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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 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. 
 
Activity during the quarter: 
 

• Adapted to the challenges of remote working  
 

• Revised the membership 
 

• Attended training including updates from the Housing Ombudsman and the 
Regulator 

 

• Restated priorities for 2020/21  
Contact Centre 
Transition to Digital 
Togther with Tenants 
Communication 

 

• Suspended the scrutiny programme in response to changing business priorities. 
 

 

Recommendations 
 
The Board is requested to NOTE this report  
 

 

 

 

 

 

  



 
 

 

  

 

1.0     Introduction 

 

1.1 Since reporting into Board in April the world around us has continued to change and 

like the rest of the organisation, we have found ourselves coming to terms with the 

challenges of remote working. 

 

It’s fair to say that digital communication has presented some difficulties. However, 

we have, and with perseverence ,a degree of persuasion, and a great deal of hard 

work, most of our members are now using Microsoft Teams. 

 

This has taken time and we are sure the Board will understand that we have not been 

able to deliver ‘business as usual’ However, we are now feeling more comfortable 

with the technology and are moving forward and starting to develop a proposed new 

work plan. 

    

1.2 Unfortunately we have had one-member step down due to personal issues rand 

regretfully we have found it necessary to terminate the membership of one our 

members due to a breach of the code of conduct which is disappointing. 

 

1.3 As Chair you will be aware that I have provided an update on our activities to the 

Board and have also attended meetings of the Incident Management Team (IMT) to 

raise any concerns raised by customers through our members. 

 

 In future we want to reintroduce the meetings with the Executive Team which we 

previously found to be very informative.  

 

1.4 I have attended webinars including the Northern Housing Consortium Annual 

Resident Engagement Conference with speakers from the Ombudsman service and 

the Regulator. 

 

 

 

 

 

 

1.5 The Housing Ombudsman-A new code is being published in the summer which is 

aimed at setting a consistent framework for complaint handling across the sector. The 

Code has been developed in consultation with landlords, residents and professional 

bodies and aims to be more relevant to boards as well as frontline staff. 

 

 We are aware that a review of complaints handling is being carried out across the 

Group so this is timely, and CVAG will work closely with Gill Mooney on the 

development of the procedure taking account of the new guidance.   

 

1.6 The Regulator-Jonathan Walters, Deputy CEO at the Regulator of Social Housing  



 
 

 advised that the pandemic had stopped the publication of the Government’s White 

Paper, but they were working towards getting it published as soon as is feasibly 

possible. 

 

 He went on to say that landlords will be expected to work with tenants to review their 

repairs service following the pandemic.  The CVAG attended a Teams meeting and 

received a comprehensive presentation from Mel Bailey on the Groups recovery plan 

for repairs  which we support and we have asked to receive updates through the 

stages of implementation.    

 

 We can expect to see a strengthening of Consumer Regulations, and there will be a 

published KPI regime in place because there are concerns that landlords don’t 

provide enough information for tenants to hold them to account. 

 

 When asked about the possible introduction of a T rating like G for governance and V 

for viability, Jonathan was deliberately vague and advised that landlords and their 

tenants will need to wait for the white paper to be published.  

 

2.0 Communication   

 

2.1 Obviously our planned rolling programme of visits to teams will not go ahead and it is 

unlikely that these will continue in the format that we had originally planned. 

 

 We think it is important to continue having regular contact with staff and it may be 

possible for us to meet with staff through Microsoft Teams in the future. We 

appreciate that the Group needs to focus on recovery planning before we can start to 

give this further consideration.  

 

 We are aware that the Group has provided a lot of information to customers since the 

start of the pandemic, and information is regularly updated on the website to provide 

advice and support.  

 

 We are continuing to use the CVAG Blog and the Groups Facebook page to get key 

messages out to customers and through the IMT meetings I am raising any concerns 

that CVAG are made aware of. 

  



 
 

 

 

3.0  CVAG Priorities  

 

3.1 We reported to Board our planned priorities for 2020/21 and feel that these are still 

relevant, if not more so, as the Group emerges from the challenges of Covid19. 

 

 We propose to focus on these areas; however, a key priority will be for CVAG to 

understand the impact of Covid19 on services across the Group as we start to recover 

from these unfamiliar circumstances.  

   

Contact Centre 

We agreed to focus on this service due to performance targets not being achieved in 

2019. We are aware that in quarter 1 calls have been diverted directly to teams to 

reduce the pressure on the contact centre. We are keen to understand how and if this 

has affected performance and what the levels of customer satisfaction are since the 

changes were introduced.   

 

We will also continue to monitor how the Contact Centre performs when and if the 

arrangements that were in place previously are resumed, and after the planned 

integration of the Contact Centre and amica24 .     

 

Transition to Digital 

We want to focus on this as a priority, taking account of the changes to service delivery 

and working practices, and how customers have responded. We are interested to 

understand whether there has been increased use of digital communication and 

service requests, and whether there have been additional registrations on MY Account. 

 

More importantly, what will the Groups digital strategy be now. Like nearly every 

business the use of digital technology has been accelerated at great pace to keep 

services running. What this means in terms of service delivery in the future will no 

doubt be determined over the coming months, and we want to understand the impact 

on customers, and how we can support both customers and staff through the transition.   

 

Together with Tenants-Customer Promise  

This pilot project emerged in direct response to the findings published in the Green 

Paper and the need to strengthen the landlord tenant relationship and build trust.  

 

Considering the forthcoming publication of the white paper, we feel that the 

commitments that the Group has signed up to are more important than ever and will 

help to provide evidence that customer service and customer focus are firmly 

embedded across the organisation.      

 

Communication 

Our plans are outlined above but we would like to see the publication of an annual 

report which is not just available on the website but can be provided in hard copy to 

ensure that all customers have access to information. 

 

 



 
 

 

 

We are aware that consultation has taken place with customers to determine what 

performance information they want to have access to. We know that the Regulator has 

emphasised the need for more transparency in relation to performance reporting, and 

we are keen to hear about different options that are being considered to ensure that 

this information is made accessible.  

 

4.0      Scrutiny   

 
    We have suspended our review of Neighbourhood Services and are revising our 

programme of reviews which were scheduled to take place this year. 
 
 We had planned to scrutinise the repairs service and complaints handling. 
 
 We have been advised that a complete review of the repairs service will take place 

this year. The new procedures will take time to become embedded, so we now 
propose to review this service 2020/21 to see how the new arrangements are 
working. 

 
 As previously stated, we are aware that the Groups complaints procedure is also 

being revised taking account of guidance form the Housing Ombudsman. 
 
 The CVAG will oversee this review which will involve customers and staff and again, 

it would be sensible to review this service next year once it has been implemented. 
 
 We have not yet highlighted a service for scrutiny for the remainder of this year. We 

are aware that services may be delivered differently, and it would not be fair to review 
services during a period of change. We will revisit our position in the Autumn and 
discuss our thoughts with the Executive Team. 

 
 

5.0 Response to Covid19 
 
5.1 On behalf of CVAG I would like to congratulate and thank the  Executive Team, staff 

and Board for the fantasic job you have done during such challenging times. Keeping 
services running, keeping staff and customers safe, and keeping us all informed. We 
know things can never be the same and we look forward to supporting the Group 
through the transition to the ‘new normal.’ Whatever that may be!    

 
 
 
 
 
       


