
NEWS & VIEWS

At Accent, health and safety continues to be our top priority. In line 
with government guidance our staff are still largely working at home 
– but that hasn’t stopped them from engaging with customers all over 
the country. Here are just some of the things we’ve been working on.

FIRE SAFETY
Our National Scrutiny Group (more details here) 

investigated the way Accent communicates  

with customers about fire safety. Many of you 

will remember taking part in their survey. 

They found:

•  42% of customers do not know the 

recommended evacuation procedure  

for their building.

•  The Grenfell fire tragedy had confused 

customers further about how to respond  

in the event of a fire.

•  Examples of fire safety signage which is 

ambiguous, out of date, difficult to read  

or poorly situated.

The National Scrutiny Group made a number 
of recommendations for improvements:

•  You should already have noticed that the fire 

safety information displayed in communal 

areas has been updated. 

•  If you live in a flat with a communal entrance, 

you will receive a leaflet which describes 

the evacuation procedure for your particular 

building. In the meantime, you can check our 

website where they are all listed.

•  New residents will be shown a video 

(available on YouTube for existing customers) 

describing the measures they can take to stay 

safe in their homes or evacuate safely if they 

need to.

You can expect more regular engagement  

with us about building safety in the future. 

Ensuring customers are safe, happy and 

comfortable in their homes continues  

to be our number one priority. 

ISSUE 3

https://www.accentgroup.org/for-tenants/how-can-i-get-involved/national-scrutiny-group/
https://www.accentgroup.org/for-tenants/fire-safety/
https://www.youtube.com/watch?v=6IAyjQ0daVE




EXPLAINING YOUR  
SERVICE CHARGES
All customers received their Annual Charge 

notifications last month. 

We hope that you’ll agree that these new 

and improved booklets help to make our 

charges clearer, but we think there is still 

room for improvement.

Our staff have been busy dealing with 

the queries that these notifications have 

generated and have identified the most 

frequently asked questions.

In the current circumstances, it is not 

possible to meet with customers face-to-

face to explain the charges. As such, some 

of our Customer Partners have taken the 

innovative step of recording a video to 

explain the charges.

Chris Garlick, Customer Partner for Central 

Peterborough, explains how costs such as 

the following are apportioned:

• Grounds maintenance

• Tree management

• Rubbish clearance

• Fire safety

• Door entry maintenance 

This video is aimed specifically at 

customers in Central Peterborough, but 

many of the explanations apply to other 

areas. We’re constantly looking at new 

ways of engaging with customers; we 

hope you find this useful.

ESTATE SERVICES  
ACTION PLANS
Customer Partners have developed ‘action 

plans’ to improve the appearance of 

estates across Yorkshire. 

They have found that customers on some 

estates are unhappy with the grounds 

maintenance service and some were 

unclear about the standard of service they 

should expect.

Where service delivery has fallen short 

of the specification, we brought this to 

the attention of our contractors. Any 

shortcomings were quickly addressed.

Where improvement works are outside of 

the specification, we will seek quotes and 

consult with customers to find out whether 

they are be happy to pay for them.

The estate management action plans  

have already helped to elicit some  

positive feedback:

Find out how we are responding to your 

feedback at a local level across other 

regions here.

‘The standard of work 

completed was brilliant, 

they even trimmed away 

weeds coming through 

the block paving and made 

everything look much tidier’ 

Miss S, Wakefield.

‘Grounds  

are clean  

and tidy and 

looking like a 

garden again’ 

Mrs M, Wakefield

https://www.accentgroup.org/for-tenants/the-accent-partnership/east/chris-garlick/
https://www.accentgroup.org/for-tenants/how-can-i-get-involved/grass-roots-engagement/


As an Accent 500 member, you will 

regularly be invited to give your feedback 

on a broad range of topics and take part in 

a range of surveys and consultations.

However, we know that some of you 

would prefer to ‘pick and choose’ which 

activities you take part in, and that many 

of you would prefer to interact with each 

other and members of staff – rather than 

just completing surveys.

For these reasons, we are creating a new 

online discussion forum for customers 

called ‘Your Voice’.

We have never done anything like this 

before and we anticipate that some things 

may not go to plan – which is why we’d like 

your help to test the functionality before 

it goes live. We’re looking for a handful of 

customers to take part in some sample 

activities and let us know how it goes. 

If you’d like to take part, please contact 

lewis.holloway@accentgroup.org. 

Here are some of the new features you 

can look forward to using...

IDEAS PAGES

A NEW HOME FOR THE ACCENT 500

mailto:lewis.holloway@accentgroup.org


DISCUSSION FORUMS

A NEW HOME FOR THE ACCENT 500

INTERACTIVE MAPS





LOCAL 
ENGAGEMENT 
HIGHLIGHT
Some customers in the Moss Side area, 

Leyland, were struggling with winter fuel bills.

Accent is a major provider of social housing 

in this area with around 750 mixed-tenure 

homes across three large estates. The 

Customer Partners for this area reached 

out to build a new partnership with a local 

community network and outreach service. We 

made a donation to fund 50 Winter Warm-Up 

Community Care packs. These were gratefully 

received and will go some way to helping our 

most vulnerable customers and others in the 

local community.

The community network also runs a food 

bank. We are currently in discussions to help 

provide funding towards a commercial style 

fridge to help provide fresh food donated from 

local shops and supermarkets.



Lewis Holloway
Resident Engagement Consultant

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


