
 
 

 
 

CUSTOMER VOICE AND ASSURANCE GROUP 
Board Room Foley Grove 

 
Thursday 26th September 2019 at 10.00 am 

PRESENT: 

Members: 
Joyce Hopkins (Chair), David Cater, David Fletcher, Ed Rimmer, Margaret Clilverd and 
Monika Boehmer 
 
Officers: 
Gill Mooney, Governance and Regulation Manager  
Louise Orr-Contact Centre Manager  
 
1. Chair’s Welcome  

Joyce Hopkins welcomed everyone to the meeting.  
 

2. Apologies for Absence 
Jenny Howard 

 
3. Declarations of Interest        

None 
 
4. Signature of Minutes relating to the meeting held on 5th September  

Signed by the Chair  

5. Matters arising from the meeting held on 5th September  
Reference was made to the scrutiny review on fire safety. Issues raised will be 
incorporated into the report to Group Board when members consider the review to 
be completed.   

6.        Chairs Report      
           Joyce Hopkins thanked members for attending the networking session with residents 

from Wrekin and Rooftop. Feedback has been very positive, and the event was 
considered very useful, sharing ideas, and discussing different roles and approaches 
to strategic customer engagement.   

 
 Wrekin will host the next event planned for November/December and it is hoped that 

residents from Bromsgrove District Housing Trust will attend. 
 
 The issues picked up in the one to one meeting’s held with Gill Mooney over the past 

week will be picked up at the October meeting. However, one of the issues raised  
 

    MINUTES 
 



 
 

 
has been members raising personal issues. As this is can be quite disruptive Joyce 
advised that she has been asked to address this as a matter of priority. 

 
As a ‘trial’ a bell will be used as a soft reminder to indicate if members are straying 
off the agenda. This will be reviewed with members to see if it is effective. 
 
Joyce Hopkins asked members to start thinking about a Christmas event and to 
email any suggestions to her over the next 2 weeks so that a booking can be firmed 
up.  
  

 7. Customer Contact Centre 
Gill Mooney reminded members that following the results for call handling in the service 
standards performance report for quarter one. they had asked to meet with the Contact 
Centre Manager to discuss what the issues are affecting performance. 
   
Louise Orr joined the meeting and introduced herself. 
 
At the start of the year the Customer Service Centre relocated to Foley Grove and is now 
situated in the same office space as Worcestershire Telecare Contact Centre. 
 
The aim is to bring the two services together to provide a 24-hour contact service for the 
Group and Worcestershire Telecare customers. 
 
Since moving location, the Customer Service Centre has been under resourced which has 
affected performance.  Some staff have left as a result of the proposed new working 
arrangements, and some pool relief staff have applied for permanent positions which has 
led to a reduced number of relief staff.   
 
A successful recruitment campaign has taken place and the number of staff has increased 
to 8.5 with a full complement of staff being 9.5.  
 
All new staff are required to undergo extensive training to deal with the complex nature of 
enquires that come through the contact centre. This takes approximately 8 weeks but can 
take longer depending on individual development needs. There is also ongoing refresher 
training. 
 
The number of multi contact calls has reduced since quarter one mainly due to better 
performance on repairs (right first time.) 
 
Process flows are now firmly established for call handlers to follow and ensure that where 
possible there is first contact resolution.  
 
A designated staff member responds to emails and enquiries generated through the 
website. 
 
The number of abandoned calls so far for quarter two is down to 16% compare to 20% in 
quarter one. 
 
The appointment and training of new staff is already having a positive impact which will 
lead to further improvements in performance over the coming months. 
 
Joyce Hopkins advised that when members visited operational teams earlier in the year, 
they were unable to include the Call Centre for the reasons discussed. 



 
 

 
 
Louise Orr advised that all visitors are welcome and would welcome a visit from CVAG. 
 
The Chair thanked Louise for attending the meeting. 
 
Members were reassured that the steps taken to address the dip in performance would 
deliver positive results and were confident that this will reflect in quarter 2.    
 
Action-Gill to liaise with Louise and CVAG Chair to arrange suitable time/date    
 

8. Changes to Tenancy Conditions  
 This item was removed from the agenda. Further internal consultation required prior to 

being presented to CVAG  
  
9. Performance Reports 
 Members had previously discussed the service standards report. The only issues being in 

relation to the contact centre, addressed at the meeting, grounds maintenance, and 
response times for ASB and complaints. 

 
 Joyce Hopkins requested more information on performance in these areas and more detail 

in relation to complaints; nature of complaints and lessons learned.   
 
 David Cater raised concern regarding the results from the digital training survey which 

indicated that few attendees go on to use MY Account which is disappointing. 
 
 A discussion took place regarding the number of attendees and barriers to accessing the 

Groups services digitally following training. 
 
 The course is helping a small number of residents, but not necessarily tenants, and 

members queried the real benefit to the Group in terms of increasing digital access to 
services.  

 
 Members were pleased to see that the repairs performance has improve which is positive. 
 
 Concerns were raised in relation to the right first time question. Currently worded: 

 
Was the repair completed on the day of the first visit to your home? 

 
 It was suggested that the word ‘completed’ should be replaced with ‘resolved’. This would 

account for any agreement with the tenant to complete later if circumstances dictate. 
  
 Action-Gill Mooney to discuss the members concerns regarding digital training with 

service lead. 
 
 Action-Gill Mooney to obtain further detail in relation to the areas highlighted in the 

performance report to feed back into the meeting in October.   
 
 Action-Gill Mooney to liaise with Helen Dance Head of Repairs regarding the repairs 

survey. 
 
10.  Asset Management and Development Update 
 In the previous update report in May 2019 CVAG were advised that a report on the MOT 

pilot was being presented to Board in June. Following this CVAG would be  
 
 



 
 

 
updated. However, there is no update in the report. Members are particularly interested in 
the feedback from customers who participated in the trial and had asked for this to be 
available for the meeting today. 
 
Gill Mooney advised that a report is going to the October Group Board meeting and CVAG 
will receive an update once the Board has had an opportunity to discuss the results. 
 
Action-Gill Mooney to follow up and ensure information is presented at the CVAG 
meeting in November.     

 
11. Customer Engagement Activity 
 Members were please to see a number of engagement activities taking place.  
 
 Gill Mooney advised that some of the residents from the networking session had kindly 

participated in the consultation on the new Amico website. 
 
 With regard to the customer journey mapping. Members were concerned that the sample 

size was too large, and it would be better to have quality rather than quantity and a smaller 
number would be advisable. It was suggested to have 20 customer journey responses for 
each of the four services referred to in the report. 

 
 Action-Gill Mooney to liaise with Helen Kennedy on CVAG suggestion  
 
12. Repairs MOT trial survey results 
 Update not available currently. 
 
13. Items for next agenda 
 Scrutiny review  
 
14.      Date of next meeting 
  Action-Gill to confirm arrangements for a meeting week commencing 30th 

September.   
  


