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of Everything We Do’
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Great Quotes

“We are not going to make personal 
computers.  There is a market for only 
five of them worldwide”  

Thos Watson IBM, 1956



Housing Asset Services 

Finance Officer
Systems Team

Payroll &Invoicing

Housing 
Improvement

• Response Repairs
• Planned Repairs
• Voids
• Factoring

• Capital Programme
• Gas
• Disabled Adaptations
• Energy Efficiency
• Stores
• Transport

Repair & Maintenance 



Before?



Performance

• Ave time to complete emergency repair - 1.94 hours

• Number of appointments made - 33165

• Percentage of appointments kept 97.55%

• Tenant satisfaction with R&M 99.17%

• Void turnaround time – 13 days

• Full compliance with Gas Regs

• 15% of vehicles are electric

• APSE award  working alongside communities 

delivering improvement programmes 



Focus on Improvement

• Tenant Scrutiny and Participation
• Remove Cont/Client Bureaucracy
• Reduce in Overheads
• Mobile Working 

• CULTURE CHANGE!
• Raise the Standard of the Stock
• Fleet Rationalisation
• Workforce Planning
• Health & Safety



Changing culture ... Our own, our 
colleagues, our communities

Then … Now …

Focus on Deficiencies Focus on Assets

Problem Response Opportunity Identification

Charity/ Grants Orientation Investment Orientation

Power skewed towards professionals Power more equally balanced between community, 
individual and professionals

More Services Fewer Services

High Emphasis on Agencies Emphasis on Associations

Focus on Individuals Focus on communities/neighbourhoods

Maintenance Development

See People as Clients and Customers See People as Citizens, Neighbours and

Co-producers

‘Fix People’ Develop Potential

Programmes/ Projects are the Answer People are the Answer



Our solutions are not always fit for 
purpose!





Culture

https://www.youtube.com/watch?v=3zsE5YtwUzk


Toyota - GM



A high proportion of faulty cars 

BEFORE



Every worker had the power to 
stop the line if a mistake was made 
or a fault spotted

AFTER



Learn from mistakes

Lessons



Give individuals responsibility and 
control over what they do

Lessons



Take risks and accept things will go 
wrong sometimes

Lessons



Genuine Engagement…So what?



Area Based Teams



Multi-Skilling



Apprentices



Worksafe Training



FACE Behaviours




