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Introduction from Denise Russell, Customer Experience Group 
member and Chair of Scrutiny Panel

‘As an HHS customer, I’m keen to get involved and share feedback 

with HHS. To do this, I’ve joined the Customer Experience Group 

and have been a member of the Scrutiny Panel for many years. 

I know that HHS wants to hear customer feedback and have the 

chance to use this feedback to improve the services we as 

customers receive. Feedback, whether positive or negative, is one 

of the most important tools for learning, improving, and delivering 

services that truly meet the needs of customers.  

This Customer Engagement, Feedback & Influence model is built 

on a simple principle: meaningful engagement leads to meaningful 

feedback, which in turn shapes and influences meaningful 

decisions. As I have taken the chance to do, I hope other 

customers share feedback using the routes HHS offer to all 

customers’



Customer Charter

In 2022, we developed 

a Customer Charter 

with customers. 

The Charter sets clear 

standards that 

customers can expect.



The 3 strands of Customer Engagement, Feedback and 
Influence at Hundred Houses



Engagement & Feedback Opportunities

We provide a range of 

engagement opportunities for 

our customers to share 

feedback.

These feedback routes have 

been designed to provide 

customers with opportunities 

to engage with us as much or 

as little as they want. 

We review the range of 

opportunities we offer in 

conjunction with customers 

and are always open to new 

ideas.

• Customer Experience Group 

(CEG)
Working with the HHS Board, CEG meets 

every 3 months to focus on customer 

service standards and performance.

Customer members are appointed by the 

HHS Board.

• Scrutiny Panel (SP)
The SP monitors and scrutinises our 

performance and services. The SP meet 

every 3 months and make recommendations 

for improvements. All customer facing 

policies are approved by SP.

• Building Safety & Maintenance 

Forum (BSMF)
All customers are invited to attend BSMF 

meetings held twice a year. 

Each event focuses on a different topic 

relating to building safety and/or 

maintenance which is advertised in 

advance. 

• Home-Owners Forum (HOF)
All home-owners/ leaseholders are invited 

to attend HOF meetings held twice a year. 

Each event focuses on a different topic 

relevant to those who own their own homes 

which is advertised in advance. 

• Customer Focus Groups
All customers are invited to attend one-off 

customer focus groups with topics  

advertised in advance. 

Recent events have focused on:

• Our new customer strategy 

• Development of our new website



Engagement & Feedback Opportunities

• Your Home, Your Voice events 

(YHYV)
Our YHYV events could be community 

drop-in sessions, ‘on the road’ events 

where our team visit communities and door 

knock, online meetings and estate 

walkabouts.

All events are open to all customers, and 

we record and respond to any feedback 

our customers provide.

• Facebook
We have an HHS Facebook account where 

we post customer facing updates. We track 

and respond to replies/posts from our 

customers.

• Our Annual General Meeting
All customers are invited to attend our 

AGM held in Chesterton in September. 

This is an opportunity for customers to 

meet our Board members and employees.

• Community Coffee Mornings
All residents are invited to attend monthly 

coffee mornings held at the Scotland Road 

office, hosted by residents. 

• Annual Customer Satisfaction 

Survey 
Every year, we complete a customer 

perception survey, typically seeking 

feedback from over 20% of our customers.

• Customer Improvement Bids
All customers can bid for community 

funding to improve the area around where 

they live. 

Bids are assessed by the Scrutiny Panel to 

make sure they are appropriate and benefit 

the community.

• Transactional surveys
If you have had a repair or planned 

maintenance completed, moved into a new 

home, had a heating service or electrical 

inspection or raised an ASB issue with us, 

you may be contacted afterwards to 

complete a customer satisfaction survey.

• Complaints and Compliments
All customers can make complaints or 

compliments. Every complaint is treated as 

learning for us, and quarterly performance 

and service improvement reports are 

published explaining how we responding to 

feedback.



How your feedback influences the services we provide

All customer feedback is shared 

with our Customer Experience 

Group (CEG) on a quarterly basis. 

CEG use this feedback to help us 

shape and influence our customer 

service offer and make 

recommendations to the HHS 

Board.

Every 6 months, we publish a 

summary of the customer 

engagement events held, the  

feedback customers have shared 

with us and what we are doing in 

response.



Getting involved

If you are you keen to get involved but are worried about the time commitment or what could 

be expected of you, then please contact us.

We can offer support, which could include:

• Financial support (such as reimbursement of travel expenses and/or thank you 

vouchers)

• Accessibility support (such as translation and interpretation services, hybrid attendance 

and flexible meeting times)

• Training and skills building (such as explaining the terminology we use, inductions to 

committees and briefings on common housing regulations)



Would you like to get more 
involved and help influence 
the services we provide?

Contact us via:

• Telephone:         0330 303 5770

• Email:         info@hhs.org.uk

• Online:           www.hhs.org.uk

• By appointment:  51 Scotland Road

        Cambridge 

        CB4 1QW

mailto:info@hhs.org.uk
http://www.hhs.org.uk/
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