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Residents’ Steering Group Meeting     

Portobello Hall 
Thursday 25th May 2017 

6.30pm to 8.30pm                                                                                                                 
  

Names  
 

Karina RSG Chair 

Shaip RSG Vice-Chair 

Danella RSG Member 

Lesley RSG Member 

Rob RSG Member 

Julie RSG Member 

Louise RSG Member 

Nadia Nagouri RSG Member 

Christine RSG Member 

Chris Independent Tenant Advisor (ITA) 

Hope Independent Tenant Advisor (ITA) 

Chris Patterson Catalyst External Affairs team 

Jess Drew Catalyst External Affairs team 

Keisha Scott Catalyst Digital Engagement/Customer Services team 

 
Apologies: Cheryl, Jonathan 
Chaired by: Karina 

Minutes taken by: Hope 
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Welcome & Introductions 

Karina welcomed everyone to the meeting, and thanked them for coming. 
 
Everyone introduced themselves. 
 

 
 
 

2 Chris Patterson and Jess Drew (External Affairs team), Catalyst presentation 
on communications strategy 
Chris Patterson explained that he and Jess have been working on the 
communications plan for the year. Shared a handout [attached at the end of 
the document]. 
Chris explained what had been identified as potential issues or events that 
need communicating to residents. Asked if there were any others: 

- Estate maintenance issues 
- Fly-tipping and rubbish being dumped, especially when people move 

home 
- Targeted comms to people moving home 
- Carnival 

Also asked if recent information has been good? 
- Communication about the park has been lacking 
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- Want to know what has been learnt from Phase 1 to influence Phase 2, 
especially around the building design. – Chris said there would be a 
plan for Phase 3 design consultation, and this would be shared with 
the RSG. 

Residents said they wanted more opportunities to view the new properties. 
 
Jess explained how Catalyst communicate now. Asked if the Here & Now 
(H&N) is published frequently enough? Residents said no. There was a 
discussion about the target audience for the H&N is wider than just 
Wornington Green residents, but perhaps in between H&N issues there could 
be a targeted communication just for Wornington Green residents. This idea 
was popular with the committee. 
 
Jess also asked if the email subscription service is a good idea? Take-up has 
not been good yet, but residents said they thought it was a good idea, it just 
needed promoting more. 
 
RSG asked if it’s known what communications people want, e.g. how many 
people read the H&N? It was suggested that a specific question could be 
added to the upcoming NewmanFrancis estate survey. 
 
Karina thanked Chris and Jess. 
 

3 Keisha Scott, Catalyst Digital Engagement Team 
Keisha explained she was deputising for Mushtaq, who is the head of Digital 
Customer Engagement and runs the Customer Contact Centre. He and his 
team have also been looking at Resident Involvement since that team was 
disbanded last year. 
 
Last summer Catalyst started a process of centralising customer contact. The 
service was ‘digitized‘ i.e. Catalyst staff have access to a digital databank, 
which contains information about a resident, and also about 
issues/information. This is so: 
a) the resident doesn’t have to repeat details of a query/complaint if they’ve 
made contact before 
b) the resident doesn’t have to be passed on to another staff member to have 
their query answered. 
The overall objective was to reduce the effort needed by Catalyst 
customers/residents. 
 
The RSG asked about private and confidential information. How is this 
handled? 
Keisha explained that Catalyst take this very seriously. The Information 
Security Team has set up the system so that access can be arranged depending 
on what the staff member needs to see/do – e.g. a customer service officer 
wouldn’t need to see details of the tenant’s rent statement, so wouldn’t have 
access to this. 
 
It was asked if online form submissions are also recorded as part of the 
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databank that staff use, as well as phone calls? 
Keisha said yes. 
 
It was asked if it is possible to access the info that is in your account on the 
databank? 
Keisha said yes, you can use a Subject Access Request, but there may be other 
more effective ways to get the information you want. 
 
Keisha explained about the team’s KPIs (Key Performance Indicators): 

- Number of phone calls into the centre has decreased over the last year 
- Customer satisfaction about resposiveness of the call centre has 

increased every month over the last year 
- Time waiting for calls to be answered has gone down over the last year 

Mushtaq can provide greater detail about what the calls are about; 
satisfaction levels etc. if wanted. 
 
RSG asked if residents still have Housing Officers? 
Keisha explained that Housing Officer roles are changing, but in a way that 
doesn’t decrease the service receieved by residents. There is still a dedicated 
staff member covering a ‘patch‘ with certain goals to support residents. The 
belief is that residents want a solution/answer, it doesn’t necessarily have to 
come from one person, and this is what the customer contact centre does. 
 
Some RSG members felt this was depersonalising the system. 
 
There was also concern about vulnerable/elderly people or people lacking 
English not being able to access the services needed. 
Keisha said that the objective is to have 80% of business online, but there are 
always going to be those who can’t get online, which is why there is still 
Catalyst Gateway and other face-to-face services. 
 
Chris Patterson emphasised that ‘digital‘ is about Catalyst staff having a digital 
record and digital resources. 
He also explained that one reason for centralising is that they can plan 
maintenance work on a bigger scale, thereby getting more done and it is more 
cost effective. 
 
RSG asked if this can be communicated in the H&N? Specifically the changes 
to the Housing Officer roles, and how this provides a better service to 
residents. 
 
It was also felt it would be good to publicise the success of the KPIs more. Jess 
said maybe the H&N wasn’t the right publication (because it goes to non-
Catalyst local people too) but agreed publicising these successes would be 
good. 
 
It was asked if the staff in the contact centre are Catalyst staff or outsourced? 
Keisha said they are Catalyst staff. 
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Karina thanked Keisha. Chris, Jess and Keisha left the meeting. 
 

4 Previous minutes 
Hope and Karina went through the previous minutes. 
 
4.1 Karina to discuss with Patricia how best to progress the estate 
maintenance sub-group plan – This has been making progress. Karina said that 
Patricia will be sending round the dates of the estate walkabouts, and all RSG 
members are encouraged to go if they can. 
 
4.2 Keith and Hope to provide information to Nadia about estate maintenance 
issues – Keith not at the meeting tonight. Hope sent a summary of 
maintenance issues to the sub-group (Nadia, Lesley and Karina) on 22nd May. 
 
4.3 Lesley to look at the residents‘ charter to see if Catalyst committed to 
helping residents dispose of their stuff as they move – Lesley to check this. 
 
4.4 Karina to arrange a conversation between Barbette and Catalyst about the 
process for moving house – There have been further delays to people moving 
into Block 3. Rob is also waiting, and also volunteered to be a Moving House 
Coordinator. 
Residents felt that it was important that Catalyst identify what went wrong 
with people’s moves this time so it doesn’t happen again. 
There was a discussion about what compensation may be available to 
residents, specifically if the delays are the fault of the contractors – "liquidated 
and assertained damages“. It was felt that this is a good question to raise to 
Catalyst. 
 
It was also agreed that Chris Patterson should communicate to residents what 
lessons have been learnt about moving residents in Phase 1. 
 
4.5 Karina to speak to Catalyst about Murchison House broken door – the door 
is fixed. 
 
5.1 Karina to speak to Patricia about the best procedure for RSG members to 
get email addresses and how to use them – the best, agreed approach is to 
keep the email address used by NewmanFrancis so Hope can pass on any 
information anonymously to the relevant RSG members, and can make sure all 
enquiries are answered correctly. 
 
However if RSG members are approached for information by other residents, 
it would be good to know how to direct them to in the Catalyst team. So 
Patricia and Karina agreed there would be a brief on the roles of Catalyst staff 
at the next RSG meeting; and staff and RSG profiles included in the next copy 
of H&N. 
 
6.1 Hope to ask Catalyst if the demolition could have impacted internet speeds 
in the area – Hope asked Tim about this, and Tim said that there was no 
reason the demolition would have impacted internet in the area, it is down to 

 
 
 
 
 
 
 
 
 
 
 
 
4.1 Lesley to look 
at the 
residents‘ charter 
to see if Catalyst 
committed to 
helping residents 
dispose of their 
stuff as they move 
 
4.2 Karina/Hope 
to raise with 
Catalyst. 
 
 
4.3 Karina to 
inform Chris 
Patterson. 
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individual internet providers. 
 
6.2 Karina to send round dates and details of team-building workshop to the 
committee – Patricia and Hope sent round details. Some people said they 
didn‘t receive them, so Hope to send again tomorrow. 

 
 
4.4 Hope to send 
workshop details 
on 26/05/17. 

5 Update on roles – do you feel confident doing it? 
Julie said she had not been able to do hers because of some recent health 
issues, but she will be going on outreach with Hope soon. Hope emphasised 
that all RSG members can and should come on outreach if they can, not just 
Julie. 
 
The Cleaning and Estate Maintenance Coordinator updates were covered 
under Item 4 – the sub-group are in the process of arranging their first 
meeting to determine their remit and aims. 
Hope again emphasised that all RSG members can and should go on estate 
walkabouts if they can, and then communicate with their RSG colleagues if 
there is anything they should know. 
 
Keith and Barbette not at the meeting to update. 
No public meeting has been held since Danella became Public Meeting 
Coordinator. 
 
Hope said that she wants to help people in their roles, so please let her know 
what help/support is needed, if any. 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.1 All to let Hope 
know what 
help/support is 
needed to 
perform their 
roles, if any. 
 

6 a) Agree change to Ground Rules 
Karina read out the Ground Rules including the new rule to "Provide 
constructive criticism (positive and helpful, not destructive)". All agreed the 
updated Ground Rules. 
 
b) Agree change to Terms of Reference 
Hope read out the change to the 'Officers' section of the RSG Terms of 
Reference. All agreed the change. 
 

6.1 Hope to send 
round the 
updated Ground 
Rules. 
6.2 Hope to send 
round the 
updated Terms of 
Reference. 

7 AOB and close 
Nadia had AOB about signage to Olive Blythe House. Due to the postcode of 
the block, deliveries are sent to the wrong door, which is exit only. There 
needs to be 3 new signs: 

1. A sign from the exit-only door directing people to the main entrance 
on Ladbroke Grove 

2. A sign outside the lift directing people right to Paul House and Olive 
Blythe House 

3. A sign at the entrance to Paul House directing people to the end to find 
Olive Blythe House. 

 
Karina closed the meeting at 8:30pm. The next meeting is a public meeting on 
Thursday 29th June, 6pm in Portobello Hall. 

 
7.1 Hope to draft 
a letter to Catalyst 
about new 
signage. 
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APPENDIX: Handout from Chris Patterson and Jess Drew 
 

Portobello Square Residents‘ Steering Group 25/5/2017 
Communications update – Chris Patterson and Jessica Drew 
 
Issues in the coming year (Chris) 

• Demolition of Edward Kennedy House 

• Phase 2 – selection of construction contractors 

• Phase 2 – revised timetable for rehousing and construction 

• Summer party 

• Retendering of Independent Tenants‘ Advisor contract 

• Construction traffic Management / Site safety 

• Selection of architects for Phase 3 

• Design consultation for Phase 3 
 
For discussion 
Any other issues you would like to see covered? 
Any comments on content? 
 
How we communicate (Jess) 

• Here & Now magazine – 4 issues per year 

• Regeneration update posters – monthly (though increased to fortnightly during demolition) 

• Regeneration drop-in – monthly 

• www.yourhereandnow.co.uk – updated monthly but capacity for more frequent updates 

• Bullet point briefing – monthly 

• E-mail – as necessary for urgent updates 
 
For discussion 
Here&Now – is four issues per year the right amount? 
 
Regeneration update posters – do people notice them? Are they in the right places? Where else 
could they be displayed? 
 
Email updates – What are the barriers to people signing up? How could we best advertise them? 
 
Website – how much do you use it? 
 
Are there any other ways you’d like us to be communicating with you – especially digital? 

http://www.yourhereandnow.co.uk/

