
Customer Experience Delivery 
Plan Update 2025-28 

At Town & Country Housing (TCH), we believe customer experience is more than 
just delivering services—it’s about how you feel when you interact with us. Our 
approach is built on empathy, clarity, and responsiveness. 

This belief is central to our customer experience approach, which focuses 
on creating meaningful, positive interactions with our residents and other 
customers at every touchpoint.

The TCH Customer Experience Strategy 2023–2025 outlined our vision to 
become “one team delivering a great customer experience.” 

We have reviewed the strategy and rather than developing a new standalone 
strategy have incorporated the key themes into our 2025-2028 Corporate 
Strategy; underlining that our approach to how our customers experience our 
services is integral to the success of the business. 

The TCH Annual Delivery Plan (ADP) supports the achievement of the 
Corporate Strategy aims, the customer experience delivery plan complements 
and enhances those aims to ensure that the organisational focus on a great 
customer experience continues, and measurable actions to achieve this 
continue to be driven forward. We are excited that these aims will now be 
directly shared by our responsive repairs subsidiary TCHR, which became 
wholly owned by TCH from 1 August 2025.

Our Customer Experience vision has been revised to: “One TCH delivering a 
great customer experience” aligning with the One TCH approach which has 
evolved since the original strategy was launched.

Our approach is built around a customer-first culture, aiming to embed this 
mindset across all levels of the organisation. It applies to all stakeholders, 
including residents, future residents, internal colleagues, and partners. TCH’s 
aim is for ease of service access with the commitment to remove any barriers, 
ensuring fairness and accessibility, and delivering consistent, high-quality 
transactions regardless of the communication channel. We recognise that not 
all those who want to access our services can, or will, do so digitally.



The four key themes of the original Customer Experience Strategy are now 
incorporated into the Corporate Strategy. These are:

1. Listening and learning 
Ensuring our customers (and colleagues) are heard, and their views acted 
upon. 

2. Information and communication
Ensuring our customers are well informed about our service offer through 
proactive, transparent communication. And colleagues are equipped with the 
right information to make informed decisions. 

3. Always improving 
To continuously improve performance (and therefore overall customer 
satisfaction). 

4. The right tools for the job 
To create easy to use flexible, local services, informed by accurate, up to date 
records and data. To provide systems that empower colleagues to give a great 
service.

Our approach is an ongoing organisational drive aiming to promote people-
focused decision-making and enhance both internal and external service 
quality.

Ultimately, the approach is a commitment to continuous improvement, 
co-production with residents and colleagues, and delivering services that are 
not only efficient but genuinely caring and trustworthy.

The Customer Experience delivery plan will continue to be monitored regularly 
by our Resident Experience Committee to ensure that we are achieving the 
objectives set and continuously improving services for our residents.


