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SERVICE IMPROVEMENTS 
QUARTERLY BULLETIN

Y o u r  f e e d b a c k  i s  r e a l l y  i m p o r t a n t  t o  u s ,  i t  h e l p s  s h a p e  a n d  i m p r o v e  o u r  s e r v i c e s
w e  p r o v i d e .   W e  c a p t u r e  y o u r  f e e d b a c k  t h r o u g h  o u r  c o m p l a i n t s  p r o c e s s ,
t r a n s a c t i o n a l  s u r v e y s ,  o u r  a n n u a l  p e r f o r m a n c e  s u r v e y ,  s o c i a l  m e d i a  a n d  t h r o u g h
t h e  v o i c e s  o f  o u r  C u s t o m e r  P a n e l .   

W e  w i l l  p r o v i d e  y o u  w i t h  q u a r t e r l y  u p d a t e s  t o  s h o w  p r o g r e s s  a n d  a c t i o n s  w e  a r e
t a k i n g  b a s e d  o n  t h e  f e e d b a c k  y o u  p r o v i d e .

I f  y o u  h a v e  a n y  c o m m e n t s ,  c o m p l i m e n t s  o r  s u g g e s t i o n s  o f  h o w  w e  c a n  i m p r o v e
o u r  s e r v i c e s  y o u  c a n  l e t  u s  k n o w  b y  e m a i l i n g  c v h a @ c v h a . o r g . u k ,  s e n d i n g  a
d i r e c t  m e s s a g e  o n  F a c e b o o k  o r  g i v i n g  u s  a  c a l l  o n  0 1 6 9 8  2 6 8  8 5 5  a n d  s p e a k i n g
t o  a  m e m b e r  o f  o u r  C o n t a c t  C e n t r e  T e a m .

i f  y o u  w o u l d  l i k e  t o  g e t  i n v o l v e d  i n  t e n a n t  p a r t i c i p a t i o n  a c t i v i t i e s ,  p l e a s e  e n t e r
y o u r  d e t a i l s  o n  o u r  G e t  I n v o l v e d  S i g n  U p  f o r m  a n d  w e  w i l l  b e  i n  t o u c h :
G e t  I n v o l v e d  S i g n  U p

You Said  We Did

K E Y  F O B

You told us that your communal door was replaced, however only one customer was at home
when the contractor attended, they were given a new fob but other customers were left stranded
out of their home. You also told us that whilst you knew the door had been reported to be fixed,  
were not you were not notified when the repair work was going to be carried out.

When we investigated this, there had been a period of about 5 months between the initial repair
being reported, quotes gathered and new entry system ordered before replacement work could
take place. When the contractor attended to complete, they did hand fobs to those who were in
and put the other fobs through the letter boxes but unfortunately this was not communicated to
everyone.

During this sort of repair to a communal area, there is a process in place where everyone should
be notified and times agreed when a new fob will be picked up. This has been an oversight on
our part, apologies were issued to all customers for inconvenience caused.

https://forms.office.com/Pages/ResponsePage.aspx?id=OVCwWGCPQEezd0iIJwMjEYOw2WKxeeFKh63OiV6dh4xUREg1TjBOOUNaVklPTkhZQUhBOUY5TUZWOC4u


You Said  We Did

T R A N S A C T I O N A L  S U R V E Y S  
You told us that our transactional surveys which are sent out asking for feedback don’t allow
much room to write very much.

We have now amended this on our survey forms, customers now have the ability to write as much
as they would like to feedback.

R E P A I R  W O R K
You told us that since moving into your property a year ago, you have had a lack of response
around repairs issues you had reported. You said that an external pipe repair took months before
it was attended to and fixed.

When we investigated this, unbeknown to us our Contractor advised that they hold back external
work such as guttering and pipework repairs to build up and carry these out in bulk. This
information was not communicated to our Repairs and Contact Centre team.

We have agreed with our Contractor that they need to comply with our timescales and carry out
jobs within this timeframe. However it is understood that carrying out external work can be
weather dependent, the customer should be kept up to date with progress of job and whether
there are any delays

Apology issued to customer for inconvenience, thanks to you reporting we are now aware of our
Contractors practice and have asked them to change this to align more with our own timescales
for repair works

E N D  O F  T E N A N C Y

You told us that when you ended your tenancy and moved to your new address, you were receiving
letters and calls from a debt collector for outstanding debt. However you advised that you had
informed us by both telephone call and email that you were going to clear any outstanding arrears.

When we investigated this, the Revenue Officer advised they were not aware that you had
intended to clear the balance. They did not see any forwarded address on the system and as per
our procedure, your details were passed to AMA, our debt collector. 

We issued you an apology and confirmed case was closed with our debt collector, this would have
no affect on your credit score.

Lessons we have learnt from you reporting this to us are;
Housing Officers dealing with end of tenancy need to ensure forwarding address is detailed on
all systems
Revenue Officers need to check across systems for a forwarding address to double check
details 
We need to consider timescales when we text and email, we need to ensure we give customers
enough time to respond and be clear about deadline dates before progressing with any action
We will be working with our Business Improvement Team to look at the end of tenancy and
arrears workflows to make the process clearer


