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WE’RE TAKING
A BREAK, BUT
WE’LL BE BACK
SOON!

Resident Engagement & Scrutiny
Consultant, Lewis Holloway, will
leave Accent at the end of June
having secured a new insight role
at a major building society.
As such, there may be fewer engagement
opportunities for a short while until we
appoint someone new to Lewis’ role.
In the meantime, Lewis would like to thank
Accent 1000 members for their continued
commitment to participate in Accent’s
surveys and consultations:

‘It has been such a privilege working with
the Accent 1000 to influence change at
Accent. I have been consistently impressed
by the insight that members have
provided. I can assure you that your views
always have, and always will be, crucial in
shaping the design and delivery of Accent’s
services – so keep up the great work!’

HISTORY OF
ACCENT 1000
The first online community
of ‘involved’ residents,
was known as ‘Accent
100’, and was established
in the North West region.

NOW

ACCENT 1000

Serving as a sounding board to test ideas and
proposals, it was quickly recognised how useful
online communities could be. As such, Accent
aimed to replicate this model in the other four
regions in which it operates.
The Accent 500 was established in 2016. We
initially invited customers serving on panels and
committees, those who felt dissatisfied that
‘Accent listens to views and acts upon them’, and
those who expressed a particular willingness to
engage with Accent online, to join. Many of you
have been involved ever since.

ACCENT 500

Membership has grown over time and now
stands at 550. As such, the name was changed
in 2021 to ‘Accent 1000’ to reflect the new
aspirational target membership.
The demography of Accent 1000 members
roughly reflects the demography of Accent’s
wider customer population and includes a
representative sample of homeowners and
shared-owners.
We’re consistently studying how customers
engage and interact with Accent to identify others
who could benefit from being involved.

ACCENT 100
ESTABLISHED

WHAT’S HAPPENING WITH THE
REPAIRS SERVICE AT ACCENT?
Last month, more than 20 of you attended
an online Repairs Engagement Event, led by
Executive Director of Assets & Sustainability,
Julie Wittich, to find out more about how
Accent is transforming the repairs service.
At the meeting, Julie explained how
changes to Accent’s payment arrangements
to contractors would incentivise them to do
a good job. From now on, Accent will pay
contractors an agreed fee for each repair
job, rather than an annual subscription to a
repairs service – so it will be in contractors’
best interests to complete as many jobs to
your satisfaction as possible.
Julie went on to describe plans to reaffirm
customers’ own repair responsibilities. We
have found many instances of contractors
carrying out repairs which are typically
customers’ own responsibility (for example;
lock changes where someone has locked
themselves out, unblocking toilets and
changing lightbulbs). While we will always
be there to support vulnerable customers
who need additional assistance, carrying out
these repairs has taken time and attention
away from customers who really need our
help. Our Repairs Handbook describes
which repairs are typically customers’ own
responsibility.
Finally, Julie revealed plans to set up a new
contact centre, based in our East region,
which will deal exclusively with repairs

requests and queries. Advisors will have
specialist technical knowledge on property
maintenance which will help them to
correctly diagnose repairs issues and send
the right tradesperson with the right tools
and materials to fix them. For now, please
continue to report repairs in the usual way.
We will let you know in good time if there
are any changes to the way you report
repairs.
We hope that those of you who attended
the event found it useful. We already have
another event planned to keep you informed
of progress on:
•	Thursday 15 September at
10.00am – 11.30am
•	Or Thursday 15 September at
6.00pm – 7.30pm
(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. We will send reminders about the
event nearer the time.
Please let us know if you can attend
by contacting Lewis Holloway at:
lewis.holloway@accentgroup.org
before Friday 24 June.

NATIONAL SCRUTINY GROUP
CONCLUDES INVESTIGATION
INTO CUSTOMER CARE CHECKS
As part of the Accent
Partnership, launched in
2019, Accent committed
to visiting every household
at least once every 12
months, to make sure that
everyone is safe, happy and
comfortable in their homes.
This visit is described as a
‘customer care check’.
Throughout the pandemic, some
customers have needed much
more support than others and,
due to restrictions, customer care
checks could not be carried out in
the way that we had hoped.
The National Scrutiny Group (a committee
of eight Accent customers who closely
examine Accent’s services) chose to
investigate the way that Accent carries
out customer care checks and evaluate
their usefulness.

The National Scrutiny Group made
some recommendations to improve
the way customer care checks are
carried out including:
•	Ensure that all customers know who
their Customer Partner is, what type
of queries they can help with and
how best to get in touch.
•	All Accent staff to take advantage of
inbound telephone contact to carry
out overdue customer care checks.
•	Homeowners to be made eligible
for customer care checks if they
have known vulnerabilities.
•	Make it clear to new customers
(in tenancy agreements, at sign-up,
throughout the starter tenancy
procedure etc.) that Accent will
attempt to carry out a customer
care check, at least once a year.
•	Changes to the way customer
care checks and their outcomes
are recorded so that it easier to
determine which customers are
overdue their annual check.
Thanks to everyone who helped the
National Scrutiny Group to carry out
their investigation by taking part in their
survey. The results are available here.
We will keep you informed of progress
on these recommendations.

FEEDBACK
ON ANNUAL
CHARGE
NOTIFICATIONS
Earlier this year, all
customers received a
booklet from Accent
indicating what your new
rent and/or service charges
would be from April 2022,
and how this had been
calculated.
We invited customers to
take part in a survey to find
out whether the booklet
helped you to understand
and prepare for changes to
rent and/or service charges
and whether anything could
have been made clearer.
Thanks to everyone who
took part. The results are
available here.

The survey revealed that:
•	Some customers expressed
disappointment with the lack of
opportunities to influence the way
that services are delivered locally
and, as such, the charges for these
services.
•	Some customers felt that the way
contracts are procured and the values
of these contracts could have been
made more transparent.
•	Where the costs for services are not
apportioned equally, some customers
felt the reasons for this should have
been explained.
•	Customers appeared to notice the
changes in the layout and format in
this year’s annual charge notifications.
Some customers indicated that this
had made them easier to read.
•	Some customers commented that
the payment demands could be better
aligned to their charging cycles and/or
their payment methods.
•	It was suggested that maps
and specifications (for example;
outlining the areas that the grounds
maintenance contractors are
responsible for maintaining) would help
customers to understand exactly what
is covered by their service charge.
Your feedback has given us a lot to
think about and we will definitely take
this into consideration when designing
next year’s booklet.

LOCAL ENGAGEMENT HIGHLIGHT
At Thornfield Hall, Bradford, customers clearly take a great
deal of pride in the appearance of their outdoor areas. Many
customers have ‘adopted’ small patches of the communal
grounds and planted their own shrubs and flowers.
While this can help to create a colourful and
attractive living environment, it can cause
confusion as to which areas our grounds
maintenance contractors are responsible

for maintaining. It also becomes a problem
when customers can no longer maintain
the areas of communal grounds that they
have ‘adopted’.

We were keen not to discourage greenfingered and well-meaning customers by
applying a blanket ban on gardening in the
shared outdoor areas.
Instead, we arranged a joint inspection
of the scheme with customers and
the grounds maintenance contractor
to agree which areas each party should

be responsible for maintaining. We tied a
pink ribbon to any shrubs and flowers that
residents themselves had planted to remind
operatives not to trim or remove them.

For more information contact Lewis Holloway, Resident Engagement Consultant on:
Tel: 0345 678 0555
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