
 
 

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

 
Thursday 17th May 2018 at 2.00 pm 

PRESENT: 
  
Members: 
Joyce Hopkins (Chair), Monika Boehmer, David Cater, David Fletcher, Sandra Johnson and         
Ed Rimmer. 
 
Officers: 
Gill Mooney, Governance and Regulation Manager and Sarajane Groves, Executive Secretary. 
 
 
Executive Team (From 3.00 pm): 
Ray Brookes, Group Chief Executive, David Knowlton, Deputy Group Chief Executive, Ian Hancock, 
Managing Director (OCS), Marina Banner, Executive Director Vestia and Corporate Services, Steve Ball, 
Director of Financial Services, Dave Hanman, Director of Independent Living. 

 
 

 
 
CVAG.01/18  Chair’s Welcome and Report (Agenda Item 1) 
 
 The Chair welcomed everyone to the first meeting of the Customer Voice and Assurance Group. 
 
 
CVAG.02/18 Apologies for Absence (Agenda Item 2)  
 
 Apologies were received from Margaret Clilverd and Jennifer Howard. 
 
 
CVAG.03/18  Declarations of Interest (Agenda Item 3) 
 
 There were none. 
 
 
CVAG.04/18  Feedback from Meeting with the Group Board (Agenda Item 4) 
 
 Gill Mooney referred to the joint meeting of the Group Board and Customer Voice and 

Assurance Group held on Tuesday 8th May 2018.  Initially the proposed format was for this to 
be an informal meeting so everyone would have the opportunity to get to know each other.  

 

   MINUTES 
 



 
 
 However, unfortunately, the meeting had become more formal with Group Board Members 

asking some quite challenging questions.            
 
 The Chair asked the Group for their comments and feedback from the meeting. 
 
 The following comments/feedback were made:- 
 

• They felt that the Group Board had given the impression that they had been together for 
twelve months, when actually they had only been established for a few weeks. 
 

• They all agreed that they thought it would be a ‘mixing’ meeting. 
 

• They felt like they had been put ‘on the spot’. 
 

• The tone of the meeting made the Chair feel uncomfortable, when she was unable to 
answer their questions. 
 

• The Chair confirmed that it had made her feel uncomfortable and had made her question 
why she had put herself forward for the role, as she was only a volunteer. 
 

• The Group gave her their full backing and assurance that they would support her.  They 
were very proud of how she had presented herself that evening. 
 

• The Group requested another opportunity to meet with the Group Board, but this time for 
it to be more ‘informal’.  They were willing to work with them, however, wanted it to be as 
a ‘Team’. 

 
Gill Mooney apologised that the tone of the meeting with the Group Board had made 
members feel uncomfortable, particularly in light of the fact that the Group sees the 
relationship with the Board as being critical in them delivering their role. While this is 
disappointing there will be other opportunities for the Group to meet with the Board Members 
and build a good working relationship. 

CVAG.05/18  Customer Satisfaction Results from Across the Group (Agenda Item 5) 
 
 Gill Mooney stated that the aim of the Group was to deliver a programme of scrutiny reviews 

as part of their new role.  There would be three reviews each year, however, as this year had 
already commenced, it was proposed to complete two reviews during 2018/19. 

 
 Gill referred to the Performance Summary for Customer Satisfaction Results and briefly 

summarised each area.  She asked the Group to consider which areas they wanted to 
consider reviewing and to discuss further with the Executive Team. She said the key 
priorities were to look at where areas were not achieving or where there may be issues which 
needed to be addressed (RED areas). 

 
 Gill reported that she had spoken with Ian Hancock (Managing Director OCS) regarding the 

Gas Review which had been completed during 2016/17.  It had been agreed that once the 
OCS Team had been in place for 12 months (after taking over from PH Jones), this area 
would be revisited.  The Group agreed to include this area. 



 
 After a brief discussion, the Group highlighted a number of other potential areas to be 

considered and to raise with the Executive Team:- 
 

• Customer satisfaction indicators – overall complaints on Housing Needs and Housing 
Management. 
 

• Vestia Community Trust Customer Satisfaction – overall satisfaction 
 

• Falls Response – very satisfied 
 

The Group referred to the survey results and stated that it would be important to know how 
many people were approached to establish why the percentages varied.  They also queried 
the difference between ‘very satisfied’ and ‘overall satisfaction’. 

Gill Mooney advised that The Community Housing Group use Housemark benchmarking to 
compare performance with similar organisations across the sector. The Housemark 
framework includes five questions including very satisfied and fairly satisfied.  

A piece of work is currently being undertaken to look at customer satisfaction across the 
Group to determine what we need to collect and why, the most efficient and timely way of 
collecting the information, and how the results are used.   

After a brief discussion, the Group agreed that they would discuss the following areas with 
the Executive Team and would then agree which two they would review during 2018/19:- 

• Vestia Satisfaction 
 

• Gas – revisit 
 

• Falls Response 
 

• Housing Needs / Housing Management 
 

CVAG.06/18  Scrutiny Topics for 2018/19 (Agenda Item 6) 
 
 Discussed under Agenda Item 5. 
 
CVAG.07/18 Update on the Implementation of the Customer Engagement Strategy  
  (Agenda Item 7) 
 
 Gill Mooney briefly summarised the report on the implementation of the Customer Engagement 

Strategy and asked the Group for any comments or questions. 
 
 David Cater referred to the action concerning the existing Code of Conduct.  Gill Mooney explained 

that this would be a piece of work that they would work on together.  It was proposed to develop a 
more simplified version and would be a discussion point at the next meeting. 

 
  
 
 The Chair referred to the work being carried out on a gap analysis to determine where customer 

feedback is not currently being captured.  Gill Mooney explained that this referred to areas and gaps 



in the process. However, as previously explained a full review is being carried out of customer 
satisfaction data collection processes which will take account of all areas of the business. 

 
 The starting point is to work with managers to determine what the key areas are that require 

measuring and have clarity about how feedback will be used to drive service improvements.  
 
 David Cater referred to the skills audit and personal development plans.  Gill Mooney explained that 

this would form part of the appraisal process. She reported that the appraisal process for the Group 
Board was currently under review and asked the Group to consider if they wanted to ‘sign up’ to the 
same process.  She noted that the approach followed by the Central Tenants Forum (CTF) had 
previously been the same as that used by the Group Board and the Subsidiaries.  The CTF found this 
process very complicated and challenging and therefore, proposed that if the Group preferred a 
simpler approach, this could be developed together.  The Members skills would be reviewed and any 
gaps would be supported by the appropriate training.   

 
 The Group NOTED the report. 
 
CVAG.08/18 Agree Presentation, Style and Content of Report (Agenda Item 8) 
 
 Gill Mooney asked the Group for their comments/feedback on how they wanted future meetings to be 

structured and reports.   
  
 She provided an example of the current front sheet used for Board and Committee reports and 

suggested that the Group may prefer a simplified format linked to their key work areas: consumer 
standards, service standards, scrutiny. This would then fit in with the Group’s Terms of Reference 
and scrutiny role and would assist in the end of year appraisal process, making it much easier to 
follow and complete.  This approach would also give assurance to the Group Board when reporting 
on key objectives. 

 
 Members requested simple, yet informative, reports providing relevant detail and information.  Staff 

presenting reports to be invited to meetings to enable there to be open discussion. This would enable 
the Group to ask questions and gain clarification and assurance during the meetings.  

  
 The Group AGREED the proposed format/style of both future reports/meetings. 
  
CVAG.09/18 Succession Planning (Agenda Item 9) 
 
 Gill Mooney briefly summarised the current succession planning process for the Group Board and 

Subsidiary Boards and Committee Members.  She stated that each Member held 2 x 3 year terms 
and each Board/Committee had a succession plan.  She asked the Group for their views/comments 
on whether they wanted to continue with this approach.  She added that she would provide a draft 
plan, which identified proposed term reviews and retirement dates for each Member, which would 
ensure that there would only one or two vacancies in one year.  If the Group agreed with this process, 
she would circulate a draft copy for comments. 

 
 The Chair stated that she felt that the Group needed a different, more simplified approach to 

appraisals than the main Boards and Committees.  It was important that the Group went through 
training and developed together. 

 
 Gill Mooney agreed and stated that when completing the appraisal process, it was proposed that this 

would be based on their role profiles/specifications:- 
 

• Appraise against the specified skills 



• Develop personal development plans 

• Identify required training 

• Keep in-house where possible. 
 

The Group agreed that they wanted to produce and develop their own appraisal process. 

 
From 3.00 pm, the Executive Team Joined the Meeting 
 
CVAG.10/18 Overview of each Directorate (Agenda Item 10) 
 
 The Chair welcomed the Executive Team to the first meeting of the Customer Voice and Assurance 

Group. 
 
 She briefly summarised the discussion the Group had had at the commencement of the meeting, 

concerning the feedback from the joint meeting with the Group Board on the 8th May 2018. 
 
 Ray Brookes agreed that the next meeting would be more informal with a more relaxed approach. 
 
 The Chair thanked Ray and asked the Executive Team to give their presentations on their 

Directorates:-  
 

• Marina Banner, Executive Director (Vestia and Corporate Services) gave an overview of 
her Directorate:   Vestia, Modelling new ways of working & securing external funding, 
Corporate Services, Marketing and Communications, Human Resources and Payroll, ICT and 
Business Support, Training, Employment Services and Governance, Regulation & Strategic 
Customer Engagement 
 

• Ian Hancock, Managing Director (Oakleaf Commercial Services) gave an overview of his 
Directorate: Group Development, Group Procurement, Group Health and Safety and Oakleaf 
Commercial Services  
 

• Ray Brookes, Group Chief Executive updated the Members on the Group’s proposed 
efficiency savings for the next three years.  He reported that a consultation with the staff and 
Unions was currently taking place for a restructure within the Housing Services department.   
He stated that once the consultation process had finished he would arrange a meeting at the 
end of June with the Customer Voice and Assurance Group to meet and discuss further.   
 
He also reported on the new Information Technology and Transformation System.  He stated 
that in order to give the Group Board assurance, he would like to work with the Customer 
Voice and Assurance Group during the development process.  He stated that he would liaise 
with Gill Mooney to set up a meeting.  He said it was important to promote independence and 
added that he wanted to assist in independence and encourage people to help use it and not 
be afraid of technology.   
 

• Dave Hanman, Director of Independent Living Services gave a brief overview of his 
Directorate: Worcestershire Telecare and Care and Support 24 
 

• Steve Ball, Director of Financial Services gave a brief overview of his Directorate:  
Business Planning and Treasury, Management Accounting, Financial Accounting, Income 
Accounting and Purchase Ledger. 
 

• David Knowlton, Deputy Group Chief Executive/Group Secretary gave a brief overview of 
his Directorate which included overseeing the Finance function, Risk and Assurance, 
Insurance Services, Value for Money, Audit and Assurance Committee and Company 
Secretarial. 



 

CVAG.11/18 Agree Suggested Scrutiny Topics (Agenda Item 11) 

 It was agreed that Gill Mooney would draft a list of the suggested scrutiny topics discussed at the 
meeting and circulate the Heads of Service for comments/feedback and would inform the Group of 
the outcomes to agree 2018/19 reviews. 

 

CVAG.12/18 Business Plan Questions/Responses (Agenda Item 12) 

 Marina Banner presented the presentation on the Business Plan Questions/Responses. 

The Executive Team left the meeting 

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

 There was none. 

CVAG.14/18 Date of Next Meeting: Thursday 12th July 2018 at 2.00 pm 

 Gill Mooney noted that additional meetings and training sessions would be arranged ahead of the 
next meeting. 

Future Meeting Dates: 

• Tuesday 25th September 2018 at 2.00 pm 
• Thursday 29th November 2018 at 2.00 pm 

 
The meeting closed at 5.30 pm. 


	PRESENT:

