


Our purpose: 
Working together to 
provide safe homes and 
thriving ommuni es 
This Strategy complies with new 
reg la ons rom the Social o sing 

eg la on ill  the il ing Sa ety 
ct  an  the e er Social 
o sing e iew  

t supports our ke  priori es:

The Strategy outlines how we’ll meet 
new engagement stan ar s  inclu ing 
Tenant Sa s ac on easures such as

• Sa s ac on that the lan lor  
listens to tenant iews an  acts 
upon them

• Sa s ac on that the lan lor  
eeps tenants in orme  a out 

things that ma er to them

• greement that the lan lor  
treats tenants airly 
an  with respect

t re ects ey legisla on such as 
the egulator o  Social ousing’s 

onsumer Stan ar s  the uality 
ct  an  the ousing 
m u sman’s omplaints 
an ling o e  all aime  at 

impro ing tenant engagement  
airness  an  ser ice uality

t the heart o  our wor  is a simple i ea  listening to you  our customers  an  using your 
e periences to shape e er ser ices  This ocument sets out how we’re strengthening 
the customer oice an  impro ing customer e perience  across all our ser ices  
t’s a out ma ing sure your ee ac  lea s to real change  impro ing communica on  

resol ing issues e ec ely  an  uil ing a rela onship ase  on trust an  respect

A Better Way to Listen and Act

To be a great landlord.

To be a resilient organisa on.

To create great places to live.

“Our strategy is simple: 
listen to you an  use your 
ee ac  to ma e our ser ices 
e er  This plan shows how 

we’re pu ng your oice at 
the centre  impro ing how we 
communicate  sol e pro lems  
an  uil  trust e ery step 
o  the way  ur ocus shoul  

e on our customers 
e perience with us  

Mark Howden
CEO
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Our corporate plan and regulation



Created for 
Customers 
by Customers 

e elie e the est way to 
un erstan  your nee s is to 
in ol e you irectly  O er recent 
months  we’ e wor e  closely 
with customers  sta ehol ers  
an  sta  to gather insights 
through sur eys  ocus groups  
an  co crea on wor shops  

t the wor shop acilitate  
y Game o  omes  we as e  

the ues on
ow can Pea s  Plains uil  an open 

an  honest rela onship with you  our 
customers  where your ee ac  in uences 
our ser ices  you hol  us to account  an  
you eel truly hear  an  alue  e ery me 
we interact?

Your ee ac  has gui e  this strategy  
ensuring it re ects your priori es an  
e periences  e will con nue to consult an  
colla orate regularly to eep our ser ices 
aligne  with what ma ers most to you

Who are involved customers?

Tenants
social  a or a le an  mar et

Shared Owners

Leaseholders

includes anyone living 
in the household or 

receiving our services
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We will

Our Promises 
to You
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• Easy  • Helpful  • espec ul  • Quick  • Accessible

We’re doing things like When you get in touch

•  isten care ully an  
respec ully 
to your ee ac

•  ommunicate clearly an  
in ways that suit you est

•  ct promptly to resol e 
issues an  impro e ser ices

•  e open an  honest a out 
what we can o an  what 
to e pect

•  n ol e you in shaping 
policies an  ser ices

•  a ing our we site an  
igital ser ices more 

user rien ly  

•  eing clear that igital is a 
choice not an e pecta on

•  Training sta  to eli er top
uality customer ser ice

•  Tracking how long it takes 
us to  pro lems  an  
working 
to o e er

•  sing your communica on 
pre erences an  nee s in 
all our interac ons with you 
where possi le some mes 
we must sen  things out in 
wri ng  this coul  e ue 
to law or regula on

•  Pro i e epen a le ser ices 
that are easy to n  an  use

•  lways try our est to get 
things right rst me or you

•  Gi e you a range o  ways to 
contact us

•  isten to you an  use your 
in orma on to help shape an  
impro e our ser ices

•  eep our promises an  always 
e honest with you

•  Treat you with respect when 
you get in touch  an  we ask 
that you o the same or us

e ng the Basics ight.

s your lan lor
we promise to

•  You can choose how you contact 
us  telephone  li e chat  y 

ccount  email or social me ia  
t’s up to you

•  e ha e a reephone num er 
that’s a aila le   hours a 

ay  out o  hours that’s or 
emergencies

•  hen you phone us  we will 
answer within  minutes  
Our usiest mes o  the ay are 

etween   am  so you 
may wait a li le longer uring 
those mes  ut  we promise to 
work har  to get to you as soon 
as possi le

•   you email us or contact the 
Trust ia our we site  we will 
respon  to you as uickly as 
possi le  t will certainly e 
within  working ays

•  hen you li e chat with us  we 
will answer your message within 

 minutes

•  e promise to e prompt  
polite  rien ly  help ul an  air

•  The ustomer Ser ice team has 
a training an  uality monitoring 
process in place to make sure 
that you always get a high 
stan ar  o  ser ice

•  e’ll keep etaile  an  accurate 
recor s a out what you’ e tol  
us an  act on them  so you on’t 
nee  to tell us twice

•  e will use plain language

•  ach one o  our a isors is 
traine  an  e perience  to e 
a le to han le your en uiry  

    To keep things resh  the team 
also recei es ongoing training  
mentoring an  coaching to 
ensure that we get things right 

rst me  

    hen we can’t  we will keep you 
up ate  e ery step o  the way

These gures are a erages

We’re working hard to make sure when 
you contact us, your experience is:

Our commitments to you
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Our Goals
eliver mely, clear, and personalised communica on 

that matches your preferences and needs.

Foster a culture where customer insight drives 
con nuous improvement.

Ensure all communica on is appropriate, relevant, and 
easy to understand.

Use your up-to-date data to improve quality and 
e ciency of services that get things right the rst me.

Make our complaint resolu on process more 
responsive, empathe c and create a culture of learning 
lessons from our mistakes. 

Make it easy and accessible for you to provide feedback.
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Inform
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Customer communication Colleague communication

• e will share regular posts an  up ates or colleagues  sharing lessons 
learne  rom your ee ack to keep e eryone in orme  an  engage

• Sta  rie ngs will inclu e ocuse  sessions on personal communica on  tone 
o  oice  an  ways epartments can work e er together to ser e you

• n es ga ng O cers or complaints will e traine  an  encourage  to isit 
customers i  the customer woul  like us to  uring the complaint resolu on 
process to ensure a personal  empathe c approach

• Ongoing re resher training on our customer systems will e pro i e  to 
impro e accuracy an  recor keeping  ensuring your in orma on is han le  
properly an  securely

• Share case stu ies internally an  e ternally o  how we ha e learnt rom our 
mistakes or how we work within our policies  

• ewer complaints a out communica on  
• igher sa s ac on scores in the ollowing areas

 The lan lor  listens to tenant iews an  acts upon them
 The lan lor  keeps tenants in orme  a out things that ma er to them
 The lan lor  treats tenants airly an  with respect
 The lan lor ’s approach to han ling complaints

• ncrease sa s ac on scores in the sta  happiness sur ey
• ewer instances o  no communica on pre erence recor e  

in customer ata

What should we do?

How will we do it?

How will we know it is working? 

Pro i e training or colleagues an  em e  
engagement in e erything

e will assess an  tailor communica on 
to ensure our customers recei e the right 
in orma on  in the right ormat  at the right me

• e will ask you how you pre er to recei e 
in orma on an  pro i e op ons to opt in 
or out o  i erent communica on types  
some mes we must sen  things out in wri ng 
 this coul  e ue to law or regula on

• e will call you irectly  where appropriate  
to resol e issues more uickly an  personally

• Short sa s ac on sur eys will e e elope  
to gather real me ee ack imme iately 
a er ser ice interac ons

• on nue to close the ee ack loop on 
consulta ons  customer mee ngs an  
complaints  e’ll regularly show you how 
we’re ac ng on your ee ack through
 mail campaigns
 ewsle ers
 Our we site
 Social me ia
 ea ets

• eep the Trust’s we site up ate  with rele ant 
customer an  community content  inclu ing 
a e icate  sec on or hallenge Group 
monthly up ates   

What should we do?

How will we do it?



Involve
(Insight, Data, and Co-Creation)
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Organisa on
•  uil  on the success o  our 

in ol e  customer roles in 
e eloping an  em e ing 

a Trust wi e co crea on 
ramework to co esign 

new an  e is ng ser ices in 
partnership with customers  

•  eport an  pu licise the 
impact o  all insight an  
co crea on ac i es  

emonstra ng how customer 
oices in uence our ecisions

 Governance
•  nsure that the hallenge 

Group has a more ac e role 
at oar  mee ngs

•  on nue to inclu e customer 
iewpoints an  ata in reports 

to the oar  or commi ees  
where appropriate  

•  Consult with customers on 
ser ice changes an  make 
sure the in orma on we share 
is clear an  accessi le

•  Con nue to encourage 
in ol e  customers to a en  
training sessions an  sharing 
o  goo  prac ce rom others

Colleagues
•  nsure customer contact rules 

are em e e  within 
all teams

•  Set colleague o ec es 
to ensure e eryone is 
accounta le or customer 
ocus

•  ake un erstan ing 
the customer oice an  
experience a core part 
o  in uc on  inclu ing or 
non customer acing roles

•  Contact re uest ailures 
to e escalate  an  
manage  with a clear lessons 
learne  structure

•  Treat each tenant interac on 
as a learning point  

Data systems and tools
•  Con uct a re iew o  our 

Customer ela onship 
anagement systems  

inclu ing a priori sa on o  
nee s with clear explana ons 
o  why

•  en y ata gaps an  
unnecessary ata collec on

•  nsure all systems an  storage 
are compliant with ata 
regula ons

•  Pro i e role speci c training 
on how our ata systems 
work an  how each ata set 

ene ts customers
•  Pro i e clear in orma on to 

customers a out how their 
ata is store  an  use  to 

enhance ser ice pro ision
•  Set clear cultural gui elines on 

using ata as part o  a roa er 
picture rather than making 
assump ons  encouraging 
con nuous curiosity a out 
what ata we collect an  why

c ely listening to you an  
respon ing to your ee ack  
ensuring that these insights 
shape our ser ices an  

ecisions at the Trust  

Con nue to collect an  analyse 
customer ee ack an  ata to 
i en y what’s working an  
what nee s impro ement 
an  use co crea on sessions 
to ensure your oice remains 
central in e eloping new 
ser ices an  policies

To support this  we will ensure 
we ha e compliant ata 
systems that meet your nee s  
The ene ts inclu e impro e  

uality an  e ciency o  
ser ices that get things right 
the rst me

• igher sa s ac on scores or
- The lan lor  listens to tenant 

iews an  acts upon them
- The lan lor  keeps tenants 

in orme  a out things that 
ma er to them

- greement that the lan lor  
treats tenants airly an  
with respect

• ncrease  num er o  
customers in ol e

• ncrease in case stu ies share

• uarterly repor ng o  lessons 
learne  to Per ormance 

anagement Group 
e i encing that these ha e 

een implemente  an  
impro ements em e e

Customer ata an  ee ack play a crucial role in shaping ser ices 
across the Trust  in uencing e ery theme o  this strategy an  gui e the 

ecisions we make  This insight helps us to e er un erstan  you  our 
wi er customer ase an  communi es  nee s  circumstances  an  pre erences

What should we do?
How will we know 

it’s working?How will we do it?



How will we know 
it’s working?

Equality, 
Diversity, and 
Inclusion (EDI) 
and Community
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•  Increase our presence in 
eigh ourhoo s an  at 

community e ents or 
example at oa shows

• Piggy- ack on esta lishe  
na onal awareness 
campaigns such as hite 

i on week an  emen a 
Awareness week) to 
encourage more customer 
an  colleague in ol ement   

•  xpan  our customer 
consulta on toolkit to 
gather a more i erse an  
representa e range 
o  opinions    

•  ork closely with the 
Trust’s I orum an  key 
stakehol ers to assess our 
customer in ol ement  
ramework or accessi ility 

an  inclusi ity  aking sure 
that we remo e arriers 
to engagement

•  se local insight an  ata to 
ensure our ac i es ha e 
maximum customer an  
community impact

•  e elop a network 
o  local Community 
Champions empowering 
local communi es to take 
ownership o  i en ying local 
priori es an  shape local 
ser ice o ers    

•  ook to access community 
pro ect un ing rom a range 
o  sources  in epen ently or 
as part o  a wi er partnership

•  Con nue working with Young 
Persons Panels to engage 
younger resi ents

•  Support the sector-wi e 
ini a e into tackling s gma 
an  nega e stereotypes 
aroun  social housing  
implemen ng est prac ces 
an  learning   

We’re commi ed to Equality, 
Diversity and Inclusion (EDI). 

That means

• eaching out to people rom 
all ackgroun s

• aking sure e eryone can 
access our ser ices  inclu ing 
those with isa ili es or 
language nee s

• istening to young people  
ol er resi ents  an  
marginalise  groups who may 
not always e hear

•    aking customers aware o  
what easona le A ustments 
can e ma e to support 
their in i i ual nee s  It 
is also important that you 
tell us what you nee  too  

o ma er your age  race  
religion  gen er  isa ility  
or ackgroun   your oice 
ma ers here

• igher sa s ac on scores or
- Agreement that the lan lor  

treats tenants airly an  with 
respect
- Contri u on to 

eigh ourhoo

• Increase in i ersity o  
in ol e  customers  
measure  y
- thnicity 
- Age
- Gen er
- Sexuality
- Religion

• Increase in the num er o  
sta  olunteers at e ents

• Increase in the num er o  
community e ents the Trust 
takes part in

• Increase in partnership 
un ing opportuni es

What should we do? How will we do it?



Our Values
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Our alues gui e how we operate  They make it clear the eha iours that we expect 
an  re uire or the Trust to e success ul  Our eha iours em e  our core alues into 
the aily work an  ac i es o  our sta

We are one team with one goal
e are open an  honest with each other so that we can work together to 

make things e er or our customers an  the Trust  e o not work in silos  

We are solu on-focused
e come up with i eas an  n  answers an  e ciencies where er we can  
hen we mess up we say sorry  learn rom it  x it an  crack on  e act an  

keep things mo ing

We think like a customer, act like a business owner
e take pri e in our homes an  our work an  we gi e our customers the 

ser ice an  alue or money we’  expect oursel es  e always try to o 
more with less

We do the right thing
en when no-one is looking an  we speak up i  something oesn’t eel right 

 e en when that means a tricky con ersa on  e on’t lea e loose en s or 
un nishe  work or someone else to sort out

We respect and celebrate our di erences
e are air an  we respect our i erences so that we all thri e an  eel at home 

 at work

peaksplains.org/our-values
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How we 
Listen to You

e want to hear rom you in ways that suit you  
ere’s how you can get in ol e

e’ll make sure in orma on is easy to un erstan  an  a aila le in i erent 
ormats an  languages i  nee e  This woul  inclu e support to help you 

engage with us or example o ering transla on ser ices or in orma on in 
large print

peaksplains.org/ge nvolved

Any interac on you have with us including booking a repair or 
speaking to us about your tenancy.

oin our resident panels or scru ny groups to shape big decisions.

Take part in quick surveys (online, by phone, paper copies, or text).

A end local events or community mee ngs.

Give us feedback via social media, our website, or over the phone.

Share your story - we want to hear your experiences, good or bad.
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Need a Different 
Language?

Prefer to receive this pack in a di erent way?!

e can share this with you igitally  physically or in large print

oul  you like this in orma on in a i erent language? 
I  so  contact us y email or phone

Ukrainian:    
  ?   

’      
  

Polish: C y chces  otr yma  te in ormac e 
w innym yku? e li tak  skontaktu  si   
nami mailowo lu  tele onic nie
Ara ic  ىلع لوصحلا يف بغرت له
 رمألا ناك اذإ ؟ىرخأ ةغلب تامولعملا هذه
 ديربلا ربع انب لاصتالا ىجري ،كلذك
.فتاەلا وأ ينورتكلإلا
Spanish: e gustar a reci ir esta 
in ormaci n en otro i ioma? Si es as  
cont ctenos por correo electr nico o 
tel ono
Chinese (Simpli ed):

Czech: Chcete tuto in ormaci  in m 
a yce? Poku  ano  kontaktu te n s 
e-mailem ne o tele onicky
Dari:  تفایرد یرگید نابز هب تاعالطا نیا دیلیام ایآ
 نفلت ای لیمیا قیرط زا اًفطل ،لیامت تروص رد ؟دینک
.دیریگب سامت ام اب
Farsi:  تفایرد یرگید نابز هب تاعالطا نیا دیلیام ایآ
 نفلت ای لیمیا قیرط زا اًفطل ،لیامت تروص رد ؟دینک
.دیریگب سامت ام اب

German: chten Sie iese 
In orma onen in einer an eren Sprache 
erhalten? enn a  kontak eren Sie uns 

i e per - ail o er Tele on
Italian: Vorres  rice ere ueste 
in orma ioni in un’altra lingua? In tal caso  
conta aci ia email o tele ono
Latvian: Vai la es o in orm ci u cit  
alo ? a  l u  sa inie es ar mums 

pa e-pastu ai tele onu
Portuguese: Gostaria e rece er esta 
in orma o em outro i ioma? Se sim  
entre em contato conosco por e-mail ou 
tele one
Romanian: ori i s  primi i aceste 
in orma ii ntr-o alt  lim ? ac  a  
contacta i-ne prin e-mail sau tele on
Slovakian: Chcete eto in orm cie  inom 
a yku? Ak no  kontaktu te n s e-mailom 
ale o tele onicky
Thai:
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