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MEMBER EXPERIENCE SURVEY –  
THE RESULTS ARE IN!
Thank you to everyone who took part in our survey to find  

out more about your experiences as an ‘involved’ customers. 

Your honest feedback was very eye-opening. The full results  

are available here.

The survey revealed that, 

disappointingly, less than half of 

members are satisfied that their input is 

meaningful, impactful and worthwhile. 

Fewer still say that they have noticed 

any changes to services as a direct 

result of their feedback.

We understand that your experience 

with the repairs and maintenance 

service is contributing to this 

dissatisfaction. You’ll find out 

more about what we are doing to 

transform the service later in News & 

Views. Thank you for continuing to take 

part in our engagement activities while 

we continue to work on improvements 

to this service. 

If you need any of our information provided in another format  
(for example; Microsoft Word or an audio file) please contact us.

https://www.yourvoice.accentgroup.org/10875/widgets/31079/documents/26609


YOU SAID WE DID

Many of you did not know about Your 
Voice, our customer engagement 
website. 

We will be relaunching Your Voice to 
all Accent 1000 members and more 
widely. We think that there are a lot 
of benefits of taking part through 
Your Voice which customers could be 
missing out on.

Many of you have not yet used Your 
Voice to engage with us, because you 
prefer taking part in surveys and had 
some concerns about how much of 
your time it would take.

We will begin to host more surveys, 
as well as discussions, on Your Voice 
and remove the requirement to log in 
for some activities. We hope this will 
make easier and more convenient to 
take part.

Although we received positive 
feedback about our monthly 
newsletter, ‘News & Views’, 1 in 5 
members report that they do not 
receive it. It might be that recipients 
are missing the newsletter because 
it is mixed in with all the other 
correspondence that members receive 
from Accent, or that recipients do not 
notice links and attachments in emails.

We will look at other solutions for 
creating attractive and engaging emails 
to stop members from missing out on 
updates and opportunities to take part.

Some of you commented that News & 
Views is not relevant to your local area.

We will aim to expand the ‘Local 
Engagement Highlights’ section of 
the ‘News & Views’ to include one 
example from each region in which we 
operate.

Less than half of members are satisfied 
with the relevance of the activities 
they are invited to take part in. Many of 
you are disappointed with the lack of 
opportunities to influence the way that 
services are delivered locally.

We will aim to host grass roots 
engagement activities on Your Voice, 
so that you can provide feedback on 
local concerns at your convenience. 

In the meantime, there are some changes we need to make to the way 
in which we engage with Accent 1000 members, to provide further 
assurance we are listening to and acting upon your views:

https://www.yourvoice.accentgroup.org/
https://www.yourvoice.accentgroup.org/
https://www.yourvoice.accentgroup.org/


WHAT’S HAPPENING WITH THE 
REPAIRS SERVICE AT ACCENT?
We understand that your experience with the  
repairs and maintenance service is affecting  
your engagement with Accent. 

As such, Accent 1000 members 

are invited to attend our Repairs 

Engagement Event to find out how we 

are transforming the service, taking 

into consideration the feedback we 

have received from customers, staff 

and contractors. This will be led by 

our Executive Director of Assets & 

Sustainability, Julie Wittich.

Some of you previously attended an 

event like this back in January. If you 

have not already noticed changes to the 

repairs service since then, this meeting 

will reveal more about what’s to come.

Homeowners are welcome to take part 

in the event as the changes will also 

apply to communal repairs.

(The same event will be held twice, 

for the benefit of customers who have 

work/care commitments at different 

times. There is no need to attend both 

events).

We have chosen to hold this  

event online so that customers from 

around the country can take part.

Please let me know if you  

can attend by contacting  

lewis.holloway@accentgroup.org  

and we will send you the Zoom link.

  YOU CAN TAKE PART  
IN THE EVENT ON:

•  Thursday 26 May at 
10.00am – 11.30am

 OR:

•  Thursday 26 May at 
5.30pm – 7.00pm

mailto:lewis.holloway@accentgroup.org


LOCAL ENGAGEMENT  
HIGHLIGHTS
GAS DEBT SUCCESS
Engagement is more than just completing 
surveys. It’s about knowing and understanding  
our customers, to support them through  
these difficult times

We discovered that one couple in their 60s 

had arranged for their gas to be capped, in 

the hope of saving money. In spite of the 

lack of central heating, the condition of their 

flat was fine and they both claimed to be 

living comfortably with electric heaters.

What they hadn’t realised is that, in spite 

of their gas being capped, they were still 

eligible for a ‘standing charge’ and had 

unknowingly accrued £750 of arrears on 

their account.

We understood from the couple that they 

had tried to engage with Citizens Advice for 

some guidance about how to deal with the 

problem, but had lost touch with the service 

in the course of the lockdowns.

We turned to the British Gas Energy Trust 

to find out whether there was anything 

they could do to support the couple. At 

first, our appeal was unsuccessful – but 

we persevered and eventually British Gas 

agreed to reimburse the £750 of debt and 

arranged for their gas to be uncapped. This 

means that the couple will at least be able to 

use their hot water and will be better able to 

manage their gas account.

Did you know?
‘Vampire devices’ could cost UK households 

£147 a year. ‘Vampire devices’ are devices 

that continue to use electricity even when 

switched off, as long as they are plugged in 

at the wall.

Anything with an LED display (for example, 

a TV on standby, or a microwave displaying 

the time) continues to use a surprisingly high 

amount of electricity even when not in use.

It’s good practice to unplug your appliances 

and devices when not in use in the interest 

of health and safety, but did you realise 

you could also be saving money too? By 

unplugging the following devices when not 

in use you could save:

TV: £24.61/year

Set-top box: £23.10/year

Games console: £12.17/year

Microwave: £16.37/year

Computer: £11.22/year

Washing machine: £4.73/year 

Source: https://www.bbc.co.uk/news/
technology-61235367

Did you know?
Even if you have your 

gas capped, you will 

continue to pay a 

‘standing charge’ - a 

fixed daily amount 

that you have to pay, 

no matter how much 

energy you use. A 

standing charge covers 

the cost of supplying 

your property with gas 

and/or electricity.

https://www.bbc.co.uk/news/technology-61235367
https://www.bbc.co.uk/news/technology-61235367


BEATING BIN BLIGHT
After months of struggling with fly-tipping and overflowing  
bin stores, frustrated residents at Badsworth and Clervaux  
Courts in Bradford, agreed something had to change. 

We got in contact with City of Bradford 

Metropolitan District Council Recycling 

Team and arranged for all the contaminated 

old bins to be removed and replaced with 

several new bins. The council volunteered 

several team members to knock on doors 

and encourage residents to recycle and use 

the bins responsibly.

Residents and staff worked really hard to 

clean and clear the existing bin stores so 

that everyone can benefit from a cleaner  

and greener living environment.

BEFORE: AFTER:



For more information contact Lewis Holloway, Resident Engagement Consultant on:

Tel: 0345 678 0555        Email: lewis.holloway@accentgroup.org

ACCENTGROUP.ORG


