orlgwﬂ

Working together for Harfow

Property and Tenancy Standards Panel
Wednesday 17" September 2025
14.00 — 15.30pm Latton Bush Centre

ATTENDEES:

Tenants-
Celia Candy (CC), Jane Steer (JS), Lucy Cooper (LC),
Frank Feldman (FF), Hugh Hoad (HH).

Harlow Council —
Zulfi  Kiani-Mackintosh (ZKM), Nicole Parker (NP), Nathan
Kitteridge (NK), Kelly Rees (KR), Jane Steadman (JST).

HTS-
Debbie Hardy (DH), Gina Patten (GP).

Welcome and Apologies

Wayne Mitchell, Selina Ellis. ClIr Carter.

Minutes from previous meeting & matters arising

Minutes of previous meeting were agreed.

FF asked whether battery-operated smoke alarms are
sufficient to use. BP advised the new alarms will
exceed requlations, but that the council cannot force
leaseholders to use them. It was noted however that
we will try and offer encouragement to leaseholders.
BP advised that he would find out when Potter Street
were on the programme of works.

No feed back given as yet from BP. ZKM to chase for | ZKM
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a response.

JS asked how many residents would be affected by
the strategy. This information was not to hand, but
WM noted that this could be provided.

No response from WM. ZKM to chase.

12 Tower blocks, 518 dwellings.

It was noted that the sheet showed the properties 10-
11 Netteswellbury Farm as having communal heating,
even though these were individual properties so
would not have communal heating. EN advised that
he would investigate this.

No reply from EN yet. ZKM to chase for a response.

Estates walk about- JS asked again for this to be
added to the agenda on a regular basis.

ZKM

ZKM

Update on the Landlord Survey- Tenant
satisfaction Measures for 24/25 (Verbal Update)

An update of key findings was given. Tenant
satisfaction survey was completed and submitted at
the end of June. The regulators new criteria states
that the website should include the questionnaire.
ZKM has addressed this and it is now live.

The report includes a link to the website which
displays the annual report.

The price has risen this year for the landlords survey,
due to the price of post. This has been included in
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the budget.

This year the surveys were sent, the same as last
years- Emails-4000. Post- 2000. And some by text.

No questions raised.

Draft of Annual Report 2024/25

The annual report draft handout was given. There are
some minor changes noticed since draft has been
printed- Consumer standards names to change.

Media use was discussed. Photo consent given.
Consent not given for video.

ZKM discussed access arrangements for HH.

JS and LC expressed distress as accessibility is not
appropriate for their needs, therefore restricting there
use of the Civic Centre. ZKM explained they had
advised the needs but unfortunately they could not
be met and suggested to put in a complaint due to
limited access to meetings.

HH questioned the report and the total dissatisfaction
on complaints. ZKM explained that this was
explained in the previous meeting and that the results
will be a fairer comparison next year as the new
method of emails has opened a wider age range in
responses, which had not been included in previous
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years.

LC identified that the mould and damp issues needed
to be posted online and asked how else this can be
done if people are unable complete online. DH
explained this can also be reported by calling Contact
Harlow. Currently not stated in handout- to be
updated and to take off urgent repair in wording.

New damp and mould portal. LC raised their concern
over a surveyor inspecting her mould complaint and it
being signed off.

JS discussed the adaptions page. Discussion re wet
rooms and that they need to be serviced yearly, but
the Council will not provide this service. HOP’s install
the wet rooms and HTS maintain them NK explained
it is not in the contract to service them as it doesn't
extend the life therefore the cost is not effective to
complete.

LC asked if the shower is not working or making a
noise then who comes out, and how long should she
expect to wait.

NK explained to call HTS and they will attend. It was
explained that the time will be dependant on the need
of the tenant. JS stressed that the need should not
need to be taken into consideration as having a wet
room only comes if the need is there, therefore every
call regarding a wet room is urgent. JST began to
highlight that some people have been housed in a
property which contains a wet room without the need,
this is why the request to know the urgency which is
needed. JS expressed it shouldn’t be the case, NK
reinforced what JST was stating.
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Housing performance KPI

DH gave an update on performance KPI's and
explained the handout.

They have an amber for trees and are recruiting for
staff to reflect this.

Standard repairs have gone up from amber to green.

LC shared that apples are being blown form a tree in
a nearby cemetery which are hitting her windows and
being blown around the garden. Its is no longer a
working church and HTS provide the grass cutting
service. Told to report to HTS to inspect.

Customer service report discussed and explained- 27
complaints, 13 upheld and 6 to a stage 2. 2 Partially
upheld.

LC shared about a disabled friend having a leak as
she felt it was not handled correctly. They were not
provided with a dehumidifier. DH explained it is 20
working days to visit a report regarding a leak. They
will be unaware the person is disabled unless it is
reported. Address provided for DH to investigate.

JS added that if the council are providing
dehumidifiers or heaters then they should contribute
to the energy bills. NK explained there is
compensation when warranted, and that they do
provide heaters but there is not unlimited supplies.

DH
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LC stated there is a flood outside the common room
where it has been previously dug up by Affinity
Water. DH explained it would be down to Affinity
Water to repair, and stated they can supply sandbags
to help reduce the spread.

JS said sandbags would not help due to the location

contact. LC said they were not helpful. KR to take the
address and information to help.

Rent team have lost 2 full time and a part time officer.
Interviewing for 2 new officers in October. The part
time post has been combined with another part time
post and recruited.

Direct debit dates explained due to query regarding

of the puddle. NK to discuss with BP and feed back | NK
to DH.

Health & Safety report discussed.

Repairs discussed.

Harlow Council’s Mission to “Invest in our

Housing” updates

KR presented in place of WM.

Presented up to quarter 1.

Performance discussed.

LC asked if someone owes rent and are unable to

pay online or go to the Civic Centre how do they

pay? (former tenant evicted due to arrears) KR

explained the options, and who is available to KR
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arrears. This is relating to the date the information is
taken in relation to the direct debit date. Showing
higher information of arrears.

NK discussed the new void process started but not
displayed in figures yet. The new process aims to
change the way it was carried out previously. Empty
Homes no longer visit the empty property. The
biggest problem so far is the length of time the
information has taken to get to them.

JS asked if the new void process with have an impact
on decoration packs. NK reply was no.

Unfortunately some documents were missed from the
pack and will be sent out after the meeting.

‘Investing in our houses’ has a detailed action plan.
Panel to be involved in writing this.

Stock surveys has started.

ZKM

Current Consultation- None

Any Other Business

FF asked about the arrears from temporary housing
being a lot of money, if it will be written off. Explained
it will be paid or evicted. No arrears are written off
easily.

JS expressed her concern over receiving a tort
notice. She had a letter through the door with no
information written on the front. It was explained she
was the only one who received that one as it was a
reissue due to font size. She stated that they need to
be direct and specific with the actual items that need
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removing (bikes and a dining table). JS suggest
another approach should be used. NK explained that
the letter did not need to be sent, it was a pre
warning letter before a 7 day notice.

LC raised concerns over weeds and brambles being
needed to be cut. It was explained that the council
only spray hard services and weeds cannot be dug
up. Footpaths are no longer sprayed. This is due to
complaints from the public and a Council decision not
to use the more cost effective sprays due to their
content, the environmentally kinder sprays are too
expensive.

DH explained the winter programme and that the
brambles are included in this.

LC wants this discussed with Clir Dan Swords as it
differs from what he states.

DH states hedges are on a program from Feb to end
of October. LC has paperwork confirming a
difference. LC is concerns brambles are covering the
fire exit.

Communal garden maintenance was raised- It was
stated this has been minuted at previous meetings.
However LC has been told different from Supported
Housing . It was explained that grass cutting happens
every 10 days for roads, play areas etc not
communal gardens. NK to speak to Sheltered
Housing (Brett) to ensure SH officers are giving
correct information about cutting frequencies.

HH added that their communal garden is not being
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cut and the common room windows have never been
cleaned but still charged. KR stated the gardens
were made individual when she was the housing
officer for that area with an access route through. HH
said it has since changed. NK to investigate.

JS asked about the stock condition surveys. NK
explained the delay in getting the accompanying
letters out and explained what will be involved.

LC expressed she needs someone present during
the visit. TSO to be arranged once date and time is
confirmed.

NK

NK

Page 9 of 9




	Property and Tenancy Standards Panel

