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Homes and Wellbeing promise 2022-2027

Vision statement

: NCHA will have a customer involvement offer that

5 gives a voice to all of our housing and care and support
communities, and reflects a genuine co-design and
collaborative approach. There will be a clear link from
informal, community based engagement through to the
formal groups and to NCHA Board — enabling real influence
through engagement.

The BIG challenges
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Where are we now?

e Customer Committee in operation — three New housing structure in place with

customer members and three board customer involvement embedded into Your
members (including one customer board Community
member) * Principles for care and support

¢ Homes and Neighbourhood Panel and engagement model ready for development
Scrutiny Panel launched but not fully into consultation and co-design
subscribed

* No specific digital engagement offer in
e 172 Community Voices place

* STAR survey - Satisfaction that NCHA No agreed menu of informal involvement
listens to residents views and acts upon opportunities and how these influence and
them 72% against a target of 75% inform the formal groups.

e ED&I measures for Board and committee
members (including Customer Committee)

% Women 61% 40%
% BAME 19% 40%
% LGBT+ 4% 4%

% Disabled [19% 12%
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1 year - by May 2023

Care and support engagement offer launched

1 year - by May 2023

Scrutiny and Homes and Neighbourhood Panels training plan
complete with membership fully subscribed and representing all
tenures

1 year - by May 2023

Informal involvement generating insight for formal groups, with a
clear link from each informal activity

2 year - by May 2024

Community voices relaunched — 70% estate/scheme representation

2 year - by May 2024

Awards application submitted

2 year - by May 2024

TPAS re-accreditation

2 year - by May 2024

Establish wellbeing and performance measures for involvement

2 year - by May 2024

% social value and impact as a result of involvement activity

2 year - by May 2024

Involvement activity supports sector and NCHA priorities and
campaigns

2 year - by May 2024

Six scrutiny / task and finish projects completed and submitted to
Customer Committee / Board

2 year - by May 2024

Community vehicle/trailer replaced with self-driving vehicle

5 year - by May 2027

ED&l targets developed for formal and informal involvement (in line
with targets for Board and Committee Members)

5 year - by May 2027

Digital engagement tool in place

5 year - by May 2027

All proposed changes, removals and introductions to NCHA wide
customer facing services subject to customer consultation and co-
design by default - included as a KPI




Delivering
the plan

* Director of Homes and Wellbeing
- overall accountability for Customer
Committee activity and performance and
link to Board

* Assistant Director of Homes and
Wellbeing - overall accountability for all
panel and informal involvement activity
and performance and link to Customer
Committee

* Head of Communities and Your
Community Manager - accountable for
delivery of customer involvement activity
in communities

e Customer Involvement Coordinators — first
points of contact for involved customers,
coordinating all involvement activity,
supporting formal activity i.e. scrutiny and
providing insight

Monitoring and
reporting

* Diversity targets tracked against ED&I
targets

e Satisfaction with opportunities to be
involved and influence measured against
STAR survey

* Social impact measured against HACT

* The number of service improvements as a
result of involvement activity

* The quantity, quality and breadth of
involvement opportunities and those
involved.

Reporting will be made via the Annual Report
for Customers, and quarterly updates to the
Customer Committee/NCHA Board.
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Our business
delivery strategies

Being the best we can  Alongside the Group Corporate Plan

sit three new ‘Business Delivery
be for our customers Strategies’, which are relevant to all

and colleagues by - departments. These are:
alvya_ys IISt_enlng anq - ¢ Environmental Sustainability
striving to improve, In : Strategy

an enVirOnment that iS E e Social |mpact Strategy

supportive, inclusive and

) e Value for Money Strategy.
wellbeing focused. |ﬂ

The Environmental Sustainability Strategy

The Social Impact Strategy

The Value for Money Strategy

Taken together, these new strategies provide us with the opportunity to pause and
reflect on what we've been doing, and then to refocus on the future.

Taking inspiration from the three business delivery strategies, this plan sets out our
ambition for customer involvement for the next five years.
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