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Foreword

This Housing 
Management 
Strategy is being 
launched at a time  
of great change 
across the sector.  
The new Social 
Housing White Paper1 
sets out what is 
expected from social 

landlords to ensure “residents in social housing 
are safe, are listened to, live in good quality 
homes, and have access to redress when 
things go wrong”.

Hyde is committed to working with its 
customers, to help shape services that meet 
their needs and expectations, as well as being 
delivered at reasonable cost. This will ensure 
we can continue to deliver and manage homes 
that are safe and desirable, in places where our 
customers want to live in the long-term. 

This strategy sets out our aims and ambitions 
across all of our Resident Services and looks to 
ensure we are involving customers in decision 
making about their homes and estates, giving 
them control of the services they receive. It 
also sets out how we will explore opportunities 

to manage homes on behalf of others and 
ensures we work closely with the rest of the 
housing sector to share best practice. The 
themes are ones our customers have said 
are most important to them; we aim to make 
improvements across all of these areas, 
delivering tangible benefits to customers in 
their daily lives.

David Hunter 
Director of Resident Services

“Our customers remain at the heart of our organisation and we have placed 
the voice of the customer very firmly in our new Customer Strategy and our 
corporate objectives. Ensuring we listen to our customers, empower them and 
improve their services will drive our plans over the next four years, and having 
this Housing Management Strategy in place to respond to these priorities will 
be key. We know a key feature of empowering our customers is to transform 
the way we provide and deliver our services, and a digital experience will be 
fundamental to our approach. This an exciting time for Hyde and our customers, 
and we are all committed to providing the best customer experience we can.”

Susan Stockwell - Chief Customer Officer

1 The charter for social housing residents: Social Housing 
White Paper (17 Nov 2020).  
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Introduction

Hyde’s vision is to provide a great home for 
everyone. Our mission is to provide more 
people with a roof over their head, so that 
they can make a home. In pursuit of this, the 
Housing Management strategy sets out how 
we will provide a customer-driven housing 
management service, keeping our customers 
safe and ensuring our homes and estates are 
places where people want to live for many years. 

Meeting housing needs and providing good 
landlord services has always been at the heart 
of our organisation. However, we must continue 
to evolve, improve and change our ways of 
working to keep pace with, and anticipate, 
changing customer expectations, so we can 
become a truly ‘customer-driven’ business.

Our customer-driven approach will be guided by 
the themes of our Customer Strategy: ‘Listen to 
me’, ‘Empower me’ and ‘Improve my services’. 
We aim to deliver a consistently great customer 
experience based on improved services with 
high levels of customer satisfaction. We want 
positive relationships with our customers, built 
on mutual understanding and trust. We want to 
make it easy for customers to live, stay, move 
and buy a home from us.

This strategy will ensure the services we offer, 
and our approach to housing management 
service delivery, responds to and supports our 
Strategic Plan. As such, it complements and 
supports all our other strategies, principally the 
Customer Strategy.



Objectives

The four key objectives of this strategy are:

All actions arising from this strategy are linked to at least one of these four objectives.  
This strategy has been reviewed in line with our 2050 Strategic Plan and will be reviewed annually.
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To work with, and listen to, 
our customers to improve 

their services

To ensure 
services offer 

value for money

To deliver easy-to-access 
services, in the right way, 

at the right time

To improve customer 
mobility, making the best 

use of our homes
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While customer satisfaction with our 
services is generally high, we recognise that, 
occasionally, our services fall below the high 
standards both ourselves and our customers 
expect. There are a number of reasons for this, 
from fragmentation in service delivery, to an 
inconsistent approach to seeking feedback.

This strategy will address these issues by 
developing a balanced and holistic approach 
to service delivery, so we maintain high levels 
customer satisfaction. We will have clearer 
and simpler processes (for both customers 
and staff) and provide more opportunities for 
feedback.

By listening to customers authentically, 
and by being clear about their roles and 
responsibilities, we can better-manage their 
expectations, improve and evolve our services 
to keep pace with their changing needs, and 
help them sustain their tenancies.

Background
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For our customers this will mean…

• Great services, tailored where possible, to 
meet their needs and preferences

• High levels of satisfaction, more opportunities 
to give feedback and confidence we will listen 
and act on concerns, using their comments 
to shape decisions

• Greater flexibility and mobility options to live 
in a good quality, safe and decent home that 
meets their evolving needs

• They know what to expect from us, are clear 
what we expect from them and are assured 
that will receive best value for money.

For our employees this will mean…

• A productive working environment, which 
enables joined-up, agile working (including 
more flexible ways of working)

• They have the right tools and skills to do  
the job

• They feel engaged and empowered to shape 
decisions.

For our future this will mean…

• We make the best use of our assets and 
have a robust service offer, flexible enough 
to manage our own homes, to reflect the 
priorities of local communities, and flexible 
enough to manage homes owned by others 

• We have estates where people want to live 
for many years and we have greater influence 
with our partners, to make a positive impact 
on community assets and spaces promoting 
health, happiness and wellbeing

• We will be the best in our class and an 
employer and partner of choice.

Why does our approach need to change?
Online is increasingly customers’ communication channel of choice. 
Websites and mobile apps offer speed and flexibility to customers in their 
own homes, at times convenient to them.

We will offer more services via digital platforms, while being mindful that 
around 10% of our customers do not routinely have access to digital 
services. As a result, we will extend our communication channels, rather 
than limiting them, to avoid losing touch with these people.

We remain committed to providing social rented homes, but demand for 
these homes often means a lack of choice and little opportunity for people 
to move as their needs change. We will make it easier for customers to 

move between homes, ensuring they have the right home for every stage 
of their lives.

The wider sector and regulatory environment is changing, with the Social 
Housing White Paper demanding more transparency and accountability 
in how services are delivered, and the All-Party Parliamentary Group 
inquiry on housing and employment urging landlords and developers to 
build communities that work. There is a wave of new legislation, from 
the Human Habitation Act to the Fire and Building Safety Bills, that will 
transform how homes are managed and reported on. We will also remain 
mindful of our duties under the Regulatory Standards and the need to 
evolve to continue to meet these.
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Strategic links
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Asset Management Strategy

Portfolio Strategy

People & Culture Strategy

Housing Management Strategy

Development Strategy

Increased 
satisfaction and a 
better experience 
for our customers

Customer Charter

Customer-facing document  
which details what we will deliver 

and what we expect in return

Relationships and purpose

Customer Strategy

Our Strategic Plan

Customer Involvement Strategy
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External environment

The external environment has an impact 
on the development of this strategy. As a 
social housing provider, we are regulated by 
the Regulator of Social Housing under the 
following standards.

• Tenancy Standard 2015 

• Neighbourhood & Community Standard 2015

• Tenant Involvement and Empowerment 
standard 2015

• Value for Money Standard

• Home Standard

• Customer feasibility study on digitisation.

The following Government legislation and 
guidance, and research by the National 
Housing Federation, have also contributed to 
and shaped this strategy:

• Social Housing Green Paper: A new deal for 
social housing

• Social Housing White Paper: The charter for 
social housing residents

• National Housing Federation: Together  
with tenants

• Impact of the Homes (Fit for Human 
Habitation) Act 2018

• H&S (building safety) – we will help our 
colleagues keep our homes and estates safe 
and respond to changes to legislation

• Full Universal Credit roll-out – we will 
support customers’ changing financial 
circumstances 

• The All-Party Parliamentary Group on 
Housing and Social Mobility (APPG) inquiry 
into housing and employment - championing 
social housing providers to help build 
communities that work.
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General needs and affordable rent - 31,581

Shared ownership - 3,962 

Supported housing and older people schemes - 2,944

Other social housing - 1,033

Leaseholder and freeholder management - 8,694

Non-social rental units - 73

Delivering our strategy under eight key themes

The services included in this 
strategy are those delivered to 
all our customers regardless of 
tenure, but the deliverables are 
grouped into the following themes:

1. Tenancy management

2. Sheltered and  
supported housing

3. Home ownership  
engagement

4. Customer payments

5. Communal management  
and estate services

6. Mobility and lettings

7. Hyde Foundation

8. Third-party management

Homes by tenure type 2019/20

Total homes 
48,287
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Theme 1: Tenancy management 

Aim: Ensure we manage the landlord/tenant relationship, balancing support with customer empowerment. This will be 
resourced effectively and efficiently.

We will

Empower our customers and listen to 
what they have to say to improve our 
services and ensure they are delivered 
in the right way, at the right time

Review services to ensure they are 
delivered in ways that suit customers 
and deliver value for money

Review tenancy contracts for tone, 
consistency and content, creating 
partnership agreements with clear 
obligations on both sides, reflecting 
our customer charter

Empower staff to make decisions 
about the services they are delivering 
at a local level, to resolve problems 
quickly and improve services

Ensure our housing stock is used in 
the best interests of our charitable 
objectives

Create safe, well-managed estates and 
communities

Support the development and 
management of mixed tenure, well-
designed communities, to reduce 
social stigma.

We will achieve this by

Ensuring customers are clear about their obligations and our 
expectations under the tenancy agreement 

Effective recording and monitoring of ‘vulnerability’ and service 
adjustments

Ensuring effective signposting to Hyde Foundation and external 
agencies

Linking pre-tenancy training and activity with the settling-in regime

Moving processes to digital platforms and self-serve to empower 
customers

Using transactional survey feedback to improve services

Dealing with breaches of tenancy quickly and in a proportionate and 
appropriate manner, balancing support with enforcement action

Reviewing tenancy agreements, to ensure consistent and equal 
terms, to create a sense of partnership with tenants

Working in partnership with others to tackle causes and effects of 
ASB and share learning

Working with customers to create communities they value

Reviewing processes and procedures to ensure they are outcome-
focused and ensure trained and skilled staff are empowered to 
exercise their professional judgement

Developing a tenancy fraud approach

Reviewing our fixed term tenancy approach to maximise mobility 
and void sale options, and fostering appropriate tenancy behaviour. 

Measures of success

Individual customers’ service adjustment needs are up-to-date, 
and customers receive the right service in the right way

Domestic Abuse Housing Alliance (DAHA) accreditation 
obtained. Customers reporting domestic abuse feel supported 
and empowered

‘Ease of access’ satisfaction increased

Increase in digital transactions

Increase in overall customer satisfaction

Partnership agreements introduced, which are clearer for 
customers

Structured skills matrix introduced to ensure staff receive the 
right training for their role so customers receive a consistent, 
quality service

‘Policy to role’ profile developed to ensure staff have the right 
guidance and tools to do their job

Properties recovered through tenancy fraud enforcement

Increased opportunities for customers to feedback on 
individual transactions

Customers will want to live in our homes and communities for 
many years.
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Theme 2: Sheltered and supported housing 

Aim: To develop a new model for managing sheltered and supported services, that keeps residents safe, and appointing 
specialists to manage these schemes.

We will

Improve the quality of 
our management of our 
supported and sheltered 
housing schemes

Improve mobility options for 
supported housing residents

Ensure sheltered and 
supported schemes comply 
with our safer homes policy

Ensure efficient management 
of sheltered and supported 
housing stock, in line with our 
Strategic Plan

Work with the Portfolio 
Management  team to 
support strategy reviews 
of sheltered and supported 
housing stock

Identify which schemes 
are best owned, managed 
and maintained by another 
landlord, working with 
customers to agree and plan 
for the migration of these 
properties.

We will achieve this by

Directly managed supported housing 
Reviewing the current model of management and making recommendations 
for the future.

Sheltered housing schemes
Consulting with residents on introducing scheme officers for those currently 
without this service

Agreeing a portfolio management strategy for schemes

Developing a new contract specification for cleaning and gardening

Consolidating the warden call service to improve quality and value for money.

Supported housing
Introducing processes to ensure supported housing residents can take 
advantage of Hyde’s new approach to lettings.

All schemes
Improving recording and monitoring of health and safety checks

Agreeing an upgrade/replacement programme for warden call systems to 
improve reliability and accessibility

Setting up an ‘asset portfolio’ working group with Finance, Portfolio 
Management and Empty Homes & Lettings

Working closely with customers while planning for the disposal of schemes

Ensuring we continue to manage and maintain our properties in line with our, 
and our customers’, expectations throughout the stock disposal process.

Measures of success

Directly managed supported housing
New future service model in place with a clear matrix of 
responsibility. 

Sheltered housing schemes
Consultations complete, outcomes put in place

Increased customer satisfaction with cleaning and gardening 
service, which provide better value for money

Better quality warden call service introduced.

Supported housing
Residents able to move with more flexibility.

All schemes
Robust health and safety processes in place

No failures in health and safety processes 

Fewer equipment failures and faster resolution timescales

Updated system to enable customers and their families to 
make use of assistive technology

Criteria for disposal agreed and priority schemes for disposal 
identified

New partners found to provide these services to residents.
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Theme 3: Homeownership engagement 

Aim: Provide excellent information and advice for all our homeowners.

We will

Listen to feedback and improve our 
services for homeowners, working 
closely with our homeownership panel 

Ensure our information is clear, timely 
and easily accessible when consulting 
with homeowners

Improve homeowners’ experience 
when providing legal advice and 
information

Be clear with leaseholders about how 
the services they receive from us 
will differ from those who rent from 
us, and ensure they understand their 
obligations under their lease

Ensure leaseholders are clear about 
their rent and service charges and are 
clear about the steps we will take to 
recover those charges.

We will achieve this by

Introducing new opportunities for engagement and feedback 
at homeownership panel meetings (including customer 
communications)

Introducing processes to work collaboratively with teams across 
Hyde to ensure customer consultations are well planned

Developing detailed action and communication plans for complex 
lease and homeowner situations

Implementing digital platforms to provide relevant information 
to homeowners through real-time information on property 
maintenance/stock investment plans for major works 

Reviewing the legal advice provided and ensuring customers 
are promptly signposted to external organisations if not our 
responsibility

Taking an active role in sector forums to provide updates on 
information relating to new government proposals and information 
through accessible channels (the Oak, website, phone and letter)

Reviewing and consulting with associated parties and amending all 
procedures following best practice and any legislation changes.

Measures of success

Increased homeowner satisfaction with our services 

Increased income collections for chargeable works

Homeowners given the opportunity to plan financially for 
major works

Response rates are in line with our service level agreements.
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Theme 4: Customer payments 

Aim: Make it easy for our customers to make payments and, when they are struggling financially, proactively offer help or 
signpost to additional support.

We will

Make our expectations about 
customers’ responsibilities for 
paying rent on time clear and easy to 
understand 

Evaluate every customer’s ability to 
meet their housing costs at the start of 
a tenancy and each time their tenancy 
is renewed

Provide a range of payment channels 
for customers to make payments 24/7 
and promote more self-service digital 
channels, allowing them to pay at their 
convenience 

Take a strong approach to collection of 
rent from those who choose not to pay, 
while while helping (as best we can) 
those who cannot

Proactively identify and reach out 
to customers who are struggling 
financially to make payments or 
payment arrangements

Signpost additional support from Hyde 
Foundation and external agencies 
to those customers needing further 
support to make payments.

We will achieve this by

Explaining our expectations clearly in our tenancy agreements

Introducing methods to better-understand customer payment 
behaviour through segmentation and predictive behaviour modelling 
that targets customer groups to use self-serve payment channels 

Using external credit evaluation data, techniques, tools and 
platforms, to better-predict and manage arrears

Reviewing our processes and procedures to ensure they are 
outcome-focused and to ensure trained and skilled staff are 
empowered to exercise their professional judgement

Introducing checks at key stages, to ensure earlier and timely 
signposting to Hyde Foundation and external agencies

Offering customers assistive technology (such as smart meters) to 
help them plan their financial outgoings.

Measures of success

Increased digital payment transactions 

Reduced average arrears value per customer

Fewer customers with significant arrears

Fewer customers with small amounts of arrears remaining 
unpaid throughout the tenancy

Improved financial wellbeing of customers.
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Theme 5: Communal management and estate services

Aim: Deliver estate services that are accountable, transparent and demonstrate good value for money, while providing 
customers with a choice.

Communal management

We will

Ensure information is available for 
customers explaining what estate 
services they are receiving and how 
these are delivered

Ensure the right costs are being 
included in service charges and these 
services are good value for money

Ensure customers and stakeholders 
have easy access, via a range of 
communication channels, to clear 
information about estate services

Review the grounds maintenance and 
communal cleaning services contracts. 
Explore with customers how these can 
be improved to meet customers’ and 
Hyde’s needs

Introduce new technology for a 
consistent approach to inspections 
for both contractors and Hyde teams, 
to ensure services meet the required 
standards

Ensure all our homes are safe and 
decent, and make progress towards 
meeting future energy standards.

 

We will achieve this by

Establishing a clear tree management process that identifies 
responsibilities, sets out an annual programme of routine work and 
includes emergency work procedures

Improving joint working with the central Service Charge team

Introducing self-service options, giving customers flexibility to clearly 
see the services and standards being delivered where they live

Providing a system allowing staff direct (and remote) access to 
information relating to services/layout of an estate or block, so 
customer queries can be dealt with at the first point of contact

Providing digital channels that enable customers to check and update 
us when estate services work is not completed by contractors

Working with customers so they can directly influence future 
grounds and cleaning services

Reviewing how we manage communal areas, to ensure safety and 
efficiency, compared with our G15 peers

Supporting the Energy and Environment team to deliver a smart 
meter programme for Hyde’s landlord utility supplies, by advising on 
resident communication and access

Coordinating an ‘energy advice’ research/project

Improving our approach to electric vehicles (EV) charging by 
supporting the EV Charging working group

Agreeing roles and responsibilities to meet the Building Safety offer, 
including Building Safety managers.

 

Measures of success

Increased satisfaction with communal services

Increased opportunities for customers to feedback on 
communal services

A self-service option that both customers and staff can access

Service adjustment requests recorded, assessed and delivered 
as appropriate

Costs for services being delivered are clear and accessible to 
residents

Reduction in service charge enquiries relating to communal 
services from customers 

Evidence of good value for money for estate services

Smart meter programme delivered

Energy advice pilot/research project delivered

Improved energy performance of our homes

Tree management process in place, risks associated with trees 
are managed to ensure that we keep our customers safe.
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Theme 5: Communal management and estate services (cont.)

Aim: Deliver estate services that are accountable, transparent and demonstrate good value for money, while providing 
customers with a choice.

Estate services

We will

Ensure communal repairs, including 
responsive and cyclical works, 
are communicated promptly and 
appropriately to customers through a 
range of channels

Keep communal areas safe for 
customers by improving recording and 
monitoring

Ensure appropriate and accurate 
building safety is communicated 
consistently and is visible across 
all estates and blocks to provide a 
transparent service to customers

Review roles and responsibilities of 
those visiting communal areas. Ensure 
these are clearly communicated to 
customers, staff and stakeholders.

 

We will achieve this by

Using digital methods by default but record customers’ preferences 
for communication around communal service delivery and using 
these when appropriate

Developing MyAccount to include essential estate information 
relating to services being offered

Improving the use and scope of HouseMark, in relation to building 
safety, as part of the estate inspection process

Producing consistent information, which clearly defines roles and 
responsibilities with specific contact details and methods

Empowering staff and developing a ‘Property management toolkit’.

 

Measures of success

Consistent information is widely visible in estates and blocks, 
and in digital formats that are easily available to customers

Increased customer use of “the OAK” and other digital 
platforms, increasing customer inclusion

Reduced repeat customer contact as queries are signposted 
quickly and appropriately

Real time customer access to estates and grounds 
maintenance schedules for all estates.
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Theme 6: Mobility and lettings

Aim: House our customers in the right property and enhance their ability to move within our stock. Reduce rent loss from 
empty properties.

We will

Empower customers to have more 
choice and flexibility over where they live

Improve options for customers to 
move home, and make this as easy 
as possible, in line with their changing 
needs

Enhance our digital offer to new and 
existing customers

Create a seamless process between 
teams to deliver the best possible 
service and use resources as best  
we can

Improve agreements with local 
authorities about who we need to 
house so that these support Hyde 
customers moving from one Hyde 
home to another

Improve our approach to managing our 
non-residential lets (such as garages) 
and increase their performance for 
customers and for Hyde

Ensure all opportunities to realise 
our asset values through void sales 
are taken, working closely with our 
Portfolio team to manage our stock 
using our tenancy end processes.

We will achieve this by

Reviewing and renegotiating our local authority agreements and S106 
agreements to maximise mobility opportunities for our customers

Updating our lettings policy to ensure sustainability and affordability 
are key requirements for all new lettings

Increasing housing options for Hyde customers by extending 
eligibility criteria

Making best use of our new-build stock by using the opportunity to 
define and prioritise ‘good customers’

Reviewing and improving our mobility procedure and embedding a 
‘Lifecycle’ homes’ approach, with customers staying with Hyde but 
moving in line with changing needs

Improving our digital platforms to make it easier for customers to 
apply for rehousing online

Improving the customer experience by extending our digital offer, 
including offering virtual viewings and sign-ups

Reviewing roles and responsibilities, including considering the need 
for specialist officers to assist customers with mobility choices

Improving initial sign-up information to ensure customers are 
signposted to appropriate support services

Reviewing our non-residential stock with proposals for investment 
and allocation

Offering incentives to encourage customers to move into a home 
which better suits their needs, freeing-up homes, helping us to 
deliver our Portfolio Management strategy.

Measures of success

Better use of our stock by having the right customers in the 
right properties

Increased customer satisfaction

Enhanced customer mobility experience

Increased percentage of digital transactions

Shorter waiting times for customers who want to move into an 
available empty home, in an area in which they want to live

Customers are promptly signposted, receive the right support 
and avoid accruing initial arears

More customers move into new-build properties

Increased customer mobility outside of local authority 
nomination and S106 agreements

We will meet the key milestones in the 2050 Strategic Plan.
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Theme 7: Hyde Foundation

Aim: Ensure we are identifying and supporting customers to maintain their tenancy agreements. Ensure we are working 
effectively with community partners and local authorities in our neighbourhoods to create places where people want to live.

We will

Look at how we work in partnership with 
customers, local authorities and other key 
stakeholders to ensure we create great places 
where people want to live

Ensure we develop and deliver early 
intervention initiatives to prevent tenancy 
failure and homelessness 

Work with Development, Resident Services and 
Customer Involvement to create places where 
people want to live

Identify fundraising and business development 
opportunities to expand the work of the 
Foundation and deliver additional outcomes 
across the business 

Deliver ongoing support for our customers and 
communities in response to the lasting impact 
of the coronavirus pandemic 

Work collaboratively to tackle fuel poverty and 
promote energy efficiency for our customers in 
response to the Future Homes Strategy and the 
Energy and Environmental Strategy 

Develop and pilot new loan-based accessible 
financial products for customers in arrears

Identify programmes to reduce digital exclusion

Launch a community centre strategy.

We will achieve this by

Using the Value of a Social Tenancy framework to develop an 
impact measuring methodology for 1:1 advice service

Using data, upskilling and developing new mandatory referral 
routes with Customer Services and Resident Services

Developing an impact monitoring and continuous improvement 
framework for advice and advocacy services

Building and strengthening relationships with local authorities, 
housing associations, funders, the voluntary and community 
sector, and Government

Using data and community insight, work with people and partners 
in places where there are emerging challenges and opportunities to 
improve life chances

Working with funders and stakeholders to secure match funding 
for Hyde Charitable Trust

Working with key external stakeholders and funders to develop a 
sector-leading loan-based financial product 

Working collaboratively with external partners to improve digital 
reach for customers

Putting exit plans in place for Phoenix, Old Laundry and Kennington 
Park community centres.

Measures of success

Promotion of evidence-based practice and improved 
outcomes for residents

New mandatory referral routes introduced

Increased proactive contacts to customers

New projects funded/delivered to support 
Neighbourhood Action Plans and 1:1 advice service in 
five local authority areas

HCT grants programmes delivered and secured an 
additional £300k of external funding/Section 106

Impact model based on a ‘Value of a social tenancy’ 
to inform Environmental, Social and Governance 
frameworks delivered

£150k in social value contributions secured through 
the supply chain 

Social value framework identified and implemented 
with the Social Value Leadership Group

‘Energy efficiency’ Initiative delivered, providing energy 
advice/efficiency measures for customers

A new loan-based product piloted, in collaboration with 
the Income team

Increased online access for customers

Community centre exit plans delivered by 2023.



Housing Management Strategy 2020-23   19

Theme 8: Third-party management

Aim: Ensure Hyde has a management and service offer for third-party owners which maximises benefits and efficiencies 
for both ourselves and our partners.

We will

Review the management of third-party 
contracts to ensure they are managed 
in the best way possible

Establish capabilities to bid for 
new contracts and explore new 
opportunities to manage stock for 
others

Review contracts and ensure they 
continue to deliver high returns to the 
business and are meeting customer 
expectations

Develop a model of third-party 
management in line with the Strategic 
Plan and explore further opportunities 
to manage on behalf of others.

We will achieve this by

Costing and benchmarking our services to ensure value for money 
and consistency in the sector

Working closely, and establishing networks, with internal and 
external stakeholders

Building relationships with Hyde’s Third Party Management team

Ensuring the requirements of each contract are clearly understood, 
and ensuring reporting requirements are met

Reviewing current structures and building upon, and strengthening, 
third-party management scope and opportunities.

Measures of success

Better value for money and efficiencies, compared with other 
third-party management organisations in the sector

Fully functional third-party management structure and teams 
to deliver efficient and effective outcomes for contracts 

Evidence of a strong reputation and brand awareness by 
proactive contact

More contract opportunities made available and new 
contracts procured

A tenure-blind approach to third-party management. All 
residents, regardless of ownership, receive the same levels  
of service.
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2020 2021 2022 2023

1. Tenancy

Processes introduced to consistently capture service adjustment needs  
and signposting opportunities 

Processes reviewed and improved

DAHA accreditation obtained

Services moved to digital platform/self-serve

New clearer tenancy agreements introduced

Greater opportunities for customers to feed back through additional  
transactional surveys provided

New tenancy fraud approach launched

Fixed-term tenancy review completed

Structured skills matrix introduced/policy to role profiles developed

Appendix: Timetable
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2020 2021 2022 2023

2. Sheltered and supported housing

Directly Managed Supported (DMS) housing model of management  
reviewed/recommendations made

New DMS model of management implemented

Sheltered scheme residents consulted on the introduction of scheme  
officers/outcome put in place

Portfolio management strategy in place for all schemes

New contract specification for cleaning and gardening at sheltered  
schemes in place

Warden-call service, consolidated

Warden-call system upgraded/replaced

New lettings process introduced for supported housing residents

New recording/monitoring of health and safety checks system in place

Robust health and safety compliance process introduced 

Criteria agreed and schemes identified for disposal

Appendix: Timetable
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2020 2021 2022 2023

3. Homeownership engagement

Introduce new opportunity for feedback at homeownership panel meetings

Introduce collaborative working process to ensure customer consultations  
are well planned

Implement digital platform

Review the legal advice provided and ensure customers are promptly signposted

Take an active role in sector forums

Review, consult, amend all procedures following best practice and  
any legislation changes 

4. Customer payments

Introduce segmentation and target customer groups to use self-serve  
payment channels

Review processes to ensure outcome-focused and empower skilled staff

Introduce measures at key stages to ensure effective signposting 

Appendix: Timetable
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2020 2021 2022 2023

5.Communal management and estate services

Clear tree management process in place

Introduce self-service options

Provide a system that allows staff direct access to estate and block information

Grounds and cleaning service reviewed

Communal area benchmarking with G15 peers review complete

Communication preferences for estates/customers documented

Use of HouseMark extended to manage building safety as part of  
estate inspections

Roles reviewed, clearly defined and communicated consistently

Energy advice pilot/research project delivered

‘Property management toolkit’ available

Appendix: Timetable
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2020 2021 2022 2023

6. Mobility and lettings

Review local authority agreements and S106 agreements

Increase housing options for Hyde customers by extending eligibility criteria

Make best use of new-build homes by defining and prioritising ‘good customers’

Review our mobility procedure

Improve our digital platforms to make it easier for customers to apply  
for rehousing

Extend our digital offer including offering virtual viewings and sign-ups

Review roles and responsibilities

Improve initial sign-up information

Non-residential stock review

Subject to approval - non-residential stock investment and allocation

Appendix: Timetable
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Appendix: Timetable

2020 2021 2022 2023

7. Hyde Foundation

Develop impact measuring methodology for 1:1 advice

Implement new mandatory referral routes

Introduce impact monitoring and continuous improvement framework for  
advice and advocacy service

Neighbourhood Action Plans delivered in five local authority areas

Deliver HCT grant programmes and secure funding

Introduce impact model (based on VoST) to inform ESG framework

Secure £150k in social value contributions

Energy efficiency initiative delivered

Develop and pilot new loan-based financial product

Identify and work with external partners to improve digital reach for customers

Community Centre Strategy – Exit plans delivered
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Appendix: Timetable

2020 2021 2022 2023

8. Third-party management

Cost and benchmark our services 

Develop a strong internal and external network of stakeholders

Fully-functional third-party management structure and teams implemented

More contract management opportunities available and obtained to bring  
in revenue to Hyde
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For more information please contact: 

Susan Stockwell 
Chief Customer Officer 
susan.stockwell@hyde-housing.co.uk

David Hunter 
Director of Resident Services 
david.hunter@hyde-housing.co.uk

Jo Fielding-Cooke 
Director of Customer Operations and Digital Services 
jo.fielding-cooke@hyde-housing.co.uk


