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òTrust is not coming back. Scepticism 

reigns, as it shouldó

ðGerry McGovern





The world is united on one front ñpeople share an urgent desire for change .

Only one in five feels that the system is working for them, with nearly half of the 

mass population believing that the system is failing them.



According to Shelter - many social tenants report feeling quite 
powerless around their housing: only 19% felt they are able to influence 
the decisions made by their landlord about their home.

TRUST AND POWER

People trust those who give them control - who put 

them in control - of their lives .



BrightHouse has an impressive four star ôgreatõ rating on Trustpilot. A simple Google 

search will show you the housing associations featured get around one or two stars .

òAll they want is the rent and nothing elseó is a recurring comment.

https://uk.trustpilot.com/review/www.brighthouse.co.uk
https://www.google.co.uk/search?q=Trust+Pilot+Housing+Associtaions&rlz=1CAASUL_enGB803GB803&oq=Trust+pilot+&aqs=chrome.0.69i59j0j69i57j69i60j0j69i60.3692j0j7&sourceid=chrome&ie=UTF-8


In an economy moving towards sharing rather than just transacting we 

need to build a new set of behaviours based on trust and collaboration



Thereõs a belief that we can solve 

our own problems through 

structural, process and 

technological fixes rather than 

realizing the starting point for 

change is the creation of a 

completely different relationship 

with the communities we serve -

Adam Lent



T H E  B E S T  W A Y  T O  B E  T R U S T E D 

-

I S  T O  A C T U A L L Y  B E  T R U S T W O R T H Y



Journey to Localities 

Starting Well
Starting Well offered intensive face to 

face coaching to customers who need 

the most support to get off to the best 

possible start in their new home.

Money Advice Service
Offered to all new customers in the 

pilot, the service provided a range of 

money advice services from simple 

budgeting to complex debt 

management.

Assertive Housing Management
A proactive coaching approach to our 

relationship with new customers based 

on individual need and aspirations as 

well as more assertive and prompt 

action where the relationship with the 

customer is not working.

Employment and Skills
This covered a range of interventions 

across all of our areas of operation; the 

Connect Hub, 121 skills coaching,  work 

clubs and an Employability Skills 

Programme that supported customers to 

develop their work related skills and 

where appropriate, enter employment. 

Leaving Well
To help Lichfield customers who are 

leaving us to end their tenancies in 

the best way possible. 

Each service was delivered by a 

different colleague.

In 2014/15 Bromford trialled a new model of housing 
management. We gave it the catchy title of òService 
offer Pilotsó.

@BromfordLab



What if we stopped misery 

mapping and looking for deficits 

and weakness?



What if , instead ,  we asked every single 

employee in the social sector to look for 

assets and strengths?





If We Want Different Relationships, The Doing Must Be New And Different Too
You canõt change a relationship without actually changing your behaviour.


