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This plan sets out our commitment to a vision of the  
future in which Southern Housing Group is affirmed by  
our residents and partners to be a trusted, caring landlord, 
that listens to residents, and continues to provide  
high-quality homes in places people are proud to live.

In the 120 years since Southern Housing Group was 
founded, the world has changed beyond recognition,  
and we are adapting too. We now provide homes to  
over 77,000 people and our community of residents  
is growing. The pace of change around us all has sped  
up and, as a nation, we face significant immediate and 
long-term challenges: figuring out how we live in a  
post-Brexit, post-pandemic world whilst continuing 
to tackle the country’s housing crisis and the climate 
emergency. The lasting legacy of the terrible fire at  
Grenfell Tower in 2017 has been to shine a light not only 
on the importance of stronger building safety regulations, 
but also on the relationship between residents and 
their landlord. We’ve always believed in listening to and 
empowering residents by working together, and we have 
been working with residents over the past two years to 
re-shape how residents’ voices are involved in the decisions 
which affect their lives, and how we are held to account.

CHIEF EXECUTIVE’S  
INTRODUCTION

There are two major challenges facing us: making  
homes compliant with new building safety regulations  
and making our contribution to the UK’s target to be  
a net zero carbon nation by 2050. This is going to require 
significant investment over the next decade in our homes 
and technology.

This plan sets out what we will do to begin overcoming 
these challenges during the next three years. It will require 
thinking and working differently in ways that enhance 
partnership with our residents, contractors and funders, 
focusing on the quality and long-term sustainability of 
homes, embracing digital technology and services, and 
operating ever more efficiently.

Above all, we’re committed to doing this whilst staying  
true to our purpose and values.

Alan Townshend  
Group Chief Executive
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Southern Housing Group was established in 1901 and has grown to become one of the largest housing associations  
in the south east of England. We house around 77,000 residents, own and manage over 30,000 homes and work with 
more than 40 local authorities. We employ over 1,000 people, offer a range of housing products for rent and sale,  
and undertake a wide range of activities to improve the lives of our customers. We are a business with social objectives, 
which means we invest every penny we make and more into good quality homes and services for people in housing need.

Performance

In 2019-20, we generated a surplus of £23.3m and invested a total of £290m in developing, maintaining and improving 
existing and new homes and communities.

ABOUT US

We house around

77,000
residents across 
the South East  
of England 
2018/19

We manage over

30,000
homes and work 
with more than 40 
local authorities
2018/19

We employ over

1000
people in  
a diverse range  
of departments
2018/19

Invested a total of

£290m
in developing, 
maintaining  
and improving
2019/20
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Southern Housing Group Limited (“Southern Housing 
Group” or “the Group”), the parent company, is a 
charitable organisation and both it and Southern  
Home Ownership Limited are registered providers of 
affordable housing and are regulated by the Regulator  
of Social Housing. 

Three further registered providers joined our Group 
structure in 2020, Rosemary Simmons Memorial Housing 
Association Limited, The Fellowship Houses Trust, and 
Hewitt Homes, together making up Crown Simmons.

Southern Space Limited has a one third share in Triathlon 
Homes LLP, which owns over 1,300 affordable homes  
at the East Village, the former Olympic Park. The Group  
has managed this stock on behalf of Triathlon since 
November 2019.

Southern Housing Group Limited has an overall 50% 
share in Affinity (Reading) holdings Limited which in turn, 
holds 100% of Affinity (Reading) Limited which was set 
up to operate a Private Finance Initiative contract to deliver 
refurbishment, management and maintenance of 1,318 
Reading Borough Council homes.

Southern Development Services Limited provides project 
delivery services for companies in the Group.

Spruce Homes Limited is a wholly owned subsidiary of 
Southern Housing Group Limited providing homes for 
private rent.

Southern Housing Construction Limited is a wholly owned 
subsidiary of Southern Housing Group Limited and provides 
construction services to the Group.

Legal structure
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Governance

The Group’s Board is collectively responsible for the long-term success of the Group. The Board has a formal schedule of 
matters specifically reserved for the Board’s decision.

These include matters relating to:

• Determining the strategic direction of the Group and setting out its mission, vision and values
• Approving higher level strategies, long-term plans and objectives to achieve the vision
• Financial control
• Risk appetite and management
• Governance and the system of delegation
• Monitoring the Group’s performance
• Accountability to stakeholders 

The Board has delegated the operational management of the Group and its subsidiaries to the Chief Executive and the 
Executive Management Team and holds them to account. The Board meet at least five times a year to look at operational 
and business activities and hold at least one annual seminar to discuss strategic issues. Our scrutiny forum is entirely made 
up of residents who have a direct line to our Board and provide advice and recommendations from their programme 
of scrutiny. The involved resident groups review and collate feedback from groups of involved residents, ensuring our 
residents and customers voices are heard right at the heart of our governance and decision-making. The Board also has 
overall responsibility for the administration of sound corporate governance throughout the Group and is responsible for 
overseeing progress towards our strategic objectives and vision.
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Operating Structure 

The Group’s operations are organised across four executive directorates, each reporting in to our Chief Executive and 
through the Executive Management Team, to our Board. The Directorates are responsible for:
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02. 
Strategic  
Objectives
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OUR PURPOSE, VISION, VALUES 
AND OBJECTIVES 

Our values let everyone know how we work to achieve  
our vision and strategic objectives. They are:

We work together, so that we can make it easy for  
our residents, colleagues, contractors and partners  
to achieve more than we could by working alone.  
By talking, listening and sharing, we work as a team.

We do the right thing, so that we can give value to 
our residents, customers and their communities, always 
focusing on how we can serve our social purpose. We 
challenge what we’ve always done to find a better way.

We get things done, by doing the basics brilliantly, 
doing what we say we will, finding solutions and making 
things happen. 

Our vision for the future

We will be a trusted, caring landlord, listening to our residents, providing high-quality homes,  
services and care in places people are proud to live.

Our residents and customers

Our residents and customers have told us that they want 
to be heard in different ways and that we must find better 
and more inclusive ways to listen, engage and empower 
them. Our commitment to this runs throughout this plan. 
This corporate plan has been shaped by what residents 
have told us is important to them. We also held two 
resident focus groups to feedback specifically on this plan. 

We recognise that people who live in our homes and 
receive services are both residents and customers and  
we will use both these terms throughout this document  
to reflect the varied relationships we have with them.

Our values

We exist to provide high-quality homes, services and care for those in housing need. Our purpose is to make  
our residents’ and our communities’ lives better, working as a business with social objectives.

Our purpose 
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Our strategic objectives

Achieving our objectives depends on working together in new and different ways to overcome the two most significant 
challenges we face: making homes safe and making them sustainable, whilst continuing to provide high quality homes  
and services. This plan commits us to working in partnership to achieve five strategic objectives. Each strategic objective 
has a number of supporting objectives, and these are the priorities we will focus on over the next three years.

Strengthen  
our finances

Invest in our  
homes, strengthen  
our communities

Listen to  
our residents

Build greater trust,  
transparency and  
accountability

Empower  
our people
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Our objectives (explained)

Strengthen  
our finances

• Increase our income and decrease our operating  
costs by delivering our efficiency programme

• Improve key financial performance metrics in line  
with our Board’s targets

• Deliver value for money through agile working  
and digital services

Build greater trust,  
transparency and  
accountability

• Regain and maintain our ‘G1’ regulatory  
governance rating from the Regulator of  
Social Housing

• Involve our residents in the decisions that affect  
their lives, and be accountable to residents for  
our performance

• Maintain a transparent and accountable  
governance framework, ensuring residents are  
part of our governance

• Ensure the organisation is representative of the 
communities we serve

• Work with stakeholders to strengthen key  
local relationships

Invest in our  
homes, strengthen  
our communities

• Ensure all our residents have a safe home

• Provide more homes for people in housing need  
in the areas where we work

• Provide excellent care and support services

• Maintain and manage properties, estates and 
neighbourhoods that people are proud to live in

• Improve the energy efficiency of new and existing 
homes and set out our pathway to net zero carbon

• Seek out opportunities to partner with organisations  
to create investment that strengthens communities
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Listen to our residents

• Involve residents in improving how the services that 
matter most to them work 

• Be respectful of our residents, listening and 
communicating openly and reliably 

• Be accountable to residents for resolving complaints

• Learn from complaints and make changes to improve 
our services

• Be easy to work with, making use of digital 
technology and inclusive, resident-led service design

Empower our people

• Be a supportive, inclusive, diverse and equal 
opportunity organisation 

• Be a place where colleagues are proud to work

• Empower our people to respond to residents’ service 
requests in an efficient and effective way 

• Work together with contractors that share our values

• Adopt digital technology to enable colleagues with 
the right tools for the job

• Equip our colleagues with the information, skills and 
capacity to embed change
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OUR OBJECTIVES  
IN CONTEXT

Our five objectives have been shaped by, and respond to, the rapidly changing landscape and context we  
operate in. They reflect how we are responding to the challenges we must face, and opportunities that we  
must take to continue to fulfil our purpose and achieve our vision. Below, we discuss the context for, and drivers  
of, our strategic objectives, and look at the opportunities and risks that will shape how we respond in the coming  
years. The next chapter sets out how we will measure our progress towards our strategic objectives.

On 14 June 2017, a fire broke out at Grenfell Tower,  
a 24-storey block of flats in West London. Seventy-two 
people lost their lives, and a whole community suffered 
greatly. In the aftermath, the inquiry into how the fire 
came about, along with an independent review of building 
regulations and fire safety (the Hackitt Review), resulted in 
new practices to assess and reduce safety risks.  

We believe in doing the right thing – it’s one  
of our values so we have not hesitated when it  
comes to implementing improved safety standards.  
However, higher standards mean higher costs.  
 
Following year-on-year rent reductions  
2016-2020, and combining this reduced income with  
the significant investment required over the coming  
years, our first strategic objective is to strengthen  
our finances so that we can be resilient in response  
to these pressures.   

To do this, we must make savings, operate more  
efficiently, and increase our revenue from sales and  
lettings in order to improve key financial performance 
metrics so that, when needed, we can seek investment  
from funders at competitive interest rates. 

Operating efficiently and making the best use of  
our residents’ money is also important to residents,  
who want the best value services. So we have begun  
an efficiency programme that seeks to increase our  
revenue and decrease our operating costs. 

This means we will be investing in the maintenance,  
safety and energy efficiency of our homes, and will 
also continue to acquire and build desperately needed 
new homes – from homes for outright sale and shared 
ownership which generate sales income, to affordable  
and social rented homes for our future residents.  

Following the Covid-19 pandemic and the UK’s exit 
from the European Union, we face a period of economic 
uncertainty. We need to be ready for a further period 
of austerity in public spending as we emerge from the 
pandemic. So, we need to be creative and innovative to 
make our money go further.   

We have been investing in our underlying technology, 
software and data capabilities over the past three years 
which has laid the groundwork for our workforce to 
operate in an agile way, and for more services for residents 
to be offered digitally. Our Connected Customer and 
Connected Colleague programmes have been initiated  
to make the best use of digital tools so that it is easy for 
our customers to access information and services, and for 
our colleagues to stay connected. These programmes aim 
to deliver value for money through agile working  
and digital services, by making it easier, quicker and 
cheaper to provide information and services to customers.  

Our resident scrutiny and engagement forums will  
be involved in monitoring our progress towards 
strengthening our finances and ensure we deliver  
this objective in line with residents’ priorities. 
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Governance is about doing the right thing at all levels – 
from how our Board makes decisions, to our day to day 
interactions with residents. We have continued to improve 
our governance and the way we involve our residents in  
the decisions that affect their lives over the past two years.  
This work is driven by our values, in particular ‘doing the 
right thing’ and a governmental review of social housing, 
which is part of the legacy of the Grenfell Tower fire.  
That review, published in the Social Housing Green Paper 
in 2018, found that while some landlords did better than 
others, residents across the country were consistently not 
listened to, not respected and, at worst, stigmatised.  

Residents want to be able to hold their landlord to  
account, and in the two years since the green paper,  
the sector has been working with government,  
the Regulator of Social Housing, the Housing Ombudsman 
Service, and tenant representative bodies, to make changes 
to the way social landlords are regulated. These proposals, 
set out in November 2020 in the Social Housing White Paper, 
will now form part of legislation to ensure residents are 
safe in their homes and landlords are open and transparent 
with residents, involving them at all levels of organisational 
scrutiny and decision-making. 

In partnership with our residents, we have already made 
significant strides towards strengthening the way residents’ 
voices are heard and, to affirm our commitment to this,  
have set ourselves the supporting objective of involving  
our residents in the decisions that affect their lives  
and being accountable to residents for our performance. 

In the summer of 2019, we visited over 50 estates and 
neighbourhoods to ask our residents and customers what 
was important to them and how they would like to be 
involved. One of the many outcomes of this was to begin  
co-creating our resident involvement and scrutiny forums 
which are embedded in our governance arrangements.  
It’s from this foundation that we set ourselves the 
objective of maintaining a transparent and accountable 
governance framework, ensuring residents are part of 
our governance, from our Board, resident involvement 
and scrutiny forums, right through to the regular policy and 
service delivery decisions our colleagues make day to day. 

We are committed to ensuring residents are at the  
heart of decision making and that our organisation  
is fully representative of the communities we serve.  
We believe in the strength that diversity of thought  
and experience brings to enhancing how we serve  
and get things right. 

Through working with expert organisations such as 
Stonewall, Disability Confident and HouseProud, the 
Housing Sector’s LGBTQ+ network, as well as our own 
staff networks and sector peers on initiatives like the G15’s 
Accelerate BAME leadership programme, we aim to ensure 
that our governance, leadership and decision-making at all 
levels is diverse and reflects our communities. 

Cyber security and data  

Facing ever mounting pressure from cyber criminals,  
and the growing pace of technological change, we have 
made progress in the last two years towards strengthening 
our cyber security. We have achieved Cyber Essentials 
accreditation in the last year and our priority in the coming 
years is to remain vigilant to these threats and ensure the 
highest levels of cyber security. 

How we protect and manage data about our residents 
and our business operations is critical to being a trusted 
landlord. We view data as an asset, and in the same way 
that we invest and maintain our residents’ homes, we are 
improving the way we invest in and maintain the security, 
accuracy, relevance and use of the data we hold in line  
with the UK General Data Protection Regulation (UK GDPR). 

Partnership and impact in key local areas 

Under our governance objective, we aim to work  
with stakeholders to strengthen key local relationships 
where we own and manage a large number of homes.  
We recognise that in an environment where both the  
public sector and housing associations are continually 
challenged to do more with less, that focusing efforts  
and working together with partners in specific localities 
means an impact can still be made towards improving  
the lives of residents and their communities.  

Build greater trust, transparency  
and accountability
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Investing in our homes and improving  
our communities

As a provider of high-quality housing and care services, 
investing in homes and neighbourhoods and supporting 
our residents’ communities has always been at the core of 
what we do. Looking ahead, building safety regulations, 
the challenge of climate change, and our commitment to 
care services, are shaping our need to focus in key areas. 

We want to make it clear; the safety of our residents 
in their homes is our number one priority. We are fully 
committed to ensuring all our residents have a safe home. 
This means each and every one of our homes will comply 
with Fire and Building Safety legislation, and that residents 
are involves in, and can access, information about their 
building. We will communicate clearly working through  
our building safety teams and contractors to deliver our 
safer buildings programme.  

Specialised safety inspection skills and parts that meet 
new regulations are in high demand, with supply chains 
potentially being further disrupted by the pandemic and 
Brexit. By establishing a building safety team, we will 
proceed with works as quickly as we can, taking a risk-
based approach, and always taking the time for quality. 

Our objective ‘to strengthen our finances’, is a response 
to the impact that the cost of building safety works will 
have. The cost of building safety works is also likely to 
affect some residents in the coming years, at an already 
challenging time for the nation economically. Some of  
our residents, particularly shared owners and leaseholders,  
have already been affected by changing building regulations 
that make it difficult to re-mortgage or sell their home 
without the right building inspections taking place.   

Our building safety team has been working tirelessly to  
get the necessary inspections underway and obtain as 
many signed ‘EWS1’ forms as possible, and we will be  
open and honest with residents about how long it may 
take to understand the scale and costs of works needed  
to high rise buildings. We will continue to work with  
the G15 group of London’s largest housing associations, 
and the National Housing Federation, to urge the 
government to ensure building regulations are clear  
and appropriate, and lobby for help for leaseholders.  

The social housing white paper says that every social 
housing resident can expect a good quality home and 
neighbourhood to live in. The government and Local 
Authorities are currently reviewing the Decent Homes 
Standard which sets out the standards socially rented 
homes must meet. 

The current standard was introduced a long time  
ago and our homes invariably meet this standard  
and more. We expect the revised standard to go  
much further than in the past, incorporating things  
like energy performance. We also plan to incorporate 
resident survey feedback about their homes and  
estates into our performance management and  
scrutiny frameworks.  

The Group remains committed to providing more  
high-quality homes in the areas we work by growing 
the number of homes we can offer to current and future 
residents, through building new homes and exploring 
acquisitions and new partnerships with organisations  
like Crown Simmons Housing, an organisation that we  
were very proud to have join our Group in 2020. 

We are investing in the smarter use of data to inform 
decisions about where to invest our resources to have  
the most impact for residents. This may mean identifying 
those properties that, because of their age or construction,  
will struggle to meet new safety and environmental 
regulations; that the Group can no longer manage 
effectively or cost-efficiently; or that have the potential  
to better meet local housing need. Within our development 
programme, we are exploring how we can reduce  
and ultimately eliminate the carbon footprint of new  
build homes.  

We are building a range of homes for social and  
affordable rent, shared ownership and outright sale in 
our heartlands to help more people who need a home 
and at the same time deliver more efficient services to 
new residents and those who already live nearby. We are 
committed to delivering 2,005 new affordable homes by 
2025 across the capital and the South East in partnership 
with the Mayor of London and Homes England. 
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A core part of our work is to maintain and manage 
properties, estates and neighbourhoods that people  
are proud to live in. Our housing management and  
estate cleaning and gardening teams have continued  
to operate safely at our schemes throughout the  
pandemic, and we’re proud of everything they’ve  
achieved to keep up repairs and ensure neighbourhoods  
are clean, as well as addressing issues like anti-social 
behaviour and domestic violence during lockdown. 

Strong communities play an enormous role in  
supporting families and individuals at times of difficulty,  
and our Community Investment team are at the forefront  
of our efforts to strengthen local relationships and  
provide opportunities for residents to come together  
on issues that are important to them. 

Through our Community Investment team, we will  
seek out opportunities to partner with organisations,  
to create investment that strengthens communities   
like our Many Sisters project, which was granted  
funding from J.P. Morgan, the global investment bank,  
to support BAME women in Hackney, Tower Hamlets  
and Newham with financial resilience skills.  

In 2019 we 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 360 has been created to strengthen  
our commitment to help improve the lives of our residents 
across all ages and communities. 

Through Southern 360, we are committed to  
providing excellent care and support services, supporting 
our residents’ health and wellbeing, and strengthening 
neighbourliness and communities. 

Our Supporting Independence and Care services strive  
to provide person-centred care and support in our care 
homes and floating support provision. We are committed 
as an organisation to maintaining and improving our  
‘good’ and ‘outstanding’ Care Quality Commission (CQC) 
ratings for all regulated services.

We are committed to strengthening our work with 
residents and partners to identify and support victims 
of abuse. Our statutory Safeguarding responsibilities 
mean that it is our duty to respond to concerns and keep 
residents safe in their homes. This extends beyond our 
commitment to fire and building safety requirements  
to supporting and enabling people to live safely in their 
homes and communities. 

We’re showing commitment by rolling out an improved 
training programme for our leaders and colleagues this 
year and working to become accredited by the Domestic 
Abuse Housing Alliance (DAHA) through adopting their 
best practice approach to responding to victims of domestic 
abuse. Promoting awareness of Safeguarding is a priority 
particularly at a time when the impacts of ‘lockdowns’ have 
exacerbated the risks to those isolated and at risk of or 
experiencing abuse of any kind.

We are commited to ensuring our homes are affordable 
to heat and comfortable to live in. We must meet the 
nationally prescribed goal of all rented properties meeting 
Energy Performance Certificate ‘C’ and above by 2030. 

Over the next ten years our planned works programme  
will ensure that existing homes’ heating and insulation 
systems are upgraded whilst our new build development 
approach will meet higher standards of energy efficiency. 
But that’s only part of the journey towards greater 
environmental sustainability. 

Over the next two years we will set out our pathway  
to net carbon zero, which over the long term will see 
Southern Housing Group become a zero-carbon housing 
provider and developer, and make our contribution  
towards the UK’s target of being a net zero carbon 
economy by 2050.
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An important legacy of the Grenfell Tower tragedy and 
the Government’s Social Housing White Paper is the focus 
on ensuring residents’ voices are heard at all levels and 
acted upon. Our residents and customers have told us that 
they want to be heard in different ways and that we must 
find better and more inclusive ways to listen, engage and 
empower them.   

We have already created new forums and  
opportunities for residents to be involved, scrutinise and 
shape services, and hold us to account. Our resident 
engagement strategy – co-created with residents in 2019 - 
is enabling us to deepen the involvement of our residents 
and customers and embed co-creation principles in the  
way we work together.  

Opportunities for residents to be involved at the local 
neighbourhood, estate and community levels as well as 
in the group’s governance have been enhanced so that 
residents can be involved in ways that work for them.  
It is important that over the lifetime of this plan we 
continue to develop, in partnership, the ways in which  
we involve our residents in improving the services that 
matter to them.  

In the summer of 2019, we consulted over 450 residents 
which kicked off the work to co-create our approach 
to resident involvement and scrutiny. One of the things 
residents told us loud and clear was that it is important  
to have a say in the repairs carried out in their homes,  
and that we should try to get the repair right first time.  
 
Residents have also told us that a good service  
means being respectful, listening, and communicating 
openly and reliably. Over the next three years we will  
focus on involving residents in improving services that 
matter to them most to make sure that we’re easy to  
work with, and we make use of digital technology and 
inclusive resident-led service design, including developing 
our customer portal further. We also believe that involving 
these changes will create better value for our residents 
and help make savings that will benefit residents and  
the Group.   

For example, we recently went live with our Repairs Portal, 
which enables residents to request and track a repair job 
for their home, online, on any device, at any time. Our 
experience during the 2020 coronavirus pandemic was that 
digital methods of communication were increasingly relied 
upon and the feedback from residents involved in designing 
our Repairs Portal has been overwhelmingly positive.  

In the last year our website, webchat and email channels  
saw a significant uplift in use, and we want to respond to  
this by making use of digital technology to drive value for 
money and a good experience for our residents. By providing 
more information online, developing online methods of 
reporting and tracking repairs, and offering residents choice 
about the way we communicate, over the life of this plan and 
beyond we aim to meet our residents’ rising expectations of 
service providers.  

The Housing Ombudsman’s Complaint Handling Code and 
the Social Housing White Paper make it clear that landlords 
must listen to, and learn from, customer complaints in order 
to reduce the likelihood of the same issue recurring in the 
future. The way in which we learn from complaints goes 
beyond this requirement; we simply think it’s the right thing 
to do. This plan commits us to being accountable to residents 
for resolving complaints by putting things right quickly 
and when they arise. To achieve this, we will be focusing 
on improving our response times and agreeing complaint 
resolutions with residents as well as expanding opportunities 
for residents to be involved in the way we learn from 
complaints and make changes to improve our services.  

Over the course of 2020, we have also reflected on what  
the Black Lives Matter campaign means for the way we 
operate and how we listen to all our customers. As an 
organisation we are committed to equality and inclusion.  
We serve diverse communities across London and the South 
East and as our residents’ lives and livelihoods are tested by 
an uncertain economic future, and rising inequality, we know 
that listening to our residents and ensuring the organisation 
is representative of the communities we serve will place us 
in the best position to deliver the right services, in a fair, 
transparent and easy way.

Listening to our residents
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We employ over 1,000 people, who work daily with  
our residents, contractors and partners. This plan commits 
us to empowering our people to respond to residents’ 
service requests in an efficient and effective way, and work 
together with contractors that share our values. If we do 
that effectively then the impact of working together will be 
positively felt. 

Our social purpose – to provide high quality, affordable 
homes to those that need them - resonates with our 
colleagues and underpins their commitment to getting  
the job done. We aim to be a place where colleagues are 
proud to work which will attract and retain like-minded 
talented and dedicated colleagues who share our values. 

We remain committed to being a supportive,  
inclusive, diverse and equal opportunities organisation.  
We are focused on ensuring we reflect the communities 
we serve across all roles, including our leaders, and in 
governance forums such as our Scrutiny Steering Group 
and Board. We have listened to our colleagues and our 
communities and we have committed to taking action  
on key issues.   

We are working closely with our BAME network to  
offer support and understanding to tackle racism and 
inequality as well as reviewing our recruitment and 
progression pathways to ensure that continue to be  
open to all. 

We also work with organisations like Stonewall  
and Disability Confident to continually adapt and  
improve inclusiveness.  

Empowering our people

The pandemic put widespread pressure on our  
wellbeing and mental health, so we continue to  
foster an open culture where mental and physical  
health are openly discussed, and people are  
supported by wellbeing intervention as and when  
they need it. 

The pace of change and scale of the challenges  
the housing sector faces means our colleagues must  
be adaptable and resilient, and we are committed  
to equipping our colleagues with the information,  
skills and capacity they need to embed the changes  
that achieving the strategic objectives set out in this  
plan will need. 

We have also accelerated approaches towards  
agile, flexible working arrangements that are  
enabled by technology. We are embracing this  
by implementing new ways of working that will  
enable our people to get the job done whilst  
working flexibly.    

We will deliver three interlinked programmes of  
work over the next three years which will see us  
create a flexible, agile working environment to  
enhance service quality and value for residents.  
These are our Connected Colleagues programme,  
our Connected Customer programme, and our  
New Ways of Working programme. 

Our Connected Colleague programme will also ensure  
that we adopt digital technology to enable colleagues  
with the right tools for the job.
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MEASURES AND TARGETS

Target setting and measuring performance are critical to understanding our progress towards our vision and objectives, 
and to ensuring we are open and accountable to our residents and regulators. The Group uses many key performance 
indicators and measures at the operational, management and governance levels. To support us in assessing progress 
against our objectives we have selected what we believe to be the core, critical measures. 
 

Strengthen our finances 

Key Measures
Baseline

( and date )
Target
21/22

Target
22/23

Target
23/24

Earnings Before Interest Tax Depreciation  
and Amortisation, Major Repairs Included 
(EBITDA MRI)

26% (Budget 20/21) 85% 117% 139%

Social Housing Lettings Interest Cover  
(SHLIC) 

46% (Budget 20/21) 65% 90% 93%

Build greater trust, transparency and accountability

Key Measures
Baseline

( and date )
Target
21/22

Target
22/23

Target
23/24

RSH Governance Rating G2 (Dec 2019) G1 G1 G1

CQC regulatory ratings  
for our care homes 

Good & outstanding 
(Mar 2021)

Maintain a minimum 
of Good Care 

Quality Commission 
(CQC) ratings for all 

regulated services

Maintain a minimum 
of Good Care 

Quality Commission 
(CQC) ratings for all 

regulated services

Maintain a minimum 
of Good Care 

Quality Commission 
(CQC) ratings for all 

regulated services

Invest in our homes, strengthen our communities

Key Measures
Baseline

( and date )
Target
21/22

Target
22/23

Target
23/24

Fire Risk Assessments overdue 0 (Mar 2021) 0 0 0

Gas Safety Inspections overdue 0 (Mar 2021) 0 0 0

% of homes with a domestic electrical 
certificate less than 10 years old 

42% (Mar 2021) 60% 80% 100%

New home completions 93 (Mar 2021) 300 300 300

% homes EPC C and above 68% (Jan 2021) 69% 71% 75%
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Key Measures
Baseline

( and date )
Target
21/22

Target
22/23

Target
23/24

Customer satisfaction 74% (Mar 2021) 85% 85% 85%

Involved resident satisfaction with 
opportunities to influence services

Not yet available 75% 77% 80%

% of complaints responded to  
within 10 days

Not yet available 100% 100% 100%

Empower our people

Key Measures
Baseline

( and date )
Target
21/22

Target
22/23

Target
23/24

BAME representation across our  
governance and leadership team

7% (Mar 2021) 14% 21% 28%

Colleagues participating in staff  
engagement surveys 

75% (Sep 2020) 75% 75% 75%

Permanent Headcount As budgeted As budgeted As budgeted As budgeted

Listen to our residents
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DELIVERY STRATEGIES

Our objectives are delivered by the whole organisation working together. Each area of the business has its  
part to play in ensuring we reach our objectives. An overview of our core delivery strategies is below. 
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MANAGING AND REPORTING  
OUR PROGRESS

We are committed to being open and transparent about our performance, and accountable to all  
our stakeholders. We manage our progress towards our strategic objectives through our operational and executive 
management teams. The work of our teams, and the results of our performance, are scrutinised and regulated 
collaboratively by the following:

Southern Housing Group Board and Committees

• Frequency - Quarterly and monthly cycles
• KPIs reviewed – Board KPIs

Resident scrutiny and involvement forums

• Frequency – determined by the forums
• KPIs reviewed – determined by the forums
• Scrutiny groups – deep dive into specific services, policies, and performance areas
• Involvement in; policy development, service design, service performance scrutiny 

Regulator of Social Housing and regulatory standards

• Annual and quarterly reporting on financial position, financial plans, key performance metrics,  
stock volumes and implementation of the regulatory standards

• Assessment / inspections regime
• NHF/Together with Tenants charter 

Care Quality Commission

• Scheme inspection and regulatory ratings

Housing Ombudsman Service

• Self-assessment against the complaints handling code
• Reporting complaint data and demonstrating learning from complaints

Building safety regulation

• Health & safety legislation and regulatory compliance
• Responding to the emerging Building Safety Regulator within the Health and Safety Executive 

Our residents

• Reporting to our resident scrutiny and involvement forums
• Progress updates and performance information published in our annual reports and on our website



Contact us 

Communications & External Affairs 
Southern Housing Group 
Fleet House, 59-61 Clerkenwell Road 
London EC1M 5LA 
Email: communications@shgroup.org.uk 
Follow us at: @SHGroupUK

SHG0139-AS-0421

© Southern Housing Group  
The contents of this report may not  
be reproduced without permission. 
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