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17 JANUARY 2024 
 

NEW FOREST DISTRICT COUNCIL 
 

HOUSING AND COMMUNITIES OVERVIEW AND SCRUTINY PANEL 
 

Minutes of a meeting of the Housing and Communities Overview and Scrutiny 
Panel held on Wednesday, 17 January 2024 

 
* Cllr Steve Clarke (Chairman) 

* Cllr Ian Murray (Vice-Chairman) 
 
 Councillors:  Councillors: 

 
* Hilary Brand 
* Kate Crisell 
* Sean Cullen 
* Patrick Mballa 
 

* Neville Penman 
* Janet Richards 
* Neil Tungate 
 

*Present 
 
In attendance: 
 
 Councillors:  Councillors: 

 
Alan Alvey 
Steve Davies 

 

Dan Poole 
Alex Wade 

 
Officers Attending: 
 
David Brown, Brian Byrne, Kevin Green, Richard Knott, Chris Pope, Ryan Stevens, 
Nikki Swift, Sophie Tuffin and Karen Wardle 
 
Apologies 
 
There were no apologies for absence. 
 

27   MINUTES  

RESOLVED: 
 
The minutes of the meeting held on 20 September 2023 were confirmed as a 
correct record. 
 

28   DECLARATIONS OF INTEREST  

Cllr Tungate for transparency purposes, declared a non-pecuniary interest in 
agenda item 4 as a trustee of the organisation, Helping Older People which had 
applied for a community grant.  He concluded there was no grounds under common 
law to prevent him from participating in the agenda item. 
 

29   PUBLIC PARTICIPATION  

There was no public participation. 
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30   STATEMENT FROM THE CHAIR  

The Chairman wished to express his personal thanks to the Housing and Homeless 
Outreach Team which had been called out to a potentially homeless person in his 
ward.  He reported that officers had reacted quickly to find the person and 
encourage them into accommodation on a very cold night.   
 

31   COMMUNITY GRANTS  

The Panel received a presentation from Tim Houghton, Chief Executive and Debbie 
Grace, Voluntary Sector Engagement Manager from Community First Wessex.  The 
presentation has been attached to these minutes as an Appendix. 
 
Community First Wessex had been awarded two-year Service Level Agreement 
(SLA) in April 2023 with the District Council to receive grant funding of £35k per 
annum.  Community First Wessex aimed to support a strong and sustainable 
voluntary sector across the New Forest.   
 
The SLA was based on four areas of work, as follows: 
 

1. Leadership and Advocacy 
2. Partnerships and Collaboration 
3. Capacity Building 
4. Volunteering 

 
Each of the areas of work was explained and examples were provided.  Community 
First Wessex also provided a healthy walks programme which encouraged people 
to look after their health and wellbeing.   Nearly 100 walks had been organised over 
the last year.  Community First added value to the New Forest by for example, 
delivering Community Transport, supporting young carers and leading the 
Hampshire and Isle of Wight Social Prescribing Network, etc. 
 
The Panel thanked Community First for attending the meeting and acknowledged 
the benefits the organisation brought to residents in the New Forest. 
 
Cllr Tungate for transparency purposes, declared a non-pecuniary interest as a 
trustee of the organisation, Helping Older People which had applied for a 
community grant.  He concluded there was no grounds under common law to 
prevent him from participating in the agenda item. 
 
The Panel considered the Community Grants report which set out the 
recommendations from a member led Task and Finish Group to consider capital 
and revenue applications for funding from community organisations working in the 
New Forest.  The quantity of applications exceeded the numbers received in 
previous years, both in the number of applications and the amounts applied for. The 
Task and Finish Group had met over five days to consider 43 revenue and 15 
capital applications.  The recommendations in the report proposed to award £130k 
towards revenue applications and just over £96k in capital grants.  Members noted 
that advice and information had been provided to applicants to further support and 
signpost them to alternative funding sources.  
 
A review of the community grant process was proposed for the next financial year 
and this would be considered as part of the priorities in the emerging Corporate 
Plan.   
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The Task and Finish Group had also considered three community transport 
schemes provided through Hampshire County Council and Community First 
Wessex and recommended that these be supported for a further year.  Funding for 
these schemes was being reviewed by Hampshire County Council and the District 
Council would respond to the consultation for their continuation. 
 
Members expressed their thanks and support to the officers and councillors who 
had been involved in the Task and Finish Group. 
 
It was recognised that there had been a number of worthwhile organisations which 
had not been recommended to receive any grant funding.  A member of the Panel 
questioned whether it would be possible to increase the level of funding available 
for next year for both community grants and the individual councillor community 
engagement grant.  The Interim Strategic Director of Housing and Community 
Safety confirmed that the proposed review of the Community Grants process and 
how this meets the proposed Corporate Plan objectives and priorities, would 
consider appropriate levels of grant funding to be brought back to members in due 
course. 
 
RESOLVED: 
 
That the Panel recommends to Cabinet that: 

 
a) Community Grant awards, totalling £130,000 in revenue grants and £96,040 

in capital grants, as set out in Appendix 1, and in more detail in Appendix 2, 
be approved for inclusion in the Medium-Term Financial Plan and proposed 
budget for 2024/25; 

 
b) The proposed recommendations as set out in section 4.2 be approved; and 
 
c) The Community Transport grants totalling £51,100, as set out in section 5.5 

be approved along with the recommendation to respond to the HCC 
consultation, as detailed in paragraph 5.7. 

  

32   SAFER NEW FOREST PARTNERSHIP - CONSIDERATION OF CRIME AND 
DISORDER FIGURES  

The Panel considered the Safer New Forest Partnership Strategic Assessment. 
 
The Service Manager Community Safety, CCTV & Community Alarms reported that 
there was a requirement annually to compile crime and disorder data from the 
responsible authorities.  The Strategic Assessment 2023 had been collated with 
data from the financial year 2022/23 and would be used to inform the Safer New 
Forest Annual Partnership Plan for the next financial year, 2024/25. 
 
The data presented in the assessment showed a decrease in the following key 
areas: 
 

 sexual / rape offences 

 theft from persons 

 antisocial behaviour (27% decrease) 

 theft from vehicles, particularly rural car parks 

 public order incidents 
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It was positive to see any reduction in crime, but it was important to understand the 
reasons behind the reduction. 
 
The reports of shoplifting had increased by 39% from the previous year, which was 
a national trend.  Despite this high percentage increase, the number of recorded 
incidents was relatively low at 177.  It was anticipated that this figure would 
potentially increase, in part due to the impact of the cost of living crisis, as well as 
Police not routinely responding to shoplifting reports, and focussing on high harm 
crime as a higher priority for a number of years.   The Panel noted that Hampshire 
Constabulary had made a commitment to respond to all shoplifting reports moving 
forwards.  This commitment was led by Inspector Davies.  Members noted the 
Strategic Assessment had also identified an increase in reports relating to business 
burglaries.      
 
Incidents of possession of weapons, particularly in the Totton, Lyndhurst and the 
Waterside areas had increased.  The data would be analysed in more detail to 
understand the reasons for this and the profile of these offences. 
 
The Partnership would review the data within the strategic assessment and develop 
an action plan of priorities for the next 12 months.  It was expected that the priorities 
would be centred around the possession of weapons, burglary and shoplifting and 
inquisitive crime. 
 
A Panel member raised concern regarding the level of shoplifting in Lyndhurst 
reporting that shop owners had stopped reporting this crime due to a reported lack 
of action by the police.  It was noted there had been a renewed commitment by the 
police to follow up all reported incidents but there were questions how this would be 
communicated to retailers.  The Panel noted that it was expected this would be 
delivered through the neighbourhood police team, with a Beat Manager who would 
work directly with the local community.  Members were urged to encourage the 
reporting of all incidents of crime.  The data would then be used when developing 
the Partnership Plan with targeted actions and ensure the area was resourced 
adequately to reflect crime trends.  It was further highlighted that CCTV would be 
installed in Lyndhurst High Street in two locations identified as crime hot spots. 
 
In response to concern raised about theft in rural areas in sheds and outbuildings, it 
was noted that funding had been secured from the Home Office to deal with 
burglaries and provide DNA marker kits for equipment to residents / businesses 
which would help with the return of stolen equipment, if seized by the police, to its 
rightful owner.   
 
RESOLVED: 
 
That the draft Safer New Forest Strategic assessment for 2023 be supported. 
 

33   SERIOUS VIOLENCE DUTY NEEDS ASSESSMENT & RESPONSE STRATEGY  

The Panel considered the draft Serious Violence Strategic Needs Assessment and 
the Response Strategy. 
 
The Service Manager Community Safety, CCTV and Community Alarms reported 
that a new Serious Violence duty had been introduced on the District Council to 
develop a Strategic Needs Assessment in order to understand the causes and 
effects of serious violence.  This was a standalone priority for Community Safety 
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Partnerships and they were required to develop a strategy to tackle serious 
violence based on local evidence.   
 
The data used in compiling the Strategic Needs Assessment covered a number of 
calendar years.  Caution was expressed in relation to the interpretation of the data.  
It was recognised that the profile of serious crime in the New Forest was low, 
particularly when compared to neighbouring authorities.  The New Forest compared 
more poorly for the average number of young people excluded from education and 
assessed by the Youth Offending Team.  This indicated that some children and 
young people might be at higher risk of involvement in serious violence. 
 
It was also noted that the New Forest ranked similar to the Hampshire average for 
the number of alcohol specific emergency hospital admissions for those under 18.  
It was also higher than the England and Hampshire average for hospital admissions 
for intentional self harm, covering all ages.   
 
The draft countywide Response Strategy was being consulted upon, which had four 
Strategic objectives: 
 

1. Promotion of multi-agency working and systems change 
2. Data sharing to support analysis and insight 
3. Engagement and communication 
4. Evidence bases interventions 

 
The Response Strategy was expected to be launched later in January 2024. 
 
It was questioned whether there was a correlation between young people not in 
school, and lack of access to mental health support to the alcohol related hospital 
admissions.  In response, it was noted that further data analysis was required to 
understand the information and the contributing factors. 
 
RESOLVED: 
 
That the contents of the draft Serious Violence Strategic Needs Assessment and 
Response Strategy be noted. 
 

34   HOUSING REVENUE ACCOUNT BUDGET AND THE HOUSING PUBLIC 
SECTOR CAPITAL EXPENDITURE PROGRAMME FOR 2024/25  

The Panel considered the Housing Revenue Account (HRA) budget and housing 
public sector capital expenditure programme for 2024/25.   
 
The Interim Strategic Director of Housing and Community Safety presented the 
report detailing the approach to raise income for the next financial year and the 
expenditure levels proposed, particularly in relation to housing maintenance.  This 
proposed to raise social rents by 7.7% in line with the Government guidelines and 
to increase garage rents by 15% in recognition that these had not been consistently 
increased over a number of years.  Shared ownership rents were also proposed to 
increase in accordance with the Government guidelines.  This affected three 
properties. 
 
Service charges were proposed to increase. It was noted that the breakdown of 
service charges did not currently correlate to the cost of the actual fees and that 
800 tenants did not currently contribute towards the cost of communal charges and 
therefore it was proposed introduce a charge for these tenants and provide the full 
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breakdown on transparent charges to all 1,300 tenants receiving communal 
services. 
 
The maintenance and improvement works budget was proposed to increase to 
£17.8m in recognition that investment was required, particularly with the aging stock 
and the requirements of the decarbonisation programme for all Council owned 
homes to have an EPC rating of C or above by 2030. 
 
A Panel member questioned the current cost of the shared ownership property 
rents, noting the proposed increase of 9.4%.  Concern was expressed that the rise 
in rent, combined with the cost of living crisis and interest rate rises could have a 
negative effect on the affordability of these properties for those living in them.  The 
Interim Strategic Director of Housing and Community Safety reported that the rental 
amount differed amongst tenants / owners, depending on how much of the property 
they owned, however the range in weekly rent was between £90-£130 with the 
annual increase of 9.4% to be applied to this.  The rental increase would be kept 
under review and last year Shared Ownership tenants received a weekly increase 
of 7% due to the cost of living crisis, rather than the allowed 13.1%. 
 
Members noted that approximately 75% of social rent tenants were in receipt of 
either Universal Credit or Housing Benefit and therefore would be protected from 
the proposed rent increase or any increase in service charges for communal areas 
for flats / hostels. 
 
It was questioned how much of the maintenance budget would be spent on 
contractors rather than the work being carried out in house and whether this 
provided good value for money.  The Interim Strategic Director of Housing and 
Community Safety reported that a priority within housing services was to review the 
use of all external contractors and ensure that the works were carried out in the 
best way to provide value for money.  There was a huge pressure on the HRA and 
it was essential to maximise income and reduce costs.  External contracts were 
awarded following a rigorous procurement process and were monitored.  The 
breakdown of financial information relating to use of contractors was not available 
at the meeting but would be provided to the member separately. 
 
RECOMMENDED: 
 
The Panel considered the HRA budget and housing public sector capital 
expenditure programme for 2024/24 and supported the following recommendations: 
 
i) that from 01 April 2024, an increase in rents of 7.7% from the 2023/24 

weekly rent level, in accordance with Government guidelines, be agreed. 
 

ii) that from 01 April 2024, an increase in garage rents of 15% from the 
2023/24 weekly rent level be agreed. 
 

iii) that from 01 April 2024, an increase in shared ownership property rents of 
9.4% from the 2023/24 weekly rent level, in accordance with Government 
guidelines of RPI +0.5%, be agreed, and that the weekly rent of one 
additional property sold under previous legislation be increased by 7.7%. 
 

iv) that from 01 April 2024 the new disaggregated approach to Service charges, 
which will reflect transparent and up to date annual charges for all eligible 
communal and domestic charges incurred by the Council, be agreed.  
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v) that the HRA budget, as set out in Appendix 1 of this report, be agreed. 
 

vi) that a Housing Capital Programme to 2026/27, as set out in Appendix 4, be 
agreed. 

 

35   GREENER HOUSING: RESIDENT FEEDBACK FOLLOWING ASHP 
INSTALLATIONS  

The Panel received a presentation from the Greener Housing Development 
Manager providing details of feedback following the installation of 79 ASHP in 
Council properties.  The Council was required to meet decarbonisation targets to be 
net carbon zero by 2050 and therefore it was necessary to move away from heating 
4,846 homes with gas, oil and LPG. 
 
The ASHPs had been installed in four areas of the forest where there had been a 
higher number of gas homes and tenants living in fuel poverty.  The majority of 
properties which had received the ASHPs were houses (47) or bungalows (25). 
 
The tenants in receipt of heat pumps had been contacted by letter, telephone and 
invited to provide feedback to the Council on their views of the ASHPs.  19 
responses had been received to date. 
 
The survey responses were presented to the group.  All respondents reported they 
would recommend a heat pump and were happy with the installation.  The majority 
also reported it was easy to heat their home.  The tenants who had responded had 
not found that the heat pumps were too noisy. 
 
Energy usage was being monitored and it was expected there would be an annual 
saving on fuel costs.  Remote monitoring would be installed in some properties from 
April 2024 which would measure carbon dioxide, temperature and humidity. The 
Council’s new affordable housing development, Penman House in Totton was 
piloting this. 
 
It was explained that each tenant after the heat pump installation had an inspection 
one month following completion, after six months and one year.  Customers had 
support and advice available to them on the use and controls of the heat pump as 
well as a dedicated Resident Liaison officer. 
 
A Panel member questioned the rating of the heat pumps as a local resident had 
raised concerns about the quality.  The Greener Housing Manager confirmed that 
the heat pumps installed were the latest on the market from a leading manufacturer.  
Details could be provided on the energy performance for particular properties upon 
request.   
 
A member highlighted an example where a local resident had had an oil boiler 
replaced only a year before getting an ASHP and questioned whether this was a 
good use of resources.  In response, the Panel noted that the Council approach 
was to replace all oil boilers due to the poor energy performance within these 
properties.  Properties which had been fitted with ASHPs, replacing oil boilers had 
an EPC rating of C or above. 
 
The matter of security and theft of ASHPs was raised by a member of the Panel.  It 
was noted that a data tagging company had been assisting officers gather 
information to use in the procurement of a suitable solution to better protect them.  
A relatively small number of heat pumps had been installed across the District and 
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therefore, it was currently low risk.  A suitable security measure would be 
considered moving forwards as the numbers increase. 
 

36   TENANT ENGAGEMENT STRATEGY  

The Panel considered the updated proposed Tenant Engagement Strategy 
following consultation. The consultation exercise took place over a five week period 
and had been promoted in various ways, including social media, posters, at hubs 
and online.  Following this the Strategy had been updated and approval would be 
sought by Cabinet and Council in February. 
 
Members noted that 18 responses had been received to the consultation out of 
5,200 Council properties, which a response rate of less than 1% of tenants.  The 
Tenant Engagement Manager acknowledged that this was low, however, those who 
had responded had been positive about the strategy.  Feedback had also been 
received from the Tenant Involvement Group which had been a fundamental part of 
creating the strategy, and had written in the foreword giving their additional support.  
A priority within the Strategy, was to provide more opportunities for tenants to 
engage with the Council. 
 
RESOLVED: 
 
That the Council’s updated proposed new draft Tenant Engagement Strategy be 
supported for approval by Cabinet and Council and that the consultation outcomes 
be noted. 
 

37   TENANT SATISFACTION MEASURES  

The Panel received a presentation from the Interim Strategic Director of Housing 
and Community Safety on the Tenant Satisfaction Measures, which has been 
attached to these minutes as an Appendix. 
 
Tenant Satisfaction Measures had been introduced as a result of the Social 
Housing Regulation Act 2023, which increased the regulation of landlords and 
introduced new rules for protecting tenants from serious hazards in their homes. 
 
All housing providers were required to collect data on their performance against 22 
measures and report this on an annually.  12 measures relate to tenant perception 
and 10 were on landlord management information. 
 
The satisfaction of tenants against the 12 measures was presented to the panel.  
The overall satisfaction rate was 81.8% from 274 respondents, which was viewed 
as positive.  The measures identified which would require improvements were; 
TP06 (listen to views and act upon them), TP09 (approach to complaint handling), 
TP10 (keeping communal areas well maintained), TP11 (making a positive 
contribution to the neighbourhood) and TP12 (ASB satisfaction).  The Panel saw 
how the District Council compared to other registers providers.  Members 
acknowledged that the Council’s handling of complaints based on tenants views, 
faired less well than other providers. It was widely regarded nationally that 
respondents were answering in response to the handling of any expression of 
dissatisfaction, rather than the handling of corporate complaints.  Improvements 
would need to be considered to increase the satisfaction level by recording 
dissatisfaction and learning from it.  It was recognised however, that it was not 
always possible to meet expectations.  
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Members were also shown the Council’s performance against the landlord 
management measures at the end of December 2023. The snapshot indicated that 
the Council was performing well. 
 
A member of the Panel questioned whether it would be possible to track the status 
of any issues raised by tenants which had been reported to the Council.  The 
Interim Strategic Director of Housing and Community Safety reported that this 
would form part of the Transformation Strategy which would consider a full digital 
review of services.  
 
The Panel acknowledged the positive results against the tenant satisfaction 
measures and recognised that further work would be carried out to improve the 
housing service to increase the satisfaction of tenants moving forwards. 
 

38   PORTFOLIO HOLDER'S UPDATE  

The Portfolio Holder for Community, Safety and Wellbeing reported he had 
attended the Hampshire and Isle of Wight, Portsmouth and Southampton PIPS 
Serious Violence reduction event.  It was highlighted that the New Forest District 
was one of the lowest areas across the county for crime in general, which was 
positive news.   
 
The Environment and Regulation team had been working on reducing pollution from 
domestic burning, in particular from wood burning stoves and bonfires which was a 
health concern and a significant contribution towards particulate pollution in the UK.  
In order to help reduce the pollution the Environmental Protection team had been 
working with neighbouring authorities on a burn better campaign to promote cleaner 
burning from wood burners, open fires and bonfires and provide facts on costs and 
associated pollution.  This project was being delivered using DEFRA grant funding 
in association with the Environment Centre.  On 24 January the Council would 
support the first air clean air night delivered by global action plan to share 
messages around the health and environmental impacts of woodburning.  A free 
webinar with presentations from leading experts on air quality and details could be 
shared with members on request. 
 
The licensing service had begun a three month consultation on the draft Taxi 
Licensing Policy.  A number of changes had been proposed including, restrictions 
on the age of vehicles, enhanced checks on drivers and the increased frequency of 
inspections.  These changes would improve public safety and air quality.  Members 
were urged to review the draft policy and submit any comments. 
 
Work was continuing with national bodies, partners and schools to develop and 
launch new facilities and sporting opportunities for local communities as well as arts 
and cultural projects across the District.  Officers would attend a future meeting of 
the Panel to provide an update on the projects taking place in the District. 
 
The Council had agreed to develop a Cultural Strategy in Summer 2023.  A Cultural 
Development Board had been set up with partners and the next meeting would take 
place on 30 January. 
 
80 people had attended the inaugural Community Forum in October 2023.  It has 
been set up to help to mitigate against the cost of living crisis and to share 
information.  The feedback from this event had been very positive.  The next 
Community Forum would take place on 27 March. 
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The Portfolio Holder for Housing and Homelessness reported that since the last 
panel meeting, a new Task and Finish group has been set up to explore other forms 
of affordable housing and to assess the scope for introducing modern methods of 
construction, as a means of speeding up delivery and reducing costs.  
 
Progress had been made towards the current new affordable housing target and 
there were more schemes in the pipeline.  It was acknowledged that the costs of 
construction had increased by 30% over the last 3 years.  
 
The Group had been set up to look at all options with a view to maximising 
opportunities to continue to deliver additional Council owned accommodation, as 
well as alternative affordable home ownership models, within the available 
spending powers of the housing revenue account.   
 
The Portfolio Holder reported he had visited Hythe to review sites for additional 
affordable housing.  The most exciting was the site of the former Hythe hospital 
which would provide an additional 22 homes. 
 
The Portfolio Holder reported he was delighted to see the Tenant Engagement 
Strategy coming forward.  Tenant hubs were being arranged, which would allow 
tenants to meet up in their own areas.  He would be attending these events.  He 
was also to meet the Tenant Involvement Group which would be an opportunity for 
him to receive feedback directly from tenants. 
 
In response to a question from a councillor it was confirmed that the performance 
dashboards with Key Performance Information would be published with the agenda 
for future meetings. 
 

39   WORK PROGRAMME  

RESOLVED:  
 
That the Work Programme be approved. 
 

40   DATES OF MEETINGS 2024/25  

RESOLVED: 
 
That the following meeting dates be approved for 2024/25: 
 
18 September 2024 
22 January 2025 
19 March 2025 
 
 
 

CHAIRMAN 
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www.cfirst.org.uk 3

Supporting local infrastructure for 

thriving communities

We make the voluntary sector better; supporting thriving organisations capable of delivering 

high-quality services that help people to be happy and healthy.

Leadership and Advocacy

Mobilising and encouraging community action

Partnerships and Collaboration

Bringing people and groups together

Capacity Building

Providing support with fundraising, business development & governance 

Volunteering

Mobilising more people to volunteer in their community
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www.cfirst.org.uk 4

Leadership and advocacy 

• Re-energising the sector to tackle health inequalities, economic hardship & 

loneliness

• Membership events focussing on charity leadership issues and challenges

• Future New Forest Partnership and  Waterside Steering Group

• Community and VCSE insight on specific issues including cost of living and 

giving voice to those seldom heard

• State of the Sector survey identified 3 key issues;

• Support in more deprived areas

• Training

• Funding
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www.cfirst.org.uk 5

Partnerships and collaboration 

• Provide information about what services exist and where – capacity, capability 

and coverage enabling commissioners and customers to access services

• Engagement in key partnerships – New Forest Agencies Partnership, Totton 

& Waterside Community Forum and equivalent in Fordingbridge/Ringwood, 

LCP, Social Prescribing Network, 

• Provide support youth organisations around collaboration and funding 

opportunities – New Forest Youth Forum

• Community Buildings Forum and Venue Directory 

https://www.cfirst.org.uk/venue-directory/ 

• Working with NFDC on health & wellbeing

15
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www.cfirst.org.uk 6

Capacity building 
• Deliver ‘Community First Essentials’.  In Q3 23/24 engaged 88 organisations 

across 226 interactions

• organisational health checks and digital resources at 

https://www.cfirst.org.uk/help-for-groups/new-forest-connects/ 

• expert training safeguarding, wellbeing, impact measuring, and marketing  for 

93 staff and volunteers, 

• 151 people participating in our networking events

• tailored advice on governance, financial, and business/strategy planning to 29 

organisations

• Helped 118 groups access grants and give funding advice

• Help groups expand to fill gaps and avoid duplication 

• Support for smaller groups and start-ups– new community group in Bransgore       

– lollipops to food!
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www.cfirst.org.uk 7

Success with funding 

• Funding surgeries with the National Lottery and Hants & IOW Community 

Foundation

• Opensight secured £2,400 from sovereign Network group for monthly social 

gatherings in Totton

• Sowing Seeds for Nature – New Forest Transition secured £1,000 from Aviva 

and Wild Isles via Crowdfunding for a nature garden

• New Milton Youth Trust secured £10,000 towards youth outreach and 

creation of a new youth facility

• Lymington Centre secured £1,500 for theatre lighting via CIL and support with 

crowdfunding
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www.cfirst.org.uk 8

Volunteering 

• Recruiting, inspiring and mobilising volunteers with focus on flexible, task- 

based volunteering.  https://www.volunteerfirst.co.uk/ 

• 111 people signposted and referred to organisations and 14 new volunteers 

placed in Q3 +  25 volunteers still active

• Totton Volunteer Fair and Networking event (What’s on in Totton) attended by 

50 organisations in partnership with Totton & Eling Town Council

• Effective volunteer support – DBS, safeguarding, training and volunteer 

handbooks.  12 residents accessed free First Aid at Work training in Q3

• Targeted effort to recruit and inspire the next generation of Trustees and 

Management Committee members
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www.cfirst.org.uk 9

Healthy Walks Programme

• Sept - Dec 2023 delivered 94 walks benefitting 1266 people with 578 hrs of 

volunteer time

• 5 new volunteer walk leaders recruited

• Launched monthly Totton walk, launching new Dibden Purlieu group, working 

with a veterans group in Ringwood and the Heritage Centre in Lyndhurst to 

create special interest walking groups

• Working with PEDALL to create walk and bike rides in Ashurst.

• Took part in the New Forest National Park’s annual Walking Festival.

• Links to HCC’s Live Longer Better and Energise Me’s Hampshire Active 

Health Programmes
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Adding value in the New Forest

● Partnership and SCO with HCC working with Adult’s Health & Care and 

Children’s Services brings in further £35k of funding, reducing to £25k in 

24/25

● Lead and facilitate the Hampshire & IOW Social Prescribing Network

● Deliver Community Transport and working to set up new services with 

NFDC, Town & Parish Councils.

● Wheels To Work helping young people access employment and training

● Support our New Forest Young Carers

www.cfirst.org.uk
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Sarah Fawkes – Community Development, New Forest – sarah.fawkes@cfirst.org.uk 

Debbie Grace – Voluntary Sector Engagement Manager - debbie.grace@cfirst.org.uk

Jagat Singh and Olivia May - Volunteering team - volunteer@cfirst.org.uk

Liz Moore – Head of Learning Services  - Training enquiries liz.moore@cfirst.org.uk

Mandy Harris – Community Director - mandy.harris@cfirst.org.uk

Tim Houghton – Chief Executive Officer - tim.houghton@cfirst.org.uk

Helpdesk – support@cfirst.org.uk – 0300 500 8085

11

For more information please contact:
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Air Source Heating

Resident Engagement

Sophie Tuffin
Greener Housing Manager
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• The government is investing in heat pumps technology through the Energy Company Obligation (ECO) and 
Social Housing Decarbonisation fund (SHDF) and in legislation that will support electric technology from 2035 

• The Government has committed to installing 600,000 ASHPs nationally by 2028

• Resident engagement is a mandatory requirement of all government funded programmes. Each Home Counts 
Review

• The council is legislated to meet 2050 targets and move away from heating 4,846 homes with gas, oil and LPG

• The Council has installed 79 Air Source Heat Pumps since 2020

• Residents have been lettered, telephoned and invited to participate digitally

• Responses received from 19 households

Key background information
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Citizen Lab. 

Is an APP friendly tool. The platform 
enables the council another route of 
engagement to include additional 
information. How to guides and support 
to customers. 
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Current Heat Pumps Installed in NFDC homes

The 79 homes are located 
within four areas of the 
district, which have: 
• Higher numbers of off 

gas homes. 
• Higher numbers of 

residents  classed as 
being fuel poor (Bands 
defined by the ONS 
data)

• Residents can afford to 
use and understand this 
technology Information taken from Parity Projects.
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Survey Responses

• The average age of respondents was 57.  
• 5 people were over the age of 70. 
• Homes surveyed occupied 2 or 3 bed 

houses or bungalows.  

Questions Yes No 

Are you happy with the standard of installation?
19 0

Are you able to heat your home easily? 18 1

Do you understand how to use your Heat Pump? 12 7

Have you reported a repair for your heat pump  since it was installed? 6 13

Would you recommend a heat pump to family or friend? 19 0

If you would like to receive a telephone call? 1 18

Communication method Response

email 5

letter 0

Telephone 14
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Survey Responses

Quiet Loud
Questions 1 2 3 4 5
How noisy do you 
find your Heat 
Pump? 

0 17 2 0 0

Poor Comfortable
Questions 1 2 3 4 5
Is your home a 
comfortable 
temperature in 
winter?

0 0 0 19 0

The ASHP installed have a noise level of 54dBA. To compare a fridge freezer has a dBA of 40. 

Lower noise levels have been achieved, through insulated casings and larger fans. 
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Resident comments 

Some making good left to complete after Christmas, but 
happy. The hot water and heating is good.

Small increase in cost recently but I'm 
unsure if that is the heat pump or 
inflation of utilities.

Not sure as didn’t know what to expect.

Yes, very happy, wouldn’t know what to do 
if I needed to change the settings.  

I love it, it’s no trouble at all and costs about the same as the 
old heating, gets warm quickly and keeps me warmer for 
longer.

A lot more  comfortable -  Cheaper 
than coal . Really like the heating , 
have had no issues at all. 

It’s really good, the house is warm and comfortable, we don’t worry about the 
cost now, would recommend. Happy so far 

Works well, the cost is about the same, large radiators so gets 
warm quickly and enough hot water. 29



Monitoring Energy Use
 
Currently SHDF funding requires energy use to be calculated using modelled data based on initial survey and 
SAP data. 

Meter readings at installation and subsequent servicing will give us greater comparison in 2024 – 2025.

Postcode Existing EPC and SAP Rating Existing Space Heating kWh Estimated Annual Costs Cost Savings

SO43 7HF D 59 6214 £1,505.00

£365
Predicted EPC and SAP Rating Predicted Space Heating kWh Predicted Annual Costs

C 74 5183 £1,140

30



The council will be installing remote monitoring to some homes from April. This monitoring actively measures carbon 
dioxide, temperature & humidity and current. Penman House is piloting  the remote monitoring system pictured.

Monitoring Energy Use
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Monitoring Energy Use

This chart shows the amount of power being used at each home. A clamp is 
attached to the power supply inside each home, reading are sent back every 5 
minutes.  
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Aftercare

Before we complete a retrofit, residents are provided with a customer journey and key information from their initial 
surveys. Before work starts, customers receive a ‘what to expect letter’. 

All homes are inspected 1 month after 
Completion, at 6 months and again at 
12 months. 

Customer are offered further help with 
use and controls.

In addition, the Council has a dedicated 
Resident Liaison Officer provided by the 
contractor completing 
our PAS compliance. 
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Tenant Satisfaction Measures

Richard Knott
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• The Social Housing (Regulation) Act lays foundations for changes to how social housing is managed. It 
includes increased regulation of social landlords and new rules for protecting tenants from serious hazards 
in their homes.

• Many of the provisions in the Act are responses to the tragedies of the 2017 Grenfell Tower fire and death 
of two-year old Awaab Ishak, who died in 2020 from exposure to serious mould.

• The Act allows the Regulator of Social Housing to take action against social landlords before people are at risk 
and hold landlords to account with regular inspections. It introduces new social housing consumer 
standards and gives the Secretary of State power to require social landlords to investigate and rectify serious 
health hazards.

• The Regulator has already consulted on and published the Tenant Satisfaction Measures and the 
requirement on RPs to start collecting data start from 1st April 2023.

Social Housing Regulation Act 2023
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• The Tenant Satisfaction Measures Standard requires all registered providers of social housing 
to collect and report annually on their performance on a core set of defined measures to 
provide tenants with greater transparency about their landlord’s performance.

• The TSMs comprise 12 tenant perception measures, to be obtained through tenant surveys 
carried out by providers, and 10 landlord management information measures.

• Performance against those measures will be submitted annually to the regulator in summer 
2024.

• It is anticipated that the first year of data will be published in Autumn 2024.

Tenant Satisfaction Measures
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Tenant Perception Survey – initial NFDC results

• Satisfaction is good in most cases

• It’s also good to have some 
improvements to aim for: 

- TP06 (NFDC listen to your views and 
acts on them)

- TP09 (NFDCs approach to complaint 
handling)

- TP10 (keeping communal areas well 
maintained)

- TP11 (making a positive contribution 
to the neighbourhood)

- TP12 (ASB satisfaction) 

• All of which are considered as part 
of our evolving strategies, or a 
specific workplan.

• TP09 (complaints handling) is 
based on 40 responses, with 
62.5% of those respondents being 
either fairly or very dissatisfied

38



TSM 
Comparisons
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National survey of 
189 landlords, 
owning 2.2m homes
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Market 
Research 
Company

Survey of 
63 RPs

Council Comparator
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TSMs – End of December results
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TSMs – End of December results
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Questions?47
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