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In June’s addition of News & Views, we let you know that Lewis was 
leaving Accent. 

We are excited to announce that Lewis has been replaced by an existing member of staff who might 
be known to some of you - Ashleigh Hopkins. 

Ashleigh has been at Accent for nine years and has worked in a range of customer facing roles. 
Some of you may know her as a customer partner for the North East region. She was also a Housing 
Officer for several years and, before then, she managed the North-East Lettings Team.

We are so pleased Ashleigh has joined the team. She’s now settling in and will be working on 
engagement opportunities in the coming weeks. 

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

RECRUITMENT UPDATE

MEET ASHLEIGH, 
OUR NEW CUSTOMER 
ENGAGEMENT SPECIALIST

PAID OPPORTUNITY TO JOIN OUR CUSTOMER 
EXPERIENCE COMMITTEE
Are you passionate about customer experience and want to make a positive 
impact on the lives of our customers?

We are looking to appoint a resident to our Customer Experience Committee (CEC) to work with our 
board and executive team to deliver our vision ’Building Better Futures’. The CEC is supports our board 
to review performance and make recommendations on key areas. Click to find out more and apply. 



TRANSFORMING THE REPAIRS SERVICE
On 4 October we launched our 
new technical hub, based in 
our East region (Peterborough). 
Even though the hub is based 
in Peterborough, the team deal 
with all repair requests and 
queries. 

20 repair advisors have been on an intensive 
4-week training programme where they 
have been specifically trained in technical 
knowledge on property maintenance. 

The team are equipped to talk you through 
repair issues over the phone and aim to ‘get 
it right first time.’ One recent example was a 
lady who phoned to say she had no heating 
or hot water. The team were able to take her 
through how to fix it there and then over the 
phone. She was delighted with their help.

We have received fantastic feedback from 
customers and staff in the first week. 

One staff member visiting the hub 
commented that “the team’s enthusiasm 
and desire to ‘get out there, do the job and 
help customers’ shone through.”

We will be reaching out to customers who 
have contacted the hub for more detailed 
feedback in the coming weeks.  

Thank you to those of you who were 
involved in the engagement events with 
Julie Wittich. Your feedback is vital to help 
us shape our services. 

The new hub hasn’t replaced our current 
Contact Centre Team, who work from 
Shipley. The changes now give this team, 
named the ‘Housing Hub’ the time and 
dedication to supporting you with all your 
other non-repair related queries. 

There are no changes to the way you 
contact us. We’ve made the changes behind 
the scenes to make sure the right enquiry 
goes to the right hub. 

CUSTOMER CARE 
CHECKS
Customer care checks were 
introduced alongside the 
‘Accent Partnership’ in 2019. 
However, Covid restrictions 
put a hold on in person visits.

Following consultation with staff and 
a review carried out by The National 
Scrutiny Group, (as explained in the 
previous edition of News and Views), 
the customer care check process has 
been reintroduced into the customer 
partners. We are now getting in touch 
with customers who we haven’t heard 
from for a while. 

MACMILLAN COFFEE 
MORNING
Macmillan coffee morning was 
held on 30 September 2022. 

Scheme managers and residents across 
Accent held events in their independent 
living schemes and, together. 

They raised over £1000 for Macmillan.  

HAVE YOUR SAY ON 
DIGITAL SERVICES
Our Digital Communications 
Manager, Gina Groom, is 
setting up a project group to 
review how we communicate 
with you through our website 
and social media.

We need a wide representation of 
customers from across the country to 
help us shape this important work. 

If you are interested in being part of this 
group, please email Ashleigh Hopkins 
engagement@accentgroup.org. 



We didn’t get around all 2,300 homes, but 
we did have detailed conversations with 
many customers. 

We identified some common themes and 
areas where we can focus our attention and 
make a difference. 

Away from the interactions the team had 
with customers, Louise Graham-Smith, 
Director of Customer Experience and John 
Place, Regional Customer Experience 
Manager met with key stakeholders from 
Surrey Heath Borough Council to look at 
ways of improving ‘grassroots’ partnership 
working. 

Reconnecting with local councillors and Nick 
Stevens, Surrey Heath’s Strategic Director, 
marks the start of building important 

relationships that will help us have a greater 
influence and impact on the places where 
we provide homes.

Local teams will be carrying out similar 
events across all regions. We’ll be promoting 
these events on our website and social 
media channels. 

Get in touch if you want to hear more 

about what we are doing in your area. 

On Friday 9 September, we held the biggest customer engagement 
event of the year in Surrey Heath. Colleagues from across Accent 
joined customer experience teams from our Camberley office to knock 
on doors and speak to as many customers as possible in one day.

LOCAL ENGAGEMENT HIGHLIGHT



For more information contact Ashleigh Hopkins, Customer Engagement Specialist on:

Tel: 0345 678 0555        Email: ashleigh.hopkins@accentgroup.org

ACCENTGROUP.ORG


