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Executive Summary 

The report covers the activities of the Customer Voice and Assurance Group and work 
carried out in delivering their terms of reference.  
 
It is important to note that due to the challenges of remote working CVAG have not 
continued to deliver the work plan and scrutiny programme as planned. Work is underway 
to reset the plan.  
 
 The report provides the following updates: 
 

• CVAG membership and plans for recruitment.  
 

• Review of Customer Service performance 
 

• CVAG Activity including involvement in working groups linked to the development 
of the corporate plan, Together with Tenants, publication of the Social Housing 
White Paper and the Green agenda and fire door replacement programme.   

 

• Planned programme of scrutiny reviews 
 

• Planned CVAG workplan for 2021/22 
 

 

Recommendations 
 
The Board is requested to NOTE this report  
 

 

 

 

Strategic and Operational Risks 

 

The CVAG have experience difficulties thoughout 2020 brought about by the 

challenges of the pandemic. Members have struggled with virtual meetings and are 

concerned about recruitment of new members as outlined in the report.  



 
 

 

 

1.0     Introduction 

 

1.1 First of all, on behalf of CVAG I would like to wish the Board and Executive Team a 

Happy New Year. I’m sure we are all hoping for a return to normality at some point 

during 2021. 

 

1.2 Since reporting into Board in September we have continued to meet monthly. As we 

have moved through different stages of lockdown. members have participated when 

they have been comfortable and able to do so. 

 

1.3 We carried out a recruitment campaign through the Annual Report to Customers but 

unfortunately this has not led to the appointment of any new members. We have 

capacity for 12 members and are currently operating with 8. With members due to 

step down in September we are concerned about continuation of CVAG. 

 

1.4 We accept the need to refresh our membership and bring new skills and experience 

to the Group, and we are aware that we have flexibility to extend terms of office in 

certain circumstances. However, we feel that aligning the strategic customer groups 

terms of office to that set out for Boards and Committees needs to be reviewed.  

 

1.5 Recruiting onto customer groups is always challenging, and if we have customers that 

remain interested and fully committed it seems sensible to retain that engagement. 

We have discussed some options to attract new members including, promoting CVAG 

through all publications and satisfaction surveys, as well as running a recruitment 

campaign explaining the benefits of being able to engage digitally with equipment and 

internet provided.  

         

2.0 Customer Service Performance  

 

2.1 Although we have discussed quarter 2 performance, we do not propose reporting on 

this in any detail. We are aware that every effort has been and will continue to be 

made to deliver services as usual as far as possible. 

 

2.2 We raised concerns regarding the complaints performance during the quarter and 

have worked alongside Gill Mooney to develop the new procedure and are aware 

and pleased to see that performance has improved during the first part of quarter 3. 

 

2.3 Again we are pleased to see an improvement in Contact Centre call handling, and we 

look forward to the agreed measures being put in place to improve performance 

further. 

 

2.4 At the time of writing this report we have not had the opportunity to meet to discuss 

performance for Quarter 3 but will pick this up at our meeting later in the month. 

 

 

 



 
 

3.0 CVAG Activity 

 

3.1 Corporate Plan-In December we met with Matt Cooney to discuss and input into the 

new Corporate Plan.  

 

We welcome the re-focus on the core housing service and plans to move to less 

complex and more joined up services for customers. The current complexities of the 

organisation are very confusing for customers and we are pleased to see that 

customers and customer service are being placed firmly at the centre of the new Plan.  

 

 We were also pleased to see a good response to the wider customer and stakeholder 

consultation in the Plans development, and that there will be ongoing communication 

and engagement with customers as the Plan evolves.  

 

3.2 Contact Centre Working Group-Our members along with staff are involved in the 

Working Group which has been established to consider the challenges faced by the 

Contact Centre and how performance and the customer experience can be improved. 

As part of the project, customer journey mapping exercises are being carried out 

initially by an external consultant from Housing Quality Network (HQN) and we fully 

support this to ensure complete independence.  

 

 We recognise the importance of the Contact Centre and appreciate that it can only 

perform effectively with the full support of the rest of the organisation and this is also 

being addressed through the Working Group.    

 

 Working with staff to improve the Contact Centre performance was a CVAG priority for 

2020/21 and we are pleased to be involved early in the development and 

implementation of the improvement plan.  

 

3.3 Joining up services-Our members along with staff are exploring different housing 

service delivery models and have met up with Rooftop staff to discuss how their 

neighbourhood services are structured. It’s fair to say that they currently operate a 

similar service to TCHG and are reviewing their services too over the coming months. 

 

  Together with TCHG we will engage with other organisations as part of the review of 

neighbourhood and housing services.  

 

 The are some real strengths in the current arrangements for the delivery of housing 

services. Particularly in relation to tenancy sustainability which has been very 

successful, having a positive impact on voids, arrears, anti-social behaviour and 

provided support to individuals and families. But, from a customer perspective, it’s 

important to have a simple access route into the organisation and to know who to 

contact and this is notalways the case. We are pleased that our concerns about this 

have been listened too and this is where TCHG is moving to as part of the Housing 

Services review.  

 

 

 

 



 
 

 

It is difficult for customers to identify with TCHG as a landlord with so many different 

brands and logos. We accept that TCHG has a range of different customers who have 

different contractual relationships, but we welcome a more simple and unified identity 

across all services.    

 

3.4 Together with Tenants-As an Early Adopter, CVAG have been involved in workshops 

and webinars with the National Housing Federation and have input into the 

development of the Together with Tenants Plan and Charter. 

 

 We have met with other Housing Associations and their customers as part of this 

process to share ideas and worked with Gill Mooney to shape the TCHG Customer 

Promise.  

 

Consultation on the draft TCHG Customer Promise (appendix 1) was carried out with 

customers more widely in 2019 prior to Board Approval in 2019.  

 

           During 2020, Together with Tenants was suspended due to the pandemic, but we are 

now able to move this forward and are working with Gill Mooney to develop a new 

scorecard to measure performance against the Customer Promise. This will be 

reported quarterly (first report quarter 4) to CVAG, TCHG Leadership Team, Group 

Board and published on the website and included in newsletters and the Annual Report 

to Customers. 

 

 Members of CVAG will be attending weekly webinars throughout February organised 

by Together with Tenants West Midlands. 

 

3.5 Social Housing White Paper- Since the publication of the green paper we have 

continued to engage in webinars and workshops with the Regulator, National Housing 

Federation and Housing Quality Network.  

             

We are delighted to see that many of the key themes emerging from the green paper 

are included in the white paper. 

 

The safety of residents has to be a priority and we are pleased to see that this will be 

strengthened through the new Consumer Regulation Standards. 

 

Complaints handling was always going to be a key focus and we welcome the 

strengthening of regulation in relation to this and are pleased to have had direct 

involvement in the review of TCHG’s procedure in 2020. We want to focus more on 

complaints and the learning from complaints as part of our workplan and scrutiny 

programme during 2020/21.   

 

We feel that effective, timely and meaningful resident engagement needs greater focus 

and we can see that this has been addressed. Again, we welcome the expectations 

placed on landlords to evidence that customers have greater influence and are 

upskilling customers to actively participate in decision making.  

 

 



 
 

 

 

 

With this in mind, we are keen to hear more about the Government-led learning and 

support programme which is being made available to residents of social housing.      

 

We note that the Regulator is developing a set of resident experience metrics covering 

a range of services and look forward to working with staff to consider how this 

information will be communicated out to customers.   

             

            We have discussed the correlation between the proposed metrics outlined in the Paper 

and the TCHG Customer Promise. As we learn more from the Regulator about the 

proposed new metrics, we will review performance reporting. 

  

            Having seen the proposed focus of the new Corporate Plan we can see that the 

priorities set out in the white paper are firmly embedded.   

 

3.6 Green Agenda (Net Zero)-This is a challenging subject and one that is of interest to 

one of our members, David Linwood who has a Diploma in Environmental Science. 

Last year David attended a webinar with Northern Housing Consortium to understand 

more about the challenges facing providers of social housing and their customers over 

the coming years. David also attended a webinar provided by Energy Systems Catapult 

which focused on the production and distribution of household energy.   

 

 This topic is important to CVAG and we are pleased to see that it is featured strongly 

in the corporate plan and we will be focusing on this during 2021/22 as part of our work 

plan.     

   

3.7 Fire Door Replacement Programme- We received a presentation from Abdul Malik 

Head of Health on and Safety on the fire door replacement programme and proposed 

communication to customers which we were happy to sign off.      

 

           We have previously recommended a communication plan for customers across all 

tenures in relation to health and safety more widely and look forward to working with 

staff to shape this during the year.   

 

 4.0 Agendas 

 

 4.1 Throughout 2020 we moved away from our formal meeting structure and adjusted our 

agendas to include Customer Service Performance, feedback from webinars, 

contributions from staff regarding the organisations response to the pandemic and 

emerging topics such as the White Paper and Ombudsmans Complaints Handling 

Code. 

 

4.2 We propose returning to our standard agenda items from January 2021. 

 

 

 

 



 
 

 

 

 

5.0 Scrutiny 

 

5.1 We originally planned to review Complaints and Repairs during 2020/21 but this has 

not been possible due to the pandemic and subsequent decisions by the Group in 

consultation with us to review both services. We have been involved in shaping the 

new Complaints Procedure, and now implemented we propose to carry out Scrutiny 

reviews in 2021/22 

   

5.3 Repairs is the most accessed service for customers, and we are keen to ensure that 

the customer experience has improved as a result.   

 

5.4 With complaints handling, we campaigned for this to be a key focus of the Regulator 

and we’re pleased that the Group has moved quickly to make changes and implement 

a process that complies with the Ombudsman’s Code. The initial results are 

encouraging, and a number of compliments have been received from tenants already. 

We want to make sure the improvements are maintained and work to communicate 

the new service has been effective.  

 

6.0 Work Plan 

 

6.1 We have reviewed our work plan and propose our focus for 2021/22 as detailed below:  

 

• Contact Centre 

• Transition to Digital  

• Together with Tenants   

• Customer Engagement 

• Green agenda 


