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[bookmark: _Toc274738438]AI Disclosure
I acknowledge the use of ChatGPT on Sunday 7th June 2026 to create a structure for the assignment.
I used the prompt: can you create a structure for the following assignment Module Aim To instil a critical understanding of quality systems and controls for customers. Module Learning Outcomes (from module syllabus) •	Evidence a critical understanding of quality process in the workplace. •	Analyse the customers’ experience of an organisation. •	Critically evaluate the benefits and challenges of developing and maintaining good customer relationships.   TASK DESCRIPTION Please prepare a report of 4000 words which fully addresses the following brief: This assessment is an individual piece of work and is required to be presented using a formal business report structure. Using appropriate academic theories and models, prepare a comprehensive analysis of your organisations customer lifecycle, incorporating a critical understanding of its quality processes and their implications upon customer value, and managing customer expectations. In order to achieve this, you will analyse the Customer Relationship Management from acquisition onward, exploring direct and indirect customer value metrics, customer centrality, and segmentation. This will be grounded against the quality processes of the organisation, in order to maximise customer value, and build customer loyalty. This report should include a minimum of 20 references, following the specified referencing conventions. Critical Analysis and Evaluation To critically analyse: •	Show processes in a logical order •	Explain subtle points and finer details •	Be precise: clear direct and to the point. •	Be concise: distil what you say to its essences in your communicating •	Use definite, subject-specific, concrete language. •	Be consistent when using terms or explain if you need a different usage. •	Use signposting language to help the reader follow your argument •	Emphasise important points by giving them prime position in sentences or paragraphs •	Give specific and appropriate examples to illustrate the points you make •	Show your reading and knowledge base by citing and referencing up to date and appropriate references •	Develop your argument to reflect your actual reading and research •	Analyse and discuss issues, looking at pros/cons, strengths/weaknesses, patterns/trends, connections and complexities •	Anticipate and account for weaknesses in your own argument rather than leave them for your reader to criticise. Pointing out your own faults will show thoroughness •	Comment/pass judgement, giving a reasoned opinion based on sound evidence •	Consider and evaluate others’ ideas, whether they align with yours or not •	Reject and refute others’ theories if you find them unconvincing after thorough research •	Aim to propose a convincing theory/conclusion with some input of your own derived from your own research/reading rent officer role swansea council
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[bookmark: _Toc247207199]1. Introduction 

In public sector businesses, quality management and customer relationship management (CRM) have grown in significance as consumer demands, budgetary constraints, and regulatory obligations continue to shift. Local authority housing services must consider broader metrics including accessibility, fairness, trust, and tenant well-being, in contrast to private sector companies that frequently gauge customer value through financial results and loyalty. Therefore, managing individual customer encounters is only one aspect of effective CRM in the housing industry; another is building cooperative relationships with internal departments, regulatory authorities, contractors, and third-sector organisations.

Housing allocations, homelessness assistance, tenancy management, maintenance and repairs, estate management, and tenant involvement are just a few of the services offered by the Swansea Council Housing Department. Housing applications, existing tenants, leaseholders, and vulnerable households with complicated needs are among the department's varied clientele. The organisation employs a variety of digital platforms and customer management procedures to facilitate communication, administration, and decision-making to support service delivery.

Providing high-quality housing services is filled with difficulties. Customer expectations, statutory obligations, resource constraints, and the growing demand for social housing must all be balanced by the department. As a result, customer value in housing is not only based on efficiency but also on the capacity to deliver equitable, easily accessible, and responsive services that enhance client results and uphold confidence.

The customer lifecycle, customer relationship management strategy, and quality procedures of the Swansea Council Housing Department are all severely assessed in this research. Before evaluating the efficacy of current quality systems using established models, such as SERVQUAL, the Kano Model, Juran's Quality Trilogy, and Deming's principles of continuous improvement, it looks at customer value, segmentation, and customer centrality. To be able to identify strengths, problems, and possibilities for increasing customer value and strengthening long-term customer connections, the report combines organisational evidence, such as tenant satisfaction data, with academic literature.






[bookmark: _Toc1752828871]2. Understanding Customer Value within Housing Services 

[bookmark: _Toc1162569235]2.1 Defining Customer Value

Customer value is a key idea in customer relationship management, yet private and public sector companies interpret it differently. Customer value is frequently linked to profitability, retention, and competitive advantage in business organisations. By providing accessible, equitable, and efficient services that enhance client outcomes and community wellbeing, public sector organisations like Swansea Council Housing Department, on the other hand, create value (Osborne et al., 2021).

The idea of the client, however, is different in social housing than it is in conventional business environments. Tenants are long-term users of a public service with rights, obligations, and expectations formed by housing laws and societal goals; they are not just customers buying a service. Swansea Council must therefore consider not only service effectiveness but also equity, inclusivity, trust, and the capacity to promote favourable outcomes for people and communities to create customer value.

According to Kumar and Reinartz (2022), building enduring connections that foster mutual benefit, trust, and satisfaction is how customer value is produced. Value in social housing is consequently determined by results like maintaining tenancies, preventing homelessness, and providing dependable services rather than by financial return. Fairness, accountability, and accessibility three fundamental tenets of local government service delivery also have an impact on public value (CIPFA, 2022).

Swansea Council Housing Department therefore must find a balance between operational effectiveness broader social responsibilities, making sure that services satisfy client expectations while adhering to legal obligations.

[bookmark: _Toc1746054016]2.2 Who Are Swansea Council's Customers?

Swansea Council Housing Department provides services to a wide range of clients, including leaseholders, homeless households, current tenants, housing applicants, and vulnerable individuals in need of extra assistance. A uniform strategy is unlikely to optimise consumer value due to the diverse needs of various groups; hence services must be tailored to specific situations.

While current tenants may place more value on maintenance, rent assistance, and estate management, housing applicants usually want fairer allocation procedures, transparent information, and prompt decisions. Collaboration with groups like Social Services, the Department for Work and Pensions, and third-sector organisations is frequently necessary for homeless households. This illustrates how housing services entail broader B2B collaborations that facilitate efficient service delivery in addition to customer-to-organization ties (Welsh Government, 2024).

According to Osborne et al. (2021), tenant participation also represents customer-to-customer connections, where people can influence improvements and contribute to stronger communities. Only 47% of tenants felt their opinions were heard and taken into consideration, and 40% were pleased with the opportunity to participate in decision-making, according to the 2025 Tenant Satisfaction Survey, which identifies areas for development (Swansea Council, 2025). This implies that while fundamental services are generally successful, customer empowerment and involvement need to be given more attention.

[bookmark: _Toc1380914259]2.3 Factors Affecting Customer Value

Customer value at the Swansea Council Housing Department is influenced by a few aspects, including housing availability, staff support, accessibility, communication, and service quality.

Customer satisfaction is still significantly influenced by service quality. According to the 2025 Tenant Satisfaction Survey, 68% of tenants were happy with repairs and upkeep, and 73% of tenants were happy that the council offered a safe and secure home (Swansea Council, 2025). Improvements are still needed as the percentage of people who are satisfied with the general quality of dwellings dropped to 67%.

Tenant participation and communication are also crucial components of value creation. According to Swansea Council (2025), trust fell from 77% in 2023 to 71% in 2025, even though 72% of renters were happy with the overall landlord service. This implies that enhancing openness and showing how tenant input affects choices could improve ties.

Customer value is also influenced by staff capability. According to the poll, 61% of tenants who received assistance from their rent officer thought the advice was helpful, highlighting the significance of early intervention and individualised support. But there is always a need to raise awareness of the support that is available.

In general, Swansea Council Housing Department's customer value depends not just on providing effective services but also on fostering trust, enhancing communication, and making sure tenants have significant opportunity to impact service improvement. According to Osborne et al. (2021), these elements represent the tenets of customer-centred public service delivery, which emphasises the creation of value through constructive interactions between organisations and service users.


[bookmark: _Toc1314422766]3. Customer Lifecycle and CRM Analysis

Managing customer interactions from the first point of contact to long-term relationship management is known as customer relationship management, or CRM (Buttle & Maklan, 2022). Instead of concentrating on making money, CRM in the Swansea Council Housing Department prioritises providing accessible services, fostering tenancy sustainability, and building trust. Effective relationship management promotes both customer satisfaction and favourable housing outcomes because clients frequently need ongoing assistance.

[bookmark: _Toc1118519534]3.1 Customer Acquisition

When people use housing services through housing applications, homelessness assessments, partner agency referrals, or requests for housing guidance, the customer lifecycle starts. Since many clients are facing financial difficulties or unstable housing, the initial encounter is very crucial. Positive customer experiences have an impact on future views of service quality and organisational trust, according to Lemon and Verhoef (2016).

Customers can access services and information at any time through the many access channels that Swansea Council offers, such as phone calls, in-person appointments, and the online My Housing site. To increase accessibility and customer service, the council has also implemented upgraded phone systems, including callback options. Long wait times that are out of the council's control might arise from rising demand for social housing and a shortage of available accommodation, even while these initiatives enhance the customer experience (Welsh Government, 2021). As a result, at this point, client happiness is dependent not just on results but also on effective communication and expectation management.

Orchard, Civica, and Office 365 are just a few of the digital platforms that Swansea Council employs to support CRM and service delivery. Employee access to client data, case management, interaction recording, and enhanced team communication are all made possible by these platforms. This encourages more consistent decision-making and enables employees to deliver a better-coordinated service. However, tenants with poor digital skills or restricted access to online services may face accessibility issues because of a greater reliance on digital systems.

[bookmark: _Toc2030905534]3.2 Customer Onboarding

Once an application is approved, customers move on to the waiting list to be rehoused. Following the property allocation, the tenancy sign-up and tenancy induction is completed. By outlining the tenancy terms, rent obligations, available support services, and reporting protocols, this phase builds the tenant-council relationship.

By making sure that tenants know how to access services like repairs, rent guidance, and housing help, effective onboarding promotes tenancy sustainability (Buttle & Maklan, 2022). This phase of the Rent Officer position offers the chance to identify clients who might need financial support and direct them to trusted organisations like Citizens Advice, the Department for Work and Pensions, or other support agencies.
However, only 47% of tenants felt their opinions were heard and taken into consideration, according to Swansea Council's 2025 Tenant Satisfaction Survey, suggesting that there are chances to increase participation from the start of the tenancy. Enhancing two-way communication throughout the onboarding process could boost client participation throughout the tenancy and increase trust.




[bookmark: _Toc274367522]3.3 Relationship Development and Retention

In the customer lifecycle, relationship development is the longest stage. Instead of measuring retention by repeat purchases, social housing measures retention through successful tenancy sustainment, customer happiness, and positive relationships. 
Rent management, repairs, tenancy support, estate management, and complaint handling are just a few of the ways that tenants frequently engage with Housing Services during their tenancy. According to Morgan and Hunt's (1994) Commitment-Trust Theory, sustaining long-term partnerships requires both commitment and trust. This is especially important for rent officers, whose duties go beyond collecting rent to include advice, spotting financial issues, and helping tenants in need before tenancy issues get worse. 
The 2025 Tenant Satisfaction Survey conducted by Swansea Council provides evidence in favour of this relationship centred strategy. The importance of early action and individualised support is demonstrated by the fact that 61% of renters who contacted their rent officer for advice with rent arrears thought the assistance was helpful. Only 43% of tenants who were in arrears requested help, indicating that more proactive involvement could enhance tenancy results.
[bookmark: _Toc828652220]3.4 Customer Loyalty and Long-Term Relationships
Tenant retention in social housing is not as straightforward as it is in the commercial sector. Rather, tenancy sustainability, trust, contentment, and willingness to participate in service development projects are indicators of loyalty (Kumar & Reinartz, 2022).

Through tenant consultation events, participation groups, and digital platforms like the My Housing portal, which make it easier for tenants to access services, report repairs, and interact with the Housing Department, Swansea Council promotes long-term engagement. However, according to the Tenant Satisfaction Survey, only 40% of tenants were content with their ability to participate in decision-making, and trust in the council fell from 77% in 2023 to 71% in 2025. These results imply that while fundamental housing services are generally successful, client interaction and co-production need receive more attention to build enduring relationships (Osborne et al., 2021).

Overall, the customer lifecycle shows that proactive tenancy management, collaboration effort, and regular communication are essential to the Swansea Council Housing Department's successful CRM. Relationship-focused methods and ongoing service development assist maximise customer value throughout the tenancy, even while external issues like housing shortages and budgetary limits limit the council's capacity to match every customer expectation.





[bookmark: _Toc2142214819]4. Customer Segmentation and Customer Centrality 

[bookmark: _Toc402126606]4.1 Customer Segmentation

A key component of customer relationship management (CRM) is customer segmentation, which allows businesses to classify clients based on shared attributes to improve service delivery (Buttle & Maklan, 2022). Segmentation in businesses is frequently based on factors like client lifetime value, purchasing patterns, or profitability. However, rather than financial return, segmentation in public sector housing services is motivated by customer need, vulnerability, and regulatory obligations (Kumar & Reinartz, 2022).

The Swansea Council Housing Department supports a broad spectrum of clients, including leaseholders, vulnerable clients, homeless applicants, new and existing tenants, and housing applications. Throughout the client lifetime, each group needs varying degrees of assistance. For instance, whereas current residents are more likely to need continuous tenancy management, maintenance, and neighbourhood support, new tenants benefit from tenancy induction and advice on rent obligations. While vulnerable clients could need specialised interventions involving Adult Services, the Department for Work and Pensions, or specialised support institutions, homeless applicants frequently need immediate housing and coordinated assistance from partner agencies.

By using segmentation, Swansea Council may focus resources where they will have the biggest impact and provide more individualised services. From a rent officer position, identifying renters who are at danger of financial distress enables early involvement through welfare advice, affordable payback plans, and referrals to outside help organisations. By preventing rent arrears from increasing and promoting tenancy sustainability, these focused actions add value for both tenants and the company.

The complexity of service delivery is increased by the fact that different client groups require different levels of support, communication, and case management. Furthermore, if decisions are not conveyed openly, allocating more resources to more vulnerable clients may result in perceptions of unfair treatment. To maintain consistency in service delivery while adhering to the Equality Act 2010 and the Housing (Wales) Act 2014, Swansea Council must strike a balance between fairness and individualised support.

[bookmark: _Toc139953938]4.2 Customer Centrality

To put customers at the centre of organisational decision-making, services must be designed with their wants, experiences, and expectations in mind (Kumar & Reinartz, 2022). Customer centrality in local government goes beyond simply offering excellent customer service; it necessitates that companies interact with service users, promote involvement, and use customer input to enhance service quality (Osborne et al., 2021).

The Tenant Satisfaction Survey, tenant and leaseholder engagement events, estate consultation sessions, and the My Housing portal which enables tenants to report repairs, keep track of rent accounts, and interact with Housing Services, are just a few of the initiatives that Swansea Council has implemented to improve customer engagement. These systems show a dedication to obtaining client input and promoting ongoing development.

However, despite somewhat stable overall happiness, data from the 2024 and 2025 Tenant satisfaction Surveys shows that customer involvement has declined. From 73% in 2024 to 72% in 2025, overall landlord satisfaction with the council decreased only little. On the other hand, satisfaction with opportunities to influence the management of housing services decreased from 50% to 41%, and satisfaction with opportunities to participate in decision-making declined dramatically from 53% to 40%. In a similar vein, trust in the council fell from 77% to 71%, and the percentage of tenants who felt their opinions were heard and taken into consideration dropped from 52% to 47% (Swansea Council, 2025).

These findings imply that while Swansea Council is successful in providing essential housing services, it is less successful in incorporating clients in the development of those services. The decrease in involvement and trust suggests that customer centrality is impacted by both service quality and the degree to which customers feel their ideas have an impact on organisational choices. This is consistent with the findings of Osborne et al. (2021), who contend that active citizen participation in service design and evaluation strengthens public value.

However, it is difficult to achieve total client centrality in social housing. The council's capacity to meet all client expectations is frequently hampered by budgetary limitations, rising housing demand, a shortage of available housing, and legal obligations. Although these outside forces restrict flexibility, more openness about how tenant input influences service enhancements, together with ongoing investments in digital communication and tenant involvement, will boost customer value and fortify customer relationships.






[bookmark: _Toc95355698]5. Critical Evaluation of Quality Processes 
[bookmark: _Toc1047913937]5.1 Understanding Quality Management
The strategies and procedures that businesses employ to guarantee that services continuously satisfy client needs while promoting ongoing improvement are referred to as quality management (Buttle & Maklan, 2022). Though historically associated with manufacturing, it is now crucial in public sector services, where providing dependable, easily available, and customer-focused assistance is the top goal (CIPFA, 2022). Effective quality management enhances customer happiness, promotes tenancy sustainability, and builds public trust in local government housing.

Quality assurance, which entails putting policies and standards into place to guarantee that services are provided consistently and in accordance with legal requirements, is a fundamental component of quality management (Juran & De Feo, 2017). The Swansea Council Housing Department uses organised procedures for tenancy management, allocations, repairs, and complaints to demonstrate quality assurance. Fairness and uniformity are the goals of these processes, which are in line with the Housing (Wales) Act 2014.

Another essential element is ongoing improvement. Deming (2018) contends that businesses should use performance data and consumer input to pinpoint issues and improve services over time. Swansea Council uses surveys, complaint monitoring, and tenant interaction initiatives to implement this strategy. For instance, the 2025 Tenant Satisfaction Survey indicated areas in need of improvement by highlighting falling trust and involvement.

Recognising that customer experience shapes service quality, quality management must likewise be consumer-focused (Kumar & Reinartz, 2022). According to the Kano Model, while tenants anticipate fundamental services like secure housing, prompt maintenance, and equitable distribution, other elements like effective communication and chances to have a say in decisions can greatly boost satisfaction.

In general, Swansea Council's quality management strategy is based on integrating quality assurance, continuous improvement, and customer-centred service delivery. However, maintaining high-quality services is difficult due to growing demand, budgetary constraints, and legal obligations, which emphasises the necessity of continual observation and improvement.

[bookmark: _Toc914957025]5.2 Swansea Council Housing Department Quality Processes

To guarantee that housing services are provided consistently, equitably, and in compliance with organisational and legal requirements, the Swansea Council Housing Department has devised several quality processes. By encouraging tenancy sustainability, happiness, and ongoing development, these procedures enhance customer relationship management.

The customer process starts with housing allocations, where applications are evaluated in accordance with the council's Allocations Policy and the Housing (Wales) Act 2014. This guarantees the equitable and transparent distribution of properties. Tenancy management processes help maintain successful tenancies by assisting new tenants with sign-up, advice, and continuing communication with Housing Officers and Rent Officers.

Additionally, the council runs a formal complaints procedure that allows renters to voice issues, get answers, and help improve services. Tenant satisfaction surveys, estate involvement events, and consultation activities are used to get further input. Tenants can check their rent accounts, report problems, and communicate online with digital tools like the My Housing platform, which further improves accessibility.

When combined, these procedures offer a methodical way to provide housing services. However, their efficacy is contingent upon both compliance and the degree to which they fulfil client expectations. The SERVQUAL model is used in the next section to assess these procedures.

[bookmark: _Toc1820441242]5.3 Evaluating Effectiveness of Quality Processes
Reliability, responsiveness, assurance, empathy, and tangibles are the five aspects in which the SERVQUAL model (Parasuraman et al., 1988) compares customer expectations with their views. Because customer impressions are influenced by consistency, communication, and overall service experience, SERVQUAL is still applicable in public sector companies even if it was created for commercial services (Buttle & Maklan, 2022).

1. Reliability - is referred to as delivering services correctly and consistently, using organised procedures for rent collecting, tenancy management, allocations, and maintenance, Swansea Council exhibits dependability. According to the 2025 Tenant Satisfaction Survey, 72% of tenants expressed satisfaction with the overall level of landlord service, suggesting that fundamental procedures are generally effective. House quality satisfaction dropped from 73% to 67%, indicating that strong demand and property condition still have an impact on results.

2. Responsiveness - is determined by how well an organisation responds to the requirements of its clients and offers prompt assistance. The My Housing portal, email, and phone are just a few of the avenues of communication that Swansea Council provides. Rent officers also help tenants who are having financial problems right away. According to the 2025 poll, 61% of renters who had assistance from a rent officer thought it was helpful. However, the council's capacity to act promptly in every situation may be constrained by rising demand and scarce resources.

3. Assurance - is associated with client trust in personnel and services. By providing direction, outlining protocols, and assisting residents who are at risk, housing staff members contribute to assurance. Tenant trust, however, fell from 77% in 2023 to 71% in 2025, indicating a need for increased openness and communication (Swansea Council, 2025).

4. Empathy - entails being aware of each person's unique situation and offering tailored assistance. Swansea Council employs partnership working and customer segmentation to customise solutions, especially for tenants who are struggling financially or socially. Tenants do not always feel fully involved in decision-making, as evidenced by the fact that just 47% of them thought their opinions were heard in 2025.

5. Tangibles - describes the digital and physical components of providing services. Accessibility and convenience have increased because to digital investment, such as the My Housing platform. Nonetheless, conventional communication techniques are still necessary to prevent tenants who encounter digital obstacles from being left out.

Overall, the SERVQUAL analysis demonstrates that Swansea Council has robust quality procedures, especially in the areas of tenant support and core service delivery. There are still issues with trust, engagement, and communication. 
Enhancing perceived service quality will need improving feedback systems and showing how tenant input affects service modifications.
[bookmark: _Toc298566002]5.4 Do Quality Processes Meet Customer Requirements?
Social housing clients value fairness, quickness, openness, excellent communication, and courteous treatment in addition to essential services. Only when quality procedures match customer expectations and experiences can they be considered effective.
Evidence demonstrates that Swansea Council satisfies a few essential client demands. According to the 2025 Tenant Satisfaction Survey, 68% of tenants were satisfied with repairs and maintenance, and 72% of tenants were satisfied with overall landlord services, demonstrating the efficient delivery of necessary services.

There are still differences between anticipated and real experiences, though. Tenant satisfaction with possibilities to influence choices decreased from 53% in 2024 to 40% in 2025, and just 47% of tenants felt their opinions were heard. This demonstrates persistent problems with participation and communication.

In general, the quality procedures of Swansea Council offer a solid basis for dependable housing services. However, to maximise consumer value, there needs to be more openness, tenant interaction, and proof of how feedback improves services. Although the council does well in its core competencies, there is still room for improvement in terms of customer focus.


[bookmark: _Toc1198800591]6. Discussion: Can Swansea Council Maximise Customer Value? 

Since customer value in social housing is not primarily determined by financial results or customer retention, it is more complicated than in private sector organisations. Value is produced by providing easily available, equitable, and dependable services that enhance tenant well-being, sustain profitable tenancies, and foster customer and business trust (Kumar & Reinartz, 2022). According to the Swansea Council Housing Department's review, it has put in place procedures that facilitate the development of customer value, but outside forces still prevent it from optimising customer experiences to the fullest.

Swansea Council's methodical approach to customer relationship management and quality improvement is one of its main advantages. Tenancy management, maintenance services, rent officer interventions, tenant satisfaction surveys, and digital services are among the procedures that offer chances to comprehend client demands and effectively address them. Additionally, by collaborating with outside organisations to serve vulnerable renters and maintain tenancies, the organization exemplifies customer-focused approaches. These strategies are in line with CRM's tenets, which state that better service outcomes are a result of long-term connections and an awareness of client needs (Buttle & Maklan, 2022).

However, numerous constraints restrict the council’s capacity to maximise consumer value. Delivering services that satisfy every expectation is difficult due to the necessity for social housing, the scarcity of available homes, financial constraints, and rising consumer demands. According to data from the 2025 Tenant Satisfaction Survey, while overall satisfaction is still generally good, there is room for growth in areas like tenant involvement, trust, and feeling heard (Swansea Council, 2025). This implies that although Swansea Council is successful in overseeing necessary services, consumer engagement and communication still need to be improved.

Overall, Swansea Council's quality procedures, CRM strategy, and support services show a strong dedication to customer value. Broader issues influencing the delivery of social housing prevent consumer value from being fully maximised. Enhancing customer connections and promoting a more customer centred approach will include strengthening tenant participation, increase transparency, and make sure customer feedback results in noticeable service changes.




[bookmark: _Toc654709141]7. Recommendations 

A few enhancements could further increase customer value and happiness based on the examination of Swansea Council Housing Department's quality and customer relationship management procedures.

[bookmark: _Int_CZXSh9tO]1. Improve tenant communication and transparency - Tenant trust fell from 77% in 2023 to 71% in 2025, which suggests that the council's customer communication must be improved. Swansea Council ought to give more precise information on service modifications, the resolution of complaints, and the steps taken in response to tenant input. A you said, we did strategy would increase trust and show how customer opinions affect decision making.

2. Strengthen tenant engagement and involvement - There is a discrepancy between customer expectations and their experience, as evidenced by the drop in satisfaction with opportunities to engage in decision-making. Increasing chances for focused interaction, such as tenant forums, estate events, and consultative activities, will enhance customer relevance and guarantee that services more accurately reflect tenant requirements.

3. Enhance quality monitoring and digital accessibility - Swansea Council should keep refining how it uses consumer feedback, complaints, and satisfaction data to pinpoint areas for improvement. Additionally, while maintaining the availability of non-digital communication methods, raising awareness of and support for digital programs like My Housing will enhance accessibility.


[bookmark: _Toc2047539917]8. Conclusion 

The customer lifecycle, customer relationship management procedures, and quality systems of Swansea Council Housing Department have all been critically assessed in this research to determine the department's capacity to maximise customer value and satisfy customer expectations. The investigation shows that customer value in social housing goes beyond conventional performance metrics and include service accessibility, communication, fairness, trust, and favourable results for tenants. 

Housing management systems, routine maintenance, rent officer support, tenant engagement activities, and customer feedback mechanisms are just a few of the procedures that Swansea Council has put in place to support successful customer interactions. These quality procedures offer a solid basis for providing dependable and client-focused services. However, the assessment pointed out areas that needed more work, especially in the areas of tenant involvement, communication, and making sure that clients feel their opinions are heard and taken into consideration.

According to the SERVQUAL analysis, Swansea Council does well in categories like customer support and service dependability, but there are still issues with building confidence and increasing consumer involvement. The organisation's capacity to continuously surpass client expectations is also impacted by broader challenges, such as housing shortages, budgetary limitations, and rising demand.

Overall, Swansea Council exhibits a dedication to ongoing development and customer-centred service delivery. To guarantee that services continue to adapt to tenant needs, it is necessary to make continuous investments in communication, tenant engagement, and the efficient use of customer feedback in order to achieve maximum customer value.
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