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Engagement — the context eelcs

« 22,000 homes (15,000 rented, 5000 S/O,1000 leasehold) across Kent,
Essex, South London and Sussex

* Appointed Morgan Sindall to a PPP and PPV contract in 2021
« Contractor didn’t perform well and despite a number of changes;

« WIP at circa 9000 (target 1500-1700)

« Average routine repairs 70 days (Service standard 21 days)
Significant increase in complaints

Significant reduction in customer satisfaction

Huge increase in failure demand calls to Customer Service Team

« Moat and MSPS made the mutual decision to end the contract in Dec
2024

« Appointed Mears to interim contract in Jan 2025 Moat
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Engagement - The problem eelcs

 We needed to;

* Clearly communicate the improvement plan and progress
against it

« Hear the lived experience customer voice

 Have a mechanism to embed learning

 Rebuild trust

Moat
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Engagement - what we did C,‘%{;

 Two strands;
* |ntensive and authentic comms
* \ideos, website, newsletters
« Aimed at mass coverage
* Regular

* Repairs forum
« Customer chaired
« Customer set the tone of the meeting
« Customer determined agenda
« Moat Senior Leadership presence
« Focused on the immediate
« Performance (KPI driven) driven conversations
* Focused on the important
 Lesson learned culture — you said, we did

Moat
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Engagement - What we learned GE

e On the Service;

« Some demonstrable outcomes;
« Changes to our App around visibility of repairs
» Better comms especially on communal repairs
« Change in repairs timescales, support better delivery
especially around Awaabs law
* Deliver more local based service
« Improve our vulnerability offer

* Do what we say we will do
» Communicate well

Moat
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Engagement - What we learned eelcs

 On engagement — one sized doesn't fit all — flexibility is key;

« Time limited works best — should reflect a current point in
time and then move on

« Targeted subjects — don’t try to do too much

» Be clear on the outcome needed — what's the question
you need addressed?

 Mix media — ensure everyone had the opportunity to be
heard

« Location — go to the customer, local perspectives will be
different

« Tenure — huge difference of expectations

« Train customers how to engage well

Moat
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Engagement - what's next eelcs

* Forms part of a much wider engagement framework

« Customer Scrutiny panel — In depth service reviews customer
chaired
« Repairs forum becomes Existing Homes forum
« Facilitated by neutral not chaired by customer
« Targeted cross property subjects — focus on targeted change
proposals
« Lesson learned discussion - not a performance review session
« Community based meetings
* Includes short lunchtime online events targeting simple decisions
or service improvements
 Embedding a cross Moat you said, we did culture with clear recorded
actions

« Giving customer a voice the key to delivering our services well —
it isn’t just a tick box to C1 Moat
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