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@ Stefan Tavernier-Gustave started transcription

Mohammed Miah 0:03
Next month, but in the interim, | am the liaison officer for COTTINGTON.

e Stefan Tavernier-Gustave 0:08
OK.

Mohammed Miah 0:09

So I mean, I've thanks for Stefan, for the agenda and the invite so | can see the
decent home programmes is on the 1st Agenda.

This particular programme relates strictly to kitchen and bathroom works upgrades
for the borough.

The last communication that we have been given.

No, it was from November 2023. This is where apologies if I'm switching between
screens. I'm just to refer to other documentation. This is where.

The Council's major work team.

Were in the process of procuring a contract for completing kitchen and bathroom
works upgrade.

And this will initially apply to residents or vulnerable residents, vulnerable residents.
And regeneration sites across the borough, not strictly for TMOS to be clear, this is
strict for the whole entire borough, so therefore vulnerable residents and
regeneration sites which were missed off the previous roll round of works therefore
didn't benefit from this scheme. Those will be prioritised first.

And the Council will work its way through its list and criteria.

Going in a no particular order, what we have communicated to TMOS is that if you
would like to collate a list of properties that you think that were missed off. This
particular scheme, hold on to them. And when the time comes, the Council
announces.

A particular scheme that involves TMO residents will, of course circulate that to

yourself.



And then that list of properties can be passed on to the major works team.

And then they will work through that list and designate the work and start the
proceedings in terms of comms and and liaising with residents.

| at this time do not have any definitive idea of when this scheme is going to start.
That's just the announcement.

Currently, the Council's finances is.

Prioritising building regulations, fire safety and the.

Housing costs of temporary accommodation so major.

Schemes and programmes, things that were previously due to start, have been scaled
back.

But we are due to get a next update.

In March, so | will provide that to Stephen in terms of what major works, if any, is
planned for Cottington Gardens and then that can be circulated to the residents.

But that's the gist of it all on that programme. So if anybody has any questions, by all

means let me know.

e Stefan Tavernier-Gustave 3:16
The questions about the time so.

Mohamed, you just asked for a list of only vulnerable residents, right?

Mohammed Miah 3:26
No, no, no. So if if Stefan would like to collate a list of properties for the whole estate

of codington.

e Stefan Tavernier-Gustave 3:33
OK.

Mohammed Miah 3:33

That were missed off and that of course includes vulnerable residents. | mean, to give
you an example, the some estates, sorry, some addresses were missed off because
access could not be gained. So therefore they just cluster as non engagement and

unfortunately to the detriment of the resident, it has to just be.

Stefan Tavernier-Gustave 3:49
Yeah.



Mohammed Miah 3:57
Push forward to the next cycle of scheme, but the list can include anyone and
everyone that is that was eligible and is eligible going forward. So I'm happy to

receive that list from Stefan and then hold on to it.

Stefan Tavernier-Gustave 4:10
OK, no worries. I'll give you that tomorrow. ‘cause. I've already got 1 divided already,

so I'll see you soon, alright?

Mohammed Miah 4:14
No problem.

Stefan Tavernier-Gustave 4:17
Well, why do they take everything out of a play when it's all in good condition and

take it all out and put in the Council's stuff?

Mohammed Miah 4:29
Did you say that again? Why did why did they?

Stefan Tavernier-Gustave 4:31
Why did | rip out a really good play and then put in council stuff when it's in good
condition? All it needed was the liquor paint and it would be fit and ready for

somebody to use.

Mohammed Miah 4:46
Which which flight is this? Are you referring to?

e Stefan Tavernier-Gustave 4:53
When somebody leaves.
It was a perfectly good flat, but they've ripped out everything and they put in the
cancel things. | mean, that one would have been that saved money for lambus if

they're not paying everything out. So why do they do that?

@ Mohammed Miah 4:56



Yeah.

Yeah.

Unfortunately, | don't have the answer that that will satisfy.

Your liking or or your residents your your team was likely, but yes, sometimes council
can make mistakes in terms of of repairs and and partners that it works with.

All it can do is as and when these are brought to his attention through its own
findings or resident findings, is go out and correct them.

But from from our point of view.

I'm more than happy to receive whether it's five times a day or five times a month.
Any any concerns of residents not receiving a satisfactory repair from the Council
and then take that forward to the, to the relevant departments for answers.

But in terms of specific cases, I'm happy to look into them further if you want to send

me the details via Steven.

Stefan Tavernier-Gustave 6:03

Yep, no worries.

Isn't it though that sometimes when people do put in their own stuff, it might health
and safety wise it might be a botch up job. I'm not saying everybody, sometimes you.
I've been in a place before where someone put a flu through their bedroom. Yeah. So
kind of got someone to change. Swap everything. Not here. Not here. Not here. But
they got someone to make to change stuff around.

So sometimes things look good.

And when you investigate, they're not very good. Yeah. And so someone goes in
there and they get damaged from the stuff that someone's put up the, you know,

whatever falls on top of them.

Mohammed Miah 6:38
Yeah.

Stefan Tavernier-Gustave 6:47

Then you know who's going to be liable.

Mohammed Miah 6:50
Yes, absolutely you are correct. Although it's not a huge number of residents, but

sometimes you know, individual residents can and do adjustments and repairs



themselves, which, although the intentions are very, very good, it does sometimes
cause, you know, exacerbate the problem. We've had many instances where TMO or
the contractors have gone out to do a repair that's been reported.

But they've uncovered something and then they will report that back to the Council.
And then the Council will either say, Yep, we did it or no, we have no recollection of,
and sometimes the resident did it. So yeah, you're absolutely right on that one. But |

would like to think the numbers are very, very small on that.

Stefan Tavernier-Gustave 7:38
Thank you very much.
And then.

Mohammed Miah 7:41

Does anybody have any other questions on this matter before | move forward?

Stefan Tavernier-Gustave 7:46
| think | do. Thank you.

Mohammed Miah 7:47

OK, right, right.

But I'm just going to be sharing a document and hopefully it's large enough for
everyone to see.

Can everybody see this?

Stefan Tavernier-Gustave 8:03
Yeah. No, no.

Oh, | see. Yeah, yeah, I've got it. | think | know what it is now.

Peter (Guest) 8:09
Yeah.

Mohammed Miah 8:11
OK, so this is. I'm gonna go through this.
Documentation. It doesn't cover the main performances KPIs that Codington are

obligated to deliver under the management agreement, but I've highlighted some of



the key ones as well as.

Areas that are.

A key area that the new regulator of social housing looks at, which I'll come on to
throughout this document.

But just for references, apologies for the colours I've got. I've got my colours wrong
first thing Monday morning.

In terms of performance, we have a three coloured performance rating, so we have
red, amber and green, so anything in the green performance is exceeded. Anything
in the amber you've missed the threshold target by 10% of the threshold and

anything red is you're outside of this threshold and performance is is a concern.

Peter (Guest) 9:02
2.

Mohammed Miah 9:12

So.

I'm gonna go through them individually to compare the current performance and
last year's one. So as you will see from this, this year, this is the target the Council has
set for rank to be collected for all TMOS, including Lambeth. So Lambeth and TMOS.

This is what?

Stefan Tavernier-Gustave 9:34

Can you tell us what that is? 'cause? | can't see it.

Mohammed Miah 9:36
It's 98.5% to collect rent in terms of codington. This is what you, the TMO, is

achieving on a month by month basis.

Stefan Tavernier-Gustave 9:38
Exactly.
Thank you.

Mohammed Miah 9:48
So from April to October, the performance was in the amber status, but I'm sure

you'll be pleased to know that all in the last three months has been green. So that's



very, very encouraging to see.

And we are we we rank performances.

From first to 9 and Cottington currently is ranked six out of the 9TM OS in the
borough that are responsible for rent collection. And if we compare this to last year,
where Coddington ranked 8th.

Performance is going in the right direction.

And.

It is projected that the that coatingson will meet.

The target end of the financial year so as and when that's published, of course you
can share that amongst yourself.

But I've just put two tabs there to compare the current one and last year's one.
Does anyone? | mean, do you want me just go through the entire document and take

questions at the end or do you want questions 1 by 1?

Stefan Tavernier-Gustave 11:04

Thank you.

Mohammed Miah 11:07

OK, so I'm right. So the next one is service charge collection.

The target set for the TMO is to collect 105% and I'll break that down for you.

Is is to collect 100% of the day-to-day service charges for the current year's invoice
and the remaining 5% is to collect historical arrays the TMO has.

Every month we provide them with data related to current and existing areas and
from that.

We deduce the the performance and it's been a bit of a mixed bag so far this year.
First quarter and a half started off fantastic.

Which you will see from April to July.

But recently the performance, particularly from August to December to December.
Was going in the wrong directions, but slightly improved.

Just to explain.

The No, | don't want to use the word repercussion, but three months of of not
meeting the targets for any TMO.

What we would ask is for an action plan of how to address the underperformance
and steps and measures the TMO will take to improve it.

Is requested and that's provided to the client team and we work together to try and



support the TMO and monitor the action plan and then hopefully that is addressing
the the performance issue.

Which the latest action plan we we have and | would like to think it's it's working
because it's the performance has gone up particularly since October, November,
December.

| mean the IT colour is no longer in the red. That's that's a good point.

So we are going to be reporting on the end of year performance. So | will be
providing those figures to to Stefan in our meetings in terms of a comparison for last

year ranking wise, it's remained the same 7th last year.

Peter (Guest) 13:24
2.

Mohammed Miah 13:35

7th this year, but if if from the discussions that we've had is if the performance.
Continues on upward trend. It is projected that cuttington should meet the target
end of the year. Of course, we'll provide that information on a monthly basis as we
move forward. So just watch this space.

Repairs.

That's quite, very, very straightforward. Cosinton has met the target in every single
month.

The target is to complete standard repairs.

So I'm not including emergency repairs or same day call outs. That's just standard
repairs. The completes and barring June of this year and of course that's before
Stefan's arrival where we received no information every month the target has been
met and exceeded.

So all green. So that's wonderful news for the TMO.

Gas servicing I've. I've put this in red and bold as this is a.

Stefan Tavernier-Gustave 14:45

I'm sorry, could you give us the could you give us the league ranking?

Mohammed Miah 14:49

Oh, we don't rank for repairs. Sorry. | should have mentioned that.



®

@

Stefan Tavernier-Gustave 14:52
OK.

Mohammed Miah 14:53

So the for league rankings, we only rank them for rent and service charges.

It's | think it's only to do with income. So the remaining ones, there is no ranking.
Right. So gas servicing, this is a key tenancy satisfaction measure as well as being a
health and safety requirement. So that's making sure all boilers have a valid service
within 12 months.

Of each other.

This year, performance has been on the on the lower end of the scale.

Particularly from June to October.

Where the target was not met and we we've had communication back and forth with
this one and pleased to say that since November the the performance has been met.
So we'll just, we're waiting for January's figures to come through so.

As a when that is come through, we'll share that with Stefan and then that can be
shared with with the TMO.

Compared to last year.

The the performance for gas servicing last year was 3/4. All all seems to be green.
And again, this is something that's the new regulator of of social housing that looks
at as a as a tenancy satisfaction measures and.

Repercussions of of non compliance.

Make you know.

It can come down on Lambeth being the the freeholder and the Council, and so

therefore we do monitor this very, very closely.

PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 16:38
No. Regarding the gas in, why is December, October and December are the same

percentage and one is yellow and one is in green. Any explanation to that?

Mohammed Miah 16:38

Yes.



s it this year or last year looking which one?

So can you just repeat that? Sorry.

e Stefan Tavernier-Gustave 16:57
01.

PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 16:58
October and December, they're all 99.138, but one is not green and the other one is

yellow. And the explanation to that.

@ Mohammed Miah 17:04
Yes, my. Yeah. Yeah, yeah. No, no, sorry. My apologies again. | got the colours wrong
first thing Monday morning. Anything that's not 100% is not meeting the targets.
So | will update this with the correct colours and send it through to Stefan so this can
be shared with amongst yourself so.
To to have met the target.
The TMO has to score 100 percents. Anything less than that is is is classed as as not
meeting the target.

And this could relate to one property or two properties, so | hope that's clarified that.

6 Stefan Tavernier-Gustave 17:44
Can | ask the question, Mohammed, for instance, someone because it's health and
safety, so it's got to be done so. But if the person is not avoiding but is not around

and that's why the the the gas safety yearly check hasn't been done.

@ Mohammed Miah 17:46
Yes.

Yes.

Stefan Tavernier-Gustave 18:07

How do you get around that? Because that would score, obviously that it's not 100%.
But there are, for whatever reason, there is a proper reason | can't think of one now,
unless someone's bedridden, | can't think of a reason why. But you know, that does

happen. So is there any explanations given, say say it's 99% because there's one



person?

Who say for instance?

Is unable to allow people in because of anxiety. I'm just making it up and so we have.
They have to have someone there at the time to allow them in.

And that's what's made it not 100% can. Is there an explanations? Do they do an

explanation as why? Why there is this shortfall?

@ Mohammed Miah 18:55
Right. So I'll address that in three different ways. First of all, every TMO has options
available to itself.
To complete gas servicing for properties that they cannot gain access for for
whatever reason.
Most typically involves applying for a court order so they can gain entry, but also
believe the cut that the rmo can possibly do. A forced entry if.
Available to them to go out and complete the service.

You are right.

e Stefan Tavernier-Gustave 19:27
I'll just start that | understand that, but it's that I'm talking. There's a there, it's a 4th
century because of health and safety. You got to do it well, sorry to cut you, but what
I'm saying is if there is a legitimate reason, say, thickness, why you can't go in there?
You how can you get around that? You don't have a court order on someone who is

mentally unable.

@ Mohammed Miah 19:48
No, no, you are. No, no, no, you're right. I'm I'm sure there may be instances where a
person may.
Be reluctant to give access because as you point out, there's they're scared or there's

a hoarding issue, or they may be sick.

e Stefan Tavernier-Gustave 20:08
OK.

Mohammed Miah 20:08

The court, working with social services next of kin.



Or a a family of family appointed person. The Council does have its own internal
client affairs team. This is where somebody has been unappointed by the courts to
handle somebody else's affairs A-Z.

And if Cottington is aware of of any resident that may fall under this category, then it
will be down to cottington to put in.

Measured in place of how to achieve that gas servicing, so give you an example. If if
there is a any resident that is is is classed as vulnerable on on the estate that's
gaining access is going to be difficult then I'd like to think you have that information
already to hand or you come across that in any interactions and then it's up to the
coaching staff to address how they're going to do that.

Gas servicing and as | said, with the next of kin.

With the courts, or liaising with the the Council's clients affairs team for guidance on

how to do that, it does happen. | have seen it happen so.

e Stefan Tavernier-Gustave 21:22
OK. Thank you.
Yeah. Yeah, that's helpful. Yeah.

@ Mohammed Miah 21:27
Right. So it's gonna move on to short cycle voids the target set by the Council is 30
days to complete.
All voids.
And the period from April to September.
The all the letters that were done, they were all achieved with within target.
But recently, from from September onwards.
All the lists that have been done as you can see the it's.
Way over the 30 days targets we have had communication with Stefan on this and he
has identified.
Some internal discrepancies from a reporting point of view. So we are working with
Stefan locally to try and support him on this and any any future. Let's get that the
TMO does hopefully | mean to meet the target end of year.
Those should be completed in the smallest amount of time available.

But the general overall target is is 30 days from the day of of of of Void.

e Stefan Tavernier-Gustave 22:40



Let me just say, well, can | just add to that? So the board knows exactly what you
mean in terms of that. So the previous managers wasn't entering the details on the
system correctly. So when they were voiding it, it wasn't confirmed. So there's stages
when you and when you end up end the tenancy, you have to confirm the void and it
was ended, but it wasn't confirmed. So the days were going over and over and over

and these.

@ Mohammed Miah 22:43

Yes.

e Stefan Tavernier-Gustave 23:05
Boys were long cycle voids. They weren't short cycle voids so.
You got a certain period of time to do them within a within a time scale, but because
because they were short cycle boys, they wasn't put on properly.
OK, so that run over that time now if it's long cycle, you don't count. OK? Yeah.

Doesn't make sense. Yeah. Yeah.

@ Mohammed Miah 2324
Yeah, the term mod is not required to do any long cycle voids for for for time costs,
for timing and cost that that's that's the main difference.
Right. Just for comparison, last year the the TMR did not have any let's on its book.
So there's nothing there for us to report on.
Right. Repair satisfaction. So this is where we are recording the residents satisfaction
from the repairs that cottington are completing.
Under their obligation.
And this requires.
Satisfaction return surveys to be returned by residents and recording the scores and
reporting them to our team.
And just to give you some information from April to June, in the first three months
this year, I've put none in there and that's because we did not receive any
information from COTTINGTON as to how many survey forms they sent out.
Received and what score they managed to achieve?
For quarter two, we did receive information and it's it's pleased to say that they the
TMO, achieved 100%.

For quarter three, which is the most recent period.



It's it's the same here in in terms of of. No, | mean | don't know if you want to
mention to here Stefan, but we would we have been in discussion with Stefan in
terms of of how the.

Mo achieved 100% from the information they gave us, but we we've had no
satisfaction forms. How many they sent out or received. So | don't know if you'll

explain.

Stefan Tavernier-Gustave 25:14

Yeah. So how what | found out was that the satisfaction forms was just being being
entertaining, being entered from the residence, but it wasn't actually being put on
the system. So previously it was just been piling up piling up. And they know how
much they've done. But it wasn't actually entered. So the ladies are the staff are now

doing that. So they'll be in place going forward.

PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 25:37

So, but but what happened to the July to September? They were put in the system or
were they not put it says 100% isn't it?

Stefan Tavernier-Gustave 25:41

No. Yeah. So what it was, is that they know how much satisfaction they've got, but it
wasn't entering it properly. They wasn't putting the input in it properly. So it was just
sitting there. So that's the only the only information that we're given over. We'll just

send it over to e-mail. It wasn't physically seen if that makes sense.

PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 25:58
Does that are you telling me that July to September they were physically put in the

system or were they just assumptions?

Stefan Tavernier-Gustave 26:04

Those assumptions.

PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 26:07



If this an assumption, can we not go from assumptions from October to December as
well?
If assumption is recorded as 100%, we could record assumption as well for October

to December quarter now.

Stefan Tavernier-Gustave 26:19

Well, to be fair, Anderson, we have to do it. We have to do it physically. We can't do
assumptions and the late the staff won't really be directed properly at that time. So
now me and Mos sat down and had a conversation. We will now can enter that

properly and do it the right way.

PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 26:34

Then | will have said tomorrow, July to September should be should be valid at void
because this is assumption. So based on assumption you don't score them, you have

to be manually done where it got record.

Stefan Tavernier-Gustave 26:45

Not really.

Mohammed Miah 26:46

Well, I will say on on this to address that for yourself, we do carry out validation
cheques.

End of year.

And we did that most recently.

For last reporting period and | myself personally came down to Cottington's office to
and this was way before Stephen's time.

To carry out a validation exercise, which was basically to establish what systems the
TMO had in place to.

For complaint handling complaint login.

Repair satisfaction and the staff there at the time, they were very upfront and honest
and they were just basically said to me that they haven't been told anything about
complaint handling, repairs, forms, how to log.

Or how to give information back to us when we request it on a monthly or a

quarterly basis?



And of course | | gave a copy of my report to Cottington and Stefan, and it was
documented there that new measures needs to be put in place, which.

I'm pleased they are going. It's going in the right process.

But for quarter two, just say, even even though that Box says 100% and even if that's
to use the word assumption, when we go round to validate that information and we
will ask codington how did you come to 100%, of course we would work you know
request that communication from them. So we do record it at the time of reporting.
But when it comes to validating we we do request audit trail, e-mail trail, paper trail

for the purpose of a validation exercise.

Stefan Tavernier-Gustave 28:36
OK. Can | ask some can | have? Can | ask something? | suppose if you look at it,

because we have actually people on site doing the repairs, yeah, so.

Mohammed Miah 28:36

So yes.

e Stefan Tavernier-Gustave 28:49
And that's why people are sat, you know, like I've had repairs done and you know,
you know, it's going to get done because you know who's doing it and because
they're local, they're local to the office. So that is a bit different when you've got

someone else coming from the outside in to do the repairs.

Mohammed Miah 29:03
Yeah.

Stefan Tavernier-Gustave 29:07

For the satisfaction it's it's like we can look at how it can be done more effectively
because obviously there's 100% satisfaction if repair gets done. It's that's done well.
But if if someone external is doing the repairs, it's it's a different kettle of fish. You

see what I'm saying?

Mohammed Miah 29:26

These are repair satisfactions for all repairs that cuttington are doing.



Stefan Tavernier-Gustave 29:30
They just all popping them together in one bit or you know, it's just dlo's dlo. It's not

outsourced 1 outsource. OK, that's fine, that's fine.

@ Mohammed Miah 29:34
Yes.
No, exactly. | mean | see your point. It wouldn't make sense for us to go out and do a
satisfaction or something the the Council's own contractor has gone out and they
might do a fantastically well, good job or or poor job. So yeah, | see your point, but

now this is all dlo.

6 Stefan Tavernier-Gustave 29:40
Yeah, it's true. Yeah.
OK. All right. I I have a question that this is probably driving towards what Anderson
was earlier on saying.
It probably stems from the fact that we're a brand new board and back in October
there was another board, but when we look at the the statistics that are showing that
the coloured charting, it seems to infer how wonderful it was done. We have no idea
whether the satisfaction surveys.
What the answers are was it? Yes, was it they great? Was it for 80%? Fifty percent,
100%. We just don't know. So | think it's very misleading to have any figure in there
at all below O for satisfaction surveys it it it tells a lie. Very nice of you to give it
because repairs can be done. But they were done. But.
Satisfy the plumpers but is not repairs. This is client satisfaction.
Result. It's nothing to do with the actual repairs. It's about the result from the point
of view of the typically tenant. And if we don't have that information, | think it would
be honest and say, right, we don't have it is O rather than well. We've done some
work and we've come in and we've looked and we understand the problem that the
staff had, they hadn't got trained.
There's to be a pile of satisfaction surveys sitting in a desk draw somewhere.
They've never been input properly. Well, the answer is we didn't complete the task,

so it's zero. It's not 100%. I'd love to hear your your view.

@ Mohammed Miah 31:36



And at the time of us requesting all this information.

We we don't have the time to scrutinise to the level that you're you're describing,
because we produce these performance outputs on a monthly and quarterly basis.
So if we take the period July through September as an example.

What we would simply do is is just ask cottington, can you please confirm how many
repair satisfaction survey forms did you return? So did you receive back and what
was the score that you achieve?

And we would just simply get a reply back from the TMO and we would record that
on the performance data.

There isn't any follow-ups in terms of at the time. How did you achieve this? When
did you achieve it? But if if at TML was to respond to us to say.

We didn't record this or we didn't track this. We just record it as zero and therefore
we will class that as not meeting the target.

During that period.

Stefan Tavernier-Gustave 32:47

So how to is that yeah.

Mohammed Miah 32:48
And and that applies to most of the kkp is that it's down to the TMO to respond to

our requests for performance figures.

Stefan Tavernier-Gustave 32:59

And then you came in and you did a periodic report. And did this. Did you bring this
out in the periodic report that, | mean, you, you you came in and you asked them
and they told you | don't we don't know about complaints. We don't know about
satisfaction surveys. So at that point you were aware that there was no, there was no
structure to the way the job was being done. It wasn't being done properly.

And you may or may not have actually seen some physical evidence.

Of satisfaction surveys in draws or complaints that may have not have been logged,
but was sitting in drawers. | don't know whether you went to that depth during your
periodic review and you did some testing of the of data testing of the
documentation or not, and would that be have been reflected in the report that we
are on the one side, you would have reported, | expect that you were aware.

That staff hadn't been trained, but if you had not done a percentile check.



Of the data and the documentation you would have said in the report, we did not do

a documentation check. It's | don't know what's in your report, unfortunately.

Mohammed Miah 34:12

Just just just to be just to be clear, my my report looked at solely complaints.
Handling and logging. | did not look at repair satisfaction that may be looked at as a
validation exercise this year. If and when that is, then of course we will do that. But

my site visit.

Stefan Tavernier-Gustave 34:32

It's great. We've also kept that it'll be great. Don't worry. It'll be great.

Mohammed Miah 34:35

Yes, I'm fine. I'm sure it was. In terms of the complaints validation that | that | did, |
mean, I'm happy to share that report with with Stefan and and for your reading as
well. It looked at what systems were in place.

How did staff deal with complaint handling and logging?

How easy is it to make a complaint to the TMO?

What are the backup measures in terms of resources? Like for example, if a staff is
absent?

Or if a delay is outside of its control, so we would look, | looked at all those key areas
and.

And mentioned in the report that overall there was no formal process or a system in
place that allowed staff to effectively and efficiently log, respond and manage
complaints.

And hypothetically speaking, if | replicate that again later on this year.

And then my visits to cottington if and when that happens, | will be asking the same
questions again and then await to receive the findings.

And again, I'm I'm I'm happy to share that that report.

It's not published in in any public forum. In the website, it's just local validation
exercise.

Because we're being asked, how do TMOS, who's generally have very, very good
performance, what are we doing to to to verify that performance? And those are the
questions.

| ask and then | would like, for example, most recently for the month of January we



we will ask a very open and closed question in terms of performance and we accept
whatever figure is given to us.

And then at the end of the financial year, we will sit down as a team and say what
areas do we want to validate this year, we may look at complaints again, we may look
at estate inspections.

We may look at antisocial behaviour and then we'll we'll conduct our validations
accordingly.

And that's generally the gist of it. And in terms of how we go and do about that. But
I'm I'm confident with what Stephen is doing, that's the the measures are going to
improve and there'll be more accurate and more efficient reporting provided to us.

Which will be pleasing for the board to to to read itself.

PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 37:15

I'm happy about the way you you have. You have this. You've gone through this, but
you don't have to dwell on this for too long anyway. But you'll just we're just trying
to pinpoint what we're just trying to pinpoint. The way this action was carried out,
the validation and the process. Because you said it initially that there was no
adequate system. There were no trained staff during this period.

But what happened to October to December were they are the same remark that
they were in train, or was it just between this October to December or was it between
July to December?

So which which period where they start not properly trained and all this process will
not properly taking place.

Mohammed Miah 37:54
That relates to the period 2000 and three 2024 where all the columns I've left blank
because in my in my report | mentioned that no information was provided by the

TMO in every single period. So if you if you can still see my screen.

Stefan Tavernier-Gustave 38:13

Yes, yes, you see that's blank, yes.

Mohammed Miah 38:14
This this period, this this period here.



When we ask the TMO how many complaints or how many repairs forms did you
receive?

That's blank because simply no information was provided. So we just record that as
no information provided not and then so on for this period and that period and this
period.

And then it.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 38:39
Let's try it fair though, but I'm well, I'm gonna just go said about the 2024-2025, the
October to December period. What happened to that? Was there no information as

well or no training giving at that period of what happened?

Mohammed Miah 38:50
| can't answer that question in terms of training or or or. You know reporting. We've
just been we've asked the question in terms of how many satisfaction surveys were

sent out and received. The answer that | got was 0.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 39:04

Fair. Now let's let's move on. Then we'll have to dwell on this.

@ Mohammed Miah 39:08
OK. So the last one I'm gonna mention is the complaints and members inquiries.
The target to respond on all complaints is is 10 working days. That is local stage 1.
Complaints made directly to the TMO or about the TMO, and it can be received in a
variety of ways.
And all the columns where you see it's blank. It's where no information.
Has been provided.
Apart from the most recent one October to December where?
8 complaints.
Were made to Coddington and they were all responded in time.
But the the 1st 3 periods 1st 3/4 rather sorry first two quarters rather.
This is where our request for information came back as there's nothing nothing to

report, so that could be a plethora of things in terms of of complaints complaint.



Handling or or staffing did not know how to record it so.
And to compare that for last year, as you see all four columns are blank.
Where no information was provided at all.

During the entire period so.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 40:28
Tell my mom do regarding this complaint for members of do you have a proper
complaint procedure or how is it properly done and how do you get this resolved
within how many days and how is this implemented? What is the process if you can

educate us on that?

Mohammed Miah 40:42
So the the the local.

Stefan Tavernier-Gustave 40:45
Do you want to touch that tomorrow? Do you want me to touch on that for you,

mum?

Mohammed Miah 40:49
They're going.

Stefan Tavernier-Gustave 40:49

Yeah. So, so how do you? Well, as MOS said, there was no systems in place.

Prior to my arrival, however, there were me and the staff are dividing the system
where all complaints, and we'll get a certain period of time to respond to via letter
phone call. Depending on the nature of the complaint. And then we will close it
within the time scope needs to be, but then that will be divided. That'll be that's
actually coming in place. Again, getting put in place at the moment. So once that's

done, we can have to let you know in the next board meeting.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 41:23
Alright, that's right. Fair enough.



Stefan Tavernier-Gustave 41:25
Yeah.

Mohammed Miah 41:26

This is also a key area that the regulator of social housing looks at, so therefore it's
it's there's extra scrutiny on this to ensure, as all landlords and not just landlords that
we are responding to complaints on time and resolving them as well, so.

It's it's important that.

Codington does well on this, not just for low for local, make sure it's it's to achieve
residents satisfaction, but just to.

So it's compliancy.

With this KPI.

Right, that's that's. That's the end. I'm going to stop sharing and if if anybody's got

any questions, please fire away.

Stefan Tavernier-Gustave 42:13

Yeah, | have a quick question. Could you just quickly touch on why KPIs are so
important and does it influence the allowance that Lambda Council would give at
Mo?

Mohammed Miah 42:24

The latter part of that question would be straightforward. No allowances are not
linked to performance. It's linked to the number of stocks.

That cottington manages. So if your stock numbers in terms of properties, whether
it's rented properties or service charge or leasehold properties goes up and down,
the allowance reflects that in terms of performance and what can be done in the in
the event of consistent underperformance.

So we work very, very closely with all the TMOS.

And we would on the 1st bases, if there's three months of consecutive.

Not meeting the target.

We would ask the TMO, we'll we'll bring this to the attention and we will ask them to
produce an action plan.

And that action plan, it's down to the TMO to produce on their own merit.

Which would explain how they would address the underperformance and.



What steps they would choose to do improve it. So as an example, we've had action
plans submitted for us for rent collection and for service charge.

That action plan is then monitored for a further period of three months.

And we just hoped within that period performance improves.

But to, to put it bluntly, if if there's consistent underperformance of a KPI.

The Council reserves the right to serve a supervision notice on the TMO, which is
basically telling you that you're on notice.

At any time, the TMO has the obligation to return a service back to the Council by
following the correct process if it fails.

It can no longer meet that obligation for whatever reason.

But from a counsellor point of view, it's just simply that we we reserve the right to
serve a a supervision notice onto the TMO and that begins a whole chain of events.
Which which can go on with engagement from the from, from the TMO.

In the short time that I've been in the team so far, | don't. That hasn't happened yet
and you know what | if I'm I'm confident that the measures that are in place now.

It won't come to that.

So | hope that. Yeah.

e Stefan Tavernier-Gustave 45:07
So yeah, that's really helpful. In terms of like certain KPIs with the Council take back
certain KPIs and take charge of that, sorry. So like for example, if rank collection was
to consistently.
Fall like underperform. But we were performing well in service charge. Would
Lambda only take charge of rent collection or would it take back the whole of the
TMO? Or how does that work?

Mohammed Miah 45:32
No, it it can take back a service if it if it by following the process by 'cause. If it fails,

that's because.

e Stefan Tavernier-Gustave 45:37
OK.

Mohammed Miah 45:42

Rent collection and it it it goes into the council's housing revenue account. I'm not



sure if if everyone is familiar with that, but that is a is a is exactly yeah. It funds

essential services for repairs and and stock maintenance.

Stefan Tavernier-Gustave 45:51

Yeah, you need the money.

Mohammed Miah 46:01

If if the if the count. If not just Lambeth. If any Council that works with TMOS feels it's
it's any TMO is consistent in not meeting the rent collection.

And if it needs to come to a decision to say we will take it back, it has the right to do

so, but that will go through the due process as per the management agreement.

Stefan Tavernier-Gustave 46:23
You have the right to take back the service, but you don't have the right to take back
the TMO. Is that what you're saying?

Mohammed Miah 46:31
Correct. That's only done under the continuation ballots, which Cottington has had
that. So if if residents at the next ballot.

Stefan Tavernier-Gustave 46:37
Yeah.
Mm hmm.

Mohammed Miah 46:42
Feels that the Council can deliver the services themselves directly, as opposed to the

to the TMO. Then it votes accordingly.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 46:52
But more from your from your graph that we share earlier, when we look at the rent
from from the cotton clothes for 20 March to September, that's about six months
that they cutting cotton clothes is not making up the expectation. So why then they

can also come into that or take their service away from them.



e Stefan Tavernier-Gustave 46:52
OK.

Mohammed Miah 47:15

For this period, I'm gonna go back to my document for this period.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 47:18
Yeah. For March, March to September, then more than six months though, right?

Mohammed Miah 47:21

Yes. So and a large chunk of that where there was, if | if | recall correctly, there was
two estate directors and a valid action plan was in place during that period. My
apologies, | wasn't client in cottington at the time. So | have limited information. But

what | do know.

e Stefan Tavernier-Gustave 47:40
OK.

Mohammed Miah 47:45
Is that during the six month period where the target wasn't met?

There was a valid action plan submitted by the estate director of the time.

Stefan Tavernier-Gustave 47:54

Mm hmm.

Mohammed Miah 47:55

And they were working with Nigel, who's now left the organisation.

Stefan Tavernier-Gustave 48:00

Mm hmm mm hmm.

Mohammed Miah 48:01

And discussions were going on going in terms of how to address this



underperformance. | wasn't Privy to that. So I'm not sure how far Nigel go along
those lines, but | don't believe any sort of notice was served because | can't find

anything on file.

Stefan Tavernier-Gustave 48:18
OK, that's good. That's good.

Mohammed Miah 48:21

But yeah, | mean.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 48:22
That that, that means Lambert wasn't also consistent with their KPI stuff, because if
normally you just address it, that after three months there's gonna be a plan and
there will be a notice 7 and all that. And that wasn't done after six months. That

meant Lambert might not be consistent doing that.

Stefan Tavernier-Gustave 48:37
Because the plan was in place and Lambert was happy with the plan, so the notice

didn't seem required at that moment.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 48:44

Yeah, but the plan wasn't effective. Wasn't functioning. That's what we saw.

@ Mohammed Miah 48:45
S

O.

Stefan Tavernier-Gustave 48:48
We will know that.

Mohammed Miah 48:48
So. So what would have happened is that after three, three consecutive months of
not meeting the target at month four got the TMO would have been asked for an

action plan and that action plan would have been then in place for a period of three,



three months, which would take you into September and then?

If that wasn't working or was working, then that will be discussed in liaison meetings
at the time.

But from the information that I've I've I've shared as performance has been met and
exceeded since November.

So that's action plan.

Is is can be parked to one side.

And if it's needed again, of course, that's depending on performance, but it's it's, it's
on an output trend. So and I'm again, I'm confident with the measures now in place
that's.

And | think, you know, Stefan's recruited a a person for solving income collection. |
think that person is doing well.

And it's it's confident that they the end of year target can be met.

e Stefan Tavernier-Gustave 50:06
Thank you. Thanks, mom. OK, | have one. Just | | saw late and | missed the beginning
and | missed what you might have told us. But with with Nigel gone, Lynette gone. |
wondered if you did tell us what the structure now is. Who are the personnel are in
the department? What's its hierarchy? Has it all changed or there? Who was a new
personalities? | wonder if you'd managed to tell us anything about that before | got

here.

Mohammed Miah 50:33
At the time in, in my, in, in our team, it's just myself and my manager Lucy, who's

acting client manager.

e Stefan Tavernier-Gustave 50:40

Hmm.

Mohammed Miah 50:42

We have the Council has successfully recruited for Nigel's post that person, | believe,
is due to starts either end of this month or early next month.

As and when we get more information, we'll share that with the team OS.

They're also in the middle of of recruiting for Lynnette's replacement.



| believe that job listing has now closed, so the Council may be in the process of

shortlisting.

o Peter (Guest) 51:08
OK.

Mohammed Miah 57:13
Lynette replacement as and when any announcement is made on her replacement,

will we'll share that with all the TMOS, but in the interim, it's just Lucy and I.

Stefan Tavernier-Gustave 51:23
How many? How many? Oh, and that you are the only client managers looking after
Rule 9 TM OS.

Mohammed Miah 57:30
Correct. So Lucy and | are looking after all the 10 and | was. Lynette was here. She

asked me to take over Cottington in the interim.

Stefan Tavernier-Gustave 51:42

Commissioner rations.

Mohammed Miah 51:45

No, no.

Stefan Tavernier-Gustave 51:47
OK. Thank you very much for your time.

That has been really, really useful review of what's going on.

Mohammed Miah 51:54
So no problem, this is my first time here. Do you need me to stay or can | go on, next

week's excused.

Stefan Tavernier-Gustave 51:59

You can go if you want. That's not a problem.



Mohammed Miah 52:02
OK. Bye, bye bye.

Stefan Tavernier-Gustave 52:04

All right. Take care. Take care. See you later. Bye.

Peter (Guest) 52:05
Yeah.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 52:05

Thank you more.

Stefan Tavernier-Gustave 52:08

OK. We go back to the agenda. We have spent a bunch of time on this, so we may
need to rest a little bit. Yeah. And | just wanted to chat with everybody. The company
of interest there has been a changes.

Of course.

What else do we have?

The approval of the last meeting minutes.

We have got them circulated to everybody.

Yeah, to write back to you. Or can we verbally?

| think, yeah, yeah.

Well, you have some points. Yeah, there was some. Let me correct. Anyone got any
concerns points on the Minutes? No, no. Are you happy with it? Didn't agree with?
Yeah.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 53:03
Yeah.

Stefan Tavernier-Gustave 53:04

Yeah, you agree with Anthony.



@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 53:06
Yeah.

Stefan Tavernier-Gustave 53:07

OK, good. So we move back to the state director of dates. We already received the
Dean Homes programme. Yeah, that's really good news, Kpi's, information, | think
that's has been really educational. Yeah. And now we have until is meant that | guess
this document.

Yeah. Are they called assigned to that one? Yeah. So if you see the top top of my
page, that's the cheapest I've got. | went through a lot of contractors and they were
charging me ridiculous money. So | bought 3 quotes as, as as you requested. And the
cheapest ones, the top one. Sorry. Where are we looking? Oh, sorry. Blue and yellow.
Sorry. Yeah, that's what. That's what's. Yeah, sure.

Well, | worked Brighton home and we had a schedule list that we only went to. Yeah.
And also they had one within. You know, | think they might have it everywhere where
they have the Council had their say direct labour and then they set up a company.
And that becomes a separate entity, even though it's Lambert, they're lamb of
workers. Yeah, but they've got a they're subcontracted. Yeah, but they're still lying
before. They're still lying before they like, they're working off Lambeth, basically.
Yeah. Yeah, yeah. So do we like Lambeth have that? No. Lamb of the only time they
have that if you're doing a tendering programme. OK. Yeah. So that's a big contract.
Like the Decent homes programme. OK. Not even for a small cat? No, no, we don't
need to.

Because it depends on the level of the cost. So if it's over 10,015 thousand, 20,000,
something like that, yeah. So what about the shed? Do you not have a schedule,
right.

So don't stop that now. Yeah, it's not that. No, they've stopped that they stopped
scheduled rates in 2910. If | could remember.

| have no idea. Sorry. When you dropped the conversation because we are going up
in late. | was looking at whether they had somewhere. They're just going to go
because it would be easier, wouldn't it? It would be easier to do that. OK. Anybody
has questions about the question? Just Stephan, do you have some experience of the

different, | don't know any of these people. So it's really, yeah, literally | have random



people that I've gone through. And | said if | show you the ones that | had for 10 and
some of them was 9910.

Because because they see us as a Council, they think we've got money in our pockets
and spent. So | literally | actually went round with them. They saw what needs to be
done and they said they couldn't. They could. They told me they're going to hack it
off. We skim it, you know, something of them. What would you recommend? I'd
recommend the first person defeat these people ahead. They, they they are. | think
they're the customers of | think Albanians.

Albanian companies, they're very good. They're very, you know.

OK.

If anybody has any complaints, if not, we will, we will get to the cheapest of the three.
Yeah. OK. Commended. OK, cool. That's good.

What else?

Boids and let's. Yeah, so we've got currently got two voids in the pipeline. We've got
11 aerial and three. Brutus, we don't. We have all gone to Lambeth. So it's not
coming out of our pocket, so hurry.

We're saving money again, so that's over £10,000 worth of work in each way, yeah,
SO.

Yeah. So I've, I've. I've had Al had a bit of a 12 Froome with one of the boys team and
he's he's trying to say he was Leicester more he was and | know it wasn't. Yeah. So
we've managed to save about 20,000 Ibs. Or two. Yeah. Yeah. So yeah. So we've had
about 10 boys and only one of them. We've done at the turn. So we've saved a lot of
money that.

Why is that? Are we supposed to fix them? Yeah, so, so. So basically how it works is
this. Once we get a void, we | go in and determine whether it's below 5000 or above
5000. Yeah.

And if it's below 5000, the TMO has to go ahead and do and carry out the works. |
personally don't think any of these properties are all under 5000 Ibs, but some of the
small one bedrooms they can be under 5000 |bs but they want bedrooms but two
and three.

Grateful that they that Lambeth haven't altered the 5000 well, it's because it
absolutely. Absolutely. Yeah. Yeah. So we've saved a lot of money in the last but
about 8090 thousand, 80,000 maybe.

| think that's what the 5000 is like throughout all the counts of that thing. That's

correct. Yeah. Yeah, yeah, yeah. What's your moles really for TMO? Yeah. So we saved



a lot of money in the last five. We just got those two left. Yes, we got 211 and 3,
Bruce. But they'll go into lamb if they're being done by Lambeth and not to do. OK,
that's great. What about the Super cases?

This is a. This is a subject that was really frustrating. As you know, | got came on
board last year September.

There was a lot of disrepair cases that was thrown at me.

Didn't know anything about them. | had to literally strip them all down to find exactly
why there were disrepairs.

Basically long and short with it, it become disrepair because no one acts on it. You
know, managers was informed of the problem and they wasn't wasn't done in time,
so they've gone to their solicitors. As you know all these solicitors unlock your door,
you got disrepair, you got disrepair. You know | get 20 Ibs. Yeah, all of them, you
know, so they've managed to knock the doors and they've got yeah, I've got
disrepair so.

We've spent literally six and a half 1000 Ibs on compensation since I've arrived.
Because of previous managers, nothing | can do, | just had to run with it.

They probably might come through the woodwork, but I'm trying to knock them
away. I'm trying to because some of them are trying to say it's disrepair, but | know
it's not disrepair and | just have to act on it, but it's really time consuming doing that.
But the ones that was already on the edge almost going to, you know, legal, we've
had to pay out almost 6000.

Pounds with the source.

Coming about that, yeah, there's, there's thumb. That's historically because of how
it's been built that. Yeah. Then my quick question is budget. | don't, | don't think |
saw the words disrepair on any row. No, it wouldn't say disrepair. It said legal costs.
Oh, this is the compensation. Yeah, the compensation. Legal costs. So how did it get?
So that is legal fees. Is that in the budget? Yes, it's in there. You got to click on the
switch sheet and then go on to just hover over the note. It will say disrepair.

Yeah. So just anyone of the any questions on that answer there was Al went to a
conference for probably about two years ago where Lambda was saying they've got
a new system for dis repair.

So that they to stop the ambulance chasers they come in and do the repairs. | don't
know if they it was just after lockdown. | went to a conference and we've got we've
got this system where so that we wouldn't pay the legal fees would be. But The thing

is The thing is we wouldn't we wouldn't necessarily get hit with legal fees unless we



do the job within our time as long as we can demonstrate.

That we've done what we've done within the times, anybody could go Ombudsman.
Anybody can go to a legal person as long as as long as they | can demonstrate that
we've done things in time, they won't get anything. Do you think what | mean so.

So. Yeah. So yeah. Yeah, moving on to that. So bulk collection, so you have, if you
just see.

There's another, there's another. It says pinnacle. Yeah. I've just attached two bits on
it. Right. So just so you know, as | said, | think I've mentioned this in the last board
meeting. Pinnacle has been charged with last. | don't know what manager | thought
this was a bright, great idea, but they put a fixed amount of sorry cost every month
for us to take for them to take a but take a bulk away, right, which you can see in the
front was.

£615 per month now, not the lads. All say that there's not hardly no bulks there
sometimes and they just £615.00 a month.

Doing nothing. OK, now you obviously that can see yearly what that is yearly. That's a
huge amount of money, OK. However, they go down, they do a pay as you go
service, which | believe will be will be better for cost and growth. All right. However, |
think they're still expensive and I've got another bulk. There's another sheet next to it
which is cheaper as well is the other side, which is the other side who is this
company.

They're they're called. Listen, listen. The same company that I've got for the fortune
optimum services. Yeah. Yeah. They're cheap on in, in terms of beige you got.

So I would like I would like to use those going forward as a payment goal service. So
what's the name of this open, optimal optimal optimum? The bottom? Yeah, what it
is? Pinnacle charge for delivery time. Petrol. These guys don't. It's all in the cost. Yeah.
Are we come really confident? Yeah. Yeah, yeah.

They take, they take, they take every waste they take. Manchester Bridges, all these
things and these things are very hard to get rid of.

| think they're dumping them in Southwark. Yeah. See what you mean? Yeah, no,
they're they're fully licenced. I've seen their paperwork. So they're fully licenced.
Yeah. If we vote on that now. Or do we vote on? When do we vote on there? | think
it's quite sure we can. Should do it now. Yeah. | just wanted to ask. Yeah, sure. |
remember that.

From the gardening group he made that Brooks send you a proposal? That's correct.

Or | think it was garden invoice. It was | | need to speak to him about a few things. It



wasn't really clear what he put on there, and | don't really want to do something, but
| don't fully understand it.

I'm going to have a chat with him about it and he's going to we may be able to
reduce costs. Yeah, absolutely, yeah.

| know people with Dave and Dave is not here any longer. So anyhow, so yeah.

So.

Conversation Mark from the, from the from he made a proposal to use his truck for
the collection and clean up of. | think that he meant only gardening refuse and that
kind of stuff.

Yeah. Yeah. So yeah, | wasn't sure because | know he did speak today and he spoke
to me, but | haven't. | think you're right. There could just been on the gardening
waste. Could you could get rid of the gardening waste as well.

He said. | think, | mean, I'd have.

Because that's usually where he drops his stuff away.

And it's OK because you got service. If the greenways will get it cheaper with market,
that's fine. Not this, guys, cover it up. Absolutely. We're not agreeing to bulk price, so
we have flexibility. Just just let us write caution and that is that if Mark is is earning
money.

Hmm. From us. Then it's gonna be very well segregated. Because, | mean, Linda, last
week, last time you said that you might be the chair of the gardening. Then he'd be
in charge of money, and this might collapse the sake of how much it is. How much is
it, really? Is it worth it? And for how much is only a couple?

That's right. That's right. Yeah, yeah.

Bulk, | mean, there's a lot there.

Will be a triumph, but | believe I've measured.

And they come at least once. That's the only thing if that one they come every week,
but they don't pick up. The only they don't get much that they take away. They are.
Yeah. See what they picked up? | mean, they picked up a lot. Yeah, yeah, yeah. This
week for the simple reason the flat was that's. That's correct. Yeah, it was. That's the
only reason they picked up. Otherwise there was. It's the bed there. Exactly. And
we're they're charging us £650 per month.

For nothing. It's ridiculous.

Yeah. So this is so unfortunately, guys, these are this is fixed for March. So we're still
contracted for March, yeah, OK, so until March, yeah, the contract. So the contract for

Pinnacle ends in March because it's fixed. It's fixed for a year. Yeah. So yeah, yeah. So



we're not going to use them now after mod.

Maybe that's why they dropped the price, hoping they'll get this one very quick.

If that's possible, if that's possible. OK, moving on to the next.

Oh, so you agree. I'm sorry. Sorry. I'm just going too fast. So agreement everybody.
An agreement on doing this? Yeah.

Yeah. Yeah. OK. Anderson Anderson. Yep. Yep. That's the handout. Yeah. OK. Lovely.
Yes, | found signatories. Yeah, just so you know, the successfully got Andy on board
on the utility account, so she should be getting that login details very soon. So
please to get that sorted out.

| was waiting on Mikhail and he's just not very communicating. Doesn't communicate
a lot, so I've managed to get someone asked, apparently on the unity utility account.
I've established that there's about seven people still on the UTI Unity account. Kinga
still on there.

Yeah, King is still on now. Sharon is still on there. Yeah, there's a lot of people on
there. When Angie has is, it will just be Angie. It will be Angie.

Mpr and myself.

OK. And since yeah.

The counter? It'll be us free. Just us free on the account. OK. And tell me then. |
mean, are they? They're going to. They are off.

They're still on, but I've written a letter to unity to say that they're coming off, but
however, this this is the problem they have to you can't work so long day then yeah,
they have to. They have to run. OK. So say you're still on it. So the best approach
would be to use the three signatories. We have to close that account. That's correct.
Yeah. So they said if they, they're gonna send the e-mail to each and every one of
them on on the on the account.

Yeah, yeah, yeah, | agree. | agree. However, if they don't respond, then they will take
my letter as a as a way of saying, you know, they're off, but they have to. The first
and foremost, they have to respond to that. OK. Yeah. It's just a process. But you
know what? | don't know if Sharon is going to do it. | don't know if anyone is going
to do, | don't know.

OK. All right.

OK. Yeah. Please. Look, | went on to the incomes. If you look look on through the
sheet, there's a yellow.

Proposal business plan. Oh, sorry, guys. | was really busy over the weekend and |

understood. It really circulated. So | had family issues. So | did send it over today. All



right, | hope it's quite clear. Unless you've got any questions on it.

We have a very quick question. Yeah. I'm sorry. Yeah. Yeah, yeah. Thanks to hiring
staff within the TMO, do we get? Do we always have to receive a proposal for the
cost or do we get even more involved? Do we? Because | think you've had an e-mail
where we're like, we don't actually get too involved in operations.

Operations, not.

As operations? Or is it just an approval case when the to the recruitment?

How it works is if I'm looking to get an agency staff in, it's something that's
operational | need. It's a quick fix. Now. If it's recruitment then | have to go for the
board.

And we've got.

Steve.

Now Getty. Mm hmm so.

You can speak to me now. He get paid as paid. Exactly. Yeah. Very useful. He's very
but for Peninsula.

He's separate. Yeah, that's a good question. Anderson. I'm going to get to. | didn't
want to cut you, but | was a bit. | was. | was a bit confused between | was a bit
confused. We had Steve and we still got Peninsula. But what | found that that
peninsula does a broad of things for the staff. So | thought, OK, fine, we'll keep
Peninsula. But at the moment, Steve is just a page. You've got service. So we don't
have to actually use this.

Yeah, he can be tension level. Yes, the consult. He's HR consultant. | had a talk with
Steve and just to to talk about his background. And so he's got housing
management degrees. So when you talk to him, you're talking not only to HR, talking
to someone who's got a degree. Also he's got HR Masters and he also know he's
been with this so from.

Hamid bloody. | don't know how long he's been here. So he's got a lot of
information regarding how we, not us, but the previous people, that's right.

| didn't know we had him at. Yeah, he's got so much information about how and any
questions we we | think the main thing is any questions we have we don't wait until
afterwards we we can ask him now before you know | don't know them. Yeah so you
know whatever questions he'll answer. So when it comes to recruitment. Sorry do we
go through Steve and say hey Steve we would love to recruit someone and he gives
us ideas.

Yeah, yeah, he can tell you the process. | can explain to you the process and and then



all these other bits and pieces. So if | come to you say, | don't know, | want another
housing officer, for example, I'll say, OK. So you will speak to Steve and say look,
what's what's the, what's the, what's the process of that. But | can still tell you the
process, but the recruitment process is longevity. So you've got to put on poles,
you've got to wait for the closing date and all this that bits and pieces, equipment
policy. | mean like when you should be all singing from the same? Absolutely. But |
mean whether we're using whatever system, | don't know what we've.

On board, but obviously we you know if we should make it as simple as possible to
recruit, but at the same time, if we've got anything to do with legalities, we ought to
see mark to be able to ask Steve any questions, we shouldn't hesitate to talk to him
before we do anything because.

Not.

Because he's a consultant. He's just a consultant.

Interview process me and other.

OK. Or anybody else on the board, Lloyd Anderson, boards abate.

And you can get training. You can if you wanted to, we could speak to him. Say, look,
we're going to go and recruit. So we want to recruit. | don't know.

Landscape garden because we don't do a lot of recruitment. Then what's the best
process he could tell us best practise. So we you instead of we all using stuff that we
| mean I've been on two recruitment boards and I'm out to grab training but that's to
it. Data and housing this is caretaker even though my dad was a caretaker we still
need to be singing from if we're going to do the same pick box.

Cannot speak.

So they could we have you for the flight. I'm sorry. It's the caretaker. It's it's not. It's a
business. Yeah, it's business.

We're looking at, yeah, this is the part the part time income, office deposition. OK, |
see here. It's a part time position. So it's doing is a full time full employment but it's
part time. It's not a temp, it's permanent. But I've only. I've got this and it's been
niggling at me we've got.

We haven't got a staff plan. We don't know where we are in terms of what's the how
much budget have we got? What is the proposed staff, are we going to pay for them
and how does this work out over the year of our budget? We had a the budget from
last budget is no use, it's the next budget. So it's chicken and egg. It's we don't know
what our budgets are for spending on staff.

I'll send it to everybody is that's the last year's budget. No, no, but these have been



sent today. | don't know. I'm just. | don't know. We got this today. | yeah. So today
has been sent a draught annual budget 2526. | saw that. And that's really all that's |, |
think Cynthia has just gone through the list since you said plus then -1 | | was able to
sit in the car an hour ago and go. What's that? | really couldn't.

Look at it and judge it and know what it was.

So I'm trying to make a decision about, well, how much are we going to spend on on
this person, but | don't. | really understand well, how does that fit in with our staff
budget? How does that work inside of our in town? So on the proposal, it does say
here that this has been prorated to 24K24 point 5K. We know the money, how does
that fit in with our?

We know how much is going to be cost. We don't know if we have the money to pay
for it right at this point, | can see that in agency cost. So we are getting rid of the
exactly. Yes, it's going to be permanent. So we're going to pay for tax holidays and
all that. We were not doing before. That's right. So that's that's why it's zero in
agency cost.

And it's part of this 39.99% increase. That's correct. Yeah. Yeah. OK. Because | only
read caretaker salaries. So | | was not. Al was not sure where this income officer. So
the first question is, is the temp company OK with us poaching this person? Yes. OK,
Where was I? If you pay them some of them. So there's going to be an agency cost.
There will be a fee to be. Yeah. But we've got one. Of course.

If you look agreement, I'll find out for you.

We will rather have the numbers before we do anything, OK. The numbers, the, the,
The thing is, | understand that. | just want you to guys to see what my proposal is.
Yeah. | can't go through the proposal.

It's not that great, though, that much tinuka is doing a good job. We are happy with
that. We also don't. | think that after this conversation with Lambert, | don't feel that
pressure to keep the KP is hide hide because we can if we don't have the budget.
We can always give us a six months time to see if we can get our own stuff trained
and how it goes. We now know we have the flexibility so we don't, we are not rushed
to take a decision about this.

Benefits that's clear is good to have a person that is going to take care of this, so it
doesn't get out of how many days a week was. Yeah, three days a week, 3 days, isn't
it? Three days a week? Sorry. Three days. At the moment we're probably spending
about 5000 a month on her, but we'll be. We'll be roughly about 4K. We'll be saving
about 4K.



25 hours. 45 yeah. OK, so yeah, here it is. Yeah. 4K per month. Bringing in my is what
Jackie would say at the previous board meeting would valid. Amanda, we used to
have an in touch. We used to have.

A housing officer? Yeah, and.

A general person who did all of the Lorenz, and there's a collections and we had a
estate manager. That's it. And we have to restart in the office.

And the work is no bigger, it's.

Bigger. Yeah, they don't do it. That most councils don't have a housing officer. It's
just the one person that goes spreads across the whole they've got no patches. It's
only TMOS, they've got patches, but then we don't look if we are ATM. Yeah, we're
just, we've got patches. Yeah, but they just don't. The councils don't work in that way
anymore.

Because of the way that we we have revolved with with housing regulation, right,
housing regulation change a lot, yeah, it's 1984. You know you can do comparison,
but you know just different you know different different change different. That's
that's true. OK so they should just administrations is growing and growing and
growing and growing and growing and growing.

Does it have to? But like just because they have like now compared to 10 years ago,
we didn't have a pandemic we didn't have.

So we don't a lot of things. So the environment is constantly changing and we need
to change with it, do we?

Don't know what the difference is. 47 flats. We were 2000. We are 2000. The the
standard. Our housing stocks, our number of residents on on here. That hasn't
changed. Our problems are that our files were a mess that we got into terrible
trouble. That there's a mess to sort. And I'm worried that we're creating precedents.
Mm hmm, so that we're gonna we'll have this going forward forever and growing
and growing. And there was never a need in the beginning, just keeping the
temporary stuff, probably working to fix that and that's what the.

That was the idea of getting a dump for somebody to fix the thing and put processes
in place, because also a lot of companies are reducing a staff because now
computers are doing a lot of the job. That's right. So in the past they will have to go
through the accounts and the papers and match it to the floods. Right now, an actual
sheet compare doing a search in the Bank of statements will do it in a minute.

So in one hand, | understand that we needed somebody to take care of of the mess

that was in place. I'm a little bit more roticient to have somebody.



®

PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:19:06

None.

Stefan Tavernier-Gustave 1:19:12

Fix a permanent person. They usually have. Most places usually have an income
officer. It's like, yeah, it's what happens. They just have an income offer because.

To maximise an income officer is also putting together any caters that might end up
in court.

You've got the protocol, so it's not just collecting rent, yeah.

| understand that so with Magnity and Charlene, then what are their jobs? Well,
definitely, Maggie, I've said. I've. I've said, | think I've circled it before. Maggie does
the repairs and she does all the dissatisfactions on the estate, but she's hard to do
that since one she started doing that since September, when | arrived with
satisfaction surveys. You haven't started those yet.

Notes would | say satisfactions? | said go. You go. She goes around and make sure
that the repairs are done as a quick fix. So first first, first when you go in there first
quickly and done come out again, you know. And then amongst other administration
works that she gets on within the office. That's what Maggie does. But before | go
before | go any further. When | came they didn't know none of no one didn't know
what you were doing. Everyone knew that they wasn't doing anything. Rents weren't
getting in touch. Service charges wasn't getting in touch.

Charlene, bless her. She was just doing as much as she could. She was self teaching
herself.

You know, he's the housing officer now, so I've got everybody their own core jobs.
They all, they're all measured on their jobs. OK, the reason why | don't want it to
become generic is because it they have a what they do is very intense. It takes time,
OK. And that pressure on each one is a lot. And I'll be setting them up to fail. And |
don't want to do that. They have. They have targets to meet. And if | start telling
Charlene to do rent as well as service charges.

The extent of doing and service charges is very long for one case.

OK, yeah. Yes, Sir.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS



FOUNDATION TRUST) 1:21:11
Stefan. Hello, Stefan. | think we are. We. | think we keep discussing this all the time.

Every time this comes up on the table, you know and | think we'll, I know like.

e Stefan Tavernier-Gustave 1:21:17

Yes or no.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:21:23
Stefan will say we, we we haven't too many staff to pay for. It's not that we have that
big resources to take care of this, you know right and we you | know you mentioned
last that we're going to get one more person to replace Dave and one other person
as well two more coming in right and you want to keep this you want to keep that
kind of these jobs overlap themselves can they do their jobs overlapping their
responsibility like you know kind of people kind of.
For the job so that two people can share one position, you know, in a way that we

can save.

e Stefan Tavernier-Gustave 1:21:53
Yeah. No, | don't. Yeah, it can't. It can't work like that answer because the type of
work, service charges and and rent is you have to. The one person has to do one

case. It can't be two people do one case.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:21:56

Get get money.

Stefan Tavernier-Gustave 1:22:08
If you're gonna refer someone to court, | can't. Me and Angie, for example, can't refer

to one person to court. There has to be one person doing that job.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:22:17
Remember in the past this, this, this, this board has been existing or this community

and we're not having too many Staffs or people were interwoven with their roles, you



know, and this has been functioning. So | know | know, | know, | know you're trying

to bring some efficiency in today's and a way of making this fine, yeah.

Stefan Tavernier-Gustave 1:22:27

Yeah, but it hasn't Anderson.

But it hasn't. But Anderson, you can't have. The thing is what you got to understand
something. What it is most shown the performances, right. He showed you what the
performances with Cotton's and clothes was, and it was terrible. It was bad. OK, I've
now come in and I've shown you my strategy and | believe going forward this will
work. | understand that staffing and costing is a bit of a bit of a concern to a certain
extent we're not in deficit. OK, that's definitely that's the problem that we're not in
deficit.

We can afford to get a part time. All I'm saying is | need these tools in order for me

to do my job. That's all I'm asking.

PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:23:05

Of God. That's fine. That's good. | mean, we have to look at the resources as well. You
know, we're trying to make it. Yeah. You know, we're trying to compare this overhead
against the resources as well. Is our resources going to be consistent or are we going
to be falling down the short of our resources then are we going to cope in the long

run? Is it? That's what I'm saying to you, you know?

Stefan Tavernier-Gustave 1:23:06

OK.

All right. Yeah. Trust you, | trust. Yeah. Yeah, | appreciate that.

OK.

Oh, no, no, no.

No. Well, as you can see, I've been trying to save us a lot of money, which | have. OK.
And you know, I'm not trying to spend, spend, spend. I've been looking at saving in
all different areas, hence why I've shown you the bulk amount that we now getting
away from. You know there's all the all things that we're saving on. Also the voids.
I've saved 80,000 in space for four months, you know, so we are saving areas and |
just believe having a part time rent office stuff will be good for the business. | would

like to say because I've worked in legal stuff for a long, long time.



It's not new. 5 minutes. Have someone who can keep the paperwork together.
Exactly. Go to court. I've been to court many years ago with Lambert and all this stuff.
If they've got one thing wrong, it gets thrown out. The whole thing gets thrown out
and Lambert gets charged and you have to start the process all over again. | only
have one question. Yeah. Why are we making this person permanent instead of
keeping them in the agency? What's the

agencies cost? Too much money. So we are not saving money with agency. We are
not saving money.

Yeah, if you if you divide 24. Yeah. If you divide with agency. So the agency, the
agency was initially offered to us like a cheapest option. Yeah. But then but then,
right. So then. But what, what is money well spent because we've hit our targets four
months in a row with that. OK. So we've used that money and it's not like | have not
hit my targets for that. I've I've got an agency lady in. She's done her job. It's world
money spent now we can cut back from that and get a 24. You can charge a charge
of 24,000 a year. You divide that.

12 we're saving 4KA month, OK.

PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:24:56

About about seven, try to understand what where everything | was coming from. |
swear she was trying to keep on the agency so that when we don't need her service
again, we don't need to pay any conversations. You just have to go. That's why she

was trying to say from that perspective, you know.

Stefan Tavernier-Gustave 1:25:05

OK.

Yes, but yeah. But you. Yeah, but you've got to still keep on top of the rent.
Anderson, you can't just leave it, OK? She's she's hit our targets 3 months in a row.
People still need to be monitored. People need to still need to be contacted. Some
people sometimes fell off. How's the benefit falls off? You know these things. These
things happen. So you need to have somebody to contact the tenants to tell them
what their what their account's about. | mean, if we want the other option is if we
look at the budget.

And we conclude that we cannot afford this.

We send runs back to. | mean, we're not gonna fit in for keeping on top of the runs.



It's not for long.

So they won't take it back so easily because it selects The thing is what Moe said it
you'd have to be an extreme difficulty to because when they take this, this is running.
An rmo is probably 10 times cheaper than getting different staff going to different.
So this is a cheap opt option for the Council.

Lambda. So if they took this away, they would have to have. Yeah, they're very rarely.
OK, so if we fail, there are no consequences as far as we think. Well, they can't take us
away. Yeah, well, they what will happen if we like what we've had difficulties before
because we've got to remember for nine months.

We have nobody, we have nobody. We have, we have people living on the estate,
running the office, you know.

Yes. So we're on catch up now we're on catch up. So the reason that we are there are
consequences. They've been really terrible. They would, they would intervene. The
consequences are | think this has been that we've had, we've had, we've been
measures, we've been in measures before. Yeah. And they they work with us to get to
a better standard. They set us a supervision of notice.

OK. And then they would and that means that we would have to give them plan?
Yes. And then with them they would test us against the plan. Yeah, which | don't
necessarily want to do.

How would mean exactly how that is absolutely because I'm trying to avoid. Yeah.
I've got this beginning and it is the job we've been talking about. Rent, it's rent
arrears, it's service, charge arrears. It's getting out there to find out what their
problems are, making arrangements with them, etcetera. There's a huge amount of
social welfare in that. That's about the people on our estate not going to bed at night
and not sleeping.

It's about making their lives.

A value us valuing them and and giving them a sense of value. And somehow all
we're talking about is saving a fibre Saving 1000 year and a few grand there by by
actually, I'm looking at this one and pro rata, this rental is going to cost us 24,541. So
it's really costing annually would be 40,000 Ibs. And you could see a situation where
the rent officer.

Would take on another little role.

And it would be. It would then four days permits.

You're up to £40,000. At this point | think that the question we have is do | wish |

wish we can pay for it, we can for there we can you say you didn't want to don't



know about the finances. We're the guys who are going to do the finance. No. But |
look at the finance, Steven. | do | look. | sat down there but | sit down with Cynthia
and | asked her. What's her what's what's.

The complications if | put this in place, she tells it. She's my advisor.

And | said | want to get an income, she says to me, 7 we can afford it. Yeah, right
through the budget. And the proposal, the budget, as | was reading through, | was
saying, well, wait a minute, we haven't got a debate. We haven't got something for
that. And the first example was when we had to put something in a hotel. Well, that's
a one off the expense.

We shouldn't have been involved in that, Steven. Well, you know, hopefully that's an
incident. But we were and there may be other things that we will be involved in. We
may need a social welfare budget.

They're saying that we need to discuss the budget and reach conclusions about it,
take up what's our salary position, how much are we going to spend on salary for
next year? How much are we going to be having in there for people, bonuses for
their uplifting money when their money comes? We have. The thing is this, there's
certain things that operate under the Housing Act, part one and two, that are not to
do with us that are to do with the Council. So we can't be involved in that because
that is operational so.

Urgency stuff and all that stuff is already set up. The budget for that is outside of us,
so we do not have to worry about it because it's hard. It's not part of our.

It's housing.

The Housing Act. So they have ring fence these types of budgetary things to put it's
legal. They've got to do it so we don't have to do anything. Yeah, well, it's
understand it. That's why we've employed.

That's why we've employed, | know about the Housing Act, because actually | did at
UNI 1984, it's 40 years ago.

So it's in place, the land of can't fail. We're not going to house somebody if there's
an emergency. They can't say that they literally have say that with the last emergency
we've had, they try to, but they have to, they have to. We have a person that has
needed a temporary accommodation. Lambert has said. And then you go to the
Ombudsman, don't you? You take the time. But meanwhile the prime.

Actually, say the Housing Act said they will. They will say they don't have properties.
That's different by saying that they can't do it. Not having properties is different from
saying we're not going to do it. They have to do it. It's just that they don't have the



properties. So.

No, we're getting very close because we've got, we've got a budget, the first budget
proposal, which is brilliant because we've got another meeting in March where we
can go over it in detail, yeah, then we will have then | will at least feel OK. We've got
200 and well 183,000 to spend on staff and we can see that our current bill isn't
running 123. We've got 50,000 available for staff.

Let's do this amendment of that go recruit. That's do the job at the end of the day,
four people was going to be at most expensive. You can't get away from that.

The business staff is gonna be the massive you can't get away from it. | think that at
this point our problem is that this paperwork just arrived today, so we don't have our
head around. Oh, yes, the morning's there and there is more in the Piggy Bank that
we can use. | think that was the problem. We need to look at the numbers and be
like, oh, yeah, you're completely right. We have plenty of money. We have enough
for to cover emergencies and we can pay all these people.

| don't see any problem as after the conversation we have about getting this new
person.

Because we've got the money because we know the whole point of having this is that
we wouldn't be allowed to do something that we didn't have the money for. And
these kind of these kind of things to do with with, I'm not going to go into it too
much. It's already we've got the money. Yeah. And we've got to have the staff. We
can't, we don't. We take away the expert staff and we'll be back to where we are
before.

You do you think we will not be allowed to spend more money than we have? |
didn't say that. | didn't say that. I'm sorry. | understood. We cannot spend. Of course
we have the money. We've got the money, haven't we?

Yeah, | just need a tool to do module. | know, | know, and we'll do ours and the tools
to do ours if | feel if | fail, then you don't got you. There's criticism.

And I've and I've checked and I've checked Anderson. I've checked. We can't afford it.
I'm not going to put ourselves in deficit. OK, that's good question. We all had was to
do this every single one working, visiting the office. Are they doing enough? They do
more. They don't want to be on.

Well, you're doing a lot.

They're doing a lot is performance of the office is not something for us to discuss.

In Syria and take the decision of how long you're not a member of staff is ours. That

sounds exactly.



It's enough is it needed? Is it? | mean, he will not propose. He will not need it. That's
it. OK, that's the proposal here we have. So the budget. We've got budget enough.
Yep. No one.

Well, you're missing one. No, no. But The thing is right, I'm going to explain to this.
Now you've got we've got Errol and we've got Alan. As you know, Alan is now
becoming just going to be a deal. Yeah. Errol, he's crossed between a caretaker and a
dealer. So I'm multi. He's a multitask. Yes. He's going to be a dealer and a caretaker.
Yeah, but he's he'll be doing his role at the same time, you know, he'll be. Alan will be
doing the job. But if he needs support with Errol, you'll call on Errol. But Errol will be
doing the cleaning.

But this is my fault. Then we get a caretaker to work with him. So we're saving
money. You're not getting extra 2, but Eric's gonna be doing the cleaning for the
entire states. No, no, no. With the new person with the new person.

It's the same as what we've got now. Allan's going to become Dave and the new
person will become. That's correct. Yeah, we will. Yeah, so.

Yeah, it's just shipping rolls. Does that answer that makes sense. Makes sense. Yeah.
OK. Sorry. One bacon roll. Yeah. I just have one question about the.

The proposal when do we have to take a decision?

For the 1st of April.

Right.

No. If we have to make this decision now, so we'll do, OK, because I'm on. Is it just
the budget that we need to see and that's it. That's what | have understood that
people need time to check the budget before approving for the tag. | was asking for
the pnli know, it's late at the end of the year, but we'd have to wait till July, August
before we get AP and L in our hands. I've asked APL give us the one or the last
quarter as well.

We can abbreviations, so | don't know what word mean PNR means. Profane loss?
PN. Always somebody please so much. We are a company profit and loss balance
sheet and we'll know exactly where we are. We know who this person CCRMO
limited. He's got these belly arms this many legs. We know exactly where we are. But
it's difficult asking too quickly.

How how? Sorry. How often has Cynthia worked twice a month? Twice a month.
Can't she ever come to present, or did she can't she wants me? | can tell her. And
she? Well, I'd love that. Yeah.

Actually, we're working. Maybe. Yeah. Next next board meeting should be a budget



meeting. Yeah. | have seen that. We focused on meeting only in the budget and then
we can make a decision. And we have some. Fine. OK, well, we've decided.

That we can we speak? We asked for you.

Any other business, let me finish. | think. No, no. I finish the 10th of March. Yeah,
March, isn't it?

So if we do 6 risks as 123456, it will be 1717 of March. Yeah. OK, let me see.

| couldn't miss that. Oh, OK, so the next board meeting, also a budget meeting.
That's correct. 17th of March. Yeah.

As well, yeah. Yeah, we will have one through the training before the one.

I'm not able to make it. Yeah, I'm like. Then | spoke to yes, Sir.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:37:13
[t's not fun.

How about your intercom in the office? Is it is it working now?

Stefan Tavernier-Gustave 1:37:18
Yeah.
It is, it is. We tested it. That's really not. Yes. | just said it is the 10th of March.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:37:30
| think after last last meeting we talked about having a code of conduct as a kind of
guide, as a behaviour guide as the way we work and do things. Are we bringing up
that in the discussion or are we just forgotten that code of conduct setting up a code

of conduct, a draught 1?

e Stefan Tavernier-Gustave 1:37:30
2010.
We've already signed a code. Oh, I've already signed the code of conduct. But you

signed it as well, Anderson.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:37:50

No, I've been with. Nobody's aware of it. | think they should make it aware because



they were so on to control control where the way we'll interact and the way we'll be

able here in the meeting during meeting hours I've been.

Stefan Tavernier-Gustave 1:38:00
| agree.
Yeah, everyone signed the code of conduct, so that's what has to hear by. So they've

done it. So | think everybody's aware of that.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:38:05
Yeah. So alright, so that's fine good.

e Stefan Tavernier-Gustave 1:38:08
OK.
Is there any other business?

No, no, sorry.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:38:14
What? What about the the Members leaving? What are we going to do about them?
Are we going to get 2 new members to replace them? Or we do the two board

members leaving?

e Stefan Tavernier-Gustave 1:38:18
A what?
Two board members have left and he wants to know whether they have two more
board members. OK, so.
Let me check first for just to follow a little bit then.
Meeting notes. Do we have a date for the Easter event? Just let me know. Very so.
OK, because we we had agreed they can give you.
Yeah, I'm just. | don't even know anything.
| thought it was early this year. | thought it was March actually.
We're jumping around.
So this year it's just we're moving to New Sean Davis, 20th of April is Easter Sunday.
Oh, OK, so it's it's late. We think we have talked about the previous Saturday to that



one and the hall was available. But if it's available, we have to book it or it will have
been available.

We could always cancel the booking.

And of course, as Henderson has mention, we have two vacancies in the board. |
don't know if there is procedure for this or we just wait until the next VPM.

It doesn't matter. That's true. Yeah, as long as we've got it recorded. That's all right.
Yeah.

Do we want to agree on the next board? Yeah, that's fine. And we had we had board
member we had.

Applicants proposals at the last time.

Wouldn't you didn't make it. So there we might. All that offer to join, but they were
not voted. They didn't have enough votes. Yeah. Or that they they wanted to join. But
for some reason they were disqualified from being. But they put forward that they
wanted to be here. Yeah, 3 three people haven't there.

But if they were disqualified.

Within three years.

They pull it? Yeah. | mean, it's a couple of press on their own.

Yes.

| mean, | think that the fair way to do this would be to put something in notice
board. Some people can do applications and then we'll have to do a voting process
that can be done in the Easter event. | don't know. Yeah, that's true. Oh, ****. Oh, no,
maybe.

If you're the first one you go, you know you have to come along.

Yeah. So how | how we did it in my last tier. Mum. Yeah, how we done it in last year?
Most days | present the two board meetings.

We go there, we look at it till we agree yes or no, and then they come on board. The
next one without voting from residents. Yeah. So you recruit them on what? So with
the board here | present the two to you. You look at them, are they? You know,
sufficient. Whatever. We agree to that and then I'll let them know and we agree to
the on the next board meeting. That's right. People who have showed interest. We'd
invite them to to to observe. Well you can do that.

I'm making an idea what won't be on. No, but you can't. You can do that, but the
process is in my last year my where | was working is that I'll present the two to you
guys. You're not happy. Finally agreed. I'll let them know they're on board and they

come to the next board meeting. Possible. You know, we're on the board, but | think



they should come up because it's too much of A shock to them. And it's.

Been and before the meeting.

Come from living.

And then we think there's two of the speak there is there is no run really with the
primary we have been there. He knows that if he comes here and his behaviour is if
Harry comes on | believe.

We can talk to him. OK. I'm really sorry. We have run over time. I'm not expecting the
Lambert team. OK, just two seconds. Sorry. Training. Yes.

Fantastic. Well, thank you.

I'm going to speak to.

Three hours Max.

Yeah, more information. I'm going to speak to the person.

Which | know people working and have even if they don't work, they've got their.
Coffee and sandwich a time.

Wednesday.

We need the freshbook.

Ready for you guys. If anybody's got any accessibility needs, you can either speak to
the church, you can pass it on to me. | will speak to the the guy who's going to train
us and trained other people.

Lambus so he knows about the South London Rmo posse and.

It's just to give an overview of governance and.

Where's he? Is staff employed. OK, so he's self-employed. He's from that group that |
originally, yes.

So I've got. | went to the just. Yeah, | went to the the United Kingdom Cooperative,
but they couldn't do a bespoke 1.

| had one that was just rigid and this guy can look at our management agreement
and then look so more information | will send through to Stefan yourself and Elvira
and then we can.

Go.

Away, yeah.

Yeah, but | don't know what the status of new takea today we have recorded that
whole thing. Oh, she should have been here today. | don't know what she remember.
She she confirmed, didn't she? She confirmed she sent the e-mail saying she didn't
turn off.

OK.



@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:44:42

Are we done now?

Stefan Tavernier-Gustave 1:44:44

Thank you very much. Take care.

@ PHILIP, Anderson (UNIVERSITY COLLEGE LONDON HOSPITALS NHS
FOUNDATION TRUST) 1:44:46
Thank you. Bye bye everyone.

Stefan Tavernier-Gustave 1:44:49
In chattv be that all.

We have.

To send it to me via e-mail.

I'll forward this on to.

Any resources?

@ Stefan Tavernier-Gustave stopped transcription



