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We are constantly reviewing how we can make best use of

new technology to help save time and money and improve our

customer service.  We have set up a corporate ICT Steering

Group, chaired by the Chief Executive, to review all significant

proposed changes.  For every proposed change the Group is

presented with a detailed cost benefit analysis.

MORE EFFICIENT CUSTOMER INVOLVEMENT

We restructured customer involvement in the year to great

effect.  The cost was reduced by 40% as a result of bringing

real focus and streamlining the involved groups.  Our new

Customer Scrutiny Panel produced two comprehensive and

high quality scrutinies in the year which have already made

changes to the way services are delivered.  One scrutiny

looked at the work of our external contractors and how we

manage them.  Their recommendations have not only

contributed to a significant increase in customer satisfaction

over the past year but is also underpinning the current

procurement of new external contractor partners.  The Your

Home, Your Say and Your Neighbourhood customer groups

have made a vital contribution in a range of areas from

contributing to policy change to inspecting work completed.

MORE THAN JUST A LANDLORD

We do more than just managing and building homes.  We

invest a modest amount (c.1% of surplus for the year, plus

giving staff the opportunity to each invest three hours of time)

in community initiatives.  The biggest of these is our Strive

programme.  Strive is an initiative that provides training to start

your own business.  We offer the training to our customers and

others in the communities where we work.  In partnership with

Local Authorities and other Registered Providers we delivered

this training to 105 people in the year for an investment of

£43k.  Many of those who completed the Strive programme are

now in business and we are even buying back some of their

services. Examples include a photographer we have employed

to record a number of community events, a 'Lady with a van'

who we have recommended to customers downsizing, to help

with their removals and a self-employed gardener who we

have contracted to run our Garden Help Scheme for our older

and disabled residents.  There are clearly tangible savings in

unemployment and housing benefits as our Strive graduates

move into self-employment.  This also has a beneficial effect

on the local economy as well as raising our profile within the

local community.  However the main value of the programme is

in the social value it delivers to all the graduates through

improved confidence and self-esteem.  We have started work

on trying to estimate a value for these social benefits using the

HACT model*.  Although still in development it is worth noting

that the model indicates that delivering employment training

has value of £800 per person and creating self-employment

has a social value over £11k per person.  

We continue to run successful apprenticeship programmes for

both Trades and office based staff with many moving into

permanent jobs within the organisation. In addition we have

developed a strong partnership with Ways into Work - a charity

who help people with disabilities and/or learning difficulties into

work. 2 of our recent Ways into Work placements, neither of

whom have ever been able to work before, have now moved

into formal apprenticeships with us.  

AWARDS

We were awarded the prestigious Leaders in Diversity

accreditation in early 2014.  The award demonstrates

excellence in equality, diversity and inclusion practice.  It

reflects the work we have done through training to increase

staff awareness in all these areas; our commitment to offer job

opportunities for people with learning disabilities and make our

website and documents accessible; as well as the work with do

with contractors to ensure they comply with equality and

diversity training.

We achieved the ISO 14001 accreditation for environmental

management.  We were recertified for the ISO 9001

accreditation for quality management principles including a

strong customer focus.
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VALUE FOR MONEY SELF ASSESSMENT - HAPPY CUSTOMERS

*This uses the Community investment
values from the Social Value Bank 
(Authors: HACT and Daniel Fujiwara
(www.hact.org.uk /
www.simetrica.co.uk); 
Source: www.socialvaluebank.org). 















































































Crown House, Crown Square,
Waldeck Road, Maidenhead,
Berkshire, SL6 8BY.

freephone: 0800 876 6060
tel: 01628 543101
minicom: 01628 638136
fax: 01628 543199

email: contact@housingsolutions.co.uk
www.housingsolutions.co.uk
www.neighboursandneighbourhoods.co.uk

facebook.com/housing.solutions.UK

If you would like an audio or large print version of this document please call
our offices on 0800 876 6060.
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