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Executive Summary 
The report covers the activities of the Customer Voice and Assurance Group including an 
update on the agreed actions emerging from the scrutiny review of heating repairs and 
gas servicing. 
 
Attached to the report (appendix 1) is the CVAG annual appraisal that was presented to 
Remuneration & Nominations Committee on 12th June  This takes account of CVAG’s 
progress since being appointed in March 2018.  
   
The CVAG are overseeing the delivery of the Customer Engagement Strategy to ensure 
that there is a shared understanding of the key principles of effective and meaningful 
engagement and involvement across the Group, and that appropriate arrangements are in 
place to demonstrate clear links between engagement, service improvement and 
increased customer satisfaction. 
 
A review of the implementation of the strategy is detailed as a separate report on this 
agenda. 
 

Recommendations 
 
The Board is requested to NOTE this report  
 

 

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 6 3 
 



No.  Risk Description Inherent Current Target Direction 

 

 Operational 
Risk  

R664 

Lack of involvement/ accountability 
to stakeholders causes 
dissatisfaction and failure to meet 
regulatory requirements leading to 
complaints and, enforcement action 

20 6 3 

 

 
 
1.0 Introduction 
 
1.1 In April we said goodbye to Sandra Johnson who resigned due to the time 

commitment required of CVAG members. We were sorry to lose Sandra as a member 
and will carry out a recruitment campaign in June/July though the website and 
newsletter.  

 
1.2 The past quarter has been quiet in terms of formal events, workshops and training. 

However, as Chair I went along with Gill Mooney and Ian Hancock to meet with staff 
at Wrekin Housing to talk further about their same day responsive repairs service. 
Although the service is impressive it is heavily resourced, and while this may be 
something to aspire to in the future, the priority at moment from the Tenants 
perspective is to get repairs completed at the first visit to move satisfaction levels in 
the right direction. 
 

1.3 Wrekin’s approach to void work is also interesting. New tenants are offered the 
services of an Operative for half a day to carry out work which helps with the moving 
in process. This could be minor plumbing or carpentry works but the service is 
flexible to suit (within reason) the customers’ requirements.  We think this is of great 
value to Tenants and its been referred to the Voids Working Group for further 
consideration on whether this can be introduced within TCHG.  

 
1.4 On behalf of CVAG I went along to meet the Chair of the Tenant Panel at 

Bromsgrove District Housing Trust and attended one of their Panel meetings. We 
know that strategic customer engagement is different across the sector and there 
isn’t a model approach. However, it was interesting to see that the Panel were 
‘organisation led’ with the resident panel members having minimum influence over 
their work plan. We appreciate that strategic groups need to work in partnership with 
landlords but clearly the dynamic isn’t always quite right. It is important to ensure that 
we continue with the balance of support and challenge, as well as building positive 
relationships with staff, customers and the Board.     

 
2.0     Communication    

 
2.1 Members will recall from our last report that our intention was to visit Operational 

Teams to get to know staff and to increase awareness of the CVAG role and purpose. 
During May members visited several teams, and we still have some to visit.  

 
 
 



 
 

 
2.2 Before visiting the CVAG members agreed a set of questions to ensure that we got the 

most out of our time with staff.  
 
2.3 The visits have proved invaluable and given us a real insight into how services are 

delivered, and how the business fits together. We are aware that last year was a period 
of significant change and that this is ongoing which can be unsettling. Most staff that 
we have spoken to so far have been extremely supportive of the changes and generally 
feel that the outcomes are positive. 

 
2.4 However, except for a couple of teams, staff are not sure at this stage how the changes 

have or will benefit customers. This is probably due to many of the changes being new. 
We are aware that customer journey mapping is planned as part of the implementation 
of the new computer system, and customers will be involved in that work and be able 
to tell staff first-hand about their experience of services, what is important to them and 
what improvements they would like to see.This should help address this issue. 

           Changes are also being made to the processes for obtaining customer feedback and 
these should provide further evidence.    

 
2.5 We also went along to one of the resident Focus Group meetings at Purcell House. It 

was a positive meeting and the residents were really engaged and genuinely happy to 
be part of the scheme. The staff were absolutely fantastic and should be recognised 
for their hard work dedication and commitment.  

 
2.6 Staff across all the teams that we met with were brilliant. They are all totally committed 

to doing a good job, which is admirable taking account of all the changes, which we 
appreciate can be very unsettling.        

 
 

3.0 CVAG Priorities 
 
3.1 Digital Inclusion 
 We are pleased to see that increasing numbers of customers are signed up to 

MyAccount. However, as previously reported we feel that the customer portal needs 
to be improved to encourage customers to use this as their preferred method of 
contact. We are aware that upgrading the portal is part of the computer upgrade, but 
until then we feel that there will be limited reduction in calls through the contact centre.   

 
 Through the work being carried out by the Transformation Team we understand that 

customer data with regard to communication preferences is now more up to date, and 
we anticipate that this feedback will be used to tailor services to meet these 
preferences.   

 
 
 
 
 
 



 
 
 
3.2 Service Standards – At our meeting in May we received confirmation of the project 

timeline to restate the standards and plans to involve customers in the process which 
we have approved. Some consultation has already been carried out with customers 
to determine what performance information they are interested in receiving. As 
anticipated the main topics relate to repairs and complaints and ASB handling. 

 
 Customers will be involved in agreeing the presentation and content of information 

for publishing on the website to ensure that it is easy to understand and meaningful. 
 
3.3 Health and Safety – Our current scrutiny review is fire safety and we are in the process 

of sending out surveys to customers to find out if communication regarding fire safety 
is effective. The review is due to be completed by the end of July when a full report will 
be presented to the Group Board. 

 
 
 
4.0      Customer Satisfaction 
 
4.1 Satisfaction across most services is on or above target. It is unusual to see a dip in 

satisfaction in relation to ASB. However, we note that response targets have not been 
met for the quarter which may have influenced this result. We are advised that the 
reason for the target not being met was a result of staff restructuring. While we would 
have expected the changes to have settled down we appreciate that teams are still 
becoming established and we anticipate an improvement in the next quarter.     

 
Satisfaction regarding the complaint process is below target and we have requested 
further analysis to determine what is influencing this result. 
 
 

 
  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 4 the number of calls coming into the contact centre 
answered within target (120 seconds) was 79.4% against a 90% target.  Also, 10.55% 
of calls were abandoned against a 5% target. Although these figures show an 
increased performance on Quarter 3 we remain concerned about these results.  We 
feel that the target time of 120 seconds is quite long, however we appreciate that there 
is no point reducing this if this current target cannot be met. 

 
5.2 We are aware that there are plans to merge the contact centre and WTC customer 

service centre. We anticipate that this will bring about positive results and move 
performance in the right direction.   

 
 
 
 



 
 

6.0 Customer Engagement  
 
6.1 In March we received a position statement against the milestones set out in the 

customer engagement strategy. A lot of progress has been made which is positive 
considering the amount of change across the organisation.   

 
6.2 There is a lot of good work being done to engage with customers and we are aware 

that methods of capturing feedback are being improved. 
 
 
 
7.0 Business Plan (Year One) 
 
7.1 At our meeting in May we received a comprehensive report from Marina Banner  

outlining the progress made against the business plan goals. The report was really 
informative and the style of presentation made it easy to understand which was realy 
helpful. A lot of good work has been done which is credit to all involved andf we feel 
the Group has made good progress towards achieving the three year Business Plan. 
We know there is a lot more to be achieved and we will contribute positively and 
support the Group where we can. 

 
 
 
8.0      CVAG Annual Appraisal 
 
8.1 In April we completed our first CVAG appraisal which can be found at Appendix 1. 

Going through the process helped to identify areas where we need to improve and 
focus on in the coming year. We have been proactive in raising our profile and 
improving relationships with staff, customers and the Board which were areas we felt 
needed strengthening and we want to look at how we can test the impact of this.  

 
8.2 The CVAG was established during a period of significant change across the 

organisation which also followed changes to the Groups Board and Committee 
structure. 

 
8.3 It has taken time for these structures to settle down, and it’s fair to say that in the first 

6 months CVAG members were getting to grips with their role and to the new 
arrangements bringing together the co-regulation and scrutiny roles into one group. At 
the same time the organisation was embedding a new business plan and setting out 
the key business priority areas for the next 3 years.  

 
8.4     Although a lot has happened over the year we feel that we have responded well and 

continued to deliver to our terms of reference. We appreciate that while there may have 
been delays and frustrations in moving forward, we have all been facing new 
challenges and changing established ways of working.      

 
8.5 To get a feel for how we have performed, as part of our appraisal process we asked 

to meet with Andy Ballard and Ray Brookes to hear their views on our progress 
during our first year. We feel that the relationship with the Board and Executive Team 
has strengthened during the year and members are more confident when attending 
meetings and presenting information. 

 
 
 
 



 
 
8.6 The feedback we received was positive. Both Ray and Andy complimented us on our 

scrutiny work, pro-active approach to engaging with staff, and with customers through 
the website and our Blog.   

 
8.7 Our role in providing assurance in relation to wider customer engagement was also 

recognised although we accept that this needs further development, and this is 
reflected in our appraisal.  

 
8.8  The meeting was an opportunity for informal and honest discussions and we have 

taken some valuable guidance from the Group Chair, to always look forward. Good 
advice as we tend to spend a lot of time and energy looking back at things that can’t 
be changed, rather than looking ahead to shape the future. 

 
8.9 We would like to thank the Board and Executive Team for the support provided over 

the year and look forward to continuing to build on the strong working partnership in 
the future. 

 
 
 
9.0 Together with Tenants 
 
9.1 Since the launch of Together with Tenants we have discussed the proposed ‘Charter’ 

and what this may mean for the Group. We feel that many of the principles are already 
embedded as part of Community Housing Group’s culture and certainly through the 
Customer Service Excellence standard.  We feel it would be helpful to have measures 
in place to evidence that the principles are being delivered and we will work with staff 
to explore how this could be achieved.    

 
9.2 We are pleased that the Group has signed up as an Early Adopter and will support any 

initiatives that arise from the scheme as the plan gets taken forward by the National 
Housing Federation and the organisations signed up. 

 
9.3 We will do our best to engage the wider tenant body by working with the relevant teams 

to ensure that maximum opportunities are made available to enable them to feed into 
the process.   

 


