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MINUTES OF MEETING HELD AT YORKSHIRE HOUSE 
FRIDAY 27th JUNE 2008 

 
PRESENT:   Jeff Mitchell (Chair), Stewart McCann (Secretary), Harold Burnip (Vice Chair), 
Elia Stojanovic (Treasurer), June Mitchell, George Croft, Elsie Croft, Doreen Benson, Brian 
Tedstone, Tina Burton, Colin Hustler, Margaret Hamilton, Mary Hartley, Keith Birchall, 
Brenda Hollinshead.  
 
STAFF:   Helen Cowton (Tenant Involvement Adviser), Tom Clinton (Tenant Involvement 
Advisor), Sally Kendrick (Policy & Delivery Manager), Graham Teed (Maintenance 
Manager). 
 
GUESTS:   Mervyn Jones (CEO Yorkshire Housing Ltd), Brian Cottam (Chair Yorkshire 
Housing Ltd).    
 
OBSERVER:   Barbara Rodgers. 
 
APOLOGIES:  None.    ABSENT:  Paul Morrow. 
 
MINUTES OF LAST MEETING:   Proposed as correct by Margaret Hamilton, seconded by 
Colin Hustler. 
 
MATTERS ARISING FROM THOSE MINUTES:   KB enquired about the matter of service 
charges that had been brought up by him at the last meeting. SK said that there isn’t a service 
charge working group in existence at the current time but that there is going to be a review of 
the service charge participation process by managers. She added, that finance director Tansy 
Hepton and group treasurer Guy Millichamp have said that they would be happy to come 
along to a future focus group meeting to discuss service charges with us. 
 
 
INTRODUCTORY:  The Chair welcomed and introduced our new CEO, Mervyn Jones, to 
everyone. Mervyn thanked members for inviting him to the meeting before going on to give a 
brief account of his history. As his name would suggest he was born in North Wales but for 
the past 25 years has lived in Sheffield. He said he has worked in housing for about 30 years 
in different parts of the country such as London, Sheffield, in South Yorkshire, and 
Manchester in the North West. In his last position where he served for eight years as CEO of 
Willow Park, an 8,000 homes association in a difficult part of Manchester, he said there was a 
strong tenant representation on the board and that this was indeed a reflection of how strongly 
he believes in active tenant involvement. He told members he has been involved in a lot of 
work with tenant associations and tenant issues and has also as an enthusiastic member sat on 
the ‘Tenant Involvement Commission’ working on the report ‘What Tenants Want’ that was 
chaired by national consumer champion Ed Mayo. The report was about how housing 
associations like Yorkshire Housing can encourage, support and develop more tenant 
influence. Mervyn said he would be visiting all area offices and listening to people to hear 
their views.  
 
The Chair also welcomed and introduced Yorkshire Housing Chair, Brian Cottam, to the 
meeting. Brian said he had met Mervyn on a number of occasions but was still very pleased to 
hear that the tenant ethos runs through like a stick of rock. He told everyone that Yorkshire 
Housing had a good solid base and a healthy development programme. He spoke about 
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growth within our own area and how that would make us more sustainable in terms of finance 
and our development programme. He said that if we manage to stay in our developing phase 
over the next twelve to eighteen months it could only improve services. Brian said that the 
board are also aware of the changes that are taking place in the housing review. He told 
members that the new bodies that are replacing the Housing Corporation in December may 
come with new demands and his hopes are that if they do Yorkshire Housing can satisfy those 
demands. Brian ended by saying he was pleased to get the invite to the focus group meeting 
this morning as it allowed him to hear some grassroots views. 
  
OUT OF HOURS REPAIRS:   GT informed members that the ‘Out Of Hours Repairs’ 
contractor, Riverside Group, did not wish to continue with their contract as they felt it was 
unsustainable and under the terms of an agreement Yorkshire Housing had with English 
Churches, before they were taken over by Riverside, they will be allowed to terminate on 29th 
August 2008. Graham said he had come to ask focus group members to consider proposals set 
out in the specification document provided with a view to commencing a new contract in the 
late summer of 2008. While the specification met with general approval and having answered 
a number of questions from members GT said he would like to come back after having done 
an analysis of tenders when he would be in a position to discuss preferred options further. He 
also called for a member to sit in on a future interview panel for a new contractor… KB 
volunteered his service.  
 
MAKING A DIFFERENCE:  SK told members that the association was embarking on a 
major review of our most important service areas of repairs and maintenance, investment and 
planned programmes. She said more customer input was needed to help shape things from the 
ground up to create a better service and that over the coming months regional events will be 
held to consult on the future of our repairs and maintenance service. It has been proposed to 
put on three events and 14,000 invitation postcards will go out to ask people if they would be 
interested in attending any of the events. A follow up and more detailed invitation by 
telephone would then be extended to those who get back in touch. With only a short timetable 
for all of this SK handed out a mock postcard design and asked members for comments or 
ideas. There were some suggestions put forward that were noted but the concept met with 
sound approval. SK also called for two members to sit on a scrutiny panel overseeing the 
repairs and maintenance procurement project. HB and MH put themselves forward and were 
informed that the first meeting would take place on 8th July.  
 
FEEDBACK ON YHG CUSTOMER SURVEY:   SK asked members for views and initial 
reactions on the thirty five page commissioned survey report.  While it appeared that some 
felt much of it was more like an exercise in obfuscation it was however recognised that within 
the text there were areas where more priority reports were needed and that more feedback 
from information given could be better served.  With other reservations expressed about the 
£30,000 cost of the survey and hearing the PDM say that it was unlikely that Yorkshire 
Housing would employ the market research consultants again there was only a somewhat 
muted satisfaction in this particular report.  
 
CORPORATE FEEDBACK REPORT:   SK informed members that Tim Bright was 
responsible for developing the complaints and compliments report. The report on results from 
last year covers how many complaints there were, how many were resolved in time and what 
type of complaints were reported. She said what was encouraging about the report is that 
management are now starting to talk about learning from complaints and not just dealing with 
them. For example, discussions within teams were now taking place to try and make sure that 
things that are causing issues don’t happen again. Members were told that TB had drawn up a 
list of complaints that had been outstanding for three months and chased up the officers or 
areas concerned for a progress report. HB said that his area couldn’t have been on that list as 
he has been involved in three complaints this year where the times it has taken to get from 
stage one to stage three has been ten months, six months and fourteen months. He also said he 
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was concerned about other agreed principals not being applied, like customers not being 
advised that they are entitled to seek representation from a tenant representative if they 
wished, or staff members attending a complaints hearing when they might have been involved 
in the decision that brought about the complaint in the first place. SK said, that while she 
believed things were getting better she would pass on the concerns to TB and ask him to get 
back to HB. 
 
FOCUS GROUP VISITS:   For the sake of brevity there was a short discussion about the 
agreed format and procedure of proposing Focus Group Visits. Below is the timetable of 
visits, dates and venues.  
 
FOCUS GROUP VISITS  
DATE VENUE HOST 
Tuesday 2nd July 2008 Pickering  Jeff Mitchell     Ryedale – 

                           East 
Wednesday 13th August 
2008 

Mannigham/Holmewood, 
Bradford 

 Colin Hustler    Brunel 

Date to be confirmed Flockton Court, Sheffield  Harold Burnip  YMH South 
End of August (Date to be 
confirmed) 

Barnoldswick/Grassington  Keith Birchall   Craven  

Tuesday 2nd September 2008 Asquith Court/Pellon 
Estate/Pellon Community 
Centre. 

 Elia Stojanovic  YMH West 

 
 
POLICY ADVISORY COMMITTEES:   SK said she wanted to bring to our attention  the 
fact that future policies and strategies will not always be brought to the focus group for us to 
look at and scrutinise before they go to directors or the Yorkshire Housing Board. She said 
she also wanted us to be aware that because policies and consultation were not now going to 
be following the same route there would be some issues to address in the focus group 
constitution. The new proposed scrutiny and approval route will see policies and strategies 
being developed or reviewed by Advisory Groups. A member of staff, appointed by directors, 
will lead the advisory groups and the lead person will be responsible for co-ordinating and 
deciding appropriate membership of an Advisory Group. SM said that before amalgamation 
most people were led to believe that Operational Committees were going to take on the role 
of subsidiary boards but with the introduction of advisory groups as scrutinisers he said many 
will feel operational committees would be diluted.  SK said that some members of operational 
committees would be asked to sit on some advisory groups, but admitted that this was not 
guaranteed. DB thought that the new Policy Advisory Groups should be allowed to run for a 
while and then reviewed. It was said that customer consultation on new policies and strategies 
must be evident before they are approved and that guidance needs to be produced to ensure 
this happens. Members put forward some very useful ideas such as posing questions on the 
website; emailing questionnaires; working with tenant’s groups; using the talkback panel and 
mystery shoppers; talking to those customers directly affected through face to face interviews 
or questionnaires. Including the wider community where appropriate.  Also using informal 
contact at a low level.   
 
 
FEEDBACK FROM TENANT GROUPS:   HB reminded everyone that his group 
‘Worsborough Common Community Association’ is, indeed, a limited company. He said 
their annual carnival would be taking place on 28th June and that he was grateful for the 
substantial contribution from Yorkshire Housing’s ‘Youth Activity Fund.’ He also reported 
that drawings for a new community centre have gone in to the planning department of the 
council, that their charity shop has just broken through the £10,000 sales barrier and that two 



 4 

federation members will be attending the TPAS conference at Birmingham on 1st August 
2008. He added, he expects plenty of feedback from the latter. 
 
KB said that since we last met a tenant forum meeting at Craven has taken place about office-
opening hours. Concerns and views about this matter have been put in writing and are 
awaiting reply. Visits to a new extra care home and a ‘Joint Development Workshop’ put on 
by Tom Clinton were also other events to report. 
 
CH said he has had talks with some tenants about tenant participation and is trying to 
formulate the way forward with some who have shown an interest. He says it’s early days yet 
but hopes that something might come out of it. 
 
BT said he has tried to get tenants involved in Harrogate but to no avail. HC (TIA) thought 
that perhaps the federation and the focus group could help by visiting Harrogate and trying to 
get something off the ground. 
 
JM reported that the disability group that was formed in his area is still going well. He said 
that Ryedale Northern Area was also in the process of reviewing it’s constitution. 
 
SM told members that the ‘European Neighbours Day Event’ put on by the four areas of 
Ryedale was a great success. He said it was also well reported in the local press and in TPAS 
magazine Round –Up. He thought that one of the features of the event, the under 14s football 
match, could be adopted in lots of radical ways to encourage younger people’s interest and 
also to combat anti-social behaviour.    
 
HC (TIA) said that the lack of any sort of feedback from the Yorkshire & Humberside Tenant 
Federation has led her to believe that they don’t warrant the £500 funding provided by 
Yorkshire Housing. It was agreed that the funding should be withheld this year. 
 
ANY OTHER BUSINESS:   HB said that wheelchair users should be given first priority to 
use disabled parking bays.       
 
DATE, TIME & VENUE OF NEXT MEETING: 
 
Tuesday 22nd July 2008 at Manningham Lane, Bradford, 11.00am 
             
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Notes compiled by Stewart McCann  (Secretary YHTFG)  


