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Introduction - Leeds Federated VISI@N

4200 homes in Leeds area Vision
1500 more over 10 years
y Building Futures Together

Mission:

‘To enable the maximum

number of people to access
and live sustainably in good
value, affordable housing.’

Goals

Sustain - Innovate - Grow

‘a focus on efficiency, effectiveness and value for money




Workstreams & Projects - overview V|S|@N

. Delivering the Offer . Repairs Reimagined . Business Analysis & Design

Tenancy Agreement Review Asset Management Business Process Mapping
The Customer Journey Repairs & Maintenance Reporting & Bl

. Payments & Charging . The Way we Work . Change Management

« SUN system upgrade Flexible Working Business Readiness
« Procurement of P2P system Working Environment Comms & Engagement

* Move to 52 Week charging Corporate Systems Business Improvement
* Rent statements - review

. Growth . Digital World . Managing for Value

Development Management Origin2 - Foundation Phase 1 Definition and Scope
System Origin2 - Foundation Phase 2 Target Operating Model
Office conversion Origin2 - Design Build & Test MfV Detailed Design
Innovations Project Origin2 - Implementation Implementation
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The Way We Work - Going agile VIS|@N

Changing the culture and working environment to promote greater flexibility,
higher productivity and lower turnover

) _ Exchange Upgrade Automated Post
Enabling management of e- Automated outgoing post & digital
1. FIeXIbIe Worklng mail & calendar from both mailroom - reducing physical handling and
laptops & mobile devices printing of incoming & outgoing post
How and when staff worked - .
. . . . b
focus on delivering objectives Skype for Business e New VPN

rather than hours Enabling remote video Improved Wi-Fi
conferencing, call handling @ . connetzcté(on C.laPabllLty for
- - & presence status remote & agile working
2. Working Environment management K Remote

Ability to work from any Workplace Mobile Device upgrades
location; hub, office or home .. Remotely access & . F —% G gnaactéleesitgﬂg Fg::grk remotely

applications anywhere

e leams
* A platform for remote &
dispersed teams to

@
participate in work & social
updates

3. Corporate SyStemS Mobile Device Management - Workmg B’

Deploy mobile apps and

NEW Software SyStemS and security upgrades to phones & communicate & collaborate
tablets
apps to enable & support 7
staff in agile & remote . \.%
ki OneDrive VIA Telephony
WOrking Access to your documents Remote call handling &
from anywhere, on any management for

device everyone from anywhere



Business Process Mapping - Scope V|S|@N

Y¢ - CJIM completed




Business Improvement
Outputs from CJM & BPM

Customer Journey Mapping
provided 149 recommendations.

Business Process Mapping provided
285 recommendations.

90 recommendations - identified as
potential future ‘projects’

25 recommendations - to be
delivered in the new Origin2
system

40 actions - to be actioned via the
Managing for Value workstream

VISI@N

Themes include:

* Channel shift (21)
Communication (43)

« Documentation (27)

« Payments methods (15)

« Policies and procedures (44)
* Processes (45)

« Technology (147)

« Staff training (15)

Distinct projects include:
« Channel Shift

* A new income collection policy




Programme Reflections VISI@N

Challenges & Lessons learned

» Scope Creep

» Limited resources & ongoing commitment
» Timescales of BPM work

» Change fatigue

» External supplier management

..accept change in the programme....be agile!
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Programme Reflections
What went well....top tips! VISI@N

1. Robust Governance & Project Management
. Change underpinned by Corporate Mission, Vision & Objectives
. Effective, engaging & timely communications
. Ownership & Commitment
. Monitor Cultural Change

. Listen to the business
. Focus on Benefits

. Seek feedback
10. Celebrate achievements!

2
3
4
5
6. Selection of tools & systems
7
8
9

Goal > To deliver change that is embedded and is sustainable beyond V21



\
Programme Reflections
What went well....top tips! VISI@N

1. Robust Governance & Project Management

» Established governance structure

SMT (Programme

» Clear roles & responsibilities PRl
» PMO support
» Project Management methodology o

» Management of Risks & Issues

Project Programme
EEW Office

» Governance control documents




Programme Reflections
What went well....top tips! VISI@N

2. Change underpinned by Vision, Mission & Objectives

Vision Programme Core Objectives:

Building Fut Ti th i
uitding rutures logether 1. A culture which values &

empowers us to achieve
Mission:
2. Aclear, good value offer to

‘To enable the maximum our customers

number of people to access
and live sustainably in good
value, affordable housing.’

3. More homes that people can
afford 4

Repairs

reimagined
%8s,

0] 0gy and T

4. Agile and efficient systems
and processes

Goals

Sustain - Innovate - Grow

Efficiency Effectiveness Economy



Programme Reflections
What went well....top tips!

3.

Effective, engaging & timely communications

Detailed project comms plans
Strive for professional quality
Use known vocabulary & terminology

Repeat key objectives, rationale & benefits

vV v v v Vv

Use an accessible platform

VISI@N

Roll out Microsoft 365
Teams & Planner

[COMPLETED'

June 2020
LFHA take possession
of new Regus office

[COMPLETED

Automated Post
and Digital Post
Room

October 2020
V21 Programme Closes

VISI@N




Programme Reflections
What went well....top tips!

4. Engagement & ownership

Staff seconded from the business to
work on the Programme

Project teams established from BAU
staff

Staff participation in Customer
Journey & Business Process Mapping
Senior Customer represented

End user doing the User Acceptance
Testing

End user completing the new ‘current
state’ published processes

VISI@N

Also consider...

» ‘Contracting’ with staff who will
participate in project work

» Gain line manager approval on
commitment

» Set objectives and measures to
monitor improvement delivery

» Make participation in change &
continuous improvement an inte
part of everyone's role

» Put the skills in the business



Programme Reflections
What went well....top tips! VISI@N

5. Monitor Cultural Change | am empowered to make decisions
and | am given autonomy

Good work is recognised
giving job satisfaction
| can give honest and

There is a positive friendly
vibe & work is fun
4. /1% open views
Good work is recognised |
giving job satisfaction [ supportgd clite /
can get advice

| am connected to
colleagues for work & social

| am respected, valued
and trusted

| have the technology and the
right tools to do my job



Programme Reflections
What went well....top tips! V|S|2‘N

6. Selecting the right tools & systems

What?.... 1 2 n ; . 5 Tenant 6Neighr;)urhood... 7 :
» Process mapping O—@—L @ = 9 d -8 —BE—@

End of Tenancy Standard End 9f Stage 1 Customer How notice g n Customer confrms Termination Automated Stages 2 - 4 Standard EOT End of Tenancy

START Tenancy? gives notice wants to leave proces® starts activities Standard actiffities STOP
» Project Management 1 ‘
software = Hh—@

Wit stomer confrms Go to 6
wants to leave

» Communications platform

13 Tenant 15 Tenant, Neigh... 16 Neighbourhoo... 17
4 -l —
MyAccoun - -
H 0W7 Customer confrms Automated Carry out PTV Complete PTV Go to 9.10
X EEXXX) G
wants to leave activities enganced Form (Appendix I)

> Engage Process 18 Neighbourhoo... 19 Neighbourhoo... 20 Neighbourhoo... 21 Neighbourhoo... 22

)
> Teamwork & MS Teams & Terﬁlon Provided:ils and Obtaingned NTQ ComEPTV @910

P l process proceeds do PTV form customer  Form (Appendix I)

Y

23 24 25
20% = [+

» Workplace o> >[E >

p Sta;:%-4 Modified EOT End@ancy End Of Tenancy -

Modified activities STOP

‘to be’ process




Programme Reflections
What went well....top tips!

7. Listen to the business

Use Process Review Methodology to
give staff a ‘good listening to’

People centred change
|dentify waste

Staff collaborate to co-create
solutions

Purpose

Ownership Customer

Whole System
Aspects

Policies

Work

Stakeholders activities

Environment

The ‘whole system’ check



Programme Reflections

What went well....top tips! V|S|@N

8. Focus on Benefits & Improvement

» How will the change improve the
way we work? -

» What benefits for the
business?....and for customers?

Project PID - defines expected benefits
Benefits Tracker - logs changes
Project Closure Report - review of
benefits achieved & quantification

» Engage Process - visualise potential Benefits Realisation Plan - quantifies
efficiencies & ‘waste’ and achieve and classifies actual benefits
‘buy-in’ for change

cnw .~II& uunnu-

- 5 I ey IE Moo

1 21 2.2 Neighbourhoo.. 2.3 Nelghboury : itho..2.11 Neghbourho a2

O—BR—O—B— —E—5—@

San Start of Suspected Lo concern uplcad/save Formal Case’ record oo CRM case cosed £nd of Suspected Stop
Safeguarding relevant forms Satequarding

\_TO - BE PROCESS




Programme Reflections

What went well....top tips!
9. Seek Feedback

@ What's going well

+*

technology and connectivity to work ¢
from home

x 600

not having to commute! 4

x 500

big time saving on commuting time s

x (400

Less distracted by conversationsin ¢
the office

G400

getting more done, as not distracted ¢
by the office environment

x (400

| can work longer when needed 4
because of not commuting

G301

Fun Retro

@ What isn't going well?

+

Back to back meetings 4
x H600

Not having breaks between s
meetings

x 600

Meetings overload 4

x 600

There is no sense of whentheday ¢
stops and there feels to be a need to
just keep working

x OH500

merging of home and work life 4

X 3400

The ability to ‘'switch off' 4
x H400

@ What would make things
better?

+

Allowing gaps between meetingsto ¢
move

x 600

Agreeing how we are going to
consciously change our working
style, if this change is permanent or
semi-permanent

x 600

Establishing greater clarity on how ¢
we are going to use different
communication channels. It is
necessary at the moment to monitor
email, teams and Workplace as
content is all mixed together

x O500

Roll out of MS Teams to reduce '4
meetings requirment

0300

VISI@N

Get the conversation going
with some useful tools:

» MS Forms - to put out quick
surveys

https://forms.office.com/Page
s/DesignPage.aspx

» Slido - to get a live Q&A

http://www.sli.do.com/

» Fun Retro
https://funretro.jo’



https://forms.office.com/Pages/DesignPage.aspx
http://www.sli.do.com/
https://funretro.io/

Programme Reflections

What went well....top tips! VISI@N

10. Celebrate achievements

Praise
Send praise to people

Select a2 badge

Acknowledge individuals effort

Use of ‘recognition’ tools

>
>
» Celebrate milestones
» Share achievements
>

Benefits Roadmap



Continuing the journey VISI@N

Programme Completion Oct 2020.... What’s next?

» Complete outstanding projects & deliver Business Improvement Projects
» Publish ‘TO BE’ Processes as a staff procedure handbook

» Continue to use Engage Process - Undertake BPM and CJM in areas of the
business not previously mapped

» Review previously mapped BPM & CJM - Continuous review &
improvement

» Continue innovating
» Instil a culture of Continuous Improvement

» 3 x Project Managers embedded in the business
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