
Metropolitan Thames Valley (MTVH) is one of the UK’s largest housing associations, 
providing affordable homes, and care and support services. It owns, manages or administers 
around 57,000 homes across London, the Southeast, East Midlands and East of England. 
Through its hard-working and committed care and support staff, MTVH is constantly striving 
to provide the best possible service to residents, playing an active role in the community and 
building a better future for generations to come. 

MTVH offers a range of supported accommodation for older people, those with mental health 
challenges, people dealing with homelessness and other higher needs groups. As well as 
delivering training programmes, events and activities for its residents, MTVH is also committed 
to listening to residents and working alongside them to meet their needs.

As a member of the National Housing Federation and the G15 group of London’s largest 
housing associations, the organisation also plays an active part in influencing policy to benefit 
its customers and the wider sector.

Metropolitan Thames Valley Housing 
increases contact and 

digital engagement with customers.

The Challenge

MTVH was looking for an effective and reliable way to increase 
contact with customers, which was good value for money and 
came with minimal disruption. They wanted a solution that 
would enable easier and greater communication with their 
residents so they could check everything was OK at their 
properties, understand when their homes might be vacant, 
increase tenancy sustainment and be able to meet their 
customers’ changing needs. As part of the requirements, 
MTVH wanted a technology solution which would be 
adaptable to their changing needs as well as those of their 
customers, and have longevity through future technological 
developments. As the organisation operates a varied range of 
services spread over a wide area, staff are not always present and 
some properties have no regular staff presence, so they 
wanted a solution which maintained contact and identified any 
welfare needs.

Case Study

In early 2023, MTVH asked us to bring 2000 more of its 
properties across the East Midlands onto the Housing Proactive 
service to grow engagement with its older customers.
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Alertacall’s Housing Proactive Solution

Alertacall has helped MTVH to have better two-way engagement with residents since 2017 when 
we first deployed our Housing Proactive service at 300+ properties in the Midlands. We also 
recently implemented the service at one of their homeless schemes in Huntingdonshire. 

In early 2024 Alertacall deployed Housing Proactive across 2000+ properties designated for older 
people in the Midlands, using our intuitive, portable touchscreen.

The easy-to-use device lets customers send messages to MTVH and receive regular news and 
updates back from their landlord. They are also able to report repairs and issues such as damp 
and mould or antisocial behaviour, as well as complete tenant satisfaction surveys.

The portable touchscreens use multi-network SIM cards and are quickly and easily deployed in 
people’s homes using mains power, so there is no need to install extra wiring. Each resident has 
their own portable device, which can be plugged in where is most convenient for them, making it 
much more likely they will use it compared to a device fixed to a wall. 

The touchscreens are a straightforward way to establish digital connectivity for people who do not 
already have a computer or smartphone, and they have been developed with older and 
higher-needs people in mind.

How did Alertacall help?
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“At MTVH we are 
committed to putting our 

customers first and constantly driving 
improvements in their standard of living, 
our properties and the support we offer. 

So, it has been a real pleasure to work with 
Alertacall on installing their touchscreens and 
using Housing Proactive, a service which does 
so much to help residents and our colleagues.

Alertacall have gone out of their way to 
provide all the information necessary 

to make the process as smooth 
and hassle-free 

as possible.“ Andrew Reston
Director, MTVH Support
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The Touchscreen Device
In addition the touchscreen comes 
with a whole host of different 
features, including:

•	OKEachDay® - The option of 
using Alertacall’s OKEachDay service to 
ensure people are connected every day 
and maintain flexible, regular contact
•	Surveys - Tenant feedback is critical 
to improved service and the survey app 
enables quick responses
•	 Important Messages - The ability 
to receive regular reminders about 
issues such as fire safety and other 
important information
•	Daily Contact - Where there is 
limited staff availability, the daily 
contact and messaging capability 
ensures that every customer is safe, 
connected and informed. 

As an organisation which puts its customers first, MTVH is committed to making the deployment of 
Housing Proactive as simple and straightforward as possible.

Alertacall visited customers in all the schemes to carry out presentations to introduce the service, how 
it works, talk them through the details and answer any questions. People were very enthusiastic about 
being able to report repairs using the touchscreen and the potential to use the OKEachDay® service.

Straightforward Implementation

We also spent time with the organisation’s friendly and 
committed staff, discussing Housing Proactive and the 
benefits it will bring to them, particularly around 
messaging and the ability to easily survey people from 
the touchscreen. Staff also liked the fact that Housing 
Proactive is a flexible service which can be tailored to 
the individual - be that how much contact they receive, or 
the way in which they communicate with MTVH -  via text, 
call or digital platform.



It is really fantastic to be able to work alongside the team at MTVH who share the same 
customer-centric values as Alertacall and who recognise the need to offer a more tailored and 
flexible approach to housing management. 

They understand that one size doesn’t fit all and that they are able to provide a better 
service through Housing Proactive. MTVH have really enjoyed working with Alertacall’s 
project team, contact centre and our installers and we’re looking forward to the prospect of 
expanding the service and relationship in the future.
 
Above all, it is great to know that residents can now use a reliable, resilient and convenient 
service to ensure they remain safe, connected and informed for a long time into the future.

Looking Forward to the Future

To find out more about how Alertacall can help your organisation email: 
contact@alertacall.com

“We are now able to 
communicate regularly with 

residents  to ensure we provide the 
right level of service and support for 

everyone in an efficient way. 

The touchscreens are very straightforward 
to use and it is fantastic to be able to 

connect digitally with customers who were 
unable to do so before. 

We’re all really looking forward to 
continuing to work with Alertacall on 
improving the lives of our residents 

and making it easier for our 
colleagues to meet 

their needs.”

Jude Cross
Head of Care and Support, 

Midlands & East
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