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Vision and Objectives

Objectives

Support Successful 
Tenancies, 
Neighbourhoods & 
Communities

Reduce Customer Effort

Deliver an 
Outstanding 
Customer 
Experience

Customer 
Experience Strategy 

Business Vision

To implement a fully functional Contact Centre, Customer 

Relationship Management system and Self Service 

Portal allowing customers to access services via Phone, 

Email, Portal, Web chat, SMS and Social Media. 

To implement a system which enables CVG to take 

control and transform its processes and customer 

experience, introducing a consistent and reliable 

approach to contact handling, improving and increasing 

the digital services we provide and become a leading 

digital organisation in the sector. 



Desired Outcomes

Contact Centre

Fully functioning 

Contact Centre, 

facilitating customer 

contact via calls, email, 

web chat, Self Service, 

Social Media and SMS

Delivery model

Embed a redesigned 

service delivery model, 

co-designed by 

customers and CVG 

colleagues

CRM

Effective customer 

contact and case 

management to provide 

consistent and reliable 

customer experience

Customer 

Feedback

Increased opportunities 

for customers to 

engage, feedback, 

participate and co-

create solutions with 

CVG

Insight

Gain insight into our 

customers through 

customer profiling and 

segmentation to provide 

more personalised and 

targeted services

Visibility

Through the use of 

service standards and a 

CRM system, monitor 

speed and quality of 

resolution for customers



Where did we start…..

03
Systems

How do we need to develop our system? 

Ensure they user friendly, responsive and 

aligned with our processes.

04
Reporting

What do we need to report on? Ensure 

reporting is automated, simple, clear and 

understood.

01
Data

Ensuring good quality and robust data. Data 

must be clean, well managed, appropriate 

and compliant. What data do we need to 

capture as part of our processes?

02
Process

Review our processes to remove waste and  

increase efficiency. Are our processes 

simple, clear, understood, monitored and 

aligned with systems?

Review and map our existing processes, explore and define how we want to deliver our services



Engagement

Sample

text

Resource
Systems

Data

Channels

Process

Devices

Change

01
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03

04

05

06

07

You said, We did

Continuous improvement 
mechanisms

Cross organisational 
project groups

Newsletters and bulletins

Digital and SmartThink 
champions

Colleague feedback and 
workshops

Customer Feedback and 
workshops



Our system configuration

Liberty 
Converse

Liberty 
Create

Call

SMS

Facebook

Twitter

Web Chat

Portal

Gov.notify

SharePoint

Payments

Contractors

Contractors

Housing 
Management

Rotas & 
Adherence

Agent 
Evaluations

Email

Li
b
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ty
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API’s



Repair 
reported

SOR identified

Integration with 
Contractor

Integration with 
housing management 

system

Book pre 
inspections

Diagnostic 
question

Digital 
communications

Escalate to 
Repairs

Book 
contractor 

appointment

Automated 
survey

Learning from 
feedback

Repairs Workflow



Outcomes

Repairs Raised
Over 21,000 repairs cases raised by our contact centre at 

first point of contact with Customer.
                 

     

     

                                          

                        

                  

                              

                             

                 

                 

     

                                   

     

     

     

     

     

     

       
         

       
         

                  

                     

      

                  

                     

      

                  

                     

      

      

                  

                     

      

                  

                     

      

                  

                     

     

                  

                     

      

              

              

              

              

                                       

                                       

                                       

                                       

                                       

                                       

                                       

                                       

                                

Complaint Volume of complaints decrease by up to 40%
                 

     

     

                                          

                        

                  

                              

                             

                 

                 

     

                                   

     

     

     

     

     

     

       
         

       
         

                  

                     

      

                  

                     

      

                  

                     

      

      

                  

                     

      

                  

                     

      

                  

                     

     

                  

                     

      

              

              

              

              

                                       

                                       

                                       

                                       

                                       

                                       

                                       

                                       

                                

Satisfaction Increase in Customer satisfaction 

                 

     

     

                                          

                        

                  

                              

                             

                 

                 

     

                                   

     

     

     

     

     

     

       
         

       
         

                  

                     

      

                  

                     

      

                  

                     

      

      

                  

                     

      

                  

                     

      

                  

                     

     

                  

                     

      

              

              

              

              

                                       

                                       

                                       

                                       

                                       

                                       

                                       

                                       

                                

Average time Decrease in average time taken to complete repairs

                 

     

     

                                          

                        

                  

                              

                             

                 

                 

     

                                   

     

     

     

     

     

     

       
         

       
         

                  

                     

      

                  

                     

      

                  

                     

      

      

                  

                     

      

                  

                     

      

                  

                     

     

                  

                     

      

              

              

              

              

                                       

                                       

                                       

                                       

                                       

                                       

                                       

                                       

                                

Focus Area
Increase in number of repairs being completed right first 

time.



What’s next? Phase 2…

Switch from single 

to multiple 

contractor

Procurement of reactive 

repairs contract to move 

towards a multi 

contractor model

End to end 

process 

management

Incorporate a new 

SOR structure and 

diagnostic tool 

enhancements

Automation

Increase functionality 

within system to 

manage end to end 

process, enable 

consistency across 

teams

Contractor portal

Remove human error, 

manual processing and 

duplication of effort. 

Automatic bidirectional 

transfer of data

Insight

Build portal for 

contractors to manage 

repairs contract

Improved 

diagnostic

Integrate with Power BI 

for auto-generation of 

all performance data, 

KP ’                 

reporting. 

Evidenced based 

decision making. 



Thank you


