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Background
Southern Housing Group owns and manages 
over 30,000 homes across the South East 
of England. We are a business with social 
objectives, passionate about the difference we 
can make to our resident’s and customer’s lives. 
In the past year we have launched Southern 360, 
a new arm of Southern Housing Group which 
brings together our Independent Living for 
Later Life schemes, our Community Investment 
activities and our Supporting Independence and 
Care services.

Southern Housing Group is one of the largest 
providers of care and support services on the 
Isle of Wight and through Southern 360. We 
manage and deliver care and support services 
and specialist accommodation to over 700 
customers living predominantly on the Isle of 
Wight and also across the South East of England.

Our aim is to support and improve the lives of 
vulnerable adults and young people by focussing 
on what people are able to do for themselves 
and by supporting individuals, families and 

communities to have control over the way they 
choose to live. We are committed to reducing 
homelessness and fundamentally believe having 
a stable home is the basic human right for every 
person. Promoting independence and dignity 
are key to our service model. Our approach is 
underpinned by our corporate values of working 
together, doing the right thing and getting 
things done.

We have over 200 dedicated and trained care 
and support staff employed to ensure services 
are delivered within regulatory guidelines, 
such as those outlined by the Care Quality 
Commission, the Local Authority Supporting 
People programme, NHS and Adult Social Care.

We promote partnership working across our care 
and support services; social services, voluntary 
sector agencies, NHS, parent groups, carers and 
relatives are actively involved in the delivery of 
services.
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Our Services
We provide care and support services on the 
Isle of Wight to residents and customers with 
learning disabilities, people with mental health 
issues, autism, older people and those who 
are frail; we also provide services to vulnerable 
young people including care leavers, homeless 
families and people with complex needs.

Services are delivered across a range of specialist 
accommodation including supported housing 
schemes, extra care schemes, care homes, 
hostel and temporary accommodation, as 
well as providing care and support services 
to people living independently in their own 
homes across the community. We also work 
with other providers to deliver intensive housing 
management services.

Our accommodation-based  
services include:

• Care Homes for the frail elderly and people 
with learning disabilities

• Autism and learning disabilities

• Supported housing schemes for 40 people 
with a learning disability across 7 locations

• Homeless families’ provision with 26 
dispersed flats and a hostel offering short 
term accommodation for 20 families

• A women’s refuge scheme offering 6 units 
of accommodation to women and children 
fleeing domestic abuse

• Extra care provision with 26 flats housing 
people with a care and support need

• Temporary accommodation for young 
people, care leavers and people with complex 
needs with a total of 65 units spread across 
15 locations

• Specialist managed accommodation including 
2 care homes, 17 supported housing 
schemes where support and care is delivered 
by another provider, 8 of these are based on 
the Isle of Wight and 9 are dispersed across 
the South East of England

Services to people who live in  
the community on the Isle of 
Wight, including;

• Homecare services delivering care to over 50 
people living across the community in their 
own homes

• Community outreach services delivering 
housing related support to over 300  
people living in their own home or in 
temporary accommodation

Our care services are regulated with the  
Care Quality Commission and we have  
contracts with the local authority to deliver 
targeted support services.
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Across our services;

• We provide high quality care and support 
services within a challenging environment, 
focussing on the customer experience

• We ensure the principles of Safeguarding 
and protecting our customers from harm is 
fundamental within the delivery of our care 
and support services

• We deliver high-performing services and 
stretch ourselves to achieve outstanding 
ratings with the Care Quality Commission.

• Provide care and support services that enable 
every customer with a care and support 
need to achieve greater independence, safety 
and security in their home and the wider 
community

• Empower our residents and customers to 
have control over their lives and provide a 
range of opportunities for involvement in 
developing service provision

• Provide support and accommodation to 
reduce homelessness working with other 
providers to maximise opportunities for 
people to have a stable and safe home

• Provide specialist accommodation that meets 
the strategic needs of local communities 
and local authority priorities for appropriate 
housing options for the most vulnerable 
people

• Understand how important our staff are to 
our customers, along with continuity of care 
and support. We provide a robust induction 
and training programme for all workers, as 
well as opportunities for further development 
to ensure we attract and retain the best 
possible staff for our services.

• Work collaboratively with partners including 
Social Services, independent providers, the 
voluntary and community sector, other 
stakeholders and importantly with the people 
that need our advice, help and support in all 
that we do.
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Our Operating Environment

Our Strategy

The environment in which we are operating  
has never been more dynamic and challenging. 
At a time of austerity and budget constraints 
faced by the partners and authorities we work 
with, and a growing demand on services from 
an ageing population, there are even more 
challenges for us to overcome to fully deliver 
sustainable, viable and effective care and 
support services.  

The Supporting Independence and Care Strategy 
sets out our priorities and principles for providing 
care, support and specialist housing over the 
next 5 years and is aligned to the objectives 
in Group’s Corporate Strategy, underpinned 
by our values. Our customers are absolutely at 
the heart of our business- we take a person 
centred approach to all of our services, tailoring 
support and care to individual need; we provide 
our services as part of and within our wider 
communities, recognising the importance of not 
just the individual but of their environment in 
providing our services; and we fundamentally 
recognise the importance valuing, supporting 
and investing in our colleagues who are at the 
heart of our service delivery .

As our population grows older and people 
with care and support needs live longer, there 
will be additional challenges to our services. 
We are working to integrate social care with 
health services to help people remain well and 
independent for longer.

We need to be ready for change to support local 
strategy, explore opportunities for development 
and growth of specialist housing including extra 
care, be ready to tender for existing and new 
services, make use of technology and challenge 
ourselves to think and work in different ways  
to achieve positive outcomes for current and 
future customers.

We recognise the need to respond to the market 
and local authority strategy for developing care 
and support provision; to be flexible and not rule 
out opportunities for growth that are financially 
viable. We need to deliver services within a 
challenging market that meets demands and 
budgetary constraints but delivers provision that 
is fit for the future.

We want to remain a significant partner on 
the Isle of Wight delivering those services that 
are relevant and support our communities and 
we also want to consider opportunities on the 
mainland, supporting our managing agent role 
and our excellent extra care services.

In order to deliver these strategic objectives, we 
have identified key themes, aims and priorities as 
outlined below. These priorities are underpinned 
by the principles of organisational values and 
key legislation, including the Care Act 2014, 
Social Care Act 2012, Mental Health Act 2007, 
Homeless Reduction Act 2017and the Mental 
Capacity Act 2005.
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We recognise local authorities; the Clinical 
Commissioning Group and NHS are key partners 
and it is vital that their priorities for delivering 
services to people who live across the island are 
reflected in our approach. We also understand 
the benefits of good partnership working with 
private and voluntary sectors delivering care and 
support to Islanders.

Theme 1 
Services
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Aim Priority

Strengthen existing  
relationships and develop  
new partnerships to support 
growth and maximise 
opportunities for people who 
live within our communities

• Work with the Isle of Wight Council and other appropriate 
local authority partners to deliver care, support and housing 
solutions that meet the Local Authority’s strategies for 
housing, care and homelessness reduction. 

• Continue to play a pivotal role on the Island through active 
participation in key stakeholder groups to improve care 
and support for Island elders and those with vulnerabilities, 
autism or learning disabilities. 

• Work alongside trusted voluntary sector organisations who 
deliver experiences and services that improve the lives and 
outcomes of our customers. 

• Promote dementia awareness across our service provision 
and support opportunities for people to remain living in  
their home for longer by ensuring we are providing 
dementia friendly services. 

• Promote choice and control for our customers across our 
stock, actively engaging with our customers on how and 
where they want to live, responding to their feedback and 
consider how our services need to adapt and develop to 
meet their changing needs and expectations. 

• Develop our new Supporting People support services 
contracts in line with these principles ensuring we deliver to 
the local authority’s and our community’s needs and work 
collaboratively with other providers in this sector to reduce 
homelessness and prevent cyclical homelessness.
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The Island demography has created several 
challenges for supported housing and care 
providers, with an aging population and higher 
numbers of people with learning disabilities and 
autism. Our role is to provide attractive housing 
with care solutions to these groups of people 
struggling to maintain their independence.  
We also need to ensure we deliver a range  
of housing options for vulnerable and  
homeless people that support independence, 
health and wellbeing through creating 
psychologically informed environments that 
understand the history and needs of people 
entering our services.

Theme 2 
Homes
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Aim Priority

Work with key partners and 
stakeholders to develop and 
deliver innovative housing with 
care solutions

• Work with our partners to develop ‘step up and down’ 
accommodation to address shortfalls in provision and 
provide opportunities for people to avoid unnecessary 
hospital stays

• Develop and deliver models of extra care housing at Kleo 
Friend Apartments, Ryde Village and Green Meadows on 
the Isle of Wight that provide a wide range of housing 
options to older people and people with learning disabilities 

• Embed and evaluate the business, financial and service 
impact of extra care services which will provide attractive 
and much needed new homes, introducing a new model  
of housing to the island

• Based on our evaluation seek opportunities to replicate  
our extra care provision both on and off the Isle of Wight 
based on a financially viable model and defined support  
and demand

• Increase specialist housing options for people with a  
care and support need to live independently within their 
own communities

• Work with our health partners to pilot bariatric 
accommodation, to better support the provision of  
specialist accommodation and care services

• Review the use of existing stock to maximise  
opportunities to creatively diversify services to meet the 
island’s community needs and local authority strategy 

• Develop a model for our supported housing using principles 
of Housing First, psychologically informed environments 
and clinical supervision to promote better outcomes for our 
residents in temporary accommodation
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In a changing and challenging marketplace,  
we need to avoid over reliance on one main 
source of funding. We also need to develop 
our use of technology and digital solutions to 
support the daily work of our teams, inform 
better performance monitoring and provide 
evidence-based development of future 
service needs. We will strengthen our existing 
services and build new business through the 
diversification of income streams and work in 
partnership with local authorities to maximise 
delivery of our aims and objectives.

Theme 3 
Resources
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Aim Priority

Be a provider of choice  
within the wider market place 
by using our resources to 
engage potential customers, 
deliver outstanding services  
and demonstrate value 
for money to customers, 
commissioners and investors

• Proactively seek opportunities to build on those services 
where we have demonstrable skills and expertise, and  
which we can deliver with a financially viable model across 
our portfolio of projects and services, reflecting our  
priorities and wider partnerships 

• Develop and deliver a compelling care and support 
communication strategy to promote our reputation locally 
and nationally and effectively build our customer base

• Reduce our reliance on local authority funded homecare  
and expand our focus on personal funded packages of care 
on the Isle of Wight based on a robust business plan 

• Evaluate our role as a managing agent and consider 
extending this model of service delivery, strengthening our 
partnerships with other landlords, providers of care and 
support and local authority partners 

• Develop a recognised approach to evidencing our  
social value which will help to inform on how we balance 
cost, quality and performance to drive the best results for 
our customers 

• Care and support services to be digitally enabled to support 
the provision of services that can demonstrate value for 
money, provide improved ways to monitor performance and 
better methods to evaluate outcomes for our customers
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Our key ambition is to deliver a first-class service 
to all our customers through an engaged 
and valued workforce. We know we must be 
proactive, consistent and flexible and believe our 
staff to be our greatest strength in delivering a 
quality person-centred service.

Theme 4 
People
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Aim Priority

To deliver outstanding  
customer services through  
an experienced and dedicated 
workforce that can meet the 
challenging and complex needs 
of our customers

• Link into national best practice to develop a specific 
approach to attract new recruits; 

• Build a flexible workforce model that will ensure a 
responsive, dependable care and support service for all our 
customers, making best use of teams to support better ways 
of working 

• Welcome diversity from minority populations, including 
LGBTQ and BAME and encourage colleagues and the 
people we work with to celebrate differences within our 
communities.

• Create the right employment conditions to attract and retain 
the very best employee workforce; ensure equality in pay 
and recognition and reward initiatives. 

• Conduct improved workforce surveys to sense check how 
they feel about working for Southern Housing Group and 
improve on this feedback year on year.

• Conduct exit interviews to understand why people leave our 
workforce and ensure any learning is fed back and acted 
upon to improve staff retention.

• Maintain and improve our Good and Outstanding Care 
Quality Commission (CQC) ratings for all regulated services.
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Aim Priority

To deliver outstanding  
customer services through  
an experienced and dedicated 
workforce that can meet the 
challenging and complex needs 
of our customers

• Ensure strong leadership is demonstrated across the service, 
individual and team objectives are aligned to strategic 
priorities and core values are modelled throughout service 
delivery – We Work Together, We Get Things Done and We 
Do the Right Thing

• Build on the establishment of the new Community 
Investment and Care Committee to support oversight and 
strategic direction for existing services and opportunities for 
future development 

• Embed a digital solution to support the provision of  
care and support services to our customers so that our 
workforce can access real time information on complex and 
challenging customers.
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Managing Risk
We recognise that we are operating within an 
environment which is challenging, complex 
and at times ambiguous. We understand risk 
awareness must be embedded strategically and 
operationally to ensure we are well positioned to 
respond to uncertainties we may face and realise 
opportunities that may arise. 

To manage and mitigate risks and to place 
ourselves in a positive and sustainable position, 
we will;

• Ensure that all new tenders and contracts 
deliver a clear margin to enable Supporting 
Independence and Care (SI&C) to progress 
towards a cost neutral operating base. Each 
new business case will require Executive 
Management Team and Community 
Investment and Care Committee approval

• Ensure that services we provide are safe for 
our customers and the quality of care and 
support being delivered is maintained at the 
highest level

• Keep abreast of national and local change 
within our market environment and ensure 
we adapt and evolve to respond to changing 
demands of our commissioning bodies

• Recognise the need for growth to be 
measured, sustainable and financially viable

• Continue to manage our financial 
performance closely, focussing on ensuring 
we manage risks around financial income 
and operational costs without compromising 
the quality of services we provide

• Compliance with CQC frameworks is a 
regulatory requirement. We will stretch 
ourselves to maintain and exceed ratings  
for our care services

• We will ensure a robust process for internal 
quality assurance continues to measure our 
performance and promote continuous service 
improvement which is evident in results of 
future inspections

• We will continue to invest in our staff by 
recognising opportunities for development, 
succession planning, providing work 
placements and apprenticeship programmes

• Embed a digital solution for our care and 
support planning processes to ensure real 
time information is available to our workforce 
and commissioners and reduce risk
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Governance
Our internal Quality Assurance and Engagement 
team will monitor our progress against 
this strategy, which will ultimately be the 
responsibility of the Head of Sheltered and 
Care Services to deliver. Regular reports and 
KPI performance will be submitted to our 
Community Investment and Care Committee 
for scrutiny and oversight and shared with our 
stakeholders and customers.

Measuring our success
• We have a broad range of key performance 

indicators for our contracts with local 
commissioners and these will provide a 
baseline for our position and give us the 
means to set targets for improving these 
indicators during the lifetime of the contracts 
we have.

• In addition, we will measure the following to 
demonstrate the success of this strategy:

• Retain and improve CQC ratings across our 
regulated care services

• Remain compliant across local  
authority contracts

• Achieve no less than 90% in terms of 
customer satisfaction levels

• Increase to 85% the number of people 
sustaining their tenancies

• Deliver digital solutions to improve services 
through access to accurate data and key 
performance indicators, helping to deliver 
value for money services

• Maintain a financially stable care and support 
service, ensuring services are future proofed 
and meet local and national strategy

• Increase the percentage of personally funded 
homecare customers from 20% of total 
service delivery to a minimum of 60% of 
service delivery by 2025

• Workforce satisfaction surveys show strong 
levels of engagement with the organisation

• Staff retention is improved or maintained

• Engage with our stakeholders through 
inspections and surveys to evaluate feedback 
and support our success

We will report on our success to the Community 
Investment and Care Committee and EMT to 
review progress against our aims and priorities 
on an annual basis, or as required to meet 
changes in legislation, such as the Green Paper 
for Health and Social Care.


