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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 taken a proactive approach in attracting 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 and the steps taken 
to ensure inclusivity   
 
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.    
 
Acknowledge the decision on adopting the Wrekin Housing Trust approach in relation to 
voids.   
    

Recommendations 
 
The Board is requested to NOTE this report  
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Strategic and Operational Risks and Risk Appetite 

No.  Risk Description Inherent Current Target Direction 

SR03 

Risk   

Appetite: 

Averse 

  Governance Compliance 

Inability to demonstrate assurance that 

systems and processes are 

adequately monitoring the business 

causes loss of G1 governance rating 

leading to reputational damage and 

potential loss of grant funding and 

current and future business. 

16 3 3  

 

 

  

1.0     Introduction 

 

1.1 As previously reported, we have been running a recruitment campaign to fill the 

vacancies on the CVAG membership and to support our succession plan. 

 

In November following a successful interview we appointed David Linwood onto the 

group. David was formally a Customer Inspector supporting the Scrutiny Panel and 

more recently a digital volunteer assisting customer to increase their digital skills. 

 

We have also had three completed application forms as a result of our recent 

recruitment campaign and interviews are taking place on 27th January. 

  

1.2 In November members attended a Westminster Briefing; Engaging and Including 

Social Housing Residents; Tackling Stigma, Segregation, and Making Sure Voices 

are Heard. We felt that these topics were relevant to our role and there were some 

extremely interesting discussions with both residents and housing professionals 

about the approach being taken by different organisations.     

 

The general feeling amongst residents and the sector is that during the past few 

years housing providers have responded to the Regulators focus on governance, and 

the relationship between landlords and their residents has suffered as a result.   

 

There was a lot of emphasis on co-creation of services, involving residents and 

services users at the planning stage so that they can have meaningful input into 

shaping services. 

 

The importance of inclusivity, making sure that feedback is actively sought from all 

tenure types not just tenants was also a focus for discussion, and something that 

CVAG will be looking for in all consultation and customer satisfaction reports. 
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Residents having access to the Regulator is something that we are hearing more 

about but to date there hasn’t been any information about how this would happen in 

practice. In workshops that we attended with the National Housing Federation around 

the launch of the Green Paper there was a lot of discussion about a National Voice 

for Tenants which would have some sort of direct access to the Regulator. However, 

there has been no update regarding this in recent months, so we are keen to see how 

or if this gets progressed. 

 

Members also attended the National Scrutiny Conference which explored different 

and new approaches to resident scrutiny. We will be reviewing our approach to 

scrutiny at our planning day in March, particularly in relation to how we communicate 

scrutiny activity within the organisation and with customers. We also want to explore 

how we can use digital options in the scrutiny process.    

 

2.0 Communication   

 

2.1 Our first visits to operational teams have been completed except for the repairs 

service. At the time of our programme of visits the repairs service was being 

reconfigured and it was agreed that this visit would be postponed until the new 

arrangements were in place. 

 

As previously reported, we found the visits interesting but more importantly, it was an 

opportunity to meet with staff and to introduce ourselves and talk through our role 

within the Group.  

 

 We know that business transformation is taking place and feedback from staff very 

much reflects where the organisation is in the process. What was clear from our 

discussions with staff, is that there is a genuine commitment from staff to ‘doing a 

good job.’ 

 

 We were really amazed at the range and complexity of services provided and to the 

emphasis on the customer. We were particularly impressed with the reception 

service provided at Community House which was absolutely first class and a real 

credit to TCHG. 

 

 As customers, we are not aware of all the back offices processes involved in 

delivering services on the ground, and the visits provided real insight into how all the 

services and teams join up.  

 

Overall staff were positive about the changes; however, some did have concerns 

about the extent of change and the resources required to deliver the new ways of 

working. 
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 We are aware that regular staff surveys are being carried out and any issues raised 

are being addressed. 

 

 As suggested by the Group Board previously, we will continue our programme of 

visits and anticipate that things will settle down throughout this coming year. 

 

2.2  Along with other residents we have had input into the new customer engagement 

area of the website. This now reflects the opportunities for involvement as well as 

how feedback from customers has made a difference. We look forward to seeing an 

increase in these news items as the new processes to link customer feedback to 

actions become more embedded.    

  

3.0  CVAG Priorities  

 

3.1 Digital Inclusion 

  

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

of Worcestershire college and Digital Volunteers. We recognise that the challenges in 

relation to moving customers to digital engagement are much wider and the table 

below indicates that there is some way to go to change customer preferences in 

relation to communication. 

                      

 
 

 

          December 2019 

 

 

In November a digital scheme was launched for new tenants. A package of support is 

now provided to tenants who want to opt into the scheme and have an appropriate 

level of digital skills. New tenants are given a tablet device and one-year free internet 

access.  
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We have requested quarterly update reports to determine how this is being received 

by customers and the benefits this is providing to the Group.   

    

3.2 Service Standards – Consultation with customers has been carried out to determine 

the services that customers want to hear about in relation to performance. The 

results indicate that the following areas are those that customers want to receive 

performance information about: 

 

• Repairs 

• Anti-social behaviour 

• Complaints 

• Upkeep of Neighbourhood 

• Answering your calls 

• Answering your correspondence 

 

Options are now being considered regarding presentation of information for the 

website. 

          

3.3 Health and Safety – Members will recall that the focus of this review was fire safety 

specifically in relation to communication with customers. We have completed our 

review and Ian Hancock and relevant Heads of Service have now responded to the 

emerging recommendations and our report is attached to this agenda. 

   

4.0      Customer Satisfaction 

 

4.1 Satisfaction across most services is on or above target. Overall satisfaction with 

customer service is below target for Quarter 2.  

  

4.2 We note that satisfaction with complaints handling is below target at less than 40% 

which is a concern. Feedback indicates that customers experience a lack of 

communication throughout the process and overall handling of complaints is not 

considered to be effective or efficient.  

 

We are aware the complaints process is being reviewed with a view to introducing a 

more streamlined approach, so we hope to see an improvement in these results. 

 

 

  5.0 Service Standards Performance  

 

5.1 We were pleased to note that performance across most services is on target. 

However, at the end of Quarter 2 the number of calls coming into the contact centre 

answered within target (120 seconds) was 66% against a 90% target.  Also 16% of 

calls were abandoned against a 5% target. These figures are a slight improvement 

on Quarter 1 but still significantly outside of target. 
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 When we met with the Contact Centre Manager in November, we were advised that 

the main contributary factor being a resource issue in the Contact Centre. 

 

 The Contact Centre Manager was confident at the time that the issues influencing 

performance had been addressed and anticipated an improvement in Quarter 2. 

While there has been a slight improvement, we remain concerned about staffing 

levels and the impact this is having on customer service.    

 

 We are aware that the Executive Team are putting arrangements in place to address 

the issues particularly during busy times to reduce the number of abandoned calls. 

 

 We don’t expect to see the impact of these changes in Quarter 3 performance results 

but anticipate improvements in performance during Quarter 4.  

 

5.2 The response within timescale to ASB issues remains below target at 88% but has 

improved since Quarter 1 (81%.)  We are advised that this is being monitored and 

that staff continue to prioritise ASB issues  

 

5.3 Performance in relation to grass cutting is below target for Quarter 2 at 14 days 

against a 12-day target. We understand that this was a result of challenging weather 

conditions.   

 

5.4 Performance for repairs completed within 7 days was 92% against a 95% target. We 

have been advised that this is a result of an increased demand for nonstandard parts 

and this is currently being addressed and we should be an improvement in these 

results for Quarter 3. 

 

5.5 Although satisfaction with repairs is 95%, we are concerned that the number of 

surveys completed is not a valid sample size to provide confidence in these results. 

The new transactional repairs survey is completed digitally at the point of service 

delivery so we would expect an increase in results compared to previously when 

telephone surveys were carried out by an external company.    

 

 We understand that on occasions not all repairs can be completed at the first visit. 

However, we know that customers do not feel sufficiently informed on these 

occasions about how issues will be resolved, and communication needs to be 

improved between the operatives and the customer. Lack of information leads to 

increased call volumes from customers chasing repairs.    

 

 We have raised our concerns with Ian Hancock and have been assurance that both 

matters above have been addressed and the expectations have been communicated 

to all operatives. 
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6.0 Customer Engagement  
 
6.1 We feel that strategic customer engagement is now robust and becoming more 

embedded as CVAG is now more established and we have settled into our role. 
However, we understand the importance of widening opportunities for all customers 
to have their views heard. 

 
We know that meaningful customer engagement is not necessarily achieved through 
traditional involvement structures, but through a range of flexible and accessible 
opportunities. We are aware that a lot of work is being done across the Group to put 
new processes in place to increase customer feedback including customer journey 
mapping, a review of customer feedback methods and the introduction of anniversary 
surveys for all tenants, leaseholders and shared owners. 
 
It is important that customer feedback is acted on, and that customers are always 
kept informed of how their feedback is used to drive service improvements and 
increase customer satisfaction.   

 
Through our quarterly performance reports, we receive, we will be monitoring what 
feedback is coming into the organisation and how this is being acted on.    
  

  

7.0 Together with Tenants 
 
7.1 We have been involved in shaping the TCHG Customer Promise and are aware that 

senior managers have now met to consider the draft principles. 
 

Consultation will be taking place over the next few weeks with customers more 
widely before finalising the Groups approach.  
 
We will be working with Gill Mooney to develop an action plan and timetable and 
agree a set of performance indicators to measure performance against these 
commitments. Further detail is being provided to Group Board on their planning day 
ahead of this meeting. 
 

  

8.0      Voids 
  
8.1 We previously outlined to members Wrekin Housing Trusts (WHT) approach to 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. We feel this could support 
tenancy sustainability if it is cost effective to deliver this service. 

 
 Following a visit to WHT by members of the Voids Working Group this has been 

investigated further. We have since been advised that on balance the current 
processes were delivering good results and good customer feedback and that it isn’t 
appropriate to look at incorporating further changes now.  
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However, it has been agreed by Ian Hancock that it would be worth commencing a 
trial to see performance could be maintained or improved and whether it could result 
in cost savings. 

 
9.0 Scrutiny  
 
9.1 We have completed our review of fire safety and our report is attached (Appendix 1)  
 
 We are pleased with the management responses to CVAG will conitine to monitor the 

implementation of these actions.    
 
9.1 Neighbourhood Services 
 We have started this review which is focusing on the Regulator of Social Housing 

Neighbourhood and Community Standard. More specifically, the services and role 
that TCHG is responsible for delivering in the neighbourhoods they manage.  

 
 We anticipate that this review will be finalised in March and we will present a 

concluding report to Board in June. 
 


