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Executive Summary
Sutton Housing Partnership (SHP) operates within a highly regulated UK social housing context shaped by constrained housing supply, rising resident expectations, and increased regulatory scrutiny. While SHP maintains compliance and operational stability, analysis highlights limitations in digital integration, predictive capability, and consistency of resident experience within its repairs service.
Application of the Innovation Ambition Matrix demonstrates that SHP’s innovation activity is predominantly core-focused, prioritising incremental, compliance-driven improvements. Although this approach supports short-term reliability, it restricts progression toward adjacent and transformational innovation. Customer Journey Mapping of the repairs service reinforces this finding, revealing fragmented touchpoints, repeated data entry, delayed communication, and limited transparency during follow-up and complaints stages. These weaknesses undermine resident confidence and contribute to fluctuating Tenant Satisfaction Measures (TSMs) outcomes, despite generally positive interactions with frontline operatives.
To address these challenges, the report proposes the Unified Repairs & Tenancy App (URTA), a digitally integrated platform combining repairs reporting, tenancy management, real-time updates, and structured resident feedback. URTA leverages AI-enabled triage, predictive scheduling, and consolidated data dashboards to improve operational efficiency, reduce uncertainty, and strengthen service transparency. An enhanced customer journey illustrates how URTA streamlines access, eliminates duplication, and embeds accountability across all stages of the repairs process.
Implementation is structured through a phased rollout, progressing from core digital integration to predictive and transformational capabilities. A SMART KPI framework supports measurable improvements in efficiency, resident satisfaction, transparency, and innovation maturity, underpinned by risk mitigation measures addressing staff adoption, digital inclusion, and data governance.
Overall, URTA provides SHP with a credible, evidence-based pathway to rebalance its innovation portfolio, enhance resident experience, strengthen regulatory performance, and support long-term organisational resilience.
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1. [bookmark: _Toc216717126]Introduction
Sutton Housing Partnership (SHP) is an Arm’s-Length Management Organisation (ALMO), established by the London Borough of Sutton in 2006 to deliver housing management services. In 2023/24, SHP manages 6,205 rented homes and 1,367 leasehold/freehold properties, providing core services including tenancy management, repairs, statutory compliance, estate operations, and resident engagement (SHP, 2025). With around 200 staff, SHP operates as a medium-sized, locality-focused provider in a sector undergoing substantial regulatory reform under the Social Housing Regulation Act 2023, which strengthens consumer standards and scrutiny of resident-facing services (Regulator of Social Housing, 2024).
This evolving context intensifies the need for transparency, responsiveness, operational reliability, and sustainable asset management. Digital maturity enhances efficiency, accessibility, trust, and supports net-zero objectives by enabling data-driven energy monitoring and proactive maintenance (Government Digital Service, 2025; Mergel, et al., 2025). SHP’s strategic imperative to improve digital capability is further reinforced by Tenant Satisfaction Measures (TSMs), which influence organisational grading and reputation.
This report applies the Innovation Ambition Matrix and Customer Journey Mapping to evaluate SHP’s innovation and resident experience, highlighting functional inefficiencies and resident experience challenges. The analysis informs a digitally enabled transformation initiative designed to integrate resident-centred design, predictive technologies, and sustainability considerations, enhancing the repairs journey, operational efficiency, regulatory compliance, and overall innovation maturity.





2. [bookmark: _Toc216717127]Key Consumer and Industry Trends Affecting SHP
Sutton Housing Partnership operates within a complex environment shaped by three interrelated trends: constrained housing supply, rising resident expectations, and accelerating digital and sustainability demands. These trends collectively intensify regulatory scrutiny and elevate operational risks associated with service delivery.
2.1 [bookmark: _Toc216717128]Housing Supply Pressures
The UK social housing sector continues to experience structural supply-demand imbalances. As shown Figure A, in 2023/24, only 261,000 social lettings were recorded nationally, representing just 6 per cent of England’s 4.3 million social homes, with 86 per cent arising from relets rather than new-build stock (Department for Levelling Up, Housing and Communities, 2023). Waiting lists exceed one million households, while the social housing share of total stock has declined from 20 per cent in 2000 to 16 per cent in 2024 (Buttrick, 2024).
For SHP, which has limited influence over new supply, this trend underscores the strategic imperative to optimise the condition, utilisation, and performance of its existing portfolio. Effective repairs, proactive maintenance, and asset management are essential to maintain tenant satisfaction and meet regulatory expectations.
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[bookmark: _Toc216717207]Figure A Number of new social lettings by type 2007/08 - 2023/24
Source: Ministry of Housing, Communities & Local Government (2025, p. 3)
2.2 [bookmark: _Toc216717129]Rising Resident Expectations
Resident expectations are rising under the dual pressures of regulatory transparency and evolving digital norms. Nationally, 72 per cent of social renters report overall satisfaction, yet only 34 per cent are satisfied with complaint handling; London repairs satisfaction is 52 per cent (Regulator of Social Housing, 2024; Department for Levelling Up, Housing and Communities, 2023). SHP mirrors this pattern (Figure B), with 70 per cent satisfaction for repairs and 36 per cent for complaints (SHP, 2025).
These figures highlight persistent gaps in communication, predictability, and visibility of progress-factors consistently identified in service design literature as critical to perceived service quality (Hsu, 2025; SHP, 2025). SHP’s operational strategies must therefore address both functional efficiency and emotional confidence to enhance tenant satisfaction and TSM outcomes.
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[bookmark: _Toc216717208]Figure B Resident Satisfaction Measures
Source: Sutton Housing Partnership (2025) Annual Report to Residents 2023/24

2.3 [bookmark: _Toc216717130]Digital Transformation and Sustainability
The convergence of digitalisation and sustainability is reshaping housing operations. Providers increasingly adopt cloud-based management systems, predictive analytics, and resident self-service platforms to improve efficiency and resilience under budget constraints (Buckingham, et al., 2022).
Demographic shifts, such as the rise of single-person households, witch now comprise 29.5 per cent of UK households (Figure C), amplify demand for accessible, flexible, and digitally enabled services (Office for National Statistics, 2025; Walker, et al., 2022). Concurrently, net-zero and compliance targets drive investment in IoT-enabled asset monitoring and energy-performance technologies. Public-sector innovation research suggests that highly regulated organisations benefit most from a structured blend of incremental and transformational digital redesign, particularly when underpinned by customer-centred service design approaches (Din, et al., 2025).
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[bookmark: _Toc216717209]Figure C Household type as a percentage of all households, UK, 2024
Source: Office for National Statistics (2025)
Collectively, these trends shape SHP’s strategic context, reinforcing the need for efficient portfolio management, digitally enabled service delivery, and resident-centred innovation.
3. [bookmark: _Toc216717131]Part 1: Innovation Portfolio Analysis 
This section critically evaluates SHP innovation maturity and resident experience using two complementary analytical frameworks: the Innovation Ambition Matrix and Customer Journey Mapping. 
The Innovation Ambition Matrix examines how SHP allocates resources across core, adjacent, and transformational innovation horizons, offering insight into strategic balance, risk appetite, and long-term adaptability (Nagji & Tuff, 2012). 
Customer Journey Mapping, by contrast, captures the functional, emotional, and relational dimensions of resident experience across the repair’s lifecycle, revealing how strategic choices translate into lived service outcomes (Ludwiczak, 2021).
Applied together, these frameworks provide a coherent strategic-operational lens for identifying innovation gaps, service risks, and opportunities for value creation. This dual perspective enables assessment not only of what SHP innovates, but how effectively innovation enhances resident trust, service transparency, and regulatory performance.
3.1 [bookmark: _Toc216717132]Methodological Justification
The Innovation Ambition Matrix and Customer Journey Mapping are selected to evaluate SHP’s innovation portfolio and resident-facing service delivery in line with contemporary public-sector innovation research. The matrix supports analysis of organisational ambidexterity by distinguishing between incremental (core), capability-extending (adjacent), and exploratory (transformational) initiatives (Nagji & Tuff, 2012; OECD, 2022). Customer Journey Mapping complements this strategic view by capturing how residents experience services across touchpoints, including emotional responses and trust formation (Ludwiczak, 2021).
Using these frameworks in combination enables triangulation between organisational strategy and lived service experience. This approach supports evidence-based evaluation of operational inefficiencies, regulatory risks, and innovation potential, while embedding human-centred design principles into strategic decision-making (Brown, 2019; Stickdorn & Schneider, 2018). The methodology therefore provides actionable insight into how SHP can improve service efficiency, strengthen resident confidence, and progress along its innovation horizons.
3.2 [bookmark: _Toc216717133]Benchmarking Context
To contextualise SHP’s innovation maturity, its repairs service and digital capability are benchmarked against Peabody Housing, a UK sector leader in predictive maintenance, integrated digital platforms, and resident-centred service design. This comparison establishes a strategic reference point for assessing SHP’s position within the Innovation Ambition Matrix and identifying system-level opportunities for digital transformation.
Table 1 presents a high-level benchmarking comparison across innovation portfolio balance, digital integration, repairs management, resident engagement, and regulatory alignment. The benchmarking analysis clarifies the strategic consequences of SHP’s current core-heavy innovation posture and informs the portfolio and journey-level evaluations that follow.
[bookmark: _Toc216717180]Table 1 Strategic Benchmarking SHP vs Peabody Housing
	Dimension / Feature
	SHP
	Peabody Housing
	Strategic Implications

	Innovation Portfolio
	Core-heavy
	Balanced across all horizons.
	SHP lacks transformational integration.

	Digital Platforms
	Fragmented  
	Unified, predictive 
	Integration gaps affect efficiency.

	Repairs Management
	Manual, reactive
	Predictive, automated
	Limits proactive service delivery.

	Resident Engagement
	Siloed channels
	Integrated, co-designed
	Reduced trust and engagement.

	Regulatory Alignment
	Compliance-led
	Proactive, dashboard-driven
	Risk to future TSM performance.


Source: Author, 2025, compiled from Sutton Housing Partnership (2025) and Peabody (2025)
3.3 [bookmark: _Toc216717134]Critical Evaluation of SHP’s Innovation Portfolio
Analysis of SHP’s innovation portfolio indicates a predominantly core-focused approach, prioritising compliance-driven and incremental initiatives such as SMS repair updates, statutory compliance monitoring, and internal workflow optimisation (Megersa, 2019; OECD, 2022). These initiatives support operational stability and regulatory adherence but provide limited strategic flexibility in responding to rising resident expectations and enhanced Tenant Satisfaction Measures (Regulator of Social Housing, 2024).
Adjacent and transformational initiatives, including digital self-service, virtual engagement tools, and predictive maintenance, remain fragmented or underdeveloped, with limited integration into core systems. In contrast, benchmarking against Peabody Housing demonstrates how unified digital ecosystems and predictive analytics can enhance efficiency, transparency, and resident trust (Peabody , 2025). This comparison highlights SHP’s constrained progression along the Innovation Ambition Matrix and reinforces the need for a more balanced innovation portfolio (Nagji & Tuff, 2012).
Summary: SHP’s innovation portfolio ensures short-term reliability but lacks balance across adjacent and transformational horizons. Greater integration of digital capabilities and resident-centred design is required to enhance service quality, regulatory performance, and long-term organisational resilience.
3.4 [bookmark: _Toc216717135]Innovation Ambition Matrix
The Innovation Ambition Matrix categorises SHP’s initiatives into core, adjacent, and transformational horizons to assess strategic balance, risk appetite, and innovation maturity (Nagji & Tuff, 2012). SHP’s current portfolio is predominantly core-heavy, with limited progression into adjacent and transformational domains. This imbalance is visualised in Figure D, which contrasts SHP’s innovation allocation with sector best practice.
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Add Incremental Services and Assets
Develop New Services and Assets
Existing Markets 
and Customers 
Adjacent Markets 
and Customers 
New Markets and 
New Customer Needs 

[bookmark: _Toc216717210]Figure D SHP Innovation Ambition Matrix
Source: Author, 2025, compiled from Nagji & Tuff (2012); Almazrouei, et al. (2024) and OECD (2022)
3.4.1 [bookmark: _Toc216717136]Core Innovation – Incremental Improvements
Core innovation at SHP focuses on maintaining operational continuity and regulatory compliance through initiatives such as SMS notifications, statutory monitoring, and incremental process optimisation. While these measures improve baseline transparency and service stability, they remain reactive and process-led, offering limited capacity for predictive insight or service personalisation (Brown, 2019).
Consumer Behaviour Alignment: SHP’s core initiatives partially address rising resident expectations by providing consistent communication and operational reliability. However, they do not fully meet contemporary consumer preferences for real-time updates, seamless digital interaction, and transparent complaint handling (Section 2.2), leaving gaps in resident confidence and perceived service quality.
Benchmarking indicates that sector leaders leverage real-time analytics and integrated portals to translate operational data into proactive service improvements, highlighting the strategic limitations of SHP’s current approach (Peabody , 2025). Although SMS communication aligns with widespread smartphone usage (Department for Science, Innovation & Technology, 2025), resident expectations increasingly favour integrated, real-time digital engagement (Chrysikou, et al., 2024).
Risk/Reward: Core initiatives, such as SMS repair notifications and statutory compliance monitoring, carry low operational risk and deliver immediate reliability, stabilising service delivery and maintaining resident trust. However, their strategic impact is limited: incremental improvements plateau quickly, offering minimal differentiation or scope for predictive insight (Nagji & Tuff, 2012; OECD, 2022). They also fail to advance sustainability or net-zero objectives. While essential for operational continuity, overreliance on core initiatives risks reactive service delivery and constrained innovation maturity, highlighting the need to balance them with adjacent and transformational projects that drive resident-centred, digital, and sustainability-aligned innovation.
3.4.2 [bookmark: _Toc216717137]Adjacent Innovation – Expanding Without Integration
Adjacent initiatives at SHP include online repairs reporting, virtual engagement, and pilot IoT-enabled sustainability projects. Although these initiatives extend access and functionality, fragmented systems and siloed data undermine consistency, scalability, and organisational learning (Irani, et al., 2023).
Consumer Behaviour Alignment: These initiatives acknowledge growing demand for digital accessibility, flexible services, and sustainability-aware solutions (Sections 2.2–2.3). Yet, system fragmentation prevents SHP from fully delivering the integrated, predictable, and resident-centred experiences expected by tenants, limiting the potential to strengthen satisfaction and trust.
In contrast, Peabody’s integrated platforms unify repairs, tenancy, and asset data, enabling smoother workflows and enhanced resident experience (Peabody , 2025). SHP’s adjacent innovation therefore remains under-leveraged, constraining its contribution to strategic progression.
Risk/Reward: Adjacent initiatives, including online repairs reporting, virtual engagement, and pilot IoT-enabled sustainability projects, carry moderate risk but offer tangible efficiency gains and enhanced resident experience. They support measurable improvements in Tenant Satisfaction Measures (TSMs) and provide early contributions to sustainability and net-zero objectives (Buckingham, et al., 2022). By extending capability beyond core operations without the uncertainty of transformational change, adjacent projects serve as an effective lever for short-to-medium-term strategic progression, building organisational confidence and readiness for more ambitious innovation.
3.4.3 [bookmark: _Toc216717138]Transformational Innovation – Conceptual but Constrained
Transformational innovation at SHP remains largely conceptual, constrained by immature data governance, limited analytical capability, and organisational risk aversion (Tsallis, et al., 2025). Potential opportunities include AI-enabled repair triage, unified resident applications, and IoT-supported predictive maintenance (Brown, 2019; Buckingham, et al., 2022).
Consumer Behaviour Alignment: Transformational initiatives directly align with emerging resident expectations for proactive, personalised, and digitally empowered services, as well as broader trends in household composition and digital engagement (Sections 2.2–2.3). By leveraging AI, predictive maintenance, and unified digital platforms, SHP could create seamless experiences that build trust, improve satisfaction, and strengthen regulatory performance.
Benchmarking evidence from Peabody and Clarion demonstrates the feasibility and impact of such initiatives within the sector (Clarion Housing Group, 2025; Peabody , 2025). Without targeted investment in data integration and analytics, SHP risks further divergence from sector leaders, with implications for TSM performance and resident trust.
Risk/Reward: Transformational initiatives, such as AI-enabled repair triage, unified resident platforms, and predictive maintenance, carry high risk due to technological complexity and organisational change requirements (Brown, 2019; Buckingham, et al., 2022). However, they offer substantial strategic value, delivering seamless, proactive services, enhanced Tenant Satisfaction Measures (TSMs), and measurable contributions to sustainability and net-zero targets. Without targeted investment, SHP risks falling behind sector peers, with potential consequences for resident trust, regulatory compliance, and long-term organisational resilience.
3.5 [bookmark: _Toc216717139]Repairs Customer Journey Mapping
Customer Journey Mapping provides a resident-centred lens to evaluate operational performance and identify opportunities for digital transformation within SHP’s repairs service (Brown, 2019; Ludwiczak, 2021; Ryead, 2023). Grounded in human-centred design theory, it emphasises co-production, iterative improvement, and evidence-based decision-making to enhance both efficiency and user experience (Brown, 2019).
3.5.1 [bookmark: _Toc216717140]Current Repairs Customer Journey
SHP provides multiple access points for repairs, including its website, resident portal, mobile app, telephone services, SMS notifications, operative visits, and complaints processes. While these channels increase accessibility, fragmentation across systems results in repeated data entry, inconsistent communication, and limited real-time visibility, characteristics commonly associated with legacy public-sector services (Ludwiczak, 2021).
Resident confidence is lowest during initial reporting, where uncertainty regarding repair urgency and triage processes is observed. Assurance improves during operative visits through direct interaction but declines during follow-up and complaint stages as transparency diminishes.
Table 2 summarises the current repairs customer journey, mapping stages, touchpoints, resident experiences, pain points, gain points, and innovation opportunities across awareness, request, delivery, follow-up, and reflection phases.




[bookmark: _Toc216717181]Table 2 SHP Current Customer Journey Mapping
	[bookmark: _Hlk216450930]Stage
	Awareness
	Request
	Delivery
	Follow-up
	Reflection

	Touchpoints
	Website, handbook, app, signage
	Portal, phone line, app, emergency line
	SMS reminders, operative arrival
	Portal, SMS, email, inspection
	SMS surveys, online forms, complaints system

	Customer Experience
	Confusion and uncertainty about reporting.
	Frustration due to long waits and repeated information.
	Positive reassurance during operative visits.
	Moderate satisfaction and limited clarity on next steps.
	High satisfaction with feedback engagement and co-design opportunities.

	Pain Points
	Uncertainty about urgency and unclear guidance.
	Long waits, repetitive information, poor triage transparency.
	Missed appointments and lack of visibility of delays.
	Limited clarity on next steps.
	Low confidence in complaint outcomes.

	Gain Points
	Clear emergency guidance, multiple channels
	Confirmation messages increase confidence.
	Positive operative interactions, reminder messages
	Surveys create accountability, confirmation messages
	High SMS engagement, co-design opportunities

	Innovation Opportunities
	Interactive diagnostics, video guidance, improved signposting
	AI triage, chatbots, unified profiles
	Live tracking, optimised scheduling, video pre-assessment
	Real-time case tracking, digital certificates, photographic verification
	Real-time feedback dashboards, transparent complaint tracking


Source: Author, 2025, compiled from Ludwiczak (2021) and Sutton Housing Partnership (2025)
Analysis of Table 2 reveals three key insights. First, fragmented touchpoints undermine consistency and efficiency across the journey. Second, fluctuating emotional responses indicate the absence of a coherent end-to-end communication pathway (Stickdorn & Schneider, 2018). Third, existing strengths, such as SMS engagement and positive operative interactions, present high-impact opportunities for integration, transparency, and predictive capability.
3.5.2 [bookmark: _Toc216717141]Benchmarking and Comparative Analysis
Building on the strategic context in Section 3.2, this subsection applies journey-level benchmarking to SHP’s repairs service. Comparison with Peabody (2025) highlights a clear digital maturity gap in execution. Peabody’s (2025) integrated tenant portals, predictive maintenance, and real-time operative tracking enable smoother workflows and greater resident confidence.
In contrast, SHP’s reliance on fragmented systems and manual coordination constrains transparency, predictability, and proactive service management. The innovation opportunities identified in the customer journey analysis closely mirror practices already adopted by sector leaders, reinforcing the credibility and feasibility of the digital transformation initiative proposed in Part 2.
3.5.3 [bookmark: _Toc216717142]Critical Evaluation
The customer journey analysis highlights three strategic implications: 
1. System fragmentation restricts efficiency, inhibits organisational learning, and limits digital innovation potential.
2. Persistent pain points, particularly around triage, communication, and complaints, continue to erode resident trust despite positive elements in the journey.
3. Strategic innovation opportunities, such as AI-enabled triage, unified resident profiles, and transparent case tracking-offer a coherent path to resident-centred, digitally enabled services, strengthening TSM compliance.
Conclusion: Current operations are reactive and process driven. Transitioning to a proactive, insight-driven ecosystem through integrated digital solutions would enhance trust, efficiency, and regulatory performance while positioning SHP for adjacent and transformational innovation (Brown, 2019; Stickdorn & Schneider, 2018).

4. [bookmark: _Toc216717143]Part 2: Digital Transformation Initiative
The analysis in Part 1 demonstrates that SHP’s current repairs service is operationally stable but fragmented, with limited predictive capability and inconsistent resident experience. Part 2 therefore proposes a digitally enabled transformation initiative designed to address these identified gaps.
4.1 [bookmark: _Toc216717144]Initiative Overview
Building on the innovation and customer journey analysis (Section 3), SHP’s repairs service exhibits fragmented touchpoints, repeated data entry, delayed communication, and low complaint resolution confidence (SHP, 2025). Benchmarking against Peabody (2025) highlights gaps in digital integration, predictive capability, and resident engagement.
To address these gaps, the Unified Repairs & Tenancy App (URTA) is proposed - a single, integrated platform consolidating repair reporting, tenancy management, real-time updates, and resident feedback. URTA integrates AI-enabled triage, predictive analytics, and IoT-supported asset monitoring (see Table 3), underpinned by human-centred service design to enhance operational efficiency, resident experience, and regulatory compliance (Brown, 2019; Buckingham, et al., 2022).
[bookmark: _Toc216717182]Table 3 Overview – URTA Features Linked to Benchmarking Gaps
	Benchmark Gap
	URTA Feature
	Strategic / Operational Benefit

	Fragmented digital platforms
	Unified resident app
	Centralises interactions, reduces data repetition, enables personalised service.

	Low predictive capability
	AI-enabled triage and predictive scheduling
	Faster first-response, reduced manual work, optimised resource allocation

	Limited feedback integration
	Feedback dashboards
	Real-time actionable insights, supports continuous improvement and TSM compliance

	Siloed resident engagement
	In-app messaging and co-design
	Enhances communication, resident participation, and trust

	IoT / energy monitoring underdeveloped
	IoT-enabled asset monitoring
	Enables predictive maintenance and energy performance management


Source: Author, 2025, compiled Sutton Housing Partnership (2025); Peabody (2025) and Brown (2019)
[bookmark: _Toc216717145]4.2 Enhanced Customer Journey Map
The enhanced repairs journey consolidates fragmented touchpoints into a coherent, resident-centred pathway (see Table 4). This redesign addresses key pain points identified in Section 3.5, improving clarity, predictability, and resident confidence (Brown, 2019; Ludwiczak, 2021).
Early-stage diagnostics and automated triage reduce uncertainty and repeated data entry. Delivery benefits from real-time operative tracking and transparent communication, while follow-up and reflection stages embed consistent updates and structured feedback, supporting accountability and continuous improvement (Mergel, et al., 2025; Stickdorn & Schneider, 2018).
Overall, URTA shifts SHP from a reactive, process-driven model to an integrated, digital service ecosystem, enhancing operational efficiency, regulatory transparency, and resident trust (Brown, 2019; Regulator of Social Housing, 2024).









[bookmark: _Toc216717183]Table 4 SHP Repairs Service - Enhanced Customer Journey with URTA
	Stage
	Awareness
	Request
	Delivery
	Follow-up
	Reflection

	Touchpoints
	URTA guidance, AI checks, video explainers
	Single URTA form, photo/video upload, automated triage
	Live tracking, in-app chat, digital operative ID
	Status updates, digital certificates, completion photos
	Feedback hub, complaint tracker, sentiment analysis

	Customer Experience
	Clear, accessible information
	Seamless reporting, instant confirmation
	Predictable visits with accurate communication
	Full visibility of next steps.
	High trust via transparent outcomes.

	Pain Points
	Difficulty navigating guidance
	Upload errors or technical issues
	Delays in specialist repairs
	Uncertainty about repair progress
	Data privacy concerns

	Gain Points
	Faster issue identification
	Accurate triage, no duplication of requests
	Reduced missed appointments; smoother service
	Clear audit trail and resolution tracking
	Strong engagement and accountability

	Innovation Opportunities
	Predictive guidance and proactive alerts
	Automated routine repairs
	AI-optimised routing and scheduling
	Automated follow-up notifications
	Personalised service insights and data-driven enhancements


Source: Author, 2025, compiled from Ludwiczak (2021) and Brown (2019)
4.3 [bookmark: _Toc216717146]Methodological Justification and Critical Evaluation
The design of URTA integrates Customer Journey Mapping with the Innovation Ambition Matrix, ensuring that strategic priorities translate into resident-facing interventions. Embedding URTA addresses both functional pain points (missed appointments, repeated data entry) and emotional pain points (uncertainty, low confidence), reflecting human-centred service design principles of transparency, trust, and engagement (Din, et al., 2025).
Mapping specific innovations to each stage of the journey ensures coherence between strategy, technology, and resident experience. For example, AI-assisted diagnostics at the awareness stage directly address resident uncertainty, while predictive scheduling during delivery reduces missed appointments and operational inefficiencies. (Brown, 2019; Mergel, et al., 2025).
Critical Evaluation: The URTA-enhanced journey delivers measurable benefits in four key areas:
1. Operational Efficiency: AI triage and predictive scheduling reduce manual work and missed appointments, optimising workforce utilisation (Nagji & Tuff, 2012).
2. Resident Satisfaction: Real-time updates, photographic verification, and unified profiles enhance trust, clarity, and engagement (Chrysikou, et al., 2024).
3. Regulatory Alignment: Transparent case tracking and dashboards strengthen compliance with TSM and improve accountability (Regulator of Social Housing, 2024).
4. Strategic Innovation: URTA addresses gaps in adjacent and transformational innovation, advancing SHP’s overall innovation maturity (Peabody , 2025).
4.4 [bookmark: _Toc216717147]Risks, Feasibility, and Enablers
To support the initiative, key risks and mitigation strategies are summarised in Table 5.
[bookmark: _Toc216717184]Table 5 Risk & Mitigation Strategies for URTA Implementation
	Risk
	Impact
	Mitigation
	Alignment

	Staff resistance
	Reduced adoption; workflow inefficiencies
	Phased training, workshops, feedback sessions
	Supports operational continuity 

	Resident digital literacy
	Reduced uptake; exclusion
	Multi-channel access, tutorials, digital literacy support
	Ensures equity, TSM compliance 

	System integration
	Delays, costs, data silos
	Staged rollout, testing, vendor support
	Enhances operational efficiency 

	Data security & privacy
	Reputational and regulatory risk
	Encryption, GDPR policies, audits
	Protects resident data


Source: Author, 2025, compiled from Nagji & Tuff (2012); Regulator of Social Housing (2024); OECD  (2022) and Government Digital Service (2025) 
Feasibility is supported by SHP’s organisational capacity (employees), technological readiness (commercially mature AI platforms and mobile applications), and benchmarking with sector leaders such as Peabody Housing and Clarion, who have successfully implemented similar platforms (Brown, 2019; Buckingham, et al., 2022). Iterative pilot phases and alignment with existing infrastructure reduce implementation risks and allow real-time learning (Mergel, et al., 2025).
Key enabling factors to support adoption and maximise strategic value are summarised in Table 6.
[bookmark: _Toc216717185]Table 6 Key Enablers for URTA Implementation
	Enabler
	Strategic Value
	Alignment with Theory

	Cross-functional digital leadership
	Aligns IT, operations, and resident engagement
	Organisational ambidexterity (Nagji & Tuff, 2012)

	Centralised data governance
	Reliable dashboards and predictive insights
	Data-driven decision-making (OECD, 2023)

	Iterative design-thinking
	Continuous prototyping and resident co-design
	Human-centred innovation (Brown, 2019; Stickdorn & Schneider, 2022)


Source: Author, 2025, compiled from Nagji & Tuff (2012); OECD (2022); Brown (2019) and Stickdorn & Schneider (2018)
In summary, it is proposed that the URTA initiative is strategically viable, operationally feasible, and regulatorily aligned. By addressing core pain points and leveraging enabling factors, SHP is positioned to progress towards adjacent and transformational innovation while maintaining organisational efficiency, resident satisfaction, and regulatory compliance.
4.5 [bookmark: _Toc216717148]Key Performance Indicators (SMART KPIs)
To ensure effective adoption of URTA and measurable impact on operational performance, resident satisfaction, service transparency, and innovation maturity, SHP should implement a phased rollout supported by a SMART KPI framework (Doran, 1981; Bouckaert & Van Dooren, 2023). The phased approach aligns short, medium, and long-term initiatives with SHP’s innovation horizons, enabling progressive value delivery while mitigating implementation risks. 
Table 7 summarises the phased rollout, sequencing foundational, efficiency-enhancing, and transformational initiatives.
[bookmark: _Toc216717186]Table 7 Phased Implementation Roadmap
	Phase
	Duration
	Key Features / Initiatives

	Short-term
	0-6 months
	Core URTA rollout: AI triage, live operative tracking, unified resident profiles

	Medium-term
	6-12 months
	Predictive scheduling, automated follow-ups, integration with tenancy management

	Long-term
	12-24 months
	Transformational initiatives: predictive maintenance, IoT-enabled energy management, data-driven dashboards


Source: Author, 2025, compiled from Doran (1981) and Bouckaert & Van Dooren (2023)
This sequencing ensures foundational digital capabilities are established first, followed by efficiency improvements and, ultimately, transformational innovations that enhance strategic differentiation.
4.5.1 [bookmark: _Toc216717149]SMART KPI Framework
Table 8 presents measurable KPIs aligned to operational, resident, transparency, and innovation objectives. These targets provide clear benchmarks for monitoring progress, supporting evidence-based management, and ensuring accountability.




[bookmark: _Toc216717187]Table 8 SMART KPIs for URTA Implementation
	Objective
	Success Factor
	SMART KPI
	Target
	Base
	Theoretical Justification

	Operational Efficiency
	Reduce repair processing time.
	Avg. repair completion (per ticket)
	5.6 days (↓ 20% in 12 months)
	Avg. 7 days
	Lean principles, cycle-time (Radnor, et al., 2014).

	
	Optimise operative scheduling.
	% on-time operative visits
	95% (6 months)
	78%
	Predictive scheduling, resource optimisation (Nagji & Tuff, 2012).

	Resident Satisfaction
	Increase confidence and engagement.
	Resident satisfaction %
	85% (12 months)
	70%
	Human-centred service design, engagement (Brown, 2019).

	
	Minimise repeated data entry.
	% of repairs without repetition
	90% (6 months)
	55%
	Cognitive load; efficiency (Stickdorn & Schneider, 2018).

	Service Transparency
	Real-time updates
	% of repairs tracked live 
	100% (3 months)
	0%
	Accountability, TSM compliance (Regulator of Social Housing, 2024).

	
	Actionable feedback processed.
	% processed
	95% (in 5 days)
	50%
	Continuous improvement (Brown, 2019).

	Innovation Maturity
	Embed data-driven decision-making.
	% repair data in dashboards
	100% (6 months)
	0%
	Evidence-based management, ambidexterity (OECD, 2022).

	
	Continuous improvement
	# of app iterations 
	≥ 3 (1st year)
	0
	Agile cycles, service redesign (Ludwiczak, 2021).


Source: Author, 2025, compiled from Radnor et al. (2014); Nagji & Tuff (2012); Brown (2019); Stickdorn & Schneider (2018); Ansell & Torfing (2021); Regulator of Social Housing (2024); OECD (2022); Ludwiczak (2021)
KPI Purpose and Alignment
· Operational KPIs: Track workflow efficiency and first-time completion rates.
· Resident KPIs: Measure functional and emotional satisfaction.
· Transparency KPIs: Strengthen accountability and regulatory compliance.
· Innovation KPIs: Embed a feedback-driven culture to advance SHP’s innovation maturity (Nagji & Tuff, 2012; OECD, 2022).
By linking the phased roadmap with SMART KPIs, SHP gains a robust, evidence-based mechanism to monitor URTA’s impact, support iterative service improvement, and validate long-term investment outcomes.
4.6 [bookmark: _Toc216717150]Strategic and Organisational Value
URTA is designed to generate measurable strategic, operational, and reputational value for SHP. By embedding human-centred design, digital transformation principles, and innovation management theory, URTA strengthens resident experience, operational efficiency, data-driven decision-making, and overall innovation maturity.
The anticipated organisational benefits of URTA are summarised in Table 9, which links each benefit to theoretical justification and sector benchmarking evidence to demonstrate credibility and practical viability.





[bookmark: _Toc216717188]Table 9 Strategic and Organisational Benefits of URTA
	Benefit
	Description
	Theoretical/Strategic Justification
	Benchmarking Evidence

	Enhanced Tenant Experience
	Builds trust and satisfaction through transparency and streamlined communication.
	Service design theory emphasises emotional and functional experience (Brown, 2019; Stickdorn & Schneider, 2018).
	Peabody saw a 15% rise in satisfaction after adopting an integrated portal (Peabody , 2025).

	Operational Efficiency
	Reduces manual work, repeat calls, and missed appointments through predictive scheduling. 
	Lean principles promote waste reduction and cycle-time optimisation (Radnor, et al., 2014).
	Clarion cut response times by 20% using AI-based scheduling (Clarion Housing Group, 2025)

	Data-Driven Decision-Making
	Consolidates data for proactive planning and evidence-based decisions.
	Supports ambidexterity and continuous improvement (Nagji & Tuff, 2012; OECD, 2022)
	Peabody reduced reactive repairs by 18% using predictive analytics (Peabody , 2025).

	Innovation Maturity
	Moves SHP beyond core innovation into adjacent and transformational areas.
	Innovation Ambition Matrix highlights strategic balance and adaptability (Nagji & Tuff, 2012)
	Sector leaders increasingly rely on unified platforms to drive transformation.

	Reputational Benefit
	Signals digital leadership and strong regulatory alignment.
	Institutional theory stresses legitimacy through innovation and compliance (Din, et al., 2025).
	Positions SHP alongside digitally mature providers such as Peabody and Clarion.


Source: Author, 2025, compiled from Brown (2019); Stickdorn & Schneider (2018); Radnor et al. (2014); Nagji & Tuff (2012); OECD (2022); Din et al. (2025); Peabody (2025); Clarion Housing Group (2025)

5. [bookmark: _Toc216717151]Conclusion
This report has demonstrated that Sutton Housing Partnership (SHP)’s current repairs service, while operationally stable, remains fragmented, reactive, and limited in its capacity to deliver consistently positive resident experiences. Analysis using the Innovation Ambition Matrix revealed a predominantly core-focused innovation portfolio, with adjacent and transformational initiatives underdeveloped, constraining strategic flexibility and sector competitiveness. Customer Journey Mapping highlighted persistent pain points across reporting, triage, and follow-up stages, undermining resident confidence and Tenant Satisfaction Measures (TSMs) outcomes.
In response, the proposed Unified Repairs & Tenancy App (URTA) establishes a digitally integrated ecosystem, combining AI-enabled triage, predictive scheduling, real-time operative tracking, and IoT-supported asset monitoring. By embedding human-centred design principles, URTA addresses both functional inefficiencies and emotional touchpoints, enhancing transparency, trust, and satisfaction. The phased implementation roadmap, supported by SMART KPIs, ensures measurable improvements in operational efficiency, resident engagement, regulatory compliance, and innovation maturity.
Strategically, URTA positions SHP alongside sector leaders, demonstrating digital leadership, resilience, and capacity for transformational innovation. Overall, the initiative provides a credible, evidence-based pathway for sustainable, resident-centred service transformation and long-term organisational value.







6. [bookmark: _Toc216717152]Recommendations
Based on the findings of Parts 1 and 2, the following recommendations translate the analytical insights into actionable steps for Sutton Housing Partnership. Collectively, they address identified service fragmentation, innovation imbalance, and regulatory performance risks while supporting long-term organisational resilience.
1. Implement URTA through a phased rollout (Sections 4.1–4.5): SHP should deploy the Unified Repairs & Tenancy App incrementally, prioritising AI-assisted repair triage, live operative tracking, and unified resident profiles to address service fragmentation and inconsistent communication.
2. Strengthen data governance and system integration (Sections 4.3–4.4): SHP should invest in interoperable systems and General Data Protection Regulation (GDPR)-compliant data governance to enable predictive analytics, real-time dashboards, and regulatory transparency.
3. Embed human-centred, iterative design practices (Sections 4.2–4.3): Resident co-design, pilot testing, and continuous feedback loops should be formalised to ensure usability, adoption, and sustained service improvement.
4. Monitor impact using SMART KPIs (Section 4.5): The proposed KPI framework should be operationalised to track efficiency, satisfaction, transparency, and innovation maturity, supporting evidence-based decision-making.
5. Pilot transformational innovations post-implementation (Sections 3.1.3 & 4.6): Following URTA stabilisation, SHP should pilot predictive maintenance, IoT-enabled asset monitoring, and energy management to progress beyond core innovation.
Taken together, these recommendations provide SHP with a coherent, phased pathway from compliance-led core innovation toward digitally enabled, resident-centred service transformation, while maintaining operational stability and regulatory alignment.
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New social lettings increased in 2023/24 by 4% from the previous year
Figure 1: Number of new social lettings by type 2007/08 - 2023/24
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