
Notes from Tenants Together Meeting 
Held on 26th October 2017 

 

Present: Nigel Carlisle, Pat Carlisle, Sheila Horswell, Rex Borrett, John Shipley (Operations 
Director) 

    

Matters Arising 

Voids (Empty Properties) Update 

John confirmed that, at present, SHAL has only one empty property and that it is due to be let 
within the next week or so. The SHAL Board of Management will be receiving a report on the 
voids process at their November meeting. 

Recruiting New Members 

It remains a challenge to attract new member to Tenants Together despite articles in newsletters, 
items on the SHAL website and targeted emails sent out to some tenants. Sheila has drafted an 
article for the next newsletter about her personal experience of being on the group. 

[Since the meeting, Lee has confirmed that the next newsletter will come out in late November or 
early December and, although we haven’t finalised the title of it, it might be called Grapevine] 

John has spoken to the Tenant Participation Advisory Service (TPAS) and has arranged to meet 
with them at a housing management conference he is attending at the end of November. He is 
also arranging to meet an export on tenant involvement before Christmas to seek their advice on 
how more tenants could be encouraged to become involved and how best to structure Tenants 
Together. This can be discussed more fully at the next meeting. 

Customer Service 

The discussion at the last meeting about customer service was very useful. The SHAL staff team 
have an awayday in December which is being facilitated by a trainer who also does customer 
service training. If he gels well with the staff team, he will be considered a strong candidate to 
lead the customer service training that will take place in early 2018. 

 

New Texting Service 

John explained the new text service that was launched recently – all those present felt this was a 
good idea and that, although there would be tenants who didn’t want to use it, there would be 
many who would and it would be good for them to be able to access information and report 
things by text. 

 

Rent Arrears 

John talked to the group about the arrears process, beginning with the discussions with new 
tenants (before they even move in) about the importance of paying rent and then, where 
necessary, moving the process through the conversations that take place with tenants, the 
assistance that is offered and the letters that are sent. He also covered the Notices that are 
served, how court hearings work, the possession orders (suspended or outright) that can be 
secured and, finally, the warrant for eviction process. 



Rex spoke about his personal experience of Universal Credit and there was a discussion about 
the impact that is having on both tenants and on SHAL’s rent arrears (with the average rent 
arrears of tenants on Universal Credit being more than three times the average rent arrears of 
those tenants not on Universal Credit). 

John explained that the rent arrears process is currently being reviewed, along with revisions to 
some of the standard letters – the group said they would be happy to look at the content of the 
letters and John agreed to bring them to the next meeting. 

It was also suggested that a newsletter article in 2018 could be used to suggest to tenants that, if 
they overpaid their rent throughout the year, they could potentially build up enough of a rent 
credit to not pay their rent at Christmas. John agreed to look into that.  

 

Anti-Social Behaviour 

John is also reviewing the anti-social behaviour policy and procedure to make sure that it is fit for 
purpose and that it reflects SHAL’s approach. 

Areas discussed that need to be covered included: 

 Noise, pets, parking, parties  

 The effectiveness of mediation 

 The difference between ASB and normal daily living noise or lifestyle clashes 

 What SHAL can do and how they will do it 

 Evidence 

 The importance of being a good neighbour 

 Who else tenants can contact about ASB issues 

John will bring a draft of the policy to a future meeting 

 

Draft Tenants Handbook 

John took the group through the draft Tenants Handbook that Lee, in particular, has been 
working on. One of the aims is to reduce the number of separate pieces of paper that are given 
to new tenants when they sign up to a tenancy. 

All agreed that the handbook was an excellent piece of work and gave tenants every bit of 
information they would need. The general feeling was that, as many people may have lost their 
handbook and this one was so much better, it would be good to send round to every tenant. John 
will look into that.  

Rex is going to make some enquiries about the scheme that one of the utility companies uses to 
help disabled people in case SHAL could include something in the handbook or put something 
on the website about it 

 

Next Meeting 

Victoria Park Community Centre, Bridgwater – 2.00pm on Thursday 11th January 2018 

At the next meeting there will further discussion about how best to structure the Tenants 
Together and how to encourage more tenants to become involved. It is hoped that the group will 
also be able to develop some Terms of Reference (in terms of what the role of the group is and 
how it functions).  



In addition, the group would like – at some stage in 2018 – to look in more depth at two areas: 

 Day-to-day maintenance – how it works, how maintenance priorities are decided, how quality 
is monitored, how recharges work, maintenance costs, budgets etc 

 The finances of the association – where SHAL gets its income from, how it spends the money 
it receives, how development is funded, how much money gets written off in bad debts (and 
what SHAL could spend it on if it had no bad debts) 

Members of group will consider between now and the next meeting if there are any other areas 
of the business they would like to focus on 


