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Name:  Customer Voice Group (CVG)  

Date of Meeting:  13 November 2025 

Time of Meeting:  10:00 am  

Location:  21 Bond Street, Dewsbury, WF13 1AX 

 

Present 

Christine Fox (CF) Director of Customer and Community 

Services – Chair  

Maureen Kershaw (MK) Tenant 

Andrew Wright (AW) Tenant 

Kayleigh Burchell-Newby (KBN) Tenant  

Jude Thompson (JT) Tenant 

Michael Sullivan (MS)  Tenant  

Daniel Smith (DS)* Tenant  

Joe Bradley (JB) Board Representative 

Denise McConnell (DM) Board Representative 

Guy Millichamp (GM) (For item 

3) 

Director of Finance and Resources  

Martyn Broadest (MB) (For item 

10 onwards) 

Director of Home 

Hannah Faulkner (HF) Community Co-ordinator 

Emily Dixon (ED) Communities Officer 

Richard Baggott (RB) (For item 

6 to 9) 

Head of Change, Business Intelligence and 

Communications 

Albert Mailat (AM) Communities Officer - Observing 

James Sugden (JS) Business Assurance Officer – Minutes 

Scott Forrest  Regulatory team -Observer  

 Jane Denchfield Regulatory team -Observer 

Gemma Jackson Regulatory team -Observer 

Apologies 

Christopher Sharp (CS) Tenant 

Nicola Sharp (NS) Tenant 

Gary Bowman (GB) Tenant 

Deborah Pepper (DP) Tenant 

Dipa Mistry (DM1) Service Manager Business Assurance 

Epiphany Kidd (EK) Head of Customer and Community Services 

  
* via MS Teams 

 

 Actions Arising from this Meeting  
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1 Send MS an example of a completed board feedback form.  HF 

2 Review written process for translation services and 

feedback to CVG. (Action re-opened by CVG) 

EK 

3 Distribute list of possible dates for an additional meeting in 

January 2026. 

HF 

4 Communications team to develop a better graphic than 

the cars for the executive summary of CVG minutes.  

HF 

5 Send JT copy of Q2 Customer Voice Influence and Impact 

report. 

HF 

6 Feedback CVG comments on rent increase proposal to 

Board. 

GM 

7 Amend performance reporting to reflect CVG 

requirements. 

DM 

8 Update CVG on the CHO/Lettings restructure and the 

extent to which it has achieved the desired outcomes. 

EK/CF 

9 Send a link to the campaign materials relating to the 

scrutiny recommendation on empty homes so that CVG 

can review them.  

HF 

10 CVG members to be included in future decision making 

relating to the Repairs Reset project, and the final 

outcomes to be presented to whole CVG. 

RB 

11 RB to feedback customer priorities so they can be reflected 

in the 26/27 corporate priority plan. 

RB 

12 Share the Asset Management Strategy powerpoint with 

CVG members. 

MB 

13 Share the investment priorities consultation plan paper 

with CVG members to allow then the opportunity to 

volunteer if they would like to be involved. 

HF 

14 Send details to CVG members of the Customer Experience 

and Resident Engagement Conference. 

HF 

 

 

1. Welcome and Introductions  

 

The chair welcomed attendees, including the regulatory inspection team 

observers. CF noted the apologies and that the meeting would be recorded. 

Following this, each attendee introduced themselves.  

 

CF notes that three members of staff, GM, MB, and RB, would be joining the 

meeting later for their specific items.  
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Member updates:  

• DS has officially joined the CVG. This is his first meeting as a member.  

• HF gave a copy of the ‘feedback to Board’ rota to tenant members. JT 

will provide feedback for the next Board meeting. HF explained what is 

expected in terms of feedback to the Board for the newer tenant 

members. HF agreed to send MS an example of past feedback before 

it is his turn to feedback to Board. Action 1: HF 

 

 

2. Minutes of the CVG meeting held on 11 September 2025 

 

2.1 Minutes from 11 September 2025 

 

The minutes were agreed as a true and accurate record. 

 

• CF noted from the minutes that action 9, relating to the review of the 

translation processes, was marked as complete on the tracker, and 

raised whether this was correct given the minutes say it is ongoing. 

CVG agreed it should be marked as ‘in progress’, with the action still 

open. Action 2: EK 

 

2.2 Action Updates: 

 

The following actions were discussed; other actions are either complete or 

not yet due.  

 

• 11 September 2025 

▪ Action 1 - Staff to work out some options for more frequent 

meetings to bring to the November CVG meeting.  HF recapped the 

action, that there is a large gap after November and that the 

May and June meetings are close together. The June meeting 

will be taken out of the cycle as a trial. CVG agreed to another 

meeting in Jan/Feb. HF raised the need for a discussion on how 

to plan in the training and development modules CVG was to 

trial; it was agreed to discuss at the Jan/Feb meeting. HF to 

distribute a list of possible dates to members Action 3: HF 

▪ Action 4 - EK agreed to speak to the Communications team about 

producing an executive summary of the CVG minutes for the 

website / Connected. The Executive Summary was included in the 

papers and CVG were asked for their thoughts. JT asked why 

there were cars on the map. HF said it was supposed to 

represent the direction of travel through the CVG. HF will speak 
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to the Communications team about a better infographic. Action 

4: HF 

The Quarter 2 Customer Voice Influence and Impact report was 

included in the pack. CF explained its purpose and highlighted 

that the report was published on the website. CF asked if there 

were any comments. JT said she had missed it. HF will send JT a 

copy. Action 5: HF 

• 14 May 2025 

CF noted that EK has sent apologies to the meeting, and so asked HF 

to provide an update on the actions on her behalf. 

▪ Action 2 - EK to feedback items to Assets team for further 

investigation around dates logged on gas certificates. HF fed back 

that we are prioritizing accessing properties for gas safety 

checks. There has been a small increase in overdue checks; 

these are complex cases, and we are using cross-team working 

to resolve them. The tenancy visits that have been discussed at 

CVG should also help identify access needs earlier to mitigate 

services going overdue. AW asked if vulnerabilities will be 

recorded on our system. HF confirmed that they already are. 

MK commented that overdue gas services have been good over 

the last few years. HF explained it is a tiny number but that we 

want to be 100% and get into all the properties. CF added that 

we are part way through the tenant data project and to date 

48% of tenants have completed it. We are now looking at 

additional ways of reaching tenants. The data so far has shown 

that 1 in 3 tenants have some kind of support need. CVG had no 

other comments and signed off the action as complete. 

▪ Action 3 - EK to raise with Assets team for further investigation 

around electrical safety certificates information on electrical points 

in properties, then feed into HSWG if necessary. HF said the Head 

of Asset Investment is looking at additional software to avoid 

human error. This action is to be left open until CVG receives a 

full response. 

▪ Action 4 - 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. HF fed back from the Head of Asset 

Investment who said, due to limited inspections per day and 

geographical considerations, it is currently the most efficient it 

can be but is open to review. CVG was happy with feedback and 

signed off the action as complete.  

 

3. Rent Increase Update  
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GM explained the rent increase process and how rents are set. CVG were 

asked for their views so that Board can take them into account when 

deciding the rent increase for 2026. GM also asked if CVG felt there is a 

better way of seeking feedback from tenants, particularly now that the 

Government has given a 10-year settlement. GM also mentioned rent 

convergence and how, in the future, this could impact rents. It was noted it is 

a matter to discuss when the details have been announced and asked CVG 

to think how they would like to be consulted. CF suggested that, if the timing 

works, it could be included in the additional meeting in early 2026.   

 

Discussion/Questions  

• MS asked for more details on rent convergence. GM explained that when 

people start their tenancy mid-year the rent can’t be increased until the 

following April because the rules don’t allow an increase in the first 12 

months. Government is suggesting allowing slightly higher increases in 

rents to bring rent levels in line. The details have yet to be announced.  

 

CVG were asked to discuss in pairs: One thing to feed back to Board; and any 

suggestions on how to gather feedback in the future, and how to support the 

wider tenant population.  

 

 

Pairs Exercise feedback:  

• JT and KBM fed back that we need to be looking at providing more 

support. They know it is a necessary evil, but it is important to maximise 

support by the Money Matters team and support vulnerable tenants 

using the data being captured through the tenant data project. The 

annual tenancy visits will be helpful for picking up vulnerabilities and 

supporting people. Feedback to Board should stress the importance of 

support from the Money Matters team.  

• AD and DS echoed that the Money Matters team are kept up to date and 

that their skills/knowledge are up to date. Where customers are already 

struggling, try to get in early to try and stem issues before they get worse.  

It’s not just the additional 1%, and it’s not just rental income. AD asked if 

we look at tenants with a good payment history but get into a small about 

of debt, such as under £500, considering writing it off rather than adding 

to the pressure, and asking what the value is of chasing a small amount 

of debt. Feedback to Board should highlight the need to keep the Money 

Matters team trained and up to date and potentially consider small debt 

write offs. CF noted that more resource has recently been put into the 

Money Matters team.  

• MS and MK - it is important to tell tenants what we’re doing with the extra 

1% to make sure that tenants don’t feel like it is profiteering.  The rent 
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increase is something tenants will probably be expecting and understand 

that the rent needs to increase to keep up the quality of the service that 

they expect. AW added that it needs to be easy to understand in the 

communication on this. GM explained that the rent increase letter needs 

to follow a specific format but agreed that we need to tell tenants what 

we’re using the additional income for.  

 

Discussion/Questions  

• CF summarised the feedback and confirmed Connect would feedback to 

CVG on the final decision. Action 6: GM to feedback CVG comments on 

rent increase proposal to Board. 

 

4. Feedback from September Board:  

 

The feedback from Board was included within the pack. CF opened the floor 

for questions as the summary was provided within the papers. No questions 

were asked. 

 

5. Report from November Customer Experience Working Group (CEWG) 

HF fed back that: 

• There was a lot of data related discussion and that it was agreed the 

relevant managers would receive the full transactional surveys to identify 

improvements and create action plans from. 

• We are looking at ways to understand customer sentiment; capturing the 

words tenants are using so they can be better analysed.  

• CEWG looked at complaints and compliments. It was noted the 

neighbourhoods’ complaints are still high, but we expect this to fall once 

the new structure is embedded. 

• An action was identified to analyse TSM scores and be proactive in the 

areas where satisfaction is lower.  

No comments or questions.   

 

6. Q2 Performance report.  

 

RB noted that a lot of these reports are published on the website, but that some 

of the reports run to slightly different time frames, which is why some figures 

are slightly different. RB highlighted the three red areas, where action plans are 

in place and improvements are being made, and noted Q1 had a lower level of 
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surveys. On the Connect Commitments, on the keeping customers informed 

section, we know there is a shortfall and there are plans in place to address this.  

CVG were asked to rate how they feel about the current performance topics 

reported on and whether there should be any changes to in depth explanation 

topics. Members were given topics on cards and asked to rate them and to 

suggest any new topics. 

Group Exercise (Hot or Not)  

• Tenant satisfaction was ranked highest across the board, followed by ASB 

trends. Rent arrears was ranked as very high by some members but was 

in the middle for others. This was also the case for Net Promoter Score. 

The lowest ranked topics were tenancy turnover followed by evictions.  

• One new topic was suggested for inclusion, void re-let times.  

• This will be fed back to DM for future reports. Action 7: DM to amend 

performance reporting to reflect CVG requirements. 

 

Discussion/Questions:  

• CF asked if generally CVG is happy with the Q2 performance. AW said it 

was good at present, and CVG needs to see how the restructure in the 

neighbourhoods team goes and make sure it makes improvements in the 

future. 

• CF confirmed that performance will be monitored closely to ensure it is 

achieving the aims, and we will continue to feed back to CVG. Action 8: 

CF/EK 

 

CVG confirmed that they were satisfied with the performance reported. 

 

7. Scrutiny Recommendations Updates 

 

HF gave an update on progress against the outstanding scrutiny 

recommendations. 

 

Discussion/Questions 

• HF flagged recommendation 2 - Devise and deliver an awareness campaign. 

At the point of the papers going out, the publications hadn’t been done, 

but it will be in the next Connected magazine, and a blog has been 

published. HF asked that CVG consider if that is enough to say the 

recommendation is complete since the word ‘campaign’ is quite broad, or 

if more needs doing. HF asked CVG members to look at what has been 
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produced so a decision can be made at the next meeting. HF to send a 

link to the materials to CVG members. Action 9: HF 

• JT if we recharge tenants on voids. HF confirmed that we do, and we are 

getting better at recharging when properties are left in a poor condition.  

• CVG rated progress on the scrutiny recommendations. All the tenant 

members voted that they are happy with progress.  

 

8. Repairs Rest Update  

CF introduced the agenda item. RB thanked tenants for their involvement in the 

workshop and opened the floor to questions. Updates will continue to be given 

at future meetings. 

 

Discussion/Questions 

• JT asked if the CVG members opinions were in alignment with that of staff.  

RB felt that they were and that the workshop was very helpful and that 

we’ve taken a lot of value from them. RB said he wants to involve tenants 

in future decisions and, when it’s complete, bring it to CVG to sign off. 

Action 10: RB 

• AW asked that Connect offer alternatives if there is something we can’t do, 

rather than just say no. RB felt that we would naturally do this anyway and 

JT agreed with this. 

• JT asked how many tenants are actively using Prodo (the customer portal). 

RB explained what Prodo is and says it is impossible to measure how 

much people interact with it, due to how the platform is built. Prodo 2 will 

hopefully solve this by asking at the end if the information answered their 

question. At the date of the meeting around 40% of customers are 

enrolled. Prodo 2 will reflect changes resulting from the Repairs Reset. 

• MS asked if there was a better name rather than ‘my account’. CF said it 

has been discussed but no better name has been found. 

 

9. Corporate Priorities Plan  

CF introduced the item. RB discussed the progress with the Corporate Priorities 

Plan for 25/26 noting we are also looking at next year’s plan for 26/27. Overall, 

we’re making good progress against the plan. 

CVG were asked to vote on what they consider to be priorities for the Corporate 

Priorities Plan 26/27 and on what they would recommend for scrutiny review.  

 

Group Exercise 
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Customer priorities plan - CVG made four suggestions which were voted on 

by all members: 

 

Suggestion  Comments  No. of votes  

Keeping Our 

Promises 

A formal process to ensure that 

Connect keeps its promises, perhaps 

through automated case creation. It is 

wider than just communications but 

would include visits/ repairs and 

sending letters as well. 

6 

Email/ SMS Case 

Management 

Emails could be automatically allocated 

to cases, to ensure emails are replied to 

on time. 

0 

Portal 

Messaging 

Through Prodo, introduce a way that 

keeps the messages within the system, 

so the whole thread can be seen in one 

place and on the system. The message 

chain closes when it is resolved, and 

you can look back afterwards. Repairs 

updates could potentially be in the 

thread. 

4 

Community 

Communication 

We are getting better, but can improve, 

for example, we told everyone who was 

getting a new bathroom that they were 

getting a bathroom, but not the people 

on the other side of the street. 

Communication should be given to the 

people indirectly effected as well. 

2 

 

Scrutiny topics -Three topics were suggested and voted on by CVG members: 

Suggestion  Comments  No. of votes  

Tenant Data 

Capture  

Looking at what data, we’ve collected and 

how we’re using it as well as what other 

ways we could use it to provide services to 

tenants. 

2 

Stock Condition 

Surveys 

Looking at no access and communication 

to tenants on what they are and why they 

are important.   

0 

ASB and 

Neighbourhoods 

It was noted that it maybe needs to be 

done once new staff have had time to 

learn the role. CF explained that the new 

team should be in place by the end of 

4 
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January and then there will be a three-

month intensive training programme.  

MS questioned why it should be delayed. 

JT argued it will take time for them to get 

to know their patch and tenants. CF said 

that if it is a priority we will find a way to 

do it.  

 

 

Discussion/Questions 

• HF noted that we are open to trying different ways of doing scrutiny if 

anyone has suggestions.  

• CF said customer priorities will be fed back to board and Scrutiny topics 

will be given to HF to look at the timeframe and get the scrutiny panel 

together. Action 11: RB to feedback customer priorities so they can be 

reflected in the 26/27 corporate priority plan. 

 

10. Asset Management Strategy  

 

MB shared a PowerPoint on the review of the Asset Management Strategy. 

The discussion will feed into Board considerations on the strategy. MB to 

share the slides afterwards Action 12: MB  

 

MB outlined what asset management is, how much we spend annually on 

average, how we manage the flow of money through the plan, how we 

manage risk and competing priorities. MB noted that in some areas we go 

beyond what is seen as the legal minimum requirements which has financial 

implications.  There are also regulation changes that will impact the strategy, 

including increasing energy efficiency standards which we have a plan for, 

and a possible major reform of the Decent Homes Standard. 

 

MB then introduced the group exercise. Two options for strategic 

approaches were displayed and CVG members selected the number on a 

range of 1-7 for their preference between the two.  

 

Group Exercise 

• Ensuring safe homes (1), versus keeping homes in good condition (7)  

▪ 2 (4 votes); 4 (1); 7 (1). 

• Everyone’s home meets a particular standard (1) versus everyone 

getting a new kitchen at the same time regardless of condition (7) 

▪ 1 (2); 2 (1); 4 (2).  
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• Improved energy efficiency (1) versus updating kitchens/ bathroom 

(7).  

▪ 2 (2); 3 (3); 4 (1).  

• Building new homes (1) versus making existing homes better (7) 

▪ 2 (1); 4 (2); 6 (1); 7 (1).  

• Investment into supported living, including aids and adaptations, not 

important (1) versus very important (7).  

▪ 4 (1); 6 (2); 7 (3).   

• Sell more homes than is planned within the strategy (1) versus sell less 

(7).  

▪ 1 (2); 2 (2); 4 (2).  

 

Discussion/Questions 

• AW questioned a figure on the paper. MB explained that it is the total 

average annual spend, not just planned maintenance.  

• AW asked if listed buildings are reflected in the rent. MB said that there is 

very little difference in rents, though we spend a disproportionate amount 

on Victorian and listed buildings compared to newer properties.  

• JT asked that, on the sales of housing, if geographical location is 

considered, such as a single home on its own. MB says that it does factor 

into our decision, but that we tend to look for clusters of the worst 

performing homes.  MB also explained that we are relatively compact in 

geographical location. 

 

11. Matters to Escalate to Board  

 

• No matters to escalate to Board. 

 

 

12. Any other Business  

 

• Scrutiny Update: ED explained that the topic this time is barriers to 

engagement. ED will be leading with external help given that the team are 

scrutinising themselves. Over 600 residents have been surveyed, with a 

boot camp next week and recommendations going to ARMC in January. HF 

added we concentrated on people who have never expressed an interest 

in engagement, concentrating on 16- to 35-year-olds, specific geographical 

locations and ethnic groups where there is low engagement.  JT asked 

what the return was. ED explained it was only about 25, but there was a 

good level of feedback within that. ED also shared that there are spaces 

on the scrutiny panel if any CVG members want to join. HF noted some 

door knocking is planned for people who have not responded. 
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• Investment Priorities Consultation Plan: MB shared a paper and explained 

that the decision they came to was to adopt a scrutiny review approach to 

the project, including a customer research phase, a benchmarking phase, 

talking to staff and considering published good practice. MB asked CVG 

members to consider if they would like to be involved with any of the four 

phases. There will then be a conference day in April for any tenants to 

come along. After the conference, the information will be reviewed and 

MB asked if anyone at CVG wanted to be involved in the review. HF to 

send out the paper for members to volunteer if they want to be involved. 

Action 13: HF 

• Training & Development Modules Update: HF covered this earlier in the 

meeting, it will be discussed in the additional meeting in the new year. 

• Policy Approval Approach: HF updated the plan for a wider panel. A trial 

will use a digital approach with a pool of tenants; the Inclusive Services 

Policy will be used. CVG will also have an opportunity to comment.  

• Customer Experience and Resident Engagement Conference: HF flagged 

there is a conference in London and there is space for two tenants. HF to 

send out details. Action 14: HF 

 

 

13. Date of Next Meeting 

 

 

Thursday 12th February 2026 10am – 12pm (extraordinary meeting) 

 

Thursday 19th March 2026, 10am - 1pm  

 

21 Bond Street, Dewsbury, WF13 1AX 

 


