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I have only been doing the 
Customer Scrutiny Board 
for 6 months, but I’ve really 
enjoyed meeting everyone 
from around the country.   
I have learned about various 
things that will help my 
community get the best from 
Mears and how they can help 
us.  I look forward to many 
more meetings.”

Joanne Workman



Chair’s Foreword

These awards not only 
validate we are on the right 
journey and have created 
a strong track record, 
but clearly demonstrate 
Mears has a sector-leading 
approach to customer 
involvement.
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As Chair of the Mears 
Scrutiny Board, I am 
pleased to introduce 
our second annual 
independent report. 
The Scrutiny Board was 
established in 2020 as 
one of three new customer 
engagement mechanisms 
forming part of the Mears 
‘Your Voice’ strategy, the 
others being a series of 
Customer Forums delivered in 
partnership with Tpas and an 
online network, which currently 
has over 1000 residents from 
across the country.

The Board’s purpose is to 
scrutinise, support and hold 
Mears to account as they seek 
to raise service standards for all 
customers.

This report sets out the work of 
the Scrutiny Board in 2021, our 
analysis and recommendations 
and priorities for 2022/23.  
As part of Mears’ commitment 
to transparency, this is 
publicly available and will be 
considered by the PLC Board 
and Executive team. 

A LOOK BACK AT 2021

Despite another challenging 
year, I am proud of what the 
board has achieved and the 
way it has evolved.  I am 
confident we have made a 
difference to Mears service 
delivery and the customers 
they serve across the country.

In 2021 we have:

Evolved our approach - we now 
hold a series of face to face 
and virtual meetings across 
the year and have set up sub-
groups to effectively undertake 
deep dives and produce 
meaningful recommendations 
to the Mears Group.

Strengthened and upskilled 
our board members - we 
have recruited two new 
members and delivered 
Tpas scrutiny training and in 
house awareness sessions 
across Mears Maintenance, 
Management, Asylum and MOD 
contracts.  

Endorsed and provided user 
experience feedback, during 
development, on some of 
Mears new initiatives - chatbot, 
MCM Live and interactive 
customer dashboards.

Conducted deep dives into 
Mears approach and response 
to the Housing White Paper, 
customer communications, 
customer performance 
indicators and homelessness. 
The icing on the cake, at 
the end of 2021, were two 
significant award wins for the 
‘Your Voice’ programme:

 a Tpas Outstanding Tenant 
Engagement Award - 
Winner

 a UK Customer Experience 
Awards - Silver Awards in 
the ‘Customers at the Heart 
of Everything’ category

These awards not only validate 
we are on the right journey and 
have created a strong track 
record, but clearly demonstrate 
Mears has a sector-leading 
approach to customer 
involvement.

I would personally like to thank 
each board member for their 
commitment and contribution, 
we wouldn’t have experienced 
such success without them. 

A LOOK FORWARD TO 
2022/23

I am really looking forward to 
evolving the customer scrutiny 
board further in 2022/23 and 
am really excited by our agreed 
work programme, which has 
been endorsed by the PLC 
Board.

In 2022 we will continue to:

 a Strengthen the board 
and provide training and 
development to the board 
members.

 a Track progress and impact 
of previously agreed 
recommendations around 
customer communications 
and the social housing 
white paper.

 a Engage in deep dives 
into specific scrutiny 
topics, such as the asylum 
customer experience and 
engagement, customer 
communication and 
decarbonisation.

 a Seek to add ‘real time’ value 
through our involvement 
and user experience 
feedback of Mears policy, 
services and new customer 
service developments - the 
main focus this year being 
the new Customer Portal.

I am satisfied that Mears will 
continue to respond positively 
to the recommendations we 
make and provide the right 
level of support and assistance 
for us to continue to add value, 
positively influence services 
and make a real difference.

Terrie Alafat CBE  
Chair, Mears Scrutiny Board 



Centre for 
Governance and 
Scrutiny 
The Centre for Governance and Scrutiny has 
provided support to the Scrutiny Board ensuring 
its independence and effectiveness in providing 
insightful scrutiny to Mears. 

During a second year of operating in challenging 
times and working mostly remotely, Mears has 
continued to welcome scrutiny and co-operated 
with the Scrutiny Board providing information as 
requested, engaging fully at a senior executive 
level, and being open and honest in their 
evidence giving. 

I am confident that the Board has maintained 
its independence and the Board’s advice and 
recommendations are acted upon. 

Ian Parry 
Head of Consultancy, 
Centre for Governance & Scrutiny
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Mears Business Response
Mears welcomes the insight, challenge and 
support from the Scrutiny Board and assurance 
provided by the Centre for Governance and 
Scrutiny. 

This year has continued to present significant 
challenges to Mears as we have worked hard to 
keep our customers and employees safe, whilst 
protecting the most vulnerable, isolated and 
those dependent on vital services. 

We greatly value the benefits of constructive 
challenge and robust scrutiny in helping to 
improve service delivery and positively influence 
our future plans and services. We are therefore 
committed to being open to scrutiny, particularly 
by the Scrutiny Board which represents 
our service users and has the authority and 
independent support to operate in an open, 
transparent way. 

Building on its inaugural year, the Scrutiny 
Board has grown in strength and stature and 
is established as a valuable asset within the 
business. As you will see, we are also committed 
to actively adopting the recommendations 
contained in this report. 

I am also looking forward to seeing the results 
of their work in the coming year as we become 
free of the constraints imposed by the pandemic 
and as the Board’s experience of the Mears 
business grows. I am keen that they are seen by 
the business as the go to place for challenge, 
advice, and support, alongside our Customer 
Forum and Online Network. 

We want to continue to lead the way in improving 
customer service and listening to customers and 
clients, and this Board is a vital part of how we 
will achieve this ambition. 

Kieran Murphy  
Independent Non-Executive  
Chairman of the Board 
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CUSTOMER COMMUNICATIONS 

 a We have ensured that the purpose of the 
handbook is made clear, and customer 
focussed, most customers will be looking 
for ‘how to’ advice or information. Also 
changing the language used so it is relevant, 
straightforward, and easy to understand.

 a Training has now been provided to 
operatives, so they are clear on how to fill in 
the missed appointment cards and they are 
always used.

 a We have reviewed the ‘contact us’ page on 
the website making it easier for customers 
to use through more user-friendly language 
and avoiding specialist terms such as housing 
maintenance, facilities management, etc.

 a Residents from the online network have 
been involved in the approach to customer 
communications, involving customers in 
the development, testing and sign-off 
of new materials and reviewing existing 
communications.

A look back at 2021/22 
achievements
The board has tracked progress against 
the recommendations we made to Mears 
in 2020 and are satisfied Mears has 
delivered against them.
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CUSTOMER EXPERIENCE PERFORMANCE 
INDICATORS 

 a Mears has introduced a new customer 
experience data analysis strategy and 
approach, including the new performance 
indicators dashboard, for use at PLC, 
executive and branch level.

 a Performance continues to be benchmarked 
both internally and externally with best 
practice standards from a range of sectors 
and professional bodies.

 a We have ensured that the approach to 
service is responsive and meets future 
changes to social housing consumer 
regulation and Mears remains a service 
leader in sector. 

CALL CENTRE EXPERIENCE

 a Mears now better promotes and supports 
diversity and inclusion through their contact 
centre practice e.g., using the correct 
pronouns, etc.

 a Additional steps now taken to provide 
appropriate, empathetic support to customers 
dealing with sensitive issues such as anti-
social behaviour, domestic abuse, mental 
health issues, etc.

 a Through the online network, Mears now 
ensure direct customer engagement in 
the design and review of contact centre 
processes and materials. 
 
 

‘REAL TIME’ SCRUTINY AND FEEDBACK 

By consistently scrutinising the Group’s work 
in ‘real time’, the Board has been able to 
review, recommend and endorse approaches 
throughout the year. We have reviewed: 

 a Resident Covid communications

 a Mears new resident appointment app - MCM 
Live

 a Mears Chatbot

 a Interactive customer dashboards

 a Mears Complaints procedure, incorporating 
Ombudsmen guidance

 a Mears Customer journey map and supporting 
tool kit

 a Mears resident handbook - purpose is clear 
and improves accessibility 
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Deep Dive Investigations
Deep dive investigation into specific areas which the Board 
identified as fundamental to improving customer service in 2021

WHITE PAPER REVIEW

In 2021 the Board initiated a full review of how 
Mears supports the recommendations made 
within the White Paper and the commitments 
outlined within the tenant charter, through current 
process, policy and procedure.   

To support this, we have undertaken a critical 
review of ‘hot topics’ within the industry 
(Stigma, Damp and Mould), conducted a gaps 
analysis on content associated with customer 
communications, colleague training, complaints 
management and service delivery practices.    

As a result, the board made the following 
recommendations to Mears Group for 
consideration in 2022: 

 a Mears to develop a Charter in response 
to the Social Housing White Paper tenant 
charter, showcasing how Mears’s approach 
(inc. policy & procedures) supports the 
charter commitments. 

 a Mears to increase awareness and enhance 
knowledge, of frontline workforce, through 
targeted training. 

a Develop Toolbox Talk modules on the 
topics of Stigma and Damp & Mould. 

 a Mears to enhance its ability to track and 
report complaints associated with Stigma and 
Damp & Mould. 

a Create specific data capture fields within 
the One Touch complaints platform. 
 
 
 
 
 

 a Mears to take a proactive approach to Damp 
& Mould, supporting recommendations made 
by the Housing Ombudsman and Social 
Housing White Paper regarding good  
quality homes.

a Be customer focused - work with the 
client Damp & Mould champion to 
improve the customer experience, share 
monthly data from all IT platforms to 
identify call outs / repairs / complaints to 
drive awareness and positive action. 

a Be enterprising - frontline employees 
will look for and report cases of Damp & 
Mould in customers’ homes / communal 
areas whilst undertaking work related 
activities. 

a Be flexible - train and enable all 
operatives to undertake remedial work 
where they can - stops further visits and 
disruption to the customer. 

a Be the clients ‘eyes and ears’ - enable a 
specific reporting function on PDA/Tablets 
where frontline workforce can load 
photos and provide key information back 
to office colleagues easily for follow up. 

a Show we care - provide customers 
with Damp & Mould packs with 
leaflets/hygrometers to help manage 
reoccurrence of issues that are  
lifestyle related. 

a Self-Service - Through the Customer App, 
enable a self-help hub with guidance and 
advice. Allow customers to tailor content 
to their needs, provide targeted and 
relevant communications that proactively 
help them manage their time and  
their home. 

CUSTOMER COMMUNICATIONS

In 2021 the Board conducted a full 
review into Mears approach to customer 
communications. 

As a result, the board made the following 
recommendations to Mears Group for consideration 
in 2022:

 a The Customer area of the Mears website is 
revamped, made much more visible and user friendly, 
and replicates the resident handbook. 

a Other areas of the Mears Business are added - for 
example Mears Living.

a Mears partners are added, including client 
websites and relevant third-party organisations 
(e.g., Tpas, ICS). 

 a Mears looks to enhance its offering for 
customers (e.g., Asylum Seekers) who may 
have additional needs (language and 
communication) or could be potentially 
excluded if they do not have access to 
Wi-Fi or digital platforms.

 a Mears operatives/colleagues 
have contact details (card and/
or magnet) readily available to 
leave with customers, making it 
easy for them to contact their 
local Mears office or the 
Group through a variety of 
channels.



Mears Scrutiny Board Annual Report | 1514 | Mears Scrutiny Board Annual Report

HOMELESSNESS

Mears are trusted to provide accommodation to 
some of the most vulnerable people in the UK. 
The number of homeless households continue 
to grow, Mears is committed to providing 
responsible long-term solutions.

In 2021 the board has:

 a Conducted a review of the homelessness 
person’s customer journey when coming to 
Mears from the local authority, focusing on 
how to break the cycle of being homeless.

 a Urged a preventative approach - through 
scheme managers and housing officers, 
looking at communication and awareness 
training.

 a Identified social value toolkits - supporting 
employment strategies, home management 
and budgets, health and wellbeing.

 a Undertook a mystery shopping exercise with 
new tenants, some of whom came through 
the homeless journey.

 
 
 
 
 
 
 

As a result, the board made the following 
recommendations to Mears Group for 
consideration in 2022:

 a Mears Living to incorporate move-in 
questions into the Housing Officer survey to 
enable insight to be gathered and measure 
improvements in the tenant/customer 
experience.

 a Gather information on how a tenant wants to 
be communicated with at the induction and 
where possible implement in future contacts.

 a Mears Living to create a ‘Welcome leaflet’ 
that has relevant key information to support 
the tenant, minimising the confusion for 
someone coming into a Mears managed 
property for the first time.

 a Mears Living adopts best practice shared by 
the Asylum contracts, which is to implement 
follow up contact with new tenants to 
check they are well and that they have all 
the information they need and answer any 
questions.

 a Scrutiny Board member(s) to attends future 
Housing Officer ‘Customer Days’.

ASYLUM FOCUS

In 2021 the Scrutiny Board engaged with 
managers within the Asylum (AASC) business, 
reviewed documentation that the service users 
of the asylum contract receive in their own 
language. Low response rates require Mears 
to continue to work with the Home Office 
to improve engagement, so that we better 
understand the needs of service users. 

We note that the Home Office have also praised 
Mears for their use of Insight and data.

As a result, the board made the following 
recommendations to Mears Group for 
consideration in 2022:

 a Focus on increasing response rates, 
through a review of processes, systems and 
technology.

 a Deliver service user engagement groups to 
directly ask those who receive services how 
we can best improve them.

 a Invite an asylum service user to sit on the 
Board, enabling us to learn from a real lived 
experience.

 a The board to be part of the procurement 
process for translation services that 
is currently in tender - to endorse the 
successful provider.

Being part of the Mears 
Customer Scrutiny Board, 
has demonstrated to me 
the importance of working 
in partnership with Mears 
in delivering high quality 
services for customers.  I have 
had the pleasure of working 
alongside individuals who 
have collectively sought to 
tackle the key issues affecting 
Mears and its customers and 
ensuring the customer voice 
is actively heard at all levels 
of the business.  This will 
continue to improve future 
services.”

Karen Hardwick

My proudest moment this 
year, was at the TPAS 2021 
award ceremony, when Mears 
won and were recognised 
for outstanding tenant 
engagement and for making 
a difference.  I am very proud 
to be part of a group that is 
positive and dedicated to 
improving service delivery 
and experience to tenants 
and giving all tenants a 
bigger voice.” 

Samuel Komakech 
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Work programme 
and priorities for 
2022/23
Building on the progress made in the first 
year, the Scrutiny Board will continue with its 
twin-track approach of providing ‘real time’ 
scrutiny and deeper dives into specific issues. 

A measure of success is to illustrate how 
the Board’s recommendations have directly 
impacted on the Mears’ customer experience. 
This will partly be achieved by the Board 
being seen by the business as a forum that 
senior managers are keen to engage with for 
feedback, challenge, and endorsement.

WORK PROGRAMME

To ensure the Board can add the most value to 
Mears customers and group, it is recommended 
that the work programme consists of: 

1. Tracking progress and impact of previously 
agreed actions. Areas to follow-up will include: 
a. Housing White Paper
b. Asylum seekers 
c. Damp and mould 
d. Communication improvements 

2. Receiving a quarterly report of customer 
service data indicators - this high-level report is 
aimed at informing the Board of: 
a. Current improvement priorities 
b. Areas of best practice 
c. The action Mears is taking to respond 
d. Where the Board may be able to provide 

support or challenge and carry out a  
deep dive 

3. Providing ‘real time’ scrutiny of current 
Mears policy, product, and customer service 
developments. 
a. Main focus for 2022 being the 

development of a new customer portal

4. Investigating specific issues which are 
important to Mears customers with a view to 
making recommendations to the Group. 

2022-2023 WORK PROGRAMME FOCUS

The agreed new topics/areas of focus for 
Board during 2022-23 are:

 a Responding to the Regulator Tenant 
Satisfaction Measures (following 
consultation).

 a Decarbonisation and fuel stress (An 
important issue for the business and 
residents - customer experience and 
communication theme).

 a Review Decent Homes, repairs, 
customer communications - looking at 
challenges, improvements, and effective 
communication.
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Appendix 1 - Scrutiny Board Members 
Terrie Alafat CBE, 
Independent Chair

Terrie retired from being chief 
executive of the Chartered 
Institute of Housing (CIH), 
the independent voice for 
housing and the home of 
professional standards in 
November 2020. Before joining CIH in 2015, Terrie 
was director of housing in the then Department for 
Communities and Local Government, with overall 
policy responsibility for the supply and management 
of housing across all tenures, housing growth, and 
homelessness prevention and support. She worked 
in the civil service covering various housing policies 
and programmes from 2003.Terrie was given a 
CBE in 2013 for services to homeless people. 
Terrie continues to be active in housing through 
non- executive roles in housing, including Chair of 
Riverside Group, and homelessness organisations.

Karen Hardwick,  
Customer Board Member

Karen has been a Home 
Group customer for over six 
years and had a professional 
career across a range of 
public services including social 
housing and through her work 
gained a National Certificate in Sheltered Housing. 
Karen has an in-depth understanding and passion for 
the housing sector and brings personal experience of 
the vital role of social housing. Now medically retired, 
she has a strong focus on enabling residents’ voices 
to be heard and a head for figures and finances. She 
is involved regionally with the Northeast Customer 
Complaints Panel and Home Group’s own resident 
involvement activities. She lives in Hartlepool with her 
husband and their two lovely dogs Jasmine and Lily.

Susan Hodgson,  
Customer Board Member 

Sue is a retired Civil Servant, 
she was employed for a 
number of years as a Financial 
Advisor, within the Department 
of Work and Pensions. She also 
previously worked for Tower 
Hamlets repairs services. On taking early retirement, 
to care for her husband; she found herself looking 
for a challenge to stretch herself. Sue enrolled with 
her local unitary authority (Thurrock) on the Tenants 
Excellence Panel. She has been serving in the Panel 
for over nine years, four of which she has been Vice 
Chairman. Sue is also a member of Thurrock Sea 
Cadets Management team, a member of the King 
George Playing Field steering group, and an aid at 
the Tilbury Community Hub.

Dr Samuel Komakech, 
Customer Board Member

Dr Samuel Komakech is an 
academic with over 20 years 
of experience in the public 
sector, private sector, and 
within academia. Samuel 
brings deep corporate 
governance experience through work with corporate 
boards including audit and finance committees as a 
consultant. Currently, he is an Associate Professor in 
Accounting and Finance at Leicester Castle Business 
School, De Montfort University. He was a Senior 
Manager at KPMG East Africa and started his career 
in public service at Uganda Revenue Authority. 
Samuel is a tenant of a Mears’ property (Plexus) in 
Leicester. 

Kerith Melbrooke, 
Customer Board Member

Kerith is a believer in better 
community through alliances in 
diversity, intellect, and strong 
associations. He trained as 
an ACCA and AAT, he has 
lived and worked in 4 different 
countries, and has excelled in customer services, 
process management and analysis. He worked on 
HRA, Rent, Grants and Communications scrutiny 
teams with the North Lanarkshire Federation. He won 
as Best Individual newcomer and as best fundraiser 
with Amnesty International. He is currently serving 
as Treasurer for the North Lanarkshire Federation 
Executive Committee and Nights Manager for 
Hampton by Hilton Edinburgh Airport. He has a 
passion for travel, mind management and excellence 
in customer services. 

Helen Smith,  
Customer Board Member

Helen helps to shape the NHS 
and give patients the best 
experience from the role as a 
nursing associate on a neonatal 
unit. A vital part of this role is 
knowing how well you can 
connect with heart-beating people you’re trying to 
help and communicate your understanding back to 
them. During university years, helping students have 
a voice in the role of a student representative and 
creating positive change, created a great experience 
and excitement. Helen holds two university degrees, 
both within healthcare subjects. In her spare time, 
Helen enjoys going to the gym, sketching and booking 
her next adventure. Helen lives in the Northwest. 

Sue Smith,  
Customer Board Member 

Sue has been a Parish 
Councillor since 2006, and 
a member of the resident 
association since 2004. She 
is passionate about helping 
Council tenants with their 
housing issues. She is Chair of Woughton Community 
Council and MKALC (Milton Keynes Association 
of Local Councils) and on the executive board of 
BMKALC (Buckinghamshire and Milton Keynes 
Association of Local Councils), and lastly, Vice Chair 
of Parish Forum (for Milton Keynes Council). Sue is a 
dog lover and owns two German Shepherds and a 
Chihuahua.  

Steve Smith,  
Customer Board Member

Steve has been an involved 
tenant for twenty years at 
Octavia and previously with 
the Royal Borough Kensington 
and Chelsea Council Tenant 
Management Organisation. 
He is passionate about ensuring that the resident 
perspective is considered and heard and has 
worked hard to improve the service and resident 
experience around repairs. In addition to six years 
on the Octavia Main Board, Steve has a wealth of 
experience through his chair, co-chair roles and as 
a member of resident panels including taking part 
in scrutiny activity. He is self-employed, running his 
own successful garden design, development, and 
maintenance company. 

Joanne Workman,  
Customer Board Member

Jo workman recently joined 
the Board and says that she 
really loves volunteering and 
helping others. She lives in 
Rotherham and has been a 
council tenant for 25 years.

Jo’s busy life starts with looking after 2 children, 
with one child having autism and additional needs. 
Through her experience as a mum bringing up a 
child with autism, Jo saw a need to offer a more 
dedicated youth activities, she established a youth 
club for young people with additional educational 
needs, which has since grown to 3 clubs serving the 
Rotherham area. 

Jo is a volunteer for Rotherfed - a community group 
federation where she is involved in the tenants’ 
scrutiny panel and tenants’ voice. This led to her also 
attending Tpas meetings.



Mears Group PLC
www.mearsgroup.co.uk

Over the last 12 months, I have 
enjoyed all of the activities 
undertaken and feel proud of all 
that the Scrutiny Board and Mears 
have achieved in our time together.  
Winning two awards was the icing 
on the cake.”

Sue Hodgson


