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HELP US GET IT RIGHT (HUG) MEETING 

 

Minutes of the meeting held on Wednesday 12th January 2022 @ 6pm 

via Microsoft Teams 

Present:             Ella Borg  
                           Pearl Bulloch 
                           Christine Davis 
                           Claudette Durant-Williams  
                           Carol Franklin 
                           Jessica Hopkins 
                           Sylvette Peksa 
                           Amanda Edes (AED) 
                           Adebola Adejonwo  
 
Officers present: Caroline Richardson              Head of Customer Involvement 
                              Carla Wood                           Customer Involvement Manager 
                              Chloe Heaps                         Customer Involvement Officer 
                              Robyn Cornelius                   Head of Service Improvement 
                              Randolph Kuffour                 Customer Insight Analyst 
                              Allison Eaglesham (AEA)     Enhanced Supported Housing Officer 
                              Lisa Waite                             Service Development Manager 
 

Min 
no  

 Action 

1/22 
 

 

Welcome and Introductions 
 
 CR welcomed everyone to the meeting and introductions were made around 
the room for those who were new to the meeting.  

 
 

 

2/22 Apologies for absence 

 

  Apologies were received from David O’Neill, Jean Murphy and Stella Damm. 
 

 

 

 

 

3/22 Minutes & action sheet: 

 

CF pointed out that the Steeple View grant was not included in the minutes. 

CH apologised and would have this added. With this change in place, all 

were happy to agree the minutes.  

 

Action sheet: 

 

With regards to the possibility of having amber faces for the performance 

scorecard, CR and RC are due to meet this week to discuss this.  

In terms of the gardening quote for CD, CH had received this the afternoon 

of the meeting, and would call CD tomorrow to go through this.  

 

 

 

 

 

 

 

 

 

 

 

 
 

CH 
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4/22 Service Standards 
 
RC shared her screen and advised this was the second draft of the 
document, as December’s meeting was postponed. She explained that the 
Service Standards are due for review in June and gave examples of what 
some of the service standards were currently – such as answering a phone 
call within 20 seconds or responding to an email within 2 working days. 
 
She advised that it is proposed the Standards are replaced by an Outcomes 
Framework, developed in consultation with customers and colleagues. This 
way the service standards focus more on the outcome rather than activity – 
as it’s more important Swan keep promises and someone takes ownership 
of the issue, rather than a call being answered within 20 seconds.    
 
RC advised that the proposed customer outcomes were: 
 

• Be Proud  
- (“I live in a home that is well managed by Swan”, “I live in a high-
quality home I am proud of”, “My housing needs are taken into 
account”). 
 

• Be Safe 
- (“My home is maintained to the highest of safety standards”,” My 

neighbourhood and communal areas are safe and clean”, “I am 
supported if I am a victim of anti-social behaviour”).  

 

• Be Involved  
- (“My priorities are listened to and understood”, "I am involved in 

decisions about me, my home and my neighbourhood”, “I am 
offered opportunities to be involved to influence Swan services & 
strategies”).  

 

• Be Supported  
- (“I am supported to reach my potential”, “I am supported with 

training & employability”, “I am supported to access the services I 
need including benefit & debt management”).  

 

• Be Respected  
- (“I feel that Swan keeps its promises to me”, “My complaints are 

dealt with promptly, politely & fairly”, “I am treated with fairness & 
respect, & my diverse needs are taken into account”).  

 
EB felt let down on some of the service standard areas RC had highlighted. 
EB would like to see these things implemented and working.  
 
CF said she does care about how long she has to wait on the phone for 
someone to pick up – she advised this wasn’t so much a problem with 
Swan, but with Axis. She has waited over 20 minutes for someone from 
Axis to answer her call before. 
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AEA mentioned that in terms of communication – it’s important that staff 
and customers are able to communicate in different ways – in terms of 
supported housing, there are customers who are non-verbal or hard of 
hearing – this needs to be considered, and safeguarding too. She also 
thought that with Anti-social behaviour, it might be hard for customers to 
have conversations around this, so it’s important we can make sure 
customers feel comfortable enough to approach staff to report incidents.  
 
SP thought there needed to be more around regular updates for customers, 
when waiting for a repair or response to a query. Even if there isn’t any 
further information at that time, she thought it was important customers are 
kept up to date.  
 
CDW thought that the word ‘inclusive’ needed to be in there. She wanted all 
customers to have access to the same services and be treated with fairness 
– she advised the interaction with her neighbourhood officer wasn’t great. 
 
EB asked whether Swan could have a system which allowed customers to 
log on and see what stage their complaint/repair/query was at – which staff 
could update, and customers could log into to get updates.  
 
Customers wanted details of their housing officer to be easy to find on the 
website.  
 
It was suggested Axis staff be trained in spotting domestic abuse during 
visits. AED advised she had heard of code words and hand signals which 
people can use to tell others that they are not safe. It was asked whether 
Swan could publish something like this, so people who are in danger can let 
a staff member know discretely. CR and RC thought this was a really good 
idea – it was something they could definitely do.  
 
CDW suggested Swan setting up a Trustpilot account so customers could 
leave reviews, good and bad, and that way improvement can be tracked. 
 
RC thanked everyone for their valuable feedback and would return to the 
next meeting to provide a further update.  
 
RK wanted to advise the group that a monthly dashboard will be set up 
which is customer focused. This data will be shared with a mangers and 
teams so they know what’s going on and it will drive service improvement 
up. RK advised they want to get customers’ views to help improve the 
business.  
 
RK explained the team plan to feedback on a monthly basis and can see if 
there is an improvement on issues before. Customers advised it would be 
good if they could interact through the dashboard or contact separately on 
this, or for it to be published somewhere.  
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AEA advised that staff don’t often report on the good things they do, as it’s 
just part of their job. Staff need to make sure they take the time to report on 
the good things too.  
 

5/22 Matrix of Customer Engagement 

 

CR advised that a copy of the matrix had been sent out to everyone, but 

she shared her screen to show this during the meeting. 

 

She explained that it’s important Swan involve customers with building and 

plans, and the different ways Swan are investing money on properties. CR 

pointed out the top three investment topics, which were Fire Risk 

Assessments and building safety information, general communication on 

fire safety and repairs service consultation. She explained that due to the 

impact of Grenfell, these were the top priorities. 

 

CDW thought that kitchen and bathroom should be higher than priority band 

2. Many of the other customers were happy with it sitting in band 2, as they 

didn’t think it was as important as fire safety. CF advised that she sits on the 

Axis Partnering meetings and could assure CDW that it is not overlooked.  

 

Existing Buildings – customer priorities on Swan investment, Decent Homes 

kitchen bathrooms, New build Design and Sustainability Principles,  Modular 

feedback and  New build - defects feedback were all in band 2, and  

Feedback Fridays,  Lettable standard (voids),  Repairs standard (in 

residents handbook - turnaround times etc),  Cyclical Repairs i.e. 

decorations,  Sinking Funds and  Development - project specific were all 

band 3. 

 

Customers were happy with all other banding. 

 

Checking on repairs after they have taken place – AA thought it would be 

good to have a sign off sheet. CF mentioned that this already happens, two 

weeks after a repair, CW believes it’s ad-hoc. CR will get clarity on this. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

 

 

 

 

 

 

 
 
 

CR 

6/22 Count Me In Strategy 

 

CR spoke to attendees about the potential themes for the new Count Me In 

Strategy. She explained that the themes had been kept the same as the 

previous strategy as they were still appropriate and fitting. These were: 

- Somewhere to feel at home 

- Championing our customer’s voice 

- Fulfilling your potential  

 

CR emphasised that customer voice is important and needs to be 

embedded – She explained that in order to support this the Count Me In 
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Strategy had been aligned to support the new Customer Experience 

Strategy. She talked about the need to have better communication and 

good understanding of other departments, the ability to benchmark and 

evidence impact. 

 

CR spoke about what consultation had taken place already – the 2 mixed 

workshops with staff, partners and customers, the MEL research and the 

ICS surveys. She talked about some of those key themes and how they had 

influenced the development of the strategy:  

 

Engagement, communication and community. With more people involved 

there is a louder voice, more opportunities for co-creation. Customers to be 

kept informed with more regular updates and keeping to promises. 

 

Customers want to know who their neighbours are, covid knocked 

communities back a bit, so there was less mixing and community interaction 

- support with training and jobs.   

 

CR advised that she will look to bring a draft version to February’s meeting, 

but wanted feedback in terms of the priorities at the moment. 

 

CF agreed with everything mentioned on CMI strategy but mentioned there 

was nothing regarding what to do / support for neighbours when people who 

are involved with drugs are moved into an area, as this activity shatters the 

community and leaves people feeling anxious. CF couldn’t see anything 

there to help in that sense. CR will pick up and put forward in terms of 

allocation and letting policy and ASB strategy. 

 

CDW does believe that if you live on bigger estates you have a different 

experience with Swan. She is constantly told that she is only one of a small 

number of properties that swan own in her area, but swan are still the 

landlord – she felt there was no thought into how the different social 

landlords and council can work together to support the entire estate – she 

wants to receive the same service as those who live on bigger estates.   

Geographical area shouldn’t affect you as a Swan tenant - everyone should 

get the same quality of service. CR stated that everyone should feel part of 

the swan family and took CDW’s comments onboard.  

 

EB always thought that with mutual exchange, if the person wanting to 

exchange had a history of ASB, they weren’t allowed to move – there 

should be criteria met. She thought it would be a good idea if new tenants 

had a 1-year trial etc, if they do everything right, they can then renew their 

tenancy. EB remembers that when she lived on a bigger estate, everyone 

was looked after. Now she’s only one of a few Swan properties on an 

estate, she is having to pay more for service charges.  
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CR thanked everyone for their feedback and advised that she can cover the 

raised topics in future meetings, and bring back in terms of the content for 

this strategy.  

7/22 Consultation on Policies & Strategies: 
 
Customer Experience Strategy: 
  
CR presented the Strategy and shared the PowerPoint on screen. She 
explained that the Customer Experience Strategy replaces the Housing and 
Support Strategy 2017-2022 which was limited to Housing Operations.   This 
newer strategy applies to the whole organisation and includes all internal and 
external customers. 
 
Why do we need the strategy?  
 

• To reflect changes in customer needs and expectations driven by 
external factors such as the impact of Covid-19 and the subsequent 
acceleration of digitisation 

 

• To consider and include the requirements from changing legislation 
and focus on consumer standards (NHF New Code of Governance, 
Social Housing White Paper, Together with Tenants Charter 2020, 
Housing Ombudsman Code of Conduct) 

 

• To respond to customers telling us that we should improve our 
customer service. 

 

• To build on work done by external research consultants where we 
have gained much deeper understanding of our customers through 
segmentation and customer journey mapping.   This strategy details 
how this work will be used to improve customer service experiences. 

 
In shaping the strategy Swan gathered & analysed feedback and insight from 
customers and colleagues – from things such as the MEL Research, 
Benchmarking surveys, staff survey, Back to the Future events with 
customers and colleagues, Question of the Week & Month Insight, the Help 
Us Get It Right Panel, and from Complaints & Compliments to name a few.   
 
What do customers want from their interactions with Swan?  
 
People: 

• Who show empathy & care 

• Who keep their promises & contact when they say they will 

• Who take ownership to fix a problem 

• To feel valued, heard and understood 
 
Communication: 

• To be kept informed 

• More regular updates and follow ups 
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• To contact us by their preferred channel 

• Open, honest and transparent 
 
Service Delivery: 

• Appointments that fit with their lifestyle 

• Good quality & friendly repairs service 

• Quicker responses to queries 

• More and improved self-service options 

• More notice for things that impact like rent and service charges 

• Consistent service delivery – getting the basics right 
 
What do colleagues want? 
 
People: 

• More customer service training for all 

• Enhanced training in dealing with challenges including customer 
vulnerability, mental health etc 

• Collective bonus based on customer satisfaction targets 

• Better knowledge of customers and the communities we serve 

• More visible recognition for delivering for customers 

• Housing teams more visible and available to meet customers and 
check properties 

• Less silo’s, more One Team 
 
Communication: 

• Better, more streamlined communication between departments and 
contractors 

• Better understanding of what different departments do and who deals 
with what 

• More opportunity to raise ideas 

• Customer feedback shared more openly 

• Building an emotional connection and adult to adult relationship with 
our customers 

• Near real time responses to feedback – putting things right early on 
 
Service Delivery: 

• Customer charter and service standards to manage expectations 

• Clear and understood internal service standards 

• Improved consistency in delivery  

• Go back to basics – focus on taking ownership of every query 

• Focus on purpose not process 

• Empowered to come up with solutions across teams 

• To experiment to find the right solution – no regrets 

• Centralised customer contact to stop passing customers around 

• Improved automation for colleagues and customers 

• One system to record all customer information 

• Better quality customer data 
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CR explained that Swan will build customer trust and increase satisfaction if 
they keep promises (get the basics right consistently), are open and 
transparent, listen and act on feedback and ensure they are there for 
customers. 
 
Members thought that getting staff involved and having their views in this 
was a good idea. EB thought it would be nice if Axis showed Swan more 
respect, as Axis do not seem to care if they don’t do the job right first time, 
Swan have to pay before it gets done properly. She advised that Axis 
operatives used to show up with worksheets to be signed off, now they 
have handheld tablets, jobs are booked out for 2-3 hours, which they 
charge Swan for, but they leave the property within 20 mins, but will claim 
for the 3 hours. She could see that Swan are trying really hard to be better, 
but Axis are letting them down. CF advised that she sits on the Partnering 
meeting, and she could say that Axis are improving. 
 
CR thanked the members for their comments. 
 
Tenancy Fraud Policy: 
 
CR advised there were minimal changes to the policy. All members had read 
the document and were happy to approve. 
 
Client/Customer Centered Care Policy: 
 
Lisa Waite joined the meeting to present the Client/Customer Centered Care 
Policy. She introduced herself and her role of Service Development Manager 
within Supported Housing. LW gave some background on the policy, and 
explained that it applies to the care service, and support provided to people 
in their own homes in Colchester and Tendring, providing support outside of 
hospital, and at Dobsons House.  
 
PB hadn’t had a chance to read the document. LW advised she would post a 
copy to her/contact her outside the meeting. All were happy to approve the 
policy, dependent on feedback from PB. 
 
Domestic Abuse Policy:  
 
 CR explained that the main changes were around the definition of abuse and 
one section which is awaiting legal feedback in terms of all things listed. CF 
and CD couldn’t comment due to postal delays and their copies not arriving 
in time. This had been emailed to CF also, but CH will resend again for 
comments/approval. All other members were happy to approve the policy. 
  

8/22 Estate Improvement Grants 
 

i. Thames Road parking markings – to mark clearly defined parking 
spaces for Swan residents. This will enable a parking 
enforcement scheme to be introduced and prevent residents from 
the next block parking in Swan spaces. 
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All were happy to approve, and agreed the GMT Groundwork quote of £995 
+ VAT.  

9/22 Community Grants 
 

i. ACE 05 Football Club - £500 for match fees, equipment, training 
fees and pitch hires. All were happy to agree. 

 
 

10/22 Health & Safety 
 
Nothing to report. 

 
 

 

11/22 Any Other Business 
 
Customer voice: 
 
CF advised that the parents of the kids at the Christmas Grotto (funded by 
Community Grant), wanted to thank Swan for the funds. Left over presents 
went to those who were in need. CF hopes to start lunches for 
underprivileged families soon.  
 
CW explained that Swan are looking to film some customers who are happy 
to be asked a set of questions about their experience with Swan – these 
videos will be taken to Board. CW asked that if members are interested in 
taking part, they can contact her. CF, PB, EB and AED were happy to be a 
part of this. AEA had someone in mind who may be interested in taking part 
and would email their details to CW.   
 

 
 
 
 
 

12/22 Date and Time of Next Meeting 
Tuesday 8th February @ 6pm 
 
The meeting closed at approx. 8:20pm.  
 

 


