
 

Customer Experience Club 

Thursday 25 March 2021 

Online  

Programme  

09:30 Arrival / online access 

  

09:40 Welcome and opening comments 

 Richard Beevers, Club Manager, HouseMark Associate 

  

09:45 Digital transformation and change solutions in customer experience  

 Recognised as a young leader in the sector and as customer experience team 

lead at Orbit, in our opening presentation Tom will share his experiences, 

best practice examples and innovative ideas for digital transformation that 

improve customer experience. Including a look at; 

• Change and Self-service  

• Creating a realistic end to end customer journey map 

• Leading a digital customer strategy and channel shift improvement plan 

• Technology solutions to capturing real time feedback and customer 

insight 

 

Tom Forty, Head of Customer Experience, Orbit Group 

  

10:15 Rebalancing the relationship between tenant and landlord 

 The long-awaited Social Housing White Paper for England sets out a 7-point 

charter specifying what every social housing resident should expect and lists 

a series of measures the Government proposes to take to ensure this charter 

is met. In this session we will hear from Michael and Christine about what this 

means for tenants and landlords across the UK. Including;   

• A closer look at the seven key points and how it’s vital to demonstrate 

positive, effective engagement  

• The foundations needed for a positive culture to exist to meet new national 

engagement standards 

• New expectations in the handling of Complaints  

• A look at the series of key performance indicators (KPIs) that landlords will 

be required to report against 

• What registered provider emh group are already doing and what they are 

planning to change in line with the new measures  

 

Michael Hill, Business Development Manager, Tpas and Christine Ashton, 

Executive Director Housing, emh group 

  

11:05 Comfort break 

  

11:20 Best practice group discussions session – Breakout rooms  



 

• What impact has COVID had on your approach to managing 

            customer experience? 

• What will you do differently in a post COVID world? 

 

Includes feedback from breakout groups  

  

12:00 How customer expectations have evolved since the start of the pandemic 

 Based upon their experience running tenant and resident customer 

satisfaction research throughout the pandemic, in our opening session Adam  

will discuss how customer satisfaction levels appear to have evolved over the 

course of the pandemic, how we expect that to effect perceptions in the short 

term, and how we might take advantage of the lessons the pandemic has 

taught us. 

• How has the customer experience evolved? 

• The risks right now 

• Rethinking what’s possible 

 

Adam Payne, Managing Director, ARP Research Ltd 

  

12:30 Wrap up and closing comments 

 Richard Beevers, Club Manager, HouseMark Associate 

 

 

 


