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Housemark Specialist Clubs 2021

Our Clubs provide the perfect platform for 

professionals from across the housing sector 

to join a network that lets them access best 

practice, the latest thinking and unique 

networking opportunities. Our Clubs inspire, 

excite and let housing professionals innovate in 

their organisations.

Across a range of topics relevant for housing 

professionals today, our Clubs allow you to 

explore new ideas, learn from our expert speakers 

and your peers, and give you the chance to 

discuss both the strategic and operational details 

of service delivery and improvement. 

Each Club meeting includes a fantastic line-up 

of in and out of sector experts and is managed 

by a dedicated Club manager. New speakers are 

selected for every Club meeting to introduce 

new and emerging topics, so every meeting feels 

different. 

At all of our Clubs, content is driven by members’ 

priorities and requests, truly giving you the 

chance to shape the agenda for the future. 

Between meetings you’ll benefit from specialist 

topic briefings and access to our Knowledge 

Base, an online database of housing articles and 

case studies.

Housemark Specialist Clubs are open to  

both members and non-members. Housemark 

members will always receive a preferential rate. 

Introducing Housemark  
Specialist Clubs
As a catalyst and change partner, we are here to give you greater 
confidence to make evidence-based decisions that make a 
difference. Our events programme provides opportunities for 
you to grow your network, develop your knowledge and always 
provides tangible takeaways for you to put into practice in real 
time.

Explore our 2021 programme 
and contact our events team 
at tina.reid@housemark.co.uk
to secure your place at one 
of our Clubs.
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Price:

One place:  £405+VAT (Housemark members) 

  £605+VAT (Non-members) 

Two places:  £605+VAT (Housemark members) 

  £805+VAT (Non-members)  
 

Customer experience has taken on a new definition and dimension 
in light of the pandemic. With increased regulatory requirements 
on the horizon, now is the time to make sure your organisation puts 
customer experience at the heart of what you do. 

This Club explores both the reactive and proactive nature of customer 
service, and the tools, skills and processes you need to define and 
deliver positive customer experiences. 

Club Manager: 
Richard Beevers
Richard is a leading consultant and speaker on 

customer experience, marketing and leadership. He 

has worked extensively in the social housing sector,

executing a wide range of projects around customer 

service excellence. Richard was formerly Marketing 

and HR Director of Capita Symonds and a board 

member of Gentoo Group. Richard is the author of 

the Investors in People Handbook, a Fellow of the 

Chartered Institute of Marketing, and has recently 

been named a Top 10 Star Influencer 2021 by 

Customer Experience Magazine.

• Complaint handling 

• Rebalancing the relationship between tenant and landlord 

• The impact on customer experience post-COVID-19 and the importance of 

reflecting on what we’ve learnt 

• Digital transformation and change – innovative best practice 

• The key links between employee engagement, customer service and 

organisational performance 

• How to define and measure productivity and return on investment in 

customer service 

• Customer segmentation and service tailoring 

• The importance of customer data and metrics analysis 

Customer Experience

Key content for 2021:

Membership:

• Three Club meetings

• Specialist topic briefings

• Access to our Knowledge Base, an  

online database of housing articles and  

case studies and our members’ forum 

The meeting delivered valuable 
insight...and useful tips and 
hints about improving customer 
satisfaction and use of the data.
Helen Beeson, Customer Contact Manager,  
Norwich City Council   

Housemark Specialist Clubs 2021
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Price:

One place:  £405+VAT (Housemark members) 

  £605+VAT (Non-members) 

Two places:  £605+VAT (Housemark members) 

  £805+VAT (Non-members)  
 

There is no doubt that the pandemic has accelerated digitalisation 
across the sector. In 2021, we continue to  embrace the opportunities 
and benefits that digital solutions bring - expanding your digital 
strategy and exploring new innovations to improve systems,  
services and enhance your customer experience.

Club Manager: 
Arturo Dell
 

Arturo is the Data Innovation Director at Housemark, 

leading on business intelligence, data innovation 

and product development. Known in the sector as a 

thought leader and practitioner in this space, Arturo 

was previously the Head of Business Intelligence at 

the London Borough of Camden.

Digital Futures

Key content for 2021:

Membership:

• Three Club meetings

• Specialist topic briefings

• Access to our Knowledge Base, an  

online database of housing articles and  

case studies and our members’ forum 

It was interesting to see how 
companies are working. Looking 
outside of my organisation 
helps us understand and 
address common issues.
Gareth Morgan, IT & Data Manager, Golden Lane Housing

• Delivering post-COVID digital transformation 

• Big data in social housing

• Engagement strategies to encourage channel shift in an omni-

channel environment  

• Preparing a business case for IoT in housing   

• Digital complaints handling   

• Data to decision making  

• Innovation and the art of the possible  

• Creating an agile digital strategy

Housemark Specialist Clubs 2021
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Price:

One place:  £405+VAT (Housemark members) 

  £605+VAT (Non-members) 

Two places:  £605+VAT (Housemark members) 

  £805+VAT (Non-members)  
 

Club Manager: 
Brent O’Halloran MBA MCIOB 

Brent has over 20 years’ senior executive experience 

in the housing sector and is a high profile advocate 

for improving the sector’s approach to asset 

management and compliance. He was formally 

Director of Asset Management at Hyde Group and 

is the architect behind the introduction of several 

successful big ideas including same-day repairs, , 

demand-led replacement, and increasing tenants’ 

choice in decent homes works. He set up a building 

safety taskforce and is currently working on setting 

up a building safety case programme for Clarion.       

• Zero carbon and its impact on asset management 

• The case for safety - how to make your buildings safe 

• Repairs and maintenance in a post COVID world - lessons learnt  

from lockdown  

• Procuring and negotiating a partnering contract 

• Resident engagement in repairs and maintenance 

• Asset and portfolio management - stock rationalisation approaches 

• Effective contract management  

Repairs and  
Asset Management

Key content for 2021:

Membership:

• Three Club meetings

• Specialist topic briefings

• Access to our Knowledge Base, an  

online database of housing articles and  

case studies and our members’ forum 

Effective repairs and asset management is a vital function for 
the sector. This Club looks at a range of practical and strategic 
approaches to ensure you are delivering a productive, positive 
service for your business and customers. Ideal for those responsible 
for achieving maximum value from assets. 

There’s always loads of relevant 
information delivered by the  
speakers on the day, and  
plenty of time to compare  
notes with our peers.
Andrew Vass, Together Housing

Housemark Specialist Clubs 2021
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Price:

One place:  £405+VAT (Housemark members) 

  £605+VAT (Non-members) 

Two places:  £605+VAT (Housemark members) 

  £805+VAT (Non-members)  
 

Lockdown and restrictions in 2021 increased the number of voids 
across the sector. Landlords are feeling the impact of lost income, 
increasing pressure to get properties to a lettable standard and to 
minimise the disruption in rent. Improving your voids performance, and 
communicating your journey to your board and other key stakeholders 
is vital. Join our Club to share best practice and common challenges, 
and explore solutions to maximise income and minimise risk. 

Club Manager: 
Richard Walker 
 
Richard is a highly skilled and experienced senior 

executive having worked for organisations including 

Metropolitan, Unity, Havebury and the Housing 

Ombudsman. He has extensive expertise in both 

delivery of housing services and providing service 

improvement consultancy. He is passionate about the 

housing sector, driving improvements in performance, 

efficiency and service experience. His key areas of 

expertise include service transformation, voids and 

customer experience.

Voids

Key content for 2021:

Membership:

• Three Club meetings

• Specialist topic briefings

• Access to our Knowledge Base, an  

online database of housing articles and  

case studies and our members’ forum 

Very informative speakers and 
a good opportunity to discuss 
common problems with 
colleagues and  peers.

Victoria Roberts, Allocations Manager, emh homes 

• Embracing disruptive technologies in voids  

• The financial impact of COVID on voids performance  

• Engagement strategies to improve team collaboration and cross-

departmental working  

• Using performance and cost data to drive improvements  

• Re-evaluating tenant engagement  

• How asset management strategies impact voids  

• Tackling long-term voids 

Housemark Specialist Clubs 2021
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Price:

One place:  £405+VAT (Housemark members) 

  £605+VAT (Non-members) 

Two places:  £605+VAT (Housemark members) 

  £805+VAT (Non-members)  
 

Club Manager: 
Dawn Smithson
Dawn has over 13 years’ experience working in 
housing and estate services and is currently Head 
of Building Support Services at Thirteen Group, 
managing a team of 90 colleagues in the facilities 
management team. With a wealth of experience in 
the retail, hospitality and development sectors, she 
is committed to delivering high quality services and 
providing exceptional customer experience. 

• The impact of regulatory requirements on estates and  

neighbourhood management

• Improving the quality of homes and communal spaces  

• Re-visiting the approach to tenant engagement and customer  

satisfaction in estate services

• Creating a sustainable approach to carbon reduction and the environmental 

impact on services  

• Building and fire safety – the impact of legislative changes

• Service charges – improving transparency and the role of estate services  

• Crisis management – lessons learnt from the front line 

Estate Services

Key content for 2021:

Membership:

• Three Club meetings

• Specialist topic briefings

• Access to our Knowledge Base, an  

online database of housing articles and  

case studies and our members’ forum 

The importance of home has been highlighted by the pandemic 
and creating places where your customers want to live is incredibly 
important. Estate services play a big part in creating happier, 
healthier communities. This Club tackles operational and strategic 
elements of delivering estate services, identifying good practice,  
and discussing and debating new approaches and performance. 

Sharing of knowledge with 
other members is invaluable to 
keeping on top of best practice. 
Chris Doughty, Radian

Housemark Specialist Clubs 2021



HouseMark Specialist Clubs 2021 8

Price:

One place:  £405+VAT (Housemark members) 

  £605+VAT (Non-members) 

Two places:  £605+VAT (Housemark members) 

  £805+VAT (Non-members)  
 

Record numbers of tenants are now receiving Universal Credit and 
with an uncertain economic outlook for 2021, welfare reform will 
continue to impact both housing providers and tenants. With a range 
of innovative initiatives out there, this Club provides a supportive 
network for you to exchange knowledge, access latest policy and 
share lessons learned from practical approaches. 

Club Manager: 
Sharon Collins
Sharon has over 30 years’ senior executive 

experience in the social housing, care and latterly, 

health sectors and is highly skilled at enabling 

collaborative transformation. She has recently 

supported the development of the ‘Keep Well 

Collaborative’, providing thought leadership and 

facilitation of multi-agency collaborative action which 

supports community health and wellbeing. Sharon 

retains a relentless passion to ensure community 

voices are heard and remain at the very heart of 

service design and improvement.

• The latest welfare reform policy and practice insight 

• Tenancy sustainability and safeguarding vulnerable tenancies 

• Views from the front line - focusing on best practice and emerging 

operational challenges 

• Protecting your rental income and improving year-end planning  

• Our role as community anchors – how to mitigate the unequal impact of 

COVID-19 across our most deprived communities 

• The importance of home on health and wellbeing - unlocking collaborative 

working 

• Data insight – performance, targets, reporting, budgets and service design  

Welfare Reform

Key content for 2021:

Membership:

• Three Club meetings

• Specialist topic briefings

• Access to our Knowledge Base, an  

online database of housing articles and  

case studies and our members’ forum 

The meetings provide insight 
into the impact of Covid-19, 
ideas of new ways of working 
and inspiration for new projects.
 
Laura Thomas, Income Management Manager,  
South Essex Homes

Housemark Specialist Clubs 2021
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