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Name:  Customer Voice Group (CVG) 

Date of Meeting:  11 September 2025 

Time of Meeting:  10.00 am  

Location:  21 Bond Street, Dewsbury, WF13 1AX and via MS Teams 

 

Present 

Helen Lennon (HL) (Chair) Chief Executive Officer 

Gary Bowman (GB) Tenant 

Maureen Kershaw (MK) Tenant 

Christopher Sharp (CS) Tenant 

Nicola Sharp (NS) Tenant 

Michael Sullivan (MS) Tenant 

Daniel Smith (DS) Tenant Observer 

Jude Thompson (JT) Tenant 

Andrew Wright (AW) Tenant 

Sharon Gillott (SG)* Board Representative 

Martyn Broadest (MB) (For Item 10) Direct of Home 

Emily Dixon (ED) Communities Officer 

Hannah Faulkner (HF) Community Co-ordinator 

Epiphany Kidd (EK) Head of Customer and Community Services 

Amanda Kershaw (AK) (For Item 3) Service Manager Customer Insight 

Dipa Mistry (DM) Service Manager Business Assurance 

Lizzie Rhodes (LR) (Minutes) Corporate Services Officer  

Apologies 

Kayleigh Burchell-Newby (KBN) Tenant 

Christine Fox (CF) Director of Customer and Community 

Services 

Claire McManus (CM) Board Representative 

Deborah Pepper (DP) Tenant 
* via MS Teams 

 

 Actions Arising from this Meeting  

1 Staff to work out some options for more frequent meetings to 

bring to the November CVG meeting 

EK / CF 

/ HF 

3 Service Manager Customer Insight to include feedback from CVG in 

next Complaints Annual Report  

AK 

4 EK agreed to speak to the Communications team about producing 

an executive summary of the CVG minutes for the website / 

Connected. 

EK 

5 EK to consider ways to involve tenants in the next ASB Action Week 

to encourage others to speak up. 

EK 
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10.4 MB to present the new Planned Maintenance Consultation Plan to 

the CVG meeting on 13 November 2025. 

MB 

 Actions Outstanding from the meeting on 14 May 2025  

4 EK to feedback items to Assets team for further investigation 

around dates logged on gas certificates. 

EK 

5 EK to raise with Assets team for further investigation around 

electrical safety certificates recording of electrical points in 

properties, then feed into H&SWG if necessary. 

EK 

7 EK to feed back to Assets team the suggestion that they carry out a 

review of how electrical testing is carried out to maximise 

efficiency.    

EK 

 
1. Welcome and Introductions  

 

• The Chair welcomed MS as a formal member of the Customer Voice 

Group, as well as DS as an observer. 

• HF noted that the CVG cycle had been reviewed, as agreed, and it was 

proposed to remove the June meeting. 

• JT commented on the significant gap between the meetings in 

November and March and wondered if meetings should be bi-monthly, 

although she didn’t want to put extra pressure on staff or members.  HF 

responded that the CVG meeting cycle was set up to follow the Board 

cycle which had a gap between November and February.  Action:  Staff 

to work out some options for more frequent meetings to bring to the 

November CVG meeting. 

• HL explained that the Regulator of Social Housing had indicated that 

Connect’s four-yearly inspection was coming soon and that they would 

wish to talk to the CVG.  More detail would be provided once received. 

 

2. Minutes of the CVG meetings 

 

2.1 12 June 2025 

 
• Amendment to Item 5, second bullet:  remove ‘necessarily’. 

• The minutes were approved as a true and accurate record, pending the 

above amendment.  

 

2.2 31 July 2025 (Meeting focused on Consumer Standards) 

 

• The minutes were approved as a true and accurate record. 

 

2.3 Action Updates: 
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• 12 June 2025 

▪ Action 1 – It was agreed to formulate a rota for feedback to Board going 

forward, to be circulated to members and staff – HF circulated the rota 

to Members (Sept 2025-May 2027).  GB to complete the feedback for 

this meeting. 

▪ Action 2 – It was agreed to provide the annual complaints report at the 

meeting in September 2025 – On the agenda (Item 3). 

 

• 14 May 2025 

▪ Action 3 – DM to take necessary H&S discussion points to H&S working 

group (HSWG) to then feedback to SIF. 

o DM fed back on the query that using a Health and Safety 

consultant to review risk assessments was not good VfM and 

whether apprentices could do this instead. DM responded that she 

had raised this at the HSWG who thought it was a good challenge 

and gave a two-fold response. 1. Specialist consultants can bring 

up to date information to reviews of risk assessments more 

efficiently than Connect staff and 2. The Regulator considers it 

good governance that housing associations use independent 

advisors for some things rather than only relying on their own 

staff.  The HSWG therefore considers that it is good VFM but 

thanked CVG for raising it. 

o HSWG had also considered the query about the H&S culture at 

Connect and whether staff felt able to raise concerns.  Again this 

was an important challenge and required constant effort.  HSWG 

considered a range of evidence about the H&S culture including 4 

monthly staff safety groups, compliance with training and 

concerns raised through the Staff Liaison Group or the Human 

Resources team but there was another opportunity coming up to 

remind colleagues with the roll out of the updated Lone Worker 

procedure. 

 

▪ Action 9 – EK to review written process for translation services – EK 

reported that this action was still ongoing and would be issued as a 

task to the Service Manager Customer Service (Housing). 

 

3. Complaints Report 

 

Discussion Points / Questions 

• AK attended for this item and reported that the Board was receiving 

two annual reports for the 2024/25 year – the report received at the 

meeting in May 2025 which included facts and figures, whereas the 
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report circulated for the meeting in September 2025 included analysis 

of the lessons learned from complaints.  Summaries of both reports 

would be uploaded to the website. 

• AK also reported that the Business Assurance Team had recently 

welcomed a new Complaints Resolution Officer.  This would allow AK to 

focus on deep dives and complaint root cause analysis. Action:  AK to 

include CVG feedback in next version of Complaints Annual Report. 

 

Members undertook an exercise to provide feedback on the summary 

complaint report from May 2025. 

 

 
 

4. Report from September Customer Experience Working Group (CEWG) 

 

Discussion Point / Questions 

Positives 

 

• Clear visuals.   

• Basic language. 

• Clear, concise graphs and tables. 

• Very clear colours, good for people with Dyslexia. 

Recommended improvements 

 

• Definitions could be clearer.  Eg Clarification around language 

regarding Stage 1 and Stage 2 (make clear that Stage 2 was 

equivalent to an appeal). 

• Compensation box – should it be there, encouraged people to 

claim compensation. 

• Appeals responded on time – what did this mean? 

• Add targets. 

• % complaints upheld – why they weren’t upheld – bullets with 

examples, manage expectations. 

• Appeared that more Stage 2 were upheld than Stage 1 – figures 

were distorted and didn’t give the full picture because there were 

more Stage 1 submitted.   

• Suggest putting report in Connected magazine.  Suggest article 

to give a bit more detail. 

• Comms / Neighbourhood new software – was it working? 

• Track if the top three complaint categories and themes were the 

same each quarter. 

• How much did it cost to investigate a complaint – would be 

interested to know this. 
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• EK gave a verbal update from the CEWG meeting which took place on 3 

September 2025: 

▪ The CEWG had been in operation for a year and she shared the 

Annual Summary that had been produced for the website 

(https://www.connecthousing.org.uk/wp-

content/uploads/2025/07/CEWG-24-25.pdf).  It was agreed that it 

would be useful to produce something similar for the CVG for the 

website as well as Connected, although from a governance 

perspective the full minutes would still need to be uploaded to the 

website.  Action:  EK agreed to speak to the Communications team 

about producing an executive summary of the CVG minutes for the 

website / Connected. 

▪ Membership of the CEWG had been extended to include 

representatives of services such as repairs and support services. 

▪ CEWG had spent time exploring how more ‘real-time data’ was being 

used by services to improve the ability to intervene in issues more 

quickly. 

▪ They had carried out a ‘deep dive’ into a complaint relating to some 

planned maintenance works.  The exercise had generated some 

actions such as carrying out impact assessments before planned 

projects started to assess the needs of affected tenants in advance. 

 

5. Q1 Performance – Customer Insight and KPIs (including TSMs and 

Connect Commitments) 

 

Discussion Points / Questions 

• DM gave an overview of the report and highlighted that the TSM score 

for complaints handling had dipped to 14% in the quarter but had now 

recovered to 38%.  A project was ongoing with tenants who had been 

through the complaints process to try to understand how satisfaction 

may be improved. 

• NS commented on ASB trends and criminal activity and enquired what 

Connect did with the data and what actions it took – EK responded that 

an Internal Audit recommendation had been to improve reporting 

around trends and themes.  She added that the number of very serious 

ASB cases was very low – 21 across the whole of Connect.  In terms of 

what actions were taken, apart from against people who commit ASB, 

EK reported that Connect was leading a West Yorkshire partnership 

group on Inclusive Communities and hoped to share trends with other 

landlords on a geographical basis to identify whether there were joint 

initiatives they could take.   

• MS commented that these were the 21 cases that Connect knew about.  

EK agreed and, as part of the review of the way ASB is being managed, 

https://www.connecthousing.org.uk/wp-content/uploads/2025/07/CEWG-24-25.pdf
https://www.connecthousing.org.uk/wp-content/uploads/2025/07/CEWG-24-25.pdf
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would be working on ways in which tenants’ confidence could be 

improved to report instances.  

• Action:  EK to consider ways to involve tenants in the next ASB Action 

Week to encourage others to speak up. 

• MS enquired what Connect did about drug use in properties.  EK 

responded that the most frequent reports were about people smoking 

cannabis in properties or gardens and that it was difficult to enforce 

that kind of activity but for more serious activity, working with the 

Police to support tenancy enforcement was the usual response. 

• MS enquired how the target figure of 3.6% for arrears had been 

identified – HL responded that this figure was reached by reviewing the 

performance in previous years and of fellow landlords as well as 

Connect’s budget and aspirations.  EK added that Connect was 

performing better than the target currently, partly due to the work of 

the Money Matters Team.  Members commented that they were very 

satisfied with this target and Connect’s performance.  

• MS enquired why the target for tenant satisfaction was not 100% 

(rather than 80%).  HL responded that people did not often score 10/10 

and, therefore, a target of 100% was unrealistic. 

 

6. Feedback from Board 

 

Discussion Points / Questions 

• JT enquired what the key risks were that were discussed – HL 

responded that the Audit and Risk Management Committee and Board 

reviewed the Key Risk Register (14 risks) at each meeting.  The top risk 

was Impact of failure of UK economy on planning assumptions.   

• HL explained that it was the responsibility of the Board to set the risk 

appetite for Connect and reported that a good discussion had taken 

place at the seminar in June 2025.  The decisions that had been made 

over the past year had been reviewed to test if they aligned with the 

Association’s appetite. 

 

7. Scrutiny Recommendation Updates from Audit Tracker 

 

 Discussion Points / Questions 

• EK updated that a temporary Lettings Assistant had been appointed 

whose tasks would include tenancy visits and pre-termination visits. 

• Following a query from JT, EK reported that tenancy visits would be 

prioritised for those tenants that Connect had not had contact with for 

an unusual period of time, as well as tenants with particular 

‘vulnerabilities’.  EK added that Connect was moving towards a risk-

based annual tenancy visit and the opportunity would be taken as a 
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result of those visits to signpost tenants to relevant services if 

appropriate. 

• It was recommended that the following be withdrawn – Add new 

residents to the system as soon as they join Connect, as Expressions of 

Dissatisfaction (EoDs) can’t be logged unless the resident’s file has been 

created – this was because EoDs were no longer allowed under the 

Housing Ombudsman’s Complaint Handling Code.  However, adding 

tenants onto Connect’s system from day one would resolve other issues 

and so remained a priority.  Members unanimously agreed to 

withdraw this recommendation. 

• Members unanimously agreed that they were happy with the 

progress against the actions in the tracker. 

 

8. Policy Approval 

 

• There were no policies to approve at this meeting.  

 

9. Matters to escalate to Board 

 

• There were no matters to escalate to the Board. 

 
10. Any Other Business 

 

10.1 Customer and Communities (CCS) Team Restructure 

 

Discussion Points / Questions 

• EK noted that two members of CCS staff were moving on which left 

gaps in the team.  Experienced showed that this has a significant impact 

on colleagues and tenants. 

• In response to the challenges identified in delivering neighbourhood 

services, EK reported that a restructure of the Lettings and CHO 

(Community Housing Officer) teams was being proposed which 

included the creation of more CHO roles to enable them to have 

smaller ‘patches’ (the number of tenancies they manage).  A 30-day 

consultation with affected staff was underway as the restructure would 

include changes to people’s jobs.  It was intended that implementation 

of the new structure would take place from 1 November 2025, although 

not all roles would be filled from that date. 

• Temporary arrangements would be in place until all posts had been 

filled, so work would need to be prioritised. 

• Following a query from JT, EK confirmed that there were nine staff 

involved in the consultation. 
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• Following a query from GB regarding monitoring the reasons for staff 

leaving Connect, HL confirmed that staff were asked to complete exit 

surveys.  In addition, Connect had targets for staff turnover and 

monitored how it was performing against these. 

 

10.2 Recruitment Update 

 

Discussion Points / Questions 

• HF reported that the Leadership Team had approved recruitment of an 

additional Communities Officer (part-time).  Recruitment had been 

paused whilst formal consultation discussions were taking place and 

would initially be ringfenced for those staff affected.  If no internal staff 

were interested, the role would be advertised externally. 

 

10.3 Latest Customer Charter 

 

Discussion Points / Questions 

• HF reported that the Customer Charter had been circulated to the 

Board for discussion at their meeting on 17 September 2025.  HL added 

that, once approved by the Board, the Charter would be rolled out to all 

staff. 

• AW enquired if there were too many headings (five) – HL responded 

that the Charter was based around Connect’s values, of which there 

were five. 

 

10.4 Planned Maintenance 

 

Discussion Points / Questions 

• MB attended for this item and explained that each year Connect spent 

approximately £9m on maintenance.  About half of that was spent on 

responsive repairs, such as voids and safety work (e.g. gas and electrical 

testing).  The other half was planned work, and there was a little more 

flexibility to make choices about how that money was spent (e.g. 

kitchens, bathrooms, energy efficiency) – over the life of Connect’s 30-

year Business Plan. 

• Connect last conducted a consultation on Planned Maintenance 

approximately 10 years ago and would like to revisit this.   

• CVG agreed that they would like to be involved in helping to devise (and 

deliver) a new consultation plan.  All Members indicated that they 

would like to be involved, however, it was noted that logistics may 

interfere with everyone being at each meeting.  It was envisaged that 

there would be three or four meetings. 
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• Members also agreed that the consultation plan should be presented 

back to CVG for sign-off in November 2025.  Action:  MB to present the 

new Planned Maintenance Consultation Plan to the CVG meeting on 13 

November 2025. 

 

10.5 What area would Members like to hear more about if there was 

 opportunity in the meeting schedule? 

 

• It was noted that the Repairs reset project would be of ongoing interest. 

 

11. Date of Next Meeting 

 

Thursday 13 November 2025, 10.00 am – 1.00 pm  


