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

 

Tuesday 15th November 2018 at 10.00 am 

PRESENT: 
  
Members: 
Joyce Hopkins (Chair), Monika Boehmer, David Cater, Jennifer Howard, Margaret Clilverd, Sandra 
Johnson and Ed Rimmer. 
 
Officers: 
Gill Mooney, Governance and Regulation Manager and Sarajane Groves, Executive Secretary. 
 
Also in attendance: 
 
For Agenda Item 7, 8 and 9 
Ian Hancock, Managing Director OCS 
Mark Dainter, Executive Business Manager OCS 
Mel Bailey, Head of Transformation 

 

 

 

 

CVAG.47/18  Welcome (Agenda Item 1) 

 

 The Chair welcomed everyone to the meeting.  

 

 

CVAG.48/18 Apologies for Absence (Agenda Item 2)  

 

 Apologies were received from David Fletcher 

 

 

CVAG.49/18  Declarations of Interest (Agenda Item 3) 

 

 There were none. 

 

CVAG.50/18  Signature of Previous Minutes (Agenda Item 4) 

 

 The minutes of the previous meeting held on Thursday 25th September 2018, were signed as 

a true record by the Chair on behalf of the Group. 

   MINUTES 
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CVAG.51/18  Matters Arising (Agenda Item 5) 

 

 There were none. 

   

CVAG.52/18  Chair’s Report (Agenda Item 6) 

 

 The Chair stated that over the past few weeks, she had attended conferences and a 

workshop on the Green Paper with Gill Mooney and Tom Magee.  She added that compared 

with other organisations the Group is ahead in quite a few areas which was really positive. 

 

 Gill Mooney stated that she would circulate a copy of an article from Inside Housing relating to 

the sessions attended by the Housing Minister Kit Malthouse.  The article criticised the 

organisation of the events, a concern also raised by the Chair, and questions the Ministry of 

Housing Communities and Local Government involvement. 

 

CVAG.53/18  Customer Service Centre (Agenda Item 7) 

 

 Mel Bailey presented the update report on quarter 2 performance of the Customer Service 

Centre. Following the last Board meeting attended by the CVAG Chair it had been 

acknowledged that the issue regarding the number of calls abandoned and waiting times 

needed to be addressed.  A four week pilot had been put in place to manage the calls more 

efficiently.  This commenced Monday 12th November. Since Monday, there had been an 

improvement with only 5% of calls being abandoned in the first three days.  Clearer options 

have also been introduced, which will hopefully reduce waiting times. 

 

 David Cater referred to the number of Operatives and asked if appointing an additional 

person would dramatically affect the figures.  Mel Bailey said she was aware of the capacity 

of the staff in the Customer Service Centre; however, there were additional handlers in other 

Teams, who were now taking calls specific to their service.  Calls now ‘followed on’ and 

were directed to the relevant Teams.  She added that other options were also being looked 

at in order to keep costs down. 

 

 David Cater referred to the amalgamation of the two Teams (Customer Service Centre and 

Worcestershire Telecare) and whether this would improve call handling in the future.  Mel 

Bailey advised that in principle it should but the priority is to reduce the number of calls 

coming into the organisation currently. 

 

 Monika Boehmer asked what the costs were for operating a ‘0800’ number; whether it was 

value for money and if this Freephone service was removed, if the cost could cover 

employing more staff.  Mel Bailey said that she did not have the cost of the service to hand; 

however, the Freephone service benefited all our customers and not just the Call Centre. 

 

 Ian Hancock stated that appointing additional staff would not benefit the service.  He said 

that as previously mentioned it was important to focus on the number of calls being received 
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and to look at options to ensure that any calls are handled correctly – i.e. transferred to the 

correct Team.  He added that it was also important to ensure that our services are delivered 

on time and to standard to reduce the number of calls received.   

 As a result of the pilot scheme the repairs service had been reviewed which has highlighted 

some areas for improvement. 

 Jennifer Howard referred to the process of booking an Operative for a repair and having to 

call more than once to confirm the appointment.  Ian Hancock agreed that this was one of 

the areas which would be looked at further. 

 

 Members requested an update report at the end of the four week pilot to see how the new 

arrangements are progressing. 

 

 The Group NOTED the report. 

 

  

CVAG.54/18 Right First Time Repairs (Agenda Item 8) 

 

 Ian Hancock gave a presentation on Right First Time Repairs and asked the Group to raise 

any questions:- 

 

 Current Repairs Performance 

 Challenges 

 12 Month Repair Statistics 

 Revised Focus for Oakleaf 

 A New Vision for Repairs – one call, one repair, satisfied customers. 

 MOT Service Trial 

 Three Strands to the New Service – traditional responsive repairs, call, appointment, 
repair – MOT service – Sheltered and Communal Areas Team 

 Health and Safety – the BIG 5 – Fire, gas, electric, asbestos and water 

 Additional investment approved by the Group Board – Sprinklers, upgrade of smoke 
detectors, increase frequency of electrical testing 

 Delivery and Communication 
 

Ian Hancock stated that any comments received from the Group today, would be reported to 

the Group Board on 28th November 2018. 

The Chair asked how the 100 properties had been selected for the trial on Walter Nash 

Road and Whittall Drive.  Mark Dainter explained that consultation was carried out with 

resident in each property selected – there were 35 properties yet to visit to complete the 

trial.  He added that the feedback had been very positive.  Mark stated that once the trial 

had been completed, he would provide a final analysis and his Team would then contact Gill 

Mooney to develop a customer survey on the pilot to share with the CVAG.  Ian Hancock 

explained the MOT service.   
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When the Team visited a property and completed the top five repairs they also looked for 

other potential issues which may be reported in the future and could be dealt with at that 

visit. 

The Chair asked if the 100 properties would be monitored over a period of time for any 

additional repair calls.  Mark Dainter confirmed that these properties would be monitored, 

however, it was anticipated that once the MOT checks had been carried out, no further 

issues should arise, apart from any additional issues which arose after their service. 

Ian Hancock stated that if a certain number of repairs received by the Customer Service 

Centre from a tenant, this property would be picked up by the MOT Team and a complete 

review of all the issues would be completed.  He added that he would be meeting with Gill 

Mooney to complete a piece of work (with the involvement of the tenants) on risk 

assessments/repairs post Grenfell and would bring back to the Group?????  

David Cater referred to an issue at Adams House regarding power surges/blackouts.  

Monica Boehmer stated that she had experienced similar ‘surges’ at Berrington Court.  Ian 

Hancock and Mark Dainter stated that they would investigate this further and report back. 

The Group were asked for their thoughts on the proposals.  After a brief discussion, the 

Group agreed the following proposals:- 

1. 12 day average repair time – Agreed that all repairs should be completed with 7 
calendar days  
 

2. Emergency Repairs – Agreed to all emergency repairs being completed within 8 hours. 
 

3. 89% Repairs Completed ‘right first time’ – Agreed that the proposal to move to 95% 
was too low, and recommended that this should be 98% of repairs should be completed 
on the day. 
 

4. 92% Customer Satisfaction – Agreed that this was moved to 95%. 
 

5. New Customer Services and Home Safety Team – The Group approved 
 

 The Chair referred to the MOT service trial and the top five repairs requested by volume, 

and asked the Group for their views.  After a brief discussion, the Group agreed that this 

should be the top 10 most reported repairs and asked what these are. Gill Mooney agreed 

to speak to Ian Hancock. 

 

 Jennifer Howard stated that although she thought the MOT service trial was a positive 

approach, she questioned whether the Team should have targeted properties with the most 

reported repairs, rather than an area/road with fewer repairs.  The Chair agreed that the 

higher service users needed to target and therefore. Gill Mooney agreed to speak to Ian 

Hancock and ask whether the next group (higher users / average 9-12 repairs pa) should be 

piloted. 

 

CVAG.55/18 Performance Reports for all Customer Services (Agenda Item 9) 
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 Gill Mooney presented the performance report for all customer services.  There was very 

little change from the last meeting and members were asked if they required annual or 6 

month updates in relation to the performance against the business plan targets. It was 

agreed that 6 month updates would be required.  

  

 Gill Mooney referred to the business plan target of 50% customers transaction online (1381 

customers signed up to MYaccount) by 2021. Although residents have signed up this does 

not mean that they have gone on to use the portal and further information is required to 

consider what services are being used digitally. 

 

 The report confirmed proposals for customer engagement in the areas listed below. The 

proposed approach to involvement needs to be signed off by the CVAG to ensure that they 

are able to provide assurance to the Board that consultation is timely, representative and 

appropriate to the service user in terms of the method of consultation. 

 

 Tenancy Sustainment 

 Voids and Allocation 

 Tenancy Management 

 Income Management 
 

The Chair requested further information on how and when the proposed 
involvement/consultation will take place including: 

 Nature of involvement i.e. focus group, survey 

 Number of customers involved and how they will be selected 

 Assurance that involvement is representative and relevant to the service user 
 

The Group NOTED the report  

 

CVAG.56/18 Asset Management and Development Update (Agenda Item 10) 

 

 The Group NOTED the update. 

 

 

CVAG.57/18 Scrutiny Review – Update since meeting 1st November (Agenda Item 11) 

 

 Gill Mooney reported that the questions from the scrutiny meeting held on 1st November had 

been circulated. 

 

 Members had previously been advised that gaining access to properties to carry out gas 

servicing can be problematic and members were asked for their views in relation to a 

proposed scheme. 
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 This would involve recharging residents £30.00 who fail to allow access to carry out the 

annual gas service.  

 

 The view of members is that in cases of repeated ‘no access’ there may be underlying 

issues such as debt, mental health, property condition, complex family matters etc. In light of 

this it was considered unlikely that fining residents would make any difference.  

 Members also felt that if residents failed to pay the fine there would be a cost to chasing the 

debt which would probably exceed £30.00 and this would not be cost effective.  

  

 All members were in agreement that more needs to be done to understand why residents 

refuse access and in cases where there is a history of access problems Neighbourhood 

Teams should be working more closely with those residents in advance of the gas service 

being carried out. 

 

CVAG.58/18 Any Other Business (Agenda Item 12) 

  

(a) Gill Mooney stated that monthly meetings had now been scheduled and she would 

circulate a list to the Members for approval/information. 

 

(b) Gill Mooney circulated copies of the Board Appraisal questionnaires and ask the 

Group to complete them.  She briefly explained the process and stated that meetings 

would be set up with each Member of the Group to meet with herself and the Chair, 

for an informal discussion. 

 

(c) David Cater suggested that the Group met more frequently, in order to discuss the 

reports, or any issues, more thoroughly. 

 

(d) The Chair stated that she would be reporting to the next Group Board meeting on 

Wednesday 28th November 2018 on the following issues discussed at today’s 

meeting:- 

 

 Customer Service Centre – feedback on the four week trial  

 Right First Time Repairs – the proposal discussed with Ian Hancock 

 Service Standards 

 Complaints 

 Scrutiny Review (Gas Repairs and Servicing)  

 Green Paper  

 Communication  
 

 She added that it would be interesting to know what complaints were received on 

Grounds Maintenance.  

 

CVAG.59/18 Date of Next Meeting:   Thursday 13th December 2018  

Future Meeting Date: To be confirmed  
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The meeting closed at 12.10 pm 

 


