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

 

Tuesday 25th September 2018 at 2.00 pm 

PRESENT: 
  
Members: 
Joyce Hopkins (Chair), David Cater, David Fletcher, 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 
Ray Brookes, Group Chief Executive 
 
For Agenda Item 7, 8 and 9 
Tom Magee, Head of Housing 
 

 

 

 

 

CVAG.29/18  Welcome (Agenda Item 1) 

 

 The Chair welcomed everyone to the meeting.  

 

CVAG.30/18 Apologies for Absence (Agenda Item 2)  

 

 Apologies were received from Monika Boehmer and Jennifer Howard. 

 

CVAG.31/18  Declarations of Interest (Agenda Item 3) 

 

 There were none. 

 

CVAG.32/18  Signature of Previous Minutes (Agenda Item 4) 

 

 The minutes of the previous meeting held on Thursday 12th July 2018, were signed as a true 

record by the Chair on behalf of the Group. 

   MINUTES 

 
Agenda Item 4 
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CVAG.33/18  Matters Arising (Agenda Item 5) 

 

 CVAG.25/18 – Meeting the Standards.  Gill Mooney reported that the final document was 

now available on the Website and comments received from the CVAG had been included.  

She stated that the report is a regulatory document and therefore quite detailed. However, we 

propose taking a different approach next year to simplify the presentation of information and 

will work with the CVAG to explore different options. 

   

CVAG.34/18  Chair’s Report (Agenda Item 6) 

 

 The Chair stated that since the last meeting she had met with Gill Mooney to discuss the 

current scrutiny review and also proposals to simplify the current appraisal process. 

 

CVAG.35/18 New Arrangements for Housing Management (Agenda Item 7) 

 

 The Chair welcomed Ray Brookes and Tom Magee to the meeting.  She stated that the 

Group had some questions concerning the new arrangements for the housing management 

function:- 

 

1. Why hasn’t the Head of Housing been replaced?  This is an important role and the 
key function of TCHG is ‘housing’. 
 
Ray Brookes stated that he had been instructed by the Group Board to make efficiency 
savings of nearly £600k over the next three years.  He explained that in achieving these 
savings it was important that services and staff are not affected. To achieve the savings 
the focus has been on the areas of the business where efficiencies can be made such as 
voids, debt collection, recruitment, maintenance and running costs.  
 
In reviewing these costs it was agreed that the Director of Housing’s position would not 
be replaced. Ray has taken over this role with Mel Bailey; Head of Transformation and 
Tom Magee; Head of Housing supporting him, they were working together on delivering 
efficiency savings across key areas of the business including new technology.  He said 
that to date, staff are positive about the current and proposed changes. 
 
The Transformation Team were now in place which is still a pilot scheme and there were 
still a number of areas to be progressed.  Their key focus was data technology and 
exploring options for increased digital access to services. 
 
One of the priorities for 2018/19 is to combine the two call centres – the Customer 
Service Centre and the Worcestershire Telecare Control Centre.  The savings made by 
combing these services would be approximately £250k per annum. 
 
Ray Brookes confirmed that Dave Hanman (Director of Independent Living Services) 
would be leaving the Company at Christmas 2018, and this post would not be replaced.  
He advised that he will be taking over this role and David Knowlton (Deputy Group Chief 
Executive), would support him with his Chief Executive duties.   
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2.  We understand the reason for change (3 year efficiency savings.) How will the new 

structure contribute to this? The same staff appear to be in the structure but 

across 4 teams? 

 Ray Brookes explained that the restructure was not intended to reduce staff numbers 

but to make better use of skills across the business to ensure that staff are used to their 

full potential, and to ensure that teams are in place to focus on business critical areas 

such as voids income recovery and tenancy sustainability, especially in light of the 

introduction of Universal Credit. Moving to self-serve digital access to services will 

contribute to efficiency savings and this is part of the wider transformation proposals. 

 When vacancies do occur, in the first instance positions will be filled internally matching 

existing staff skills to vacant posts.  

 A review is taking place regarding how we manage our reception areas, and at Foley 

Grove we will be moving to an automated system and current reception staff will be 

redeployed into other positions. 

3. What makes up the cost per unit figure per property of £3.92k? 

Ray Brookes explained that this figure included repairs, care costs, services and was 
covered in   the Housing Update report at Agenda Item 8.  He stated that these costs 
were high in comparison to other housing associations in our peer group and needed to 
be reduced. 

 
4. In June 2018 residents in Independent Living Schemes received a letter about the 

changes to the housing management structure. Why has nothing been 
communicated to general needs residents? 

 
Ray Brookes explained that there has been no change for residents in general needs 

accommodation. He added that from 1st January 2019, he would be heading up the 

following Team, responsible for both housing and care:- 

 

 Tom Magee  Housing services / management 

 Mel Bailey  Changes in technology 

 Katie Schofield  Care and living services 

 Rupert Lawrence Worcestershire Telecare services 
 

5 The letter explains that the Neighbourhood Officer and Wardens managing the 
independent living tenancies will be responsive and not patch based and this 
seems to be a far better approach. Will this apply to staff managing general needs 
tenancies? 

 

 Ray Brookes stated that all Officers would be responsive. They would be responsible for 

responding to complaints, comments and any other issues. 
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6 All staff are part of transformation process – what is the role of the 
Transformation Team  

 
Ray Brookes explained that the role of the Transformation Team was to look at how we 
can work differently and more efficiently.  Staff are currently data cleansing to ensure 
that only current data is saved on our systems in line with data protection legislation.  
This need to be completed prior to introducing the new integrated business solution, 
which will replace or existing housing management system. 
 
Ray said that we will also exploring options to improve technology for our tenants in their 
properties to simplify access to services. 
 

7.  Are all bungalows classed as category 1 accommodation? 

Ray Brookes explained that all bungalows with an alarm system are classed as category 
1 properties. There may be a few bungalows without alarms but nearly all will fall into this 
category. 
 

8.  Will service charges for Neighbourhood Wardens be reviewed – tenants concerns 

for    value for money 

Ray Brookes stated that it was proposed to complete a review to establish if residents 
still want the services.  He added that the role of the Neighbourhood Wardens is not 
properly understood and they carry out a lot of work in communities that isn’t always 
recognised. Over the next twelve months, it was proposed to look at a project where 
tenants can ‘shadow’ a Neighbourhood Warden so they can see exactly what they do. 
One of the positive outcomes since the introduction of the service has been the reduction 
in anti-social behaviour. 
 

9.  What is the greatest vulnerability of the Company? 

Ray Brookes stated that communication was critical and needed to be improved 
internally across the organisation and externally with customers. A communications 
strategy is in place and is an important part of the Together we Can Business Plan. 
 

 David Fletcher referred to the merging of the call centres and asked whether it was 

anticipated that time waiting would be improved, or whether this would cause further delays 

in calls being answered.  

 

 Ray stated that this service would be 24/7 and will provide greater flexibility and access for 

customer to contact us at times to suit them not just business hours. This should spread the 

volume of calls out and reduce waiting times. 

 

 The Chair thanked Ray Brookes for attending the meeting.  He stated that he was pleased 

he was asked to attend and was happy to return in the future if they had any further 

questions. 
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Reports for Noting / Discussion 

 

CVAG.36/18 Housing Update (Agenda Item 8) 

 

 The Chair welcomed Tom Magee to the meeting and stated that some of the issues covered 

in his report had been discussed earlier. 

 

 The Chair queried the number of calls made to the Customer Service Centre that had not 

been answered. The information provided indicates that between 5,000 and 6,000 calls 

were abandoned and asked if there was any way of knowing if these callers actually called 

back? 

  

 Tom Magee stated that there is no way of recording this information but callers are advised 

when they contact that there are alternative ways for tenants to access services and they 

are signposted to the Website and to MY Account. 

 

 Gill Mooney referred back to the letters which had been sent to Independent Living 

Schemes advising residents of the new arrangements and asked if the Neighbourhood 

Officers responsible for general needs housing would adopt the new approach of a non-

patch based responsive approach? 

 

 Tom Magee stated that staff would take ownership of any enquiries regardless of area. The 

new structure is in the early stages but staff need to take ownership of issues and not ‘pass’ 

them on to colleagues in other parts of the organisation.  

 

 David Fletcher asked if Worcestershire Telecare alarm users would be affected by the 

merging of the two call centres.  Tom Magee reassured the Group that these callers would 

always take priority.  He added that there were always be an adequate number of staff on 

duty at all times to ensure that all calls were answered. 

 

 David Fletcher referred to the unit cost figures and asked for a breakdown for the next 

CVAG meeting.  

  

 The Group NOTED the report. 

   

CVAG.37/18 Performance Reports for all Customer Services (Agenda Item 9) 

 

 This report was discussed under Agenda Items 7 and 8. 

 David Fletcher requested that future reports include actual numbers and not just 

percentages so that information can be put into context.  

 

 The Chair also requested that information is consistent. Void performance being an 

example reporting in days and then percentage of a week which is confusing.   
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CVAG.38/18 Value for Money (Agenda Item 10) 

 

 Gill Mooney presented the value for money report and asked for comments on the content 

and format for future meetings.   

 

 The following queries were raised, which Gill Mooney agreed that she would ask Justin 

Bryant and feedback to the Group:- 

 

 What the target was for bad debt 

 On page 30 – an explanation of the voids turnaround figure of 2.19 weeks 
 

The Group NOTED the report. 

 

CVAG.39/18 Asset Management and Development Update (Agenda Item 11) 

 Gill Mooney presented the report which provided updates on the performance of the 

Group Service delivered by Oakleaf and asked the Group for comments.  

 David Cater referred to Section 12.0 of the report (Sheltered Housing Schemes), 

which reports on the progress of a dedicated small team of multi-skilled 

tradespersons/maintenance team for sheltered housing schemes to work on scheme 

improvement works.  He commented that the report stated that the plan had been 

outlined in previous reports and asked for more information/detail.  Gill Mooney 

agreed to look at previous reports for more information/context and provide a 

timetable of which properties were on the plan. 

 The Chair referred to the proposed trial/pilot on Birchen Coppice and asked if the 

tenants had been consulted.  

 Gill Mooney advised that she was not aware what information or consultation had 

taken place prior to the pilot. 

 The Chair requested an update in 6 months to determine whether the project was 

proving successful.  

 The Chair asked for more information on how the 100 properties had been chosen 

from the 364 properties on Birchen Coppice and a list of what the ‘top 10’ common 

repairs were. 

 The Group NOTED the report. 

CVAG.40/18 Update on the Customer Engagement Strategy (Agenda Item 12) 

 Gill Mooney gave a brief update on the customer engagement strategy and on the 

progress made across the Group on how it was being embedded. 
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 The Chair queried the reliance on the website and Facebook to get information out to 

customers when there are a high number of customers who do not access services 

and information in this way. Engaging with customers digitally is quick and cost 

effective but there are a lot of customer not being reached and this is concerning.   

 Gill Mooney advised that as part of the Together we Can Business Plan she is 

leading a project on customer feedback and engagement and exploring how we can 

best capture information and use it to drive improvements. We need to understand 

how our customers want to engage with us and access our services and tailor our 

approach while recognising that digitalisation is where we need to work towards 

without excluding customers in the process.  

 David Fletcher stated that in the transitional period, traditional communication 

methods like letters should still be used to ensure that the information is received by 

everyone.  Any written communication should promote information about on-line 

services to encourage customers to try different access channels. 

 The Chair referred to Section 12.5 (Housing Management – Allocations and Void 

Team) and the redrafting of the New Tenant Survey.  She asked if the CVAG would 

receive a copy of the draft survey ahead of it being sent out.  Gill Mooney confirmed 

that the Group would see a copy to give them the opportunity to raise any questions 

and give feedback. 

 The Group NOTED the update. 

 

 CVAG.41/18 Governance and Regulation Manager’s Report (Agenda Item 13) 

 The Group NOTED the update report. 

 

CVAG.42/18 STAR Survey (Agenda Item 14) 

 Gill Mooney presented the STAR survey report and updated the Group on progress 

since the last meeting.  She stated that as discussed at the last meeting, the results 

of the STAR survey carried out earlier in the year indicated a slight increase in 

dissatisfaction across some areas.  It was therefore, agreed that a follow up survey 

needed to be carried out to establish why these results were higher. 

 Since the results had been collated, the Together we can business plan (TWC BP) 

had been launched across the Group.  The delivery plan involves a number of key 

projects which are aligned to the business plan objectives and these were briefly 

summarised. 

 Gill advised that she is the Project Lead for the Customer Engagement/Feedback 

and confirmed project and confirmed that feedback from the STAR survey would be 

factored into all of the projects.   
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 The Chair stated that there are areas where satisfaction is particularly low. Of 

particular concern are ‘views not being taken into account and ‘keeping residents 

informed’. Customers have given their views in the survey but no follow up action is 

being taken which reinforces what the results say. 

 Customers are clearly concerned about value for money and it is important to 

understand why they feel that rent and service charges are not delivering this. 

 Having carried out the survey which shows that dissatisfaction has increased more 

work needs to be done to understand why customers have provided negative 

feedback. The CVAG would like further information on how these results are being 

addressed and communicated back out to customers. 

 The Group NOTED the update. 

 

Reports for Decision 

CVAG.43/18 Proposed Code of Conduct (Agenda Item 15) 

 Gill Mooney briefly summarised the draft Code of Conduct and asked the Group for 

any comments/feedback.  She added that she had used the Board’s Code of 

Conduct content, however, had revised it to be more specific to the CVAG. 

 The Group APPROVED the Code of Conduct. 

 

Reports for Noting / Discussion 

CVAG.44/18 Gas Repairs and Servicing-Scrutiny Review (Agenda Item 16) 

 Gill Mooney advised that some of the requested information had been received but 

needed to be put into a different format prior to sharing with members. It was agreed 

that Gill would meet with the Chair in the first instance to go through the information 

and determine how to progress.  

 

 CVAG.45/18 Any Other Business (Agenda Item 17) 

  AOB Report – Golden Handshake for approval.  

 Gill Mooney briefly summarised the proposal to remove the current scheme and to 

implement a new approach which would be reviewed in 12 months’ time.  The 

scheme was last reviewed in 2015 by the Central Tenants Forum when the void 

letting standard was reviewed. At that time the CTF’s view was that the service 

should be removed as it was seen to be rewarding tenants for adhering to their 

tenancy conditions.   
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 However, the scheme was retained as it was considered an important factor in 

motivating an outgoing tenant to clear their property to contribute to reducing void 

costs. 

 David Fletcher commented that if the condition of tenants’ properties is checked 

during an annual inspection why are properties allowed to get into a poor condition. 

 David Fletcher stated that carrying out more rigorous annual checks and inspecting 

properties after the notice has been received should reduce the need to carry out 

rubbish removal and cleaning. However, £100 per property seemed low compared to 

the overall costs outlined in the report and keeping the scheme in place would save 

the Company overall.  

 A number of questions were raised about the report. 

 Financial year 2017-18-£20,990.00 was set aside for the administration of the   
Golden Handshake scheme-How much was actually issued? 
 

 £30,310.00 earmarked for new tenant’s redecoration packs- How many packs 
were issued and what does this equate to in terms of money? 
 

 Expenditure on void clearances and cleans for the financial year 2017-18 
totalled £199,000.00. An increase of £18,000.00 from the previous year- This 
raises the question how effective are the annual visits? 
 

 What action was taken as a result of the CTF Chairs statement included in the 
report? 
 

 What is the amount of outstanding debt resulting from rechargeable repairs? 
 

 The Chair stated that members needed further information in order to make an 

informed decision about the proposed removal of the scheme. 

 Gill Mooney to request further detail form the report author and report back to the 

CVAG. 

 The Chair requested that benchmarking information is included in future 

performance reports. 

 Gill Mooney to pass on this request to report authors. 

  

 AOB - Performance information 

 Gill Mooney referred to the Green Paper which poses the question about 

performance information and what customers want their landlords to report on.  
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 Following a brief discussion, members agreed the following priorities from their point 

of view but suggested that wider consultation is needed to understand what others 

would consider useful.  

 Performance in relation to Complaints Handling 
 

 Performance in relation to repairs 
 

 Value for Money 
 

 How rents and service charges are used (links to VfM) 
 

CVAG.46/18 Date of Next Meeting: Thursday 15th November 10.00am  

 Future Meeting Date: To be confirmed  

 

 

The meeting closed at 4.30 pm. 

 

 

 

Chair’s Signature:  ………………………………………………. 

 

Date:  ………………………………………………….. 


