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SERVICE IMPROVEMENTS 
QUARTERLY BULLETIN

Y our  f e e d b a c k  is  re a l ly  i mpo r ta n t  to  us ,  i t  h e lps  sh ape  a n d  i mprove  our  se r v i c es

we  prov i d e .   W e  c aptu re  your  f e e d b a c k  th roug h  our  c o mp l a i n t s  pro c ess ,

t ra nsa c t i o n a l  su rveys ,  our  a n nua l  pe r f o rm a n c e  su rvey ,  so c i a l  m e d i a  a n d  th roug h

th e  vo i c es  o f  our  Cus to m e r  P a n e l .   

W e  w i l l  prov i d e  you  w i th  qua r te r ly  upd a tes  to  sh ow  pro g ress  a n d  a c t i o ns  we  a re

ta k i n g  b ase d  o n  th e  f e e d b a c k  you  prov i d e .

I f  you  h ave  a ny  c o m m e n t s ,  c o mp l i m e n t s  o r  sug g es t i o ns  o f  h ow  we  c a n  i mprove

our  se r v i c es  you  c a n  l e t  us  k n ow  by  e m a i l i n g  cvh a@cvh a .o rg . uk ,  se n d i n g  a

d i re c t  m essa g e  o n  F a c e b o o k  o r  g iv i n g  us  a  c a l l  o n  01698  268  855  a n d  spe a k i n g

to  a  m e m b e r  o f  our  C o n ta c t  C e n t re  T e a m .

You Said  We Did

W e  appre c i a te  th is  was  a  se r v i c e  n o t  to  a  s ta n d a rd  we  expe c t  f ro m  our  c o n t ra c to r s

a n d  as  a  resu l t  o f  your  f e e d b a c k  we  put  i n  p l a c e  th e  f o l l ow i n g  c h a n g es :

Our  C o n ta c t  C e n t re  te a m  we re  a b l e  to  ra ise  c o mp l a i n t s  d i re c t ly  w i th  th e

c o n t ra c to r .  T h ey  a lso  l o g g e d  th ese  f o r  th e  H ous i n g  O f f i c e r  to  f o l l ow  up  o n  but

th e  cus to m e r  issue  w i l l  b e  ra ise d  s t ra i g h t  away ,  se e k i n g  a  respo nse  a n d

reso lut i o n

M o n i to r i n g  sh e e t s  w i l l  b e  v is i b l e  w i th i n  c l oses  a n d  w i l l  d e ta i l  wh a t  wo rk  h as

b e e n  c a r r i e d  out

R e gu l a r  m e e t i n gs  we re  h e l d  w i th  our  c o n t ra c to r  to  i mprove  c o m mun i c a t i o n

c h a n n e ls  a n d  h i g h l i g h t  c o mp l a i n t s  ra ise d  f ro m  our  cus to m e r s

P os t  i nspe c t i o n  c h e c ks  c a r r i e d  out  to  t r y  a n d  i mprove  qua l i t y  o f  se r v i c e  a n d

a d d ress  a ny  o n -g o i n g  issues  w i th  qua l i t y  o f  c l e a n i n g

 

D esp i te  th ese  c h a n g es ,  sa t is f a c t i o n  l eve l ’s  s t i l l  re m a i n e d  l ow  a n d  you  c o n t i nue d

to  te l l  us  th e re  h a d  b e e n  n o  i mprove m e n t .   W e  th e n  to o k  th e  d e c is i o n  to  e n d  our

c o n t ra c t  w i th  C o mp l e te  C l e a n  a n d  pro cure d  se r v i c es  w i th  a  n ew  c o mpa ny  c a l l e d

C o m mun a l  A re a  S e r v i c es  (C A S ) .  T h is  c o mpa ny  s ta r te d  o n  15 th  J a nua ry  2024.

W e  w i l l  b e  c l ose ly  m o n i to r i n g  th is  se r v i c e  a n d  ove r  th e  n ex t  f ew  m o n ths  we  w i l l  b e

i nv i t i n g  your  f e e d b a c k  th roug h  a  sh o r t  su rvey  

Y ou  to l d  us  you  we re  n o t  h appy  w i th  th e  c l e a n i n g  c o mpa ny  we  we re  us i n g  a n d  th a t

th e  s ta n d a rds  o f  se r v i c e  c a r r i e d  out  we re  n o t  to  sa t is f a c t i o n .  O n  o c c as i o ns  you

we re  repo r t i n g  to  us  th a t  you  h a d  se e n  c o n ta c to r s  s i t t i n g  outs i d e  a n d  n o t  eve n

e n te r i n g  th e  prope r t y .

C L O S E  C L E A N I N G  



W e  appre c i a te  th is  was  ve r y  f rus t ra t i n g  to  our  cus to m e r s  a n d  we  n e e d e d

b e t te r  l i n es  o f  c o m mun i c a t i o n  b e twe e n  our  C o n t ra c to r s  a n d  ourse lves  to

e nsu re  we  we re  a t te n d i n g  j o bs  wh e n  we  sa i d  we  wou l d .    W e  n ow  h ave  a

s ta f f  m e m b e r  c ove r i n g  th e  repa i r s  ph o n e  l i n e  f ro m  9 -5pm  e a c h  d ay ,  i f  o n e

o f  our  C o n t ra c to r s  h as  b e e n  un a b l e  to  g a i n  a c c ess  to  your  prope r t y ,  th ey

a re  n ow  requ i re d  to  c a l l  us  f i r s t .  

W e  w i l l  th e n  m a k e  c o n ta c t  w i th  yourse l f  to  c h e c k  you  a re  i n  b e f o re  th e

c o n t ra c to r  l e aves  th e  j o b .

Y ou  to l d  us  you  we re  re c e iv i n g  ‘so r r y  we  m isse d  you ’  c a rds  f ro m  our

c o n t ra c to r s  wh o  we re  due  to  a t te n d  a  j o b  but  you  we re  i n  your  prope r t y  a t

th e  t i m e .  

Y ou  sa i d  th is  was  f rus t ra t i n g  as  i t  m e a n t  th a t  a n o th e r  j o b  h a d  to  b e  ra ise d

a n d  a n o th e r  t i m e  s l o t  h a d  to  b e  a r ra n g e d  wh i c h  was  a n  i n c o nve n i e n c e  to

you .

You Said  We Did

You Said  We Did

T R A N S A C T I O N A L  S U R V E Y S

C O N T R A C T O R S  

Y ou  to l d  us  you  we re  f rus t ra te d  a t  re c e iv i n g  t ra nsa c t i o n a l  su rveys  o n c e  you

h a d  repo r te d  a  c o n c e rn  o r  ra ise d  a n  issue  w i th  us  a n d  th e n  c o mp l e t i n g

a n o th e r  su rvey  o n c e  th e  c ase  h a d  b e e n  d e a l t  w i th .  

W e  a re  rev i ew i n g  our  ex is t i n g  t ra nsa c t i o n a l  su rveys  to  se e  i f  th ey  a re  f i t  f o r

pu rpose .  G a i n i n g  f e e d b a c k  o n  h ow  we  pe r f o rm  is  a  use fu l  to o l  to  h e lp  us

eva lua te  wh a t  we  d o  we l l  a n d  wh a t  we  c ou l d  b e  b e t te r  a t .  

W h i ls t  two  su rveys  a re  se n t  out  th ey  h ave  d i f f e re n t  fun c t i o ns ,  th e  i n i t i a l

su rvey  you  re c e ive  re l a tes  to  your  i n te ra c t i o n  w i th  our  C o n ta c t  C e n t re  s ta f f

a n d  your  i n te ra c t i o n  w i th  th e  te a m .   T h e  se c o n d  su rvey  you  re c e ive  is  se r v i c e

spe c i f i c  a b out  your  c ase  ra ise d  w i th  us  a n d  wh e th e r  you  re c e ive d  a

sa t is f a c to r y  outc o m e  a n d  c o m m i tm e n t s  we re  k ept  o n c e  th e  c ase  h as  b e e n  d e a l t

w i th .

W e  t r y  to  k e ep  su rveys  sh o r t  so  th a t  th ey  a re  n o t  to  t i m e  c o nsum i n g ,  i t  is

a lways  a t  your  d isc re t i o n  i f  you  wa n t  to  c o mp l e te  a  su rvey ,  th e re  is  n o

requ i re m e n t  to  d o  so  i f  you  d o  n o t  w ish .



Our  Cus to m e r  suc c ess  te a m  a re  wo rk i n g  o n  i mprov i n g  th e  auto  respo nse

g e n e ra te d  f o r  a n t i -so c i a l  b e h av i our  c o mp l a i n t s .  T h is  w i l l  i n c lud e  t i m esc a l es  f o r

c a l l  b a c ks  a n d  reso lut i o ns  to  g ive  you  a  c l e a re r  p i c tu re  o f  wh e n  you  c a n  h e a r

f ro m  us .   Our  te a m  a re  a lso  d eve l op i n g  a n  A S B  l e a f l e t  to  c l e a r ly  out l i n e  wh a t  A S B

is ,  a n d  wh a t  a c t i o ns  we  c a n  ta k e .

Our  C o n ta c t  C e n t re  T e a m  w i l l  n ow  repo r t  es ta te  m a n a g e m e n t  issues  d i re c t  to  th e

c o n t ra c to r  i n c lud i n g  H e a l th  &  S a f e t y  issues .  Cus to m e r s  w i l l  b e  ask e d  to  prov i d e

ph o tos  to  h e lp  us  m a n a g e  o n g o i n g  a n d  pe r s is te n t  issues .
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R E P A I R S  I M P R O V E M E N T S  

C U S T O M E R  S E R V I C E  I M P R O V E M E N T S

Our  T e c h n i c a l  i nspe c to r s  a re  n ow  d o i n g  pos t  repa i r  i nspe c t i o ns  c a r r i e d  out  by  our

c o n t ra c to r s .  T h is  is  to  m a k e  su re  we  a re  f o l l ow i n g  up  w i th  you  to  m a k e  su re  j o bs

a re  c o mp l e te d  to  a  h i g h  s ta n d a rd .

W e  a re  wo rk i n g  w i th  E n e rgy  A n g e ls  to  a d d ress  E n e rgy  issues  w i th i n  vo i d

prope r t i es  to  reso lve  a ny  supp l i e r  issues ,  m a k i n g  su re  wh e n  you  m ove  i n  your

e n e rgy  a c c oun t s  a re  se t  up  

Our  T e c h n i c a l  I nspe c to r  s ta f f  h ave  c o mp l e te d  M ou l d  a n d  D a mp  t ra i n i n g  to  h e lp

suppo r t  you  o n  h ow  to  m a n a g e  th e  ve n t i l a t i o n  w i th i n  your  h o m e  a n d  s i g ns  to  l o o k

out  f o r  to  preve n t  issues  a r is i n g .  G D M  c o n t ra c to r s  w i l l  n ow  t re a t  a ny  m ou l d

issues .

I f  a  cus to m e r  h as  mu l t ip l e  repa i r s  th ey  requ i re  to  b e  c a r r i e d  out  w i th i n  th e i r

h o m e ,  th ese  c a l ls  w i l l  n ow  b e  t ra ns f e r re d  s t ra i g h t  th roug h  to  th e  repa i r s  te a m

ra th e r  th a n  mu l t ip l e  c ases  b e i n g  ra ise d  by  our  C o n ta c t  C e n t re  T e a m

P re  te rm i n a t i o n  i nspe c t i o ns  a re  n ow  b e i n g  i n t ro duc e d  to  re duc e  re c h a rg e  l i a b i l i t y

b e f o re  you  e n d  your  te n a n cy  w i th  us

Our  T e c h n i c a l  i nspe c to r s  a re  pa tc h  b ase d  but  i nspe c t i o ns  o r  e m e rg e n cy  wo rks

c a n  ta k e  p l a c e  by  a ny  T I ,  i f  a  T I  isn ’ t  w i th i n  th e i r  a l l o c a te d  a re a  th ey  w i l l  c o n ta c t

a  c o l l e a gue  to  ask  th e m  to  a t te n d  i ns te a d .

I N T E R N A L  I M P R O V E M E N T S  U P D A T E

i f  you  wou l d  l i k e  to  g e t  i nvo lve d  i n  f o cus  g roups ,  ta k e  pa r t  i n  sh o r t  su rveys  o r

o n l i n e  f o rums  to  h e lp  us  i mprove  our  se r v i c es  p l e ase  e n te r  your  d e ta i ls  o n

our  P a r t i c ipa t i o n  re g is te r :

P a r t i c ipa t i o n  R e g is te r  
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