
1 
 

 
 

CUSTOMER VOICE AND ASSURANCE GROUP 
Board Room, Foley Grove 

 
Thursday 27th June 10.00am 

PRESENT: 

  
Members: 
Joyce Hopkins (Chair), David Cater, Monika Boehmer, David Fletcher, Ed Rimmer and Jenny 
Howard 
 
Officers: 
Gill Mooney, Governance and Regulation Manager  
Marina Banner, Executive Director Vestia and Corporate Services 
Helen Kennedy, Transformation Project Manager 
 
Invited Guests: 
David Linwood 
 
1. Chair’s Welcome  

Joyce Hopkins welcomed everyone to the meeting.  
 

2. Apologies for Absence 
Margaret Clilverd 
Tina Browne 

 
3. Declarations of Interest        
           None 
 
4.        Confirmation of minutes/matters arising from meeting 30th May 2019 
           The minutes were confirmed as an accurate record. 
 
 Matters Arising 
 Asset Management: 

• Gill Mooney circulated then proposed questionnaire for the repairs MOT pilot 
for comments. 

  Members asked to see the original letter that was sent out to determine what
 information tenants received at the start of the process. 

  Members also requested more information about the pilot. 
• Dyson report on high rise blocks-Mark Dainter confirmed that there is no 

reason to believe that there are any immediate concerns for the homes or 
residents in the properties affected. 

    MINUTES 
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• Drumart House-This scheme is being reviewed with a proposal to make better 
use of the communal facilities and reviewing the feasibility of extending the 
scheme  

• Timescale for the role out of level 3 fire risk assessments is confirmed as 
being October to March 2020. 

• Image styles partnership-This is an extension of existing arrangements so 
there has not been a procurement process, so no customer involvement was 
required. 

Business Plan annual update:  

• Door step deliver-This refers to staff having access to information in the 
customers home on new digital devices providing a more efficient service. 

• New behaviours and values-These are the four key business plan objectives 
 

Action-Gill Mooney to liaise with Mark Dainter regarding future attendance 
at a CVAG meeting to discuss the MOT pilot. 

5.       Chairs Update Report  

 Joyce Hopkins had circulated an update report to members via email prior to the 
meeting and covered: 

• The meeting CVAG had with Andy Ballard and Ray Brookes 
• Recent workshops and events 
• Value for Money Training 
• Breakfast meetings  
• Together with Tenants  

  
 6.       Customer Journey Mapping   

 Helen Kennedy attended the meeting to update members on the implementation of 
the new computer system (CX) and proposals to involve customers. 

 
 A lot of work has already been carried out to map the customer facing ‘internal 

processes’ to ensure that the new system provides joined up communication across 
the Group, as well as a seamless service for customers. 

 
 The next phase will be to map customer journeys to ensure that the experience of 

the service user is considered.   
   
 A list of customer facing processes has been developed, and a certain number of 

customers who have used each of the services will be contacted to talk through their 
experience. 

 
 CVAG will receive update reports on progress of the customer journey mapping 

exercise and how the feedback will be used to develop the new CX system. 
 

7. Update from visits to Operational Teams  
 Gill Mooney reminded members to write up the reports from each of the visits. There 

are still some teams to visit: Grounds Maintenance, Windows and Doors and 
Customer Contact Centre.   
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 Mangers from these departments have yet to confirm suitable dates for members to 
visit. 

 
 Members commented on how positive staff are considering how much change thee 

has been over the past 12 months and how committed they are to delivering good 
customer service. 

 
 When all the visits are complete a summary will be written which will be included in a 

future CVAG report to Group Board.   
  
8. Feedback from workshops/events  
  
 David Linwood and David Cater had prepared written feedback reports which were 

circulated to members. 
   
 HQN Networking event provided an opportunity to talk to other residents and 

housing staff but it wasn’t considered particularly productive. It was interesting to 
hear about the scrutiny e-group which enabled up to 80 residents to be involved in a 
scrutiny review.  

 
 The HQN event organiser provided a summary of the workshop but it wasn’t 

considered to be very informative. 
 
 Gill Mooney suggested that CVAG give some thought to continuing membership of 

the HQN Residents Network. While there have been some good events members 
need to consider whether the annual subscription is value for money. 

 
 Northern Housing Consortium event provided an opportunity for members to 

attend different workshops. 
 
 Joyce Hopkins commented that many housing providers continue to support 

neighbourhood groups which provide a link into the different communities.   
 
 Gill Mooney explained that the decision taken in 2018 to collapse the resident 

involvement structure was made due to the resources required to support them, and 
lack of outcomes. There were some active resident groups, but the majority were not 
providing any tangible benefits for the communities they represented. 

 
 Those groups that remain active are focused on issues important to their local 

community and have a common purpose.  
 
 Marina Banner advised that there is a continued commitment to support community 

groups should they wish to form, and the Neighbourhood and Independent Living 
Teams will provide guidance. 

 
 Members challenged the continued financial supported provided to the Tenants 

Federation and asked what they are contributing to the Group  
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 Marina Banner advised that Tom Magee manages the relationship that the 
Federation has with the Group and suggested that it is included on a future agenda 
for discussion with Ray Brookes and Tom Magee.  

 
 David Linwood presented his report which covered the workshop content 

comprehensively and advised that the key theme that was of interest was 
complaints. Handling of complaints in diary/tracker style is an approach which is 
working well in other organisations and something that TCHG may wish to consider. 

 
 Cobalt Housing have priority phone numbers for complaints and have embedded 

some robust processes for complaints follow up. Cobalt also have a system in place 
for an appointed Customer Consultancy Panel to approve all relevant polices prior to 
Board sign off. 

 
 David Linwood advised that he has since contacted Cobalt Housing for further 

information. 
 
 Gill Mooney advised that this customer role would sit with the CVAG. 
 
 Overall the event was considered informative although the venue and event 

organisation was poor. 
 
 Gill Mooney advised those members who attended to be honest in their feedback to 

the event organiser. 
 
 Gill Mooney suggested that the group may wish to consider sending only 2 members 

to events and including an overnight stay for events with early start times that require 
travel. 

 
 Action-Members to consider value of HQN membership 
 Action-Gill Mooney to ensure CVAG can contribute to the policy sign off 

process 
  Action-David Linwood to feed back to Gill Mooney information from Cobalt 

Housing   
 Action-Gill Mooney to liaise with Tom Magee regarding the Tenants 

Federation.  
 
9. Feedback from Group Board. 
 David Fletcher explained members that he had been requested to attend the Board 

meeting by Gill Mooney to represent Joyce Hopkins who was attending a housing 
event with other CVAG members on the day. 

 
 The board members were welcoming and the CVAG report was extremely well 

received. Members were complimentary about the content of the report and of how 
the CVAG are focusing on the right things and are providing assurance on the issues 
affecting customers that are important. 
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 Members were keen to hear about the visits to operational teams and asked for 
there to be an ongoing programme of visits to build on the good work already carried 
out. 
 
The experience was very positive, and David advised that he had thanked Gill 
Mooney at the meeting for the support provided to the CVAG since it was 
implemented in March 2018. 
 
Marina Banner advised that the report of Customer Engagement was also well 
received and suggested that it is circulated to CVAG members. 
 
Action-Gill Mooney to email the Customer Engagement report to CVAG 
members  
 
Action-Gill Mooney to develop a programme of visits to operational teams 
during the year 

 
10 Together with Tenants Update 
 Gill Mooney had circulated the National Housing Federation response to the 

consultation prior to the meeting. 
  
 As a result of the consultation feedback the original plan and charter will be revised. 

The updated versions will be published in July and the Early Adopter organisations 
will then work with staff and residents to embed the new approach prior to further 
role out in 2020. 

 
 When the new plan and charter are available these will be shared for discussion with 

the CVAG. 
 
11. Local Networking 
 Members had expressed an interest in holding local networking events to discuss 

topical issues. 
 
 Gill Mooney suggested that as a starting point she will contact Rooftop Housing and 

Joyce could email her counterparts at Bromsgrove District Housing Trust and Wrekin 
Housing to see if they would be interested. If this is something they feel would be of 
benefit, we can then give some thought to how the meetings are structured. 

  
  . 
12. Repairs Service 
 This item was included on the agenda at the request of members.  
 There were some issues with delayed text messaging which have now been 

resolved. 
 
 David Cater advised that he has registered a complaint following inaccurate 

information regarding repairs which are showing complete but have not been carried 
out.  
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 David Fletcher echoed similar concerns regarding incomplete work and asked about 
the quality of products used, and how the number of times parts/products are 
replaced or repaired is monitored.       

 
 Jenny Howard raised concern regarding grounds maintenance work and changes to 

the programme cycle. Operatives had also discussed with residents their 
dissatisfaction with employment terms and conditions.  

 
 Action-Gill Mooney to confirm the process for monitoring the quality of 

products 
Action-Gill Mooney to confirm the process for repair sign off to establish why 
work is not being completed  

 
13. Scrutiny Update 
 Gill Mooney advised that the delay in sending out the surveys was due to the 

complexity of filtering customer data, but the surveys are ready to go out next week. 
 
14. A.O.B 

Members were asked to consider and approve the customer engagement plan for 
procurement of kitchens. 
Further detail was requested regarding the process. 
 
Action-Gill Mooney to contact Mark Dainter for the end to end process to 
determine where customers can add value to the process 

 
15. Date of Next Meeting  
 Members agreed to keep the meeting scheduled for 25th July. There is an 

additional meeting booked for 22nd August to discuss development. 


