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Repairs & Tenant Information Event 

Stonehouse Court Hotel 

12th October 2021 

Background 

This tenant event was a follow up to the Tenants’ Voice recruitment event in the Spring 

where SDC’s new in-house repairs service, Property Care, was the dominant topic of 

conversation.  This event was therefore an opportunity for tenants to meet Property Care’s 

new Operations Manager, Adrian Erwood and hear how the council is addressing issues that 

had been raised. 

For the Tenancy Management Team this ‘follow up’ event was also a chance to promote 

tenant participation roles, carry out mini consultations on the formats of the next Annual 

Report and ‘Easy Read’ Tenancy Agreement, as well as showcase work done over the year 

by the Estate Refurbishment & Planned Maintenance Team.  

 

Staff sat at each table so that someone knowledgeable would be ‘on hand’ to answer 

questions about the Housing Service or clarify any misunderstandings in respect of 

policies/procedures and housing regulations. 

Display boards were set out in a spacious corner of the room with information and 
consultation material about: 
 

1. Sample documents in Easy Read 
2. Sample formats of Annual Reports  
3. Tenant involvement volunteer roles available: 

 Tenant Repairs Inspectors 

 Neighbourhood Ambassadors/Community Champions 

 Green Champions 

 Focus Group activities 
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The event 

Introduction 

Throughout the break periods, a looped powerpoint presentation was played of recent work 
carried out across the district by the Estate Refurbishment & Planned Maintenance Team.  It 
illustrated estate regeneration work (external and internal refurbishment of properties of 
estates which included Paganhill (Stroud), Lower Berrycroft (Berkeley), Bearlands (Wotton 
under Edge), Kingshill (Dursley) and Park Road/Parade flats & shops (Stonehouse).  
 
Refurbishment work on the Independent Living schemes across the district were also 
featured.  In addition, highlights of work done with the council’s new contractor MD Group 
were shown along with the new program of kitchen refurbishment options available to 
tenants.  
 
The event started with an ice breaker, ‘Whodunnit’, which helped everyone relax and get to 
know each other on their table.   
 

Property Care Presentation  
 
Property Care’s new Operations Manager, Adrian Erwood, talked about the vision for the 
new in-house repairs service.  He also talked about the immense challenges. The new 
service was launched just a week after Lockdown was imposed which meant that only 
emergency repairs could be carried out, leaving a backlog of non-urgent repairs.  When 
Covid restrictions were eased, pressures on the new service were further exacerbated by 
shortages in materials, price rises and difficulty in recruiting suitably qualified personnel. 
 
As part of plans for future Property Care work, Adrian talked about the introduction of a pilot 
scheme for a volunteer role with his team. 
 
During the refreshment break that followed, each table had a ten-minute Q and A session 
with Adrian.  Where time ran short, attendees were able to write down their queries and 
these were later fed back to Adrian for follow up. 
 

Stronger Communities make Safer Communities 
 

Michelle Elliott, Housing Manager, talked about how the Housing Service works with a 
variety of SDC Services and external partners to ensure safer estates.  At any time during 
the week an estate or will often have someone from these teams/partners in any given area 
and a map illustrating this (see Appendix 1) shows how this collaborative approach helps 
bring about solutions to issues that arise.  A copy of this map was one of the handouts given 
to all attendees.   
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Charlie Mosse, ASB and Enforcement Officer, then introduced the Tenancy Agreement 
and ‘Good Behaviour Agreement’ documents which have been converted into Easy Read.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
As part of a mini consultation attendees were able to view sample pages and place a sticky 

dot on a temperature chart (see below) to indicate how helpful they thought these 

documents are (see below).  

Easy Read Transcriptions 

 

 

As can be seen from the ‘temperature 

chart’ on the left, measures taken to 

translate important agreements 

between us as a landlord and tenants, 

were well-received by the evening’s 

attendees.  
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‘Tenant Priorities’ Diamond 
 

Tenants on each table identified which aspects of the housing 

service were most important to them and then prioritised them 

according to their order of importance i.e., top, middle and low 

priority, thus forming a diamond shape (see diagram below). 

These priorities help the council to see where areas of the 

service require improvement and will inform areas for scrutiny 

by tenant focus groups.  Focus Group Taster session, 

planned for May 2022, will take account of this ‘Tenant 

Priorities Diamond’.  

 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 
 
 

Communication

Welfare - Partnership 
working/Vulnerable tenants (who 

do you contact?)

Training on taking calls for repairs

Safer Estates / Anti-Social Behaviour

Timely seasonal repairs (before cold & rain 
sets in) 

Bulky Waste

Ubico Refuse/Recycling - operatives' behaviour - (bins thrown & 
broken)

Voids/Repairs

Tenants' Workshop

Probation periods for new tenants

Storage cupboards

Tenant Handbook

Tenants' behaviour

More for wildlife

Managing available parking
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Volunteer Information & Annual Report Consultation 
 
In the breaks between presentations, attendees were encouraged to view information about 
tenant volunteering opportunities on display; meet and chat with the Tenants’ Voice 
representatives, Becky Adams and Mike Richter and get an understanding of how tenants’ 
views can influence the way housing services operate via volunteers to the housing 
committee.   
 

Annual Report  
 
As part of a mini-consultation, samples of different annual report were put on display (see 

below). Attendees could vote for their preferred formats and leave comments.  Their 

feedback will inform the ‘look’ of our next Annual Report.  See Appendix 2 for more details. 

    
 
 
 
 
 

 

 

 

 

 

 

 

 

 

 

Feedback Summary 

From observation and feedback (See Appendix 3) it was evident that attendees enjoyed the 

informal atmosphere and the chance to chat with tenants from other parts of the district.  

Attendees were also appreciative of the direct access they had to staff and volunteers as it 

meant they could benefit from listening to their knowledge and experience of the housing 

service and indeed, other council services.    

There was every indication that the majority of attendees were in favour of coming to another 

event. However, a few had reservations; one saying it depended on whether or not things 

show improvement, while another wanted to see how a future event would compare.  Some 

attendees stated that they would have liked a more upbeat approach with regards to the 

presentation about repairs and maintenance.  It could be said that a realistic appraisal of the 

situation doesn’t always tell us what one would like to hear, however.    
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There were many positive comments as can be seen in appendix 3.  Responses made 

reference to how the event changed one’s perspective positively; helped understanding of 

how things are planned and how to change things.  It was also recognised that this type of 

event is an opportunity for more tenant involvement.  In fact, one guest said of the event, “It 

made me feel more involved in my local community”.    

 

Learning & Outcomes 

 

The suggestions and concerns voiced at the event highlight the need for much further work 

and have made a significant contribution towards planned improvements in future tenant 

engagement and strategic plans/operational procedures. 

Key Outcomes: 

 The positive amount of interest in volunteer roles.  

  

 A Focus Group Taster* event run by the Tenant Participation Advisory Service 

(TPAS) took place in May 2022.  This taster was an opportunity for those involved 

to choose their first topic for investigation based on the Tenants’ Priority 

Diamond.  This event will ‘kickstart’ a series of Focus Group activity where tenants 

will be able to participate in a Focus Group topic which of particular interest to them.  

Some tenants may wish to participate in a full series of Focus Groups and that is an 

option which is also ‘on the table’ 

 

 From July 2022 sessions are also planned for tenants who’ve expressed an interest 

in getting involved as Neighbourhood Ambassador/Champion, Green 

Champion and Ready-to-Let Homes Inspectors (as a precursor to Tenant 

Repairs Inspectors). 

   

 Future events will follow a template which facilitates meaningful discussion between 

staff, volunteers and tenants centred on theme.  The first of these events was Café 

Conversations which took place in February 2022; focussing on future tenant 

activity and the Tenant Handbook 

 

Topics of Interest to Tenants 

A number of tenants expressed concern about the welfare of their neighbours both in 

Independent Living schemes and in General Needs.  Many were interested in how to 

manage situations requiring knowledge of health and social care services/professionals and 

finding out when and how they should make contact on a vulnerable neighbour’s behalf.  

This topic and several others highlighted by tenants will be themes for future events such as 

Café Conversations.   

Where appropriate and resource is available, more effort will be made to involve staff from 

other areas of the service at themed events so that there is greater opportunity for 

knowledge sharing. 
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Communication 

A major frustration which emerged was the perception that communication from the service 

as a whole was greatly lacking.  This concern also came up at the February Café 

Conversations event.  It’s clearly evident therefore that tenants would like to see a regular 

newsletter informing them about other tenants, service performance and items about 

building and refurbishment work.  We also noted the importance of ‘closing the feedback 

loop’ and making tenants aware of how their comments help to improve our services to them 

(giving specific examples).  Consequently, the regular publication of Keynotes (tenants’ 

newsletter) has become a priority. 

Easy Read  

Following tenants’ responses to the mini consultation, Easy Read versions of The Tenancy 

Agreement, together with new documents entitled, ‘Good Neighbour Agreement’ and 

‘Acceptable Behaviour Agreement’ will be published in due course. 

Annual Report 

This will be published with performance information in formats which were popular tenant 

choices. 

Repairs and Maintenance 

Staff training has since been implemented for the Repairs Call Centre 

 

 

*A Focus Group for tenants in Independent Living (only requiring two meetings) took place 

over a six period in the autumn of 2021.  Its purpose was to investigate the best way forward 

for Independent Living schemes, in line with the Older Persons Strategy.  This was run by an 

independent advisor from TPAS.  
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Appendix 1 



 

10 
 

Annual Report Format Consultation 

Samples of different types of Annual Report format used by social registered providers of a 

similar size to Stroud District Council were put on display.  Attendees used ‘Option’ slips to 

vote on their preferences as set out under the following headings.  This feedback will inform 

the ‘look’ of our next Annual Report.  

Tenancy & Estate Management 

Top choice was option 4, closely followed by option 2 

 

 

 

 

 

 

 

 

 

 

 

 

Repairs and Planned Maintenance 

 

 

 

 

Appendix 2 

Option 1 was the most popular choice for 

both Repairs and Planned Maintenance 
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How Rents Are Spent 

Option 3 was the top choice 

 

 

Tenant Involvement - Option 2 was the most popular choice 
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Complaints Handling – You Said We Did 

We asked tenants to tell us what they thought of the format sample below.  The range of 

comments were: 

“It’s clear’’ 

“It’s fine” 

“Phone numbers could be clearer” 

“It would be useful to know what your targets were” 

“Too much text” 

“Needs simplifying” 

Further suggestions for improvement were, “It would also be good to have it in an easy-read 

format for residents with a learning disability.” 
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Feedback forms 

26 attendees responded with the following comments.  

What did you like most? 

Adrian’s presentation and the Ice Breaker activity 

 The informal atmosphere and camaraderie 

 Opportunity to meet other tenants, the interaction and hearing others’ views 

 Liked it all - Very interested in challenges for Property Care - new ways of working - I 

would like to be involved in that. I have a lot of business experience in working 

remotely. Also in conceiving systems offline. 

 Having direct access to council workers to hear their aspect on things. 

 Being able to speak to various representatives (staff and volunteers) 

 The event was well planned and run 

 The food 

 Being able to talk face to face with Adrian 

And least… 

 Would have rather get to point earlier regarding maintenance. Adrian Erwood’s life 

story seemed irrelevant! Does not concern tenants! 

 Negative - Speakers too reliant on powerpoint - not engaging enough with audience 

Another commented…..It appeared there were many areas of property care that needed 

review, whist I understand this, the lack of communication is frustrating. 

 

How would you rate the overall experience? 

Score out of 10 No. of participants 

10 4 

9 5 

8 9 

7 3 

6 1 

No score 1 

 

Would you recommend it? - why/why not? 

Much of the feedback indicated that attendees would recommend this type of event to other 

tenants.  Some of the reasons given were: 

 It changes your perspective positively. Adrian Elwood has a commitment I really 

admire. 

 To understand how things are planned and how to change things 

 To meet others 

 To use as an opportunity to discuss points 

 To use as an opportunity to get more involvement  

Appendix 3 



 

14 
 

 It made me feel more involved in my local community  

 It can be informative and it’s nice to put faces to names 

 It’s important to get a 2-way communication channel so both sides can learn from 

each other 

 It’s a chance for people to have their say and get their point across 

 It’s surprising how many other tenants have the same issues as yourself 

 I’m interested in finding out what the council does and how it should do things 

 I think tenants’ voice should be in all areas of the SDC – would highlight ideas 

 I think tenant groups need to meet regularly to keep in touch and up-to-date 

Additional feedback  

 Include more housing service department members / site managers at events like 

this so that they are available for questions 

 Engage with the audience more with interactive activities whilst giving Powerpoint 

presentation. 

 Give more answers less reasons for it not happening.  

 There seems to be more concern with council staffing issues than actual community 

needs 

 If you need skilled workers. Manual jobs etc. Then give an enhanced access for 

courses and pay for their opportunities so there isn't a lack of trades. 

 The council have wonderful intentions - it takes a long time to put them into effect.  

I'm glad that SDC are committed to social housing, and to improving their properties.  

Conclusion - needs more work. 

 I have concerns re: my neighbours.  How they live and come to me and my husband 

to help.  Two have passed away which we ended up being involved in (who is 

involved SDC for how they live, state of property or social services) 

 Joint with Social Care - Support packages, Cost etc. 

 

Tenant Involvement roles 

From attendees’ feedback the following numbers expressed their interest in these volunteer 

roles 

Tenant Involvement Roles No. of expressions of interest 

Tenant Repairs Inspectors (Ready-to-Let Properties)  8 

Neighbourhood Ambassadors/Community Champions 4 

Green Champions 8 

Focus Group activities 13 

 

 


