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Content here

Vision: ‘Improving Lives Incommunities’

Stock Transfer from Bradford Council in 2003 –
Significant investment in ‘decent homes’ followed

Merged with Sadeh Lok in 2015

Own and manage over 22,000 homes

Plans to develop 1400 new affordable homes by 
2025

New corporate strategy introduced January 2019 
‘Improving Lives to 2040’
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The benefits of using transactional data to inform 
customer insight

• Real time information as it happens
• Large customer reach – can measure every interaction
• Whole system approach – following the customer 

journey
• Anticipate customer needs – use information to 

predict demand
• Data insight to inform future strategic decisions –

Data fed into senior leadership and governance



Creating a single view of the customer journey….



Tenant Involvement in action



Worked example…
Key
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Scrutiny/engagement 
Decision



Eric Hodges
Placemaking & partnerships manager, Orbit 



• Who is this Guy?



Insights

• Look internally  

• Manage expectations

Barriers

• Get out of your own way

• Listening is not hearing 

Examples

• Little Daydreams

• Elderly Cinema Club



➢ The pay is lousy

➢ Thanks are few and far between

➢ Most days are frustrating 

I LOVE MY JOB





Talk to 
everyone 

Listen to 
everyone 

Always look 
for solutions 

Care about 
what you do

Becomes a 
vocation not a 

job



An empowered team 

Fail Fast 

Openness 

Don’t be afraid to test your bosses aversion to risk 



Dunning Kruger 

The Dunning–Kruger effect is a 

cognitive bias in which people of 

low ability have illusory superiority 

and mistakenly assess their 

cognitive ability as greater than it is.

“

”
Avoid the trap 



How we see ourselves 



How our customers & 

partners often see us 



Keep it 

Simple



KPI Outcomes 

Input
Impact Assessment 

Monitoring & evaluation

Outputs Stage 2

Stage 1

Cash-flow Statement 

PPQs

Due Diligence
Activities 

Sustainability 

Innovation 

Co-design 

Customer centric 
Referrals  

Reporting  
Constitution  

Policies  Risk User design 

Outputs  
Quarterlies CohortsExit Strategies  



➢ Things will go wrong 

➢ Things will not always go as planned 

➢ Customers should be prepared to fail, 

because the hardest part is starting 

➢ Things can be fixed 



Simplified 

processes 

Expanded  

Offers

➢ Heard staff 
➢ Heard Partners 
➢ Heard customers 





Projects work when the people ‘users’ are at the 

heart of the project 



We involve customers in 

projects to work despite our 

input, not to depend on it 



Ann Harris
Tenant, Hinkley and Bosworth Council
Steering group member, A Voice for Tenants



Sally Trueman
Tenant
Steering group member, A Voice for Tenants


