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Introduction

We believe that living well starts 
at home, and that a home is 
much more than a place to live.

As a community-based housing provider, we’re all about creating 
safe, secure and sustainable homes for people in and around North 
Northamptonshire. We also want to shape great communities and 
deliver services that work well for local people. 
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Our vision
Great communities  

where people live well.

Our mission
We partner with customers 
and communities to shape 

places people are proud  
to call home.

Our promise
We provide homes and 

services that work for you. 

We are friendly, wish 
others well and look out 

for each other

Kindness

We take pride in working 
with customers and 

communities

Customer focused

We look for ways to be 
more efficient and effective 

in what we do

Adaptability

We trust our team family 
and work together openly

CollaborationInclusion
We value difference and 

respect every person

Our 
values 
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Summary
Our Live Greatwell corporate plan is based on the four key strategies of:

The Transformation framework is one of six 
frameworks underpinning these strategies. 

It builds upon the key achievements delivered through our 
previous Transforming Our Future strategy.

We will review this framework annually and report progress to the Board 
in its yearly corporate plan update.

  Live proud   Live green   Live happy   Live safe

We will deliver this framework by:

•  Making the best use of digital services to 
deliver outstanding services and transform 
how Greatwell Homes operates in a modern 
and efficient way

•  Deploying a lean suite of business 
applications, so eliminating expenditure on 
support for unnecessary components

•  Supporting staff and customers to make the 
best use of digital services available to them

•  Exploring opportunities for sharing 
applications, developments and expertise 
with other organisations, to improve 
efficiency and encourage innovation

•  Choosing technology that offers the 
flexibility to support the organisation as 
it evolves, without being tied to particular 
software or suppliers

•  Adopting cloud-based services wherever 
possible and where a business case exists, 
to reduce our IT carbon footprint and cut 
overheads for internal support 

•  Adopting open interfaces between systems 
to allow seamless, easy-to-manage and 
good-value, in-house transfer of data 
between applications. 
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One of the most powerful enablers of business 
transformation is to adopt the tools, techniques, 
technology and approaches of the internet 
age. This is what we define as ‘digital.’ It is a 
cultural change as well as a technical one. As a 
housing association we are here to further the 
prosperity and security of our customers and 
build on our position as a G1/V1-rated registered 
provider. It is not only about providing the digital 
services our customers rightly expect, but also 
about ensuring we continue to modernise 
internal services. By doing this we can improve 
outcomes, deliver a better and more resilient 
service, improve efficiency and transform 
our relationships with customers, putting 
more power into their hands and being more 
responsive to their needs.

With increased use of digital services, we 
recognise that customers need to be confident 
that Greatwell Homes will respect their personal 
data and take all necessary steps to ensure their 
data and identity are secure.

Context

We are a financially strong, well-managed  
and ambitious organisation. Over the life of the  
Live Greatwell plan we will continue to become 
more efficient and ensure that great customer service 
remains one of our priorities. 

http://www.livegreatwell.com
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The purpose of this framework is to make the best  
use of technology and data to deliver reliable and effective  
working for our staff and efficient, high-quality services for customers.

We will do this by:

Purpose

Enhancing the level and quality of data we 
hold about customers and communities  

•  Carry out an insight project and build upon the 
level and quality of customer data we hold, 
including better understanding of diversity 
in local communities to support our strategic 
planning and personalised service offer.

Providing a consistent, high-quality user 
experience to improve performance  
and take-up of digital services

•  Leading private sector digital businesses have 
learned that familiarity drives use, and use 
drives familiarity 

•  We have made huge progress, but there is still 
a lot to do:

 -  Bringing policy development and service 
design closer together

 -  Reviewing how we work across the 
business as well as the services  
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Developing the right skills and culture among 
staff to create a learning environment focused on 
customer outcomes

•  Evolve our culture to attract, recruit and retain 
staff by:

 -  Strengthening leaders’ skills in effective 
project and programme management

 -  Establishing better and/or more agile ways to 
develop policy and deliver services

 -  Embedding digital skills throughout the 
organisation to offer ways of working that are 
inclusive, flexible, modern and connected, to 
encourage open, challenging, innovative and 
thriving behaviours.

Creating and embedding effective use of shared 
platforms and business capabilities to speed up 
transformation 

•  Develop cost-effective and easy-to-use digital 
services, which provide a consistent experience 
for staff and customers

• Utilise more shared components and platforms

•  Make best use of our website and customer 
portal to improve the take-up of digital services

•  Work with our IT partners to make better use of 
infrastructure and business applications
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Success will look like
By achieving the objectives of this framework, 
we will be able to realise the following benefits 
and enable a culture of transformation across the 
whole organisation: 

•  Better understand customers and 
communities so we can make decisions to 
meet their current and future needs and 
expectations 

•  Develop the right skills and culture to bring 
together policy and service delivery in a 
learning environment, focused on outcomes 
for our customers

•  Continue to deliver high-quality services 

•  Design and maintain the right level of 
security, especially for sensitive and  
personal data

•  Automate processes wherever it is safe and 
makes strategic sense 

•  Reduce costs and/or make efficiencies to 
provide better-quality services 

•  Create social value by supporting customers. 
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To measure our success in delivering this 
framework we will use the metrics incorporated in 
Key and Operational Performance Indicators (KPIs 
and OPIs) for customer satisfaction, social value 
and procurement. 

Measures

Measuring 
success

Measure Tracked through

Customer satisfaction Survey of Tenants and Residents (STAR) 

Staff satisfaction Employee engagement survey

Percentage increase in the number of customers 
signed up to our online portal 

Communications KPI

Staff turnover Human Resources KPI

Social media engagement, including links and 
website page views

Communications OPI

Intranet page views (staff) Communications OPI

Reputation with stakeholders Stakeholder perception surveys

Social value ratios HACT (Housing Associations’ Charitable Trust)

Raising our profile in areas of growth Marketing campaigns (incl. paid-for social media)

Raising our profile with prospective staff Marketing campaigns (incl. paid-for social media)



Monitoring  
the framework 
We will: 

•  Report all KPIs and OPIs by exception quarterly to the 
Performance and Assurance Clinics and Customer Assembly, 
and review the indicators annually

• Benchmark performance quarterly via Housemark  

•  Consider customers’ views from annual and other surveys 
(such as STAR), complaints and other feedback in each 
annual review of digital services. 

  greatwellhomes.org.uk

 customer.services@greatwellhomes.org.uk 

 01933 234450

 @greatwellhomes

http://www.greatwellhomes.org.uk
mailto:customer.services%40greatwellhomes.org.uk?subject=
https://twitter.com/search?q=%40greatwellhomes&src=typed_query
http://www.livegreatwell.com

