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Home Owners Specialist Advisory Panel  

Specialist Advisory Panel – Home 
Owners Notes 

Extraordinary Meeting 
 
Date of Meeting: Monday 20 June 2022 
Attending 

Name Title 
Johanna Winch (JW) Customer Involvement Officer 
Helen Bowerbank (HB) Leaseholder Specialist 
25 Residents From across Southern Housing Group 

 
The recommendations will be shared with the meeting notes provided below. 

Agenda item Feedback from panel 
Update on New Home 
Ownership Team  

HB shared a slide setting out the Home Ownership Team.   
 
Since the team came together, they have been overwhelmed with work as everything that has been 
outstanding for home owners has come to the team.  Please bear with the team as they work through the 
outstanding issues as this will take some time. 
 
There will be an article in the Open Door magazine introducing the team.  Home Owners were requested to 
contact Property Managers through the Contact Centre to ensure that messages go to the Home Ownership 
Team and can be picked up by any team member in case a Property Manager is on leave. 
 
It was asked if the proposed merger would change anything.  Optivo have an established home ownership 
team and HB is working with their director to see how the teams align.  If the merger goes ahead, it is hoped 
that it will result in more Property Managers with smaller patches.  If the merger goes ahead a new company 
will be formed called Southern Housing and it will be a legal transfer. 
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Home Owners Specialist Advisory Panel  

Agenda item Feedback from panel 
 
HB confirmed that the team is not another layer of management but a different way of managing.  The team 
has been created from staff already working within Southern Housing Group (SHG) at no additional cost.  
The Property Managers will have patches and home owners are requested to contact them through the 
Contact Centre. 
 
HB confirmed that the team will be visiting Edger Court and Elizabeth Hart to discuss services. 
 
HB explained that the proposed Optivo merger consultation does not normally include home owners, but 
SHG have chosen to.  HB believed the response rate may be about 20% and it is rare to get anything 
greater than this.  The consultation is a legal requirement for tenants, but leaseholders / home owners have 
a different legal relationship to tenants and are not normally included in the consultation. 
 
A Home Owner suggested that the Home Owners Meetings should be promoted on the Engagement 
Platform.  This will be taken forward as there is a section for ‘dates for your diary’ on the platform. 
 
A Home Owner raised concern that it takes 18 to 20 minutes to get through to the contact centre and this 
isn’t good service especially if you are encouraging us to contact Property Managers via the contact centre.   
 
Response from Contact Centre Manager:   
Customers are experiencing a longer wait time than I would like.   
 
As an organisation our strategy is digital first and the structure has changed to enable part of the service 
centre to be focused on digital correspondence.   
 
Some of the delays have been due to recruitment and retention within the Contact Centre. 
 
Phoning first thing in the morning and at lunchtimes are our peak call times.  After 3pm residents may find it 
is a much quicker time to get through. 
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Home Owners Specialist Advisory Panel  

Agenda item Feedback from panel 
May 2022 was a particularly difficult month as a number of letters were sent out to all customer combined 
with 4 days over 2 periods of systems issues did result in much higher wait times.  
 
I can only apologise for the wait the customer experienced, however I do expect customers on average to be 
waiting at least 5 minutes due to demand and lack of staff. 
 

Building and Fire 
Safety  

HB shared a slide which showed Leaseholder Protections which set out the Building Safety Act and these 
are in place for leaseholders who live in their own home or with up to 3 UK properties in total, in buildings 
over 11 metres with at least five storeys. 
 
Confirmed at the conference HB attended the caps will be pro rata to the percentage of the property you own 
for shared owners.   There is no Building Safety legislation for buildings under 11 metres but there will be 
requirements for checks. 
 
A notice of intention for long term fire safety maintenance contract has been received and home owner 
asked if this will be part of the legislation.  HB explained with a qualifying long term agreement, the 
consultation letter has gone to anyone who comes under it but it is unable to specify exactly details but gives 
a broad scope of everything.  For each building it will be only the relevant items that home owners will be 
charged.  A request was made for a coversheet as suggested over a year ago.  HB agreed that the team will 
work on how this can be improved. 
 
It was raised that Optivo has announced they will not be passing Fire Safety remediation costs for any 
building of any height.  Will this be the same if the merger goes ahead?  HB explained that a decision has 
been made that we will not be charging for all fire works but does not know what the detail is behind this 
decision.  It is unlikely that the approach will be different if the merger goes ahead.   
 
Stamford Hill home owner raised the issue with replacement fire doors and the issues with charges for this 
and major works.  What are home owners actually paying from the overall £300,000 costs to all residents on 
the estate. 
Action:  HB agreed to follow this up 
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Home Owners Specialist Advisory Panel  

Agenda item Feedback from panel 
A discussion took place regarding reserve fund which HB confirmed she will be requesting the information 
from the Asset Management Team to understand what is planned for the building for the next 20 / 30 years, 
look at reserve fund contribution against that and make sure we have enough money.  If there is enough 
money, then we can agree to use the reserve the fund for additional works. 
 
A discussion took place regarding the EW1S form and timelines for these to be completed for home owners 
to enable them to sell their homes.   
Action:  HB agreed to follow this up for Clocktower Estate 
 
HB explained that a number of qualifying long term contracts are coming to end and looking at replacing with 
long term contract to get value for money.  With a QLTA the second notice is often confusing and we will do 
our best to explain what it means. At the recent conference, civil servants acknowledged that the current S20 
process isn’t always fit for purpose and it will be reviewed at some point in the future. 
 
A discussion took place about ensuring when major works are taking place home owners should take the 
time to scrutinise the invoices.  HB explained how teams within SHG are going to be working together to 
help the business support home owners. 
 

Service Charges 
Queries 

Home owners discussed concern that accounts are 9 months late or 2 years out of date, how many 
scrutinise the invoices and find errors including double billing.  Some have had face to face meetings with 
the service charge team to review the invoices together.  Concern was raised that SHG is not penalised for 
the errors made and how can this be made fairer. 
 
HB explained that there is a meeting coming up to look at costs and believes that they may have had some 
fire safety costs included.  SHG can be challenged in court and you can also complain to the Ombudsman 
who will refer you to the tribunal.  The team are picking up all the historic issues and it will take time to work 
through this.  HB acknowledged how frustrating this is for home owners. 
 
It was also raised issues with repairs and home owners ring up with an issue and are told it’s their 
responsibility even though it may be related to the building which is SHG responsibility and issues with costs 
for external management agents.   
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Home Owners Specialist Advisory Panel  

Agenda item Feedback from panel 
 
Tree works was raised and whether factoring this in as a yearly cost for works would be more beneficial for 
residents.  HB explained that service charges are trying to be at a level and tree works will be looked at for 
how best to manage and keep charges down.   
 

Moving forward and 
next steps 
 

Meeting dates for the year will be on a Monday via zoom from 6.30 to 8pm 
 9/1/23  27/3/23 
 

What happens next 
 
 

 The Customer Involvement Team will review the feedback and recommendations 
 This document will be shared with the Resident Scrutiny Panel and the directorates  
 Times and dates for the next panel meeting will be shared with these notes and recommendations 

with all residents interested in the Home Owners 
 

 


