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Business Priorities  

This report summarises Tower Hamlet Homes People Strategy. Through the 
People Strategy we will aim to ensure our employees perform at their best 

and achieve the Vision and Mission of the organisation. Our organisational 
and people capabilities drive performance and enable strategic aims to be 

realised.  
 

Impact for Customer 

The People Strategy will enable a higher standard of service provision for 
our customers through better recruitment of staff, development and 

performance management.  

Diversity Impact 

A key element of the People Strategy will be the attracting and developing 
of a diverse workforce which reflects our community.  

Cost and Income Implications  

The delivery our People Strategy will be funded through the existing HROD 
budget. 

Risk Management 

 Organisational Coherence - Ensuring that approved strategies, 

policies and procedures are adhered to in practice. 

Summary 

This report provides a summary of the People Strategy, its purpose, its 

strategic Aims and Key Objectives for the next Three years.  
 

Recommendations 

The Tower Hamlets Homes Board is asked to: 

 Approve the focus of the People Strategy and the six Strategic People 

Aims 
 Note the development of a three year roadmap  

  



 
 

1 Introduction 
 

1.1 Our People Strategy supports the achievement of all the strategic priorities as 
it is our people that will deliver organisational excellence to support the 
creation of proud, well-maintained neighbourhoods and provide excellent 
customer services.  

 
1.2 Several research sources have informed the People Strategy, namely: 

 The Culture Audit survey (ORC 2015) and focus groups,  

 HouseMark 2015 Benchmarking results, 

 Our KWEST data results 

 Our HR BCIs and our HR insight. 
 

1.3 Cultural Audit results identified several areas with significant negative 
responses: 

 Senior management engagement and trust 

 THH Learning from mistakes 

 Valuing and recognise our employees,  

 How we develop and equip our staff with the necessary skills and tools to 

perform effectively 

 How we plan our work and monitor performance 

 How we structure ourselves to deliver better services in a joined up way 

 How we define a consistent approach to interacting with customers, each 

other and contractors 

 

1.4 HouseMark benchmarking reveals we fall short of performing in many service 
areas including: 

 repairs completed first time,  

 service charge satisfaction,  

 staff sickness levels,  

 Cases of ASB resolved successfully 

 Calls resolved at first contact 

 Complaints resolved satisfactorily   

 

It is clear that the existing culture within THH needs to undergo significant 
change to effectively deliver the THH Strategic Aims. 

 

2 The Purpose of the People Strategy 
 

2.1 The Purpose of the People Strategy is to: 

 
“Deliver the organisation’s ambitions through the effective engagement and 
development of a high performing workforce.” 

 
2.2 Our Strategic People Aims are: 

1 To raise the standards of performance of our workforce through the setting 
and managing of clear expectations 



 
 

2 To remove obstacles which get in the way of high performance 
3 To develop Leadership Excellence 
4 To engage, attract and manage a diverse talent base, securing our 

knowledge and providing career opportunities for those who excel 
5 To stabilise the workforce and manage their well-being for positive and 

healthy careers 
6 To embed a customer-centric learning culture where excellence in 

customer service is delivered consistently both internally and externally 
and where learning is dynamic and effective. 

 
 

Figure 1 overleaf depicts the Strategic People Aims and the objectives that 
will deliver them over the course of the next 3 years. 
 
 



 
 

•Setting clear behavioural expectations 

•Integration of expectations into 
Workforce management 

•Stretching performance delivery 

•Improving the THH brand. 

•Raising standards in Recruiting 

•Managing Behaviour 

•Developing capability & technical 
competence 

•Recognising excellence 

Raising standards 

•Supporting the creation of a seamless 
delivery model, clarifying 
responsibilities and activities 

•Enabling performance through 
effective HR tools 

•"Delivering together" team-building 
programme 

Removing 
obstacles 

•Increasing Trust in leaders through 
better staff engagement 

•Raising standards through assessment 

•Developing for Leadership excellence 

•Creation of a Managerial Community 

Leadership 
Excellence 

•Developing a robust Talent process 

•Improving the diversity of the 
Workforce 

•Nurturing channels for next 
generation talent 

Engaging and 
managing a diverse 
Talent Pool 

•Stability through a reduction in 
transient staffing 

•Reducing stress and sickness through 
well-being 

•Clarity in partnering and consulting 
with staff  

•Provision of an HR service in support 
of the organisation delivering its 
objectives 

Stability and well-
being 

•Embedding Here to Help 

•CreatingBespoke Learning approaches 
to suit organisational and customer 
interactions 

Customer-centric 
learning 
organisation 



    
 

 
 

 

3 Strategic People Aim 1: To raise the standards of performance of our 
workforce  

 

3.1 Raising the standards of performance means being clear on our 
acceptable levels of performance and behaviours and ensuring our 
people/practices/processes and policies deliver to those levels. It 
means expressing clearly to our existing workforce and those who we 
wish to attract what they can be expected to deliver and how they 
should deliver it when working for our organisation. It also means being 
clear in our “people interventions” what we expect as an 
outcome/measure of success from the outset. 
 

3.2 Achievement of this aim is through the following Objectives: 

 Clear defined behavioural expectations (competencies) across the 
workforce levels within the organisation. 

 Integration of behavioural expectations into the workforce 
processes of Recruitment/ Induction/ Management/ Development/ 
Promotion/ Retention 

 Raising performance outputs through setting stretching output 
targets and measuring the workforce against those outputs. Also 
ensuring our appraisal ratings reflect service delivery KPIs 

 Building and improving the THH brand to attract high performing 
staff. 

 Recruiting capable staff  who satisfy our expectations 

 Managing performance to deliver required expectations  

 Developing capability and technical excellence through learning 
and development programmes 

 Recognising excellence through tailored recognition programmes 
which identify high performance and widely praise it. 

 
 

4 Strategic Aim 2: To remove obstacles which get in the way of high 
performance. 

 

4.1 The Cultural Audit and HR intelligence identified obstacles to the 
organisation delivering high performance including poor inter-team 
communication, vague Job descriptions, missing policies and 
procedures within the teams, poor induction, cumbersome Appraisal 
process, micro-management and an overall lack of ownership and 
accountability within the organisation. Customers, both internal and 
external, are often passed through many processes and often through 
many teams to address the issues they may have. In addition, parts of 
the directorates have poor inter and intra-team relations which often 
manifest themselves in a poor working environment, all which provide 
obstacles to highly effective performance. 

 
4.2 The Objectives to deliver this Strategic Aim: 
 



    
 

 
 

 Supporting the creation of a seamless delivery model, clarifying 

responsibilities, activities, decision making and escalation paths 

 Delivery of more effective HR tools to enable employees and 

managers to perform effectively early on in their interactions with 

us. This includes reviewing the Induction process and Appraisal 

process and making sure the latter drives up service performance 

 "Delivering together" team-building programme – focusing on inter 

and cross team building to support new structures, processes and 

interactions between teams across the organisation to establish 

better more effective ways of working. 

 

5. Strategic Aim 3: To develop Leadership Excellence 
 

5.1 The management levels of the competency model identify the 
behaviours required of managers and senior managers within the 
organisation. As Leaders however, our managers must demonstrate an 
understanding of how to inspire, direct and motivate staff, instil trust in 
decision-making, manage resources and standards, address issues of 
capability and role-model all our competencies. They must understand 
their leadership style and adapt it to suit the situation, navigating the 
range of stakeholder requirements and seek to deliver a high level of 
performance through their staff.  

 
5.2 In this leadership space, the Objectives are: 

 Increasing Trust in leaders through better staff engagement – 

increasing visibility of senior leaders and improving the channels of 

communication within the organisation 

 Raising standards through assessment – utilising 360 degree 
feedback to understand our leadership capability baseline 
 

 Developing for Leadership excellence – designing development 

programmes for our managers across the organisation linked to 

ILM and developing and managing for excellence – linked to clear 

service deliverables 

 Creation of a Managerial community hub – creation of a managerial 
network to resolve issues cross-organisationally. 

 

6. Strategic Aim 4: To manage our talent effectively, securing our 
knowledge and providing career opportunities for those who excel 

 
6.1 Managing our talent effectively involves recognising our internal talent 

(potential and capability) and the diverse backgrounds they may come 



    
 

 
 

from, managing their development, nurturing channels for future talent 
and ensuring we have useful career paths(considering technical and/or 
managerial paths) which attract high performing staff but also ensure 
our high impact roles have suitable succession cover.. 

 
6.2 Managing our internal talent pipeline effectively is a useful activity to 

master as it can result in: 

 Lower recruitment costs as we promote from within the organisation 

 Access to a diverse range of talent who offer broader experiences, 
contributions and capabilities which expand the potential to excel 

 Less risk of having long period of vacancies in our high-impact 
roles 

 Quicker impact when we promote from within as we utilise those 
with existing organisational knowledge who will have a shorter 
learning curve. 

 Retention of critical skills and organisational knowledge through 
increased loyalty. 

 
6.3 The development of an engaged and effective talent pool could 

significantly impact the organisation’s performance. The key objectives 
here are: 

 

 Creating a robust Talent process for identifying and managing a 

range of "talent" from a diverse pool within the organisation so that 

we “grow our own” talent. 

 Improve diversity of Workforce- consider the ways in which we 

attract and promote a diverse workforce which better reflects our 

community. 

 Nurturing channels for next generation talent – exploring how we 

attract the under-represented age group from our community 

through the utilisation of apprentice schemes, SkillsMatch and 

under/graduate programmes. 

 

7 Strategic Aim 5: To stabilise the workforce and manage their well-
being for positive and healthy careers 

 
7.1 This aim is driven by the need to provide a stable and positive working 

environment given the levels of change the organisation needs to 
undertake over the next 2-3 years and the levels of sickness absence 
we currently have.   The People objectives will be to provide: 

 
• Stability through a reduction in transient staffing:  stabilising 

knowledge within the organisation through less use of agency 
and Fixed Term Contracts. 



    
 

 
 

• Reduction of stress and sickness through a Well-being 

framework: through proactively seeking to manage potential 

causes of absence and early intervention in managing absences 

in addition to well-being awareness events 

• Clarity in partnering and consulting with staff: providing greater 

clarity on the consultation process for managing change and 

supporting managers in planning for change. 

• Provision of an HR service in support of the organisation 

delivering its objectives: working closely as business partners 

and “critical friends” to challenge performance and be guardians 

of a reliable and safe HR operation. Also to oversee the culture 

change programme and measure our progress. 

 
8 Strategic Aim 6: To embed a customer-centric learning culture 

where excellence in customer service is delivered consistently 
both internally and externally and where learning is dynamic and 
effective. 

 
8.1 A customer-centric learning culture is one where the organisation, its 

processes and staff seek to: 
• Understand who are our customers 
• Recognise the diversity of need for our customers 
• Seek to address the needs of our customers in a timely and 

effective way within the confines of our policies & procedures, 
the law and utilising effective Value for Money. 

• Proactively engage with our customers to ensure we our 
designing services which meet their changing needs  

• Learn from our customer interactions to develop our services, 
our behaviour and our effectiveness. 

8.2 Our customers are both internal and external. The above aim doesn’t 
solely belong to the People strategy and much work across the 
organisation is being conducted to deliver it. The emphasis for the 
People Strategy is how to encourage the appropriate behaviours 
required and the supporting learning mechanisms for the culture.  

 
8.3 Creating a “learning”  organisation relies upon an understanding of how 

the organisation works as a whole (currently the process-mapping work 
will capture this), creating a shared mental model of good practice (as 
initiated by the Here-to-Help programme and the “Raising Standards” 
aim) and building a shared vision for the future (strategic planning). In 
addition, we must create a way for the organisation to learn 
dynamically and share that learning across teams. 

 
8.4 Progress to deliver a customer-centric learning organisation has been 

made with the introduction of the Here-to-Help Customer service 



    
 

 
 

programme. This programme needs to be reviewed and clear 
measures of success identified which translate into service delivery. 
The objectives for this Aim are: 

 
• Embedding Here to Help: whilst the customer service training 

programme has been completed by the majority of the 

organisation, the principles require further embedding so that the 

training is practised and becomes the “norm”. Clear success 

indicators will be created and monitored. 

• Creation of Bespoke Learning approaches to suit organisational 
and customer needs with a focus on real-time learning scenarios 
communicated dynamically: training customer-service teams in 
dynamic learning where transfer of learning occurs more quickly, 
and learning interventions occur to prevent repeat mistakes. In 
addition we would implement learning reviews with the service 
teams to embed learning across the organisation. 

 
9. Delivery of the People Strategy 

The delivery of the objectives will be road mapped over the course of 
three years and rely on a full complement of staff in the HROD team. 

 
10. Key Measures of Success 

 
These will be determined for each project. However overall the 
expected Measures of Success will be: 
 
• Correlation between Service Area performance levels and Appraisal 

ratings 

• Improvement in Service behaviours as measured by customers 

• Reduction in sickness absence 

• Improved diversity make-up 

• Improved staff survey results (internal) 

• Longer term improvement in Appraisal ratings 

• Reduction in Customer Complaints related to service behaviour 

 
 


