
Customer Led, 
Citizen Focused: 
The Way We Do Things
Housing 21 



Leadership



Hope and Tenacity is Not Enough



Housing 21’s - Strategic Framework



Purpose



Principles & Behaviours

Image result for doing the Right Thing
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Resident Satisfaction



Don’t Believe It



Not Homogenise or Categorise 



Welcoming Resident Scrutiny and Challenge



Engagement and Influence 



Quality Properties



Safe Properties



No Damp, Mould or other Hazards



Efficient, Environmental and Resident Effective Heating 



Quality Services



Modest Means (Addressing Needs)



Affordable/VFM Rents & Service Charges



Devolved Decisions



Inverting the Pyramid – A Different Approach



Embracing the Principles of Servant Leadership



Different Approach to Leadership



National and Local



Key Lines of Defence



Post Covid – Challenges



Moving Back In Right Direction



Turn the Tide



Recognising Resident Realities



Avoidance of … 



No Shortcuts to Success



Aim High But With Feet On The Ground



Remember It’s All About Residents



Thank You 
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