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About the work



How this work emerged

● Desire to improve the experience of leaseholders. In particular, information + 

communications provided to residents (this came through strongly in 

Leaseholder Satisfaction Survey)

● Desire for improvements ranging from quick + practical to more long-term 

strategic changes

● Cabinet Advisor report in February (Cllr Slater) 

● Desire to involve a representative group of residents, including those not 

usually heard (while also engaging with Leaseholder Forum)



An overview of the approach + where we are now

Understand 
leaseholder 
experience + 
priorities

Design ‘to be’ user 
journey + develop 
ideas for change

Prototype & test 
changes

Staff + Desk 
research: 
Understand ‘as is’ 
user journey + 
service model 

New YearOctober

*Councillor 
Roundtables



An overview of what we’ve done so far

Understand ‘as is’ user journey + service model 

30 Oct 6 Nov 13 Nov 20 Nov 27 Nov 4 Dec 11 Dec

Aim: Build initial understanding of current 
offer, problems and develop research 
hypotheses and plan

• Collect and analyse service data + info

• 2 x Prioritisation workshops for
o HOS + Service Managers
o Non- managers / frontline

• 1:1s with Contact Camden, DPS, Cllr Slater, 
Leaseholder Satisfaction Survey

Aim : Conduct staff research

• 1:1s, interviews, workshops, with Leaseholder Services, 
Contact Camden, Repairs etc. 

• Shadowing / observation of different teams

Aim: Support with 
Leaseholder Roundtables

• Discussion guide + 
observation

Aim: Prepare LH Research

• Leaseholder Roundtables 
(Dec)

• Leaseholder research (Jan)



PROVISIONAL: A more detailed look at our plans for the new year

January February March April 

Research with Leaseholders 

Making sense of research 
(staff + leaseholder)

Refine + Prioritise ideas 

Develop ideas

1 Jan 8 Jan 15 Jan 22 Jan 29 Jan 5 Feb 12 Feb 19 Feb 26 Feb 4 Mar 11 Mar 18 Mar 25 Mar 1 Apr

Finalise research prep

8 Apr

Create Prototypes

Testing and implementation
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