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HELP US GET IT RIGHT (HUG) MEETING 

 

Minutes of the meeting held on Wednesday 9th March 2022 @ 6pm 

via Microsoft Teams 

Present:             Pearl Bulloch (PB) 
                           Christine Davis (CD) 
                           Claudette Durant-Williams (CDW) 
                           Carol Franklin (CF) 
                           Amanda Edes (AED) 
 
Officers present: Caroline Richardson (CR)       Head of Customer Involvement 
                              Carla Wood (CW)                    Customer Involvement Manager 
                              Chloe Heaps (CH)                   Customer Involvement Officer 
                              Robyn Cornelius (RC)             Head of Service Improvement 
                              Mike Alger (MA)                      Head of Customer Relations 
                              Ben Coombes (BC)                 Head of Sustainability                                  
                              Allison Eaglesham (AEA)      Enhanced Supported Housing Officer 

Min 
no  

 Action 

25/22 
 

 

Welcome and Introductions 
 
 CR welcomed everyone to the meeting and introductions were made. 

 
 

 

26/22 Apologies for absence 

 
Apologies were received from Jean Murphy, Stella Damm, David O’Neill, 
Jessica Hopkins and Ella Borg.  
 

 

 

 

 

27/22 Minutes & action sheet: 

 

Minutes could not be agreed as the meeting was not quorate. CF and CD 

were due to attend later so this item was to be revisited when the joined, 

however, this did not happen. An email was sent out after the meeting for 

approval and they were agreed. 

 

Action sheet: 

CR advised that RC is coming to the meeting again today, but has been 

attending to get feedback on the customer outcomes, once this is signed off 

the KPIs will be created that will support the delivery of the outcomes, this 

will come to a future HUG meeting, and will make sure there are targets and 

amber faces in terms of that.  

 

CR explained that with Rhian Shrimplin’s action, with regards to the tenant 

satisfaction measures results and whether these will be shared and shown 

against other landlords, Rhian has taken this question back but it’s too early 
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for a response, so CR suggested taking this off the action sheet for now, but 

will update the members when there is more information.  

 

CR read the update on face mask and testing for Covid for Axis operatives, 

which meant that as government guidelines have relaxed, so have they, 

and there is no longer a requirement to test. CDW felt that when Axis are 

entering tenant's homes, they should wear a mask if requested by the 

tenant - the tenant should be able to request this if this is their wish 

regardless of government guidelines. CW will feed this back to see if it can 

be an option upon request.  

 

All other actions were complete.  

 
 
 
 
 
 
 
 

CW 

28/22 Customer Complaints feedback project  
 
MA shared his screen to show his PowerPoint presentation. He wanted to 
talk to members about complaints, get their opinions on a service 
improvement and also the complaints process. He explained that 
complaints play an important part in the business, and they want to learn 
from the customer experience. MA provided the housing ombudsman 
definition of a complaint: “A complaint is an expression of dissatisfaction, 
however made, about the lack of service, actions or lack of action by Swan 
or those acting on our behalf, affecting residents.”  
 
MA gave an overview of the Institute of Customer Service Feedback: 
Customer satisfaction generally has improved slightly on last year, however, 
the number of customers experiencing problems is at its highest level since 
2008. Issues include quality, long repairs lead in times, supply chain issues 
and customers with complex needs. Companies performing well have not 
seen a reduction in complaints but have improved their complaint handling. 
No easy remedy for rising prices and shortage of goods. Effective training 
and development, quality of customer communications are the key 
differentiators of customer service.  
 
 MA went through Swan’s complaints process and the different stages:  
 

• Acknowledgement of the complaint within 2 working days, full 
response in 6 working days 

• Try and resolve as many complaints as possible informally 

• Stage 1 complaints registered and responded to in writing 

• If customers are not happy with Stage 1 response, escalated to 
Stage 2 for Senior Manager review 

• If our complaints process is exhausted, customers have the option of 
contacting Housing Ombudsman 

 
Prior to December phone surveys were undertaken for complaints 
satisfaction, and it was found that less surveys were being done if over the 
phone, and people were more likely to say they are satisfied over the phone 
than if they receive a text message survey. Surveys that had come back 
detailed how it’s easy to make a complaint, but customers were not happy 
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with how it was handled or the outcome.  
 
This has led to a service improvement opportunity, as the team want to 
improve. MA explained that they are using an approach where utilising the 
insight from the survey to develop new way of working and then implement 
this. It’s important to make sure the team keep in contact with the customer 
on day 1, then day 3, then after the complaint is completed too. Even if 
there’s nothing to say, at least customers will be kept in the loop. 
 
MA explained they are introducing manager training and also training 
sessions for all staff, so everyone responds to complaints in the same way 
and are looking to review the complaint letter template to reflect what’s 
going on in the world at the minute - material shortage, energy prices and 
fuel. Introducing issues log - weekly meeting with contractor, if anything is 
wrong they will make sure it’s raised quickly in the same week, flagged and 
dealt with asap. They have also added in new stage between stage 2 and 
the ombudsman, where a senior manager or director does a review of the 
complaint, to try and avoid the complaint going to the ombudsman.  
 
MA wanted to get feedback on the service improvement opportunity.  
 
Customers thought the improvement outlined was good, and thought it was 
extremely important to keep regular contact with customers on their 
complaint. They felt all complaints should be dealt with as much as they can 
be in the same way, and work and training needs to be done around how to 
address customers. CDW had found that some staff can come across quite 
rude on email. Customers want to be taken seriously. They also felt it was 
about taking accountability – customers were aware that a lot of complaints 
are about Axis. Customers didn’t choose to have Axis, and Swan should 
take accountability for them. 
 
MA thanked the members for their comments. 

29/22 Love the Planet consultation 
 
BC explained that as a responsible business, Swan want to ensure they 
play their part in helping the environment, whilst making sure customers 
aren’t negatively impacted. He explained that the government are talking 
about phasing out gas boilers and potentially replacing with newer boilers or 
a heat pump, and these are the sorts of things BC wanted to get customer 
views on.  
 
He asked whether the energy bill price rise is a concern to members. CDW 
expressed she was concerned with this - she didn’t know how much support 
customers could get on this and felt that it tends to be those who are 
working who don’t get support, but if you’re not working you get all the 
support.  
 
PB was worried about the bills as it will be a huge increase in one go. 

Residents at Dobsons House had been asking Swan for over 10 years for 
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the lights in the corridors of their scheme to come on automatically when 

someone walks by – Swan have finally agreed to do this, but now energy 

prices are going up so it will be a huge difference to communal bills.  

 

CF mentioned solar panels and how this was a problem a few years ago 

(complications around having the panels and having to go into the deeds of 

the property). BC explained that there are different ways of doing this now 

and ensured this wouldn’t be the case anymore. BC agreed it would 

certainly be beneficial to customers if they have solar panels.  

 

AED asked how all this is going to affect service charges. BC hadn’t made 

the link between this and service charges and he will raise with his 

colleagues.  

 

Customers thought that access to green space was important, CDW said 

she feels like she’s living in a car park, as there is not much green space 

where she lives – there are very small green space areas that say ‘no ball 

games’, so they can’t be enjoyed. BC said there were ways to look at this, 

such as a possibility of putting in green wall terraces and planters etc. CDW 

explained that with her estate you never know who owns what as there was 

confusion around what Swan owns and what the managing agent owns. BC 

was happy to take this forward, as the local authority will have powers to do 

something around this.  

 

BC explained what external wall insulation was (an involved process with a 

fair bit of disruption, but good for reducing energy bills) and asked if 

customers were approached to have this done, would they be happy with 

the 2 weeks disruption of workmen around and surveyors. Members 

thought they would probably be okay with this, and CF was very interested 

in this. BC can add to list of things to look at. CH will pass CF’s address and 

email onto BC. 

 

BC asked for members opinions on air source heat pumps – which were 

electric, very efficient and much better for the environment than gas boilers. 

BC explained that with heat pumps, radiators in the property have to be a 

bigger size or can be done with underfloor heating – the heat pump brings 

the heat in at a lower temperature, but with a bigger radiator or underfloor 

heating, a room can still be heated to the same temperature as a normal 

radiator would be able to – these specific radiators also wouldn’t be 

scorching to the touch, like a lot of normal radiators can be. CF advised that 

underfloor heating was a nightmare – BC confirmed it’s disruptive and 

expensive. CDW would have a heat pump if assured. AED had concerns 

around the safety of these systems. BC explained this system is safer and 

there is less chance of it causing a fire and no chance of carbon monoxide 

poisoning. 
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In terms of how Swan can help, BC advised that Swan can look to help 

improve green spaces and insulation, and with regards to concerns around 

energy bills, the welfare benefits team can help. Potentially look to work 

with partners in local authorities on grants to access services. 

 

BC will come to future meeting to provide an update. BC advised that next 

time he could show videos. 

BC thanked everyone for their views, he would take these points forward. 

30/22 Customer Feedback 

 
RC explained that valuing Customer Feedback is a key part of the proposed 

Valuing Customer Outcomes Framework, which seeks to change how we 

reframe performance against customer outcomes. It will constitute a key 

Customer Insight for the Service Improvement Group and will feed heavily 

into “You Said, We Did”.    

RC explained they have two customer surveys up and running currently, 

that are already leading to service improvements.   

MA had spoken earlier about the project for improving the experience for 

people who go through the complaints process. This project, and all large 

improvement projects will be overseen by the Service Improvement Group 

who will track it right through to an Impact Analysis, which tests whether the 

changes have made an impact. This will then be fed back to customers. 

RA wanted to sense check the draft surveys that are in the wings. She 

wanted to get customers views on whether they were asking the right 

questions. It was highlighted that these surveys were satisfaction surveys, 

not shaping services ones.  

 

RC went through each heading and the proposed questions for each one: 

 

Estate Services: Customers thought the questions were fine and easy to 

answer. It was raised that this survey might not be applicable to all 

customers, so it should only go out to those it applies to. 

 

Income Team (rent & welfare benefits) – Customers though that question 3 

may not be applicable (Overall, how easy was it to solve your problem?), as 

it’s not for the customer to decide how easy it was to solve it.  

It was also raised that if it’s a text survey, then Swan had to consider that 

some people don’t have free text messaging, so may not get a response 

from some people. RC advised they could pilot methods throughout the 

year, to see how it affects the response rate. RC explained that the first 

questions would be sent, and the second would not be received until the 

first one was answered. CDW said she would find this back and forth texting 

quite annoying, and probably wouldn’t want to finish the survey.  
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PB thought the questions should be ‘how satisfied were you with 

experience?’, or ‘did we solve the issue?’, then a final question of ‘would 

you like a call back to discuss?’.  

 

CF thought that if someone is saying they are very satisfied then that’s fine, 

but if someone provides lower numbers as a response, then this surely 

means there’s a problem and they should be putting down what the problem 

is. Therefore, they felt that they possibly didn’t need question 4. 

 

Anti-social behaviour: Customers were happy with the questions.  

 

HERA New Lettings: no one from HERA was in attendance, so no feedback 

could really be given on this.  

 

Service Charge: Customers did not think this was the best way to gather 

feedback in terms of service charge. CW advised that there is a plan to set 

up a service charge focus group as there have been many complaints 

related to service charge.  

 

RC thanked everyone for their feedback. 

31/22 HUG Group Terms of Reference and Code of Conduct  
 
 CW explained that the terms of reference and code of conduct had been 

circulated, but that since then the Governance team had come back with a 
very small amendment – this was under membership – it previously said 
“Members will be expected to sign up to and observe the Code of Conduct 
in all meetings” but the Governance team felt this should be removed, as 
the code of conduct is applicable at all times. All members agreed and were 
happy to approve the terms of reference.  
 

 

32/22 Consultation on Policies & Strategies: 
 
CR explained that they had hoped to include some policies in the meeting 
pack, but there were some internal issues and they weren’t ready to go out.  
CH will send these out to the members when they are ready, for feedback.  
  

 

 

 
CH 
 

33/22 Estate Improvement Grants 
 

i. Clements Close – parking markings. CW explained that this had 
come to the meeting for pre-approval, still waiting on Property 
Services Team to approve internally. This was to mark out and 
number the bays properly, as some residents currently have three 
parking spaces, and one property only has one. All were happy to 
agree the GMT quote.  
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34/22 Community Grants 
 

i. Chatsworth Action Group St. George’s Day, £500 – re-submission 
from 2020 (was put on hold due to Covid). The grant had already 
been approved by the RCC back in 2020 but was requested it be 
brought back to check everyone was happy for it to still go ahead. 
All agreed the grant.  

 
ii. There was also a late submission from Basildon Borough Heritage 

Society (£500), this was to fund a blue plaque for an inspirational 
person in history, who lived in the Laindon/Basildon area. The first 
plaque will be placed on the Laindon community centre. Members 
asked whether this could go on the Swan Laindon office. CH will 
take the question back, but members were happy to agree in 
principle.  

 

 
 
 
 
 
 
 
 
 
 
 
 

CH 

35/22 Health & Safety 
 
N/A 

 
 

 
 

36/22 Any Other Business 
 
Customer Voice: CF wanted to mention that she had applied for the 
Queen’s Jubilee grant to do a tree and flower bed planting event with tea 
and cake. CF said anyone was welcome to come along – in Steeple View.  
 
PB mentioned that the Dobson House members have been meeting and 
they are looking to restart their residents committee.  

 
 
 
 
 

37/22 Date and Time of Next Meeting 
 
Wednesday 20th April @ 6pm 
 
The meeting closed at approx. 8:05pm.  
 

 


