
 
 

CUSTOMER VOICE AND ASSURANCE GROUP 
Board Room, Foley Grove Head Office, Kidderminster. Worcs. DY11 7PT 

 

Thursday 12th July 2018 at 2.00 pm 

PRESENT: 
  
Members: 
Joyce Hopkins (Chair), Monika Boehmer, David Cater, David Fletcher, Margaret Clilverd, Jenny 
Howard and Ed Rimmer. 
 
Officers: 
Gill Mooney, Governance and Regulation Manager and Sarajane Groves, Executive Secretary. 
 
Also in attendance: 
 
For Agenda Items 6 and 7 
Mark Taylor, Business Executive Manager 
 
For Agenda Item 9 
Justin Bryant, Head of Risk and Assurance 
 

 
 

 

 

CVAG.15/18  Chair’s Welcome and Report (Agenda Item 1) 

 

 The Chair welcomed everyone to the meeting.  

 

 

CVAG.16/18 Apologies for Absence (Agenda Item 2)  

 

 Apologies were received from Sandra Johnson. 

 

 

CVAG.17/18  Declarations of Interest (Agenda Item 3) 

 

 There were none. 

 

 

CVAG.18/18  Signature of Previous Minutes (Agenda Item 4) 

 

 The minutes of the previous meeting held on 17th May 2018, were signed as a true record by 

the Chair on behalf of the Group. 

   MINUTES 

 



CVAG.19/18  Matters Arising (Agenda Item 5) 

 

 Gill Mooney stated that it had been brought to her attention that the minutes and agenda 

papers were marked ‘private and confidential’.  The role and purpose of the CVAG is to 

provide a link between customers and the organisation and it is important to ensure 

transparency. Minutes are to be shared on the website to provide assurance that they are 

representing customers and operating in their best interests. It was agreed that minutes of 

meetings would not be confidential; however, any sensitive discussion or information would 

be removed with the agreement of the Chair prior to publishing.  

   

CVAG.20/18  Asset Management and Development Update (Agenda Item 6) 

 

 Mark Taylor presented the update report on asset management and development and invited 

the Group to raise any questions. 

 

 The Chair stated that the report referred to Class C schemes within the Ark Strategic Asset 

Performance (ASAP) Model and asked for the definition of this type of property.  Mark Taylor 

stated that properties managed by the Ark model were put into categories – A, B and C, 

ranging from best performing to lower performing properties.  He explained that Class C 

properties where full options appraisals on these schemes were being managed in order to 

seek both financial and quality performance improvements.  He stated that Class C properties 

were not necessarily in a low turnaround area, but was a property which needed more 

improvement work.  The system holds information on all properties and schemes and these 

are batched collectively, which can distort the figures.  Therefore, every Class C property had 

been identified and would be reviewed to see what improvements are required to assist in 

moving it from Class C to a Class B.  

 

 David Cater referred to the refurbishment works which had been carried out at Adams House 

involving white goods and the works on opening up kitchens etc., and asked what the policy 

was for this work to be carried out.  Mark Taylor stated that this work would only been carried 

out in Group Dwelling Schemes and Adams House had been the first to have these 

improvements. 

 

 The Chair referred to the mitigating affordable warm issues and asked what the SAP ratings 

were.  Mark Taylor stated that this referred to the standard energy rating calculations.   The 

Chair asked why the re-profiled investment would take 5 years and wondered if this was 

because of the number of properties.  Mark Taylor stated that a number of properties were 

rural and spread apart, with some only requiring minimal work. 

 

 The Chair referred to the Hackitt report and asked when the action plan emerging from the 

recommendations would be available to the CVAG. 

 

 Gill Mooney explained that the recommendations outlined in the report were to the government 

to strengthen regulation and as yet the government has not responded with any firm proposals. 



 However, in anticipation of any changes a piece of work is being carried out to consider our 

current position against the recommendations, but at this stage the government has not issued 

any new guidance and we are awaiting the final outcome before implementing any significant 

changes. 

 

 The CVAG will be kept up to date with progress.  

 

 The Group NOTED the report. 

 

CVAG.21/18 New Scrutiny Review – Presentation on Gas Repairs Service (Agenda Item 7) 

 

 Mark Taylor gave a presentation on the gas repairs service.  Gill Mooney explained that a review of the 

service was carried out in 2016. At that time the service was being delivered by PH Jones. In 2017 the 

service was brought in-house and it was agreed that a further review would be carried out 12 months 

after the changes. 

 

 The Chair asked how the in-house service compared from the PH Jones contract now that it has been 

in place for 12 months.  Mark Taylor stated that unfortunately, he did not have this information but 

would follow this up after the meeting and arrange for the CVAG to be updated. 

 

 David Fletcher asked whether any savings had been achieved since transferring the contract in-house 

and if so, how much had been saved. Mark Taylor apologised and stated that he did not have this 

information but would follow this up and ensure the CVAG were updated. 

 

 Monika Boehmer asked what the process was if Oakleaf staff were unable to gain access of properties 

without a tenant present.  Gill Mooney explained that there is an in-house process in place, but in 

certain circumstances Wyre Forest District Council assists in gaining access.   

 

 It was suggested that the annual gas check visits could be co-ordinated to link to the Neighbourhood 

Officers annual property checks to reduce the need for two visits. 

 

 Mark Taylor agreed that this was a positive option and would speak to his line manager to see if this 

was feasible. 

 

 Gill Mooney advised that a scoping meeting would be now be arranged to discuss and agree the remit 

of the review and confirm what information is required to start the scrutiny process. 

 

 The Group NOTED the presentation. 

 

CVAG.22/18 STAR Survey Results (Agenda Item 8) 

 

 Gill Mooney presented the report on the results of the STAR (Survey of Tenants and Residents) survey.  

She stated that this was a voluntary approach to tenant and resident satisfaction measurement across 

the social housing sector.  STAR is a perception survey that has a defined a set of core questions and 

is completed every two years – the last time being in 2016.  The survey enables the organisation to 

compare satisfaction results with other social landlords.   

 



 The survey was completed through telephone interviews conducted by a third party, Voluntas MRS 

Ltd., which provides independent assurance for our services.  The STAR differs from our regular 

satisfaction survey as it is not triggered by a transaction (direct contact with the organisation.)  

 

 The survey carried out this year shows a dip in satisfaction across some areas which may have 

resulted from a number of factors. During the past two years the organisation has gone through a 

number of changes including a root and branch review of our governance arrangements. This was 

following the Regulators decision to move The Community Housing Group from G1 to G2 compliant.  A 

key focus for the Group Board and Executive Team has been to work through and implement the 

changes required to move back to G1 status. In December 2017 after a lot of hard work the Regulator 

confirmed full compliance and awarded our G1.    

 

 Voluntas were supplied with 5701 records and randomly selected 583 from that dataset, equating to a 

10.2% response rate and which is statistically robust sample size. Comparing our recent results with 

the last STAR survey conducted in June 2016 it was clear that “Overall Tenant satisfaction” and 

“Satisfaction with your neighbourhood” had seen very little movement in the dissatisfaction 

percentages.  

 

 Resident’s perceptions on their “Quality of Home” and their “Rent provides Value for Money” showed a 

slight increase in dissatisfaction. Dissatisfaction had markedly increased when asked if we listen to 

tenants views and act upon them”. Our handling of repairs and maintenance showed a slight decrease 

in dissatisfaction. 

 

 Follow up surveys will be sent to understand why the results were lower this year and to establish 

where improvements need to be made. 

 

 Gill advised that the current methods of capturing customer feedback across the organisation are being 

reviewed as part of a wider piece of work linked to the delivery of the Together we Can Business Plan. 

 

 David Cater stated that he had received a call from Voluntas and had been asked questions regarding 

the call centre and the time it had taken to respond to calls.  He explained that at that time, there had 

been some issues with the call centre and therefore, response time had been poor.  Even though he 

had tried to explain this, he was not sure if Voluntas had taken this into account.   Gill Mooney 

explained that the call handler from Voluntas would be interested in the quality of service provided and 

not on internal factors that may affect the customer experience. 

 

 David Fletcher asked if anyone monitored the voicemail messages.  Gill Mooney agreed to investigate 

and report back. 

 

 The Chair asked why services charges had increased since the last survey and commented that this 

was the type of information the CVAG needed to be made aware of.  Gill Mooney stated that it was the 

perception of tenants and residents of ‘value for money’ of our service and this can vary from area to 

area as shown in the report ‘Stourport residents were less satisfied than Kidderminster residents by 

6%’.  It is important to understand the reasons why satisfaction across different areas varies  

 



 The Chair asked how these questions would be changed.  Gill Mooney advised that a better 

explanation will be considered to ensure that customers have a better understanding of what they are 

being asked to comment on.  

 The Chair requested that the CVAG have the opportunity to comment on the revised questions prior to 

them being sent out. 

 

 Gill Mooney confirmed that this will be arranged.  

 

 David Fletcher asked if the website should be more publicised. Gill Mooney advised that a lot has been 

done to promote the website but there is still work to be done. New tenants are now signed up to My 

Account at the point of key issue and customers are signposted to on line services through the 

Customer Service Centre. 

 

 The CVAG will undertake a scrutiny review of the website later in the year and that will provide an 

opportunity to look in more detail at the use and trends.  

 

 The Group NOTED the report. 

  

 

CVAG.23/18 Value for Money (Agenda Item 9) 

 

 Justin Bryant gave a verbal update on value for money and the type of information which is collected 

for the annual self-assessment.   

 

 The annual self-assessment is a requirement of our Regulator (Regulator of Social Housing – RSH) 

and this year, they had revised the standard, in order for them to compare the information against 

other organisations.  This would be submitted on 30th September 2018. 

 

 He briefly summarised the set of measures required this year for the RSH Metrics and the additional 

Sector Scorecard.  This information is also reported in the Group’s published Annual Financial 

Statements for 2017/18.  He added that the Sector Scorecard was being piloted for the first year this 

year and covered the following six key areas:- 

 

 Customer satisfaction 

 £’s invested for every £ generated from operations in communities 

 Occupancy 

 Ratio of responsive repairs to planned maintenance spend 

 Rent collected 

 Overheads as a % of adjusted turnover 
 

 Justin explained that value for money was perception based and therefore, the RSH metrics are used 

to show our targets and how TCHG are performing:- 

 

 Reinvestment % 

 New supply delivered % (social and non-social) 

 Gearing % 

 EBIDA MIR (earnings before interest, tax depreciation, amortisation, major repairs included 
interest cover) 



 Headline social housing cost per unit 

 Operating margin (social housing lettings and overall) 

 ROCE – (return on capital employed) 
 

Following his update, Justin asked the Group what information they wanted him to report on in his next 

on value for money update, to assist in them better understanding of this regulatory requirement.  

A discussion took place which raised the following points: 

 The need for a better understanding of value for money and implications for customers 

 Savings in costs – how is this evaluated 

 Need to understand ‘%’s clearer. Use actual numbers  
 

David Cater commented that in the new Business Plan, it referred to a saving of over £5m being saved 

over a period of time.  Gill Mooney explained that although £5.3m savings needed to be made over the 

three years, value for money was not necessarily monetary, and can relate to the way that services 

are delivered and accessed more efficiently such as on line. 

The Chair requested the following information to be presented at their meeting in September: 

 Unit costs 

 Performance against the additional TCHG measures not listed on the metrics 

 Performance against the Business Plan goals 
 

The Group NOTED the update and agreed the format of the Value of Money report to the next 

meeting. 

 

CVAG.24/18 Revised Proposed Code of Conduct (Agenda Item 10) 

 

 Gill Mooney stated that at the first CVAG meeting members had commented on the complexity of the 

current Code of Conduct. It was agreed that the Code would be reviewed with the CVAG to simplify it.  

Gill put forward a suggestion to work with two members to review the Code. 

 

 After a brief discussion, Monika Boehmer and Margaret Clilverd volunteered to assist in re-drafting the 

Code of Conduct.  

 

CVAG.25/18 Meeting the Standard (Agenda Item 11) 

 Gill Mooney reported that unfortunately the Meeting the Standard document was not available for 

today’s meeting.  A considerable amount of work had already been completed on the document; 

however, some minor amendments were still required before being circulated.  Once finalised, a hard 

copy will be sent to all members for comments. All feedback will be reported to the Group Board 

meeting on Wednesday 25th July 2018.  

  

 



CVAG.26/18 Update on Customer Engagement Strategy (Agenda Item 12) 

 Gill Mooney stated that the Customer Engagement Strategy was a critical document in supporting the 

new Business Plan and strategic leads have been requested to provide a delivery plan for their service 

areas by the end of July. It was accepted at the time of carrying out the review of resident involvement 

services that there was a lack of co-ordination across the organisation and outcomes of engagement 

are not being captured. 

 Different options are being explored for a centralised system to record all engagement activity and link 

this to service improvements. 

 Further work needs to be done to promote customer engagement opportunities and to encourage 

feedback on our services and products. 

 Members were concerned that there is no regular communication with customer since the withdrawal 

of Streets Ahead and were keen to get their own communication out perhaps annually or bi-annually 

possibly via an A4 information sheet.  This could be used to promote on-line services, communicate 

key messages and raise the profile of the CVAG. 

 The Chair commented that she and Margaret had recently attended the staff briefings, as observers, 

and was disappointed that a number of the staff had not heard of the Customer Involvement Strategy 

and were not familiar with the Regulatory Consumer Standards.   

 Gill Mooney confirmed that the approved Strategy was circulated to senior managers last year 

following approval by the Group Board and it is also on our website. The staff briefings are to raise 

awareness and ensure that the Strategy is embedded across the organisation. 

 Following the meeting on 28th June with the managers leading on the Consumer Standards the CVAG 

will receive regular update reports on progress throughout the year.  

  

CVAG.13/18 Any Other Business (Agenda Item 13) 

 There was none. 

 

CVAG.14/18 Date of Next Meeting: Tuesday 25th September 2018 at 2.00 pm  

Future Meeting Date: Thursday 29th November 2018 at 2.00 pm 

 
The meeting closed at 4.30 pm. 

 


