Communication of Service Charges 
It was requested to add on the void inspection 
sheet the cleanliness of the property and 
communal area. 
SCoulton will work with the Neighbourhoods 
Team to upload service standard documents on 
the PHG website. 
 
Aids and Adaptations 
As agreed the service will be publicised in 
StreetTalk. 
 
Information leaflets for the service are now 
available to download and in community centres. 
The Community Involvement Team will check 
the stock level of leaflets in community centres 
on a quarterly basis. 
 
Information about the service will be included in 
the annual report. 
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6. Verbal update on the 
position of the current 
review 

JB gave a brief update on the current review 
which is the Communication of Arrears including 
letters, emails and text messages. The report is 
currently in draft form and will be circulated to 
the Pool and staff members in the next week or 

 



so. 
7. Tenant inspections and 

Mystery shopping 
reports 

There were nine void inspections between 
October – December and one SL mystery 
shopping exercise completed. All results were 
positive. 
 
There was a discussion about the lack of 
mystery shopping activities from customers. It 
was suggested to create a mystery shopping 
form online to make it more accessible for 
customers to complete. 
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8. Selection of next review 
area 

A table of complaints was included in the pack to 
show how many complaints were reported for 
different areas of the business. Some of the 
service areas were vague so it was suggested 
that Louise Rafter who produced the report, 
provide more detail if needed at the next 
quarterly meeting. 
 
There was a lengthy discussion into what the 
next scrutiny review should be. 
 
Suggestions included: 
 

• The new website – the website has been 
live for 4 months. The Pool could inspect 
how the website is working for customers 

• Supported living annual reviews - what 
the new process is with mobile working 
taking effect 

• Estate services, grounds maintenance, 
care taking service etc 

• Changes in Independent Living – As 
part of the service review the Independent 
Living service is changing. The Pool can 
inspect how these changes affect 
customers in independent living schemes. 

• Opening hours of offices – Warwick 
House opening hours have recently 
changed. The Pool can inspect the VFM 
of this and how it affects customers that 
visit the office. 

• Telecare - social alarms and looking at the 
services we deliver in this area. 

• Community involvement and how it's 
developing – to inspect the Community 
Involvement service to identify its VFM. 

• Customer Insight – to see how we 
engage with our customers to establish 
their needs / gain feedback.  
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• Neighbourhood services – To explore 
how these are planned, procured and 
implemented and the impact they have. 

 
It was decided that the Pool will ask both the 
Neighbourhoods Team and the Supported Living 
Housing Manager to attend a scoping session to 
give a summary of each area. The Pool will then 
decide to inspect either or both areas. 
 
The ‘Customer Insight’ review will be reviewed if 
the Pool decides after the scoping meeting this 
is a more suitable area to inspect. 

9. New scrutiny process 
update 

SCoulton explained that the workings of the 
Scrutiny Pool process will change slightly. The 
staff involved in Scrutiny will now be SCoulton 
and AH. A Supported Living Officer will be 
available to support any Supported Living 
customers that would like to be involved. 
 
There will also be a pre meeting with JB, SC and 
the Vice Chair before the quarterly meeting to go 
through the action plans to make sure the 
responses are accurate for the 
recommendations. 

 

10. Any other business SC explained that a vote will take place for the 
Vice Chair position at the next quarterly meeting 
as Andrew Morris has stepped down from the 
position. 
 
AH thanked the Pool for the work and 
commitment they gave to the latest review and 
offered support and assistance to the Pool if 
they wish to carry out tasks away from review 
meetings. Room bookings and The Base 
community centre can be made available if the 
group would like to meet separately away from 
the review group sessions. 

 

11. 
 

Date of next quarterly 
meeting 

28 April, 2pm at Warwick House – the venue is 
to be confirmed as all current attending Pool 
members live in South Ribble. 

 

 


