
Louder

Stronger

A special working group of residents, board members and staff has come 
up with some fresh ideas for how customers can have a stronger say in 
Trent & Dove and everything we do. We call this our Customer Voice.

We want to hear your views about the proposed changes and your ideas 
to boost the role and influence of customers.

Tell us what you think about 
customers having a louder and a 
stronger voice in Trent & Dove

• Our new approach explained – 
seven key points

• Send us your views – our survey 
and other ways to have your say

• Enter the prize draw  – for the 
chance to win a shopping 
voucher worth £250, £150 or £100

Find out more on back cover

WIN 
£250!



Why this matters

What we do now

Our new approach 
A new Customer Voice

Customers already play a huge 
part in Trent & Dove, its services 
and its decisions. From resident 
board members to local groups, 
scrutiny and volunteers, we 
couldn’t do what we do without 
the hard work, insight and help 
of people like you. Customers 
are the real experts when it 
comes to living in the homes we 
provide and being part of the 
communities we serve.

We’re proud of the impact 
customers have had from the 
very start, but are keen to do 
even more and even better. We 
want the way customers and 
other stakeholders shape and 
monitor our business to move 
from good to great.

Having a strong customer 
voice is crucial to our mission 
to transform homes, lives and 
communities.

We’ve had a mix of groups, 
structures and opportunities 
in place for many years to 
encourage customers to 
contribute their ideas, views and 
skills. Many of these continue 
to do great work, but others are 
starting to feel a bit tired or no 
longer fit for purpose.

The Government, Social Housing 
Regulator, Housing Ombudsman 
Service and others are rightly 
demanding that housing 
providers do more to listen to 
their customers and act on 
what people say. So it’s doubly 
important that we update and 
extend our approach to match 
what customers want.

We are already members of 
tpas (see www.tpas.org.uk) 
and an early adopter of the 
National Housing Federation’s 
Together with Tenants Charter 
(see https://www.housing.org.
uk/our-work/together-with-
tenants/).

With the help of an independent 
expert, Julian Paine, we’ve taken 
a close look at how customers 
have been involved in our work 
up to now, and how their voice 
might be made even stronger 
and more effective.

The working group of residents, 
board members and staff has 
drawn up a draft new strategy, 
which focuses on seven key 
things:

By ‘customer’ we mean:

• Anyone who lives in a home 
provided by Trent & Dove

• Future tenants, owners and 
their families

• People living in and nearby 
the communities where we 
work.

We also work closely and need to 
engage with other local partners 
whose voices are important to 
us:

• Local councils

• Health and social care 
providers

• Police and other emergency 
services

• Charities and voluntary 
organisations

• Community and faith groups.

Customer voice – from 
good to great



Governance

Complaints 

Scrutiny

Local groups

Insight and data

Grants 

Activities

• A new, paid and trained Customer Committee reporting 
directly to the Board, focusing on our role as a housing 
provider and community investment

• Annual joint review by the Board and Customer 
Committee of how well customers’ voices have been 
listened to and acted on 

• Resolving problems quickly and informally, responding 
to formal complaints and cooperating with the Housing 
Ombudsman Service

• A new special interest group to help us learn  
from complaints

• Customer-led, in-depth reviews and investigations into 
particular services or parts of the business to recommend 
improvements

• Directed by the Customer Committee

• Continued support and funding for existing residents’ 
associations

• Help and advice for people to create new groups or  
local offers

• Doing more to find out about customers and their needs, 
and using what we know to tailor homes, services and 
support better to individuals

• Special interest groups to study complaints and promote 
the interests of different types of households

• At least £30,000 of grants available each year to  
support local projects and initiatives, including money for 
young people

• Overseen by a new community grants panel, reporting 
annually to the Customer Committee

• Local volunteering opportunities for people to use their 
time, energy and skills to support the community

• Mapping and responding to what people want most – fun, 
fitness, food, flowers or anything else that supports happy, 
healthy lives

For a copy of the full, draft strategy, or to ask anything about this 
proposed new approach, please see www.trentanddove.org or contact 
us on 01283 528528 or customerengagement@trentanddove.org



How to have your say

If you’d like to have this leaflet in large print, another 
language or different format, please contact us on 01283 
528528 or communityengagement@trentanddove.org

• Do they go far enough?

• Have we missed anything?

• What would work best  
for you?

• Are you interested in any of 
the new ways to get your 
voice heard?

Complete the online survey at https://www.surveymonkey.
co.uk/r/voc2021 – this should take no more than ten minutes

Call our contact centre to take part in the survey by phone or 
ask for a copy by post

Send your thoughts to communityengagement@
trentanddove.org or to Dawn Maddin, Community 
Engagement Manager, Trent & Dove, Trinity Square, 
Horninglow Street, Burton on Trent, DE14 1BL

Join a discussion with one of our existing customer groups – 
we’re sending everyone who’s already involved a special pack 
of information with details of upcoming sessions.

All responses will be eligible to enter the prize draw for the chance 
to win a shopping voucher worth £250, £150 or £100. Handy for 
Christmas or a treat!

Your voice and views really matter – please tell us what you think

Between now and 17 September 2021, please tell us what you 
think of these proposed changes.

To give us your views, you can: 


