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MINUTES OF CENTRAL HOUSING FORUM MEETING 
 

HELD ON WEDNESDAY 13TH JANUARY 2016 AT 10.30 AM 
 

IN HOUSING CENTRE, BELFAST 
 
 
PRESENT:  Linda Watson  West Area (Chair) 
   Patricia McQuillian  Causeway Area 

Rosemary McCaw  Causeway Area 
   Valerie Rooney  South Down Area 
   Renee Crawford  West Belfast Area 
   Les Nelson   North Down & Ards Area 
   Isobel Hamilton  Disability Forum 
   Anna McAvoy  S&E Belfast Area 
   Mark Cooper   South Antrim Area 
   Siobhan McDermott  South West Area 
   Liam Wiggins  North Belfast Area 
   Jim Wightman  East Area 
   Joe Hamill   NI Youth Forum 
   Colm McDaid  Supporting Communities 
   Murray Watt   Supporting Communities 
   Deirdre Crawford  Housing Executive 
   Gerry Duffy   Housing Executive 
   Colm McQuillan  Housing Executive 
 
IN ATTENDANCE: Caroline Connor   Housing Executive 
   Mark Alexander  Housing Executive 
 
APOLOGIES: Jennifer Hawthorne  Housing Executive 
   Ian Campkin   Lisburn/Castlereagh Area 
   Gordon Blevins  South Area 
   Ian McLaughlin  West Belfast and Shankill Area 
 
 
MINUTES          ACTION 
 
1.0 WELCOME AND INTRODUCTIONS 
 
1.1 L Watson welcomed everyone to the meeting with the   

customary New Year greeting.  A particular welcome was   
extended to Mark Cooper who is attending his first meeting  
as the representative for the South Antrim Area. 

 
2.0 HOUSING EXECUTIVE SYSTEMS THINKING AND  

TRANSFORMATION 
 
2.1 L Watson welcomed Caroline Connor, Assistant Director   

Transformation and Mark Alexander, Causeway Area  
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Manager Housing Executive who delivered the presentation  
on the transformation process. 

    
2.2 C Connor outlined the background to and the thinking behind  

the Systems Thinking, Build Yes and Transformation process.   
Members noted the key observations including:  

 
2.2.1 The stated objective that ‘by 2017 we (Housing Executive)  

will be recognised as an organisation which is best in class.   
We will deliver excellent results across our services with  
high levels of customer satisfaction.’   
 

2.2.2 Journey to Excellence was launched in 2014. 
 
2.2.3 There are 3 pillars of excellence - Business, Customers and  

People. 
  
2.2.4 Systems Thinking involves looking at the service from the   

customers perspective, redesigning services around the   
customer, there is continuous improvement and it centres  
around a change in thinking. 

 
2.2.5 In the process of change the customers journey has been  

the starting point and this revealed how old systems and    
processes were complex and involved many stages and  
steps.   

 
2.2.6 The ‘Build Yes’ approach better understands the customers’   

needs, shapes services and solutions around the customers’  
needs, provides a single point of contact and measures what  
matters to customers. 

 
2.3 C Connor introduced M Alexander who explained how the   

redesign process has been undertaken in the Causeway   
Area and the impact this has had on the delivery of services  
and the manner in which this has improved the outcome for  
customers.  

 
2.4 M Alexander outlined the principles of redesign highlighting   

the PLAN approach to decision making and applying the test  
where: 

 
  - is it proportionate 
  - is it legal 
  - is it auditable 
  - is it necessary 
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 M Alexander explained how this approach has been adopted  

in the Causeway Area on Housing Solutions and Tenancy  
Patch Management. 

 
2.5 A fuller explanation was given to members as to how the   

Causeway Housing Solutions and Support Team has    
redesigned its service and how this has improved service   
delivery and outcomes for customers and prospective    
applicants, providing a quantitative list of solutions and  
outcomes. 

 
2.6 In changing the approach in Causeway, M Alexander    

emphasised that Housing Solutions is not about gatekeeping,  
replacing statutory duties, putting people into difficult or   
unsustainable tenancies or just about doing things more  
quickly.     

 
2.7 M Alexander affirmed that Housing Solutions is being    

customer led and focussed on individuals’ needs, it links   
need and aspiration across all tenures, providing sustainable  
housing solutions, building real partnership to deliver positive  
outcomes for all customers and applicants. 

 
2.8 M Alexander further explained how the Housing Solutions   

approach has been applied to tenancy and tenancy    
sustainment and housing management functions and  
illustrated this through a number of case studies. 

 
2.9 In concluding the presentation, C Connor highlighted the   

positive results of transformation on housing options and   
homeless decisions in the Belfast Shankill Office, in the   
number of days taken to complete housing applications   
assessments in the Causeway Area and successful arrears  
reduction in South Down. 
 

2.9.1 Finally, there was agreement and a commitment to arrange  
a study visit to the Causeway Area Office or other as  
appropriate for Central members to see and consider the   
practical application of the changes in process and outcome;  
this will be arranged jointly between Housing Executive and  Housing Exec/  
Supporting Communities as part of the Central Housing   Supporting 
Forum’s forward work programme.     Communities 
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3.0 JOINT MEETING WITH HOUSING EXECUTIVE BOARD  

MEMBERS 
 

3.1 The Central Housing Forum were joined by the Chairman  
and Board members of the Housing Executive:  
 

The Chairman, Donald Hoodless 
 Derek Wilson 
 Hazel Legge  
 Bill Keeny 
 Jim McCall 
 Gerry Flynn - Director of Landlord Services 

 
3.2 Mr Hoodless welcomed the opportunity, on behalf of the   

Housing Executive Board to meet again with the Central   
Housing Forum expressing his appreciation and enjoyment  
of the Community Conference.  

 
3.3 In response to a question from P McQuillan on the role of the  
 HCN in support of Housing Executive objectives, Mr Hoodless 
 referred to his presentation at the conference on the  

investment needs of the stock and how the support of the  
HCN and of tenants is important in achieving the outcomes  
of the Social Housing Reform Programme.  Mr Hoodless   
made reference to the small scale progress of stock transfer  
as it currently stands and the corresponding need for much  
greater investment in the tenanted stock.  There was    
agreement between Board members and the Central Forum  
on the desire to retain the integrity of Housing Executive as  
landlord with the ability to upgrade and invest in its stock. 
 

3.3.1 Following a further discussion Central Housing Forum   
members agreed to draft a Manifesto on this matter as a   
means of influencing the next programme for government   
and as a means of engaging directly with MLAs and through   
the Social Development Committee.  Supporting Communities Supporting   
to assist in the drafting of manifesto.     Communities 

 
3.4 V Rooney posed a question on the capacity of tenants and   

communities to engage with the Housing Executive using IT  
and how services can be made more accessible.  Following  
from a number of observations G Flynn confirmed the    
Housing Executive commitment to interacting and engaging  
with tenants online and bringing the internal and IT systems  
into place to be able to do this. 

 
 



20160118E 

 
MINUTES          ACTION 
 
3.5 J Hamill enquired about engagement with other departments  

within the Housing Executive, particularly with those areas of  
activity under Regional Services.  G Flynn confirmed the   
commitment of other departments to engage directly with the  
HCN and is actively looking at how this might best be done.  

 
3.6 Referring to the process of Transformation that had been    

presented to the Central Housing Forum earlier I Hamilton  
asked about the importance felt by the Housing Executive  
in engaging with HCNs on the ongoing roll-out of systems   
thinking.  G Flynn confirmed that there has been and there  
continues to be a commitment on the part of the Housing   
Executive to do so in each of the Area Offices and local  
areas as appropriate.  In affirming this commitment,    
Mr Hoodless suggested that Area Managers should be   
working with community representatives to determine the  
best and most appropriate forms of engagement.  Further  
reference was made to where there is good practice in this   
engagement, of where Tenant Scrutiny Panels are    
undertaking scrutiny processes in tandem with and in liaison  
with Transformation teams. 
 

3.6.1 Members of the Central Forum affirmed the view that there   
needs to be links between the various levels of engagement  
starting with local and District bases DHCNs through Area   
HCNs and Tenant Scrutiny Panels and the Central Forum  
itself. 

 
3.7 J Wightman raised the issue of social economy and the   

Social Housing Enterprise Strategy.  Mr Hoodless re-affirmed   
the Housing Executive commitment to supporting and    
extending social enterprise in local communities.  Further   
G Flynn confirmed that the Grants Scheme has been, for the   
next part, over-subscribed but the intention remains to have   
all grants dispersed by the end of the financial year.  It was   
also confirmed that the Social Enterprise team will attend  
and report to all of the Area HCNs.   

 
3.8 R Crawford queried the extent to which the HCN will be   

involved in the drafting of the next Community Involvement  
Strategy; in response to the question G Flynn gave the   
commitment to respond positively to the HCN and to invite   
the level of involvement and engagement on the basis that   
the Central Housing Forum requests.  In terms of wider   
tenant involvement, C McDaid reminded all that the    
University of Birmingham has been commissioned to    
undertake research into models of tenant participation and   
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their applicability in NI and also to the commitment by the   
DSD Minister to publicise the final Tenant Participation for NI  
and action plan.  

 
3.9 R McCaw asked what steps are being taken to increase    

recruitment to the HCN and planning for the future.   
D Crawford outlined a number of initiatives including work   
ongoing with NIYF on developing young housing champions,  
Social Enterprise and Digital Inclusion.  

 
3.10 In response to a query from Liam Wiggins regarding tenant   
 involvement and CHF becoming ‘paperless’, G Flynn reported  

that whilst this would remain an aspiration it may not always  
be, for the moment, practical. 

 
4.0 ANY OTHER BUSINESS 
 
4.1 A number of matters arising from the December meeting  

were highlighted, including; 
 
4.1.1 (5.7) Housing Executive Interim Investment Strategy: 
 S McDermott reported that the Interim group had completed  

its work.  It was also confirmed that P Isherwood will be  
invited to a subsequent meeting to report.   

 
4.1.2 (5.15) Conference Working Group 
 Following a brief discussion there was agreement that the   

working group for 2015 will continue to meet going forward. 
 
5.0 DATE OF NEXT MEETING 
 
5.1 The next meeting will be held on Wednesday    

10th February 2016 at 11.00 am in Supporting Communities  
Headquarters, Ballymena. 

  
 
 

 
 


