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Performance Advisory Group (PAG) 

                                                       
Monday 30 November 2015, 4th Floor Meeting Room 4, Barnet House 

 
6:30pm until 8:30pm 

 __________________________________________________________________ 
Present:  
John Davies   (JD)  Chair Person 
Aruna Bhatt    (AB)   Member  
Maxwell Doku    (MD)   Member  
Amlan Ghosal   (AG)  Member 
Adanna Oji   (AO)  Member 
Hazel Mensah                        (HM)                Member 
Colette Gallagher                   (EF)                 Member 
Elizabeth Fitzgerald  (EF)                 Member 
Katarzyna Motaali                  (KM)                 Member 
Norah Fallon                           (NF)                 Member 
 
In attendance:        
Deborah Beckford   (DB)   Senior Community Engagement Officer, BH 
Terry Rogers OBE   (TR)   Chair of the Board 
Julia Leszczak   (JL)  Community Engagement Officer 
Troy Henshall                     (TH)                Chief Executive  
Martin Earl   (ME)  Resident (observing) 
 

 

Item Title Action 

1 
 
1.1 
 
1.2 
 

Apologies and welcome 
 
no apologies received 
 
Attendees introduced themselves 
 

 

2 
 
2.1 

Minute Approval 
 
All agreed the minutes were a true reflection. 
 

 

3. 
 
3.1 
 
 
3.2 
 
 
 
 

Matters arising  
 
AG asked if  a copy of the new management agreement with LBB is 
available yet  
  
TH answered that as soon as the agreement was finalised it would be 
made available which is anticipated to be in March 2016 
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4. 
 
 
4.1 
 
 
 
 
 
 
 
 
 
 
 
4.2 
 

My Journey to the Barnet Homes Board (TR) 
 
 
TR gave an overview of his career and experiences which lead him to 
become the chair of the Barnet Homes board. Experiences included:  
 

 Housing management  

 Rent collection  

 Resident liaison work in Islington   

 The introduction of Right to Buy in Barnet  

 New housing developments  

 The development of the Olympic village and   

 Homelessness issues. 
 
 
There  were no questions from the members but the talk was very well 
received 
 

 

 
 

5. 
 
5.1 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.2 

The last six months (DB) 
  
DB gave an overview over PAG’s work for the last 6 months, which 
included:  
 

 The introduction of service champions for leaseholder 
services, communication and Robert Heath 

 Shadowing of different departments including customer 
services and leaseholder services 

 Estate inspections 

 Review  of the major works service standard 

 First Time Access Fund (in total £3175 have been spent to 
support small community projects) 

 Transport procurement 

 Cleaning tender procurement 

 Adaptation procurement 

 Judges on the finest flower competition 

 Judges on the staff awards 

 CEO recruitment   

 Training and conferences 
  
Action 
 
Details of community projects supported by First Time Access Fund 
to be sent to the board 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
DB 
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6. 
 
6.1 
 
 
 
 

 The next 6 Months 
 
DB explained that Barnet Homes senior management would like PAG to 
consider the following areas to review next year 
 

 
Voids 
Temporary accommodation rent payments 
Grounds maintenance  
Caretaking 
Repairs 

 
 
Action 
 
The group to think about this over the Christmas break and discuss at the 
January meeting 
 
 

 
 
 
 
 
 
 
 

 

7. 
 
7.1 
 
 
 
 
 
 
7.2 
 
 
7.3 
 
 
 
 
 
7.4 
 
 
 
 
7.5 
 
 
7.6 
 
7.7 
 
 
7.8 
 
 
 

Members Update 
 
JD is worried about the low standard of Robert Heath’s customer service 
as well as communication between Robert Heath and Mears, which has 
increased the void turnaround time. TH suggested asking senior 
management for their existing action plan for dealing with Robert Heath 
related issues, PAG can then review this and make suggestions on how 
these issues can be resolved. 
 
Jan Andersson (service champion for Mears) will produce an update on 
Mears activity to be circulated a next PAG meeting 
 
CG is on the judging panel for the ‘First time Access Fund’. She took part 
in the reality checking on ‘Housing Day’. She will be involved in the 
Adaptations Tender in December and would like to be involved in the 
repairs review and attend board meetings. She designed a few ‘PAG’ 
logo proposals for everyone to look at. 
 
AB has been involved in most PAG activities including extensive 
shadowing which she will continue in the new year in the Neighbourhood 
Team. Arising from her shadowing experience her main worry was the IT 
system QL, which she found to be very slow to work with. 
 
NF would like to do some shadowing with the caretaking and grounds 
maintenance team. She took part in the CEO recruitment. 
 
EF attended the Tenant Scrutiny Networking Event in Croydon with DB 
 
HM was involved in the judging of the Barnet Homes staff awards and  
the procurement of the cleaning tender. 
 
KM was involved in the cleaning tender procurement, voids inspections 
and she is the service champion for the Lease hold team. 
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7.9 
 
 
 
7.9.1 
 
 
 
 
7.9.2 

AG has been involved in estate inspections and trainings on housing 
management issues. He would like to work closer with contractors and 
management regarding service agreements. 
 
MD would like to focus on improving IT and customer self-services which 
would make rent collection more efficient by offering easy payment 
options online. He would also like to hear about how new government 
regulations impact on the rent. 
 
Actions:  
 
To obtain copy of action plan devised by senior management to 
address contractual shortfalls of Robert Heath 
 
To invite an operational member of staff and a senior manager from 
Robert Heath to the PAG January meeting to learn how they 
address current problems 
 
To devise a list of questions to be given to Robert Heath prior to the 
January meeting 
 
To circulate Mears service champion update. 
 
To invite a QL representative to one of the next PAG meetings for a 
more in-depth explanation why QL is not performing well and look 
at possible solution 
 
To circulate logo designs, so all members can have make 
suggestions 
 
To invite Dave Dawson from the Performance Team to explain 
impact of new government changes on residents and their rent 
payments 
  

 
 
 
 
 
 
 
 
 
 
 
DB 
 
 
 
MD/JD 
 
 
All 
 
 
DB 
 
DB 
 
 
 
DB 
 
 
DB 

8.  
 
8.1 
 
8.2 
 
 

AOB 
 
Away day has been suggested for all PAG members for spring DB to look 
into and report back in the new year. 
 
PAG Christmas dinner will take place on the 14/12/2015 the venue is yet 
to be confirmed. 
 
The group agreed to the idea of making a promotional video, dates to be 
arranged with Christina Morales in the new year 
 
 
 
 
 

 
 
DB 
 
DB 
 
 
DB 

  

 

Next meeting 18 January 2016 in the board room 4th floor 
6.30-8.30pm 
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