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19.00 Thursday  7th March 2024 – The British Legion
75 Northolt Road, South Harrow
Steering Group Meeting - DEFECTS

SG Members: Varsha Patel (Chair), Erica Fontaine (Vice Chair), Rekha Mehta (Vice Chair, V. Ranjan Narayanasamy, Hafsa Begum, Kadra Hosh, Sharon Reid, Denis Barker, Erica Fontaine (Vice Chair), Amita Jagai-Kempster and Francine Reid.

Residents: Lorna DaSilva and Angel Myri.
Independent DEFTA: Paddy Lynne.

Higgins: Paul Smith, Director.

ITA: Casey Dalton and Raj Kumar.
LB Harrow:  Cllr Mina Palmar (Portfolio Holder for Housing), Kireen Rooney (Access Harrow) and Mathew Carvalho (Housing Regeneration ).

Apologies: Kulwinder Singh-Rai, Anthea Watkins, Adna Mahamed, Charlene O’Leary, Deekha Mahamed, Shamim Manji, Ken Woods, Shobhana Shah, Hari Balasuvraniam, Danni N’Guessan, Rachel Dimond, Cllr Stephen Hickman and Cllr Eden Kulig.

Apologies, Declarations & Welcome
Apologies were noted, introductions and welcomes made. Frankie was thanked for producing name 	cards for the SG members.
It was noted that no one from LBH Housing Management was present, It was felt this was surprising given that much of the agenda was relevant to them. Mathew Carvalho said he would feed this back.
1. Good News Stories
One resident reported receiving a rebate for their hot water and heating. They recommended other residents contact Salome LBH (or Mathew Carvalho LBH in Salome’s absence) to apply for either credit onto their energy account or a direct payment to themselves. They can be emailed on:
salome.irungu@harrow.gov.uk
Mathew.Carvalho@harrow.gov.uk

ACTION: Raj to add this information to the WhatsApp Group chat.

The billing should be corrected by April and residents were warned not to be alarmed by the March bill. 

Denis was pleased to have moved into his new property.

Having Kurve/Insite and Higgins run one to one drop in sessions this week was welcomed and went some way to offering residents assurances about the issues they had encountered whilst in their new homes. Those who attended the drop in sessions said both sets of staff were knowledgeable and helpful.
2. Previous meeting notes held on 29th February 2024				                Minor comments made and minutes updated accordingly. All minutes are available to view on the SG website:
https://www.grangefarmsteeringgroup.co.uk
3. Issues with reporting defects				Kireen Rooney, Access Harrow
Kireen apologised for the difficulties residents had faced in reporting defects and general repairs. Recent improvements have been made to the reporting form to allow it to better accommodate defects. The shorter online link was shared for reporting such matters:

www.harrow.gov.uk/repairs

There is a dedicated person who picks up repair issues on a daily basis. In a month times this process will change from manual to an automated process. This should further improve the customer service. The full new system will be live within the next 6 weeks and a considerable amount of resources have been invested in the system.

The previously provided link can still be used. However, it would be better to use the updated link, above.

The residents were encouraged to set up ”MyHarrow” online accounts, which provides a record of repairs progress, rent paid and details of other services used by residents:

https://myaccount.harrow.gov.uk/publicaccessliveHA/selfservice/citizenportal/login.htm

LBH currently receives a large number of calls for housing issues. This calendar year a team of 7 has taken 6500 calls. Kireen stressed this is not meant as an excuse, but more to give context of what staff are currently dealing with. LBH has had a large back log, but staff have worked through this. and they are pleased to now report a 24hour processing time for reported housing issues. 

Kireen encouraged residents to take time to give feedback in the customer satisfaction poll.

The SG raised the matter of residents with multiple defects logged in one submission, but not having them all dealt with. Kireen said each defect needs to be logged separately, she sympathised that this was more of a  hassle for residents, but stressed it was important to ensure defects and repair issues are effectively dealt with. 

The SG were concerned that not all repair issues have been passed to the Higgins team from Access Harrow. Kireen reassured the group that her team is working with Higgins to reconcile their respective lists. In addition, LBH now has direct access to Higgins reporting system.

The SG queried who receives the photographs of faults that residents submit to Access Harrow. Higgins do not appear to have access to the submitted photographs. Kireen said some issues require a photograph, but this is not compulsory. However, the system does not send photographs to Higgins directly. Photographs should be sent to have a better understanding of the defect and if required Access Harrow can then forward onto Higgins.

4. Progress with heating demonstrations			  Mathew Carvalho LBH	
It was noted that the defects period will end in October 2024 and LBH have been working with its own contractors who will be able to deal with the specialist equipment and machinery.

Anna from Higgins has been undertaking one-to-one demonstrations with residents on how the heating system works. The SG strongly urged Phase 1 residents to book a heating demonstration, which are now scheduled for:
· Monday 25th March 10-4pm; and
· Tuesday 9th April 10-4pm
· 
These can be booked by emailing aftersales@higginspartnerships.co.uk (important to give the email subject header as “heating demo”) or telephone 02084986023. 

ACTION: Anthea to include these details in the newsletter.

5. Handy Person Update						Paul Smith, Higgins
Paul noted there has been a drop in demand, this service has been extended whilst residents are moving in.
The SG queried what is exactly covered by the handyperson service. Paul confirmed the following:
· installing small shelving
· small bathroom cabinets
· mastic sealant 
· installing cooker hoods (only hoods that are to the standard specified previously by Higgins).


6. Defects				Paul Smith, Higgins & Matthew Carvalho, LBH

(RESIDENTS TO PROMPTLY REPORT ALL DEFECTS/REPAIR ISSUES, SEE ITEM 3 ABOVE)

(A) General
Leaks
Paul said all leaks are regrettable, but he was pleased to report there are currently no active leaks. Higgins are now working to make good any outstanding repair issues caused by leaks.

Higgins have responded to 8 toilet leaks to date. The manufacturer and contractor have been made aware of faults with the flush cones. If these issues reoccur there should be no waiting for parts.

One bath leak and one roof hopper leak has been reported and repaired.				
Damp and Mould									
Higgins have surveyed these issues and a significant number of these  damp and mould cases 
have been caused by  leaks. 
Paul reinforced how important it is to put on heating and ventilation.. 

Damp and mould will be dealt with by cleaning and a painting product and where necessary cutting out and replastering. 

It was acknowledged that a certain amount of damp was expected in the drying out of a new build, but the issues experienced in Phase 1 due to the leaks had been more significant. Photographs of some of the affected properties had been quite shocking. 

Matthew said the MVHR blue switch in the airing cupboard extracts moisture out of the home. Residents explained it actually extracts moisture out of the kitchen and bathroom and blows very cold air into the living room and bedrooms. This is unpleasant to live with. Matthew and Paul explained when fresh air is discharged faster, it would have felt cooler.

ACTION: Residents - the filters need to be regularly cleaned. Instructions are in the handbook. Paul said a video showing how this is done, should be made available.

ACTION: Residents – all homes will have a small degree of condensation (usually around windows) therefore these need to be wiped down daily.

The MVHR system only works when the light is on. 

The residents queried the expense of having a heating and ventilation system on 24/7 when they are already experiencing issues with bills. Residents were promised energy efficient, low cost housing and feel they have been misled.

Smoke detector location
There are smoke detectors in ‘habitable rooms’ and heat detectors in the kitchen. Paul said all properties have the correct detectors fitted in the correct locations. The residents said the detectors on some of the kitchens are extremely sensitive and will go off, if when residents cook an egg. The alarms are easily triggered and go off most days. Conversely in the houses the alarms don’t seem very sensitive at all. 

The SG repeatedly asked, during the construction of Phase 1, about cooking and ventilation, they were advised cooker hoods were not necessary as the ventilation system would be very effective. This does not appear to be the case. Many of the properties have no kitchen window and there are ongoing issues with damp and mould within some of these homes.  

ACTION: Mathew Carvalho to ask LBH if they might commit to providing cooker hoods for residents who would like them to help with damp and mould, heat alarm constantly going off and prevent cooking smells in other rooms, (Higgins have offered their handyperson service to install hoods that meet their specification (previously circulated). 

The cost of the cooker hoods should be considered as part of the Disturbance Payment.

Accessing TV Signal in different rooms/cable
Matthew reported the Employers Agent (PRP)  is checking the contract to see if this costs are covered by Higgins. 

ACTION: Mathew confirmed it would be quicker if residents purchase their own TV Aerial Cable Loop, he can offer a refund. However, some residents would like LBH to provide this equipment,  Matthew to confirm if Higgins have a contractual obligations related to this matter.

All resident’s  will be refunded money for cables brought. Salome should be contacted for a refund.  

Carpets moulting
The residents believe the carpets are cheap and excessively moulting. They report the carpets fill hoover bags and have broken hoovers. Anna from Higgins visited and reported no bald patches. 
Higgins will come and view any problem carpets.

ACTION: Residents to inform Mathew about any such issues and will organise a visit to assess the matter..

Cooker Grill defective door/warranty
Cookers have a sticker with information on how to register the warranty, report faults in the guarantee period, and if they wish, purchase an additional warranty. 

The doors on several of the cookers have become loose. One resident (Angel) said she had been able to fix her cooker and would happily make and share a short ‘how to’ video.

	        In addition, residents who made contact with the warranty company, were told the item was not 	        covered and residents would need to take out a separate policy at their own expense.

Shower door “bottom sweep”
This issue has been reported to the manufacturer. Residents should report this as a defect to Higgins to rectify.

Several residents reported issues with the length  of the shower screen. 

Raj made a general observation that the SG and he understood why residents come to the meeting to bring up personal issues related to their home, as they have had no joy from other channels in resolving the matter. However, this should not continue to happen as it leads to constantly distracting the meeting from particular agenda items that are being discussed. 

Door alignment & Poor paint finish to walls.
Door alignment issues are being repaired by Higgins.

Paint / cracks / minor issues should be reported to Access Harrow as a defect. Following the defects vetting process the information will be captured by the employers agent for remedial works  at the end of the defects liability period.

Two residents reported rust on the threshold plate to the balcony and balcony itself. 

ACTION: These issues will be investigated and residents must report them as defects.			
(B) Heating & Hot water.
Effective operation of the underfloor heating/testing the system
Mathew stated all properties have been tested and certified as compliant prior to handover. One property has heating issues that Higgins are dealing with.
     
Hot water temperature is low/ takes time to warm up
Residents report water is not heating up fast enough in some of the properties. The guidance says hot kitchen taps should reach 45 degrees celsius in 45 seconds, hot bathroom taps 42 degrees celsius in 45 seconds. 

ACTION: Residents  - if properties are not meeting these standards they should be reporting it	        as a defect.

Heating taking 12 hours to warm up
The underfloor heating takes a long-time to warm up the home. Mathew explained it is designed to be left running. The SG raised resident concerns that the prohibitive costs of this have deterred residents from leaving their heating on (with many residents turning their heating off altogether). It was agreed there is a need for better engagement and education. Reassurance and support will be necessary to rebuild trust, explain how to appropriately use the new system and allay worries of high bills.

When the snowflake is displayed the system is not calling for heat. When a flame is displayed, the system call for heat.

Residents are encouraged to book a heating demonstration. Please see Agenda point 4 .

Explain the WEEKLY “flushing cycle” and likely energy consumption for the process
One resident reported every Tuesday approx £15 being taken from her heating account this needs to be investigated by Kurve and Higgins. Higgins said the flushing cycle should cost a minimal amount. However, must be undertaken for the system to run effectively. 

Correct address metering  for utilities
Mathew said there are no reports of wrong metering.

Explain the warranties for the heating & hot water system	
Paul confirmed the warranties are for 12 months following installation with an extended latent defect warranty of 12 years, during which time LBH will liaise with Higgins to rectify matters.

7.  Update on damage to driveways (Lotus Terrace)				LB Harrow
The grass verges outside the houses are in a terrible state. The grass has been driven over and huge muddy tyre tracks have now filled with muddy water. The kerb stones have been displaced and cracked/damaged by vehicles driving over them.  

ACTION: LBH and Higgins are looking to see if bollards/trees were included in the original plans for these grass verges. It was felt trees would be a more appropriate choice as they are not easily displaced and they would be in keeping with the rest of the road.

The verges will also need repairing. LBH to action this.

The houses have repairs to the driveways in mismatched (different coloured) bricks. The repairs are poorly done and uneven. 

ACTION: Higgins will make good the affected driveways.

8. Learning Lessons meeting & resident feedback				LB Harrow
	Post Occupancy Evaluation (POE)
This will be an essential part of learning lessons and gaining feedback for Phase 2 and 3.
POE needs to be respectfully undertaken. The SG raised concern that although necessary, it is hard for the Phase 1 residents to go over the same issues, many of which have been traumatic and it is particularly difficult for them to be told their home is a ‘learning experience’.

There is a fear LBH are undertaking a review behind closed doors and no lessons are being learnt as the residents are being left out of the process (again) and there continues to be a top down approach.

All agreed postal surveys are not a good idea as letters get ignored and there is a high percentage of residents who do not having English as their first language.

Angel clearly expressed the views of the majority of residents, that “learning lessons” is an insult to residents who are being made poorer by the new development – with higher rents, service charges, council tax charges and excessive energy bills.

ACTION: Higgins would be keen to meet with the SG and residents to undertake the POE and Paul reconfirmed their commitment to try and do the best for residents. LBH to ensure residents are consulted before PH2 and PH3 are designed.


Communication with Phase 1 residents
Several letters from Kurve and the LBH have been posted or hand delivered to residents in the last month. Further improvements in the pipeline will be the installation of notice board to all blocks. 

ACTION: Newsletter  to be sent out in March (in advance of meetings) and notice boards are installed to the Phase 1 blocks.

9. AOB Permit Parking
	Disabled bays, double yellow and EV Parking are not enforced. There is no signage at all to deter 	non-residents parking on the estate.
	Commuters are parking on the estate and leaving their vehicles for the whole day.
There is often no access due to double parked vehicles, creating issues with emptying bins and emergency vehicle access. Residents are keen to get a Residents Parking scheme implemented as they often struggle to park their own cars.
	
Both Nesan and Mary had previously committed to looking into clear signage and months have 	passed with no action.

ACTION: Mathew Carvalho LBH to investigate parking signage, process for implementation of Residents Parking, and raise the access issues for bin lorries and emergency vehicles.

	ACTION: It is important housing management attend these meetings to ensure staff 	better understand the issues on the ground whilst the estate is being regenerated. 	Thereby, the staff team will be better prepared to deal with issues as they arise and offer 	correct the correct guidance to residents.

	10.Lighting
	There is an area of the car park that has poor lighting and women present reported feeling unsafe at 	night.
	
ACTION: Mathew Carvalho to look into this.

11. Date of the next meeting (full Steering Group)
7pm Thursday 28th March 2024 at the British Legion.
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