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1. Welcome and Introductions

Tenant Observer
Tenant

Tenant

Tenant

Tenant

Board Representative

e The Chair welcomed everyone to the meeting and noted that apologies had been
received from Gary Bowman, Kayleigh Burchell-Newby, Maureen Kershaw and
Jude Thompson, as well as from Clare Tostevin (Board Representative) and Rose
Ashton who was due to observe.

1.1 Member Updates

o HF reported that JT had agreed to extend her tenure for a year. HF also reported
that GB would be resigning from the Group.



1.2 Minutes and Actions

e The minutes of the meetings held on 13 November 2025, and 12 February 2026
were agreed as a true and accurate record.

1.3 Actions

Updates were given on the following actions:

e 12 February 2026

It was agreed to keep the WhatsApp group on the CVG Development Action Plan and
HF would draft some rules. It was noted that the draft rules were circulated with
the March papers. Members were, overall, happy with the rules and were
reminded that JT had agreed to act as administrator. It was agreed that,
following the meeting, AM would email members asking for a volunteer as a
second administrator. AW suggested that administrators should be voted for
and reviewed on a regular basis, AM to build this into the rules.

HF to explore adding CVG Members to Kallidus. HF reported that this was in
progress. Checks were being made as to whether CVG Members would require
Connect email addresses to access Kallidus.

EK to email questions to members for their feedback on the 2027/2030 Action Plan.
EK reported that these were emailed out following CEWG on 4 March 2026 and
feedback from this meeting could also be incorporated.

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. HF reported
that this was in progress and she would email members to co-ordinate diaries.
HF to invite GM to the meeting in March 2026 to discuss rent convergence. GM sent
the following update: “The government have changed the rent setting regulations to
allow for individual rents to be increased each year where they are currently below the
formula level at which homes are relet. This could start in April 2027. The maximum
additional increase would be £1 per week in year 1 and £2 per week in 2028 onwards.
Connect has many rents currently below formula rent and so the Board will be
considering our approach later in the year. We will be consulting with CVG also”. This
item would be discussed at CVG later in the year.

e 13 November 2026
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Review written process for translation services and feedback to CVG. (Action re-
opened by CVG). It was noted that a HOW guide was available on Connect’s
intranet. EK gave an update at the meeting and shared screenshots of what
was available for staff. In response to a query from MS, EK responded that the
translation service was used on a frequent basis.

Amend performance reporting to reflect CVG requirements. DM reported that this
was reflected in the current report.

Update CVG on the CHO/Lettings restructure and the extent to which it has achieved
the desired outcomes. EK reported that all posts had now been filled and
training was ongoing. EK added that two people had moved from Lettings roles



into CHO (Community Housing Officer) roles, one of whom had recently
indicated that they didn’t want to continue in the role.

In relation to whether desired outcomes had been achieved, EK reported that
re-let times (time in lettings, not time in void works) had decreased from 5.7 to
5.5 days, therefore, indicating a slight improvement. EK also reported that the
TSM score for Contribution to Neighbourhood had improved, however, the
score for Handling ASB had gone down. AW enquired if the decline in the ASB
score was because tenants didn't receive the outcome they were looking for, or
for other reasons. EK responded that Connect (and other housing associations)
could not glean that level of data as the questions were set by the Regulator.
EK added that transactional surveys were sent out to tenants on the closure of
ASB cases so that data could be tracked.

2. Q3 Performance - Customer Insight and KPIs

DM gave an overview of the report.

e AW enquired why communication around repairs remained at 51% and was not
improving as Connect had the ability to do this. CF responded that this was a key
element of the Repairs Reset project. MB added that it was a combination of
factors and the project was trying to improve systems, training, and staff
management so that the process of sharing information through the chain did
improve.

e Connect Commitments

HF explained the background behind the ‘Connect Commitments.’

There is now a Customer Charter that has recently been co-produced with
tenants, and, therefore, the intention was to discuss whether both should be
retained or whether the Charter should replace the Connect Commitments. As
some members were absent from the meeting it was decided that information
would be circulated to members after the meeting in order to gain everyone’s
views. Action: HF to circulate information to members with regards to the
Connect Commitments (CCs) and Customer Charter and to ask for views on
whether both should be retained or whether the Charter superseded the CCs.

3. Review of Repairs Performance Indicators and Targets

e Members were asked if they were happy with the range of targets that Board were
due to consider for approval at the Board meeting on 25 March 2026.
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MS suggested adding in contractor performance e.g. the out of hours service
and how this was performing. MB responded that emergency repairs was
included, however, this incorporated both contractors and the in-house team.
In response to a further suggestion from MS, MB responded that contractor
and in-house performance was monitored separately at Management Group
level, but not by Board. MS added that it would be beneficial for the Board to
be aware that Connect had its finger on the pulse in this regard. MB noted that
Connect used contractors for other activities, not just repairs, however, agreed



to take this back to the Board for further discussion; reporting to Board on
contractor performance was currently by exception. DF acknowledged MS's
concern and noted that there may be alternative ways to monitor this.

NS commented that she didn't think that 82.6% performance on ‘Home is well
maintained’ demonstrated satisfaction. MB responded that this was tenants’
perception and it could take a significant amount of time to see an
improvement.

DS commented that the proposed targets looked reasonable from where they
had been previously, although communication required radical change and DS
enquired what plans were in place for this? MB responded that performance
had improved in the quarter, but this area was still below target, however, this
was taken from a small sample of customers (24 that were either very or fairly
dissatisfied). MB added that everyone had different communication preferences
and improving how and when customers were kept informed was a key
deliverable of the Repairs Reset project.

With regards to the proposal to move the KPI for non-emergency repairs from
95% to 85%, AW commented that he was concerned that the standard would
drop further and enquired why a target of 90% or 95% was not possible. MB
responded that there were different variables that impacted on statistics such
as the type of job being completed. For example, replacing doors would be
difficult to complete within 28 days due to obtaining the parts from suppliers.
Jobs remained open until they were completed.

MS added that he didn’t want to set Connect up to fail and hoped that next year
the target could be increased again.

NS further commented that she would rather wait and get a repair done
properly than have something done quickly due to a target needing to be met
and, therefore, not up to standard.

DF commented that the CVG had been satisfied to move the target for routine
repairs from 14 days to 28 days as communication was important. The
proposal was now to move the target for achieving that to 85%. Connect
wanted to set a realistic target that could easily be met. If the CVG wanted the
target to remain at 95% and more resources were required to achieve that, the
Board would need to consider what activities not to carry out when it reviewed
the budget at its meeting in March 2026.

Action: MB to feedback the CVG’s comments on the proposed targets to the
Board at its meeting in March 2026.

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

» EKreported that the CEWG had considered:
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Root cause analysis of three complaints relating to pests, including one that had
been considered by the Housing Ombudsman Service where feedback had
been that the complaint had been handled well. Several actions had been
agreed at CEWG to help raise awareness around the prevention and
management of pests.



= Progress against the Customer and Communities Strategy (CCS), including the
Action Plan and co-design of the 2027/2030 Strategy.

5. Customer and Communities Strategy (CCS) 2026/27

e The Group used a thermometer to identify how they felt the CCS was progressing,
all votes were 50% or more satisfied with progress.

e Members were asked whether they felt they had enough information, too much
information, or not enough information to decide on progress of the Strategy.
Members unanimously voted that they had enough information.

e Members were asked to identify which one action from each strand they would
like to highlight as a priority to the Board.

Action | Description
No

1.1 Use data and insight effectively to drive service improvement.

2.1 Increase the diversity of customers that Connect hears from.

2.2 Deliver a training module on Governance to the Customer Voice
Group.

2.3 Create opportunities for the Board to have dialogue directly with
customers.

3.0 Act on what we hear.

4.1% Prepare for the new Access to Information Scheme (STAIRs -

Social Tenants Access to Information Requirements).
Accountability epvd Continue to recruit more tenant volunteers to be involved in
scrutiny events in recognition of the work involved, and so there
is a wider pool of tenants who can carry out reviews.

6 Know our customers and neighbourhoods.

7.1 To co-evaluate the impact of the restructure in Neighbourhoods
to assess whether it has delivered the intended outcomes.

7.3 To continue to develop the multi-partner project focused on

where we have the lowest scores for positive contribution to
neighbourhood and handling of ASB - focus of project to be
community safety and improving neighbourhood

8.1* Support customer-led projects and initiatives that have a positive
impact on neighbourhoods, that tackle local issues and inspire
people to want to be involved

9.1 Continue with the Customer Care focus within Connect
focusing on the customer experience, underpinned by the co-
designed Customer Charter and Connect Commitments

11.1 Use CRM, data reports and business intelligence to ensure
compliance with policies, procedures and service standards.

11.3 Communicate where we have successfully worked in partnership
to tackle ASB

Connection

* Two votes
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6. Draft Corporate Priority Plan 2026/27 (incl. KPI targets)

e RB attended for this item and reported that 2026/27 was the final year of the
three-year Corporate Strategy and Priority Plan. A draft of the Priority Plan was
discussed at Board in February 2026, and a final version would be presented back
to Board in March 2026. This would be shared with CVG once approved. Action:
RB to share the 2026/27 Corporate Priority Plan with the CVG once approved by
Board. Likewise, RB reported that the proposed targets had been discussed by the
Board and a final version would be presented to their meeting in March 2026. RB
noted that a full-scale review of KPIs (where they are reported and when) would
commence in May 2026.

e MS commented with regards the target for “..leaving homes clean and tidy’ which
was proposed to increase from 85% to 90% and enquired why those completing
repairs were being given a ‘get out card’ for keeping someone ‘s home tidy. RB
responded that Connect had to accept that this would never be 100% as this was
influenced by different perceptions.

e Members conducted an exercise in pairs and noted the following:
Could targets be achieved? Some targets are externally set / some things we have
highlighted as important to tenants and, therefore, we have put in actions to help
achieve this'.
Some projects are also working in background which support the priority plan even
if not specifically referenced.
NS highlighted change has been visible over time which is positive?.
Some projects will take longer than 12 months but that doesn’t mean they will be
dropped?.
Happy that targets are moving in positive direction.

1. Members noted that there was a lot in the Plan, but it was felt to be achievable.
RB responded that the Board had challenged in the same way and added that
some of the actions were regulatory and, therefore, mandatory. The rest of the
actions were justifiable and were right for tenants and for Connect.

2. NS commented that she had seen a lot of good progress over the years she had
been a member of CVG/SIF and the CRF (Connect Residents’ Forum). RB
responded that Connect was a forward-thinking organisation and wanted to see
progress for tenants.

3. AW enquired whether actions would be carried forward if they were not
completed by the end of the year. RB responded that progress is reviewed by
the Audit and Risk Management Committee every six months, and internally
every three months and therefore, the direction could change throughout the
year.
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7. Scrutiny Recommendations Tracker

e DM summarised the outstanding action: three were delayed; three were not due;
and two require CVG to sign off if they agree they were complete.
e The reasons were explained for the three that were delayed:

» Ensure that any translation vulnerability is transferred onto the job sheet.
Improvements were being made to the accuracy of Connect's data and how
contractors could view it. At present it was only a snapshot in time. However,
the aim was for them to be able to view live data - new deadline 30 June 2026.

= Communicating tenant engagement to new tenants. Training for new CHOs
(Community Housing Officers) had been prioritised and once completed this
would be progressed - new deadline 14 May 2026.

= |Improve the engagement area of the website. Delayed due to staff sickness. It
was now with the Comms team to update - new deadline 31 March 2026.

e The two that were signed off were:

» Devise and deliver an awareness campaign explaining Connect’'s expectations of
tenancy condition on termination and improvements to the property. This was
delivered through the Newsletter and a Podcast.

= Make pre-termination visits compulsory. These are compulsory and are carried
out by the CHO team.

8. Feedback from February Board Meeting
e CF noted that slides had been circulated with the papers and that the Board in
February was a precursor to the March one and included the draft budget and

Corporate Priority Plan / targets.
e The CVG were satisfied with the information provided and asked no questions.

9. New templates for Complaint Responses

RR attended for this item, and there was a discussion about the templates that had
been circulated in the pack.

e Members made the following points:

Decision / outcome is very clear in Example letter was clear and

letters. understandable.

Take out ‘decision’, ‘reason’ heading - Start letter with softer / warmer opening
make it friendlier / more personal e.g. e.g. 'Sorry you have had to complain /
‘What we have decided'. thank you for talking to me’).

Remove bullet points from the top of Adapt language in line with

the letter - repeating the information. vulnerabilities.

Strike balance between friendly and Put outcome higher up (personal
professional. preference)

More concise - overly detailed
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10. Matters to Escalate to Board

e The CVG did not identify any items to escalate to the Board.

11. Any Other Business

12.

Investment Conference - Saturday 18 April 2026 - Park Plaza, Leeds

= |t was noted that the CVG had helped with the planning of the event.

= Adigital survey sent to tenants had resulted in 744 responses which would be
fed into the conference.

= There were spaces for 50 tenants to attend. 200 people had indicated that they
would be interested in attending. On the basis that some who signed up would
not attend on the day, MB proposed to allow the sign up of 75 - CVG were
comfortable with this approach.

Connect in the Community

= AM reported that to try to improve communication with less engaged
communities (identified by the ‘Contribution to Neighbourhood’ TSM score) he
would be organising community drop-in sessions at existing community
hubs/centres. AM invited CVG members to be involved and to email him with
any suggestions.

= MS enquired what Connect was hoping to achieve. AM responded that the aim
was to listen to tenants and find out their reasons for not being engaged.

= AW suggested buddying up with events that were already taking place in
community centres and having people there from Connect who could deal with
a wide range of issues, including being able to log repairs.

Out of Hours Repairs Service - MB reported that Cornell were on the point of
being appointed and thanked CVG for their involvement.

Director of Finance and Resources - recruitment was progressing. A long-list of
candidates had been prepared which would be filtered down into a shortlist to be
interviewed.

Inspection - The Inspection team asked for their thanks to be passed onto the CVG
for their involvement. The Leadership Team was pleased with the outcome which
was embargoed until 25 March 2026. It would be shared with the CVG when
allowed.

Customer and Communities Strategy (CCS) 2027/2030 - EK asked CVG members to
let the Communities Team know via email if they would like to help to develop the
next CCS.

Date of Next Meeting
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Thursday 14 May 2026, 10.00 am - 1.00 pm
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