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This report gives you an update on how well 
we are doing and lets you know the key actions 
we are taking to make improvements over the 
next 12 months.The full report which contains 

more detail, is available on our website – 
www.tvha.co.uk or you can request a paper copy 

by contacting our resident involvement team. 

We have provided a wider range of information 
than in previous years which we hope you will fi nd 
useful. We have also let you know the actions we 
intend to take to improve things. If you have any 

comments, please email them to 
resident_involvement@tvha.co.uk or speak to our 

customer service team on 0800 358 7767.

As part of our commitment to you, we have also 
worked with a group of residents to produce 
a new Customer Service Pledge which is now 

available as a leafl et and on our website.
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REPAIRS AND  
PLANNED WORKS

We know that quality of the local environment 
is important to residents, and we have worked 
with our contractors this year to do more 
communal repairs within 5 days (most used to 
be completed within 28 days).  

One of our biggest challenges is to improve 
the quality of service from managing agents, 
where we do not have control over the 
service. We have been working hard on some 
sites to improve things.

We have also decided to complete a review 
of our cyclical repairs process which includes 
the section 20 notices and we will be looking at 
quality and cost as part of this. We will be able 
to inform you of the results of this work when 
we update you next year. In addition to this we 
will be looking at the possibility of providing gas 
safety checks to you for a reasonable cost. 

Improvements we will make  
in the next 12 months
•	� Shape our services around the 

individual needs of customers
•	� Review demand for late night/

Saturday access to services
•	� Hold an event for involved 

residents to look at feedback and 
communication

•	� Implement actions from our last 
Complaints Review and increase 
satisfaction levels with how 
complaints are handled to at least 
50% 

•	� Establish a group of residents to 
monitor performance and help 
produce this report in future years 

How are we doing?
Measure	 Performance

Leaseholder satisfaction  
with overall service	 52%

Increase in incidents of  
resident involvement	 40%

Complaints responded  
to in time	 94%

Satisfaction with  
complaint handling	 44%

How are we doing?
Communal repairs
•	� 92% were completed within time
•	� Satisfaction with communal lighting 

repairs (the repair that residents feel 
most strongly about) was 62%

Improvements we will make in 
the next 12 months
•	� Increase satisfaction with 

decorations to shared areas by 
reviewing what we do based on 
resident feedback 

•	� Review access to our gas safety 
service
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CUSTOMER SERVICE, 
COMPLAINTS AND 
RESIDENT INVOLVEMENT	

We have held consultation events specifically 
for leaseholders and made improvements 
to our service as a result of this feedback 
including; reducing the management fee, 
providing better information with the service 
charge statement and expanding our resident 
estate inspector scheme. The result of this has 
been an improvement in satisfaction from 
46% to 52% (this is an independent, statistically 
valid result), so we know we are moving in the 
right direction. Whilst 52% is in line with most 
other housing associations, we know we still 
have a lot more to do. One of the big things 
we will tackle this year is to assess each of our 
estates in detail to determine accurate pricing 
when we renew our cleaning and gardening 
contract in 2011. We hope that this will improve 
the consistency of the service and reduce 
costs on sites that are currently expensive.  



SERVICE CHARGES

Many of you have told us that you do not think 
the service charge is value for money and that 
this affects your overall satisfaction with Thames 
Valley. Where a managing agent is delivering 
the services, we cannot control this, but on sites 
where we deliver the cleaning and gardening, 
we will be taking steps to try and improve this. 
We will also improve the information available 
about how service charges work as we know 
this can be confusing.

THE LOCAL ENVIRONMENT

We regularly carry out inspections of our sites 
to make sure the cleaning and gardening has 
been done properly. In addition to this we 
also have resident estate inspectors who use 
the same forms to complete their inspections. 
All of these results are used to manage our 
contracts. Whilst both residents and TVH staff 
inspections have shown that the contractors 
generally do what they are paid to do, the 
satisfaction of leaseholders is still quite low.

To try and improve this we are renewing the 
contract, but we also want to increase the 
number of resident inspectors as they do 
make a difference to how well the contractors 
perform. 

Improvements we will make in 
the next 12 months

•	� Thoroughly assess our estates 
before renewing our cleaning 
and gardening contract to ensure 
accurate and competitive service 
charge costs

•	� Publicise the process for refunding 
residents where estate services have 
not been delivered

•	� Produce information on the setting 
and collection of service charges

How are we doing?
•	� 24% of leaseholders were satisfied 

with the value for money of service 
charges

Your neighbourhood – how are 
we doing? 
Managing your neighbourhood 
•	� 55% of leaseholders are satisfied 

with estate cleaning and 41% of 
leaseholders are happy with the 
standard of gardening 

•	� 95% of our sites met the required 
standard in the cleaning and 
gardening contract when they were 
inspected

Improvements we will make in 
the next 12 months

•	� Increase the number of resident 
inspectors on estates to 85 

•	� Renew the cleaning and gardening 
contract from October 2011

3 4



 LETTING YOU KNOW HOW 
WE ARE DOING
We will update you in 12 months time so 
that you can see the progress we have 
made against these commitments. In the 
meantime, a group of residents will be tracking 
our progress, and along with other resident 
involvement activities we will be identifying 
further actions. 

If however you think we have failed to live up 
to our promises please let us know and we 
will respond to you. If you are not happy with 
that response, you can use our complaints 
procedure which is available on our website or 
by phoning our customer services team.

As you can see, many of the improvements 
have come about as the result of customer 
feedback. We would like to thank everyone 
who participated, from completing a survey 
to attending an event, and encourage you to 
stay involved in the future.

How we performed in 2009/10

•	� We contained staff salaries with a 
0% increase this year 

•	� We cut the number of senior 
management posts 

•	� We reduced management fees for 
leaseholders from £218 to £192  
a year

•	� We renewed our insurance contract, 
saving around £250,000, passing 
savings on to leaseholders through 
the service charges 

•	� We integrated our leasehold and 
housing management services, to 
provide a better service at lower 
cost and reorganised the areas our 
neighbourhood officers cover to 
reduce time spent travelling 

•	� We moved to online recruitment of 
staff, saving £52,000 in advertising 
costs 

•	� We have reduced communal 
electricity costs on 345 schemes by 
£25,000 (9.5%) per annum over a 
two year period which commenced 
in November 2009

•	� We will reduced gas costs at 19 
schemes by £5,747 (27%) over a 1 
year period which commenced in 
March 2010

Improvements we will make in 
the next 12 months

•	� Improve how we report on value for 
money, to residents

•	� Work with our repairs contractors to 
reduce costs and improve services

•	� Hold an event for resident  
inspectors to shape the new 
cleaning and grounds maintenance 
contracts

•	� Improve the accuracy of cleaning 
and gardening specifications with 
more detailed measurements 
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MANAGING COST  
AND QUALITY

We are very conscious of costs, especially 
those which are passed on to residents and 
the box above outlines some of the initiatives 
we have taken to keep costs under control. 
We have done this without compromising the 
service at all and will continue to do this in the 
future, making savings where we can.
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