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This strategy outlines our approach to providing our customers and colleagues with high quality, 
easy-to-use digital services that enhance their experience of being a customer, employee or 
supplier of the organisation.

Our strategic approach is that we will use technology where it can bring benefit to our customers, 
colleagues and business and it delivers value for money.

Introduction and Purpose

Our transformation programme aims to bring about significant change to how we deliver our 
services. It will ensure we have the right software, hardware and resources to achieve the outcomes 
of this strategy. It will also see us bring about positive changes to our processes and the culture of the 
organisation. 

Transformation programme 

Our 3 key strategic aims are to-

• Offer enhanced digital services enabling our customers to interact with us in different ways 

• Have better engagement with customers.

• Become more effective and efficient, enabling us to re-orientate our workforce to be more 
flexible and effective 

This digital strategy builds on the foundations that have been laid in our previous strategy. Our 
approach to date has been that this can evolve but we recognise that the pace of change is much 
quicker and we need to be able to react / pre-empt this better and across more systems.

The digital strategy is designed to support the outcomes of all other service strategies. It is 
recognised these will change far quicker than previously expected due to the transformation 
programme that is being rolled out and so this document will be reviewed annually to  
ensure alignment.

It also aims to ensure our services are designed 
as ‘digital and customer first’ with our strategic 
aim being that our customers interact with us 
by digital as default, with other methods of 
interaction such as face to face, being ancillary 
to our primary method of interaction.

There will be a number of projects within the 
transformation programme that will each have a 
project team attached consisting of a sponsor, 
project leader, and team members will consist of 
subject matter experts.   

A new post of Head of Transformation has 
been created initially for 12 months to oversee 
and manage the delivery of the entire Digital 
Transformation programme. This post will be 

responsible for delivering the programme on 
time, in budget and report progress to the 
Executive Team programme board and the 
Board on a regular basis. 

At the heart of the programme will be the 
procurement of a new housing management 
system to be in place from April 2022, and to be 
followed by new telephony and finance systems. 
A key strategic aim is to minimise the number 
of systems used and provide colleagues with a 
single view of our customers and their homes.

The transformation programme will also help in 
developing our approach across the business 
to introducing change, projects and shared 
learning.



Digital first services for customers
We will provide a greater number and more convenient ways for customers to interact with us at any 
time of day or night including, but not limited to:  

• A new customer portal

• Online forms

• Social media, integrated in a modern Customer Relationship Management (CRM) and telephony 
system

Our approach will be to design services as digital and customer first, as we move to being a 
customer-first organisation. We will ensure our customers are involved in the design of the service 
delivery through surveys, feedback and customer journey mapping which will be undertaken as part 
of the Transformation Programme. We will cater for those not online, by seeking their views in non-
digital ways.

The modernisation of our processes through new technology will create efficiencies and deliver 
an improved customer experience. We will look to automate back-office processes, removing 
many routine, administrative tasks. This will standardise, automate and simplify a number of existing 
processes.

We will carry out a comprehensive website review in collaboration with a view to launching our new 
website in April 2022.

It is intended that this approach will lead to-

• Increased tenant satisfaction and wider engagement of 
more residents with over 90% of residents being satisfied 
with Worthing Homes as their landlord

• Improved data – through increased tenant interaction and 
the ability for real time reporting. 

We will measure this by -

• Number of customers using online services; 

• Improved and enhanced tenant feedback in surveys, 
communication and tenant participatory services 

• Increase in staff time freed up with a reduction in data input 
and validation. 

• 25% of repairs reported online by April 2022

• A 10% reduction in inbound telephony calls by 2022, rising 
to 20% by April 2023



We will continue to work with residents to increase their digital skills, awareness and 
confidence in using devices and access to online services. 

This will include the provision of training and confidence building through our digital 
champions scheme and the provision of hardware if this is the barrier to being online.

We will work collaboratively with partner organisations and local stakeholders to continue to 
bridge the ‘digital divide’ in our area.   

We aim to have 25% of our customer queries dealt with digitally within the first year of 
implementing our new Customer Portal.

Digitally included customers
Our aim is to have a data driven approach 
to improve customer experience and deliver 
efficiencies across the whole organisation.

We will create and maintain a ‘single version of 
the truth’ of customers and their home which 
consists of one reliable and secure source of 
information for all decisions, interactions and 
communications. 

We will ensure data is held in a consistent 
standard in a secure online format which can 
be easily searched and archived in line with our 
data retention policy.  

We will deliberately adopt a path of high-level 
engagement to build understanding of needs 
and aspirations of our residents, which will be 
to their benefit, enabling us to improve and 
enhance our services. 

Data
Sharing of information will be on their terms, 
meeting regulatory requirements and complying 
with data protection legislation. 

We will have intelligent reporting showing 
all key metrics where there is the ability to 
interrogate the information based on each user’s 
requirements, forging a renewed onus on good 
quality data at the core of the decisions we 
make.

Key operational and performance data will 
be brought to life through visual, real-time 
dashboards. 

We are creating a new performance and insight 
analyst role within the finance team who will 
assist in the development of a companywide 
culture of using data to inform decisions and 
tailor services.



Prior to the implementation of the new housing 
management system, we will assess the digital 
capability of our employees, identifying any 
training needs and addressing any concerns.

We will ensure all users of our systems and 
data users are trained and confident in any new 
processes, systems and changes to any roles. 

Our recruitment process will seek candidates 
with a strong aptitude and appetite for digital 
skills. However, we recognise digital skills can be 
taught and an appropriate induction programme 
will be created to successfully onboard new 
staff.

Digitally enabled workforce
Simplification of our systems will be a key 
objective of this strategy. We aim to reduce 
human error, delays and frustration through 
creating task-orientated software that make it 
easy for employees to get it right each time.

We will also ensure our employees are not only 
digitally capable, but actively promoting our 
digital services to our customers.

Where new ways of working create efficiencies, 
saving time and money, we will look to re-model 
services and roles to ensure we can spend more 
time assisting the customers who need greater 
support to maintain their tenancies with us.

Today’s infrastructure is very self-managed and self-hosted relying 
on the availability of internal Worthing Homes knowledge and 
resources which are limited.

The expectation is that by moving our critical applications to 
vendor-managed and hosted Software as a Service (SaaS) solutions, 
we will remove the limitations of our own local resources.

The simplification of our application software will also reduce the 
load on the remaining infrastructure.

With more home working, the requirements of our office-based 
infrastructure are more outward facing as more users are “dialling 
in” to the office.

The device infrastructure will change from a “one size fits all” 
approach to a more role-based approach which will take account 
of individual users’ needs and requirements including device size, 
weight, connectivity, touchscreen, handwriting recognition etc.

Application experience across all device types is expected to be 
consistent enabling any device to be used at any time by any user.

Infrastructure

With the move to SaaS, there will be greater 
resources directed towards the security of our 
data from the suppliers. 

We will be increasing our protection layers to 
both our server environment and end users 
using new technology as it is introduced 
including Artificial Intelligence and machine 
learning.

Cyber Security



The primary objective of the transformation 
project is to transform the business’s 
operation and implement the technology 
within two years, beyond which time we will 
make ongoing adjustments and improvements 
to gain more value from the investment.

External consultants have been employed 
to ensure that we purchase a system which 
effectively meets our needs. A robust and 
compliant procurement process has been 
employed to ensure that the systems are 
procured at the best price.

By moving to Software as a service we will 
avoid surprises in terms of investment in our 
systems as we grow.  The cost per unit of 
the new system should be linear despite an 
increasing number of units.

Value for Money

There will be an impact on the resourcing of 
the business. However, until the new systems 
are in place and we have established how they 
affect our day to day processes, we are unable 
to quantify this impact. This may take the form of 
redeployment of resources as we become more 
efficient, able to focus more on our customer 
facing services without increasing headcount as 
we grow.

The changes will mean that our time is not spent 
“running IT”, enabling a digital future for our 
digital business.

There is a potential negative value for money 
implication if we do not undertake the 
programme in that we will be left behind in 
terms of innovation and service delivery to our 
customers.



Davison House, North Street, Worthing, West Sussex BN11 1ER 
T: 01903 703 100     E: info@worthing-homes.org.uk     www.worthing-homes.org.uk

Please contact customer services if you would like this report in braille, large print, audio version 
or in another language. Calls may be recorded for training and monitoring purposes and to improve 

our services. This document is also available to download from our website.


