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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. Work is underway 
to reset the plan.  
 
 The report provides the following updates: 
 

• CVAG membership  
 

• Recent CVAG activity  
 

• Feedback on quarter 1 performance  
 

• Survey of Tenants and Residents (STAR) 
 

• Recovery and future service delivery 
 

Recommendations 
 
The Board is requested to NOTE this report  
 

 

 

 

 

 

  



 
 

 

  

 

1.0     Introduction 

 

1.1 Since reporting into Board in June we have had further changes to our membership. 

One member has stepped down after relocating to Scotland, and we also have a 

long-standing member; Monika Boehmer due to step down in September. having 

completed her term of office 

 

1.2 This has prompted a recruitment campaign although we have some concerns about 

the ability to attract new members at this time. The ability for customers to engage 

with CVAG virtually without the need to attend physical meetings may be an 

advantage but may also be a barrier. We propose some targeted promotion based on 

customers individual preferences as well as running a recruitment campaign in the 

forthcoming annual report.   

 

1.3 As time has gone on, although some members have embraced virtual meetings, it’s 

fair to say that we have on occasions felt somewhat detached from each other and 

the organisation and concerned that we have regressed in delivering our role 

effectively.  We were therefore pleased in September to be able to hold our first 

socially distanced meeting at Foley Grove. This enabled us to bring all CVAG 

members together which we haven’t been able to do since February.   

 

1.4 Fortunately on the day of our meeting, Matt Cooney was at Head Office and took time 

to join us to introduce himself. We had some initial discussions about our role and are 

looking forward to future meetings with Matt and the Executive Team as we move 

through the remainder of the year and to working in partnership to develop the new 

Corporate Plan.      

 

1.5  During the quarter our members have continued to attend webinars, virtual 

workshops and networking meetings. We draw some comfort from hearing that other 

customer groups are in similar positions with work plans and scrutiny reviews being 

postponed, and members struggling to come to terms with new technology.  

    

 

1.6 We have drawn many ideas from these events specifically in relation to customer 

engagement, and there are areas that we feel need strengthening within the Group. 

Over the coming months we hope to have further discussions with the Executive 

Team to pick up some of the areas listed below and of our ideas for change.  

 

• Culture based customer engagement 

• Better use of digital technology to facilitate customer engagement 

• Further development of digital services  

• Key performance indicators for customer engagement    

• Customer centric approach  

 

   

2.0 Performance Quarter 1  



 
 

2.1 Complaints: 

  

 Members expressed concern about the timescales for resolution of complaints not 

being within target. Although we are aware of the pressures on teams, we do feel that 

complaints resolution needs to be a priority.  

 

 We are aware that a centralised complaints handling team/function is now in place, 

and as Chair I was pleased to be involved in the interviews for the new Complaints and 

Customer Insight Officer post.  

 

We have also been asked for our input into the development of the new Complaint’s 

Comments and Compliments procedure, which takes into account new guidance 

published by the Housing Ombudsman. 

 

We fully support the proposals outlined in the new procedure which streamline the 

process and provide greater oversight and accountability of complaints handling 

across the Group, and the intention to make more proactive use of the insights from 

complaints. We will work with the Leadership Team to agree the performance 

measures for the new process.  

 

Once the procedure is approved and implemented, we hope to see a significant 

improvement improvement in performance. 

 

Moving forward, while acknowledging the requirements in relation to GDPR we have 

requested more detailed analysis of complaints to better understand the root causes, 

and more importantly the lessons learned, and how these are implemented and 

monitored. 

 

2.2 Customer satisfaction: 

We are aware that for those services suspended, data was not available for the quarter.  

 

We have concerns about the low level of satisfaction with customer service. We are 

aware that a programme of customer service training is being rolled out to all staff 

which will be aligned to the Customer Promise (Together with Tenants) and behaviours 

referred to in the business plan. However, accepting that progress has been delayed 

due to Covid we would now like to see these commitments being implemented and 

monitored.  

 

We are please to see that there are more transactional surveys in place now, although 

we note that some of these have been introduced quite recently and results are not 

abailable for all services at the moment. Our expectation is that there will be an 

increase in the availability of customer feedback through these surveys providing a 

more holistic view of customer satisfaction across the Group. 

 

The proposed introduction of anniversary surveys and more targeted surveys will also 

increase opportunities for customers to provide feedback. 

 

2.3 Service standards: 



 
 

We are aware that results are not available for those services that have been 

suspended. 

 

Contact Centre call handling results were still well below target for the quarter and 

remains a concern. The 90% of calls answered within 120 second response time target 

is excessive compared the rest of sector, and we are unable to recall from the 

performance information on the website when this target was achieved.  

 

We have expressed our concern about this in many previous reports and are 

concerned that this is not being addressed and resolved.  We feel that if the Group 

wishes to operate a Contact Centre as a primary point of contact, there should be 

enough resource to deliver the service effectively and to published standards.  

 

We are pleased to hear that the Contact Centre is being re-established with a new 

team, new training and new rotas to build in resilience to the service.  The Interim 

Managing Director has confirmed that it is a key priority for him to ensure this service 

is running well and will keep us updated on performance as the service is re-

established.  He has spoken to the new Chair of amica24 about this priority and will be 

a key feature of the Boards work moving forward.  Repairs calls have moved back into 

the Contact Centre and Housing calls will return from 1 November.   

 

As stated in our previous report the Contact Centre will be included in our revised work 

plan and we look forward to working with staff on planned improvements.   

 

3.0 STAR (Survey of Tenants and Residents)  

  

3.1 We are aware that the Leadership Team are having discussions about the STAR 

survey alongside other customer feedback and management information. We have a 

meeting planned in October to consider the report in detail.  

 

3.0  Recovery and future service delivery  

 

3.1 CVAG members appreciate that the Group is still in recovery from Covid and will be 

over the coming months. We know that the Group is preparing for a potential second 

wave and would want to be part of those discussions to hare our views on what worked 

well and what could be improved.  

 

3.2 Overall we feel that the Group has responded extremely well to the challenges and 

customers have been reassured by the steps taken to protect them and their families 

whilst continuing to provide essential services.  

  

 
            
            As the Group starts to review the Housing and Care Service and future structure, we 

look forward to being fully involved in the process from the outset.  

 
       


