
Thank you for continuing toprovide your views and helping us to improve our services.

NEWS & VIEWS

You may be thinking that this has been a quiet 

month in terms of customer engagement – but 

please be assured that we’ve been very busy 

analysing and digesting the 2,500 individual 

pieces of feedback we received in January!

RESIDENT ENGAGEMENT 
ACTION PLAN
Many thanks to the 180 customers who 

took part in our latest survey, aimed at 

shaping our new Resident Engagement 

Action Plan. We were very keen to hear 

your thoughts as to why satisfaction that 

‘Accent listens to views and takes them 

into consideration’ has fallen from 64% to 

51%. Here are some of your comments:

ISSUE 2

‘ Now that every aspect of dealing 

with residents has been centralised, 

staff have less detailed knowledge of 

individual sites. Residents never have 

any contact with local staff.’ 
Mr D, Bagshot

‘  Accent talks a lot about engagement, 

but we rarely see any evidence of this. 

That probably adds to the dissatisfaction 

and adds to survey figure.’  
Mr T, Ashford

Your recommendations for improved engagement include:

•  More transparency around 

tendering processes and 

more effective consultation 

about changes to services 

and contractors, especially  

at a local level.

•  More opportunities to provide 

feedback on the service  

areas that matter most  

such as repairs, complaints 

(more on this later) and  

estate management.

•  More news updates,  

aimed at keeping customers 

informed about the outcomes 

of their participation (hence 

the introduction of News 

& Views and our new 

and improved Personal 
Statements).

The full results of the  

survey are available here.

What next?
We’ve taken this feedback  

to a select group of Customer 

Partners, Home Ownership 

Specialists and other customer-

facing staff. We’re working 

together to develop the 

Resident Engagement Action 

Plan. We hope to be able 

to share the objectives and 

timescales in the next edition  

of News & Views.
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https://www.accentgroup.org/about-us/our-news/your-personal-statement-is-on-its-way/
https://www.accentgroup.org/about-us/our-news/your-personal-statement-is-on-its-way/
https://www.accentgroup.org/for-tenants/how-can-i-get-involved/you-said-we-did/resident-engagement-strategy/


NEW TEXT MESSAGE SURVEYS
You will probably recall receiving a text 

message (or email) survey after you have a 

conversation with someone in our Contact 

Centre or have a repair carried out in your 

home. Given the wealth of insight that 

these surveys and your comments have 

provided – we’ve introduced this type of 

survey to other service areas. 

In the future you will be invited to give 

your feedback on your interactions with 

Customer Partners/Homeownership 

Specialists and on the handling of  

your complaints.

Customers who choose to end their 

tenancy will also be invited to take part 

in an ‘exit survey’. We are very keen to 

understand the reasons why customers 

leave Accent and whether there is anything 

more that we could have done to help 

them to stay. Of course, our aim is to make 

sure that customers are safe, happy and 

comfortable in their homes – but we also 

want to avoid the costs associated with 

empty properties.

NEW COMPLAINTS SERVICE
Our new and improved complaints 

service has launched. With it comes our 

promise to treat your complaints fairly and 

professionally, respond and act in a timely 

way, and learn from our mistakes.

We’ve done away with ‘formal’ and 

‘informal’ complaints – all complaints 

deserve to be taken seriously and should 

be properly recorded. Complaints are a 

golden opportunity to understand what 

went wrong, what we did to put this 

right and learn how we can improve our 

services to prevent future dissatisfaction. 

Our full complaints policy is available here.

You may also be interested to hear that  

the Housing Ombudsman is recruiting 

residents from cross-section of landlords to 

join its Resident Panel. The Resident Panel 

will operate virtually and will have around 

100 members.

As a member of the Resident Panel, you 

will meet with other members to compare 

experiences of using the service and 

explore emerging themes in complaints.

It would be great to have some 

representation from Accent on the 

Resident Panel, so we encourage you to 

apply. This is a great opportunity to broaden 

your skills and knowledge and enhance 

your CV. To express your interest, please 

contact lewis.holloway@accentgroup.org.

https://www.accentgroup.org/about-us/our-news/new-complaints-policy/
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We’re recruiting resident ‘Green Inspectors’ on our five  
largest schemes in the North West to help us monitor the 
performance of our grounds maintenance contractors. 

The job role of the Green  
Inspectors will include:

•  Providing regular feedback on 

grounds maintenance by taking  

part in online surveys.

•  Taking part in joint (socially distant, 

as and when safe) inspections of the 

estate to assess the quality of work.

•  Attending meetings (virtual, or in 

person as and when safe) with 

other residents, representatives 

from Accent and our grounds 

maintenance contractors to  

discuss performance.

•  Responding to queries from  

other residents on the estate  

about grounds maintenance and 

reporting any issues or areas of 

concern directly to our grounds 

maintenance contractors.

In return, Green Inspectors will:

•  Help to make sure that the estate is 

maintained as it should be, and that 

all residents can benefit from a safe 

and attractive living environment. 

•  Have access to the online portal, 

so they can see the live grounds 

maintenance schedule.

•  Have a clear channel of 

communication for reporting  

any issues or concerns.

•  Receive two tickets to the 2021  

Chorley Flower Show at Astley Park.

We’re hoping that restrictions will soon 

be relaxed to allow us to mobilise the 

Green Inspector role safely. Customers 

on these estates can expect to hear 

from us as soon as they are. 

If the pilot is successful, we hope to 

roll out the Green Inspector role on 

other estates in other regions.

GREEN INSPECTORS



LOCAL ENGAGEMENT 
HIGHLIGHT



We carried out a consultation 

with residents to find out about 

their priorities in terms of estate 

improvements. It had been suggested 

that enclosing the estate with a fence 

might improve security, but some 

residents were concerned that this 

would make the area seem uninviting. 

Instead, residents recommended 

installing CCTV cameras to discourage 

anti-social behaviour. This consultation 

was supported by a handful of 

head-office staff, giving them some 

experience of engaging with residents 

and improving their understanding of 

the Customer Partner role.

Residents at Badsworth & Clervaux Courts, Bradford, 

were concerned about the security of their estate. 



Lewis Holloway
Resident Engagement Consultant

T: 0345 678 0555      E: lewis.holloway@accentgroup.org


