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ITEM TIME DURATION LEAD 

1.  Welcome and Apologies  Information 12:00 5 Chair 

2.  Update on Actions Discussion 12:05 10 Chair 

3.  
Customer Experience 

Committee Update 
Information 12:15 10 Chair 

4.  Performance Update 
Information 
/Discussion 

12:25 15 Stephen Love 

5.  
Colleague Complaints Deep 

Dive: Incorrect Advice Given  

Information 

/Discussion 
12:40 20 John Place 

6.  BREAK 13:00 10  

7.  Awaab’s Law Update Information 13:10 15 Mike Squires 

8.  Access Policy Update  Information 13:25 10 
Rob Bloom / 
Kelly Privitera 

9.  Agree Scrutiny Topic Discussion 13:35 15 Chair 

10.  Any other Business (AOB) Discussion 13:50 10 Chair 

 
 

PAPER UPDATES PAGES PURPOSE LEAD 

1.  Corporate KPI Snapshot – March  2-5 To support agenda item 4 Stephen Love 

2.  Sustainability Update 6-8 Information sharing Tina Iball 

3.  Access Policy 9-18 To support agenda item 8 
Rob Bloom / 
Kelly Privitera 

 
DATE OF NEXT MEETING 
Date: Tuesday 21 July 2026 at 12.00pm  
Venue: Virtual, MS Teams 

 

Accent Group Limited 

National Customer Group Meeting   

AGENDA  

Date/Time: Tuesday 19th May 2026, 12:00pm to 14:00pm 
Venue:  Virtual, MS Teams  
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PAPER UPDATE 1 – Corporate KPI Snapshot Report 
 

REPORT  

Meeting Date:    19 May 2026 

Report Title: Corporate KPI Snapshot Report – March (Year End) 

Author(s): Stephen Love, Customer Insight Manager 

For Decision/Approval ☐   Review and Recommend ☐    Debate ☐     Assurance ☐    

Information ☒ 

Executive Summary: 

Accent's corporate key performance indicator (KPI) report provides a consistent 
methodology for collecting and reporting data on organisational performance across 
critical areas. 
 
The Senior leadership team (SLT) and the Executive Team receive a KPI summary 
report detailing progress towards Tier One strategic targets and a performance 
scorecard spanning all three tiers.  
 
On 31 March 202611 tier one indicators were at or above target, 3 were at risk and 10 
were below the annual agreed target. 

No KPIs moved into Red. No KPIs moved into Amber. Two KPIs have moved into Green: 

• Homes not meeting DHS - (Amber to Green) 

• Yr1 Leavers as a % Leavers - (Amber to Green). 
 

Appendices attached: Corporate KPI Snapshot Report 
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PAPER UPDATE 2 – Sustainability Update 
 

 REPORT  

Meeting Date:    19 May 2026 

Report Title: Sustainability Update  

Author(s): Tina Iball, Sustainability Manager 

For Decision/Approval ☐   Review and Recommend ☐    Debate ☐     Assurance ☐    

Information ☒ 

EXECTUIVE SUMMARY 

Accents Sustainability Strategy 2025- 2028 was adopted by Board in November 2025.  
Whilst this is fairly recent, Sustainability is not a new concept at Accent, and this 
Strategy aims to continue, strengthen and promote the work we do in this area.  A copy 
of the Sustainability Strategy has been provided for your information.  
 
The Strategy encompasses many areas of Sustainability, all of which are important if we 
are to truly play our part in meeting the UK’s net zero target by 2050.  It is intended to be 
a high-level document that outlines our carbon baseline, which all future progress will be 
measured against, and identifies areas of work we intend to progress to achieve our 
targets.  It not only demonstrates Accents commitment to delivering homes that are 
warm, healthy and affordable to run, but also our commitment to reducing our impact on 
the environment and ensuring our communities are resilient to the impacts of our 
changing climate.   
 

OBJECTIVES 

Objective 1: To improve the energy efficiency of our homes.  This primarily focuses 
on actions to ensure all our existing homes meet Energy Performance Certificate (EPC) 
C rating by 2030 and 85% of new homes achieve EPC A by 2026-27.  
 
Objective 2: To actively engage customers on sustainability and work to reduce 
fuel poverty.  This objective aims to provide more support to customers to help reduce 
their impact on the environment, be that through home energy and water consumption, 
waste and recycling, sustainable travel, and more.  
 
Objective 3: To prepare for climate adaptation and deliver greener, more resilient 
communities. This chapter focusses on our green spaces and improving biodiversity, 
flood resilience and overheating risk.  
 
Objective 4: To reduce corporate emissions from our business operations and 
supply chain.  Here the focus is on reducing carbon emissions from our offices, the 
contractors we work with, the materials we purchase/ specify, and the travel undertaken 
to manage our homes.   
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Following adoption of the strategy, a 2026-27 draft action plan has been produced, and 
provided for your information.  This paper aims to gain your insights on actions under 
Objective 2, around what and how we best communicate Sustainability messaging with 
our customers.   
 
Accent has developed its own fuel poverty dashboard that identifies customers most at 
risk of fuel poverty through a series of contributing factors including; occupants (i.e. 
single occupancy, single parent occupancy, dependants etc), rent arrears and length of 
time in arrears, receipt of benefits, EPC performance of the home, boiler age and any 
capped gas supplies.  This will be used to target support to those potentially most in 
need of assistance.     
 
The actions for Objective 2 are outlined below:  

 
 

Recommendations 

• The National Customer Group note the Sustainability Strategy and associated 
2026-27 action plan.  

• The group provide their feedback on the actions associated with objective 2 
above and any other areas they would like to see prioritised. 

 

Objective 2: Actively engaging our customers on sustainability and working to 
reduce fuel poverty 

10 

Create Sustainability webpages which Customers can refer to for tips on greener 
living. These should include energy efficiency, water efficiency, reducing waste, 
coping with flood risk and heat waves and sustainable transport. 

11 

Design an active engagement programme that helps inform and support customers 
to reduce their environmental impact. Ensure the programme has milestones and 
meaningful targets and contact with customers is recorded i.e. information provided 
to new customers at sign-up.  

12 
Work with Housing Partners to promote and better utilse Accents fuel poverty 
dashboard, to target advice and support to those most at risk. 

13 
Seek to secure funding support from external opportunities to further help tackle 
fuel poverty.   

Appendices attached: Sustainability Strategy 2026-27 Action Plan 
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PAPER UPDATE 3 – Access Policy  

REPORT  

Meeting Date:    19 May 2026 

Report Title: Access Policy  

Author(s): Peter Hall, Interim Executive Director, Assets and Compliance 

For Decision/Approval ☐   Review and Recommend ☐    Debate ☐     Assurance ☐    

Information ☒ 

EXECTUIVE SUMMARY 

We have updated our Access Policy and are sharing it for your information and review. 
The changes focus on gaining access in a respectful and flexible way, while clearly 
setting out when access is required, outlining customer responsibilities, and ensuring a 
fair and proportionate approach where access is not provided. The policy also includes a 
robust escalation process, giving customers every opportunity to agree a mutually 
convenient time, while being transparent that continued refusal may result in legal action 
or emergency access where necessary. 
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