
Please move right to follow our journey to provide homes and neighbourhoods everyone can be proud of. Please keep moving right Please keep moving right Please keep moving right Please keep moving right Please keep moving right Please keep moving right Please keep moving right Please keep moving right

July to 
September

Updated our approach to 
compensation, making things 
fairer for customers and simpler 
for colleagues

October to 
December

2021/22 2023/242022/23 2024/25
January  

to March

Enhancing Trafford Housing Trust’s 
Building Safety File, by simplifying 
data and removing duplication, 
to give colleagues access to one 
version of the truth for asset data

Expanding the Customer Management
and Aftercare teams of Laurus Homes, 
the housing development arm of Trafford 
Housing Trust, to support the delivery of 
more new homes for customers

Improving the way we 
manage and maintain our 
trees and outdoor areas, 
better outcomes for residents 
and easier for colleagues

Embedding consistent 
processes to reduce the 
number of empty homes

Delivering repairs faster, 
through improved automated 
scheduling of repairs

Onboarding of new  
sub-contracting partners 
to deliver grounds and 
tree maintenance

Updating our income 
systems based on the way 
we collect our income, 
helping to reduce  
rent arrears

Moving LQL alarm monitoring 
service into the Trafford Housing 
Trust Control Centre, creating 
efficiencies whilst also improving 
service delivery for customers

Customers will begin 
to see the benefits of 
significant additional 
investments to make their 
homes safe and decent

Doing the work to 
prepare us to comply 
with the new Fire 
Safety and Building 
Safety legislation

Completing the work to transform our 
financial ways of working; new process  
and technology; making it easier for 
colleagues, and enabling operational 
excellence (indicative timescale)

Completing the work to transform our  
core operational ways of working, new  
process and housing management technology; 
easier for colleagues, better outcomes for  
residents (indicative timescale)

Developing a new 
Shared Ownership 
model, making it 
easier to buy  
a home 

A new Housing Management 
structure to help us deliver 
a reliable, repeatable and 
consistent service

Reduced duplicate work orders and 
improving the accuracy of repairs 
records, making the customer repairs 
journey easier to track

Onboarded ten  
new sub-contracting 
partners to help refurbish 
our empty homes

Introduced a new SMS 
feedback route for repairs 
service, to improve customer 
satisfaction

Conducting a pilot, 
using data, to  
pre-empt and  
carry out repairs

Delivering repairs 
materials directly 
to empty homes, 
enabling operational 
excellence

Produced our first version of the Future Shape 
Roadmap, to help colleagues and residents see 
the journey we are on to create a better L&Q, 
and achieve operational excellence

Decided to start the transformation 
of our technology estate with a new 
housing management solution - which 
will serve our core operational areas

Agreed to accelerate the integration of 
L&Q and Trafford Housing Trust through the 
bringing together of Corporate Service teams, 
enabling us to create a shared way of working

Launched first  
diversity report

Agreed a new approach to  
how we will deliver new technology, 
enabling decisions on how we will 
transform our technology estate

Launched a new 
approach to develop  
and embed business 
policy and process

Made it easier for 
customers to have 
pets in their home

Completing the change to 
the Development & Sales 
team, to enable them to 
better deliver quality  
new homes

Lauched Direct Debits 
online to make it easier  
for customers to  
make payments

Launched our first ever 
Sustainability Finance 
FrameworkCreated new Major Works 

team centralising delivery 
of all major works

Completed Quarterly 
Financial and  
Risk survey

Introduced Web Chat  
to support our customers 
online, making us even  
easier to contact

Launched  
Future Shape -  
our new five-year 
corporate strategy

Introduced Compliance 
Assurance reporting, allowing 
us to confidently demonstrate 
our statutory and regulatory 
compliance

Launched staff  
disability network

Completed inspection 
of high rise buildings

Ranked as one of UK’s 
Best Workplaces for 
Wellbeing

Deployed telephony solution,  
into the Development & Sales,  
Direct Maintenance, Income 
Management and Complaints teams, 
improving the customer experience

Making it easier for  
customers to let us know they’d like 
to leave their home by allowing them 
to do this in their L&Q online account

Improving our website so that customers can raise 
multiple repairs more easily, and ensuring emergency 
repairs are raised appropriately. This improves the 
customer experience, and ensures we’re aware of 
emergency repairs as quickly as possible.

Named one of Britain’s 
top 100 LGBT-inclusive 
employers by Stonewall

Making it possible for customers 
to request a refund through their 
L&Q online account, enabling them 
to transact with us in an easy and 
efficient way

Designing how we’ll deliver 
our core services in the future, 
to inform the selection of our 
new Housing Management 
and Finance systems

Completing the next stage 
of our work to deliver 
an improved customer 
experience through our 
Direct Maintenance service

Allowing customers to track the progress 
of the requests they have raised, including 
complaints, in their L&Q online account, 
keeping them informed and removing the 
need for them to contact us for an update

Customers can update their details in 
their L&Q online account, which will then 
be reflected in our systems. This improves 
the customer and colleague experience, 
as well as the quality of our data

Providing online 
noticeboards for customers 
so they can monitor their 
local estate services in an 
efficient and effective way

Further automating online 
repairs and money services for 
Trafford Housing Trust customers, 
providing an easier and more 
responsive customer service

The first phase of new ways of working  
for our finance processes (including 
budgeting and forecasting, purchase to  
pay and accounts receivable) supported  
by the foundations of a new Finance System

A single system to electronically store 
documents, including contracts, tenancy 
agreements and leases. This will consolidate 
our records, remove duplication and create 
one easy source of information. 

The second phase of new ways of 
working for our core services (including 
the logging and management of repairs), 
supported by the foundations of a new 
housing management system

Worked on team structure  
for Rent & Service Charge team, 
enabling reliable, repeatable and 
consistent service for residents

Improving the way colleagues and 
contractors can use Geographic Information 
System (GIS) information, making maps and 
spatial information much easier to access

Implementing a new application 
for mobile devices that allows 
timely updates to be made to our 
asset management system

Relaunching our Spot Bonus 
scheme, our way of rewarding 
colleagues who are going the 
extra mile and demonstrate 
our values in action

Relaunching our 
Performance Related Pay 
(PRP) scheme, helping 
us to recognise our top 
performing colleagues Implementing the Trafford 

Housing Trust arm of the 
Resident Services Board, 
strengthening the engagement 
that we have with our customers The first phase of new ways of  

working for our core services (starting 
with rent, service charge and income), 
supported by the foundations of a  
new Housing Management System

Published our first  
Sustainability report, demonstrating 
our commitment to create a positive 
difference in the communities we serve

Enabling customers to track  
the status of their repairs in their 
L&Q online account, providing a 
better experience and reducing 
the need for them to call us

Making documentation available 
to customers in their L&Q online 
account with email notifications 
and guidance to support on 
arrears management

Please note:  
The dates and order of the milestones
on our Future Shape Roadmap are
provisional and subject to change.
The roadmap will be updated quarterly.
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April to 
JuneOur Future Shape Roadmap

Our Customer Promise
The Customer Promise is all about building trust with you and being much clearer about what you 
can expect from us. It guides the activities on our Future Shape Roadmap to help us deliver the 
service we say we will and you deserve.

We’ll keep  
you safe 

We’ll put  
things right 

We’ll listen  
and act

We’ll make it easy 
for you to deal  

with us 

We’ll provide good 
quality homes and 

services for you


