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Report to the Group Board  

 For Electronic Approval by Friday 10th April 2020 

Agenda Item 2 Customer Voice Report 

Sponsored by Marina Banner, Executive Director 
 

Written by Joyce Hopkins 
Chair of the Customer Voice and Assurance Group 

Gill Mooney 
Governance and Regulation Manager 

Executive Summary 

The report covers the activities of the Customer Voice and Assurance Group and provides  
an overview of CVAG activities during the last quarter and work carried out in delivering 
their terms of reference. 
 
Overall the CVAG: 
 

• Have recruited four new members.  
 

• Are comfortable that performance across the Group is on target for most services and 
have highlighted where there are concerns and how these have been resolved with 
colleagues. 
 

• Are pleased with the approach being taken to customer engagement  
 

• Acknowledge and support the steady progress being made to increase digital skills, 
access to services digitally and the plans to improve and increase the digital options 
for customers.    
 

• Are monitoring the new digital packages introduced for new tenants 
 

• Are actively involved in the Groups approach to embedding Together with Tenants 
 

• Have developed a workplan and scrutiny programme following their annual review 
meeting   

 

Recommendations 
 
The Board is requested to NOTE this report and APPROVE 
 

• The TCHG Together with Tenants Customer Promise  

• Proposed changes to the Terms of Reference to increase membership to 12 

• Approve the CVAG scrutiny programme and work plan  
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1.0     Introduction 

 

1.1 As previously reported, interviews for positions on CVAG were held in January.  

 

We have appointed four new members and are pleased to welcome:  

 

Stephen Palmer – From Stourport on Severn and worked for a small family business 

holding various positions moving up to management.  Also, an associate member of 

the Royal Society for Public Health. Stephen was a Digital Volunteer proving support 

to resident in the Groups sheltered schemes. 

 

Anne Leake – From Kidderminster. Has worked in a variety of fields and industries. 

Anne volunteers for the Guide movement and was also a digital volunteer providing 

support to residents in the Groups sheltered schemes. 

 

Olwyn Denny – From Kidderminster. Has worked in Mental Health, Care, Social 

Services and Support work. Has been a volunteer for the Red Cross and has also 

been a Neighbourhood Watch Co-ordinator. 

 

Terry Vincent – From Birmingham. Has worked in banking, hotels, housing, 

Women’s centres, the Disability voluntary sector, charities, a residential sheltered 

scheme manager and had great involvement in conservation and campaign groups.  

   

New members will be completing their induction over the coming months including an 

introduction to the Executive Team and Group Board.    

 

We previously mentioned to Board our intention to update our Terms of Reference to 

increase membership to 12 allowing for 9 members and 3 co-optees.   

 

This is to support our succession plan which was developed in 2018 and impacts on 

CVAG this September when for the first time we have a member stepping down. 
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1.2 In March we hosted a Value for Money workshop delivered through Housing Quality 

Network. Residents from Wrekin and Rooftop housing also attended, and the cost 

was shared between the three organisations. 

 

 It was a very different approach to value for money training which included 

comparative VfM information from the regulator on how the three housing 

associations were performing against the regulator’s metrics. 

 

 The workshop has given us good guidance on the right questions to ask and we will 

work with the Executive Team to fully understand the Groups performance against 

the standard. 

 

2.0 Communication   

 

2.1 We aim to develop a programme on ongoing visits to the different teams to enable us 

to continue talking to staff through this period of ongoing business transformation.  

We appreciate that the implementation of the new GIBS system will be taking place 

and as a result staff will be focusing on training and we will work with managers to 

ensure that we do not disrupt important service delivery. 

 

 We are continuing to update our Blog with important communication to customers 

and published information in the resident’s newsletter about our close working 

relationships with the Board, Executive Team and staff, and what has been achieved 

through this partnership approach. 

 

2.2 As the Group continues through a period of transformation, we want to reintroduce 

the meetings with the Executive Team to increase two-way communication and 

ensure that relevant information is received in a timely manner.     

 

3.0  CVAG Current Priorities  

 

3.1 Digital Inclusion 

  

            Digital training continues to be delivered in the sheltered schemes supported by Heart 

of Worcestershire college and Digital Volunteers. As we have reported previously, we 

appreciate that there is some way to go to deliver the business plan objectives in 

relation to digital transactions, but we acknowledge the efforts being made and 

progress to date. 

 

 We have been advised that the scheme to offer a digital package of support for new 

tenants is now in place. The results so far are positive with both tenants using the 

devices to access services and increase digital skills. We appreciate that it is early 

days and we will continue to receive updates on how the scheme is progressing. 
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3.2 Service Standards – Consultation with customers has been completed. This is to 

determine what services customers want to hear about in relation to performance.  

 

Options are now being considered regarding presentation of information for the 

website including infographics. 

          

3.3 Health and Safety – The recommendations emerging from our scrutiny review were 

approved by Group Board and we are now working with the Executive Team to 

ensure these agreed actions are carried out. 

             

One of the key actions was to develop a communications plan on fire safety for all 

property types and tenures. We understand that this will be progressed as part of a 

much wider piece of work on Building Safety, which is one of the priority projects 

highlighted for investment in the communication to tenants regarding the rent 

increase.  

   

4.0      Customer Satisfaction Quarter 3 

 

4.1 Satisfaction for Quarter 3 is down on Quarter 2 for ASB, Customer Service, 

Modernisations and Complaints. Except for Customer Service, the results are from 

relatively low numbers of returns, so it is important to put this into context. 

 

 We are aware that there is a lot of change taking place across different services. 

However, these are areas of concern and we will be working closely with managers 

to understand these dips in performance and what action will be taken to improve 

these results. 

 

  5.0 Service Standards Performance Quarter 3 

 

5.1 Performance for Quarter 3 is generally improved from Quarter 2.  However, of 

genuine concern is the performance for contact centre call handling. We met with the 

Contact Centre Manager in November and were advised that the main contributary 

factor was a resource issue. 

 

 We were advised that this had been addressed and going forward performance 

would improve but these results do not reflect this as the table below shows. 

 

Quarter % calls answered within target (90% 
target) 

% abandoned calls (5% 
target) 

1 62.31 21.07 

2 66.29 16.21 

3 47.56 24.32 
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 We appreciate that there have been challenges attracting, retaining and training staff 

but as the primary communication channel for customers these results are of 

concern. 

 

 At our annual review day in February we agreed that this is a key priority for 

customers and want to work with the Executive Team and staff to consider how this 

situation will be improved.  

  

 5.2 The response within timescale to ASB issues remains slightly below target at 94.3% 

but has improved since Quarter 2. We are advised that this is continuing to be 

monitored and that staff continue to prioritise ASB issues  

  

5.4 Performance for repairs completed within 7 days was 92.3% against a 95% target 

and is slightly down on Quarter 2.  During the quarter we are aware that there has 

been increased pressure on the repairs service to respond to emergency works 

resulting from the extreme weather conditions. We will continue to monitor 

performance and hope to see the target being achieved by the end of Quarter 4.  

 

5.5 Results for complaints handling are down for the Quarter achieving 86.2%. against a 

90% target. As previously reported, we are aware that a review is taking place of 

complaints handling and along with other customers we will be involved in developing 

the new procedure.   

 

6.0 Customer Engagement  
 
6.1 The current procedure for involving and consulting with customers continues to work 

well and we are updated on planned activities together with any outcomes and 
resulting actions. 

 
 Ahead of the new financial year we will be asking managers to consider any planned 

engagement activity that may take place this year together with any procurement 
exercises that require customer involvement.   

 
6.2 In February we were asked to approve the information sent out to tenants regarding 

the rent increase. We are aware that the government restrictions were lifted this year 

to allow up to a CPI plus 1% increase and feel it is important for tenants to 

understand what the additional rental income will be used for as detailed below:  

  

• Continue to maintain and improve our homes to a good standard, ensuring 

 they are cost effective and efficient. 

 

• Meet the Governments new home safety measures and Green agenda.  

 

• Build more homes to meet the demand for housing and help to reduce the 

waiting list across the district. 

 

• Continue to deliver and develop services that are responsive and efficient. 
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We fully support the Group in delivering these key priorities and will work with the 

Executive Team to understand how these areas of work will now be delivered and 

agree ongoing communication to customers.   

 

6.3 We are aware that the Survey of Tenants and Residents (STAR) is currently taking 

place and we look forward to seeing the results when they are available in May. 

 
    

7.0 Together with Tenants 
 
7.1 Consultation has now taken place with customers more widely and feedback on the 

proposed TCHG customer promise has been extremely positive. 
 

Following Board approval, we will work with the Executive Team and managers to 
develop and agree a suite of key performance indicators which CVAG will monitor 
and report on. We will also agree how and when performance against the Customer 
Promise will be communicated to customers.  
 
TCHG Proposed Customer Promise 
 

✓ We will provide homes and services that are safe, good quality and well managed. 
✓ We will be open and honest and treat customers with respect. 
✓ We will provide clear, accessible and timely information and keep customers 

informed about their local communities, how we are run, and how we are 
performing.   

✓ We will actively seek customer views and use feedback to help shape our services 
and improve performance.  

✓ We will provide opportunities for customer to scrutinise our services and hold us to 
account on issues that affect the homes and services we provide. 

✓ We will maintain a complaints procedure that is easy to access and use.   
 

  

8.0      Voids 
  
8.1 We previously reported Wrekin Housing Trusts approach to carrying out void work 

where new tenants are offered the services of an Operative for half a day to carry out 
work which helps with the moving in process. 

 
 Ian Hancock has confirmed that this will be piloted, and we hope to receive an 

update on how this is progressing in our next update report. 
 
9.0 Scrutiny    
 
9.1 Neighbourhood Services 
 We are progressing this review and will update the Board in our next report. 
 
10.0 Annual Review Meeting 
  
 We held our annual review meeting in February and competed our annual CVAG 

appraisal and updated our succession plan to take account of the new members.  
 
 As part of our annual appraisal we would welcome feedback from the Executive 

Team and Group Board and will be circulating an appraisal form for completion.     
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 Once complete our appraisal and succession plan will be presented to Board in June 

2021.  
 
 CVAG Members agreed a work plan and scrutiny programme as detailed below 

pending the approval of Board and the Executive Team. 
 
 We propose reducing the scrutiny programme from three annual reviews down to 

two.  
 

We are finding that scrutiny reviews are taking a long time to complete. Some of this 
additional time is a result of pressures that staff are facing as part of business 
transformation. However, we recognise that it is time to revisit and modernise our 
approach to scrutiny and will take some time this year to consider what we have 
learned from recent workshops, networking and best practice visits to review our 
process.    
 
Proposed Scrutiny Topics for 2020/21 

 

Service  Reason 

Complaints Handling  • Increased focus from the Regulator  

• Expectation that there will be further strengthening of 
regulation emerging from the anticipated White Paper. 
 

• Internal review taking place  

• Satisfaction results below target 

• Targets for complaints handling not being met   

Responsive Repairs  • No review taken place previously 

• Changes to service delivery introduced 2019 (7-day target) 

• Feedback from contact centre satisfaction surveys highlight 

issues with communication  

• Below target for Quarter 3 

• Number of complaints  

 
CVAG Work Plan priorities 
 

Work Area Reason  

Contact Centre  • Performance below target from April 2019 to date  

Transition to Digital • Carry forward ongoing priority from 2019/20 

Together with 
Tenants  

• CVAG to monitor performance against the Customer 
Promise 

Communication  • Carry forward priority from 2019/20 

 
. 

 
 
   
 


