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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.  
 
The report provides the following updates: 
 

• Current challenges  
 

• Progress made in relation to Customer Journey Mapping   
 

• Review of Housing Services 
 

• Complaints 
 

• Customer Service Excellence  
 

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.   
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1.0     Introduction 

 

1.1 Since last reporting into Board in January we have continued to experience difficulties 

getting members together for virtual meetings during this latest lockdown.  

 

1.2 Having battled through the last 12 months we want to keep members fully engaged 

and we look forward to getting back around the table when restrictions are lifted.   

 

1.3 We are running a recruitment campaign on TCHG’s Facebook page and website as 

well as promoting CVAG on the local Neighbourhood Facebook Groups. As 

previously reported, we know that recruiting onto customer groups is always going to 

be challenging, particularly when peoples focus is likely to be elsewhere at the 

moment.     

 

         

2.0 Customer Journey Mapping  

 

2.1 Three members of CVAG are involved in the Contact Centre Working Group. As part 

of the review of the Contact Centre customer journey mapping is being carried out for 

repairs and later for arrears. We are really pleased that this is being considered 

because it is a critical part of service improvement.  

 

2.2 We met with Richard Walker from HQN who is the consultant appointed to carry out 

the journey mapping, to take part in a pilot session. We had some initial technical 

difficulties, but we are confident that the sessions will be interactive and will provide 

some valuable input and insight.  

 

 

3.0 Review of Housing Services 

 

3.1 Our members took part in the virtual focus groups that took place in February. The 

focus groups provided an opportunity for customers to participate in the consultation 

regarding the future of the housing service.    

 

3.2 There was some interesting feedback, but the overriding themes were in relation to  

communication, customer service and services being more joined up. We are not 

surprised that customers value these things and CVAG have raised these issues on 

several occasions.  

 

3.3  We are aware that the proposals set out in the new Corporate Plan pick up these 

concerns and we hope to see improvements moving forward.  

 

3.4 We look forward to seeing more opportunities for customers to get involved in 

consultation during the year particularly in relation to the new customer portal and the 

roll out of the corporate plan.          
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3.2 Complaints 

 

As Chair, I have recently been involved in a stage 2 complaint review meeting. There 

is less formality in the new procedure which is welcomed. The meeting was conducted 

well and there was a positive outcome for the customer.  

 

3.3  There appears to be an increase in the number of complaints. However, there is a new 

Early Resolution stage which is when most complaints are being resolved. These types 

of complaints have not previously been recorded and we are pleased to see this 

improvement to the complaints process.  

 

3.4 Complaints of this nature help us to understand the frustrations that customers 

experience and what changes are required to prevent these complaints in the first 

place.   

 

3.5 Most complaints are being received from the website. The new on-line form means 

that customers can get their issues raised quickly and easily. This is probably why we 

are seeing an increase but if it enables customers to raise concerns CVAG welcome 

this.  

 

3.6      When the new performance indicators and reporting framework is implemented , we 

are looking forward to working with Officers to understand the key causes of complaints 

and the development of action plans to address them, and to completing a scrutiny of 

the service later in the year.   

 

 

4.0 Customer Service Excellence 

 

4.1 In March myself and another CVAG member met with the CSE assessor as part of the 

annual assessment process.  

 

4.2 We here honest, as always, with our feedback and talked about our involvement in the 

new Corporate Plan and discussion we have had in relation the white paper.  

 

4.3 The assessor discussed with us what he described as a different feel to the 

organisation since his visit last year. More energised and forward thinking and heading 

in a new direction.  From someone who only visits once a year to make such a 

comment it made us think how much has already changed, and the challenges and 

opportunities that lie ahead.   

 

4.4 We have been notified by Gill Mooney that TCHG has retained the accreditation which 

we are delighted to hear. It has been a very challenging year and to meet the 

requirements of the assessment is a great achievement. Well done to everyone across 

the Group.       

  


