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Over 90,000 residents

43,000 homes

• 68% General needs

• 9% HOPs/ Retirement 

• 12% Homeowners

• 8% Commercial (student, 
keyworker)

• 3% Supported Housing

Resident profile
Generation 

Y
20%

Generation 
X 41%

Baby 
Boom

er
25%

Silent 
Generati
on 14%

23%

86%

Who are we?



Satisfied customers?
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Satisfied customers?



Satisfied customers?



Key principles



“Everything you 

think, feel, say and do 

is either a service or a disservice to 

yourself and everyone around you’’

Mary Gober



Customer Expectations



Residents'



Our values…



How?



Listening to Customers 



Satisfaction Drivers



Co-Create



Get ahead…..



Customer Centered Culture



Communicate the vision



Learning from others



Know your customers



5 Generations



Personas



Self Service



Nudge not shove
Segment Base Stock Design Date to send Letter Key messages

Baby boomer - Kent A
20 Nov

(lands 21-23)

Endorsements & keeping track – digital 

support

Baby Boomer - London B
20 Nov

(lands 21-23)

Endorsements & keeping track – digital 

support

Baby Boomer - Sussex C
20 Nov

(lands 21-23)

Endorsements & keeping track – digital 

support

Generation X - Sussex (Family) D
27 Nov

(lands 28-29)
Time saving & convenience – new app

Generation X – Kent (Family) D
27 Nov

(lands 28-29)
Time saving & convenience – new app

Generation X – London (Family) E
27 Nov

(lands 28-29)
Time saving & convenience – new app

Generation X – Sussex (No Family) F
27 Nov

(lands 28-29)

Easy to use – XX in area already using it –

new app

Generation X – Kent (No Family) F
27 Nov

(lands 28-29)

Easy to use – XX in area already using it –

new app

Generation X – London (No Family) G
27 Nov

(lands 28-29)

Easy to use – XX in area already using it –

new app

Millenials – Sussex (Family) H
1 Dec

(lands 4-5)

Time saving and app

Millenials – Kent (Family) H
1 Dec

(lands 4-5)

Time saving and app

Millenials – London (Family) J
1 Dec

(lands 4-5)

Time saving and app

Millenials – Kent (No Family) K
1 Dec

(lands 4-5)

App and XX already using

Millenials – Sussex (No Family) K
1 Dec

(lands 4-5)

App and XX already using

Millenials – London (No Family) L
1 Dec

(lands 4-5)

App and XX already using



Impact…



End to end processes….



Omni - Channel



Omni channel but….. 

84%

13%

3%

Telephone Online Office

% First 



Omni – Channel?



Patchless



Relentlessly measure….



The Vision 



MyAccount Roadmap

All contact online

Better repair diagnostics

Lease & tenancy agreement documents 
available online

Gas Safety Certificates

Fire Safety Risk Assessments

Planned maintenance alerts

Online ASB diaries/reporting

Improved contact us form

Choose and book appointments



The shape of things to come…..

Ivo-nne


