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Housing Diversity Network — 2019

Managing Your Career

Marie Hardeman
Lettings Manager

Roisin Ahmed

Regional Customer Liaison Manager

Great service, great homes

and a great place to work
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The Guinness Partnership

* Focus on making sure every customer has a great experience

» Social purpose = surplus reinvested in new homes and
Improving services

66,000 homes

140,000 customers

» 165 local authority areas

« 10,000 hours of care per week

e 7,500 new homes by 2023 — 1,500 per year

* Investing c.£110m in maintaining, repairing and improving our
existing homes in 19/20

* Achieved Investors in People Gold
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Challenges for the Sector

 What do you think they are?

 Table discussion - 5 minutes.
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between
stumbling blocks o/,

stepping stones
Is the way weguse them.
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Sector challenges
« The Green Paper

— New homes / supply & demand (Brexit considerations)
— Compliance
— Customer Voice — Customer expectations

 Growth
— Mergers & Acquisitions

« Tenancy related
— Welfare Reform
— Roll out of Universal Credit
— End of fixed term tenancies

e Digital
— Mobile working
— Customer access to our services
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The Green Paper

e Supply and demand
« Compliance
 Customer Voice
M
Ministry of Housing,

Communities &
Local Govermnment

A new deal for
soclal housing
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Growth

 Mergers / Acquisitions
— Still a focus on growth for efficiency and improved services
— Top 6

« Government announcement to scrap council borrowing cap

e Council in-house provision of service delivery and developing
new homes (15,000 new council homes p.a. predicted)

}410m 0} 92e|d j1ealb e pue sawoy 1eaib ‘92INI8S 1BaIY)



m duinness
b\ “partnership

Tenancy Related

 Rents
— Formula changing for setting rents

e Universal Credit
— Impact on customers / households

 End of Fixed Term Tenancies?
— Initiative hasn’t delivered outcomes expected
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Digital

« Technology advances

* Mobile working embraced

* Devices to enable staff to provide an improved service
o Officers working within customer areas (not offices)

* Flexibility / new working styles /
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Challenges.....

8 million people in England are living in unaffordable,
Insecure or unsuitable homes (NHF 2019)

« 340,000 new homes are needed each year with 90,000
for social rent.....lIast year 6,000 were built

« Homelessness - 320,000 people homeless in Britain

* Fire safety - £6.875 billion needs to be spent
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Comfort break
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Great service, great homes and a great place to work

Over to you...
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* Introduce yourselves and your roles

e Operationally, how are the challenges across
the sector impacting your role?

e Table discussion — 10 minutes
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YOUR development

* Mentoring is....
 Our experiences
e Ownership

e Networks
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NOTHING IS IMPOSSIBLE
THE WORD ITSELF SAYS

I'M POSSIBLE
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SUGGESS IS NO'AGGIDENTZIRIS HARD WURI_( PEBEVERANBE :
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Great service, great homes and a great place to work

Questions?
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