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Housing Maintenance (Task and Finish Panel) 
16 December 2021 
 

 
 

WELWYN HATFIELD COUNCIL 
 

Minutes of a meeting of the HOUSING MAINTENANCE (TASK AND FINISH PANEL) 
held on Thursday 16 December 2021 at 5.00 pm via MS Teams 

 
PRESENT: Councillors M.Holloway, B.Fitzsimon, C.Stanbury, H.Quenet and C 

Juggins 
 
ALSO 
PRESENT: 

 
F. Thomson (Executive Member for Housing and Climate Change) 

  
OFFICIALS 
PRESENT: 

Chief Executive Officer (K. Ng) 
Housing Property Consultant (B. Opacic) 
Team Leader – Responsive Repairs (J. Beare) 
Democratic Services Assistant (V. Mistry) 

 
 
17. APOLOGIES AND SUBSTITUTION OF MEMBERS 

 
An apology for absence was received from Councillor J. Cragg and the following 
substitution of a Committee Member was made in accordance with Council 
Procedure Rules: 
 
Councillor C. Juggins for Councillor J. Cragg. 
 
It was noted that Councillor C. Juggins was present for items 4 and 5 of the 
agenda (items 19 and 20 in the minutes) while Councillor J. Cragg was present 
for item 6 of the agenda (item 21 in the minutes). 
 

18. MINUTES 
 
The Minutes of the meeting held on 22 November 2021 were agreed as a correct 
record and noted by the Chair. 
 

19. DAMP AND MOULD ISSUES 
 
Officers presented a report in response to a a number of questions and requests 
for information raised by Members with regards to Damp and Mould issues.  
 
The first request was for Officers to provide a breakdown of the outcomes 
of a sample of 5% of inspection reports (15 reports) for older properties (to 
include one from Whitebeams, Southbound Road) and specifically to detail 
what had caused the damp & mould, and what solutions were agreed? 
 
The following points were discussed: 
 

• There were 306 related inspections.  
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• The primary causes of mould and damp were roofs, lagging to pipework, 
leaks in pipes, condensation and water penetration. 

• Members asked if damp and mould were a main concern in older 
properties? Officers stated that there were a lot of properties in the 
Council’s housing stock that were 60 to 80 years old. More recently built 
properties from the 1990s would have had better insulation and thermal 
protection in comparison to the older properties. 

• It was noted that prefab housing with the flat roofs may display building 
defects as they were designed to be used for 50 to 60 years. However, 
the Council could still maintain these properties by retrofit actions such as 
implementing cavity wall insulation and installing new windows with good 
ventilation.  

• Members asked what would happen when there is an issue of 
condensation in the property?  Officers stated that it may have been 
caused by the tenant’s lifestyle, and as such it was always a good idea to 
inspect the property and look for mould and damp. It was stated that 
contractors may use a wash kit to remove the mould from the walls. 
However, not all mould was caused by condensation. 

• It was also stated that tenants were also asked to open windows and 
ensure the heating was on in the property. Unfortunately, some tenants 
had difficulties in affording to heat their homes, which created difficulties 
in identifying easy to implement solutions.  Another solution was to install 
passyfier vents to allow airflow without having to open windows.  

• Members noted that it was a good idea to make sure all notes of 
maintenance and inspections were recorded and logged for future 
reference.   

• Members asked about air bricks and if they could be used to address the 
problem of damp and mould.   Officers stated that if it is a ventilation 
issue, the Council was more likely to install passyfier vents rather than air 
vents but were happy to look into the use of air vents if they were shown 
to be more effective in dealing with damp and mould issues.  

• Members wanted to know what percentage of condensation issues had 
been received and logged. Officers stated that they would find out the 
percentage and look at the calls logged, and subsequent advice given to 
residents. 

 
Members asked Officers to set out the remedial actions that were taken in 
each case. 
 
The following points were discussed: 
 

• Water Penetration - 33 reported cases 
• Members noted that some of the remedial actions taken were gutter 

cleaning, gutter repairs, chimney repointing and wet moss cleared and 
sealed. 

• Members noted that the Council would be implementing a gutter cleaning 
programme which could help with internal damp issues and help with 
referral requests from residents.  
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• Members asked whether the gutter programme could benefit other council 
properties and not just sheltered housing or shared accommodation? 
Officers confirmed that all Council properties have regular maintenance or 
annual clearance, but officers would look at regularly maintaining the 
guttering on bungalows and high properties. It was suggested that 18 
months was a good length of time to look at between maintenance 
schedules, with the regular cleaning of gutters an encouraging sign for 
residents.  

• It was noted that the Council use a tool called a Sky Vac to clear gutters 
regularly and can be used on properties that are up to 3 storeys. They 
also have cameras fitted to them to allow contractors to spot any defects 
on the guttering. 

• It was noted that old guttering should be looked at as it may be damaged 
and needs replacing and was part of the Council’s asset grading process. 
Officers stated that older properties may have different guttering such as 
steel gutters and these can be situated differently on the property and can 
be harder to maintain than plastic guttering.  

• Members asked about higher properties and if there was a way to put 
mesh over the guttering?  Officers stated that the Council did have some 
properties that had mesh over guttering but were not sure if they were 
effective.  Officers stated that they would assess the properties and check 
whether they are effective in stopping the gutters being covered. 

 
Members ask what were the outcomes in each instance of repeat 
inspections? 
 
Members noted that there were 11 occurrences of Repeat inspections. 
 
Officers stated that this was an IT system error. It was repeated information and 
the information had now been removed from the system.  Officers stated that it 
was not to say that the Council did not receive repeat call outs for work repairs. 
 
What were the outcomes of these complaints? 
 
The following points were discussed: 
 

• There were 46 Complaints received. 
• 27 complaints completed and closed. 19 complaints open & subject to 

ongoing investigation (awaiting works). 
• Some of the complaints were on roofing, guttering, installation vents, and 

extractor vents. It was noted that there was a complaint that the 
Ombudsman were looking into and there were 3 that had been completed 
but needed to be closed on the system.  

• Members noted that the complaints were all different and not just in one 
area. 

• Members asked if at the last meeting, they requested a sample of 
complaints. Officers stated that an outcome was requested but were 
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happy to provide members with a sample of complaints and their 
outcomes.  

• Members noted that complaints were complicated as cases could go on 
for a while and Members did not always know the outcomes.  

 
20. VOIDS 

 
Officers presented a report in response to a number of questions and requests 
for information raised by Members with regards to Void properties. 
 
Members requested that officer provide an address list of a random sample 
of 5% of these void properties (23 properties) that were void and since 
been re-let in the past 12 months. This sample should be evenly spread 
across Welwyn and Hatfield. 
 
Members noted that during the period from August 2020 to July 2021 a total of 
458 properties were re-let. 
 
Members noted that the properties in Appendix A were a random sample of 5% 
of the void stock. 
 
Members noted that the void type ‘Exceptional’ voids would have a need for 
intensive works on the property.  
 
Members asked if at the last meeting they had asked to see numbers instead of 
properties. Officers stated that they could provide members with numbers of 
voids and would categorise them as five working days, ten working days, fifteen 
working days and exceptional.    
 
Members asked if the working days was the aspiration to achieve the turn 
around on properties? Officers stated that it was the aspiration to turn around the 
property on repairs.  
 
Members asked officers to state, of this 5% sample, how many repair jobs 
were raised in the first 6 weeks of the new tenancy? 
 
Officers confirmed that there were 3 requests for follow on works and the 
information was provided in Appendix B. 
 
The works orders had been raised once tenants had moved in.  Members noted 
that this was low number and was encouraging to see. 
 
Members asked officers to provide a breakdown of the different turnaround 
categories (V5, V10, V15 and VE (Exceptional)).  
 
Officers provided the breakdown in Appendix 3 of the report. 
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The following points were discussed: 
 

• There were 4 categories, the first 3 were measured in working days and 
the type of works that would have to be completed.  

• Members noted that work increases from the amount of working days. It 
was noted that five working days was doing health and safety checks, 
EPC and completing an asbestos report.    Ten working days was 
electrical and gas works, carpentry works and minor plastering works.   
The fifteen works days looked at full rewiring, new kitchen and bathroom.  
The exceptional works looked at full property restoration including 
replacing windows and doors.  

• Members asked how many exceptional voids had come through in the last 
year? Officers stated that the voids were mainly due to wear and tear or 
length of tenancy or vandalism.  

• Members asked if the Council had to pay for tenants to stay somewhere 
else due to the repairs? This may happen if the property needs serious 
works done due to wear and tear such as rewiring or decorating. 

• It was noted that some contractors have difficulty accessing properties 
that were being lived in while carrying out repairs and maintenance on 
voids. 

• It was noted that the majority of the wear and tear came from properties 
that should have had things replaced years ago such as their kitchen. 

• It was noted that some properties were not well respected, and the 
Council has a system in place where a surveyor would visit properties and 
note the damage.   If damages are identified, the instances are passed to 
the Neighbourhood teams to follow up with tenants to retrieve the cost of 
the damage.  

• Officers stated that there could be difficulty with suppling materials and 
the Council needed to allow for the works to be planned. However, the 
contractor’s performance was monitored through KPIs, especially with 
regards to meeting the targets of five, ten and fifteen working days.  

 
21. WINDOWS 

 
Officers presented a report in response to the three questions asked by 
Members with regards to the Windows policy. Those questions were: 
 

1) In the last 12 months, how many windows were reported? 
 

2) Can these reports be broken down by room? 
 

3) How many windows (not units) were replaced? 
 
The following points were discussed: 
 

• In the last 12 months 351 windows were reported & the subsequent 
repairs were broken down as follows: Windows Broken – 71, Faulty 
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Mechanism handles or hinges – 254, Misted DGU (double glazed units) – 
23. 

• It was noted that the Council were not able to record repair requests by 
room. 

• It was noted that 3 entire windows were replaced. 
• The Council did not have a policy for replacement of double glazed units 

(dgu), but they did have guidance notes which stated that only misted 
units to the lounge, kitchen or dining room of a property should be 
replaced. There was general agreement amongst Members that this 
guidance should be changed and that all misted units should be replaced, 
irrespective of where the window was located. Officers confirmed that 
they would investigate this change in policy 

• It was noted that the cost of replacing a DGU was £150 and the cost of 
replacing a full window was £450.  

• The Council was proposing a significant increase in the 5 year planned 
programmes for replacement of doors and windows, which would be 
considered as part of budget setting process. It would be better to carry 
out a whole house replacement of doors and windows in a planned 
(capital investment) programme as opposed to replacing failed individual 
units in the responsive (revenue) programme. This may also help, in 
terms of the offer of an interim DGU replacement, if residents know that 
their home was included in a planned programme for windows and doors 
to be replaced.  Members agreed that this was a better solution for the 
programme.  

• Members asked about Misted DGU windows and asked what happened 
now that the guidance had changed? The Council would need to 
implement a plan program and also a grading model.  

• It was noted that a change in guidance was needed. Members agreed 
that 4 years was too long to wait for replacement windows and agreed 
that 18 months was a better timescale.  

 
22. TIMESCALES AND REPORTING TO OVERVIEW AND SCRUTINY 

 
Members discussed the timescale for the Task and Finish Panel to report back 
to the Overview and Scrutiny committee.  
 
Members agreed that they would combine the information they had found and 
gathered and come up with recommendations to take to OSC on the 6 January 
2022.  
 
Members wanted to focus on helping tenants and had found some solutions in 
some areas of Housing Maintenance. 
 

23. DATE AND TIME FUTURE MEETINGS 
 
It was agreed that the next meeting of the Housing Task and Finish Panel would 
be held on Wednesday 22 December 2021 at 6pm via Teams to discuss 
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recommendation and information to take to the Overview and Scrutiny 
Committee.  
 
It was agreed that the additional information that Members asked for at this 
meeting will be discussed at the next meeting.  
 

 
Meeting ended at 6.37 pm 
VM 

 


