
 
 

 

Report to the Group Board  

Meeting held on Thursday 17th June 2021 

Agenda Item 4 Customer Voice and Assurance Group Report 

Sponsored by Marina Banner 
Group Director / Group Secretary 
 

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 work 
carried out in delivering their terms of reference.  
 
The report provides the following updates: 
 
• Customer Service Working Group 

• Neighbourhood Co-ordinator pilot 

• Customer Portal 

• Neighbourhood Walkabouts 

• Service Standards  

• Operations Committee  

• Q4 performance  

• CVAG Annual Appraisal 

• Planned Activity  

Recommendations 
 
The Board is requested to NOTE this report. 
 

 
 

Strategic and Operational Risks 
The CVAG continue to experience difficulties brought about by the challenges of the 
pandemic but remain involved in strategic customer engagement activity.   

 

  



 
 

 

1.0     Introduction 
 
1.1 Since last reporting into Board in March we have continued to experience difficulties 

getting members together for virtual meetings during this latest lockdown. In June we 
will be resuming meetings at the Wyre Forest District Council offices at Fine Point and 
members are looking forward to ‘getting back around the table’.   

 
1.2 For all of us it’s been a time to refocus on what’s important, and in April one of our 

long-standing members, Ed Rimmer stepped down to devote more time to his family.   
 
1.3 Through our recruitment campaign we are really pleased to welcome two new 

members, Sarah Tranter and Paul Groves. Both have completed their formal 
induction and are now attending meetings.  

 
Sarah has a professional background in Social work and  Education, working with 
Children and Family Services and Homeless Services, and is currently working with a 
university as a Disability Consultant and Researcher within a Carer and Service User 
Focus Group ensuring standards are met within the Institute of Health and Society. 
 

 Paul’s employment spans a wide variety of roles including position he held withing the 
local carpet industry. When living in the Black Country Paul held the position as 
Chairman of a local Tenants Association, a position he enjoyed and held for 3 years. 
Paul also worked at West Midland Safari Park looking after customers and visitors to 
ensure their visits were enjoyable and safe.   

 
1.4 One of our members, David Linwood assisted by Paul Groves are providing one to 

one training on the use of the tablet devices for members who feel they would benefit 
from some additional support.  

 
         
2.0 CVAG Activity  
 
2.1 Customer Service Working Group 

As previously reported three members of CVAG are involved in the Contact Centre 
Working Group. The group has now revised its remit to include customer service 
more broadly. We appreciate that the Contact Centre is the main access route into 
the organisation for customers, however, we know that there is a direct correlation 
between how customer service is delivered across the Group, and call volumes and 
we welcome the widening of the role of the working group.   
 
The consultant Richard Walker from HQN has completed the customer journey 
mapping of the repairs service. The concluding report and presentation didn’t 
produce any surprises and we are aware that some steps had already been taken by 
the new Head of Repairs and Voids to address some of the blockages and 
communication issues.  
 
 
 



 
 

 
 
It was interesting to hear the customer feedback from the interviews that took place 
as part of the process, the number of calls that repairs generate through the Contact 
Centre and related complaints. We understand that the learning from the exercise will 
be used to implement further improvements to the Repairs Service over the coming 
months.  
 
We will be carrying out a scrutiny review of the repairs service later in the year so we 
would expect to see a reduction in both call volumes and complaints.    
 

2.2  Neighbourhood Co-ordinator Pilot  
 Following the focus group meetings about the future of the housing service we 

attended a meeting to hear more about the proposed new Neighbourhood Co-
ordinator Pilot due to start in June.  

 
We are pleased to see that the feedback from customers has been used to shape the 
new service. However, we have some concerns that the ‘new’ service that is being 
proposed is nothing short of what customers would expect to receive from their 
landlord through their rent and service charges.   
 
If the service is being promoted as something new, with the Neighbourhood Co-
Ordinator being more visible, customers will expect to see and feel something 
different and we will be monitoring the impact of this new approach.   
 
We asked to see the survey that is being sent out ahead of the plot and have passed 
on our comments to be considered prior to the communication going out. We have 
asked to see the feedback from the initial survey and whether satisfaction improves 
as the pilot progresses.   

 
2.3 Customer Portal 
 We attended a presentation on the new Portal which was due to go live in May 2021.  
 
 The Portal functionality and navigation appear to be satisfactory and we will be 

attending a further presentation at the final development stages. 
 
 We are aware that access to the former portal, MyAccount was removed in  March 

and this did result in complaints from customers not able to check their personal 
information particularly rent accounts, which we assume led to an increase in calls to 
the Contact Centre.  

 
     It has been difficult to encourage customers to use the portal and we were 

disappointed to hear that customers currently registered will have to re-register when 
the new portal goes live. It would have appeared more logical to migrate existing 
users into the new system for ease, but we understand that this isn’t possible 
because there is no integration between CX and MyAccout and password encryption 
would prevent the migration of information.   

 
 



 
 

 
 
2.4 Neighbourhood Walkabouts 
 A CVAG member is now joining the Housing Services Manager and Neighbourhood 

Officer on estate walkabouts.   
 

We really want to understand more about what’s happening on the ground so that we 
can appreciate some of the challenges that staff, and customers are facing cross the 
different neighbourhoods.   
 
We anticipate seeing some common issues that we expect will be addressed as part 
of the new Neighbourhood Co-ordinator approach and more targeted resourcing.   

 
2.5 Service Standards  
 As part of standard reporting we receive a quarterly performance update on service 

standards. We know that the current standards are under review as new measures 
are put in place to pick up the key expectations in new Tenant Satisfaction Measures, 
and we have asked for improved reporting to customers on the website to provide 
greater transparency.  

 
 We look forward to seeing some new performance measure for neighbourhoods and 

we are aware that this is being picked up a part of the Neighbourhood Co-ordinator 
pilot.  

 
We have asked to see performance, satisfaction, compliments and complaints in one 
report for each service to provide a better overview once the new standards have 
been agreed. 
 

2.6      Operations Committee 
 We are aware that a new Operations Committee will be part of the Governance 

structure going forward and at the last Group Board Meeting the Group Chair 
stressed that he was keen to get CVAG involved in discussions about its 
implementation.  

 
 As Chair I asked to meet with Matt Cooney on behalf of CVAG members to begin 

these discussions and talk through our thoughts and concerns.  
 
 While we fully support the proposal to have customers involved on the new 

Committee, we do not want this to create competition between the two groups. We 
also feel that no customers involved at a strategic level should be remunerated. In 
the past when there have been paid Tenant Board Members this has created a ‘them 
and us’ situation. We feel that paying customers changes the relationship and the 
dynamic and would not be in the best interest of customers or TCHG. 

 
 We have suggested that the CVAG chair is a member of the Operations Committee 

but still reports into Group Board, and we have also asked to be involved in the 
recruitment of customers onto the Committee.  

 
 



 
 

 
 
 We want to understand more about the role of the new Committee and how CVAG 

will fit into the reporting structure going forward. We don’t want CVAG to become a 
scrutiny body, we have been much more than that and want to continue to deliver a 
wider remit in future.   

 
 In 2021 we will explore the introduction of a ‘scrutiny pool’ to assist with each review. 

The idea is to bring more objectivity to the process while also opening opportunities 
for more customers to get actively involved. Members of the Scrutiny Pool will be 
involved at the start of each review, and will assist CVAG in reviewing policies and 
procedures as well as performance and satisfaction, and if appropriate will take part 
in customer journey mapping which we are building into all future reviews. Using 
digital platforms, quarterly magazine and Starter Tenancy visits we will promote the 
new scheme with the aim of building a register of people who will be able to 
contribute to the scrutiny process and other engagement activity to suit individual 
preferences. We will keep the Board updated on how this is progressed.    

 
       
3.0 Q4 Performance  
 
3.1 Contact Centre  

We note that for Q4 the Contact Centre call handling performance remains below 
target at 82.99% of calls answered within 120 seconds against a 90% target. This 
has remained a constant concern for CVAG and although we have been reassured 
that recruitment and training is taking place improvement is slow. 

 
 This issue was picked up in the latest Customer Service Excellence assessment and 

is being addressed through the Customer Service Working Group, but we remain 
concerned at the length of time it is taking to get response times within target. 

 
3.2 Complaints 
 We requested a more detailed complaints report for Q4 including learning outcomes. 

We noted that several early resolution complaints logged through the website relate 
to ASB and are not actually complaints. We are advised that a new quick ASB 
reporting function has been added to the website, so we expect the numbers to 
reduce for Q1. 

 
 We have also requested changes to the on-line complaint form to confirm if an issue 

has been raised previously to remove first time service requests from the statistics. 
This has now been put in place and again we anticipate a reduction in complaint 
numbers as a result.  

 
 The leaning outcomes are important at preventing future complaints. We know 

through Gill Mooney that learning actions will be monitored to determine whether 
complaints of the same nature continue to be made. 

 
 
 



 
 

 
 
 Satisfaction with complaints is below target for the quarter at 74% against a 90% 

target.  Having read the feedback, dissatisfaction relates more to the frustration 
customers feel at having to complain in the first instance. We are pleased to see 
positive customer feedback in relation to complaint handling as detailed below:   

 
 “I’d just like to make a comment about Tina Browne, who handled my complaints. Not 

only did Tina listen to my complaints and support me; but she also gave me the 
confidence to speak out and as a result I feel my complaint will make a positive 
difference to future situations. Thank you, Tina, for being so supportive and helpful 
and for explaining everything to me in depth, reassuring me always.” 

 
 “Just keep Tina Browne in complaints department. Very good at her Job. 5 Star” 
 
 “Keep Tina Browne. She is an asset to the team and was a very nice lady who took 

the time to listen. Even if i hadn't received the outcome i would have wanted i thought 
Tina was amazing throughout and any company would be lucky to have her in their 
team.”  

 
 “My complaints handler Tina was fantastic and kept me informed every step of the 

way! It was extremely comforting knowing I had a point of contact I could rely on if 
needed! It saved me a lot of stress and I cannot imagine not having that point of 
contact available to me!” 

 
 At our meeting on 3rd June we started our scrutiny review of complaints. We are 

aligning the review to the internal audit of complaints taking place in August this year. 
 
 
4.0 CVAG Annual Appraisal 
 
4.1 In April we completed our annual appraisal. Although this has been a difficult year 

and we have faced many challenges, members consider that CVAG has fulfilled its 
role providing assurance to the Board and has delivered the terms of reference with 
the exception of scrutiny reviews which have now recommenced.   

 
 
5.0 Planned Activity 
 
5.1 Our members are keen to get actively involved in some key projects outlined in the 

Corporate Plan including Health and Safety, Development and Decarbonisation. 
From Quarter 1 we will be receiving performance information against the TCHG 
Customer Promise and we will be updating customers on all our activity through 
media platforms, Streets Ahead and the Annual Report. 

 
 
 
 
 



 
 

 
 
6.0 Goodbye Marina 
 
6.1 We were both shocked and pleased at Marina’s announcement to say farewell to 

TCHG after so many years.  
 

Shocked because Marina has been such an integral part of TCHG right back to the 
formation of Wyre Forest Community Housing over 20 years ago. But we were also 
pleased that Marina will be taking a well-earned rest and spending quality time with 
her husband John. 
 
Marina has been a champion of customer engagement and we appreciate everything 
that she has personally done for us.  
 
We wish Marina a happy early retirement, one which she has truly earned and 
deserves.  
  


