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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 during the last quarter and work carried out in delivering 
their terms of reference. 
 
Overall the CVAG: 
 
Are taking a proactive approach to recruitment of new members.  
 
Are comfortable that performance across the Group is on target for most services and 
have highlighted where there are concerns and how these have been resolved with 
colleagues. 
 
Are pleased to see an improvement in customer satisfaction and have made 
recommendations where this is not the case. 
 
Have received an update on completed actions emerging from the gas repairs and 
scrutiny review and are comfortable with the responses. 
 
Are pleased with the approach being taken to customer engagement and the steps taken 
to ensure inclusivity   
 
Acknowledge and support the steady progress being made to increase digital skills, 
access to services digitally and the plans to improve and increase the digital options for 
customers.    
 
Pleased with the follow up work being done with Wrekin Housing Trust in relation to a 
proposed new approach to voids.   
    

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 3 3  

 

 Operational 
Risk  

R664 

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

12 3 3 
 

 
  
1.0     Introduction 
 
1.1 Since April we have been running with 2 co-optee vacancies and are eager to recruit 

up to our full complement of members. Although our terms of reference state a 
membership of 7 with up to 2 co-optees, we feel this needs to be increased to 8 
members with an option to appoint up to 4 co-optees. This is to support succession 
planning as we have several members stepping down over the next 3 years.  

 
 We have started a recruitment campaign through social media platforms; the Groups 

Facebook page and the CVAG area on the Groups website and have already had 
some expressions of interest which is positive. We will also expand recruitment 
opportunities through the planned resident newsletter.  

 
1.2 In September we hosted a networking event with residents from Wrekin Housing 

Trust and Rooftop Housing. We focused the agenda on digital progress, shared 
training and future work plans for the strategic customer groups in the three 
organisations. 

 
 It’s fair to say that as far as advances in digital services and communication are 

concerned, we are all at roughly the same stage, and are all experiencing the same 
challenges in relation to culture and the profile of our customers. 

 
 The consensus is a ‘digital by demand’ approach is the best way to avoid exclusion 

and we are working with colleagues to ensure that a range of options remain 
available rather than going down the digital by default route. 

 
 We will be procuring some shared ‘customer friendly’ value for money training to 

support us and provide practical guidance particularly in relation to scrutiny reviews.  
  



 
 In terms of future work plans not surprisingly the common themes across all three 

organisations relate to communication and repairs. Obviously, these are important 
issues for customers and are important to get right to increase satisfaction and 
reduce unnecessary contact. 

 
We feel that these service areas require greater customer focus and we will consider 
these in our work plan for 2020-2021.   

 
2.0 Communication   
 
2.1 In June we updated the board on our visits to operational teams. We have continued 

with these visits during the last quarter including Oakleaf grounds and Oakleaf Doors 
and Windows, and at the end of October we will be visiting the Contact Centre. 

 
2.2 We have found these visits useful and informative and as agreed with the Board and 

Executive Team previously we will now develop an ongoing programme of visits 
including the Support Services Teams.   

             
2.3 We will provide a detailed report to the Executive Team in November and to Board in 

January 2020. 
 

    
3.0  CVAG Priorities  

 
3.1 Digital Inclusion 
 At our meeting in September we received an update on the digital skills training 

programme for residents. 
   
            Our understanding is that a lot of work has been done to understand customer 

preferences in terms of communication and engagement so there is now a good 
knowledge of customers who have digital skills and those who have not.  
 
Up until now the focus has been getting residents in Sheltered Schemes digitally aware 
and comfortable with new technologies which links to the introduction of technology 
enabled care solutions provided through amica24.  

 
            Training is now extending with the support of HOW college to deliver a digital skills 

course for new tenants together with a digital support package containing a tablet and 
data bundle that enables them to use free Wi-Fi. 

 
            We know that the existing Customer Portal has some limitations and are aware that a 

new one will be introduced as part of GIBs, therefore we appreciate that there isn’t 
much point in having a major drive to get tenants to use it. 

 
            We have been advised that a Project Group has been set up which is developing more 

comprehensive plans to digitally enable homes and customers to align with the 
introduction of the new Customer Portal. 

  



 
 We are pleased to hear that as a result of the work carried out by the transformation 

team customer preferences are now being used to tailor communication choices. 
Feedback from the Voluntas surveys indicates that the preferred method of 
communication is still by telephone.  The results below indicate that there is some way 
to go to ease customers toward more digital options, but we are confident that things 
are moving in the right direction. 

              

 

 
 
AUGUST 2019 

  
    

3.2 Service Standards – We approved plans to carry out consultation on the new 
proposals but there was a lower than average response rate, so  the consultation has 
been extended which has delayed the project slightly. 

             
 We will discuss the survey results with colleagues as soon as these have been 

collated.   Some immediate changes have been made to the presentation of 
performance information to customers. This is a holding position and work is 
underway on a complete redesign, in consultation with tenants.  

 
 We are comfortable that the consultation carried out to date has been in accordance 

with the agreed plan and we will update the Board on the outcome.  
 
3.3 Health and Safety – This scrutiny review is drawing to a conclusion and we will submit 

our final report to board in January. Although we have carried out a scrutiny review of 
health and safety this is not a one-off piece of work and will remain a priority for the 
CVAG   

  



 
4.0      Customer Satisfaction 
 
4.1 Satisfaction across most services is on or above target. Overall satisfaction for 

customer service is below target for Quarter 1, and down on performance for Quarter 
4.  This is an ambiguous question in the Voluntas survey carried out for the customer 
service centre and is not necessarily a measure of satisfaction with ‘customer service’.   

 
 The question: 
            ‘Overall how satisfied are you with the service you received from TCHG on this 

occasion’    
  
4.2 We have looked in greater detail at the customer comments in relation to this question 

which cover a wide range of responses. We noticed that a high percentage of these 
related to other factors and are not a true reflection or measure of customer service. 
We are aware that all survey questions are being reviewed to ensure that feedback is 
more meaningful and can be used to make improvements where an issue is 
highlighted.  

             
 

  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 1 the number of calls coming into the contact centre answered 
within target (120 seconds) was 62% against a 90% target.  Also, 21% of calls were 
abandoned against a 5% target. These figures are down on Quarter 4 and were a 
cause for concern and in September we met with the Contact Centre Manager to 
discuss these results. 

 
5.2 We have been advised that there were contributary factors to this dip in performance, 

the main issue being that the call centre has been under resourced. We are aware that 
recruitment has now taken place and training is ongoing. 

 
5.3 The Contact Centre Manager is confident that the issues influencing performance have 

been addressed and there should be an improvement in Quarter 2. 
 The contact centre delivers a critical service for the Group and we are keen to see 

performance moving toward target now that resourcing issues have been resolved.   
 
5.4 We are pleased to see that the joint work done by the repairs team and contact centre 

to reduce the number of follow on repairs calls is having positive results with a 
reduction from 21% in April down to 16% in August. 

 The introduction of a new category for follow on calls means that the repairs team can 
investigate the reason for these and make any necessary changes to reduce the 
volume of these calls even further.  
 

 The response within timescale to ASB issues remains below target for the second 
Quarter although there is a slight increase during Quarter 1. We acknowledge that 
there have been resource issues but would like to see the target reached for Quarter 
2. 

  



 
6.0 Customer Engagement  
 
6.1 In line with the Customer Engagement Procedure we are receiving formal notification 

of customer engagement activity that is planned across the group. The key projects 
that are ongoing are: 

 
• Service Standards review 

• Customer journey mapping of 4 housing services 

• Customer testing of amica24 website 

• Activities in sheltered schemes including digital skills training 
 

6.2 We are pleased that colleagues are using a variety of innovative consultation methods 
including videos and are ensuring inclusivity.     

  
7.0 Together with Tenants 
 
7.1 As previously reported, 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.   

 
7.2 We are aware that there is a project group carrying out work on behaviours which will 

set out the expectations that support delivery of the four business plan pillars.  
 

7.3 We anticipate that these behaviours will fit with the proposed Customer Charter and 
will evidence how the Charter will be delivered across the Group. Work is being done 
to consider the best way of communicating the Charter, linking it to the behaviours. 
 

8.0      Voids 
  
8.1 In June we outlined to members Wrekin’s approach to void work where new tenants 

are offered the services of an Operative for half a day to carry out work which helps 
with the moving in process. We feel this could support tenancy sustainability if it is cost 
effective to deliver this service. 

 
8.2 We are aware that members of the Voids Working Group have now visited Wrekin to 

look at this approach in more detail and are now carrying out some wok to determine 
whether this could be beneficial. 

 
9.0 Scrutiny  
 
9.1 Update on agreed actions-Gas servicing and Repairs:  

Attached at Appendix 1 are the actions emerging from the scrutiny review of gas 
repairs and servicing and current position. There is one outstanding action regarding 
the letters which the Energy Team are awaiting legal advice on. 
 

9.2 Next Review: 
We will be starting a review of neighbourhood services and have invited Tom Magee 
and Ray Brookes along to our meeting in November to receive an overview of the 
service. We are aware that a further restructure is planned but feel it would be helpful 
to feed the views of customers into the service review.  
 


