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PROVIDENCE ROW HOUSING ASSOCIATION – QUALITY STRATEGY 

 

Providence Row Housing Association Management Board, senior 

leadership team and staff aim to achieve continuous quality 

improvement through a performance management framework.  

 

This document outlines Associations quality strategy.  

 

1. Internal  

 

▪ Strategic planning processes 

 

• Regular review & audits in all departments  

 

• Resident involvement & feedback  

 

• Service reviews  

 

 

 

2. External  

 

Through seeking ongoing accreditation or compliance with the 

following external standards frameworks: 

 

▪ Investors In People  

 

▪ ‘Regulator of Social Housing Regulatory Framework ( for 

registered providers) 

 

 

Aims  

 

1.  To provide high quality services to all residents.  

 

2.  To ensure that internal quality standards compare to best 

practice & stakeholder requirements.  

 

3.  To establish our residents’ perception of a quality service & to 

involve   residents in monitoring services 

 

4.  To ensure that quality is recognised & taken forward through the 

strategic planning process & policy framework 
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Objectives 

 

1. To provide high quality services to all customers.  

 

▪ Through training, supervision & appraisal, each member of staff is 

able to understand his / her role in providing a quality service.  

▪ All staff receive support in their role as outlined in the PRHA 

managers charter 

▪ All relevant staff receives training on complaints handling & 

customer care.  

▪ Internal & external audit systems identify areas of poor practice 

and services.  

▪ Examples of good practice are acknowledged, evaluated and 

shared.  

▪ Strategies, policies and procedures are reviewed regularly & new 

ones developed as necessary.  

▪ Standards are set for all of our key areas of operation. 

 

2. To ensure internal quality standards & performance compare to 

best practice & stakeholder requirements 

 

▪ PRHA staff participate in internal and external audits and 

assessment of our standards of practice.  

▪ PRHA benchmarks its performance with other Registered 

Providers through Housemark & the Tower Hamlets Housing 

Forum benchmarking group. We also benchmark with other 

supported housing providers. 

▪ PRHA uses external consultants to audit compliance with Health 

& Safety requirements. 

▪ PRHA uses external consultants to audit compliance with a range 

of policies , in particular financial systems & practice 

▪ PRHA services self-assess against support service standards  

 

3. To establish our residents perception of a quality service & to 

involve residents in monitoring services 

 

▪ Complaints and areas of concern will be investigated to prevent 

any recurrence of the problem.  

▪ Reviews of complaints are undertaken quarterly. Mechanisms will 

be developed to ensure that learning from this is fed back into 

practice.  

▪ Regular meetings will be held to establish views on current 

service & suggestions for future service both locally & across the 

organisation. These currently include: 

❖  house meetings  

❖ Central residents’ fora 

❖ advisory panels 

❖ working groups (e.g. on policies) 
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❖ Management Board membership 

❖ Customer care standards review 

          See also PRHA’s tenant participation strategy  

▪ All staff will be aware of & aim to fulfil the PRHA customer care 

charter 

▪ Residents satisfaction surveys are conducted regularly. 

▪ Estate/scheme inspections monitor agreed standards for 

cleaning & maintenance with residents  

 

4. To ensure that quality is recognised & taken forward through the 

strategic planning process & policy framework 

 

• All staff will be linked to the strategic plan through their 

department or service workplans & their annual appraisals.   

• Staff , residents & Board members shall all feed into each 

strategic plan review 

• Department or service workplans will incorporate the standards 

set out by both external & internal stakeholders & will aim for 

continuous improvement against these standards. 

• Performance targets are set relating to specific activities. These 

are monitored quarterly by all relevant managers & the 

Management Board 

• Policies and procedures are reviewed, developed where 

necessary and information cascaded to all staff to ensure 

procedures are undertaken in a co-ordinated manner.  

• Service Reviews are carried out regularly & are prioritised by the 

senior leadership team.  

 

Quality Management Responsibilities 

 

Quality management at a strategic level is the responsibility of the 

Management Board. Reports on performance against targets are 

considered quarterly. A tenant participation impact assessment is 

considered annually. Detailed reports on specific areas of operation are 

also considered at the scrutiny groups. Performance against the Quality 

strategy will be reported back through the strategic & business plan 

updates. 

 

Quality management at a corporate level is the responsibility of the 

Senior leadership team. This is then cascaded to managers through 

regular monthly meetings & the senior management team core briefing 

cascade. Relevant issues are then passed on to staff at their regular 

team meetings.  

 

Teams also discuss the following issues concerning the quality of service 

at their team meetings:   

 

 



 

CORPORATE POLICY & STRATEGY Quality Strategy 

Providence Row Housing Association VERSION: 2 

 

Effective Date: 1st April 2022 Review Date: 10th March 2026 

Approved by PRHA Board: : 2nd April 2026 File No: C24 

 

1.  Complaints  

 

2.  Resident Needs  

 

3.  Health & Safety issues  

 

4.  Preparing for and actioning specific audit results – internal and 

external  

 

5.  Working towards Accreditation from relevant external bodies  

 

6.  Environmental concerns – furnishings, housekeeping, catering, 

maintenance.  

 

7.  Co-ordinating training needs  

 

 

Review 

 

The Quality strategy will be reviewed annually 

 
 


