
 

Tenant Services Management 
Board 

 
You are requested to attend a meeting of the Tenant Services 
Management Board to be held in The John Meikle Room, The 
Deane House, Belvedere Road, Taunton on 24 April 2017 at 
18:00. 
 
  
 
 
Agenda 

 
1 Apologies. 
 
2 Minutes of the meeting of the Tenant Services Management Board held on 27th 

March 2017 (attached). 
 
3 Public Question Time. 
 
4 Declaration of Interests 
 To receive declarations of personal or prejudicial interests, in accordance with 

the Code of Conduct. 
 
5 Tenant Services Management Board 2016/17 - Chairperson Richard Balman 
 
6 The year ahead for Housing and Communities (verbal update) 
  Reporting Officer: James Barrah 
 
7 DLO Operational Challenges and Opportunities for Improvement (attached) 
  Reporting Officer: Rich Prewer 
 
8 Review of Tenant Services Management Board Terms of Reference and Code of 

Conduct (attached) 
  Reporting Officer: Martin Price 
 
 

 
 
Bruce Lang 
Assistant Chief Executive 
 
22 February 2018  
 



 
Members of the public are welcome to attend the meeting and listen to the discussions.  

 
There is time set aside at the beginning of most meetings to allow the public to ask 
questions.   
 
Speaking under “Public Question Time” is limited to 4 minutes per person in an overall 
period of 15 minutes.  The Committee Administrator will keep a close watch on the time 
and the Chairman will be responsible for ensuring the time permitted does not overrun.  
The speaker will be allowed to address the Committee once only and will not be allowed 
to participate further in any debate. 
 
Except at meetings of Full Council, where public participation will be restricted to Public 
Question Time only, if a member of the public wishes to address the Committee on any 
matter appearing on the agenda, the Chairman will normally permit this to occur when 
that item is reached and before the Councillors or Tenant Services Management Board 
Members begin to debate the item.  
 
This is more usual at meetings of the Council’s Planning Committee and details of the 
“rules” which apply at these meetings can be found in the leaflet “Having Your Say on 
Planning Applications”.  A copy can be obtained free of charge from the Planning 
Reception Desk at The Deane House or by contacting the telephone number or e-mail 
address below. 
 
If an item on the agenda is contentious, with a large number of people attending the 
meeting, a representative should be nominated to present the views of a group. 
 
These arrangements do not apply to exempt (confidential) items on the agenda where 
any members of the press or public present will be asked to leave the Committee Room. 
 
Full Council, Executive, Committees and Task and Finish Review agendas, reports and 
minutes are available on our website: www.tauntondeane.gov.uk  
 

 Lift access to the John Meikle Room and the other Committee Rooms on the first 
floor of The Deane House, is available from the main ground floor entrance.  Toilet 
facilities, with wheelchair access, are also available off the landing directly outside the 
Committee Rooms.   
 

 An induction loop operates to enhance sound for anyone wearing a hearing aid or 
using a transmitter.   

 
For further information about the meeting, please contact the Corporate Support 
Unit on 01823 356414 or email r.bryant@tauntondeane.gov.uk 
 
If you would like an agenda, a report or the minutes of a meeting translated into another 
language or into Braille, large print, audio tape or CD, please telephone us on 01823 
356356 or e-mail us at: enquiries@tauntondeane.gov.uk 

http://www.tauntondeane.gov.uk/
mailto:r.bryant@tauntondeane.gov.uk
mailto:enquiries@tauntondeane.gov.uk


 
 
Tenant Services Management Board Members:- 
 
Mr A Akhigbemen 
Councillor C Booth 
Councillor R Bowrah, BEM 
Mrs J Bunn 
Mr D Galpin 
Mrs J Hegarty 
Mr K Hellier 
Mr I Hussey 
 
 
 

 



  
Minutes of the Meeting of the Tenant Services Management Board held on 27 March 
2017 at 6.00pm in the John Meikle Room, The Deane House, Belvedere Road, 
Taunton. 
 
 
Present: Mr R Balman (Chairman) 

Mr A Akhigbemen, Mrs J Bunn, Mr D Galpin, Mrs J Hegarty, Mr K Hellier, Mr I 
Hussey and Councillors C Booth and R Bowrah.  

 
Officers: Penny James (Chief Executive), James Barrah (Director – Housing and 

Communities), Chris Hall (Assistant Director – Operational Delivery), Simon 
Lewis (Assistant Director – Housing and Community Development), Jan 
Errington (Project Manager), Neil Anderson (Strategy and Partnership 
Officer), Richard Burge (Open Spaces manager), Tony Knight (Estates Officer 
– Halcon), Martin Price (Tenant Empowerment Manager) and Clare Rendell 
(Democratic Services Officer) 

 
 Also present: Councillor Mrs Warmington. 
 
  (The meeting commenced at 6.00pm) 

 
22. Minutes  
 

The Minutes of the meeting of the Tenant Services Management Board held on 20 
February 2017 were taken as read and were signed. 

 
23. Public Question Time 
 

No questions received for Public Question Time. 
 

24. Declarations of Interests 
 

Mr Akhigbemen, Mr R Balman, Mrs J Bunn, Mr D Galpin, Mrs J Hegarty, Mr K Hellier 
and Mr I Hussey declared personal interests as Taunton Deane Borough Council 
Housing Tenants. 

  
25. Transformation of Taunton Deane Borough Council (TDBC) and West 

Somerset Council (WSC). 
 

The Chief Executive gave a verbal update on the transformation project.  Previously 
the Director of Housing and Community had briefed the Board Members on the 
formation of a new Council.  
 
During the summer and autumn of 2015, work was carried out with Members to 
develop a set of Design Principles that would set the framework for our 
transformation vision.   
 
The Design Principles were set out as follows:- 
 
Social Enterprise – The Councils would embrace the principles of a social 
enterprise and act more commercially to deliver surplus to reinvest in the delivery of 
our priority outcomes and services. 
Customer Focused – The Councils would focus on agreed priority outcomes and be 
customer centric. 



  
Self-Service – The customer access arrangements would maximise self-service.  
This did not mean that all services would be online only.  Face to face and telephone 
access would still be available. 
Case Management – The Councils would deliver an approach to deal with 
customers so that they see one point of contact who would take responsibility for 
their issues to the point of resolution.  This negated the need for the customer to 
know how the system operated, which tier of government was responsible and who 
did what within the Councils. 
Locality Partners – Wherever possible, the Councils should work with partners in 
the locality to collectively commissioned locally important services and used our 
combined resources to avoid duplication. 
Value for Money – All services would offer value for money and be business-like in 
their approach. 
Advocates and Champions – Councillors would be supported to be active 
advocates, champions and lobbyists to challenge partners on issues that affected 
their wards or wider areas. 
Minimise Governance – The Councils would minimise governance (internal 
bureaucracy, red tape) whilst they protected the principles of transparency, probity, 
good leadership and management.  
Attitudes and Behaviour – The Councils would recruit, retain, redeploy and reward 
our people to ensure we had the right skills, attitudes and behaviours needed to 
deliver our ambitions. 
Work was an Activity – The Councils would develop an organisation where work 
was an activity and not a place.  The Councils would go to the community rather than 
require the customer to physically come to it.  Agile working had been introduced to 
the staff to make it easier for work to be carried out whilst not in an office. 
 
Following on from this, all of the Design Principles were incorporated in the new 
Delivery Model for Access to Information, Advice and Services. 
 
The Board Members were reminded that the Council would still invest in growth and 
development in the area.  Projects included Urban Extensions at Staplegrove, 
Monkton Healthfield, Comeytrowe and Trull, the Henlade Bypass and the New 
Strategic Employment Sites. 
 
It was noted that the development of the new Hinkley Point C was the largest 
construction project in Western Europe.  Although the land did not fall within the 
Taunton Deane boundaries, the Council was due to benefit from money available 
through the Community Impact Mitigation Fund. 
 
Councillors and colleagues were reminded that the Halcon One Team was a priority 
and to continue to focus on the vulnerable communities in the area. 
 
During the discussion of this item the following comments and questions were 
raised:-  
 

 Concern was raised that when the rent reduction scheme had ended, would 
the Council raise the rents to the private sector level? 
It was confirmed that the Council was required by law to provide rent at the 
social housing level. 

 The Board requested that some of the Members could attend the customer 
awareness training. 

 A query was raised on how many staff were required for the case 
management part of the project? 



  
Work had been carried out to calculate how much time individual staff had 
spent on case management type of work.  This equalled approximately the 
equivalent of 80 members of staff.  However, at this stage of the project it was 
not known how this would be incorporated in the Delivery Model. 

 The Board Members had submitted a response to the New Council 
Consultation at the previous meeting.  Would it be possible to get some 
feedback from the process? 
The responses had been collated and given to the Secretary of State to be 
considered but had not been analysed by staff.  The responses would be 
available to view online shortly. 

 
26.  Extra Care Housing Update. 
 

  The Project Officer gave a verbal update on the Extra Care Housing Project.  
 
As previously reported to the Board, the Housing Team was re-commissioning the 
extra care service provided to their tenants. 
 
Last April, they had reached a decision to allow Somerset County Council (SCC) to 
procure an integrated care and support service which had been agreed by tenants. 
 
This resulted in a tender which had taken place over the summer and eventually the 
official appointment of the new provider, Way Ahead Community Services, was 
announced in January 2017. 
 
Delays had been experienced with the provider and SCC, however, the contract start 
date was met and commenced on 27 March 2017. 
 
The service level agreement and lease had been signed and the service had been 
introduced to the tenants.  Support would be given to the tenants during this time 
and a new member of staff would be appointed for this. 
 
Work would be continued on the service level agreement.  There was lots of details 
in the agreement and these would be evolved over time. 
 

27.  Grounds Maintenance Service Review. 
 

The Strategy and Partnership Officer presented the report which detailed the work 
that had taken place on the review and the content and arrangements for the 
delivery of grounds maintenance service to land owned by the Housing Revenue 
Account. 
 
TDBC Housing and Communities had established a project team in September 2016 
to review the current grounds maintenance agreement that was in place with the 
TDBC Deane DLO Open Spaces Team. 
 
The works that the Parks and Open Spaces Team had undertaken on behalf of the 
Housing Department was based on the original 1997 specification of the contract 
that was updated to the new agreement in 2006.  Since this time, the Open Spaces 
Team had provided services that were instructed by the Housing Department. 
 
Additional works that were outside the scope of the original specification and were 
requested by Housing or undertaken when necessary at the Parks and Opens 
Spaces Manager’s direction, were charged as additional works. 



  
This agreement had been in place since 2006 and was clearly due for review both in 
terms of understanding the required scope of works, quality and true cost for the 
delivery of the service. 
 
During the review it was highlighted that grass cutting and work on trees were the 
main additional works requested by customers and the total cost for these works was 
£147,000. 
 
In addition to this, the largest single category for complaints, enquiries and requests 
was for issues around trees which had resulted in 229 contacts. 
 
Whilst the number of complaints appeared low at 11%, requests equalled 78% of all 
contacts. 
 
If information about what the service included and excluded was made readily 
available and accessible, the number of enquiries to the team would decline and 
satisfaction might improve. 
 
In conjunction with this, if work was programmed in certain times of the year, ideally 
before growing season had commenced and once it had ceased, this could prevent 
the reactive nature of the service, which would make the service more efficient and 
the number of customer contacts would be reduced.  
 
Part of the review provided more detailed explanation on service charges and 
compared the level of service charge made by TDBC to those made by other social 
landlords. 
 
TDBC based their service charge for grounds maintenance on an average cost per 
property.  Other landlords who provided a grounds maintenance service that were 
contacted based their service charge on the square meterage of grass that was to be 
cut that related to that particular property together with the frequency and standard of 
that cut for a particular area.  Therefore a sheltered scheme which had a large area 
of grass, was cut more regularly than a general open space and has the grass 
clippings collected paid much higher service charge than a property which did not 
benefit from a communal garden.  TDBC was currently unable to charge service 
charges in a sophisticated property by property way as this would require a 
significant investment in resources to calculate these charges.  The Board had 
previously supported the principle of equalising the cost across all tenants to ensure 
that the service was affordable for everyone. 
 
Part of the review was to identify more cost effective ways to provide some services 
and to provide tenants with the opportunity to influence which of the non-essential 
services they wished to be included in the future specification.  This would allow 
tenants to decide on the standard of service and to have some control over the 
costs. 
 
The Board Members were shown a video clip of the grounds maintenance service 
provided by Rochdale Boroughwide Housing that TDBC aspired to achieve. 

 
During the discussion of this item the following comments were made:- 

 Queried whether the Rochdale service was more expensive and did they have 
more staff? 
This was not known. 



  
 Praise was given to the staff who worked in the Priorswood area, job well 

done. 
 Support was given for the project.  Queried whether private tenants were 

included in the service charges? 
Yes they were. 

 Concern was raised on the grass cutting in the area.  Tenants had to chase 
the work.  Queried how many times a year the work should be carried out. 
Should have grass cut 15 times a year. 

 Where were the clippings taken after a cut and collect service? 
The clippings were taken to Somerset Waste Partnership (SWP) and Viridor 
for disposal.  This was an expensive method of disposal.  The department 
was looking into purchasing some mulching mowers for grass cutting, this 
took away the need to dispose of the clippings through the SWP.  This 
method was supported by the Lead Member for Community Leadership.  

 Clarification was requested on whether the budget stated in the report was 
just for Housing. 
Yes it was. 

 It was noted that if more work was needed on grounds maintenance, then the 
service charges would need to be raised.   

 The department were due to carry out a tour of the District to see what work 
was needed and encouraged the Board Members to join them on the tour so 
they would be able to have input in the works needed. 

 
 
Resolved that the content of the report be noted and the recommendations be 
endorsed. 
 

  
 (The meeting ended at 7.45pm) 



Declaration of Interests 
 
 
Tenant Services Management Board 
 
 Declared a personal interests as a Taunton Deane Borough Council 

Housing Tenants; 
 

- Mr R Balman 
- Mrs J Bunn 
- Mr D Galpin 

  - Mrs J Hegarty 
- Mr K Hellier 
- Mr I Hussey 
- Mr A Akhigbemen 

 
 

 
 
 



 
 
 
 

Taunton Deane Borough Council / West Somerset Council  
 
Taunton DLO operational challenges and opportunities for Improvement 

 
Rich Prewer – Property Services Manager 
 
 
1 Executive Summary / Purpose of the Report  

1.1 This report will offer an update to Tenant Services Management Board on the current 
situation in Property services. 
 

2 Recommendations 

2.1 It is recommended that TSMB reads this report in conjunction with the Operational 
Delivery Plan for 2017/18 – Appendix B -  and the Property Services Key Performance 
Indicators (KPI) Scorecard – Appendix A -  to offer assurances performance issues are 
being dealt with and opportunities for improvement are being delivered. We would also 
be pleased to receive any recommendations around other KPI’s the TSMB would like to 
receive. 

3 Background  

 
3.1 The efficient repair and maintenance of properties is a key requirement for any 

successful organisation. 
 

3.2 The development of a repairs and maintenance Operational Delivery Plan and KPI 
Scorecard is designed to ensure we deliver an excellent repairs and maintenance 
service for tenants and leaseholders that sees performance in the ‘top quartile’ as a 
benchmark ‘norm’, and enables residents to live in well maintained, warm and safe 
homes that contribute to sustainable communities. 

 
3.3 The KPI’s and Plan concentrate on the delivery and the development of the repairs 

service. Please note that the data currently contained in the KPI Scorecard is for 
illustrative purposes only, it is too early in the current financial year to have accurate 
information available. The scorecard will be populated with precise information as the 
year progresses.   

 
3.4 We recognise the importance of a highly performing value for money appointable repairs 

service. We will continue to improve our levels of service delivery and reduce our 
reliance on responsive maintenance; carry out more planned (programmed) 
maintenance, and adopt national best practice. 

 
3.5 Our plan details the work which we will undertake over the year, linking to the TDBC 

transformation and demonstrates our commitment to ongoing service delivery and 



improvement; this in turn will allow Property Services to become a commercial 
organisation capable of working within further markets. 

 
 
 
4  

4.1 Resources 

Taunton Deane Property Services currently delivers its Maintenance service to its 
tenants from the Deane Depot based in Wellington. The majority of DLO operatives will 
then be working from home and it is envisaged they will travel to and from home to work 
using their allocated vehicles .This will only differ where operatives reside in areas where 
there are restrictions on the parking of Commercial vehicles. 

4.2 Repairs Logistics Team 

The Repairs Logistics Team is made up of ten full and part time logistics officers who 
are managed by a Repairs Logistics manager (New Appointment is imminent as current 
officer retires in May). 

Their role is to act as the conduit between the tenants and leaseholders and the 
organisation with regards to property maintenance .Primarily they take calls from tenants 
and leaseholders who have repair and maintenance issues with their properties, identify 
the repair and plan the works through the DRS software system .This includes where 
possible identifying the Schedule of rates codes, planning the works, scheduling the 
appointments and booking the operatives.  

Recent feedback highlights this service as the major cause of dissatisfaction with the 
repairs service. Planning software and issues with Open Contractor have not allowed 
the team to function as they should. We have made major strides forward in getting all 
trades onto tablets including voids and corporate work. Systems should have bedded in 
by the beginning of this financial year and I expect the service to improve greatly. 

 

4.3 Vehicles    

The current leased and owned vehicles used by Building Services are managed through 
business support at an approximate cost of £290,000 per annum. This includes fuel 
costs which are supplied via a fuel card system. Within the total price is the cost of 
running repairs and maintenance, licences, tax and Ministry of Transport testing. We will 
use all the information gleaned to investigate the opportunity of procuring our own fit for 
purpose vehicle fleet going forward. 

4.4 Staffing  
 
The repairs and maintenance service is currently delivered to our tenants via three 
geographically based area Works teams consisting of numerous trade operatives and 
support staff. In addition to these three teams we have an asbestos team who support 
the area teams in undertaking asbestos removal, task drilling and encapsulation works 
as and when necessary. In addition to delivering the response repairs service these 
three area works teams will also complete any void works or one off jobs that do not fall 
within a responsive category (such as construction of retaining walls ,car park works and 



one off refurbishments.) 
 
We also have a corporate works team which delivers a reactive and planned service to 
all our internal and external corporate stakeholders such as West Somerset council, 
Tone Leisure and TDBC. This work can vary from the maintenance of swimming pools 
harbours and marinas to the roll out of the WIFI in Taunton town centre .This work is 
charged and forms part of an income for the service. 
 
The cost of the DLO APT&C response staff salaries is estimated to be for financial year 
2016/2017 approx. £1,353,958.44.This is estimated to be lower than the budgeted figure 
of £1.9m mainly due to the number of vacancies we are currently carrying in the area of 
Multi skilled operatives and general trades. 
 
However we have increased our dependency on sub-contractors and agency staff due 
to staff shortages and this will have an overall impact on the general staff costs at the 
year-end .The budget for temporary staff and sub-contractors totals £638,310 yet the 
forecast for this area is £919,671, an overspend of £281,361. However with the potential 
underspend on the APT&C staff budget of £546,042 this still leaves us with an 
anticipated underspend in this area of around £250,000.However this will be reduced 
over time by additional costs not already budgeted for such as training costs and 
additional support costs. 
 
With regards to Agency staff, we have recruited the majority to the establishment to help 
develop the cultural change we desire. 
 
We have considered the legal position of the sub-contractors and Agency staff that may 
feel they have an employment rights claim and acted appropriately with the support of 
our HR colleagues. 
 
Property Services, in trying to establish a trade pool also employs and supports a number 
of apprentices who attend the local college on a day release basis .There are in total 13 
apprentices at the moment some of which are second and third year students. 
 
  

4.5 Stores/Supplies  
 
We are currently reviewing the way we procure our stores and materials. In delivering 
the repairs service our operatives have the ability to use a number of approved trade 
supply outlets as well as our own internal stores .With regards to whether we receive 
value for money from these organisations or whether they have been subjected to any 
market testing process is not confirmed .However we use a number of local plumbing, 
electrical, paint and timber merchants who through negotiations could offer a more cost 
effective price for materials .We anticipate an approximate spend on supplies and 
materials in excess of £1,000,000 this financial year and there would obviously be some 
savings or cost benefits if we were to negotiate a supplies contract with a larger more 
diverse supplier rather than twenty or thirty smaller local franchises. In addition the stock 
removed from store is subject to an additional % to cover costs of staff and premises 
which are above 43%. 
 
 

4.6 Information Technology Issues 
 
We have trained our Trade Professionals in the use of PDA’s and have relied on the 



good will of staff to date to do this. A number of the Repairs logistics staff have helped 
to deliver this process, however it has been stressful and fraught with difficulties beyond 
their control. IT issues are our biggest concern going forward. 
 
The recent changes to the Business Support Team has enabled the streamlining of 
admin services and we have noticed a marked improvement in what they deliver for us 
however the continuation of the training is key to us being in a position to deliver timely 
business information and report on budgets and KPI’s. 
 
 
Currently we have trained and issued all the three Area Works teams with PDA’s but still 
need to expand the use to cover the corporate works team, the asbestos team and the 
electrical testing team .However this has been delayed due to issues with regards to the 
DRS system, operational issues, PDA training and the lack of corporate information on 
Open Contractor .Other issues include the lack of specific schedule of rates codes on 
the system to allocate works to the operatives via the PDA. 
 
Operatives have consistently complained about the problems they are having with the 
PDA’s in that on occasions the language changes, password drops, jobs aren’t received 
or there is no signal .Currently we have had no access to PDA working for three days 
which requires all operatives to visit the office to try and get additional work .This means 
all operatives are either trying to ring the office, visit the logistics team or waste time not 
chasing work. We are working with our IT colleagues to resolve this as quickly as 
possible as the tablets are key for providing the detail around the KPI’s  
 

4.7 Response repairs/Voids   
 
Our aim as identified within the scorecard looks to reduce turnaround time, rent loss and 
average void cost offering significant savings. 
 
The Area Works Managers are struggling with completing the voids within a reasonable 
amount of time mainly because they cannot prioritise their workforce as this is subjected 
to the DRS /PDA system. The schedules are in the first instance written up and 
processed by the Area Works Managers who are happy with the current voids proforma. 
This is then sent to the Business Support Team for processing and when completed will 
be returned. Running parallel to this process is the asbestos survey request to Tersus 
which can take a substantial amount of time to complete. 
 
This process prevents the operatives from entering the property until the property has 
been surveyed for asbestos and the schedule received .Once this is completed the Area 
Works Manager will then arrange for the Repairs Logistics team to load the schedule on 
to the system and send it to an operative via a PDA .The main problem with this at the 
outset was that some of the logistics team did not have enough information about the 
works required to know which trades to allocate first and when .Carpenters were sent to 
remove kitchens whilst they were still plumbed in and plasterers to plaster ceiling before 
the electrics were disconnected. However with joint working and the Area Works 
Managers sitting with the logistics team this is getting better. We now have a pre void 
officer in post and we are recruiting another. We are already reaping the rewards from 
this. 
 

4.8 Waste Disposal Costs 
In checking the financial costs for voids and response repairs there are continually large 
sums of money being attributed to the voids costs in both minor and major on a monthly 



basis which prevents us from calculating our average void cost .These charges I am told 
are an agreed % from some years ago, but do not reflect the position on the ground. 
This has been dealt with and the void cost will now be accurate.  

5 Links to Corporate Aims / Priorities 

All the work we are doing aims to complement the wider TDBC transformation plan and 
its aspirations to deliver a brilliant service. The operational delivery plan and the KPI 
scorecard also look to exceed expectations and put Property Services in the top quartile 
of our peer groups as measured by Housemark. 

5.1 Best Practice 

Property Services will focus on three main priorities this year, these are, financial 
performance, cultural change and customer satisfaction.  

Understanding our costs is key to effective financial performance and to this aim the 
HRA budget has been set up accordingly. It’s imperative the tablets are used correctly 
to provide the necessary data. 

I am pleased to say the cultural change we desire within Property Services has started 
to take shape and puts the customer at the heart of all we do. We have also trained 
contractors to deliver their service to mirror ours so it’s seamless for the customer.  

To compliment this we have joined two organisations that will offer assurances on how 
we measure the change. The Association of Gas Safety Managers (AGSM) will offer 
advice and guidance on best practice for our new in house gas team.  

We have also joined the Considerate Constructors Scheme. This organisation will visit 
on a six monthly basis the Wellington site along with visits to residents’ homes to ensure 
that we deliver an exceptional service. I propose to update TSMB after the visits have 
been undertaken and report the scores received. 

 

 
 
Reporting Frequency:    � once only     � Ad-hoc     � quarterly 
 
                                           � Twice-yearly           � annually 
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Property Services Performance Scorecard
KPI 

Number KPI detail Target / Expected 
Level 2017/18 A/Q/M End of 2016/17 

Performance
Q1 2017/18 

Performance
Cumulative 

Performance
Traffic 
light Trend Comments

1
Responsive Repairs: Emergency Repairs Completed on Time 100% Q 100% 100% G On target

2
Responsive Repairs: Appointed (non‐emergency repairs) Completed on time 95% Q 86.50% 88.30% R NEW Improving cumulitive performance. July figure was 92.9%

3
Responsive Repairs: Repairs completed out of target 5% Q 6.70% 4.40% A NEW

The trend is showing a major improvement, in April the figure was 9.1% however for June we are 
achieving 0.7 for July

4
Responsive Repairs: Spend against profiled Budget 100% Q 95.80% 95.60% G

5

Responsive Repairs: Productive Time (number of hours works/number of hours 
available to work)

75% Q 75.27% 80.00% G NEW
The calculation for this figure is based on working 207 days out of 260. The assumes 53 days.  11 
days (4% Company target) sickness, 28 days holiday 8 Bank holidays and 6  training days. 207 
/260=79.62%. 

6
Responsive Repairs: Average Visits per day 3.5 Q 3.2 3.2 A NEW Trend remains steady 

7
Responsive Repairs: Average jobs per day 5 Q 5.4 5.4 G NEW

The performance in this area remains consistent . New supervisors and schedulers will assist with 
improving this trend further. 

8
Responsive Repairs: Satisfaction with the quality of the works (postcards) 85% Q 98.00% 97.00% G NEW

9
Responsive Repairs: Customer Satisfaction with Operatives professionalism 
(postcards)

85% Q 99.00% 97.80% G NEW
2 returns from a total of 56 returns in July highlighted dissatisfaction. Both have been investigated 
and appropriate action taken

10

Planned Maintenance: Commited Spend against budget 100% Q 70% 85% G NEW

This KPI is difficult to report as both an underspend and overspend are equally bad. The target level 
highlighted for the purpose of this committee will identify overspend. The commentary provided 
here will give this committee details of any issues identified such as refusals. the 70% figure 
highlighted in Q1 performance relates to the percentage of budget committed to date.

11
Planned Maintenance: % Capital works commited against plan 95% Q 99.38% 94.50% G We are late starting gas installs due to the delay in mains Installations

12

Planned Maintenance: Refusal rate (%) 5% Q 19.60% 18.00% R NEW

• Kitchen (139)
• Bathroom (28)
• Heating (34)
• Windows (1)
• Wet Room (6)
In total this is 208 refusals this year, so far. 29 less refusals than the quarterly update

13
Planned Maintenance: Customer Satisfaction against planned works 95% Q 98.97% 98.45% G

14
Gas: Percentage of properties with a current CP12 100% Q 100% 100% G

15
Gas: Number of properties going through legal access action (within target date) 40 Q 0 0 G NEW

16
Voids: Number of voids YTD againt profile 280 Q 190 262 G NEW

17
Voids: Number of Major voids (Quarter total) 32 Q 26 36 A NEW 4 more than profiled

18
Voids: Number of minor voids (Quarter total) 248 Q 164 226 G NEW 22 less than profiled. Revised void standard being implimented. 

19
Voids: Average cost per minor void £2,750 Q £2,858.00 £2,853.00 R

Turn around time are being affected by the recent changes to the asbestos management process. 
This could add up to 5 days depending if asbestos is found an its type because we are unable to 

20
Voids: Average cost per major void £6,000 Q £7,322.33 £7,124.75 R There has been a reduction in cost cumulitively in July.

21
Voids: Spend against profiled budget 100% Q 91.90% 91.60% G  Spend within budget only due to the lower than predicted volumes received. Improving trend

22
Voids: % of voids turned around by sub contractors 80% Q 76.84% 73.28% G

23
Voids: Number of voids post inspected (to agreed standard) 100% Q 100% 100% G

24
Aids & Adaptations: Tenant Satisfaction with Aids and Adaptations 95% Q 100% 100% G The void manager is carrying out a 10% quality inspection check on  the pre and post work quality.

25
Numbers of issues/refusals referred from Building Services to Communities and 
Incomes about potential tenancy issues and vulnerability

Q New 64
We should set up a central database for Building Services to accuratly report numbers. There will be 
no target set for this PI.

26 Sub Contractor Training Q New 71.00% 3 contractors have had training. All bbout establishing a consistant product



Building works  Delivery Plan 2017-18 Key Status 01-Apr-17
Red Over Target or 

Budget
Yellow In Progress
Green Completed

No. Task 
Description

 Alignment to 
objectives Action Item Target Due 

Date Lead Officer Progress to date Status

1 Review and Improve Key Processes
1.1 Operational Develop and Monitor Comprehensive set of KPI's Mar-17 Rich Prewer KPI's agreed In progress

1.2 Operational Deliver outcomes from the transformation review into the void 
services offer Aug-17 Jonathan Stevens

1.3 Operational Review the delivery of Void works in line with changes to CDM 
regulations May-17 Jonathan Stevens Currently reviewing regs to ensure complience In progress

1.4 Operational Reveiew the delivery of Void works in line with Asbestos 
regulations May-17 Rich Wiseman Set as 121 objective for Phil Webb in Jan 17. In progress

1.5 Operational Review the current vehicle leasing arrangements and procure 
new fleet Nov-17 Rich Prewer

1.7 Operational Develop Void IT Functionality with IT, using Tablets Apr-17 Jonathan Stevens SORs currently being loaded into test system by Business Support. In progress

1.8 Operational Deliver cashable savings in the void repairs budget Mar-18 Jonathan Stevens

1.9 Operational Develop an imprest stock based around intellegence gathered 
for job costing system Nov-17 Jonathan Stevens

1.10 operational Review existing stores arrangement Nov-17 Jonathan Stevens

2 Long Term Maintenance and Investment

2.1 Strategic We will investigate the opportunity to create our own Gas Boiler 
maintenance team Apr-17 Owain Jones

Business case has been approved by Cllr Terry Beale. Project underway to 
mobilise gas team. Admin posts out to recruitment. Awaiting TUPE 
confirmation.

In progress

2.2 Strategic Work with Asset Management to develop robust 5 year 
investment plan Feb-18 Rich Wiseman

First draft of asset data has been produced. Using this information for 
17/18 programmes. Data is not robust though so designing database 
feedback process.

In progress

2.3 Strategic Interrogate data to identify cyclical repairs to inform the 
programme above Feb-18 Rich Wiseman Data being interrogated as we validate properties for 17/18 programme. In progress

3 Deliver Brilliant Services 

3.1 Operational We will provide an excellent void service focused on resident 
satisfaction and improving our position against our peers Mar-18 Jonathan Stevens

Working with Housing Lettings to embed new Decent Homes Standard. 
This will provide insight on customer satisfaction. Paul Hadley booked to do 
presentation to the AWMs on new standard and how we will use it to 
measure quality of work and customer satisfaction.

3.2 Strategic We will improve our position in respect of the housemark 
benchmarking tool Mar-18 Rich Prewer

3.3 Strategic Use business intellegence to better understand patterns and 
trends regarding voids Mar-18 Jonathan Stevens

Business Support are clearing down jobs in DRS which are presently 
compromising quality of data. Processes now in place to ensure all jobs are 
correctly closed off so that meaningful data can be gathered from April. 
Linked to 1.7, as need void SORs to be going through DRS / OC rather 
than using Repairs day tickets.

4 Expansion of Building Services Offer to Include

4.1 Operational Investigate the  maintenance service and gas servicing 
provision to leaseholders and other external Customers Nov-17 Owain Jones Prioritising mobilisation of gas maintenance team. On hold

4.2 Operational Investigate the  maintenance service provision to external 
organisations Mar-18 Rich Prewer

5 Staff Development

5.1 Operational Training programme for all Surveyors, Supervisor and 
Managers May-17 Rich Wiseman 

Jonathan Stevens First CPD session held on 18/01 (Ventillation). In progress

19/04/2017 Page 1 of 2 



Building works  Delivery Plan 2017-18 Key Status 01-Apr-17
Red Over Target or 

Budget
Yellow In Progress
Green Completed

No. Task 
Description

 Alignment to 
objectives Action Item Target Due 

Date Lead Officer Progress to date Status

5.2 Operational Work with IT to increase use of mobile working technology Oct-17 Rich Prewer

6

6.1 Strategic Direct Works Forum Mar-18 RP,RW,JS

6.2 Operational HAMMAR south west Mar-18 RP,RW,JS

6.3 Strategic Attend CIH Conference and Seminars Mar-18 RP,RW,JS Researching CIH Brighton in March. JS attending CIH Rethinking Repairs 
2017. In progress

Networking 
Groups

19/04/2017 Page 2 of 2 
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Review & Improve Process 9 5 4 0
Long Term Maint. & Investment 3 3
Deliver Brilliant Services 3 1 2
Expansion of Property Services 2 1 1
Staff Development 2 1 1
Networking 3 2 1
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Taunton Deane Borough Council 
 
Tenant Services Management Board Annual General 
Meeting – 24 April 2017 
 
Terms of Reference and Code of Conduct of the Tenant Services 
Management Board 
 
Report of the Tenant Empowerment Manager  
(This matter is the responsibility of Executive Councillor Beale) 
 
 
1. Executive Summary 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2. Background 
 
The Tenant Services Management Board (TSMB) first met in April 2010. One of 
the first agenda items it considered was the Terms of Reference and Code of 
Conduct. These documents, detailing the role, aims, objectives and expected 
conduct of the board, were agreed at the start of the board’s existence. They 
were subsequently reviewed and updated at the TSMB AGM of 2012, 2014 and 
2016.  
 
Point 21.2 of the Terms of Reference state that “The Terms of Reference will be 
reviewed every two years”. The normal cycle would therefore mean that the 
documents should be reviewed in 2018. However, an amendment has been 
proposed for the TSMB to consider. TSMB members also have the opportunity to 
propose any further amendments they feel are necessary.   
 
 
 
 

The purpose of this report is to review the Terms of Reference and Code 
of Conduct of the Tenant Services Management Board (TSMB) and 
consider a proposed amendment. These documents have been in 
existence since the introduction of the board in 2010 and the Terms of 
Reference state that they should be reviewed every two years. The last 
time they were updated was at the TSMB AGM of April 2016.  
The documents are included as Appendix A and B of this report. 



 
3. Proposed Amendments 
 
An amendment has been proposed to change when elections are held for the 
TSMB. Currently the Terms of Reference state that elections should be held 
every two years. It is proposed that elections should be held every three years. 
This will allow board members to become more experienced in the role. 
Changing the election cycle will not clash with any scheduled local and national 
elections. 
 
Points 4.8 and 4.9 of the attached Terms of Reference have been altered to 
reflect the proposed change. This will be subject to a vote of the TSMB.   
 
 
  
 
 
 
 
  
4. Finance Comments 
 
There are no financial comments in relation to this report. 
 
 
 
5. Legal Comments 
 
There are no specific legal comments.  
 
 
 
6 Links to Corporate Aims  

 
There are no specific links to corporate aims. 
 
 
 
7. Environmental Implications  
 
There are no specific environmental implications. 
 
 
 
8.        Community Safety Implications 
  
There are no specific community safety implications. 
 
 
 
 
 
 



9. Equalities Impact  
 
Reference is made throughout the documents which highlight that the TSMB has 
a collective responsibility to uphold the best possible standards in term of 
equality. Examples include: 
“No member will discriminate on any grounds against any other member of the 
group or public.  Discriminatory language will not be used in discussions.” 
 
“All those who attend board meetings have the right to be treated with dignity and 
respect, regardless of their colour, race, ethnic or national origins, nationality, 
gender, marital status, age, sexuality, religion or any other matter.” 
 
 
  
10. Risk Management 
 
There are no specific risk management issues. 
 
 
 
 
11. Partnership Implications 
 
There are no specific partnership implications. 
  
 
 
12. Recommendations 
 
  
It is recommended the Tenant Services Management Board: 

 Note this report 
 Consider and agree any changes that are necessary to the existing Terms 

of Reference and Code of Conduct contained in Appendix A and B. 
 

 
 
Contact:  
  Officer Name  Martin Price 
  Direct Dial No 01823 356552 
  e-mail address m.price@tauntondeane.gov.uk      
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Appendix A                                                                  Agreed April 
2016 

 

TENANTS SERVICES MANAGEMENT BOARD 
 

TERMS OF REFERENCE 
 

 
 

1. Introduction 
 
1.1 The Tenant Services Management Board (TSMB) is charged with the 

responsibility for ensuring the best possible standards of housing service 
delivery to all council tenants. It will assess the housing service of Taunton 
Deane Borough Council (TDBC) and say where and how it can be improved.  

 
2. Aims and Objectives of the Board 
 
2.1 To be consulted on and advise Housing Services on changes to policies, 

procedures and practices, significant service changes and initiatives.  
 
2.2 To review the Business and Action Plans of the Housing Service.  
 
2.3 To annually review the draft Capital and Revenue Budgets of the Housing 

Service.  
 
2.4 To create a partnership between Taunton Deane tenants, TDBC Councillors 

and staff to secure effective tenant empowerment and improve communication 
between TDBC and its tenants. To work in partnership with TDBC to improve 
accountability to tenants. 

 
2.5 To represent the interests of all tenants of TDBC at strategic and policy level, 

monitoring and reviewing strategic decisions. 
 
2.6 To influence the development, formulation and monitoring of policy. 
 
2.7 To review the value for money of Council housing services to ensure the 

best use of resources. 
 
2.8 To review and promote tenant participation in housing management. 
 
2.9 To review, scrutinise and monitor service performance of the Housing 

Service in relation to its policy objectives, performance targets, identified 
standards and budgets and identifying any shortfalls in achievement. 

 
2.10 To work with officers of the Council to agree acceptable and realistic service 

standards in the borough.  
 
2.11 To make appropriate recommendations to the relevant Scrutiny Committees, 

Executive or Full Council on matters relating to Housing Services. 
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2.12 To agree the development of an annual service improvement plan with Housing 
Services, to monitor performance against agreed targets on a regular basis and 
to propose remedial action if performance on services falls short. 

 
2.13 To promote, encourage and support new membership to the TSMB, and 

sustain the involvement of existing members.
 
2.14    To promote awareness of the board and its work to the tenants in the Borough. 
 
2.15 To receive presentations from individuals or organisations within or outside of 

the Council structure to achieve better understanding of any issues that TSMB 
so requires. 

 
2.16 To monitor customer feedback and the performance of comparable 

organisations. 
 
 
2.17 The TSMB will not be involved with day-to-day operational matters or matters of 

detailed service delivery. 
 
2.18 The TSMB is non-party political. 
 
 
3. Equal Opportunities 
 
3.1 No member will discriminate on any grounds against any other member of the 

group or public.  Discriminatory language will not be used in discussions. 
 
3.2 All those who attend board meetings have the right to be treated with dignity 

and respect, regardless of their colour, race, ethnic or national origins, 
nationality, gender, marital status, age, sexuality, religion or any other matter. 

 
 
4. Membership 

 
4.1 The board shall consist of a maximum of twelve voting members, ten of which 

shall be TDBC tenants and two Councillors.  
 
4.2 This structure shall be reviewed every two years and will also take into account 

the need for all sections of the community to be represented, in order to ensure 
membership of the board is representative of tenants as a whole. 

 
4.3 The two main Party groups (reflecting the political composition of the Council) 

shall nominate one member each to serve on the board. 
  
4.4 The Councillor referred to in 4.3 can be any Councillor of the two main party 

groups except a member of the Executive. 
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4.5 No substitutes are allowed, but a Councillor can attend the board as an 
observer to brief a Councillor member who is not present at the meeting. 

 
4.6 Any Councillor sitting on the TSMB should not consider him or herself 

restrained by any political group whip on any matter the board will examine. 
 
4.7 If there are equal number of candidates for available board positions and the 

candidates meet the eligibility criteria they may be deemed as elected 
unopposed an no election is necessary. 

 
 
4.8 Board members should be elected every three years.  
 
  
4.9 Tenants shall be given the opportunity to stand for election onto the board every 

three years. Ballot papers will be sent to all tenants named on tenancy 
agreements at the date of the start of the ballot. 

 
4.10 However, tenants are not eligible to be elected or serve as a tenant 

representative on the Board if: 
 • they are not a tenant or partner or spouse of at least five year’s 

standing of a tenant living at the same household 
 • they are under 18 years old 
 • they are in serious breach of their obligations as a tenant 
 • they become incapable due to a mental disorder 
 • they do not have a good rent payment and tenancy history 
 • they are a Councillor of TDBC 
 • they are a member of staff in TDBC’s Housing service 
 • One of their family members or household is a current member of the 

board 
 
4.11 If elected and a board member’s circumstances subsequently change that 

they then fit into any of above categories they must declare this to the 
Chairperson of the board and membership will cease. 

 
4.12 Membership shall also cease if he or she:  
 

o Resigns by written notice to the Chairperson or Tenant Empowerment 
Manager.  

 
o Misses three consecutive meetings (without reasonable excuse) when 

they will be deemed to have resigned. The member will be contacted 
by the Tenant Empowerment Manager to enquire about their absences. 

 
o Brings the board into disrepute.  
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4.13 If a member resigns or relinquishes their position the resulting vacancy will 
be filled as follows:  

 
 A previously unsuccessful candidate who received the most votes will be 

asked to fill the vacancy.  
 
 If the candidate is unavailable or unwilling to be co-opted, other candidates 

will be considered in the order of the number of votes received.  
 
 
4.14 Should the above provision fail to find a representative, the board members 

with the Tenant Empowerment Manager will agree on a representative to be 
co-opted until the next ballot.  

 
4.15 All members are volunteers. No payment will be received for any work done by 

them on behalf of the board. However when attending training or meetings of 
the board, members may claim travel, childcare or other carers expenses. 

 
4.16 The names of all board members shall be published annually in the “Deane 

Housing News” or ‘Tenants Talk’ newsletters. 
 
4.17 No substitute members shall be permitted. 
 
4.18 All members must participate in training programmes and seminars aimed at 

enhancing board members’ roles. 
 
 
5. Chairperson and Vice-Chairperson Posts 
 
5.1 The board shall have a Chairperson and Vice-Chairperson elected by the 

TSMB. 
 
5.2 Only voting tenant members of the board shall be eligible for nomination as 

Chairperson and Vice-Chairperson. 
 
5.3 The posts will be subject to elections at an Annual General Meeting or a 

following board meeting if an election has/will been held. Should any post(s) fall 
vacant before an Annual General Meeting an election will be held at an ordinary 
board meeting. 

 
 
6. Duties of the Chairperson 
 
6.1 The Chairperson should guide the TSMB to achieve its aims as set out in the 

Terms of Reference. 
 
6.2 The Chairperson shall approve (in conjunction with the Tenant Empowerment 

Manager) Agendas and papers for the meetings. 
 
6.3 The Chairperson shall chair the meetings of the TSMB, ensuring that each item 

on the agenda is discussed, that all members have the opportunity and are 
encouraged to contribute to discussions and that decisions are made and 
recorded. 
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6.4 The Chairperson shall allow issues to be properly debated which are on the 

agenda, but should seek the agreement of the meeting for lengthy discussion 
on items that have not been published on the agenda, for example, a matter 
arising from a minute. The Chairperson has the right to cut short contributions 
which unnecessarily prolong debate or because the meeting will not have 
enough time for other items on the agenda. 

 
6.5 The Chairperson shall summarise discussions prior to the board voting on any 

issue in order to clarify motions and to provide clarification for the minute taker.  
 
6.6 The Chairperson shall inform members, at each board and general meeting of 

actions taken outside of meeting. 
 
6.7 If the Chairperson and Vice-Chairperson are absent from a meeting of the 

board then its members shall appoint one of their number to chair the 
meeting. 

 
6.8 The Chairperson will attend the Housing Briefing meeting. 
 
 
7. Duties of the Vice-Chairperson 
 
7.1 The Vice-Chairperson shall chair the meetings of the TSMB in the absence of 

the Chairperson and offer assistance and support to the Chairperson in carrying 
out their duties. 

 
 
8. Agenda and Supporting Papers 
 
8.1 The Agenda and order of business will be drawn up by the Chairperson in 

consultation with the Tenant Empowerment Manager no later than ten 
working days prior to the date of the next meeting. 

 
8.2 Any member wishing to place an item on the agenda must notify the 

Chairperson or Tenant Empowerment Manager in writing twelve working 
days prior to the meeting.  

 
8.3 TDBC in agreement with the Chairperson of TSMB shall serve notice of 

meetings. 
 
8.4 The Agenda and any necessary supporting papers will be sent to board 

members and invited officers by TDBC at least five working days before 
meetings. Late reports will be circulated as soon as possible and the TSMB will 
determine whether to consider them. 
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8.5 Such papers will be sent by officers of TDBC to the address as given on the 
application form submitted by each member and any incidence of failure to 
receive such notice shall not invalidate the proceedings of the meeting.  

 
8.6 TDBC in conjunction with the Chairperson will be responsible for ensuring 

that appropriate officers and Councillors are informed of decisions taken and 
if necessary recommendations are referred to the appropriate Scrutiny 
Committees, Executive or Full Council. 

 
8.7 Where any member of staff is required to attend a board, the Chairperson 

will notify the Tenant Empowerment Manager, who shall inform the member 
or staff in writing giving at least ten working days notice of the meeting at 
which he/she is required to attend. The notice will state the nature of the item 
on which he/she is required to attend to give account and whether any 
papers are required to be produced for the board. Where the account to be 
given to the board will require the production of a report, then the member of 
staff concerned will be given sufficient notice to allow for its preparation. 

 
8.8 Where, in exceptional circumstances, the member of staff is unable to attend 

on the required date the Tenant Empowerment Manager shall consult with 
the Chairperson so as to make alternative arrangements for attendance. 

 
 
9. Statements, Questions and Petitions to Board 

 
9.1 Members of the public, provided they give notice in writing or by electronic 

mail to the Tenant Empowerment Manager, may submit a statement, 
question or petition to the TSMB, by no later than 12 working days before the 
meeting. The subject of the statement, question or petition must relate to the 
terms of reference of the board. 

 
9.2 The statement, question or petition and any accompanying response, if 

available before the meeting, will be included in paper copies available at the 
meeting. 

 
9.3 The total time allowed for the presentation and discussion of statements, 

questions and petitions to the TSMB shall not exceed fifteen minutes except 
with the consent of the Chairperson; each individual questioner shall be 
restricted to speaking for a total of four minutes. 

 
9.4 The Chairperson, in consultation with the Tenant Empowerment Manager, 

may reject a question, statement or petition if : 
•  it is not about a matter for which the board has a responsibility  
 or 
•  it is defamatory, frivolous or offensive 
 
9.5 Questions shall be directed to the Chairperson, who may request the 

appropriate board member or officer to reply. 
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9.6 Questions shall not be disallowed merely because advance notice in writing 
has not been given. Such questions may not be answered immediately but 
later in writing. However it is always preferred that questions are put in 
writing in order to assist board members and officers to be able give answers 
at the meeting. 

 
9.7  An answer may take the form of:- 
 (a) an immediate oral answer; or 

 (b) a written answer where the necessary information is not readily available. 
 

9.8 Subject to the time limit and to the discretion of the Chairperson, the 
questioner shall be permitted to ask one supplementary question relating to 
the issue raised.  

 
9.9 Subject to the discretion of the Chairperson, a non board member may be 

permitted to contribute to discussions when the issue is being debated as an 
agenda item as opposed to raising points during Public Question time. 

 
 

10. Meetings 
 
10.1 The rules and general working of the TSMB will have regard for the Council’s 

powers and responsibilities and its constitution. 
 
10.2 The board will meet monthly. The dates, times and venues for the meetings will 

be agreed by the board on a six monthly basis. 
  
10.3 Venue for the meetings shall be the Deane House or other central location with 

the agreement of the Chairperson. 
 
10.4 Meetings shall commence at 18.00 hours and the duration shall not exceed 

three hours but may be extended at the discretion of the Chairperson, having 
taken into account the views of those members present. Meetings shall start 
on time provided they are quorate. 

 
10.5 The TSMB will not discuss individual or estate specific complaints or issues 

unless they illustrate a matter of principle or concern which applies across 
the borough.  

 
10.6 A written record (minutes) will be kept of each meeting and must include the 

names of all members and attendees present and agreed at the following 
meeting. TDBC shall provide this service. 

 
10.7 Copies of the minutes shall be provided to the TSMB, Chairperson of the 

Tenants’ Forum, Executive Member for Housing, Shadow Executive Member 
for Housing, Housing Services Lead and any officers present at the meeting 

 
10.8 Minutes shall be available on request to all tenants, residents, Councillors and 

staff. 
 
10.9 Officers of the Council may attend any of the meetings in an advisory or service 

capacity. 
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10.10 Special meetings of the board may be called at the request of three board 
members (having written to the Tenant Empowerment Manager, signed by 
each, with the stated reason) or on receipt of a request from the Full Council, 
Executive or Scrutiny Committees.  When a special meeting has been called, 
letters shall be sent to all members to notify the purpose, date, time and place of 
the meeting at least ten working days in advance. 

 
10.11 Extraordinary meetings may be called by the Chairperson or the Housing 

Services Lead in consultation with the Chairperson at any time. 
 
10.12 The notice of meeting, agenda and minutes of all meetings shall be made 

available to the public upon request by TDBC. 
 
10.13 Members of the Tenant Empowerment Team shall ensure that matters 

identified by the meeting are referred to other sections of the Council as 
appropriate.  

 
10.14 The minutes shall be submitted to the next possible meeting for approval or 

otherwise of the board following which the Chairperson shall sign and date 
them as a correct record of the business transacted.  

 
10.15 Members of the TSMB are required to disclose the existence and nature of 

any personal interest which they have in any item of business to be 
considered at a TSMB meeting, ahead of its discussion. 

 
10.16 Members of the public will have the right to attend any TSMB meeting except 

where confidential or exempt information is likely to be disclosed, and the 
meeting, or a part of it, is therefore held in private.  

 
10.17 The Tenant Empowerment Manager shall ensure minutes are published in 

the following ways:- 
(i) the record shall be made available for public inspection at the Deane House 
(ii) a copy shall be dispatched by post to every member, 
(iii) a copy shall be posted on the Council’s Web site 

 
10.18 If a member of the public interrupts the proceedings at a meeting, the 

Chairperson shall request that there be no further interruptions. If the 
interruptions continue the Chairperson shall order the removal of the person 
interrupting from the room. 

 
 

11. Exclusion of the Public or Press 
 
11.1 The public and/or press shall be excluded from a meeting of TSMB during an 

item of business whenever it is likely, in view of the nature of the business to 
be transacted or the nature of proceedings, that, if members of the press or 
public were present during that item, confidential or sensitive information 
would be disclosed to them in breach of the obligation of confidence. 
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12. Voting 
 
12.1 Each member of the Board shall be entitled to one vote. 
 
12.2 All decisions taken at meetings will be agreed by a simple majority vote of 

those members present.  
 
12.3 If there is a tie in voting, the Chairperson will have the casting vote 
 
12.4 Voting shall be by a show of hands, other than in exceptional circumstances 

when a secret ballot may be held at the request of the Chairperson, and the 
issue shall be determined by a simple majority of those present. Only voting 
members present at the meeting may vote. 

 
12.5 Any voting member may make a proposal.  In order for it to be put to the vote, it 

must be seconded by another voting member.  If this degree of support is not 
forthcoming, the Chairperson may decide to halt further discussion on the 
subject. 

 
12.6 If before the Chairperson calls for the vote, either, 

(a) the mover and seconder of the motion - or of the amendment, or, 
(b) any member supported by the votes of at least a quarter of the members 
present, 
request that a Recorded Vote be taken, then votes shall be publicly declared, 
and recorded in the minutes. 

 
12.7 Votes take place by a show of hands and the Chairperson gives the result.  

Any voting member may query the result, and if this happens, the 
Chairperson shall take the vote again and ask another member to recount. 

 
12.8 Amendments to proposals shall be proposed and seconded before they can be 

discussed.  Discussion of amendments then takes precedence over the original 
proposal.  If consensus or show of hands then rejects the amendment, 
discussion of the original proposal resumes.  

 
 

13. Quorum 
 
13.1 No business shall be transacted at a meeting unless a quorum of members is 

present at the start of the meeting. 
 
13.2 The quorum is five voting members 
 
14. Board Sub-Committees or Working Groups  
 
14.1 If a Sub-committee or working group is convened they shall meet at least two 

weeks in advance of the board, in order that the considerations and 
recommendations of sub-committee meetings may be reported to the board. 
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14.2 All Sub-committees or Working Groups shall draw up Terms of Reference which 
will define the purpose of the group, the relationship with the board, the 
frequency of meetings, chairmanship and decision making powers, and shall be 
agreed by the board in advance. 

 
 
15. Annual General Meeting 
 

 
15.1 An Annual General Meeting will be held in April each year, or within 15 months of 

the previous AGM to:- 
 

 Receive reports from the outgoing Chairperson on the board’s activities during 
the year 

 
 Elect Chairperson and Vice-chairperson if election has/will not been held in that 

year. 
 
 Elect representatives to any Sub-committees or working groups 

 
 Consider and vote on any resolutions put forward by tenants 

 
 
 
 

 
16. Training Opportunities 
 
16.1 Board members attending an external training course undertake to provide a 

presentation or synopsis of the course for the benefit of all members. 
 
 
17. Information and Consultation 
 
17.1 TDBC undertakes to provide copies of the Terms of Reference and Code of 

Conduct to any tenant, resident, Councillor or member of staff on request. 
 
17.2 The board undertakes to seek opinions from TDBC Tenants where it deems 

appropriate. 
 

18. Code of Conduct 
 
18.1 The Code of Conduct has been issued for member’s guidance. 
 
18.2 The board has the authority to make minor alterations to the documents, by 

simple majority vote at board meetings. 
 
18.3 Any significant revisions to this document shall only be made at the board AGM, 

in line with changes to the Terms of Reference. 
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19 Dissolution and Removal of Chairperson and Vice-Chairperson 
 
19.1. The board can only be dissolved by a Special General Meeting called 

specifically to consider a motion to dissolve the group. 
 
19.2 The board may only be dissolved if two-thirds of the members attending a 

Special General Meeting vote for the motion to dissolve the group. In the event 
of dissolution any remaining assets, equipment and funds will be transferred to 
TDBC’s Housing Services.  

 
19.3 In the event of a “vote of no confidence” being proposed in the Chairperson 

or Vice-Chairperson, this must be put in writing to the Tenant Empowerment 
Manager and supported by two other voting board members. If at the board 
meeting this issue is carried by a simple majority of those present and voting, 
the Chairperson or Vice-Chairperson concerned shall cease to carry out his 
or her duties for the remainder of that meeting only. The Housing Services 
Lead will then be tasked to resolve the situation.   

 
19.4 If at the next board meeting the “vote of no confidence” has not and cannot be 

resolved then the Chairperson or Vice-Chairperson concerned will stand down 
and an election process shall take place to replace the postholder. 

 
 
20. Changes to the Terms of Reference 
 
20.1 Changes to the Terms of Reference may be proposed by board members in 

accordance with the following procedures:- 
 
20.2 Any proposed change must be sent to the Tenant Empowerment Manager in 

writing, at least twelve days before the board meets.  The Tenant Empowerment 
Manager shall notify all members of the board of the proposed amendment, 
which shall be subject to a vote at the next meeting. 

 
20.3 Any proposed changes to the Terms of Reference require a two-thirds majority 

vote of members present at the quorate board meeting. 
 

20.4 The Terms of Reference and any proposed changes will be submitted to the 
Housing Services Lead for approval.  

 
 
21. Interpretation and Review of the Terms of Reference 
 
21.1 Any matter requiring resolution, which is not covered within the Terms of 

Reference, will be referred to the Tenant Empowerment Manager, who will 
liaise with the board Chairperson to resolve the matter and their decision will 
be final. If necessary the Terms of Reference will be amended accordingly 
with immediate affect.  

 
21.2 The Terms of Reference will be reviewed every two years. 
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APPENDIX B                                                              Agreed April 2016 
 

TENANT SERVICES MANAGEMENT BOARD 
 

CODE OF CONDUCT 
 

 
 

1. Introduction 
 
1.1 Tenant Services Management Board (TSMB) members must always be aware 

of their responsibilities to represent all tenants of Taunton Deane Borough 
Council (TDBC), and to make decisions in an efficient, fair and responsible 
way. 

 
1.2 It must therefore adopt a code to guide the conduct of board members. This 

Code of Conduct sets out the standards that the TSMB Members are required 
to achieve as part of their role as a TSMB Member. 

 
1.3 On taking up their appointment it is an absolute requirement of the board that 

all board members sign a declaration that they agree to observe the terms of 
this Code. 

 
1.4 The board must have proper regard to the requirements of statutory or 

regulatory guidance in the implementation of this Code. 
 
1.5 Members must comply with the Terms of Reference and Code of Conduct at all 

times.  
 

 

2. Standards of Conduct 
 
2.1 Members are required to comply with the following principles:  
 
a) Selflessness – members should serve only the public interest and should never 
improperly confer an advantage or disadvantage on any person.  
 
b) Honest and Integrity – members should not place themselves in situations where 
their honesty and integrity may be questioned, should not behave improperly, and 
should on all occasions avoid the appearance of such behaviour.  
 
c) Objectivity – members should make decisions and recommendations on merit, 
including when making appointments, awarding contracts, or recommending 
individuals for rewards or benefits.  
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d) Accountability – members should be accountable to the public for their actions 
and manner in which they carry out their responsibilities, and should co-operate fully 
and honestly with any scrutiny appropriate to their particular office.  
 
e) Openness – members should be as open as possible about their actions and 
should be prepared to give reasons for those actions.  
 
f) Personal Judgment – members may take account of the views of others, but 
should reach their own conclusions on the issues before them and act in accordance 
with those conclusions.  
 
g) Respect for others – members should promote equality by not discriminating 
unlawfully against any person, and by treating people with respect, regardless of 
their race, age, religion, gender, sexual orientation, socio-economic status or 
disability.   
 
h) Duty to uphold the law – members should uphold the law and, on all occasions, 
act in accordance with the trust that the public has placed in them.  
 
i) Stewardship – members should do whatever they are able to do to ensure that 
TDBC uses its resources prudently, and in accordance with the law.  
 
j) Leadership – members should promote and support these principles by 
leadership and by example and should act in a way that secures or preserves public 
confidence.  

 
 

3. Personal Conduct 
 
3.1 All members shall be open and honest in their dealings and show respect for 

other members. 
 
3.2 Members must avoid making any statements that could be seen as 

defamatory, insulting or overly personal, malicious or make any 
unsubstantiated allegations. 

 
3.3 All members shall read any relevant papers in advance of the meeting, 

prepare for and attend meetings, training sessions and other events. 
 
3.4 All members shall abide by the decisions taken at meetings. Decisions that 

are made by the board need to be supported by all members, even if it is not 
the individual’s personal point of view. 

 
3.5 All members shall provide their apologies to the Tenant Empowerment 

Manager for meetings in the event of non-attendance. 
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3.6 Members must not expect to receive more or less favourable treatment for 
themselves, their family, or relatives from staff because of their membership of 
the board and must use the normal procedures for reporting repairs, 
complaints etc. 

 
3.7 Members will provide new members with the appropriate support and make 

them feel welcome at all times.  
 
3.8 When dealing on behalf of the board with the landlord, (or with any other 

groups, agencies or individuals), the member of the board shall ensure that 
any views they put forward are those which have been agreed at properly 
convened meetings of the board. Members expressing personal opinions 
outside of board meetings must ensure that they do so strictly in a personal 
capacity and not in situations where they are representing the board. 

 
3.9 Members must not use official board stationery to send out correspondence 

expressing personal viewpoints which have not been agreed on at board 
meetings. 

 
3.10 Members shall ensure that at all times when they are representing the board 

their conduct (e.g. behaviour, language, etc) is reasonable, honest, and in 
accordance with the Terms of Reference, Code of Conduct and policy 
decisions of the board. 

 
3.11 Members must not speak or write on behalf of the group without the prior 

agreement of the group. Any correspondence sent on behalf of the group 
should be made available to all members of the group.  

 
3.12 Statements to the media or other organisations must have the prior approval 

of board members and the Tenant Empowerment Manager.  
 
3.13 Members must remember that they are representing the views of the whole 

borough, not individuals or groups.  
 
3.14 Members will not deal with neighbour or inter-personal disputes involving 

tenants. If a member is approached by a tenant and asked to take up their 
complaint or enquiry on their behalf, the member must refer them to the 
Council.  

 
3.15 The Chairperson’s position should be respected at all times. 
 
3.16 No member of the TSMB should behave in a way likely to bring the reputation 

of the TSMB into disrepute.  
 
3.17 In their capacity as members of the TSMB, members must not accept cash or 

personal gifts with a significant monetary value under any circumstances, nor 
must they solicit personal gifts under any circumstances. Similarly, members 
should never solicit or accept an offer of lavish hospitality, nor any hospitality 
which could be interpreted as a means of exerting an improper influence over 
the way in which they carry out their duties. The timing of hospitality in relation 
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to sensitive matters should also be a crucial consideration in accepting or 
offering hospitality.  

 
3.18 Gifts of negligible value e.g. pens, diaries, calendars etc may be accepted. 

Normally, visits to exhibitions, demonstrations, conferences, business meals, 
social functions by members in connection with their official duties will be at 
TDBC’s expense to avoid jeopardising the integrity of subsequent purchasing 
decisions.   

 
3.19 Members should not give hospitality that could be seen as lavish or as a way 

of exerting an improper influence over the decision of another person or 
organisation. Occasional and modest hospitality will be allowed but only with 
the prior approval of the Chairperson.  

 
3.20 If a Member is in any doubt in respect of the receipt or giving of any gift or 

hospitality, advice should be sought from the Chairperson and/or Tenant 
Empowerment Manager. 

 
3.21 All members are required to submit quarterly a list of all gifts and hospitality 

received. This information will be collated and held by the Tenant 
Empowerment Manager. 

 
3.22 At the end of their term of office, members must return to TDBC all board 

property in their possession. They should continue to treat as confidential the 
information they learned during their time as members 

 
3.23 Members must ensure that such resources are not used for other purposes 

unless that use could reasonably be regarded as likely to facilitate, or be 
conducive to, the discharge of the functions of the TSMB. 

 
3.24 Members must observe Equal Opportunities and Diversity. 
 
3.25 Members must notify the Chairperson and Tenant Empowerment Manager 

immediately of any changes to their circumstances which they know, believe 
or have reason to believe may affect their being a board member. 

 
 

4. Non-Attendance 
 
4.1 Board members who fail to attend three consecutive meetings without 

reasonable excuse will be deemed to have resigned. The member will be 
contacted by the Tenant Empowerment Manager to enquire about their 
absences. 

5. Conflicts of Interest 
 
5.1 Members must disclose any interest, whether personal or on behalf of any 

group they represent, or financial or non financial, that they consider may 
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affect or influence their approach to the matter under discussion. This 
disclosure must take place at the start of the meeting. 

 
5.2 Members are advised that if they have any doubt, they should declare their 

interests. The consequence of declaring is that members should not 
participate in the discussion or vote on the matter and the interests will be 
minuted. 

 
5.3 Members should consider whether participation in the discussion or 

determination of a matter would suggest a real danger of bias. This should be 
interpreted in the sense that members might unfairly regard with favour or 
disfavor the case of a party to the matter under consideration. In considering 
whether a real danger of bias exists in relation to a particular decision, 
members should assess whether they, a close family member, a person living 
in the same household, or a firm, business or organisation with which the 
member is connected are likely to be affected more than the generality of 
those affected by the decision in question. 

 
5.4 Examples where members would be expected to declare a conflict of interest 

would include, but are not restricted to, the following circumstances:- 
 
 where a member is employed by an external contractor competing for, or 

successful in winning, a contract; 
 
 where a member is employed by another contractor working for TDBC and 

may have a specific or general financial interest in a topic under discussion. 
 
5.5 The Chairperson may ask any member who declares an interest to withdraw 

from the meeting whilst the relevant matter is being discussed. 
 
 (NB: The National Code of Local Government Conduct says of non-pecuniary 

(i.e. non financial) interests: `Kinship, friendship, membership of an 
association, society or trade union, trusteeship and many other kinds of 
relationship can sometimes influence your judgement and give the impression 
that you might be acting for personal motive. A good test is to ask yourself 
whether others would think that the interest is of a kind to make this possible’); 

 
5.6 If a board member considers that another member of the board has such an 

interest, he or she has a duty to raise it in the board. 
 
 

6. Confidentiality 
 
6.1 Board Members must always respect the confidentiality of information they 

acquire in the course of their work concerning tenants, contractors, 
consultants and employees of the Council or confidential board business. 

 
6.2 Any member revealing confidential information will be liable to expulsion from 

the board. 
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6.3 Any information or items shared with the board that is of a confidential nature 

must not be disclosed to anyone else apart from members of the board in 
order to allow the business of the meeting to take place. 

 
6.4 Members can discuss issues with other tenants subject to any confidentiality 

issues. 

7. Conduct during Meetings 
 
7.1 Members will conduct themselves in a reasonable manner at meetings in 

accordance with the Code of Conduct. The use of sexist, racist or other 
discriminatory or abusive language, behaviour that intimidates people who are 
speaking or wish to speak and preventing people from expressing their views 
through interrupting or talking while others are contributing to the debate and 
discussion shall be considered detrimental to the interests of the board, and 
members responsible may be subject to a motion for suspension or expulsion. 

 
7.2 Members will not raise individual problems or estate issues during discussion 

unless these illustrate a topic under discussion. 
 
7.3 All speakers will address themselves through the Chairperson. 
 
7.4 Members must follow the guidance of the Chair in the conduct of the meeting. 
 
7.5 Only one person shall speak at a time. 
 
7.6 All speakers shall be polite, non-confrontational and not raise their voices. 
 
7.7 Members must remember to follow the agenda. 
 
7.8 All speakers will keep to the subject under discussion. 
 
7.9 Each person may speak only once on an issue until every other member has 

had the opportunity to speak, thereby accounting for all opinions.  The 
Chairperson may then allow members to speak more than once. 

 
7.10 The Chairperson, with the majority agreement of the members, shall have the 

right to request any member of the audience or visitor to leave the meeting in 
the event of that person’s disruptive behaviour at the meeting. 

 
7.11 Any member may ask for the minutes to be read back to clarify the record of 

the meeting on a particular point. If the record is disputed, the Chairperson 
may direct the record to be amended by agreement with the meeting. 

 
7.12 Members should be particularly sensitive to the needs of those who may not 

be used to speaking in public or whose first language is not English. 
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7.13 It is the responsibility of each member to ensure that they are prepared for the 
meeting by reading all the relevant papers and bringing them to the meeting. 

 

8. Breaches of the Code of Conduct 
 
8.1 If a board member disregards this code, the Chairperson may provide a verbal 

warning of the breach. 
 
8.2 If a board member persistently disregards this code, the Chairperson may ask 

the meeting to vote on whether the member concerned should be asked to 
leave the meeting. 

 
8.3 A board member may only be asked to leave the meeting by a motion or 

resolution carried by two thirds of the voting members present for conduct 
detrimental to the interests of the board. 

 
8.4 Should a member be asked to leave the meeting the Chairperson shall write 

to the member concerned within seven days confirming the reasons for their 
being asked to leave the meeting. The Chairperson and Tenant 
Empowerment Manager must arrange a date and time to hold a meeting 
(which must be held within fourteen days of the incident) for them to discuss 
the incident and make a decision on what action to take.  

 
8.5 Members who consider that this code of conduct has been broken should 

raise it with the Chairperson either at the time or as soon as it is practicable 
for him / her to do so. 

 
8.6 All members must follow the procedures to resolve any breach of Code of 

Conduct. 
 
 

9. Disciplinary and Appeal Procedures 
 
9.1 Any member of the board who has reason to believe that another member has 

acted against the Terms of Reference, Code of Conduct or policy decisions of 
the board may make a complaint to the Chairperson and/or Tenant 
Empowerment Manager who will ensure that the complaint is brought before a 
meeting of the board within twenty eight days of the complaint being made. 

 
9.2 Within fourteen days of receiving a complaint the Chairperson and/or Tenant 

Empowerment Manager should inform, in writing, the member about whom a 
complaint has been made about the nature of the complaint and the date of 
the meeting at which it will be considered. 

 
9.3 In considering a complaint, the board may ask the member who has 

complained, the member about whom a complaint has been made, any board 
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member, or any other person who has relevant knowledge of the complaint to 
attend the board meeting to put their case and answer questions. The board 
may consider correspondence and any other relevant material pertaining to 
the complaint. 

 
9.4 Any member making a complaint, and any member about whom a complaint 

has been made, shall have the right to attend the board meeting and shall be 
given a reasonable amount of time to put their case. 

 
9.5 Anyone who has been asked to attend the meeting to give information and 

who is not a board member shall leave the meeting after putting forward 
information and answering any questions. 

 
9.6 The member about whom a complaint has been made shall leave the meeting 

after putting forward his or her case and answering questions. The board 
member about whom a complaint has been made shall not take part in 
making the decision about whether or not the complaint is upheld. 

 
9.7 Where the original complaint was made by a board member, that person shall 

leave the meeting after putting his or her case and answering questions, and 
shall not take part in making the decision about whether or not the complaint 
is upheld. 

 
9.8 The board shall take a vote to decide, by a simple majority, whether or not the 

complaint is upheld. 
 
9.9 The board shall decide on further action from the following options:- 
 
a) Written reprimand to the member concerned. 
 
b) Member concerned to be suspended from membership of the board for period 

of time to be specified by the board; the suspension to take effect as soon as 
the member is informed in writing, and to run for not more than six months. 

 
c) Member concerned to be suspended from holding a Chairperson or Vice-

Chairperson position until the AGM; at which time he or she will be entitled to 
stand for reelection provided that he or she is nominated and seconded.  The 
member must not carry out Chairperson or Vice-Chairperson duties whilst 
suspended. 

 
d) Member concerned to be expelled from membership of the board.  

Membership to be terminated with effect from the day that the member 
concerned is informed in writing of the expulsion.  A member who has been 
expelled from the board may apply for reelection to the board after a four year 
period has elapsed from the date of expulsion.   

 
9.10 A member about whom a complaint has been made shall be informed in 

writing of the decision of the board, and the reasons for that decision, within 
seven days of the meeting that made the decision taking place. 

 
 



9 
 

9.11 If a board member is suspended or expelled through these disciplinary 
procedures, the board may appoint a replacement to hold the position until the 
AGM. 

 

10. Political Affiliation  
 
10.1 Individual members may be affiliated to/or be members of a political party but 

they may not represent a political party in their role as a member of the board. 
 
10.2 Board Members must ensure that they demonstrate its non-political nature 

and they must keep their personal political activities totally separate from the 
board's work. 

 
 

11. Expenses 
 
11.1 Board Members will receive no fees or payment for being a board member or 

carrying out board business but will be reimbursed for all costs and out of 
pocket expenses reasonably incurred on board business. Examples of 
expenses include: 
Car mileage 
Car parking 
Public transport 
Meals:  reimbursed if attending full-day meetings or training sessions. 
Carers: reimbursed whilst attending meetings or training sessions. 

 
 

11.2 Forms are available from the Tenant Empowerment Manager and can be 
submitted on a monthly basis or at the claimants’ discretion.  

 
11.3 Receipts must be submitted with the claim form. 
 
11.4 Claim forms must be signed by the claimant and then handed to the Tenant 

Empowerment Manager who will counter-sign the form. 
 
11.5 Once Taunton Deane Borough Council has checked the claim form, it is 

passed to the Finance Department for payment. 
 
11.6 Payment is by cheque or BACS, sent to the member’s home address. 
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DECLARATION FORM 
 
 
AS A MEMBER OF THE TENANTS SERVICES MANAGEMENT BOARD, I HAVE READ, 
UNDERSTOOD AND WILL ABIDE BY THE CODE OF CONDUCT. 
 
 
Signed…………………………………………………Date………………………… 

 

Name…………..………………………………………………………………………          

Address……………………………………………………………………………….. 

Telephone no…………………………………………………………………………                                   

Mobile no……………………………………………………………………………... 

Email…………………………………………………………………………………… 

 

Please complete both copies of this statement, keeping one copy for your records 
and returning the other copy to The Tenant Empowerment Manager of Taunton 
Deane Borough Council 
The board Member must immediately inform the Chairperson of the (and confirm in 
writing within fourteen days) of any change in their interests or details. 
 
Note: Failure to return or complete the declaration as required in the 
accompanying Code will be considered a breach 
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