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Welcome
from
the chair
I am proud to lead an experienced group board
in providing strategic direction and oversight to
Notting Hill Genesis to ensure we continue to
provide homes that build a better place for all.
In these uncertain times, it has never been
more important that we have a clear focus
and outline our plans for delivering our vision
over the next five years.
As one of the largest housing associations
working across London and the south-east,
we have a fundamental role to play in tackling
the housing crisis. We build and maintain
quality affordable homes and in doing so
create diverse and thriving communities. This
is our primary purpose.
Since joining NHG in September 2019, I
have met a great many people involved in
our work and living in our homes and have
seen first-hand how vital it is that we provide
quality homes to those who need them. Our
residents are both homeowners and tenants,
on a broad range of incomes.
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NHG is about more than bricks and mortar.
We are committed to developing a residentcentric culture that consistently delivers
a compassionate and inclusive service,
improving our residents’ experience and
ensuring their safety. Our values capture the
spirit of our organisation and the way we
work. They underpin the successful delivery
of this corporate strategy.

With a new way of operating and delivering
our services to residents now in place we
have a strong basis to build upon in order
to improve performance, achieve value for
money and deliver our strategic objectives.

40% representation at board level by 2025.
To increase the breadth of community
experience on our committees we have
recently recruited a resident to serve on each
committee.

Building safety, in particular responding to
the necessary fire safety works, is and will
continue to be a priority across NHG. As
chair, I am the health and safety champion
and the board takes their moral and legal
responsibilities extremely seriously. We
monitor performance each time we meet
and stand ready to make difficult decisions
as and when needed to ensure we keep
our residents safe in their homes. We
demonstrated this recently by our decision to
move all residents on the Paragon estate in
Brentford.

The Covid-19 crisis will continue to have
serious repercussions for a long time to come
and we are yet to fully understand the impact
of leaving the European Union. As a result, it
is difficult to predict with any certainty what
the medium to long-term economic outlook
will be. Clearly, we will face a number of
challenges over the next few years, but NHG
has a strong and progressive leadership team,
outstanding colleagues and the capacity to
deliver our mission. If we get this right, NHG
will be a resident-centric, digitally-enabled
and high-performing housing association.
I look forward to working with you all to
achieve that ambition.

The current Black Lives Matter movement
has given everyone cause to reflect. We
want NHG to be an inclusive place where
all our staff can thrive and feel they belong.
We are committed to changing the diversity
of our organisation to truly reflect and
represent the communities we serve. We
are proactively seeking out new board
and committee members who come from
BAME backgrounds and have set a target of

Ian Ellis
Chair

Welcome from
the chair 

1

Chief executive’s
introduction 

2

Who are we? 

3

How we work
– our culture

4

Strategic priorities

7

Residents 

11

Homes13
New homes 

15

People 

17

Finances 

19

Strategic overview

21

p2

Chief
executive’s
introduction
More than two years since Notting Hill
Genesis was formed, now is the right time
for us to focus on enhancing our culture and
ways of working to enable us to progress our
ambitions to the next level.
Our new corporate strategy sets out our
priorities and how we plan to achieve them over
the next five years. Ultimately our key role and
mission to build and maintain quality affordable
homes remains unchanged. However, we will
look to technology and digital transformation to
bring together everything we do and improve
our residents’ experience, as well as overall
performance. Standing still is simply not an option.
It will not be easy. We start out on this journey
in very uncertain times. We will focus on the
issues which have the biggest impact on our
residents’ overall levels of satisfaction and
build on the strong foundations we already
have in place. Our aim is to provide a modern,
digitally-enabled housing service that
residents are happy with and that keeps them
safe. We welcome the recently published
Social Housing White Paper and look forward
to working with our residents to make our
homes and services the best they can be.
We know that successful organisations are
those that are value driven. Now that we are
largely integrated following the merger, we
have developed a new set of core values.
Alongside our expectations framework for
staff, these will help to drive the cultural

change we want to see across NHG over the
next five years.
As we developed these values, the death
of George Floyd and the global Black Lives
Matter movement challenged us to rethink
our commitment to equality and social justice
and to recognise that as an organisation and
as individuals we needed to act. We want to
ensure that NHG reflects the communities we
serve at all levels.
The Covid-19 crisis also highlighted the
critical role our frontline staff in our housing
teams and particularly within care and
support play in supporting our residents. Our
teams stepped up, and despite the impact on
their personal lives and their own anxieties,
continued to work, dedicated and committed
to their residents and each other. We know
how difficult it is already proving to be for
many residents suffering from reduced
income, food shortages and social isolation. It
is now even more important that we provide
a compassionate, dependable and inclusive
service and empower our staff to consistently
deliver for our residents.
Covid-19 has changed how we deliver our
services. We want to harness the best of the

new ways of working – maximising digital
services for our residents and retaining new
digital ways of working for our staff. Our
people, however, remain at the heart of
this organisation and we will need to work
differently to maintain productivity and
performance, while ensuring their overall
wellbeing.
Our staff are motivated and driven by our
core social purpose – providing quality
affordable homes and services and creating
diverse and thriving communities. We remain
committed to maintaining a development
programme in a difficult external climate and
plan to build around 7,000 new homes by
2025. We provide homes that build a better
place for all.

Kate Davies
Chief Executive
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and those who need our services. We remain
close to the communities we serve.

We are Notting Hill Genesis

Vision and mission

Created in 2018 from two well-established
housing associations, we are now one of the
largest housing associations in London and
the south-east, owning and managing more
than 66,000 homes and employing around
2,000 staff.

We build and maintain quality affordable
homes, creating diverse and thriving
communities. This is our primary purpose.
Everything else we do supports that.

We have first-hand experience of how
critical a safe, stable, comfortable home is
to people’s economic and social wellbeing.
A secure home promotes independence
and enables people to plan and build their
lives. Access to a secure home where people
can establish a life and realise their potential
should be available to all.

Our focus is our residents. We put their needs
at the heart of our structures, processes and
systems and they drive our decisions each
and every day. We want them to have a safe
and comfortable home from where they can
build lives, communities and futures.

Our staff are motivated to provide a caring,
compassionate, personal and localised
service. All of us, from board to the frontline,
spend time in our communities, working
with and listening to residents, elected
representatives and other colleagues.

We value our roots. Our social purpose
is as important today as when our parent
organisations were formed in the 1960s. But
now we have the resources and scale to do
more. We are on the side of those we house,

We are pragmatic about the need for
commercial effectiveness, but always
balance that with providing compassionate,
resident-focused services and creating and
maintaining diverse communities.

We provide homes across a range of tenures
and are committed to continuing to deliver
housing that is affordable for all. More than
half our homes are general needs properties
charged at social or affordable rent levels,
but we also offer extra care and supported
accommodation for older people, as well as
temporary housing, shared ownership, market
rent and commercial properties.

Vision
To provide homes
that build a better
place for all.
p3

Mission
We build and
maintain quality
affordable homes,
creating diverse and
thriving
communities.

How we work – our culture
The way we work makes us different – it sets us apart. We work
together successfully as one diverse organisation, driven by our core
social purpose and the needs of our residents.
Welcome from
the chair 

1

Chief executive’s
introduction 

2

Who are we? 

3

How we work
– our culture

4

Strategic priorities

7

Residents 

We want to deliver sector-leading services for our residents and be the
best housing association in London. In doing so, our homes will build
a better place for all. We are focused on embedding a performancedriven culture so we can continue to push for improvements across
NHG. We know that consistently doing what we promise is important
to our residents.

Our values set out what we stand for. They help guide our colleagues,
inform their behaviours and influence the decisions they take every
day. They underpin the successful delivery of our strategic objectives
by supporting a resident-focused service and helping us to work
together successfully as one organisation. Our values should be visible
in the way we behave at work and in our communities.

Supported by our new expectations framework, our values will drive
the cultural change we want to see across our organisation over the
next five years.
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Compassionate

Progressive

Dependable

Inclusive

Empowered

Our neighbourly spirit
prevails and informs how
we treat everyone, from
the colleague sitting next
to us to the resident in our
care.

We are committed to
change where it will
improve services, systems
or processes for our
residents and others.

If we say we are going
to do something, we do
it. We take ownership
and hold ourselves and
others accountable for
following through on the
commitments made.

We believe in housing
that works for everyone.
Celebrating the diversity
of both our resident and
employee communities,
we commit to profoundly
changing the balance of
power in our organisation
in order to authentically
reflect them. We
proactively fight injustice
and champion equality.

We are facilitators, here to
champion and support our
residents. Led by them and
their needs, we empower
them to use their home as
a springboard to prosper
and grow.

We are generous with
our time, our actions, and
our investment in people,
whether our colleagues or
residents.
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Values

Our teams strive to
be better than the day
before and recognise the
achievements of getting
there. By asking questions,
thinking creatively and
trying out new things,
we ensure that change is
incremental and that we
learn from mistakes as
we go.

By demonstrating that we
consistently deliver and
keep our promises we
build the trust of everyone
we work with. Our
colleagues and residents
can count on us.

Collaboration, whether
with external agencies or
through internal teamwork,
is the only way to achieve
our collective vision.
Good ideas can come
from anywhere, so we take
the time to listen to others
and treat everyone with
respect.

We empower our people
to lead, take ownership
of their work and be
accountable for everything
they do. They leave
their own mark as they
contribute to the positive
change we collectively
make.
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Expectations
We have created a new framework,
which sets out how we expect our staff
to behave.
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The new expectations provide a standard
and consistent framework for everyone
and will be used when we recruit, induct,
develop and appraise our staff.
We will empower colleagues to lead and
to take up the authority delegated to
them in making decisions and delivering
services. We will promote and encourage
ownership and accountability at all levels,
as well as champion change and new
innovative ways of working to improve
service delivery across NHG.
Embedding a culture of learning and
continuous improvement and ensuring
constructive feedback is welcomed,
shared and used to improve will help us
to achieve our goal of delivering sectorleading services for our residents.
We hold ourselves and each other to
account for getting the job done. That
means being creative, curious and
keeping going until we find solutions.

O U R E X P E C TAT I O N S
Business and
value-for-money focus

Personal effectiveness
Co-operative, friendly and approachable

Financially aware
Cost effective and commercially focused

Curious and eager to learn

Efficient and effective

Open to feedback and improvement

Data-driven decision making

Emotionally intelligent

Following processes and managing risk

Organised and well planned

Goals, objectives and results oriented

Demonstrates honesty and integrity

Breaking down silos

Accountable and responsible

Health & safety
and compliance
Consistency and fairness
Culture of inclusion, collaboration
and respect for diversity
Provide constructive feedback and challenge
Coach and develop others
Leader and role model
Effective delegation and output-focused
Wellbeing focus
Own and deliver communications

Working well with our people
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Innovation and solutions focused

Courageous and willing to confront difficulties

Understanding needs and
removing barriers
Flexible approach and providing choice
Do what you say you will do
Balanced and measured approach
Clarity of decisions and direction
Tackling issues and confronting difficulties
Continuous improvement
Focus on digitalisation

Delivering excellent services

Strategic priorities
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We have identified five strategic objectives
that we will prioritise over the next five years
to deliver our vision and mission. Our culture
and values will drive our behaviours and ways
of working across the organisation.

Our strategic objectives have been arranged
into the following core strands:

Enabling themes
Several themes are integral to our culture and
how we work. As such, they cut across the
whole strategy.
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Residents

Homes

We are committed to digitally transforming
services both for residents and staff to
improve value for money and enable us to
thrive and be fit for the future.

Finances
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Technology, digital transformation
and data-driven decisions

New homes

People

In recent years we have built our in-house
capability and foundational technology such
as our WorkWise ‘My Account’ platform
so that we can invest further in digital
technology to improve the fundamental
economics of our business, succeed in
a fast-changing world and be a leader in
our sector. WorkWise has made our key
business processes available to residents
and colleagues online, and it allows vital
information about our properties to be
securely stored in one place.
We plan to move completely to the cloud by
2022 (reducing our carbon footprint in the
process), embracing the power of data and

cloud technology to help us to understand our
residents, homes, and staff better than ever.
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We are introducing productivity technology
so that routine work can be automated
quickly and then easily managed by ‘citizen
developers’ in our various businesses. We
want to deliver practical changes that will
make us easier to work with and more
efficient.
Lastly, we are exploring ways to
commercialise and productise our sectorleading technology so that we can
collaborate with technology partners and
other housing associations.
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Diversity and inclusion
– our response to the Black Lives
Matter movement
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We have recognised that it is crucial to
have these conversations, but we are also
committed to genuine and long-lasting
change. We are working with our staff to
deliver a challenging programme of action
by 2025.

We are anti-racist and positive about diversity.
We want to ensure that our organisation, at all
levels, reflects the communities we serve. We
want to learn from, educate and challenge one
another about the discrimination faced by many
so that we can all take steps to change that. We
want our organisation to be an inclusive place
where all colleagues can thrive and feel they
belong. We also need to better understand
how our services impact on different groups
of residents. We will work with our resident
involvement network to achieve that.

We will prioritise and embed environmental,
social and governance (ESG) principles across
our business. ESG criteria are increasingly
being considered by investors as they
look to invest ethically in businesses and
organisations that provide social value.
To ensure we are able to report on our ESG
performance in a transparent, consistent and
comparable way we will adopt the newly
created Sustainability Reporting Standard
for Social Housing. The standard covers 12
core themes and has 48 criteria. These are
qualitative and quantitative and are identified
as the core requirements to demonstrate
strong ESG performance. They also align with
standards in the United Nations’ Sustainable
Development Goals. Included in the 12 core
themes are: affordability and security, building
safety and quality, resident voice, climate
change and staff wellbeing.
Making our ESG performance information
more accessible will demonstrate to our

residents and other stakeholders the positive
impact that we are making against these
goals. In particular, it will show potential
investors that by investing in our organisation,
their money can have a positive social impact.
We believe protecting the environment is an
integral part of a high-performing, successful
organisation. We will continue to reduce
the environmental impact of our activities
through effective management of our carbon
emissions, energy use, resource use, and
waste. We will ensure that our homes are
sustainable during their whole life, reducing
carbon emissions and helping to tackle fuel
poverty amongst our residents. The detail will
be worked up in our sustainability policy.
A strong social proposition already helps us to
attract and retain quality employees, enhance
employee motivation and increase our overall
productivity. We will ensure we continue
to build on this and foster our relationships
with people and the communities where we
operate. Building on our diversity programme
we will ensure we have an inclusive,
well-governed organisation, with diverse
leadership who can hold us to account, make
good decisions and comply with the law.

Value for money
The Regulator of Social Housing has outlined
what it expects registered providers to deliver
in relation to value for money (VFM) in its VFM
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Standard. It is critical that we understand our
costs and the outcomes of delivering our
services, as well as the underlying factors
which impact on these costs. Reporting
against the Regulator’s seven VFM metrics
allows us to compare across our peer
group (G15) and against ourselves to show
performance over time.
We take a value-for-money approach to all our
activities and ensure that it is central to regular
business planning, performance monitoring
and decision making. Understanding and
achieving value for money is fundamental to
the success of our business and should be
evident in everything we do.
Our VFM strategy, approved by the group
board, provides a framework to ensure that
value for money is delivered consistently
across our organisation. Each year the
board receives a VFM report which assesses
performance against the VFM targets, with
reference to performance against our peers.
Since our merger we have focussed on
improving cost effectiveness and reducing
operating costs. We set a target to achieve
merger related savings in our running costs of
£20 million per year by 2020/21. The 2020/21
budget includes merger related savings of
£27.2 million, so we have achieved this target.

Wellbeing and safety
We want all our residents to be safe and
comfortable in their homes, and for our staff
to be safe as they go about their jobs. The
health, wellbeing and safety of our residents
and staff are fundamentally important to us.
In everything we do we will consider and
promote everyone’s safety.
We are reviewing all our buildings higher
than 18 metres to ensure they are safe and
meet the exacting standards of emerging
new building safety legislation. We are also
undertaking a programme of works to
achieve a greater level of energy efficiency
in our homes to create a comfortable
environment and reduce energy use and
help tackle fuel poverty. Both programmes
will require significant expenditure, but
we will manage our finances to ensure we
have adequate resources to meet our safety
commitments now and into the future.
We will work with colleagues to design a new
way of working that promotes great customer
service and provides a rewarding and safe
environment for us to do our work. The
way we work is changing fast and how our
residents want to receive our services is also
changing. Digital technology will be central
to our response to this shift, creating a better
more personal service for our residents.
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Residents
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We aim to provide a modern, digitallyenabled housing service that residents
are happy with and that keeps them
safe. We want to achieve sectorleading resident satisfaction levels at a
lower cost.
Based in our communities we have a
unique service offer that allows us to
get close to our residents, understand
their needs and provide access to our
services through the channel of their
choice. Our local officers remain the
focal point of our relationship with
residents and the communities they
live in. Many residents have already
embraced the increased choice and
convenience provided by our digital
platform.

Where are we now?
Our strategy is to enhance our residents’
experience by freeing up our staff to spend
time on tasks that people do best, increasing
automation and improving our online services
while ensuring the quality and safety of our
existing homes.

The results from our most recent resident
satisfaction survey show an improvement
of 3.3% in the last year. That is a first step
towards our ambition to achieve satisfaction
levels of 80% and above. There are significant
variations in satisfaction between different
resident groups. Market rent and care and
support residents are generally happiest, with
more than 75% satisfaction. General needs
(68.5%) and leaseholders (57.5%) are less
satisfied and will be the main focus of our
planned improvements.

What we want to achieve
We will:
• Be easier to deal with, ensuring
processes work and making self-service
the channel of choice for residents.
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• Really listen to and understand what
residents want, through individual
relationships with local officers, our

resident involvement network and our
many forms of resident feedback.
• Keep our promises by showing up
and completing repairs, getting back
to residents when we say we will and
solving complaints quickly.
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• Improve and maintain good quality
and safe homes and estates, with a
focus on repairs and maintenance, the
most important aspects of the resident
experience.

How we will do it:
• Digitally, we want to be easier to do
business with. We will extend and
improve the range of services on
offer through My Account, supporting
more residents to register and use the
platform. This will enable local officers
to support and spend time with residents
on the issues that need them most.
• An improvement programme, including
better data-based insight, to improve
the end-to-end processes that underpin
the most important resident journeys.
We already know the repairs and
maintenance experience is key to this.
• We will identify homes where it is not
possible to achieve the experience
residents expect due to quality issues.
We will implement a strategic response
to how we manage these homes in
future.
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• A particular area of focus for residents
is service charges. We aim to provide
a quality service across budgeting and
consultation, providing value for money
and transparency. There will be definite

opportunities for improved engagement
and we will meaningfully consult all our
residents before service charges are set
at the end of the year.
• We will maximise opportunities to listen
and respond to a range of resident
voices to grow a dynamic residentled culture. The resident involvement
network, with the Resident Voices group
at its heart, will be central to this.

Targets
• To achieve 80% overall resident
satisfaction by 2025, with 80% for
general needs and 70% for leasehold.
• To increase the percentage of residents
with an online My Account to 90% by
2025.

• We will do more to understand how our
services impact on different individuals
and develop our resident equality,
diversity and inclusivity strategy.

90%
using
My Account
by 2025

80%
resident
satisfaction
by 2025

Homes
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We want all our residents to enjoy a
safe, comfortable home where they
can thrive and enjoy life. We want to be
sector leading, achieve more for our
residents and create great places to live.
We will deliver a better repairs service
to our residents and improve the
quality of our existing homes through a
programme of planned investment. In
line with legislation we will ensure we
keep our residents safe in their homes.

Where are we now?
All our homes should be of a good quality,
well maintained and safe. We have reviewed
how we invest in and maintain our properties
and what residents have told us matters to

them – the safety, security and overall quality
of their home, as well as being involved in
our investment plans. In recent years we have
taken steps to improve the energy efficiency
of our stock, for example through insulation

and heating upgrade programmes, but there
is more to be done.
We know that significant investment is
required in our existing homes and buildings.
This is one of our biggest challenges over the
next five years. We know we must meet this
challenge head on to ensure all our properties
are fit for the future, with improved energy
efficiency, if we are to deliver the standards
our residents expect and provide them with
homes they can be proud of.
Building safety, especially responding to
necessary fire safety works, is a priority.
We have a lot of work to do in response to
changing legislation and we understand this
is a key priority for our residents. We will
use our good relationships throughout the
sector to expedite works and will continue
to lobby government for more support
in this area. Given the significant cost of
these programmes, even if staggered over
a decade, we need to make some difficult
decisions.
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We know we need to learn from service
failures and improve our repairs service and
how our residents experience it. We must
rebuild trust by ensuring no repair is dropped
and every repair is tracked through to a
quality completion.
In the past we have relied on our personal
knowledge of our homes and our residents
to shape and deliver our repairs and
maintenance service. Technology is helping
us to improve how we manage our homes,
offer better value for money and provide a
more personal service to our residents.
Increasingly our residents expect to be able
to do more transactions online and have
more visibility of the information held about
them and their property. We plan to improve
our My Account platform and continue to
invest in technology to achieve much more in
future.

What we want to achieve
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will enhance our My Account platform.
This will provide greater transparency
and value for money and will reduce
overhead costs within the assets
department.

We will take a risk-based approach to
reviewing our existing homes to ensure
they meet legislative requirements through
intrusive surveys and an ongoing fire risk
assessment (FRA) programme. We will phase
the remediation over several years and look
to maximise government grants and seek
costs from contractors where possible to pay
for works in order to minimise the financial
impact on us and our leaseholders.

• We will develop a risk-based intrusive
survey programme and a programme
of fire remediation works to ensure all
our buildings remain compliant with
legislative and regulatory requirements.
This will keep our residents safe and
enable our leaseholders to move,
staircase and re-mortgage their homes.

reinvestment
works
over 5 years
• We want all our residents to live in a
good quality home. We will deliver this
through strategic asset management and
targeted investment. We will spend more
than £100 million on reinvestment works
across care and support and general
needs over the next five years, as well as
a leasehold reinvestment programme of
£3-5 million a year.
• Where necessary we will sell off
unsuitable homes to help fund the
significant investment required in our
overall housing stock. We will focus on
our most difficult-to-manage buildings –
where the quality of our homes is not as
good as it should be and where the cost
of improvements outweighs the benefit
to residents.
• We will make the most of advances in
technology and the information we hold
about our homes and residents to deliver
a proactive and predictive repairs and
maintenance service. Alongside this we

• We will meet our repairs standard
and simplify our repairs approach by
reducing the number of contractors to
provide increased value for money and
achieve resident satisfaction of 80% with
repair completed.
• We will involve our residents, including in
how we choose contractors and improve
services.
• We will focus more on improving the
efficiency and sustainability of our
buildings and on tackling fuel poverty
among our residents. We will contribute
towards the government’s objective of
achieving net zero carbon emissions by
2050 by seeking to improve the energy
performance certificate (EPC) ratings of
our homes and offices.
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There is a housing crisis in and around
London. We would like to see a much
greater supply of low-rent, secure
homes, accessible to all who need
them. We also want to create sustainable
and vibrant communities and for our
residents’ experience of their new home
to be the best it can be. That is why
we are committed to maintaining a
development programme in a difficult
external climate.

Where are we now?
Providing more genuinely affordable
housing is both more challenging than ever
and more urgent and necessary. We are
well equipped to rise to this challenge. We
aim to acquire, start and handover 1,400

homes each year and will continue to work
alongside government, local authorities
and private developers. We will respond to
the unpredictable economic environment
by flexing the programme according to the

prevailing market conditions.
We plan to continue to operate mainly
in London and offer a range of quality
affordable tenures. A high proportion of the
homes we build will be for low-cost rent.
We will continue to review the balance of
the programme every year to ensure our
approach is best aligned to delivering our
primary purpose.
We have intentionally scaled back and
continue to ease back on new starts in the
2020/2021 programme. For sites under
construction, we are working with our
contractors to fully understand the extent of
delays to completions due to closures and
new safer ways of working on construction
sites due the pandemic.
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We will continue to progress sites already
acquired and approved projects, and to
prepare schemes for a start on site or
disposal, by continuing with planning
permissions, carrying out design development

and, where necessary, procuring enabling
works. In doing so, we can be responsive to
market changes, freeing up the land bank for
the right opportunities when they arise in the
challenging economic conditions that may
follow Covid-19 and Brexit.
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We want to build homes with excellent
standards of design, specification and
construction. Our focus on build quality
remains paramount. We have strong quality
assurance controls and will continue to
review and enhance the effectiveness of
the scrutiny and inspection we apply to our
construction process. Where failures in quality
occur, we will prioritise, ensuring timely and
resident-focused resolutions.
We want our residents’ experience of their
new home to be positive and the best it can
be – this will set out our relationship for the
future and improve resident satisfaction.
We will work across the business with our
colleagues in housing management and
sales and use market intelligence to optimise
design from the very early stages of a project.
We will also look to embed digital practice
quickly with new homes and residents,
encouraging our new residents to sign up to
My Account. We want to provide an enhanced
moving-in offer that includes more settling-in
information, digitally where possible, and roll
out digital site-familiarisation tours hosted on
our website.
We are committed to delivering net zero
carbon developments in ways that provide
comfort, wellbeing and affordability for our
residents. We have also been taking steps to
improve building safety to reflect new fire
safety requirements.
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Alongside our partners in the G15, we have
recently launched the Homes for Heroes
campaign – a call to the private, public and
charitable sectors to join together to build

low-cost homes to thank our essential
workers who have kept Britain going during
the Covid-19 outbreak.

What we want to achieve
• We will increase the proportion of
homes we build for rent – a combination
of social rent and intermediate rent or
Homes for Heroes.
• We will build around 7,000 new homes
by 2025.
• We plan to buy 100 homes, all with
gardens, in London to support the
Homes for Heroes campaign. These
will be SimpliCity homes made available
exclusively to essential workers at 80% of
market rates. It might even be possible
to offer shared ownership, with small
shares and extra discounts on the rent.
• We will continue with our major
regeneration projects at the Aylesbury
Estate and Grahame Park to provide a
long-term pipeline of new affordable
homes.
• We will use resident feedback and
market research to enhance our design
process to ensure we are building
functional homes that are enjoyable to
live in and that residents have a positive
experience of their new home.
• We will position ourselves to respond to
emerging legislation on building safety,
and continue delivering low-carbon
developments by taking a residentcentric approach to energy-efficient
construction and technologies.

100 homes
to support

Homes for Heroes
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Our staff are motivated and driven by
our core social purpose – providing
quality affordable homes and services
and creating diverse and thriving
communities.
We are a modern and flexible
organisation that embraces the latest
in digital technology. We provide our
colleagues with the right tools to do
their job and the freedom to take
action and be creative so that our
residents get the best service. Our staff
have the opportunity to take up new
challenges, grow with the organisation
and enjoy a fulfilling and interesting
career.
We want our people to thrive, work
collaboratively and be empowered to
deliver creative solutions and services
so that they can make a positive
difference to residents’ lives.

Where are we now?
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We are proud of our inclusive and diverse
history. We are anti-racist and positive
about inclusivity. We have always attracted
talent from all walks of life and we enable
everyone to be themselves regardless of
their background. We want to represent
the community we serve at all levels of the
organisation. Although our resident and
staff base is 50% Black and Minority Ethnic
(BAME), representation across all levels in the
organisation does not reflect this. To close

the gap, we will develop our BAME talent and
attract new leaders by taking proactive steps
to ensure that diversity is reflected across the
organisation, so that we truly represent the
communities we serve.
As we move to the next stage in our rich and
proud history, we need to continually invest
in our existing people and attract new talent.
As well as sustaining change and realising
the investment we have made in our staff,
we also need to take the next steps towards
becoming a great organisation, recognised as
one of the best performers within our sector.
Our people’s wellbeing is important. We will
support them not only to cope with the ups
and downs of life, but to flourish. We know
that our staff are our ambassadors. They
are proud to work for us, are committed to
what we do and have the opportunity to be
at the forefront of influential and progressive
initiatives.
In the first years of this plan, we will invest
time in setting out clear expectations for

our staff – whether they are working with
our residents, managing others, or directing
and leading the organisation. We believe this
will give colleagues a sense of belonging
and empower them to lead and to take up
the authority delegated to them in making
decisions and delivering services.
We will embed the expectations and ensure
they guide everything we do – in the way
we deliver our services and in how we
recruit, induct, develop, appraise and engage
our staff in future. Our residents have told
us that safety is important so health and
safety compliance is at the centre of our
expectations. We will support our colleagues
so they can work effectively and safely in our
evolving work environment, whether in our
communities, at an office or from home.
We need to enable our staff to provide the
best possible service for our residents. To do
this our systems, processes and decisionmaking structures must support, rather than
constrain them. We will continue to invest

in our technology, increase automation
and improve access to key data about our
residents and their homes. We will ensure
staff have the tools and skills they need to
deliver more services digitally, self-serve and
rely less on paper-based processes.
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By reinforcing our vision, mission, values
and expectations we will further cement the
structural and cultural changes we have made
over the past couple of years. We will create
a stronger focus on employee development
and management quality to build on a culture
where innovation and change is encouraged.

What we want to achieve
• We will educate our organisation,
challenge current ways of working
and work to ensure our commitment
to equality and diversity is seen and
experienced every day by all colleagues.
Our aim is to ensure that the entire
organisation reflects the communities
we serve and we are committed to
making real change by 2025.
• We will continue to identify and develop
our talented workforce across all levels
by creating routes for career progression
and development.
• We will embed and live up to our values
and expectations, ensuring they inform
our day-to-day interactions with each
other, our residents and our partners and
deliver a unified culture.
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• We will continue to promote and
encourage ownership and accountability
at all levels. We will empower our
staff to challenge the status quo and
think creatively, ensuring we actively
delegate decision-making to those at
the frontline, delivering services to our
residents.

• We will continue to invest in modern
technology to enable our staff to deliver
services digitally, enhancing selfservice and automation for routine and
transactional services.
• We will continue to provide our staff with
modern facilities so that they are able to
work flexibly, collaboratively, effectively
and safely.

Targets
• We want to achieve levels of overall staff
satisfaction of at least 80%.
• We are striving to reach Gold Investors
in People accreditation by our next
full assessment in May 2022. In the
meantime, we will engage with our
assessor about the Health and Wellbeing
award which we aim to achieve during
2021 alongside a possible re-evaluation
to silver accreditation.
• Our aim is to ensure that the senior
levels of our organisation are more
representative of our wider staff group.
To achieve this, we will increase the
proportion of senior female staff by
30% which will mean that 62% of our
senior staff will be women. We will
also increase the proportion of senior
staff from BAME backgrounds by
35% which will mean that one in five
senior managers will be from BAME
backgrounds. In relation to sexual
orientation and disability, our aim is to
ensure 95% disclosure (not including
prefer not to say) by 2023.
• We will actively seek out new board and
committee members who come from
BAME backgrounds so that we can better
reflect London and the communities we
serve. Our target is 40% by 2025.

80%
staff
satisfaction

40%

BAME representation
at board and
committee level
by 2025
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We are committed to ensuring a
robust financial foundation to support
investment and growth. The drive for
profit is important to us, not for its
own sake, but so we can continue
to invest in our social purpose of
providing quality homes and services
for those who need them. All the
money that we make is reinvested in
what we do.

Where are we now?
A key objective of the merger was to reduce
operating costs and maximise surpluses
over time. The focus since then has been
on improving value for money through
integrating our businesses and structures
and aligning our systems and processes.
As we have brought our two predecessor
organisations together we have sought
opportunities to raise standards, do more and
increase efficiency. Substantial progress has
been made. Underlying operating costs for
2020/2021 are being budgeted at £27 million
below the pre-merger figures.
Registered providers are seen as very
financially sound organisations, but we are
now considered at the riskier end within the
sector. Our ratings are in the bottom half
of rated registered providers. Maintaining a
strong credit rating is crucial to our success
if we wish to secure new finance from the
public bond markets.
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We have several credit strengths. We operate
in an area of high demand, with social

housing rents well below market rents. On
average, our social rents are less than half
market rents. We are seen as a London
operator and London is seen as the centre of
economic success for the UK. Its population
is expected to continue to grow, which will
add to the demand. We own high-value
assets that can be sold if needed and have
substantial liquidity, along with ready access
to the bond markets for when we need more
money.
We also face several challenges which
damage our credit rating. We have a high
exposure to sales risk, a considerable risk
given the volatility of the housing market. Our
operating surpluses are at the lower end in
relation to our turnover and our debt.
The cost of remediating buildings to improve
their fire safety will have a significant
impact on our finances. There are several
uncertainties which impact on how much
we need to set aside to fund this. We are also

keen to improve the energy efficiency of our
homes. The cost and who will pay is largely
unknown at the moment.

What we want to achieve
• We will continue to use surpluses
generated by our commercial activities
to plough back into our core social
purpose.
• Our financial strategy is to continue to
reduce risk, in particular by reducing
the amount of work in progress in
the balance sheet to a figure below
£300 million, and improve margins –
specifically, to maintain the S&P adjusted
EBITDA margin at a figure over 30%.
• We will continue to focus on costreduction strategies to improve our
profitability, and value for money will be
at the heart of everything we do.

• We will assess the performance of
our non-core businesses and the
associated risks from time to time to
ensure there is no detrimental impact
on our ability to deliver our primary
purpose.
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External borrowing

Surplus

We expect these changes to result in an
improved assessment of our position by the
rating agencies and others, enabling us to
continue to access the bond markets for the
funds we need at reasonable cost.

Our mission:

ip

We build and
maintain quality
affordable homes,
creating diverse and
thriving
communities.
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,p
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• We will set out our environmental,
social and governance practices in a
new externally verified policy and adopt
the Sustainability Reporting Standard
for Social Housing to demonstrate our
performance.
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Residents

To provide homes that build
a better place for all.

We aim to provide a modern,
digitally-enabled housing
service that residents are
happy with and that keeps
them safe.

Mission
We build and maintain
quality affordable homes,
creating diverse and
thriving communities.
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Dependable
Inclusive
Empowered

Our expectations
Personal effectiveness
Business and valuefor-money focus
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Working well with our
people
Delivering excellent
services

Homes
We want all our residents to
enjoy a safe, comfortable
home where they can thrive
and enjoy life.

New homes
We want to create sustainable
and vibrant communities and
for our residents’ experience of
their new home to be the best
it can be.

People
We want our people to thrive,
work collaboratively and be
empowered to deliver creative
solutions and services so
that they can make a positive
difference to residents’ lives.

Finances
We are committed to ensuring
a robust financial foundation
to support investment and
growth. All the money that we
make is reinvested in what we
do.

Enabling themes
Technology, digital
transformation and
data-driven decisions

Diversity and inclusion
– our response to the
Black Lives Matter
movement

Environmental, social
and governance issues

Value for money

Wellbeing and safety

