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Welcome to

Streets
Ahead

I hope that by the time you’re reading this, most of the Covid restrictions have been
lifted, as intended by the UK Government, and you have been able to hug and socialise
with your loved ones once again.
As some kind of normality resumes, it’s important to remember the financial impact
the past 16 months has had on so many people. We want to remind our customers that
we are here to help and can offer advice and support if you find yourself in a difficult
situation. Read more about how we can help on page 23.
With our ‘new normal’ in full swing, we are continuing to execute our Corporate Plan,
and last month we began our Neighbourhood Co-ordinator pilot. We hope this new style
of housing management will be much more beneficial to our customers, and we look
forward to hearing your feedback. Find out about the new pilot on page 11.
Feedback helps us shape and improve our services. Yes, we like to know when we are
doing things well, but we also want to know when we could do better. As you’ll read on
page 3, some of our complaints from the quarter January to March 2021 were related to
poor customer service. This is disappointing to us and something we want to change, so
to help us achieve this, we’ll be implementing a new Customer Service Working Group.
You can find out more about this on page 13.
We also gather really important feedback through the Customer Voice and Assurance
Group (CVAG), and after their recent review of fire safety in tenants’ homes, the CVAG
informed us that customers wanted more guidance and information on fire safety. So,
we’re improving our communication on all home safety advice, which you can find out
more about on page 15.
With summer upon us, we’re all hoping that we get to enjoy some nice weather and
spend more time in our outside spaces. However, lighter nights and warmer weather can
increase anti-social behaviour incidents, which have a huge impact on our customers and
communities. Read more about this on page 14 and do your bit to make sure summer
2021 is enjoyable for everyone.
Take care and stay safe,

Matt Cooney
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0800 169 5454

Fundraising for
second defibrillator
Care & Support24 staff based at Berrington Court Extra Care Scheme have
already used their existing defibrillator twice, so residents felt that due to
the size of the Scheme, an additional defibrillator located on the 2nd floor
would be a good investment.
Knowing that this would cost
well over £1000, residents and
Care & Support24 staff began
fundraising in order to make
the life-saving purchase.
Raffles, tombolas, and other
events over the months all
helped Berrington Court reach
their goal, and with a little
top-up from the Berrington Fun
Fund, the second defibrillator
was purchased.
Well done to everyone who
took part in raising funds
for this important piece of
equipment!

Group Chief Executive, The Community Housing Group
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Quarterly Complaints Update

When customers are not satisfied with the outcome of their complaint at Stage 1, an independent review is
carried out at Stage 2, which is the final stage of our complaints process and where we aim to resolve cases
within 20 working days.

Complaints Logged by Stage
Stages

Early Resolution

Stage 1

Stage 2

105

During the quarter, 1st January to 31st March 2021,
we received 138 complaints.

30
3

Complaints Logged by Department
Early Resolution

Housing and ASB
Oakleaf Repairs
Oakleaf Energy
Care & Support
Services
Oakleaf Grounds

Doors and Windows
5
Oakleaf Grounds
8

Housing and ASB
46

Care & Support
Services
9

Hawksworth Homes

We resolved 94% of complaints within the agreed timescales, against a target of 95%. We’re disappointed we
narrowly missed the target but we are working hard to make sure that we achieve 95% or over in the future.

Closed: 138

Oakleaf Energy
20

Corporate Services
Oakleaf Construction
& Refurbishment

Stage 2

Complaints by Deadline

Doors and Windows
Asset Management

Stage 1

Oakleaf Repairs
44

94.00%
Closed on Time: 130

We aim to resolve all complaints at Early Resolution Stage, which is two working days. We managed to
achieve this in most cases, however, some complaints are more complex and cannot be settled so quickly,
which means they progress to Stage 1 of our procedure, where we aim to resolve cases within 10 working
days.
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We ask all customers who use our complaints service to complete a satisfaction survey to help us make
improvements. We know from feedback that customers find our complaints service easy to access and are
satisfied with the service they received from the Complaints Handling Team. However, some customers were
dissatisfied with the overall outcome of their complaint and consequently, we didn’t achieve our target this
quarter. We always work hard to achieve the best resolution but there are occasions when we are unable to
provide the outcome that the customer is seeking.

Overall Satisfaction
TARGET 90%

TCHG | CORPORATE PLAN 2021-2024
CEO’S STATEMENT
I joined TCHG in September 2020 in what
turned out to be a lull in the Coronavirus
pandemic. I quickly found that TCHG is
what it says on the tin, i.e. it is about the
‘community’. I learned quickly that the
organisation is extremely locally focussed
and has always pursued an ambition to
be more than just a housing provider.
We take an interest in the community
and the experience of local people in our
neighbourhoods.

80.95%

So, what have we learnt during the quarter?
A number of complaints have resulted from poor communication with customers, and internally between
departments. This is an area that our Leadership Team and Customer Voice and Assurance Group are now
focusing on to bring about some real improvements.

CHAIR’S STATEMENT

We note that some complaints result from the need for customers to contact us multiple times about
the same issue. We call this avoidable contact. We are currently carrying out customer journey mapping
to understand where things are going wrong so that we can make changes to our processes to avoid this
happening.

This new Corporate Plan 2021-24, sets out
an exciting vision of the development of
The Community Housing Group. We have
much to be proud of in terms of what we
have delivered in the past to our residents,
customers and local communities, but
also know that we must do more and
provide effective support and well delivered
services to all of our customers. We know
that they need that more than ever as we
start to emerge from a difficult pandemic
into what will be a challenging period of
national rebuilding and recovery.

Some complaints relate to poor customer service. We want to make sure that we have a consistent approach
to delivering an excellent customer experience across all services, and as part of the implementation of our
new Corporate Plan, all colleagues will receive customer service training over the coming months.
We received 39 compliments during the quarter which is great news and we really appreciate positive
feedback. You can register a compliment via our website, and we always make sure that your comments are
passed directly to the staff involved.

This plan has been developed from an
extensive consultation process with
customers, staff and key stakeholders and
the Board is therefore confident that it
focusses on the areas that matter most to
them.

13

Compliments logged by Department
9

We are not perfect, and we have a lot
to learn. Indeed, this plan is all about
re-shaping things to make sure that we
improve our services to help local people
genuinely live better lives. To do that, we
need to become a stronger business that
is as financially robust as we can make
it. If we can achieve strong viability as a
business, we will have a good platform to
continue our quest of building thriving
communities into the future.
Matt Cooney
Group Chief Executive

Our plan will deliver a simplified and
streamlined business, so we can focus
more of our time and resources on front
line service delivery for the benefit of our
customers. It also focusses on improving
our efficiency as a business and enabling
us to deliver much needed affordable
homes, whilst also ensuring we are
investing in improving our stock, so we
can meet the zero carbon challenge. We
will also make changes to our governance
so we are listening more to, and learning
more from, our customers and making
decisions shaped by their insights.
The Board is confident that this plan will
enable us to be fit for the future, with
a renewed focus on being an excellent
landlord, focussing its efforts and resources
on serving and supporting its residents.
Andrew Foster
Group Chair

WHO WE ARE
The Community Housing Group was formed in 2000 through a stock transfer from Wyre Forest Council. We are a
social business and one of Worcestershire’s largest Registered Providers of social housing. The Group provides and
manages 6000 homes and is an exempt charity and registered society under the Co-operative and Community
Benefit Societies Act 2014. We mainly operate in the Wyre Forest area and the office headquarters are in
Kidderminster.
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Please check out our quarterly complaints update videos on our website by visiting www.communityhg.com/
housing/performance/
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OUR AMBITION
We are proud of what we have achieved for the people and communities we support over the past 20 years. Over
the coming years we want to become a more significant social housebuilder in Worcestershire, focused on helping
people to thrive and to live independently, knowing that they have a secure home that they can afford with a
landlord who cares about them.
The full version of this plan can be found at www.communityhg.com/corporateplan

www.communityhg.com
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TCHG | Corporate Plan 2021-2024

WE’RE BUILDING A BRIGHTER FUTURE

There are three main themes in our 3-year Corporate Plan and ten priorities as follows;

BUILDING BETTER LIVES
MAKING LIFE BETTER FOR CUSTOMERS
We want to make life better for our customers.
We will do this by improving services and being
more accessible to them. We will also explore
new technologies to benefit our customers and
make sure that we develop the solutions that our
customers need. We will learn more about and
forge closer relationships with our customers to
ensure that they get the best service possible and
receive the help they need.
WE WILL ACHIEVE THIS BY
Making it easier for customers to contact us in a 		
manner that is most convenient to them
Reviewing how we engage with them and 		
introduce a new Operations Committee, with 		
customers representatives on it, to review 		
services and make recommendations on service
improvement and play a more active role in our 		
governance
Improving our complaints process including 		
the introduction of early complaints resolution,
learning from the outcomes and sharing 		
performance with customers
Improving the measurement of customer 		
satisfaction and maintain an average of 90% 		
satisfaction
Introducing a new Neighbourhood Co-ordinator
role, supported by specialist teams, to be the 		
main contact for tenants for housing related 		
issues and our “eyes and ears” in the community.

PEOPLE PLAN
How we work together with our colleagues is
important too. We recognise that if our colleagues
are not happy, they won’t deliver the best service
to customers. We will assess our operating culture
and work with colleagues to agree new, flexible
ways of working to balance time working from
home with working in an office location.
We recognise that we need to become more
inclusive and show that our people truly represent

PAGE 7

www.communityhg.com

the diversity of the communities and cultures we
work with. Equality, diversity and inclusion will be
at the top of our agenda.
WE WILL ACHIEVE THIS BY
Developing a new operating culture and ways of
working in consultation with our colleagues.
Providing customer service and relationship 		
training for all staff to help us deliver a “win-		
win” approach to how we handle customers and
relationships in general.
Introducing a new Equality, Diversity & Inclusion 		
strategy including understanding more 		
about our communities and the challenges and
disadvantages they face.

SOCIAL REGENERATION
We are proud of our record in delivering
employment and training support to local
communities and we will continue our welfare to
work and community training services. We will
also look at the best ways to alleviate hardship in
the community.
WE WILL ACHIEVE THIS BY
Linking community employment & training
targeted at our tenants through the new 		
neighbourhood coordination model
Continuing to support the Worcestershire
Fusion Partnership to attract local and National 		
funding to the region for employment and 		
training.
Developing a hardship fund for tenants who 		
suffer economic hardship or emergencies.

BUILD A STRONGER BUSINESS
SIMPLIFYING OUR BUSINESS
Continue to develop new homes to help meet
demand and make existing homes more
comfortable and affordable for our customers to
live in. We will streamline our organisation and
build financial strength. We will also prioritise our
core business rather than focussing on providing
services to others.
WE WILL ACHIEVE THIS BY
Consolidating the Group under one brand that 		
represents the full variety of services we deliver.
Carrying out an independent review of our
governance to ensure we meet the highest 		
possible standards.

FINANCIAL STRENGTH AND
VALUE FOR MONEY
Since 2000, we have contributed towards the
local economy by providing employment and
training. In future, as we prioritise investment in
new homes, we will have less direct employment
and contracting with third parties but will create
partnerships that will lead to employment and
training opportunities with local companies.
We will also manage our business with a strong
commercial discipline.

Publishing an annual Environmental, Social 		
and Governance report to demonstrate that 		
we are an ethical company that invests in local
communities, meets societal needs and delivers
strong environmental outturns.

REDUCING NON CORE BUSINESS
We recognise that providing contracts to other
organisations can distract us from our own core
business. We will reduce non social housing
activity and concentrate on our core business
going forward.
WE WILL ACHIEVE THIS BY
Exiting all 3rd party contracts when they expire 		
(except amica24)
Exploring training and employment 			
opportunities with partner organisations and 		
contractors to replace those previously provided 		
directly by us.
Developing closer working relationships 		
between Care & Support24 and amica24 		
to deliver seamless Independent Living services
Looking at further opportunities to provide extra
care schemes and support wider housing needs
through our existing sheltered/Independent 		
Living schemes
Only competing for local telecare & Technology 		
Enabled Care contracts.

WE WILL ACHIEVE THIS BY
Introducing a simple set of Golden Rules to help
us make the right business decisions
Developing a Business Recipe to guide 			
managers in developing new business ventures.
Refinancing our loan portfolio to reduce interest
paid
Reducing overheads to increase surplus for 		
development
Producing a Value for Money plan to generate 		
cash savings and efficiencies

www.communityhg.com
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Home Ownership –
BUILD THRIVING COMMUNITIES
BUILDING NEW HOMES
We see our role as a housing provider as our
primary responsibility and we believe we have a
moral responsibility to prioritise the development
of new homes for people in housing need. We will
therefore manage our finances to enable us to do
this for the longer term.
WE WILL ACHIEVE THIS BY
Maximising opportunities for strategic 			
partnerships with constructors, development 		
consortiums and other housing providers
Developing 1100 new homes within 10 years – 		
294 by March 2025
Providing 60% of new homes at affordable rent, 		
30% shared ownership, 10% for outright sale
Where necessary, disposing of homes no longer 		
viable (in terms of demand and maintenance).

ESTATE REGENERATION
We believe that with careful thought and
engagement of tenants, it is possible to improve
the appearance of the physical environment in
some of our estates as well as adding new homes.
WE WILL ACHIEVE THIS BY
Undertaking a regeneration feasibility study 		
to look at how we can improve estates and our
priorities will be Hurcott Road high rise flats, 		
Foley Park, The Walshes (Radburn area) and 		
Borrington Road flats.

WE WILL ACHIEVE THIS BY
Conducting an energy efficiency assessment of 		
stock to develop an improvement programme 		
for poor energy efficient homes
Develop our plan to meet national Net Zero 		
targets.

ASSET MANAGEMENT AND
BUILDING SAFETY
The tragic events of the Grenfell fire in 2017 have
resulted in a change in building safety compliance
expectations of Social Housing Providers. There
is a greater regulatory interest and new and
amended legislation placing more obligations on
landlords. Compliance expectations have been
reinforced through the Charter for Social Housing
Residents (white paper) and the Sector Risk Profile.
Building Safety Compliance will be at the very top
of our agenda. We will develop our solutions in full
partnership with.

Who to Contact
To improve our customer service for those people purchasing a home
from us, we now have two dedicated points of contact, depending on
where you are in the process.
Pre-sales - including anything to do with new home sales, Right to Buy, Right to Acquire and
shared ownership purchases or sales will be dealt with by our Hawksworth Homes team:
Email: Sales@Hawksworthhomes.co.uk
Call: 01562 733035 (option 1)
Website: www.hawksworthhomes.co.uk
Post-sales - including anything to do with existing leasehold, freehold or shared ownership
customer enquiries (apart from purchasing a further share or selling) will be dealt with by TCHG
Housing Services:
Email: LeaseholderEnquires@communityhg.com or FreeholderEnquires@communityhg.com or
SharedOwnershipTeam@communityhg.com
Call: 01562 733035 (option 2)
Website: www.communityhg.com

WE WILL ACHIEVE THIS BY
Developing a new Asset Management and 		
Building Safety strategy to keep our tenants and
our colleagues safe.
Defining our safety culture in the organisation 		
that includes a high degree of transparency and
information sharing with tenants
Developing ways to involve tenants in the 		
oversight and monitoring performance of 		
building safety activities/programmes.

ENVIRONMENTAL PLAN
Looking after the environment and doing our bit
for the national ambition of net zero carbon will
also come to the top of our ’To Do List’. Initially, we
will concentrate on the energy performance of
homes.
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Neighbourhood
Co-ordinator Pilot is Live
Following the
launch of our
new Corporate Plan and feedback
from customers through the
‘Have Your Say’ consultation
events, we are piloting a new way
of working to deliver housing
management services.
The pilot went live on 1st June
and involves three areas: Offmore,
Spennells and Blakedown.
We have introduced a new
“Neighbourhood Co-ordinator”
role for these areas, being
undertaken by Rehana Parveen.

helping them settle into their
homes
• Actively working with
community groups, tenants
and other agencies to help
make communities safer
• Pro-actively touring and
inspecting neighbourhoods to
ensure that communal areas are
kept to a high standard
• Dealing with any tenancy issues
or disputes
• Working with colleagues to
identify customers who may
have employment or training
needs

Rehana’s new role has involved
her taking on a much more
visible and prominent role in the
communities that she covers, and
will include:

• Assisting customers who live in
both general needs and
sheltered housing.

• Supporting new tenants and

Rehana thinks the new pilot will

be really beneficial to tenants,
“This is an exciting new position
that will give me the opportunity
to work much more closely with
customers and local communities
with a view to making their
estates great places to live. Look
out for our ideas and initiatives
on the Group’s social media
platforms. I look forward to seeing
and hearing from you soon”.
We will of course be looking to
monitor the impact of the new
pilot and the views and thoughts
of our customers will be pivotal
in helping us understand what
has worked and what hasn’t.
If all goes well with the pilot,
we are hoping to roll out a
Neighbourhood Co-ordinator
model of management to all our
areas later next year.

Who can I talk to?
Due to Rehana Parveen taking on the new Neighbourhood Co-ordinator role in Offmore, Spennells and
Blakedown, we’ve had a small move around with the Housing Officers and the patches they now cover.
Here’s who and how to contact your Housing Officer (for Tenancy Management or Income Management)
depending on where you live:
Name

Phone		Email

Tim Green
Steve Harris
Rehana Parveen
Yvonne Miller
Sharron Jinks
Heather Lewis
Debra Harris
Ian Jones
Sarah Arnold
Parmjit Sandhu
Simon Baker
Trudy Hiscocks
Mark Williams
Alvan Johnson

07843357226
07980853291
07764691964
07921483732
07595275638
07773384439
07843355456
07843 355454
07876873849
07866253959
07980 853368
07595 552622
07590 981861
07971608561
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Tim.green@communityhg.com
Steve.harris@communityhg.com
Rehana.parveen@communityhg.com
Yvonne.miller@communityhg.com
Sharron.jinks@communityhg.com
Heather.lewis@communityhg.com
Debra.harris@communityhg.com
Ian.jones@communityhg.com
Sarah.arnold@communityhg.com
Parmjit.sandhu@communityhg.com
Simon.baker@communityhg.com
Trudy.hiscocks@communityhg.com
Mark.williams@communityhg.com
Alvan.johnson@communityhg.com

District

Housing Officer –
Tenancy Management

Areley Kings
Tim Green
Yvonne Miller
Bark Hill
Steve Harris
Baxter Gardens
Bewdley Town
Yvonne Miller
Steve Harris
Birchen Coppice
Blakedown
Rehana Parveen
Steve Harris
Broad Street
Steve Harris
Broadwaters
Alvan Johnson
Chaddesley
Charles St
Steve Harris
Churchill
Alvan Johnson
Comberton
Alvan Johnson
Cookley
Alvan Johnson
Far Forest
Yvonne Miller
Foley Park
Yvonne Miller
Franche
Yvonne Miller
Yvonne Miller
Habberley
Yvonne Miller
Hales Park
Steve Harris
Harvington
Highley
Yvonne Miller
Alvan Johnson
Hoobrook
Horsefair
Steve Harris
Steve Harris
Hurcott
Yvonne Miller
Kidderminster Town
Larkhill
Steve Harris
Lickhill
Tim Green
Low Habberley
Yvonne Miller
Stourport New Town
Tim Green
Offmore
Rehana Parveen
Rifle Range
Tim Green
Rock
Yvonne Miller
Rushock
Steve Harris
Rushwick
Alvan Johnson
Shatterford
Yvonne Miller
Spennells
Rehana Parveen
Steve Harris
Stone
Stourport Town
Tim Green
Sutton Farm
Tim Green
Tim Green
Walshes
Wilden
Tim Green
Wolverley
Steve Harris
Wood St
Yvonne Miller
Worcester Road
Alvan Johnson
Wribbenhall
Yvonne Miller
All Independent Living
homes (usually
bungalows or flats in
Independent Living
Schemes)
Sharron Jinks
		

Housing Officer –
Income Management
Debra Harris
Ian Jones
Heather Lewis
Ian Jones
Ian Jones
Debra Harris
Heather Lewis
Heather Lewis
Debra Harris
Heather Lewis
Heather Lewis
Debra Harris
Heather Lewis
Ian Jones
Ian Jones
Sarah Arnold
Sarah Arnold
Ian Jones
Debra Harris
Ian Jones
Debra Harris
Heather Lewis
Sarah Arnold
Debra Harris
Sarah Arnold
Debra Harris
Sarah Arnold
Debra Harris
Heather Lewis
Sarah Arnold
Ian Jones
Debra Harris
Debra Harris
Sarah Arnold
Ian Jones
Debra Harris
Debra Harris
Ian Jones
Debra Harris
Debra Harris
Heather Lewis
Heather Lewis
Debra Harris
Ian Jones

Sharron Jinks/
Parmjit Sandhu

www.communityhg.com
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Focus on customer service
One of the priorities in our new Corporate Plan is the importance of
‘making life better for customers’ and we are committed to providing
services that will help us to achieve this.
We want to develop and embed a culture of
providing excellent customer service, and we
want interactions with customers to be positive,
timely and respectful.
To achieve this, we need to develop a better
understanding of what customers expect from
us, and we need to build trust through open and
honest conversations.
By asking questions and listening to customers
we can get a better understanding of their needs
and use the feedback that we receive to help
shape our services.
You will see from this publication that we
are increasing ways for customers to provide
feedback on our services and the neighbourhoods
that we manage, and we will continue to explore
initiatives to make it easier for customers to
access the organisation.
Over the coming year, we will be rolling out a
programme of customer journey mapping, which
will involve talking directly to customers about

their experience of requesting and receiving
services from us.

ASB Awareness
With the lighter evenings and warmer weather now here, anti-social
behaviour (ASB), especially in our shared spaces, is always at risk of
increasing.

Just collecting customer insight will not change
anything. We need to respond to it and use it to
drive real improvements.

To help protect our customers and communities,
we continue to work closely with the police and
a variety of other agencies to ensure we tackle
any incidents in the most effective way.

To achieve this, we have implemented a
Customer Service Working Group including
colleagues and members of the Customer Voice
and Assurance Group.

With this in mind, we’d like to remind all
tenants of The Community Housing Group
that you are not only responsible for your own

behaviour but that of your family, anyone living
at your property and those that may visit you.
If you are affected by anti-social behaviour, you
can report it by calling 0800 169 5454 – all calls
are treated confidentially.
If a serious incident is taking place, please call
the police on 101 or 999.

We want to improve the customer experience and
this new group will be overseeing and reviewing
customer feedback, performance, customer
engagement activity and communications.
Bringing all of this information into one place will
provide greater accountability and oversight.
We will provide updates on our website, social
media and through Streets Ahead on the
outcomes of the work of the Customer Service
Working Group, and we will also let you now
when there are opportunities for you to get
involved.

Gill Mooney Governance and Regulation Manager
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Customer Voice and Assurance
Group Update
survey which will be carried out
throughout the year. If you receive
a call please take time to answer
the questions, which relate to
the services you receive, your
home and your neighbourhood.
The feedback will help TCHG to
understand more clearly what they
do well and what needs to improve.

and felt that the time had come to
step down from the Group to spend
precious time with his family.

Hello and welcome to another
edition of Streets Ahead, and our
Customer Voice and Assurance
Group (CVAG) page.
We hope that you are all well and
enjoying the easing of all those
horrid, but extremely necessary
Covid-19 restrictions. Hopefully,
things will continue to improve
and we can look forward to things
getting back to some sort of
normality, although I doubt that
normal will ever be what we were
used to before March 2020.
Over the past few months, we have
continued to work with TCHG to
ensure that everything that they
are doing is benefiting customers.
You will see from the following
articles some of the things we have
been involved in.
I was given the opportunity to be
involved in the interview process for
the new Chair of TCHG, who will
replace Andrew Foster, the current
Chair, when his term of office
comes to an end in September this
year. Andrew has been a strong
supporter of CVAG, and we would
like to take this opportunity to
PAGE 15
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thank him for his support. It was
very interesting to see all the
experience that the candidates
have had in their careers, and to be
able to meet them via Microsoft
Teams and talk to them about
how they see the future of TCHG.
Although I was not a member of
the decision making panel, my
views were taken in to account
and I was very pleased to see that
the candidate that I considered
best for the job was the one that
was chosen by the final interview
panel. Like Andrew, the new Chair
is very tenant focused, and we look
forward to working with her.

Finally, I would like to say a big
thank you to two of our members
who have retired from the Group
to spend more time with their
families:
Ed Rimmer - a member of the
former Central Tenants Forum and
a founder member of CVAG.

Jenny Howard - a co-opted member on
the Group.
Jenny has decided that due to changing
priorities, she needs to spend more
time with her family, and cannot
commit the time needed to the Group,
which she feels is an important issue.
We would like to thank them both
for all their work while involved with
CVAG, and we wish them both well in
the future.
Enjoy the summer months and please
stay safe and well.

Gill Mooney, Governance and
Regulation Manager, and I have
been interviewing tenants who
have expressed an interest in
becoming members of CVAG, and
you will see that Paul Groves and
Sarah Tranter, two of our newest
recruits, have written a short intro
about themselves. We welcome
them both to the Group and look
forward to working with them.
To increase opportunities for
customers to provide feedback,
TCHG is introducing a telephone

This is a huge topic and CVAG
are pleased to announce that we
will be helping TCHG with their
Decarbonisation Plan.
Targets have been set out in the
new Corporate Plan and we will
be looking at the organisation’s
current position and what action
is needed to ensure that they
achieve these targets and comply
with all of the new requirements
set out by the Government.

The CVAG will see the results and
will work with the Company to
address any emerging issues.
If you want to get more involved in
the decisions that are made about
the housing services you receive,
its really easy. Answering surveys,
attending focus group meetings,
being a CVAG member - there is
something for everyone regardless
of how much time you can
commit.

Decarbonisation Plan

This project is more than just
about carbon dioxide, it is also
about making sure that the
quality of homes meet current
standards in energy efficiency;
that TCHG is working to combat
fuel poverty and ensuring that
your rent money goes towards
improving this – one of the
reasons for the recent rent
increase and something we
are following up on behalf of
customers.

Become a member today - we
look forward to seeing you on
there!
Estate Walkabouts
As you may be aware, TCHG
staff hold neighbourhood
inspections (also known as estate
walkabouts) which give staff the
opportunity to see what issues
there are on individual estates so
that they can be rectified quickly.
Whilst during these uncertain
times tenants have been unable
to attend these, due to social
distancing restrictions, we are
now looking at having CVAG
members attend so that we
can gain a better understanding
of the issues and we monitor
TCHG’s performance on getting
the problems resolved.

CVAG Facebook Page
Great news! We have now
launched our own Facebook
group and are inviting tenants
to join it - www.facebook.com/
groups/tchgcvag
This group will give you the
opportunity to see what we
are up to, as we will be posting
frequent updates of our work
and it allows you to contact us
and tell us about the areas of
the business you would like us

He has recently been blessed with
twin grandsons,

to focus on. We will also ask for
your views and opinions on the
services we scrutinise.

David Linwood CVAG member

Joyce Hopkins, Chair of CVAG
www.communityhg.com
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Your neighbourhood

A warm welcome to our new recruits

David has mentioned the Estate
Walkabouts and we are really pleased
that TCHG has launched Facebook
groups for individual neighbourhoods.
This is a fantastic and accessible way
for customers to talk about what’s
going on in their local communities,
and to talk to their Housing Officers
about any issues or concerns.

Making Sure You Are
Safe in Your Home

Visit www.communityhg.com/
housing/community/facebook.php to
find your local group.

Being clear about
complaints
One of the services that CVAG
monitor closely is complaints
handling. We were involved last
year in reviewing the complaints
procedure and are pleased to see the
improvements that have been made.
We think that customers should
have access to clear performance
information in relation to complaints
and we think the new style of
reporting through quarterly videos is
excellent.
The first of these videos is on the
performance area of the website
so please take a look here: www.
communityhg.com/housing/
performance
We think it’s brilliant and a refreshing
way to get information out to
customers.

Paul Groves

Sarah Tranter

Hello. My name is Paul Groves
I have lived in Kidderminster all
my life, apart from a small time
in the Black Country where I
moved with my family for work
reasons.

Hi, my name is Sarah Tranter. I
grew up in Kidderminster, and
after living away in London, the
West Country and abroad for
several years, I came back to
Wyre Forest and have lived here
since my children were born.

I was born on Birchen Coppice
in 1963. I had two brothers but
sadly one passed away and I have
three sisters. We all live across
the country, including Cornwall
Southampton, Wales and
Kidderminster.
I have done a wide variety of jobs
throughout my life, from working
at Brintons Carpets to making
expensive fragrance candles.
Whilst I was living in the Black
Country, I became involved in
a tenants’ association and was
then voted to become Chair. I did
this for three years and loved it. I
was also a convenor (Union man)
so I can debate quite well.
Part of my working career was
spent at West Midlands Safari
Park, operating the park rides
and looking after customers. I
had a lot of gold stars for being
a pleasant and helpful staff
member.

Margaret Clilverd
CVAG Member
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The reason I wanted to join the
CVAG is that I can listen and
understand people’s issues and
hopefully make a difference.
This is me in a nutshell, I look
forward to meeting everyone.

I have been a tenant of The
Community Housing Group
for 16 years and have also
been a tenant of another social
housing company prior to this.
My professional background
is in social work and have
worked in education, children
& family services and homeless
services for over 20 years. I feel
these experiences will help me
to represent many different
opinions, as well as my own. I
have a disability and I have a
grown up child with autism so
I am an advocate for disabled
people’s rights. I am currently
in the process of setting up a
support group for people with
autism as there is nothing
available locally.
I am currently working with
a university as a Disability
Consultant and Researcher
within a Carer and Service User
focus group, ensuring standards
are met within the Institute of
Health and Society. I will bring
this experience to the CVAG to
help bring about positive changes
for tenants. I am very much in
favour of tenants being the main
focus and am looking forward to
being part of this group.

The Customer Voice and
Assurance Group carried
out a scrutiny review of
fire safety in residents’
homes. This is a really
important topic and as
part of the review we
asked customers how
satisfied they were
with the information
they receive from The
Community Housing
Group.

We are working alongside staff to improve the
information on the Company website, as well as
having regular articles in Streets Ahead focusing of
the different kinds of home safety. Including what the
company must do by law and what we as customers
can do to help.
In this edition, you will find our gas safety and fire
safety fact sheets so please give them a read.
Joyce Hopkins
Chair of CVAG

The feedback we received indicated that some
customers did not feel that there was enough
communication about fire safety and wanted more
guidance and information. But we know that fire
safety is only one part of being safe in our homes.
One of the outcomes of our scrutiny review was a
recommendation to the Group Board to develop
a communications plan for customers covering all
aspects of home safety.

www.communityhg.com
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Keeping safe at home - Gas Safety
Every home is unique but working together, we can help you to reduce
the risk of gas issues in your home. Here are some simple steps.

We will fit carbon monoxide detectors and check them on the
annual inspection. We ask that you test them regularly and
report if they are not working.

IF YOU SUSPECT A GAS LEAK
You need to
turn the gas off at the mains or meter
open a window
put out naked flames
don’t use electrical switches
remove all pets from the area
and call us on 0800 169 5454 straight away
When you call, we will treat your call as an emergency

IF YOUR CARBON MONOXIDE ALARM SOUNDS
stop using all appliances, switch them off, and open
doors and windows to ventilate the property
evacuate the property immediately – stay calm and avoid
raising your heart rate
call the gas emergency number on 0800 111 999 to
report the incident, or the Health and Safety Executive
(HSE) Gas Safety Advice Line on 0800 300 363
do not go back into the property – wait for advice from
the emergency services
seek immediate medical help – you may not realise you
have been affected by the carbon monoxide, and going
outside into fresh air will not treat any exposure by itself
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Every home is unique but working together, we can help you to reduce
the risk of fire in your home. Here are some simple steps.
We plan an annual inspection of your gas systems to keep
them working safely and efficiently. We ask that you keep
your appointment so that we can carry out this important
work.

We will carry out an annual inspection of your gas systems and
we will need you to make sure that you keep your appointment.

We ask that you make sure any gas appliances such as
cookers or other gas appliances are serviced on an annual
basis by a Gas Safe registered engineer.

Keeping safe at home - Fire Prevention

Where you can find
more information
Please ask us if you need
safety advice about living in
your home. We will be
happy to visit you and help
you identify what risks are
and how you can reduce
them.
Contact your Housing Officer
or call the Customer Service
Centre on 0800 1695454
You will find more information
on our website

www.communityhg.com/
homesafety

You should not store any flammable materials such as petrol
in your home or in communal areas, balconies or landings. If
necessary, we can give you advice about safer storage.

We will fit smoke detectors and check them on the annual
inspection. We ask that you test them regularly and report if
they are not working.

Make sure you have an evacuation plan and that everyone
in your home knows about it. We are happy to give you
advice about how to plan one.
Always make sure that you cook safely by not leaving pans
unattended, overfill pans with oil or have any material near a
naked flame. You must also not use a BBQ oven (or disposal
BBQ) on a balcony or in some communal areas such as
landings, drying areas etc. Please check with us for safety
advice if you are planning a BBQ.
Make sure your electrical appliances are in good working
order, used correctly and sockets are not overloaded.

Where you can find
more information
Please ask us if you need
safety advice about living in
your home. We will be
happy to visit you and help
you identify what risks are
and how you can reduce
them.
Contact your Housing Officer
or call the Customer Service
Centre on 0800 1695454
You will find more information
on our website

www.communityhg.com/
homesafety

Take care when using candles and never leave them
unattended or use them in a place where they could cause a
fire such as close to curtains.

Always extinguish cigarettes carefully and not throw them
where they could cause a fire.

www.communityhg.com
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Update on the construction
of Berrington Court phase 2
We could start to appreciate the size of the new building as the work continued towards the site
boundary.

An artists impression of the new building

Work is going well on the next phase of Berrington Court Extra Care Scheme in Kidderminster.
The new development will include 65 one and
two bedroom apartments, in addition to the
existing 100 bedrooms in the main building,
meaning the facility will become one of the
largest Extra Care Schemes in the Wyre Forest for
people aged over 55.
Residents will be able to enjoy the restaurant, bar,
lounges and hairdressing and treatment salons in

It wasn’t long before they were starting to work on the first floor.

the main building.
Contractors, ENGIE have taken regular photos of
their progress which they share on their Facebook
page.
If you would like to find out more about how to
apply for one of the new apartments, please call
01562 733018.

Ground floor rooms were now visible, and we could get a feel for how roomy the apartments would be.
When the cranes arrived on
site to start work on the higher
floors, there was a growing sense
of excitement. The building was
really taking shape.

Work started with the foundations and initial brick work. Good progress was made despite the winter
weather.
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Work has continued on site,
following the COVID-19
guidelines and ENGIE contractors
have tried to keep disruption to
a minimum.We will bring more
updates and photographs in the
next edition of Streets Ahead.

www.communityhg.com
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Here to help
The last 12 months have been difficult for everyone and we know
customers have felt the financial impact caused by the pandemic.
Customers have experienced reduced income through furlough or
even faced redundancy, and with furlough due to end in September,
our Income Management team is here to help with advice and
support if you are facing difficulties paying your rent.
Some of the areas we can help with include,
ensuring you are in receipt of the correct
financial support, including Universal Credit and
Housing Benefit, helping you to understand
your income and expenditure, providing support
to increase your wellbeing, skills and confidence
to help you find employment, and signposting
to other support services such as the Citizens
Advice Bureau or local foodbanks.
Here’s a case study to show how we helped one
family:
Following a relationship breakdown, Janice*
was a single parent with three children. Her
ex-partner had left the property with lots of
debt and outstanding loans, and Janice had
unfortunately lost her job and was struggling to
pay her rent and other bills. Bailiffs called at the
property regularly.
We contacted Janice to say we were worried
about the rent arrears that were accruing on
her account and asked how we could help. As
a result of that conversation, we were able to
ask the Citizens Advice Bureau to support Janice
in resolving her other debt issues whilst we
supported her to get her rent account under
control.
Our Income Management team worked
with Janice and the Department for Work
and Pensions to make her application for
Universal Credit and ensure she received the
full entitlement to pay her housing costs. They
also worked with Wyre Forest District Council to
secure a one off Discretionary Housing Benefit
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payment to help clear some of the arrears,
and we were then able to make a realistic
agreement with Janice to clear the remaining
arrears on her account.
Over the next few months, we spoke to Janice
every week to ‘check in’ on how she was doing
and to see if we could offer any further support.
Through working in partnership with Janice,
the Citizens Advice Bureau, Wyre Forest District
Council and the Department of Work and
Pensions, Janice’s rent account is now in credit
and she is happy in her home, with her family,
living debt free.

*all names have been changed
Don’t struggle alone, we are here to help.
If you are having difficulties playing
your rent, please contact your Income
Management Officer as soon as possible.

