
 

 
 
 

Royal Holloway & Runnymede Consultative Group  
 

MINUTES 
 

Tuesday 2 November 2021 
Meeting via Microsoft Teams  

 
 

Royal Holloway: Mike Berry (CHAIR/Director of Estates), Marie Ennis (Chief Marketing Officer), 
Helen Groenendaal (Head of Wellbeing, Academic Services), Sarah Ixer-Pitfield (Head of Public 
Relations and Media). 
 
Royal Holloway Students’ Union: Max Ross (Joint Chief Executive Officer) 
 
Councillors: Cllr Isabel Mullens, Cllr Japneet Sohi, Cllr Sian Williams 

 

Mayor of Runnymede: Cllr Elaine Gill 

 

Environmental Health: Aileen Baker 
 
Residents’ Associations:  Chris Fisher (ERA), Christine Welsh (EGVRA) 
 
Neighbourhood Watch: Stephen Hodgkinson 
 
Surrey Police: Inspector James Wyatt, Sergeant Ian Nash 
                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                         
APOLOGIES:  
Chamber of Commerce: Mark Adams 
Cllr Marisa Heath  
Cllr Alan Alderson 
 

1. Welcome & introductions 
The group welcomed Sergeant Ian Nash and Cllr Sian Williams to the meeting.  
 

2. Minutes and actions from the previous meeting  

Chris Fisher registered his disappointment that the minutes of the last meeting were not a 
verbatim record.  It was confirmed that key points and the related actions only are 
recorded. 
 



With regards to the actions from the last meeting in June, as Cllr Heath was not in 
attendance, the action for her to send further details of the Surrey climate change strategy 
to the group will be carried over to the next meeting. 
 
The list of roads that students are most concerned about re street lighting accompany these 
minutes in appendix A. Information detailing garden upkeep and bin collections is here. 
 
All other actions were completed, with Helen Groenendaal and Christine Welsh to discuss 
the resident’s complaint outside of the meeting. 
 

3. Update on Covid-19 
Mike Berry updated the group on the latest reported case numbers of Covid-19 at Royal 
Holloway, of which there are currently 13 reported cases. Reported cases of transmission 
are manageable and there is a high rate of vaccine uptake across the university community. 
Students have returned to in-person teaching, with the exception of large lectures which 
are taking place online or in hybrid mode. 
 
Cllr Mullens recognised the university’s positive management of the pandemic for the 
community.  

 
4. Updates on areas of mutual interest 

 RBC: 
Cllr Sohi updated that the council will be running parking surveys in the local area in the 
next few weeks. The council are continuing to look into street lighting and parking on local 
roads. 
 
Cllr Williams stated there have been issues with transient noise as well as noise outside of 
houses, in particular on Milton Road. She confirmed that she has also spoken with students 
who are concerned about rubbish bin collection in the area. 
 

 EGVRA: 
Christine Welsh asked about the Royal Holloway complaints procedure and the number of 
times an individual must complain about a property before it is dealt with at a senior level. 
Helen Groenendaal confirmed that all complaints are dealt with on a case by case basis and 
there is no set number. Christine Welsh referenced a recent case which Helen Groenendaal 
agreed to discuss further outside of the meeting. 
 
There has been an issue with The Packhorse and noise affecting residents in Chestnut Drive. 
Max Ross confirmed that sound via speakers is permitted until 9.30pm.  
 
ACTION: Max to follow up with The Packhorse manager and he will also ask the new 
manager to introduce himself to Chestnut Drive residents. 
 
The lighting of the Englefield Green Christmas tree will take place on 4 December.  
ACTION: Sarah Ixer-Pitfield to pass contact details for the Choir to see if they want to sing 
around the tree as has been historically the case. 
 

 Egham Residents’ Association: 

Chris Fisher referenced the meeting held by Ben Spencer MP on 30 September and notes 
that the university has updated its complaints procedures. However, he believes anti-social 
behaviour in the area is getting worse, referencing that a local resident who has been woken 

https://www.su.rhul.ac.uk/advice/housing/living/
https://royalholloway.ac.uk/coronavirus-updates/


by a noisy party has been told by passing students to expect this as a resident in a university 
town. Mike Berry confirmed this is not the view of the university. Helen Groenendaal stated 
this is not the university’s expectation of its students and its expectation of being a good 
neighbour is regularly communicated to students. She confirmed that the group identified 
by Chris Fisher were spoken to and advised that their behaviour is not acceptable. The team 
will also aim to include reference to this in the 2022 Be A Good Neighbour guide to make it 
clear this is not an appropriate view. 
 
Stephen Hodgkinson welcomed Royal Holloway’s update to the complaints procedure but 
would like to see communications around the procedures improved.  
 
Helen Groenendaal confirmed that the university’s update report provided to forum 
members at this meeting is more detailed and the university is also including more detail in 
emails to complainants and are happy to take feedback from residents on this. The 
university is unable to provide full explicit outcomes but all reports are recorded and 
reported back to this forum.   

 

 RBC Environmental Health: 
Aileen Baker confirmed that it has been a very positive start to the term from the 
perspective of her team. There have been 19 noise complaints, 16 visits and only one 
household where action has been taken. Cllr Mullens shared her appreciation that the 
Environmental Health team has been out and about in the local community with the Police. 
 

 Egham Chamber of Commerce: 
A report is provided in appendix B. 

 
 Surrey Police: 

Inspector Wyatt ran through a presentation (see appendix C) with the group outlining crime 
statistics in the local area, noting that the ASB figures also represented people breaking 
Covid-19 regulations – outlining the many different types of ASB including vehicle nuisance.  
 
Following a full review of process, a memorandum of understanding has been signed 
between Surrey Police, Environmental Health and Royal Holloway around data sharing and 
an agreed escalation process.  Mike Berry noted that ASB is a borough wide issues and a 
joined up approach is beneficial to all. 
 
Inspector Wyatt is waiting on results of a survey on violence against women and girls. The 
Police are promoting the use of Street Safe to encourage people to report areas where they 
don’t feel safe. 
 
Cllr Mullens asked about ASB hotspot locations which Inspector Wyatt confirmed are 
spread across both Englefield Green and Egham, including The Crescent, Spring Rise and 
Nightingale Shott. 
 
Inspector Wyatt confirmed he will update on data sharing progress at these meetings and 
would like feedback from the forum.  
 
Christine Welsh and Chris Fisher raised that there is some confusion over which 
organisation residents should report issues of noise nuisance to. It is confirmed the 
Environmental Health should receive reports regarding noise from a property and the Police 



if it is a disturbance in the road such as a suspected public order offence. Cllr Williams is 
preparing a useful document about how to report incidents of ASB which will be shared with 
forum members. 
 
ACTION: Cllr Williams to share ‘how to report incidents’ sheet with forum member 

 

 Royal Holloway – Estate development:    

Mike Berry advised that significant improvement had been made to the university’s access 
roads and paths. Covers have also been erected outside the Boilerhouse café area. 

 Royal Holloway – Student Wellbeing and Volunteering: 

A report is provided in appendix D  

Helen Groenendaal updated that the Be a Good Neighbour guide (see appendix E) will be 
going online from next year based on feedback from the forum group, directly from 
residents and via visits to student households. She confirmed that a new member of the 
Student Wellbeing team is reviewing the university’s complaints procedure. Helen 
Groenendaal also noted that there is no limit to the number of complaints the university can 
receive regarding one household. The evidence base of complaints supports her team to 
take action. Helen Groenendaal highlighted the transparency in the data provided in the 
attached report, which includes information about complaints received by the university 
broken down into much further detail than previously.  

ACTION: Helen Groenendaal to review whether the categories of issue can be broken down 
between Egham and Englefield Green for future reports  

It was also noted that the subscription rates to the university’s ‘Community Matters’ online 
newsletter had increased. Forum attendees are asked to continue to encourage members/ 
stakeholders to sign up to receive the newsletter. 

Action: Cllr Mullens to send contact details to Sarah Ixer-Pitfield for the secretary of ERA to 
ensure Community Matters is circulated to them. 

 
 Royal Holloway Students’ Union:  

Max Ross updated that SU venues are capped at 80% capacity and are ensuring students 
supply negative lateral flow tests as a condition of entry. They have also modified security 
measures over a two to three week period to help ensure female safety. 
 
He advised that the SU will be putting on Summer Balls in June 2022. There will be one for 
current students on Thursday 2 June and one for alumni who missed out in the previous two 
years on Saturday 4 June. On Friday 3 June there will be a community event which will be 
free for the local community. More details will be available in 2022. 

 
5. Local community drop-in sessions     

It was discussed that following low attendance at the most recent on campus session, 
despite local advertising, these sessions would revert back to telephone appointments. The 
next local community drop-in session is scheduled for 5-6pm on 15 February 2022 and 



will be advertised on the Royal Holloway website and social channels as well as in 
Community Matters. Individuals can arrange a telephone appointment where they can 
speak to a representative about any concerns in relation to the university’s activities by 
emailing community@royalholloway.ac.uk 
 

6. Proposed date of next Royal Holloway and Runnymede Consultative forum meeting: 
early March via MS Teams. Date to be confirmed. It was noted that there a number of 
councillor and resident association meetings around this time.  

 

ACTIONS LIST 

 Action Owner 
 

1 Cllr Heath to send further details of the Surrey climate change strategy to 
the group. 
 

Marisa Heath 
(action 
carried over) 

2 Max Ross to follow up regarding noise issues with The Packhorse manager 
and he will also ask the manager to introduce himself to Chestnut Drive 
residents. 

 
 

Max Ross 

3 The lighting of the Englefield Green Christmas tree will take place on 4 
December.  Sarah Ixer-Pitfield to pass contact details for the Choir to 
Christine Welsh so she can see if they want to sing around the tree. 
 

Sarah Ixer-
Pitfield 

4 Cllr Williams to share ‘how to report incidents’ sheet with forum members Cllr Williams 

5 Cllr Mullens to send contact details to Sarah Ixer-Pitfield for the secretary 
of ERA to ensure Community Matters is circulated to them. 
 

Cllr Mullens 

6  Helen Groenendaal to review whether the categories of issue can be 
broken down between Egham and Englefield Green for future reports  

 

Helen 
Groenendaal 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.royalholloway.ac.uk/about-us/more/local-community/events/community-drop-in-session-on-15-february-2022/
mailto:community@royalholloway.ac.uk


Appendix A – RHRCG – Street lighting roads of concern 

 

 

Appendix B - Egham Chamber of Commerce 

We are working on a number of activities that we hope will encourage footfall in the town and 
create a vibrant and viable town centre. We have recently been granted licences by Runnymede 
Borough Council to host up to 28 events per annum in Egham High Street. This is excellent timing 
as the operators of the Vegan market who we have hosted previously would like to return on a 
regular basis. We are also in discussions with other potential market operators. 
 
Events planned for November and December include the following: 
 

 Saturday 13 November - Vegan market 
 

 Saturday 11 December - Egham Christmas Fair 
 

 Sunday 12 December - Vegan market 
 
 
We are also....  
 

 Empty shops - encourage businesses to set up in town and look at initiatives to make use of 
empty shop windows in the meantime. 

 



 Egham Lit - working with Egham Lit to host events including a comedy evening on Saturday 
27 November and a Craft & Gift Fair on Sunday 28 November.  

 

 Supporting local businesses via social media platforms.  
 

 Egham Town Team - working with stakeholders to enhance the Xmas lights in Egham, we 
also have a member of the group who is putting together a report into how we as a 
community can make Egham a more welcoming destination for students.  
 

 Egham Town football Club - we have supported the club refurbish the ground following the 
fire earlier this year. We are working with them to improve community engagement 
including encouraging more people to go along and support the team, including students at 
RHUL who may wish to adopt Egham as their team while they are here.  

 

 Holding regular business forums for local businesses, we were very pleased to host our local 
MP at our most recent event held in the function room of the Red Lion. 

 

 We have recently signed up as an official refill scheme via refill.org, a group set up to 
encourage communities and businesses to live with less plastic. Activities include free water 
refills, zero waste shopping and plastic-free alternatives. 

 

 

Appendix C – Surrey Police Presentation 

 



 

 



 

 



 

 



 

 

Appendix D – RHRCG – Community Wellbeing  

Royal Holloway & Runnymede Consultative Group, 2 November 2021 
Wellbeing Department: Community update 
 
The annual and ongoing delivery of the Be a Good Neighbour and Halls to Homes campaigns have 
continued since the last meeting with over one thousand BAGN packs posted out to student occupied 
properties in Egham and Englefield Green and eighty welcome visits made by the four Community 
Wellbeing Advisers since the start of term.  A good number of these have been in-person as the lifting 
of Covid restrictions has allowed the team more flexibility to attend households in person.   

We also continue to make use of social media and all-student communications to reinforce our 
community messages to students and to engage with them directly immediately we receive a 
concern or complaint about their property. This has been well supported by the two main university 
accounts – Campus Life and the Students’ Union ensuring a larger reach.  

Since early summer the team have also been sending a closure email to residents once a report has 
been investigated, followed up and our procedures completed.  Cases will be re-opened if the issue 
persists.  The two outstanding conduct issues reported in the last meeting were concluded with 
financial sanctions put in place for students responsible for a breach of our Regulations.   

We have welcomed a new Senior Wellbeing Manager to the team.  Part of her role is to manage the 
Community Support Co-ordinator and Community Wellbeing Advisers and as she is still in her first 
few weeks she is continuing to be inducted into the area of community support and liaison and to get 
a full understanding of the local priorities.    



Over the summer period Inspector Wyatt led a refresh of the partnership working between Royal 
Holloway, Runnymede Borough Council and Surrey Police resulting in a revised Memorandum of 
Understanding around information sharing between all three teams and regular meetings to review 
the data and ensure a consistent and appropriate follow up to concerns raised with each community 
partner.  This continues to be a helpful collaborative approach to responding effectively and promptly 
to reports made.  We are grateful for the high-visibility presence by both the Police and Council teams 
at night early in the term and for the visits made by them to student households. 

We would like to correct the misunderstanding that has been shared with us that the university does 
not address only the first two complaints about a property – we  record and respond to each and every 
complaint made and do not stop investigating and following up whatever the volume may be.  It 
remains the case at his time that in the majority of cases a household does not attract more than one 
complaint and so multiple reports are less frequent for households but more frequent when an 
unspecified area is being reported – for example in the case of transient noise.  Our frequently 
answered questions and process guidance documents are being further updated to ensure this is clear 
and will be replaced online over the next week or two.   

The autumn Community Matters newsletter is available online here and local residents can sign up to 
receive this directly by contacting the team to ask to be added to the mailing list.  Over the summer 
the Marketing & Communications team ran adverts on social media encouraging people to sign up to 
this newsletter and we now have 447 subscribers from the local area.  

Through Community Matters, the website and social media we promoted the termly drop in on 
campus for local residents which took place on Tuesday 19 October and also had PCSO Lawford and 
PCSO Brooker in attendance.  No local residents attended this drop in to speak with members of the 
College and Students’ Union and so we may return this opportunity to a telephone format as this 
attracted better attendance with residents able to book appointments to speak to staff.   

Finally the Wellbeing Department, alongside other university & SU teams, has recently been 
presented a Surrey Lord Lieutenant’s award recognising the support provided to students over the 
course of the pandemic and in particular to supporting students in halls and local private sector 
accommodation when they were required to self-isolate for ten days. 

 

COMMUNITY INCIDENTS REPORTED & STUDENT CONDUCT 

During the reporting period 1 August 2021 to 27 October 2021 (inclusive) Royal Holloway has received 
70 complaints about 67 alleged incidents.  Of these 67 incidents 33 were reported in Egham and 32 
were reported in Englefield Green.  The categories of the reported incidents are: 

 42 reports of noise nuisance from a property. 

 8 reports about refuse & recycling. 

 8 reports of transient noise. 

 4 reports about parking or vehicle use. 

 1 report about vandalism. 

 1 report about a prank call. 

 1 report about ASB. 

 1 report about trolleys being taken from the town. 

 1 report about the notification of a planned house event. 
 

The number of properties involved in these 67 incidents is 30 individual houses and 12 locations (for 
example a road where there has been a parking issue or transient noise).  Of these 30 properties: 

 19 have been reported once. 

 8 have been reported twice. 

 2 have been reported four times. 

https://www.royalholloway.ac.uk/about-us/more/local-community/community-matters/
mailto:community@royalholloway.ac.uk


 1 has been reported six times. 
 

Of the 12 locations:  

 6 roads have been reported once. 

 5 roads have been reported twice. 

 1 road has been reported three times. 
 

The number of complainants is for the incidents reported is 46.  Of these:  

 32 complainants have contacted us once. 

 10 complainants have contacted us twice. 

 1 complainant has contacted us three times. 

 2 complainants have contacted us four times. 

 1 complainant has contacted us nine times.  
 

In following up these reports the university has resolved issues in a variety of ways including: 

 Content in two all-student emails. 

 Dealt with four households through conduct process. 

 Made five visits to households in response (not including the welcome visits) 

 Made direct contact with household members by email, letter or phone on 35 occasions. 

 Held eleven meetings with households in person or on Teams. 

 Recorded four incidents where no person or house could be identified. 

 Referred five incidents to Police or the Council for follow up. 
 

From our regular partnership meetings and information sharing discussions we are aware that since 
the start of term Environmental Health have recorded the following:  
 

Category RBC EH 

Noise – People (Rowdy Behaviour)   8 

Noise – Party 5 

Noise  - Music 2 

Noise  - Music & Drums 1 

TOTAL REPORTS 16 
 

VOLUNTEERING  

The Volunteering team continue to play an incredibly important role in campus life and in supporting 
projects across the local community and have a new home on campus in the Volunteering Hub with 
opportunities in the areas of community action, social action, volunteering abroad, community 
research  and sports volunteering amongst others.   

Following the success of last year's Paint a Poppy Campaign in Englefield Green, the team are bring 

it back for second year and will be working with Schools in the local area to collect stones, paint 

them with pictures of poppies and remembrance and distribute them locally.  They are also leading 

on the Love in a Box project collecting shoeboxes which are filled with gifts and supplies before 

they are sent to South East Europe to vulnerable people before Christmas.  The International 

Kitchen Project is where they teach students of all ages about cultures through the medium of food 

and continues tor be a successful and popular opportunity. 

ACTIONS FROM THE LAST MEETING (JUNE 2021)  

(4)  Helen Groenendaal to share with Christine Welsh details of a review of the contact made 
and actions taken with the local resident referenced by and to Christine Welsh 
COMPLETED 

 
Helen Groenendaal, Head of Wellbeing, Student & Academic Services (Oct 2021) 



Appendix E – RHRCG – Be a Good Neighbour Guide (2021) 
 

 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 

 

 

 

 



 

 

 

 


