Opendoor
Homes

Your Homes Your Say — Resident Virtual Meeting

Thursday 28 May 2026 6.30pm — 8.00pm

Present:
Residents x13: Bamford Court
Bojoby House
Crokesley House (Acquisition)
Fiske Court
Gracie House
Gordon Court
Northway Court (Acquisition)
Redhill Court
Ruscus Court
Rycroft Crescent
Liz Banson Resident Scrutiny Officer
Tim Blanc Head of Community Engagement
Joseph Rodriguez Property Manager (ODH)

Greg Terefenko Head of Housing Management



Item

Title

Welcome

Welcome and introduction were provided by officers

The meeting was held to hear directly from residents about their lived experience in
an Opendoor Homes (ODH) property.

Residents were provided with an overview of the Regulator of Social Housing’s
Consumer Standards, their rights, and the housing services they should be receiving
from ODH. Residents were invited to share their experience of our housing services,
telling us what works well and most importantly where things need to improve.

It was also an opportunity to provide an overview of the ODH Resident Scrutiny Group
and invite residents to consider joining.

Listening Themes

This meeting was to gather feedback from residents on their lived experience in one
of our homes, inviting them to share one thing ODH could do to improve their
perception of us — All individual comments and concerns have been recorded and will
be actioned where possible.

Themes

Housing and Estate Services, including Anti-Social Behaviour
Repairs & Gas services

Communication, engagement, and keeping residents informed
Fairness, respect and how we treat residents

Safety In your home

Listening Themes

Summary of resident feedback— grouped by listening theme. All points were raised
openly and honestly and we appreciate every comment.

Theme 1. Housing and Estate Services including Anti-social
behaviour

e CCTV was only installed in lifts — this does not protect vehicles, door
entrances or communal areas, and feels like we are only protecting assets
not residents

o Broken doors/gates mean homeless people, drug users, enter freely. Bike
sheds, bin stores, and hallways are used for drug taking, dumping waste and
even as toilets

e Security is non-existent, residents even caretakers feel unsafe entering parts
of the building

e Same issues: broken gates/doors, poor repairs, and outsiders accessing the
site.




Being told they would have to pay/clear waste caused by outsiders — this is
unfair and wrong

Fences around bin areas are too low — people throw rubbish over and leave
No speed limits or traffic calming near the playground — risk to children
Heat recovery systems not switched to summer mode — flats are overheating

Electric vehicle charging bays are always blocked by non-electric cars,
residents with EVs cannot use them

If you could change or improve one thing, what would it be?

o

Clean and safe communal areas; regular checks

Fix waste management so residents are not blamed or charged for mess
caused by others

EV charging bays protected for their purpose

Proper, working security everywhere

Functional gates, door, locks, fencing — checked and maintained.
Regular security checks or patrols

Provide names contacts, display photos/numbers in blocks.

Address poor original build quality (pipes, lifts, electrics) acknowledge these
are ODH responsibilities, not residents’ problems

Repairs done correctly first time, with an official inspection/sign off by ODH
before job is closed

Anti-Social Behaviour (ASB)

Serious ongoing issues — conflict between blocks, cars damaged/number
plates removed, items thrown from buildings. Recently, a serious incident
occurred — many reports were made beforehand but were not acted on, and
things escalated

ASB is rarely followed up: only letters or notices are put up — no one visits, no-
one speaks to residents directly

Caretakers are the only people seen regularly, but they are not
trained/empowered to deal with issues, and some are seen as playing both
sides

No consequences: bad behaviour continues because nothing changes.

Homeless people sleeping in stairwells, bin rooms and bike sheds — residents
feel unsafe and have no way to get this resolved quickly




¢ When reported no one visits, no patrols, no warnings or enforcement issued.

e 25+ people seen queuing in bike sheds for drugs; needles, waste and
excrement left, caretakers and residents afraid to enter

How can we improve

o Full CCTV coverage (entrances, car parks, communal areas) that is monitored
and used to tackle crime/ASB.

o Proper, working security everywhere
o Functional gates, door, locks, fencing — checked and maintained.

o Regular security checks or patrols.

Theme 2: Repairs and Gas

e Repairs are temporary or ‘sticking plaster’ fixes; problems return quickly

o Repairs are done badly; gates installed backwards, locks fitted incorrectly,
wood cut out of doors making them dangerous/awkward to use

e Gates, bike shed doors and communal entrance locks broken or fitted on
backwards some repairs done incorrectly or properly inspected

e Concerns over quality of build — residents reported lifts breaking constantly,
pipework leaks, and design faults (e.g. lifts sized for 20 flats but used for 50).
Workmen have confirmed these issues are down to original build quality

How can we improve

o Repairs done correctly first time, with an official inspection/sign off by ODH
before job is closed

o Inform us on progress of communal repairs
Theme 3: Communication and Engagement
e Current communication from ODH is very poor

e Residents report calls, emails and messages are often unanswered or never
acknowledged; complaints disappear with no update

o When issues are raised, the only responses received are generic letters,
leaflets or posters in communal areas - no direct conversation or follow-up

o Meetings such as this one are poorly advertised, so residents causing
problems do not attend, while those who do attend feel their views are not
acted on

o Staff are unknown: no names, photos or contact details displayed in blocks;
no regular, named person visits or checks in.
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Misleading information: residents are repeatedly told ‘you are the only one
complaining’ about issues that everyone in the building is experiencing — this
erodes trust completely.

How can we improve

O

O

Clear, consistent contact details, named, visible staff who visit regularly.

Confirmation that complaints have been received, what action will be taken
and when.

Honest communication — do not claim problems are isolated when they are
widespread.

Better promotion of meetings and consultations so all residents can
contribute.

Theme 4: Safety in your home

O

Residents are left to police the area themselves, which escalates tension.

Theme 5: Fairness and Respect/How Residents Are Treated

Residents feel dismissed, ignored and undervalued.

When they report serious matters (antisocial behaviour, damage, safety
risks), they are made to feel they are ‘causing trouble’ or that their concerns
do not matter.

After the serious incident at Gracie House, previous reports were brushed
aside, no support of acknowledgement was given

For repairs and safety: contractors make mistakes or do poor work, residents
bear the inconvenience, but no one from ODH checks or apologises.

How can we improve

O

We are tenants, not adversaries; we expect to be listened to and treated with
courtesy.

When we provide evidence or reports, we expect you to take us seriously,
not question or minimise what we say.

Respect means being honest, explaining delays, and keeping promises
Answer calls/emails; reply to every complaint with clear next steps

Be honest — admit when issues are widespread, do not claim ‘only you
complained’

Treat us with respect, listen, and follow through




Closing statements form residents

“We want to feel safe in our homes, know that you care, and see that reporting a
problem actually makes a difference”

“We are not asking for luxury — we are asking for safe, decent homes and to be treated
like valued residents. If you get the basics right, trust returns and we can work
together”

Next Steps

Residents of Gracie House were informed of the upcoming Meet and Greet event to
be held on Saturday 20 Jun, between 10.00am-2.00pm

A full housing team will be available on site to speak with residents. We will specifically
review security, lifts, CCTV, and ASB concerns.

Resident Scrutiny Group — We are recruiting
If you are interested in joining the group contact, email Liz Banson
Get.involved@opendoorhomes.org

AOB
Residents were reminded of contact details to report individual repairs:

Telephone 0208 080 6586
customercare@opendoorhomes.org (we aim to reply within 5 working days)

Future meetings
This meeting was to gain an overview of resident’s experience of ODH services.

There will be further ‘listening and acting’ meetings that will focus more time on each
theme.
¢ Housing and Estate Services, including Anti-Social Behaviour
Repairs & Gas services
Communication engagement and keeping residents informed
Fairness, respect and how we treat residents
Safety In your home

Dates of virtual meetings will be published on the Opendoor Homes website.
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