
Customer 
Strategy 
2025-28



Strategic 
Objectives….

‘provide customers with 
good quality services that 
meet needs’
‘work with customers, 
employees and our 
partners to continuously 
improve HHS’

In 2022, we launched our Customer Charter.  
Whilst this remains integral to our approach, 
our 2025-28 Customer Strategy will build on 

these commitments



Where are we now?
During 2024, our customers 
helped us to develop the 3 
key themes our Customer 
Strategy will be based on. 
These themes are:

1. Customer engagement, 
feedback and influence

2. The customer service we 
provide

3. Our customer support 
offer

76.5% 
Overall tenant satisfaction

84.9% 
Tenants agree we treat them 

fairly and with respect

Customer 
Engagement, 

Feedback and 
Influence model 

launched during 2024

Customer Focus 
Groups, Building 

Safety & 
Maintenance and 

Home-Owners Forum 
launched

Active Customer 
Scrutiny Panel in 

place

71.3% 
Tenants satisfied we make a 
positive contribution to their 

neighbourhood



Customer 
Engagement, 
Feedback & 
Influence

Our Aspirations:
• Understand our customers
• Provide customers with the 

opportunities to influence
• Learn through feedback

What we will do…

• Develop and grow our 
Customer Engagement, 
Feedback & Influence 
model

• Work with the Scrutiny 
Panel to review the 
model and co-create 
any improvements

• Grow our YHYV (Your 
Home, Your Voice) 
brand and calendar of 
events. Ensure it is 
visible to our customers 
and communities we 
work in

• Launch our ‘Making 
Every Contact Count’ 
approach

• Use census data to 
gain insight into both 
our current and 
future customers 

• Develop customer 
profiling to provide 
more targeted 
services



Customer Service

Our Aspirations:
• Deliver consistent and 

reliable services
• Continuously improve our 

use of technology to benefit 
the customer experience 

What we will do…

• Improve the 
performance and 
reliability of our 
repairs service

• Improve the customer 
experience for repairs 
and maintenance 
works

• Launch our Customer 
Portal 

• Introduce a right at 
first contact approach 
for our Customer 
Contact Centre

• Ensure customers can 
influence the cleaning 
and grounds 
maintenance service 
they receive

• Improve digital access 
to services 

• Use our customers to 
determine and 
develop our preferred 
communication 
channels  

• Consider how we can 
make best use of AI 
(Artificial Intelligence)



Customer Support

Our Aspirations:
• Understand the support 

needs of our customers
• Ensure successful 

tenancies

What we will do…

• Work with partners to 
grow our tenancy 
support offer

• Ensure our Positive 
Action Fund is 
accessible to all 
customers

• Develop our proactive 
tenancy support offer 
using customer 
profiling data

• Ensure our tenancy 
support services 
promote and grow 
inclusive 
communities

• Linked to our Homes 
Strategy, improve the 
energy efficiency of 
homes and make 
them cheaper to heat



Our 
Customer 
Strategy 
Timeline

Year 1 Priorities
- Focus on customer experience 
(engagement & feedback, repairs and 
support)

- Growth of Your Home, Your Voice

- Focus on understanding our customers 

Year 2 Priorities

- Using customer profiling and segmentation 
to tailor services

- Focus on digital services 

Year 3 Priorities
- Make best use of AI technology

- Developing and combining the use of 
technology and people in our customer offer



Equality, Diversity and Inclusion

We promote the value of diverse thinking and lived experience to support innovation and the delivery 
of our Equality, Diversity, and Inclusion (EDI) objectives through the associated action plan.  Our EDI 
objectives are:

• We will strive to be inclusive in all that we do as we believe that inclusive communities/ workplaces 
support physical, psychological and emotional wellbeing. This enables individuals to reach their 
potential, enhancing the quality of life for themselves and others

• We will avoid discriminating on the basis of gender, race, age, religion or belief, disability, sexual 
orientation, neurodiversity, gender reassignment, marital status or pregnancy. We will ensure 
equity of opportunity for all customers/employees

• We will promote the value of the diversity of people we work with. We will seek diversity of thought 
and experience to help find innovative solutions together. We will support initiatives to ensure more 
justice and the systemic removal of barriers in society, and communities/the workplace for our 
customers/employees



Our Values:
listen carefully to understand

empower to build trust
explore choices to find the best

work positively together

Where to find us
Hundred Houses Society

51 Scotland Road, Cambridge, CB4 1QW

0300 303 5770
info@hhs.org.uk

 version: March 2025

We will report to our customers 
and stakeholders on the progress 
of this strategy through:

• Our annual customer report
• Reporting to the Customer 

Scrutiny Panel and Forums
• Reporting to our Customer 

Experience Group and Board
• Through our digital routes

mailto:info@hhs.org.uk
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