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The Customer Experience (CX) department
provide an essential service for NCHA,
answering queries from a variety of
stakeholders.

As well as resolving queries they have
oversight on our response to complaints and
provide support to vulnerable people through
the Customer Wellbeing service.

Vision statement

r We will deliver an exceptional customer experience with

- imagination, care and compassion. The CX team will be :

accountable for contact and experience within a non-care
setting, meeting needs and exceeding expectations.
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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:
alvgrays IISt_enlng and: - * Environmental Sustainability
striving to improve, in : Strategy

an enVil'OIlment that iS E e Social |mpact Strategy

supportive, inclusive and
wellbeing focused. ﬂ

¢ Value for Money Strategy.

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 experience for the next five years.
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Opportunities for improvement

Organisational approach

Contact vs. experience

Technology



Meeting changing customer Customer satisfaction
expectations

Key stats from the Customer
Experience department

Since the Customer Experience change programme began in 2021, we've seen marked
improvements in the service we're providing to customers.
Take a look at the key stats below...

" This year, we've
o viees received over

2022/23, our 3000 survey
e bielbeive responses with 88% of
team answered .
customers stating they were

207,196 calls. satisfied with the service
our teams provided.

We continue to see
huge demand for the
support our service
provides.

We're meeting
our goal of achieving a

25% channel shift
from telephone and email,
by increasing the number
of customers using My
NCHA.
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Future objectives

Our passion for great customer service drive us to implement strategies that enable us to meet

and exceed customer expectations.

1. Consistency in the customer experience:

o Ensure a consistent customer experience is
delivered throughout NCHA.

o Identify opportunities to utilise contact
technology where a customer is served.

o Use external benchmarking and research to
identify best-in-class service structures and
delivery models.

2. Meeting changing customer expectations:

o Improve our recording of customers’ needs
to adapt services where required.

o Utilise the Tenant Satisfaction Measures as
an opportunity to improve service delivery.

o Continue to develop partnerships with
other housing associations to share best
practice.

Customer Insight Project:

Ensure delivery of the project’s technology,
service and people components.

Maximise the voice of the customer (VoC)
to inform wholesale business change.

Improve accountability around the business
in terms of complaints management and
resolution.

Deliver a feedback loop/mechanism to
assure customers and stakeholders of
improvements following insight.

Maximise our technology capabilities:

Work with our technology partners supply
chain to unlock unrealised potential in
existing products.

Explore opportunities to improve efficiency
via new technologies.
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