Year Four Priorities
This document
cument explains how we
o deliver the five main
intend to
ments of our Business
commitments
ring 2018/2019 and how
Plan during
we will measure our success
T Strategic
c Objectives
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T Actions

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

We will maintain our
excellent customer service
and satisfaction levels

` Estate Services: Conduct a review of current
short term services to ensure they are running
smoothly while we secure permanent contracts
by the end of the year.

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

` Ensure that the organisation is run to a high
standard and is in good financial shape to
guarantee it’s long term success.

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

` Continue to utilise the health and safety
commitment in order to deliver best practice
across the organisation.
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` Make good use of the health and safety
action plan across all areas of the
business, including staff.

MEASURING SUCCESS
` New permanent contracts
in place for Estate Ser vices
which show Value for Money
and customer satisfaction of
83% based on per formance.
` Achieve a suitable
regulatory judgement.
` Achieve satisfactory internal
and external audit results.
` Remain 100% compliant with
landlord and employee health
and safety obligations.

We will prioritise enabling residents to
keep their homes and promote mobility

We will ensure that our
income is maximised

` Reduce the length of time our properties
are empty by improving void processes.
` Change sign up processes, ensuring
residents needs, both digital and
practical are prioritised.

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

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

` Find new ways of working with residents
who stop engaging with us due to rent
arrears and other factors.
` Develop a range of services for
residents on Universal Credit which
will enable them to maintain their
tenancy (including worklessness
and digital inclusion).
` Develop a resident led digital access
group who look at the types of services
that we provide to residents and how
we can improve them.

MEASURING SUCCESS
` 10% reduction in the void
turnaround times for all tenures.
` 20% increase in residents
accessing our services on line.
` There will be no more than
7 evictions in the year.
` Digital access focus group in plac
e to
review resident targeted ser vices.
` Digital inclusion strategy and
action plan in place.

T Strategic Objectives
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T Actions

We will develop more homes and
services for local communities

MEASURING SUCCESS

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

` Creation of a new development
company, primarily selling homes
outright and with shared ownership.

` New development
company in place.

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

` Actively seek ‘management
only’ housing developments.

` Roll out a Board approved
programme of management
only housing developments.
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` Increase in management
only stock by 10% of all
new developments.

We will maximise the quality and value of our homes

We will offer an
` Effectively manage the outgoing
efficient and effective
repairs service with Mears.
repairs service which
` Develop a new model of repairs service
meets the needs of our
which is fit for purpose and will meet
residents and provides
the needs of staff and residents.
good value for money
` Implement the new repairs service and
deliver a high quality service to all residents.
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MEASURING SUCCESS
` New repairs contractor in place
which delivers a good ser vice as
well as value for our residents.
` Customer satisfaction
with our repairs service
is maintained at 76%.
` New interim repairs
and maintenance
contract in place.

We will deliver continuing efficiencies
to achieve improved Value for Money

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

` Full Implementation of the new
ICT housing management system.
` Full detailed review of the costs
of the entire business.

MEASURING SUCCESS
` New housing management
system in place.
` A new Value for Money
strategy in line with the
The Regulator of
Social Housing.

We are proud of resident participation that influences varying areas of the business
ess
We have an active RSP (Residents Scrutiny Panel) as well as a Resident Consultation Group,
who help us to ensure we are providing the services residents need. Across the new business
year, residents will be helping us with both the repairs and estate services contracts, health
and safety (Fire and Legionella), voids processes and the reviewing of our rent arrears
process. Throughout the year, residents will also be assisting us with our complaints process
and making recommendations for improvement.
If you would like to get involved in how CCHA delivers it’s services to you, please contact
our customer services.

Croydon Churches Housing Association
6th Floor, Norfolk House, Wellesley Road, Croydon CR0 1LH
freephone: 0800 054 6710 email: customers@ccha.biz www.ccha.biz

