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Name:  Customer Voice Group (CVG) 

Date of Meeting:  12 February 2026 

Time of Meeting:  10.00 am  

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

 

Present 

Maureen Kershaw (MK) Tenant 

Michael Sullivan (MS) Tenant 

Danny Smith (DS)* Tenant 

Jude Thompson (JT) Tenant 

Andrew Wright (AW) * Tenant 

Hannah Faulkner (HF) Community Co-ordinator 

Christine Fox (CF) Director of Customer and Community Services 

Epiphany Kidd (EK) Head of Customer and Community Services 

Emily Law (EL) Communities Officer 

Albert Mailat (AM) Communities Officer 

Lizzie Rhodes (LR) Corporate Services Officer (Minutes) 

Apologies 

Gary Bowman (GB) Tenant 

Kayleigh Burchell-Newby (KBN) Tenant 

Christopher Sharp (CS) Tenant 

Nicola Sharp (NS) Tenant 
* via MS Teams 

 

1. Welcome and Introductions  

 

a) Apologies 

 

• Apologies were received from Gary Bowman, Kayleigh Burchell-Newby, 

Christopher Sharp and Nicola Sharp. 

 

b) Member updates  

 

• It was noted that three members (MK, CS, NS) had agreed to extend their 

terms of office for a year to January 2027. 

 

2. Review of CVG Cycle 

 

• HF noted that the CVG meeting cycle had been discussed previously.  The 

meeting in June each year had been removed as it was too close to the May 

meeting for reporting reasons.  It had also previously been highlighted that there 

was a large gap between the November and March meetings, and this February 

meeting had been inserted as a trial, however, it was proposed to add a meeting 

at this time of year to the diary going forwards.  HF suggested that the meeting 
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could be used to discuss significant projects such as the Development Plan or 

the Corporate Priority Plan. 

• CF noted that it was important that the CVG had the opportunity to influence 

areas that went to the Board that impacted customers.  CF added that some 

agendas were quite long – particularly at the March and May meetings and asked 

for members’ thoughts on this. 

• JT commented that there was so much business for the quarterly meetings it was 

a good idea to have a meeting in February for more ‘scrutiny’ and it would give 

more opportunity to drill down into subjects. 

• AW added that having an extra meeting would give the opportunity to spread 

things out, allowing for meetings to feel more relaxed and less rushed. However, 

he urged that there should be flexibility on prioritisation. 

• CVG agreed that a meeting in February would be beneficial. 

 

3. CVG Development Action Plan 

 

AM led an exercise on outstanding items on the CVG Development Plan: 

 

• WhatsApp Group 

▪ The Group felt that a WhatsApp Group would be useful and discussed the 

following points: 

o AW noted that there was no code of conduct or terms of use for the 

WhatsApp Group.  This would be useful to avoid bullying or victimisation.  He 

felt that there should be a Connect staff member and CVG member as 

administrators.  This would allow for joint oversight to ensure good practice.  

AW had previously sent an email to Lisa Stead. Action:  AW to find the email 

regarding the WhatsApp Group if possible and forward to HF / AM.  

o JT commented that she was in favour of a WhatsApp Group, however, she it 

should be for CVG members only and Connect member(s) of staff should 

not have access – the moderators should be two members of CVG. 

o MS said that Connect needed to have some accountability. 

o MS asked why it was taking so long to set up the group.  HF responded that 

the benefits and uses had not been pinned down and, therefore, the action 

had not been progressed. 

o CF noted that the WhatsApp group would be there if members wanted to 

use it, however, there shouldn’t be an expectation to do so. 

o Action:  It was agreed to keep the WhatsApp group on the CVG 

Development Plan and HF would draft some rules.  It was agreed that the 

group would be trialled for six months and kept under review.  JT offered 

to be the administrator.   

 

• Community Roadshows 

 

▪ HF noted that Connect was hosting more community activities and would be 

inviting CVG members.  HF proposed removing this item from the CVG 

Development Action Plan as these weren’t CVG specific. 
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▪ MS enquired what format the events/activities took.  HF responded that 

Connect dipped in and out of estates, and it depended on the local area – 

estate clean-ups for example.  The Communities team was trying to have 

more structure to this activity going forward. 

 

• Training modules 

 

▪ The previously suggested modules were: 

Repairs and maintenance, compliance, planned and cyclical works. 

Connect finances and managing risk, and understanding performance. 

Housing and neighbourhood management. 

 

▪ Following discussions, it was agreed to remove repairs and maintenance from 

the list of modules as the Repairs Reset was still ongoing.  Instead, it was 

suggested that training around governance and legal requirements was 

added. 

▪ CF noted that governance should be part of the induction for all CVG 

members.   

▪ Following a query from MS, CF gave an outline of what was included in the 

staff induction. 

▪ AW enquired if it would be useful to invite guest speakers who were involved / 

experienced in governance.  CF responded that it was intended the sessions 

would mainly be delivered by our internal ‘experts’. 

▪ HF suggested trialling different methods of delivery, including e-learning. CF 

suggested that the first training session focus on governance.  Members 

agreed and noted that they would prefer the session to be in person with the 

suggestion that it be held after a CVG meeting. 

 

Actions: 

• AM to remove repairs and maintenance, compliance, planned and cyclical 

works from the training plan. 

• HF / AM to arrange a training session on governance to take place after a 

CVG meeting. 

• HF to explore whether CVG Members could have access to Kallidus (the e 

learning system).   

 

• Develop champion roles within CVG 

 

▪ It was felt that there were not enough members with an interest in taking on 

roles to make this worthwhile. 

 

Action:  AM to remove the following from the Action Plan: 

• ‘Community Roadshows’. 

• ‘Develop champion roles within CVG’. 
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• Membership of the CVG 

 

▪ MS noted there needed to be more diversity in the CVG, including younger 

members who would bring different life experiences. HF responded that this 

was an issue across the sector and Connect was trying to ascertain what it 

could do to encourage engagement from different customer demographics, 

including delivering on the recommendations of the tenant scrutiny review on 

‘Barriers to Engagement’.  EK added that Connect was considering how it could 

increase diversity in co-production projects.  MK noted that the asset 

management event in April 2026 may be an opportunity to identify people for 

further involvement. 

 

• CVG in Two Years’ Time 

 

▪ AM led an exercise on where members would like the CVG to be in two years’ 

time, compared to where it was now: 

 

2028 

More dynamic 

Storming ahead 

To have a more diverse group representing different 

communities within Connect 

Successful and have a record of effectively influencing 

services and experience for residents 

More members of CVG 

Definitely need new blood and ideas 

Better equipped for tasks 

2026 

Comfortably sized 

Still in development 

Inconsistency of attendance 

 

Action:  AM to work on some suggestions of how the 'vision' for 2028 could be 

achieved, to present back to CVG. 

 

4. Neighbourhoods Procedures 

 

• HF gave a presentation which outlined progress on neighbourhood procedures 

noting plans to introduce a programme of risk-based tenancy visits and estate 

walkabouts. 

• Following a query from MS, it was confirmed that annual tenancy visits were not 

a legal requirement.   

• MS queried what Connect did with tenants’ data requested during phone call 

surveys.  It was confirmed that it was either for Tenant Satisfaction Measure 

(TSM) purposes, where Connect were trying to survey every customer annually 

about their satisfaction with Connect (this was a regulatory requirement); or to 

update the data held on customers. CF noted that an exercise like this had not 

been conducted by Connect for over 10 years and it was about knowing 
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communication/language needs, having up to date customer details, and 

‘knowing who was behind the door’ including identifying any ’vulnerabilities’. 

 

• Action:  HF to circulate the draft forms for Annual Tenancy Visits and Estate 

Walkabouts for CVG to comment on.   

 

5. Co-design of the new Customer and Communities Strategy 2027/2030 

 

• EK gave an update on progress against the current Customer and Communities 

Strategy and explained that it followed the PACT (Power, Accountability, 

Connection, Trust) framework. Members plotted on flip charts where they 

considered Connect was currently against the framework. 

• Action:  EK to email further information following CEWG to members for input 

into the action plan for 2026/2027.  

 

6. Investment Priorities 

 

Following the work started in November 2025, a plan of engagement was agreed 

with CVG, of which the next stage was to complete staff interviews. CVG were asked 

to help prepare these interviews.  

 

• The CVG suggested meetings with the following staff: 

▪ Director of Home, Martyn Broadest (MB) 

▪ Head of Asset Investment, Kevin McAllister (KMc) 

▪ Service Manager – Major Projects and Voids, Simon Collomosse (SCo) 

▪ Service Manager – Planned and Estates Maintenance, Steven Cusworth (SCu) 

▪ Neighbourhood Managers – Safer Communities Lead, Helen Gallimore (HG) / 

Lettings and Leasehold Lead, Michael Rose (MR) 
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• Members took part in an exercise to agree questions they would like to ask staff. 

 

How What When Why 

How can Connect prevent 

unnecessary expenses caused by 

DIY damage when a tenant 

vacates the property? 

What alternatives do you have to 

traditional properties?  Could 

prefabricated homes be suitable? 

When should components be 

replaced, in your opinion? 

Why do you think social housing 

has a stigma attached and can a 

good investment plan improve its 

image? 

How long should bathrooms / 

kitchens last, in your opinion? 

What flexibility could be offered?  

Could tenants make more 

choices about what they want in 

their homes? 

 Why couldn’t partial 

replacements be considered? 

How do you identify need over 

want? 

What value for money 

considerations are there? 
  

How easy or difficult is it to 

influence decisions higher up, 

from your professional 

experience? 

What are legal requirements do 

we have to abide by? 
  

How easy or difficult is it to get 

evidence to support your 

suggestions to then influence 

change? 

What are your day-to-day 

challenges? 
  

 

What do you need to support 

your staff in executing changes in 

policy? 

  

 

Action:  HF to arrange Investment Priorities meetings with MB, KMc, SCo, SCu, HG / MR and to consider the best approach to ensure 

that the meetings were effective. 
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7. Feedback from November Board, December Human Resources and 

Governance Committee (HRGC), and January Audit and Risk 

Management Committee (ARMC) 

 

• CF had circulated slides that covered the meetings which had taken place since 

the last CVG meeting and highlighted: 

▪ Board would be recruiting for new Board members as some would be 

coming to the end of their tenure in September 2026.  The Board was keen 

to have a tenant member. 

▪ The Director of Finance and Resources (DFR) would be retiring in August 

2026 and recruitment for a new DFR was underway. 

▪ ARMC accepted all the recommendations from the ‘Barriers to Engagement’ 

scrutiny review, and thanked everyone involved. 

▪ Board and ARMC were taking a particular interest in ASB and would be 

tracking performance on a six-monthly basis. 

▪ In response to a query from JT, CF responded that rent convergence had not 

been discussed internally yet.  It was agreed to add to the agenda for the 

CVG meeting in March 2026.  Action:  HF to invite GM to the meeting in 

March 2026 to discuss rent convergence. 

 

8. Any Other Business 

 

• Customer Experience and Resident Engagement Conference 

 

▪ CVG members were invited to attend the above conference which would 

take place on 24 February 2026 in London.  A link to the event had been 

shared and Members were asked to let HF know if they were interested in 

attending. 

 

9. Date of Next Meeting 

 

Thursday 19 March 2026, 10.00 am – 1.00 pm 


