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Executive Summary 
The report covers the activities of the Customer Voice and Assurance Group including the 
recommendations emerging from the scrutiny review of heating repairs and gas servicing. 
 
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. 
 

Recommendations 
 
The Board is requested to NOTE this report  
 

 

Strategic Risk 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 
 

 

Risk  

R664 

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

20 9 4 

 

 
 
 



 
1.0    Introduction 
 
1.1 During the quarter we have attended a number of conferences and workshops to 

increase our awareness of what is happening across the sector. These forums also 
provide a great opportunity for our members to talk to residents and staff from other 
housing providers. Some of the sessions we have attended include: 

   
• National Voice for Tenants 
• Procurement training for residents  
• HQN Green Paper- next steps 
• Meeting the Housing Minister 
• HQN Residents Network Annual Conference 
• Networking opportunity with Wrekin Housing Trust staff and residents  

 
2.0     Communication    

 
2.1 Following on from our attendance at the Group Board meeting in October we have had 

two meetings with the Executive Team. The meetings provide an opportunity to keep 
up to date with what’s happening across the Group and to consider how we can 
support some of the work being undertaken across the different teams. 

 
2.2 We feel it is important for staff to know who we are and what our role is within the 

Group, and also for CVAG members to have a better understanding of how different 
departments work.  To help achieve this we will be visiting operational teams over the 
coming weeks and speaking with staff who deliver services to customers.   

 
2.3 We have discussed some of the current business priorities and have agreed to focus 

on 4 key areas and consider how we can work with staff and residents in these areas 
and we are now receiving update reports for these specific services/initiatives   

 
• Tenancy Sustainability 
• Digital Inclusion 
• Service Standards 
• Health and Safety 

    
  2.4 Tenancy Sustainability - We have suggested that the money (£56,000) allocated 

annually to the Area Improvement Fund is diverted to support the Tenancy 
Sustainability Service. The fund was originally made available to Tenant Consultative 
Committees to apply for funding to support local improvements and activities. 
However, very few of these groups remain active and although some projects 
continue to be highlighted through front line teams the fund is not fully committed.   

 
 2.5 We feel that this money could be put to more effective use supporting new tenants 

and we have had discussions with the Executive Team and Head of Housing 
regarding some different options.     

 
 
 
 



2.6 Digital Inclusion -This is a subject for discussion at many conferences and forums 
that we attend and remains a challenge across the sector. It is an emotive topic with 
customers and we appreciate that easing customers toward digital self -serve options 
is difficult. 

 
2.7 We recognise that there is some good work being carried out through digital training 

in the community. However, the results show that this is not necessarily leading to 
customers using the Groups on-line customer portal. We note from customer feedback 
that the logging in process and customers being timed out is an issue. We are advised 
that additional information will now be included on the website to inform customers of 
the time-out process when completing on-line forms. 

 
2.8 Our view is that from the outset customers need to have a positive experience of the 

Groups digital offer. When customers encounter difficulty they lose confidence and 
revert to traditional methods of contact. We are aware that a new customer portal will 
be developed as part of the new integrated business solution, and it would not be cost 
effective to invest in the existing system. However, we anticipate that as a result the 
call centre will continue to receive a high number of calls until this is resolved.   

 
2.9 Service Standards - At our meeting in February we received a report on proposals 

to re-introduce the Tenants Handbook (previously combined with the service 
standards) and to review the current service standards. The timeline for completion 
of these two projects demonstrates that customers will be involved, and we are 
looking forward to working alongside staff to determine the best approach. As part of 
the review we would like the targets to be revised as there are currently a wide range 
of targets which are inconsistent. There is currently some inconsistency between 
targets published on the Groups website and what is stated in standards as some 
standards are clearly difficult to measure and this is being addressed as part of the 
review . 

 
2.10 Health and Safety - Our next scrutiny review will focus on health and safety of 

residents in their homes. We met with the Head of Health and Safety in February to 
have some initial discussions about the scope of the review. We will keep the Board 
updated on progress. 

 
3.0 Performance across customer services  
 
3.1 (a) Customer Service Centre - We are pleased to see that the changes implemented 

in November are having a positive impact and the initial changes are part of a wider 
piece of work to make further improvements. 

 
3.2 The number of calls coming into the call centre remains high with the majority of calls 

being about repairs. The number of customers calling back more than once has 
decreased but was still 34% at the end of the quarter. The majority of these calls were 
to follow up repairs and also relate to staff across different departments not returning 
calls which is concerning and is being followed up and addressed. We are aware that 
the Head of Repairs and Home Safety is doing a lot of analysis to understand the 
reasons for multiple contacts and developing new processes to address the issues and 
we hope to see improvements following implementation of these new procedures.      



3.3 The number of abandoned calls was approximately 13% which is a significant 
improvement and we anticipate that this situation will improve with the integration of the 
multi-functional contact centre.  
       

      Number of 
calls received  

       Number of 
calls answered 

       Number of 
calls abandoned 

17499 14505 2355 
 

3.4 (b) Housing Services - Performance across Housing Services is on or above target. 
We note that the void turnaround time has reduced to 10.02 which is within the 
business plan target of 14 days or less.  

 
3.5 We have asked for further detail regarding void costs which we have been advised 

the Voids Working Group are currently reviewing these to ensure that work carried 
out is being charged to the correct internal budgets.  

 
3.6 The Housing Teams have a programme of planned customer engagement and we 

have requested and received information on the proposed approach for each 
consultation to enable us to provide assurance that there is appropriate and sufficient 
representation. 

 
3.7 (c) Complaints and Compliments Q3 - The number of compliments received 

increased which is a positive result and is recognition for all of the good work that 
continues to be delivered across the different services.  

 
3.8 The number of complaints received increased from the last quarter with frontline 

services such as repairs and energy (e.g. gas and electric servicing, installations, etc.) 
receiving the highest number of complaints.  

 
3.9 We have been advised that the feedback from customers is being used to identify 

specific areas for improvement and will be used to provide further training and 
guidance for staff. 

 
3.10 We will work with different departments to see if the number of complaints reduces as 

a result and will provide further feedback in our update reports to Board.  
 
3.11 (d) Service Standards - Performance is on target for the main service areas with the 

exception of call centre handling which was been addressed and performance is 
improving and repairs completion. We are aware that during the quarter there was a 
higher than average number of repairs which affected the results. We met with Ian 
Hancock in November and gave our support to proposals to reconfigure the repairs 
service to address the performance issues. A new staff structure has since been 
introduced to deliver the service and we are keen to see if the changes bring about 
positive results. 

 
   

4.0 Scrutiny Review - Heating Repairs and Gas Servicing 
 

4.1 We have completed the review and the full report including our observations and 
recommendations is attached (appendix 1) 

 
4.2 As mentioned in our previous report to Board there have been issues receiving timely 

information mainly due to changes to teams and staff being unfamiliar with the scrutiny 
process. We are confident that this situation will improve and the process will run more 
smoothly and within timescales going forward.   

 
 



 
5.0 Customer Engagement  
 
5.1 After the strategy was approved in December 2017 the organisation started a period 

of significant change, and this has impacted on the original timeline for implementation. 
However, a lot of progress has been made against the action plan set out in the 
strategy which is attached (Appendix 2)  

 
5.2 We anticipate a greater focus on customer engagement across all housing 

associations following the launch of Together with Tenants. We have completed the 
survey on the proposed plan and are keen to get involved in future discussion with 
the National Housing Federation and residents from other housing associations after 
the consultation has closed. 

 
  
6.0   Conclusion 
 
6.1 We are approaching a year since the Customer Voice and Assurance Group was 

appointed and will be carrying out our first annual appraisal later in the month. 
 
6.2 We acknowledge that the CVAG was established during a period of significant 

transformation across the Group. Although we feel that this has impacted on 
embedding our role, we feel that during the year we have made a positive 
contribution on behalf of customers, and have developed better communication with 
the Executive Team and the Board. 

 
6.3 Our planned meeting with operational teams will help to build better relationships with 

staff, and we will be meeting with the Head of Housing to consider how we can work 
closer with the Housing teams to improve staff understanding of our role.  

 
6.4 We have developed our own area on the website CVAG website including our own 

Blog which we update with news and activities regularly. Please take a look we would 
really like to have your feedback.   

https://www.communityhg.com/community/cvag/
https://www.communityhg.com/community/cvag/

