
2020 has been an exciting year so far for customer engagement. The Customer Engagement team has made 
significant progress in revitalising customer engagement across the Group and working with customers to bring 

about positive changes. 

Customer engagement has a fresh, new and dynamic framework from which to deliver future work, which includes 
the revised Customer Engagement Strategy and Action Plan. Customers have led on the production of the innovative 

Customer Charter (which is featured in this newsletter) – outlining a broad agreement on the relationship and 
expectations between Trident Group and its customers. Other significant developments include the refreshed Service 

Standards and customer approval of the revised Anti-Social Behaviour and Allocation and Lettings policies. Many more 
challenges remain to be met through continued partnership working and mutual support. We are excited to continue 

working with all our customers in improving our services and communities.

S E R V I C E  S T A N D A R D S

The revised Customer Engagement Strategy will be 
available to view on our website from November 2020.

Based on the 3 key themes of Governance and Scrutiny, 
Involvement; and Communications, the strategy is perfectly 
aligned to help Trident Group become a customer focused 
business and we are pleased that customers have been 
involved in developing and approving the strategy.

    Governance and Scrutiny – the strategy aims to give 
    customers the opportunity to engage with and 
    influence key groups and individuals who govern and 
    manage Trident Group.

    Involvement – Trident Group will offer a broad range 
    of involvement opportunities for our customers at a level  
    that suits them – Formal, Active or Involved. As a 
    customer you choose a level that works for you and 
    your circumstances.

    Communication – Trident Group will use a full range of 
    channels to inform, assist and listen to customers. The 
    aim is to keep everyone up-to-date, invite opinions and 
    show how positive engagement makes a difference to  
    the lives of people and communities.

At Trident Group we want to offer the highest standard of 
service and ensure that all our customers are clear on what 
they can expect from us.

Officers from the Housing team, worked with customers to 
develop and agree a set of standards that clearly explain 
what they and Trident Group can expect from each other. 
Our standards are broken down into the following services:

    Allocations and Lettings
    Anti-Social Behaviour
    Complaints and Compensation
    Customer Care
    Customer Involvement and Empowerment
    Home Ownership and Leasehold
    Managing Your Rent
    Managing Your Tenancy

We will be monitoring performance against each of 
the standards to demonstrate how we are improving 
services delivered to our customers. 

If you would like to get involved please contact our 
Community Partnership & Liason Officers:

C U S T O M E R 
E N G A G E M E N T 

S T R A T E G Y

Marie Calder
0121 226 5800

mariec@tridentreach.org.uk

Clinton Simmons
0121 633 4633

clinton.simmons@tridentgroup.org.uk

C U S T O M E R  E N G A G E M E N T  -  W H A T ’ S  B E E N  H A P P E N I N G . . .



We asked if you were satisfied 
with your neighbourhood:  
82% of respondents were 

satisfied

We asked if you were satisfied 
that Trident Group 

provided value for money: 81% 
of respondents were satisfied

We asked if you were satisfied 
with the security of your home: 

89% of respondents 
were satisfied

We asked if you were satisfied 
with the services and quality 

of care we provide: 75% of 
respondents were satisfied

We asked if you were satisfied 
with the way Trident Group 
treated you - fairly and with 
respect: 88% of respondents 

were satisfied

We asked if you were satisfied 
with the overall condition and 
quality of your home:  80% of 
respondents were satisfied

P O S I T I V E  R E S U L T S

Following the customer survey we conducted in 2019, 
Trident Group committed itself to recording improved 
and upgraded services or new investments. We believe 
it’s important to act on customer feedback 
to improve the services we provide.

The information you give us about our services is shared 
with our managers and involved customers to ensure we 
are listening, learning and improving as a result of your 
feedback.

Positive points emerging from the 2019 survey were:

Despite the positive feedback gained through the survey, we understand that there is more work to do and scope for 
improvement. Trident Group has now commenced a ‘You Said... We Did’ programme of improvements. 
Below are areas we are concentrating on and undertaken work to ensure swift improvements:

Satisfaction that Trident Group 
listens to its customers - Only 
50% of customers are very or 
fairly satisfied that Trident 

Group listens to them

Trident Group is placing both tenants and customers at the heart of its business and has 
already started important engagement which has resulted in the production of both our 
Service Standards and Customer Charter (both available on our website). 

Future Task and Finish Group work and Scrutiny Panel reviews will further demonstrate Trident 
Group’s willingness and commitment to listen to our tenants and customers.

Dissatisfaction with overall 
quality of home - customers 

gave the reason always 
having to chase for repairs 

as the main reason

We looked into the comments and adjusted the way in which we handled missed appointments. 

We have reviewed our Service Standards to ensure that response times are agreed and clearly 
communicated to tenants beforehand. 

We are now undertaking daily satisfaction surveys on 40% of our repairs jobs to monitor 
performance. Response times are also now monitored as a Group key performance indicator 
and is reviewed monthly.

Y O U  S A I D . . .  W E  D I D

You said. . .You said. . .

You said. . .You said. . .

. . .We DID. . .We DID

. . .We DID. . .We DID



Satisfaction with Trident 
Group’s website - 72% of 

customers did not have enough 
knowledge of the website 

so could not rate it

Trident Group’s Communication Team is currently reviewing the website and are working to bring 
together all elements of the business onto a simplified platform to ensure our stakeholders get 
the information they need promptly. 

A new website will be launched in the New Year, so keep a look out for anouncements on our 
current website, social media channels and the next Trident Talk magazine.

Communal repairs - only 54% 
of respondents are very or 

fairly satisfied with 
communal repairs

Trident Group has begun a programme of upgrading communal areas across its sites. Upgrades 
have included new roofs at our Calthorpe site (Birmingham), new doors and windows at our 
Cedarhurst site (Birmingham) and new communal flooring at Dominic Drive (Birmingham). 

Further communal improvements have been planned at the following sites: Carpenter Road 
(Birmingham), Melton Drive (Birmingham), Cherrywood Court (Birmingham) and Burberry Court 
(Sandwell).       

Satisfaction with service and 
quality of care - although 61% 

indicated they were very or fairly 
satisfied there is a significant 
minority outside this range 

We have worked with our customers to agree service standards across 8 key business areas. 
These standards will be underpinned by the Customer Engagement Strategy, action plans and 
surveys to demonstrate what action Trident Group has taken to improve standards, practices 
and outcomes.

Customer attitudes to 
neighbourhood issues - 19% 

of respondents believe rubbish/
litter and car parking are 

major problems

Larger bins have been placed at Trident House, a tower block with 301 flats. 
The Estate Supervisor manages caretakers, cleaners and gardening contractors – all of 
whom have responsibility for litter picking when carrying out their duties.

The Customer Engagement team plan to work with Housing Officers and customers to 
re-launch estate walkabouts. This activity will include litter picking and a skip for customers to 
dispose of unwanted small and bulky items.

Maintenance of the Grounds - 
71% respondents were very or 
fairly satisfied with ground 

maintenance. Although 
reasonable feedback. there is 

scope to improve this %

Green Fingers (our grounds maintenance contractor) are set to launch its Green Champion 
programme later this year. Through this initiative, customers will act as advocates for other 
customers and monitor Green Fingers when they have completed ground maintenance work. 

In addition, satisfaction surveys on ground maintenance will be undertaken by Green Fingers 
and the results will be shared with Trident Group.

Satisfaction with complaint 
procedure and process - Of the 

customers who made a complaint 
55% were very or fairly 

dissatisfied with the way it 
was handled

 
Earlier this year Trident Group revised its Complaints Policy and also reduced the number of 
stages involved within the complaints procedure – from 3 to 2 stages. 

This is an interim policy and will be reviewed again in October 2020 with full consultation with 
our customers, who will be given the option to be part of the complaints panel.

Get in 
touch...

We hope you enjoyed this newsletter. We would like to receive your feedback and any 
ideas or suggestions on what you would like to read about in the future. Please contact 
us at Trident Group, 239 Holliday Street, Birmingham B1 1SJ. You can also call us on 
0121 633 4633 or email us via communications@tridentgroup.org.uk

For information on our Christmas and New Year 
opening hours and also for the latest updates, visit 
www.tridentgroup.org.uk or follow us on social media.
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The Customer Charter 
sets out clearly what 

customers can and 
should expect from 

Trident Group.


