Seeking the Silent Voice &

Professional Curiosity
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WestKent

Places to live. Space to grow.

We want our customers to have a positive experience regardless of who they are, where they live or how they choose to interact with us.
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From Compliance
to Curiosity
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Awaab’s Law gives us timescales, but curiosity
gives us answers.

It’s not just about doing repairs faster, it’s about

asking the right questions.

At West Kent, we’ve reframed our approach:
listen harder, join the dots, act earlier.
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The Silent Voice

* The ‘silent voice’ is often there, but unheard.

* [t could be a resident who doesn’t want to complain
again.

* Or an operative who spots a pattern but assumes
someone else will pick it up.

* Qur job is to create systems and cultures where those
voices are noticed, valued, and acted on. '




The Role of Professional Professional It’s not limited to
.. curiosity means surveyors or
Cur|05|ty asking ‘why?” and managers. Everyone

‘what if?” before plays a part.
moving on.

When we

connect those A housing officer, a
observations, we cleaner, or a

prevent problems contractor each holds
before they a piece of the story.

escalate.
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Listening Differently

 We've built ways to hear the quiet signals:
 Repairs data and repeat calls
 QOperative notes and site photos
 Feedback from damp & mould sensors
* Patterns across property types
* Complaints

* We treat these as early warnings.
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Culture Change at West Kent

Reviewed all damp and mould processes under Awaab’s Law,
neld staff briefings, campaigns, resident communications.
ntroduced structured case ownership and tracking.
Cross-team reviews on complex or repeat cases.

Emphasis on shared accountability, no ‘not my job” mindset.
Rightsizing project

Leadership visibility: open conversations
and reflective learning.




Insights & Impact

Listening Differently
. Joining the Dots

L Acting Early
... Building Trust

€ Embedding Culture

Using sensor and repairs data to
anticipate issues

Cross-team case reviews linking
housing & repairs

Interventions before formal
complaints

Open conversations & clear
resident updates

Curiosity as an everyday habit

¢ QOver 100 homes now
proactively monitored

¢ Fewer repeat visits and better
case ownership

¢ Reduction in damp & mould
complaints

¢ Positive shift in resident
feedback and tone of
correspondence

¢ Staff feedback shows higher
confidence to raise concerns
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Reflection

“If you see
something that
needs to be done,
you're the
someone.”

Places to live. Space to grow.
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