
Theme Measure

Homes • Deliver 7,000 homes over the next nine years.
• Build on our increasing investment in planned works over the next three years. 
• Demonstrate the highest health & safety compliance standards.
• Ensure every high rise residential block (HRRB) will have a tailored Building 

Safety Case plan in place by the end of 2022.
• Continue to provide Decent Homes and increase investment in compliance.
• Increase our investment in communities and estate care.
• Increase overall investment in our properties, measured by our reinvestment KPI.
• Increase our investment in proactive maintenance works, improving our 

ratio of responsive repairs to planned maintenance. 
• Improve the average energy effi ciency of our homes and offi ces as measured 

by Standard Assessment Procedure (SAP) and Energy Performance Certifi cate (EPC) 
ratings, focusing on the least energy effi cient homes.

Customers • Increase the opportunities for residents to review and shape how services 
are provided.

• Increase resident involvement in the safety and improvement of our services, 
estates and neighbourhoods.

• Increase the number of customers who fi nd it easy to do business with us, 
feel listened to and would recommend us to friends and family. 

• Increase our overall customer satisfaction and reduce complaints by 10% year 
on year.

• Maintain and seek to improve our Care Quality Commission (CQC) 
regulatory ratings.

Communities • Increase the number of customers we help with our fi nancial inclusion and 
employment support services. 

• Maximise the income we help generate for customers through our 
interventions.

• Increase our investment and impact in communities.
• Increase awareness of our role in communities.

People • Increase our investment in staff training and development over the next 
three years.

• Increase our employee engagement score year on year.
• Increase the percentage of colleagues saying they are proud to work for 

the Group.
• Reduce and eliminate any pay gaps amongst our diversity strands.
• Ensure our workforce refl ects the diversity of the communities we serve.
• Continue to support the health, safety and wellbeing of our staff and reduce 

health & safety incidents.

Resources • Continue to generate and prioritise resources to reinvest in our social purpose. 
• Continue to generate a positive return on our assets.
• Maintain the public funding streams supporting our development programme
• Improve how we use resources, reducing overheads per unit and monitoring 

our ‘value for money’ metrics.
• Ensure that we prioritise digital investment to help us to deliver our objectives.

How will we know how we’re doing?
These are the key measures our colleagues and customers can use to understand how we are doing 
against our priorities.

What happens next?
Doing the right thing and getting things done means being clear and transparent about how we 
are doing against this plan. Our annual review is published online each year, and is where we share 
information about our fi nancial investment and how we have performed against key performance 
indicators. Our 2018-19 Annual Review is available on our website. Check our website for all our updates.
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We do the right thing We work together We get things done

• Ensure all our residents have a 
decent, safe home.

• Invest more in maintaining and 
modernising our homes.

• Provide more homes in the areas 
we work.

• Ensure our homes are sustainable, 
affordable and energy effi cient.

Homes Communities

• Invest more in creating 
sustainable estates and 
neighbourhoods that people 
are proud to live in.

• Improve the lives of our 
residents and their communities.

• Work with our local partners 
to improve our residents’ 
communities.

• Listen to our customers, 
developing trusted relationships. 

• Be easy to do business with.

• Excel at customer service.

• Provide excellent care and 
support services to people that 
need them.

Customers

• Be a place where colleagues are 
proud to work.

• Be a supportive, inclusive, diverse 
and equal opportunity employer. 

• Create a high-performing culture 
that supports our people to grow.

People

• Remain fi nancially stable and 
well-governed.

• Create fi nancial capacity and use
it to provide more homes. 

• Get fi t for our digital future. 

• Provide value for money services 
to our customers. 

Resources

Our social purpose
At our core, we exist to provide high-quality homes 
for people in housing need. Our purpose is to make 
our customers’ and their communities’ lives better.

Our vision
Our vision is clear – we want to be a trusted, caring, 
landlord, that listens to our residents, and builds ever 
more high-quality homes in places people are proud 
to live.  

Our values 
Our values let everyone know how we work and 
they are our guide to how we will get to where 
we’re going.

We live by our values, not some of the time, but 
all the time. Not because we’re expected to, but 
because that’s how we are. We know that’s what 
is right for our customers and the places they live.

Our values are us at our best and at our best:

• We get things done, doing what we say we 
will, fi nding solutions and making things happen 
for our customers and communities.

• We work together, with our customers, 
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, for our customers and 
their communities, always focusing on how we 
can serve our social purpose. We challenge what 
we’ve always done to fi nd a better way.

The world around us
We know what the challenges are for the next three 
years and we’re ready for them.

Housing need – London and the South East’s 
population continues to grow and we need more 
homes. Housing associations will be the largest 
developers of affordable housing together with our 
development partners.  Our population is ageing 
and we have seen a rise in both mental and physical 
health needs. Austerity has reduced the availability of 
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public and charity services, putting increased pressure 
on frontline social housing services, which we will 
continue to strive to respond to.

Brexit – We still don’t know what Brexit will 
bring but we do know that there are risks for the 
building industry in getting the right skilled workers 
and supply of materials for building, repairs and 
maintenance. We are ready for fl uctuations in the 
sales of new homes and in the economy as a whole. 
Whatever happens, we will continue to need to 
build new homes and invest in our existing residents’ 
homes. 

Climate change – The environmental challenges are 
real and signifi cant and we have all woken up to the 
need to take action immediately and over the long 
term. As home-builders and as landlords, we have 
our part to play. 

Social Housing Green Paper – The Government’s 
Paper aimed to “rebalance the relationship between 
landlords and residents, tackle stigma and ensure 
social housing can act as a stable base and support 
social mobility”. Housing associations have an 
important contribution to make, in place-making and 
investing in our communities to improve the quality 
of life of our residents now and in the future. 

Health and safety – We continue to learn lessons 
from the Grenfell tragedy and are ever more 
committed to investing in health and safety, repairs 
and maintenance. Following the fi re at Samuel 
Garside House we are comprehensively reviewing all 
of our homes with timber balconies. We are already 
responding to health and safety legislation coming 
out of the Hackitt Report, enhanced consumer 
regulations and a greater focus on hearing resident 
voices in social housing and increasing resident 
involvement with the management of their homes 
and estates. 

Where we want to be: 
our priorities 2020 – 2023
To achieve our vision, we are focusing on fi ve 
themes: our homes, our customers, our communities, 
our people, and our resources.
  
Within each theme, our priorities are clear. This is 
the strategic agenda for the Group and everything 
we want to achieve in the next three years will be 
measured against these priorities. 


