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Introduction 

8000 text messages were sent out to a sample of customers across all our geographical areas, with a link to the 

survey.  290 involved customers were also emailed a link. A survey link was also posted on the Thirteen website 

consultation page and survey links were posted on social media. 

1997 customers clicked on the link to view the survey information and 531 responses were received where 

customers were asked to identify the three priorities that were most important to them – these are summarised 

below.  A significant number of additional comments were received – these are analysed on page 6.  

Discussions also took place at the recent Thirteen Customer Council meeting - these are recorded below on page 7. 

 

Priority One – Delivering great customer service. 

Customers rated the importance of our priorities to them: 
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Priority Two – Growing our business as a social entrepreneur 

Customers rated the importance of our priorities to them: 
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Priority Three – Contributing to regenerating the Tees Valley 

Customers rated the importance of our priorities to them: 
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Priority Four – Being high performing, collaborative and efficient 

Customers rated the importance of our priorities to them: 
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Thirteen Customer Council views on the Strategic Plan priorities 

 

Priority 1: Delivering great customer service 

The TCC agree with the priorities and want Thirteen to continue to build on the improvements that are being made 

in customer service. It was suggested that a disabled and vulnerable tenant register would be useful and help us to 

be more responsive to customer needs.   Clarity on our customer offer is also considered important.  Other 

comments made: 

 Agree it is important to reduce voids, and quicker turnaround is required. 

 Ensure as many people digitally able, even very elderly people are capable. 

 Agree it is always necessary to maintain gas compliance. 

 Need to increase number of tenant’s surveys.  

 

Priority 2: Growing our business as a social entrepreneur 

Most of the TCC are not keen on mergers.  They feel there must be a benefit for customers, and urge us to be 

cautious so that it is not regretted afterwards, as big is not always beautiful. However the TCC feel that in terms of 

stock acquisition it is important to have good quality stock to meet the needs of all of our customers.  Other 

comments made: 

 A different rent model may help to stop people getting into rent arrears. 

 There needs to be easy access to tenant support services where Universal Credit is being rolled out. 

 We need to clarify the term social return – it can be unclear and ambiguous. 

 We must keep up with the market changes and adapt as things change. 

 

Priority 3: Contributing to regenerating the Tees Valley 

The TCC agree with these priorities and would like to know more about where we are proposing to invest and 

disinvest, and whether we have sufficient properties to move people into if any tower block are disposed of.  The 

TCC agree that we should have a standard for the quality of a Thirteen home and this should be the highest 

standard possible regardless of occupant. Other comments made: 

 We should build to let not to sell 

 How long will it take to complete options appraisal on stock outside of the Tees Valley. 

 Is improvement to public realm a Thirteen responsibility? 

 We need to do the best we can do within the regeneration areas. 

 

Priority 4: Being Team Thirteen 

The TCC agree that it is important to have the right ICT systems in place, test them carefully and ensure they are fit 

for purpose.  We need the best staff possible, but must also ensure there are sufficient staff in place so they are not 

too stressed, and also so that we have the capacity to grow the business. 

 


