Year Three Priorities

This document explains how we intend
to deliver the five main commitments
of our Business Plan during 2017/2018
and how we will measure our success

 Strategic Objectives
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commitment

 Actions

We will be valued as an influential and high quality landlord, a forward
thinking employer and a trusted partner in our core communities

We will maintain our
excellent customer service
and satisfaction levels

 Develop and use a new resident
feedback survey system
 Improve how our residents access and use the
services available on the CCHA website

We will maintain good
relationships with our
regulator and consistently
achieve high ratings

 Ensure that the organisation continues to run well
 Ensure that we have a flawless plan that supports
and protects the business, our residents and
our staff should anything go seriously wrong
 Produce a high quality Value for Money
(VFM) statement

We will fulfil our
obligations to ensure that
the health and safety of our
staff, residents and visitors
is protected at all times

 Ensure that we remain 100% compliant
with landlord health and safety
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We will prioritise enabling residents to
keep their homes and promote mobility

We will ensure that our
income is maximised

 Efficiently recover outstanding rent
and other monies owed to us
 Constantly review our property
management to ensure that we are
receiving as much income as possible

We will support our
residents and strive
to prevent anyone
who engages with us
losing their home

 Strengthen our Welfare and Debt
Advice Service
 Explore options for grant funding to help
address resident fuel poverty
 Support residents back into work through
employment related initiatives

We will provide access
and support for residents to
help them engage digitally

 Develop a Digital Inclusion Strategy
to help us target residents
 Provide more access to digital
services on our schemes

MEASURING SUCCESS
 A new resident feedback
framework in place
 Improvements in the ease
of getting hold of us
 Residents accessing more
services through the website
 The delivery of the Year 3
priorities which reflect strategic
priorities for the business, our
residents and the regulator
 100% Landlord H&S
Compliance
 Good H&S
compliance
checks from
internal audits

MEASURING SUCCESS
 Rent arrears to be less than or
equal
2% (excluding Universal Credit)
 Re-charge collection improved
by 25%
 Develop an in-house Welfare and
Debt Advice Service
 Increase the online methods of
rent
payment for residents
 Ensure that residents that engage
with
us and make every effort to pay thei
r
rent do not lose their home
 Social value assessments of all
activities carried out and incorpo
rated
within the VFM statement
 Digital Strategy in place
 Pilot wireless
internet in at least
one scheme

 Strategic Objectives
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 Actions

We will develop more homes and
services for local communities

We aim to own or manage
1,830 homes by 2020

 Obtain more sites under the new Homes
For Londoners Programme 2016 - 2021
 Provide new homes which are genuinely
affordable

We will be open to all
opportunities that arise,
which could be beneficial to
the long-term future of our
organisation and communities

 Pro-actively seek opportunities which help
us grow and become more efficient
 Build relationships with organisations to
promote worthwhile partnership working

We will be open to
diversification from our core
business in order to develop
more homes within a tightly
controlled risk framework

 Provide a varied range of housing products
which gives our residents greater choice
and the opportunity for home ownership
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MEASURING SUCCESS
 Gaining approval for a new
Development Strategy
 Sites secured for 65 new homes
of different occupancies
 Increased growth and efficiency
through partnerships
 New homes developed for
genuinely affordable rent,
low cost home
ownership
products and
market sales

MEASURING SUCCESS

We will maximise the quality and value of our homes

We will manage all of
our assets wisely to
ensure that they make
a positive contribution
to the business

 Review management of agency-managed properties
to ensure they make a positive financial contribution
to the business
 Improve the existing property (asset)
management model
 Ensure that we maintain a Supported Housing
portfolio which contributes financially to the
business

We will offer an
efficient and effective
repairs service which
meets the needs of our
residents and provides
good value for money

 Work with our contractors to ensure that we
provide a high quality service to residents
 Develop a strong 5-year plan for planned
and cyclical maintenance, and communicate
this to residents
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We will deliver continuing efficiencies
to achieve improved Value for Money

We will re-invest any
surpluses we make
to support new and
improved services
and the provision
of new homes

 Reduce our total costs per managed
property under management
 Achieve planned sales of property,
identified in the assessment management
strategy

We will ensure that
our organisation is
run as efficiently as
possible and has the
appropriate information
and communication
technology back up
to support this

 Improve our operational efficiency through
a new Housing Management System
 Upgrade our telephone systems to improve
the customer contact experience

 All agency managed properties
reviewed and management
changes complete
 New asset management
strategy in place
 Pro-active approach to Support
ed
Housing which is flexible and
driven by us
 Satisfaction with the most recent
repair to be at least 95%
 No enforcement notices received
from any statutory agency
 Reduced number
of repair-related
complaints from
previous year

MEASURING SUCCESS
 5% improvement in total
management cost per property with
out
compromising quality of service
 Achieve £500k from property sale
s
 Housing Management System
to go live in 2018
 A new telephone system identifie
d
which will improve the customer
experience and ease of
getting hold of the
right person
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