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CEO’S STATEMENT
I joined TCHG in September 2020 in what 
turned out to be a lull in the Coronavirus 
pandemic.  I quickly found that TCHG is 
what it says on the tin, i.e. it is about the 
‘community’.  I learned quickly that the 
organisation is intensely locally focussed 
and has always pursued an ambition to 
be more than just a housing provider.  
We take an interest in the community 
and the experience of local people in our 
neighbourhoods.

When we took the opportunity to 
rebrand and consolodate our existing 
brand under one name, Community 
Housing was the obvious choice. It’s a 
subtle change but a strong message. 

We are not perfect, and we have a lot 
to learn.  Indeed, this plan is all about 
re-shaping things to make sure that we 
improve our services to help local people 
genuinely live better lives.  To do that, we 
need to become a stronger business that 
is as financially robust as we can make 
it.  If we can achieve strong viability as a 
business, we will have a good platform to 
continue our quest of building thriving 
communities into the future.

Matt Cooney
Chief Executive

“

”

If we can achieve 
strong viability as 
a business, we will 
have a good platform 
to continue our quest 
of building thriving 
communities into 
the future.
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CHAIR’S STATEMENT
This new Corporate Plan 2021-24, sets out 
an exciting vision of the development of 
Community Housing.  We have much 
to be proud of in terms of what we have 
delivered in the past to our residents, 
customers and local communities, but also 
know that we must do more and provide 
effective support and well delivered 
services to all of our customers.  We know 
that they need that more than ever as we 
start to emerge from a difficult pandemic 
into what will be a challenging period of 
national rebuilding and recovery.

This Plan has been developed from an 
extensive consultation process with 
customers, staff and key stakeholders and 
the Board is therefore confident that it 
focusses on the areas that matter most to 
them.

Our Plan will deliver a simplified and 

streamlined business, so we can focus 
more of our time and resources on front 
line service delivery for the benefit of our 
customers. It also focusses on improving 
our efficiency as a business and enabling 
us to deliver much needed affordable 
homes, whilst also ensuring we are 
investing in improving our stock, so we 
can meet the zero carbon challenge.  We 
will also make changes to our governance 
so we are listening more to, and learning 
more from, our customers and making 
decisions shaped by their insights.

The Board is confident that this Plan will 
enable us to be fit for the future, with 
a renewed focus on being an excellent 
landlord, focussing its efforts and resources 
on serving and supporting its residents.

Ann Bennett

Our Plan will deliver a simplified and streamlined 
business, so we can focus more of our time and 
resources on front line service delivery for the 
benefit of our customers.

“
”

BUSINESS OVERVIEW
The Community Housing Group now Community 
Housing, was formed in 2000 through a stock 
transfer from Wyre Forest District Council.   We 
are a social business and one of Worcestershire’s 
largest Registered Providers of social housing. The 
Company provides and manages 6000 homes and 
is an exempt charity and registered society under 
the Co-operative and Community Benefit Societies 
Act 2014.  We mainly operate in the Wyre Forest area 
and the office headquarters are in Kidderminster.

OUR AMBITION 

We are proud of what we have achieved for the 
people and communities we support over the 
past 20 years.  Over the coming years we want to 
become a more significant social housebuilder in 
Worcestershire, focused on helping people to thrive 
and to live independently, knowing that they have 
a secure home that they can afford with a landlord 
who cares about them. 
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This will mean continuing to develop new 
homes to help meet demand. We will 
be investing more in our existing homes 
too, making them more comfortable 
and affordable for our customers to live 
in. To achieve this, we will streamline our 
organisation and build financial strength.  
We will also prioritise our core business 
rather than focussing on providing 
services to others.

The tragic events of the Grenfell fire in 
2017 has resulted in a change in building 
safety compliance expectations across 
the social housing sector and a greater 
regulatory interest. The consequence 
of Grenfell has seen and will continue 
to see new and amended legislation 
placing more obligations on landlords. 
The sector has also seen the compliance 
expectations reinforced through the 
Charter for Social Housing Residents 
(white paper) and the Sector Risk Profile. 
Building Safety Compliance will be at 
the very top of our agenda and we will 
develop our solutions in full partnership 
with tenants.

HOW WE PRODUCED THIS PLAN

Thanks to the hard work of our teams, the 
Board and support from the Customer 
Voice and Assurance Group (CVAG), we 
made excellent progress against the 
2018-21 Together We Can Plan. The new 
Corporate Plan for 2021-24 creates a new 
vision and core strategy for Community 

Housing.  This strategy reflects our 
learning from the Coronavirus pandemic 
that altered our operating context and 
required us to learn more about our 
customers and to re-look at the way we 
provide services. During the consultation 
for this Corporate Plan, the government 
published The Charter for Social Housing 
Residents: The Social Housing White 
Paper.  The document incorporates 
our response to the White Paper and 
our decision to focus on improving our 
engagement and customer service will 
make it easier for us to take the White 
Paper proposals forward.

In creating the new Corporate Plan, our 
Board was clear that we must consult 
with and be guided by customers and 
stakeholders every step of the way. 
Therefore, we ran a programme that we 
called The Big Conversation: we have 
involved residents, CVAG, partners and 
colleagues through extensive survey 
work and on-line discussions to identify 
the strategic choices set out in this 
document.  A great variety of voices have 
contributed to this process and we are 
very grateful for their time and input.

WE’RE BUILDING A BRIGHTER FUTURE
There are three main themes in our 3-year Corporate Plan and eleven priorities as follows;

BUILDING 
BETTER LIVES

  Making life better 
for customers

 Developing a new 
people plan

 Redefining our role 
in social regeneration

BUILDING A 
STRONGER BUSINESS

  Simplifying our 
business

 Financial strength 
and value for money

 Focussing on our 
core business

BUILDING THRIVING 
COMMUNITIES

  Building new 
homes

 Estate Regeneration 
and Environmental 

Improvement

 Agreeing a new 
Environmental Plan

 Reviewing our Asset 
Management strategy

 Enhancing building 
safety for customers 

and staff
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BUILDING BETTER LIVES
MAKING LIFE BETTER FOR CUSTOMERS
OUR AIMS FOR 2024

We will make it easier for customers to 
contact us and communicate with us in 
the manner that is most convenient for 
them and improvements will be made to 
the way that we interact face to face, over 
the phone and digitally.  We will always 
publish our phone number up-front, but 
our aim is also to make it very convenient 
for customers to consume services via an 
easy to use digital option that works on a 
mobile phone.  In short, we will try to make 
life easier for our customers by making it 
easier to contact us.

In local neighbourhoods we will make 
ourselves more accountable by allocating 
responsibility to a neighbourhood 
coordinator who will be known to the 
local community and will help with 
housing, tenancy, repairs enquiries 
but will also signpost residents to 
employment and training opportunities.  
Our neighbourhood coordinators will 
be the main local contact for residents 
and our “eyes and ears” within the 

community.  Their roles will change slightly 
depending on the local dynamics within 
the neighbourhoods but will include the 
tenancy sustainability approach that has 
been developed by Vestia and our housing 
team over recent years.

The neighbourhood coordinators will be 
supported by specialist teams for income, 
anti-social behaviour and lettings.  Their 
key role will be to help tenants to sustain 
their tenancies but also to assist people 
to get help when they need it and access 
other specialist help or opportunities, e.g. 
employment and training.

To make life better for customers we will 
improve our telephone services with an 
emphasis on first time fixes, i.e. we will aim 
to diagnose customer requests and fix 
the problem without them having to call 
us again or chase us up.  To achieve this, 
we will work with customers to map their 
customer journeys and use the learning 
from this to improve outcomes.

“
”

we will try to make 
life easier for our 
customers by 
making it easier to 
contact us
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We will develop a better 
understanding of customer 
satisfaction and improve our 
response to complaints.  We will 
measure satisfaction through 
sample surveys from phone and 
digital transactions, carry out a 
perception survey (HouseMark 
STAR) every two years and carry 
out area profiling to monitor 
issues at a neighbourhood 
level.  Results will be reported 
monthly and annually over 
the Corporate Plan period. We 
will improve our approach to 
complaints by introducing a 
new Early Resolution category, 
i.e. empowering our people to 
offer tailored quick solutions for 
customers.  We will also share 
performance in responding 
to complaints with customers 
on a quarterly basis and work 
with customers to ensure that 
learning points are fed into our 
service improvement plans.

We are pleased with the 
improvements that CVAG have 
introduced over recent years 
and this inspired us to become 
an early adopter of the National 
Housing Federations Together 
with Tenants initiative.  CVAG 
have built a strong co-regulatory 
relationship with the Board that 
will be retained in the future. 

We will build on the success 
of CVAG and review the way 
that we involve customers, 
paying attention to the best 
way to engage customers 
in the design of services, 
reviewing our performance, 
learning from complaints, and 
building the learning points 
into service improvement plans. 
Following the integration of 
Oakleaf into the core business, 
an Operations Committee will 
be established comprising 
tenant representatives. This 
will not replace existing tenant 
involvement measures but 
will ensure that tenants can 
play a more active role in our 
governance.  The job of the 
Operations Committee will be 
to make us more accountable to 
tenants for performance and the 
quality of customer experience.

OUR TARGETS TO ACHIEVE THIS

• Deliver a pilot for the new    
 neighbourhood coordinator approach   
 by Summer 2021.
• If successful, introduce the approach in  
 full to improve accountability for the   
 local delivery of services by March 2022.
• Deliver a Service Improvement Plan for  
 the development of the Customer   
 Service Centre to improve customer   
 satisfaction by March 2022.
• Implement new technology to help   
 deliver better solutions for customers,   
 including an improved customer 
 relations management system by   
 September 2021.
• Introduce a convenient end to end   
 digital option for customers to request  
 services without having to spend time   
 on the phone by March 2023.

• Maintain an average of 90% customer  
 satisfaction over the course of the   
 Corporate Plan period and develop   
 a deeper understanding of customer   
 satisfaction.  
• Make improvements to the approach   
 to complaints, including early resolution 
 and learning from complaints by   
 September 2021.
• Establish an Operations Committee that  
 includes customers.
• Review customer involvement to ensure  
 that tenants can influence the design   
 of services and have a role in    
 performance management by March   
 2022.



Community Housing | Corporate Plan 2021-2024

 PAG E  E L EVE N  PAG E  TWE LVE

DEVELOPING A NEW PEOPLE 
PLAN
OUR AIMS FOR 2024

We recognise that our reputation 
with customers depends on how well 
we communicate with them and 
manage our relationships with our own 
employees.  In short, if our employees 
are happy with their work experience, 
feel listened to and involved in the 
development of our future plans, they are 
more likely to look after our customers 
to the standard that we expect.  During 
2021, we will assess our operating culture 
and work with colleagues to agree new 

ways of working.  A key element of this 
will be a new flexible working approach 
and a new reward and benefits scheme 
to enable us to continue to be an 
employer of choice.

Over the last 2 years, we entered 
a dialogue with colleagues about 
the introduction of a new defined 
contribution pension scheme to replace 
the defined benefits schemes that have 
been offered traditionally.  The purpose 
of this was to improve the financial 
viability of the Company and to limit the 
future escalation of debt associated with 
final salary pensions.  The new pension 
scheme will commence at the start of 
this plan.

To deliver our new customer service 
ethos, we will ask our colleagues to 
undergo a customer orientation and 
relationship management training.  
This will help us to deliver a ‘win-win’ 
approach to how we handle customers 
and relationships in general.  We 
recognise that it is important for us as a 
key local service provider to take a lead 
on equality, diversity and inclusion.  We 
are keen to refresh our approach and 
make sure that we are a business that 
is representative of the community.  We 
also want to understand more about 
our communities and understand the 
disadvantages they face, e.g. we have a 
large Gypsy Roma Traveller community 
and we will work with local people to 
make our services more accessible and 
responsive.  

OUR TARGETS TO ACHIEVE THIS

• Establish our Operating Culture and   
 engagement plan by April 2022.
• Consult colleagues about a Flexible   
 working plan by April 2022.
• Review of employment package,   
 including the incremental pay system   
 and benefits by April 2023.
• Delivery of new pension solution by   
 April 2021.
• Deliver a programme to improve  
 customer and colleague     
 relationships by June 2022 to help us   
 improve customer service.
• Develop a new Equality, Diversity &   
 Inclusion strategy, and programme by   
 December 2021.



Community Housing | Corporate Plan 2021-2024

 PAG E  T H I RT E E N  PAG E  FO U RT E E N

HOW WE WILL ACHIEVE THIS

• Integrate the current Vestia team with   
 housing to ensure that employment and 
 training is targeted at tenants by   
 September 2021.
• Continue the Fusion Partnership and   
 compete for national programmes that  
 are designed to take people from welfare  
 and into work or training: in particular, to  
 coincide with the end of the current BBO  
 contract by March 2022.

• Ensure that where possible, our  
 employment and training activity is   
 targeted at our own tenants.
• Combine the current Vestia Learning  
 and Development Team with HR and 
 communications to improve the corporate  
 impact of these services by June 2021.
• Develop a strategy to assist people in the  
 post coronavirus pandemic with economic  
 hardship and create a Hardship Fund by  
 March 2022.

REDEFINING OUR ROLE IN SOCIAL 
REGENERATION
OUR AIMS FOR 2024

We are proud of our record in delivering 
employment and training support to 
local communities.  We will continue the 
welfare to work and community training 
role that has been traditionally undertaken 
by our subsidiary, Vestia Community Trust.  
However, Vestia itself will be integrated into 
Community Housing and will cease to be 
a separate company.  The Vestia team will 
be aligned with the new neighbourhood 
coordination model to help provide a more 
integrated community coaching function.
  
The contract with Big Lottery and the 
Fusion Partnership with other housing 
providers and charities to provide Building 
Better Opportunities (BBO) employment 
and training to local Worcestershire 
communities will continue. We will 

continue to compete for delivery of 
national programmes in Worcestershire 
and in partnership with Fusion where 
there is a benefit to tenants.  Indeed, it 
is our intention that when new sources 
of funding are investigated, the activity 
should be predominantly focussed at our 
own tenants where possible.

The Vestia Learning and Development 
team will be aligned with the core 
Human Resources function to ensure 
that there is a stronger link between 
colleague appraisal, skills assessment 
and the delivery of targeted learning and 
development.

In the post Coronavirus pandemic, we will 
consider the best ways to alleviate hardship 
in the community and create a hardship 
fund to help tenants with emergencies.  
We will further develop existing 
partnerships to ensure that food and fuel 
poverty is tackled, and our customers are 
provided with welfare benefit advice.

Develop a strategy to assist people in the post 
coronavirus pandemic with economic hardship and 
create a Hardship Fund by March 2022.
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BUILDING A STRONGER BUSINESS
SIMPLIFYING OUR BUSINESS
OUR AIMS FOR 2024

Following feedback received in 2020 that 
our multi-brand identity was confusing 
and did not promote our core purpose as a 
housing provider, we will make our identity 
to customers and stakeholders clearer.  We 
aim to present Community Housing as a 
single brand that represents the full variety 
of what we do. The benefit of simplifying 
our business is that our purpose as a 
company will be clearer, we will have a 
single set of priorities, we will make savings 
by not having to account for different 
entities and we will have fewer distractions 
that take our eye from the core business. 

We are investigating the possible retention 
of one of our subsidiaries for conversion 

to a development company to ensure tax 
efficiency on construction of new homes, 
subject to HMRC rules.  Except for this, we 
have brought all other business back into a 
single housing association.

The work of the amica24 board will 
continue in the form of a stakeholder 
panel and will have a similar make up as 
in the past.  We will also continue to play 
a leading role in the Fusion Partnership 
to ensure that welfare to work and other 
opportunities continue to be attracted into 
Worcestershire.

 PAG E  S I XT E E N
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FINANCIAL STRENGTH & VALUE FOR 
MONEY
OUR AIMS FOR 2024

Since we were established in 2000, the 
strategy for the Company has been 
to contribute to the local economy by 
providing employment and training.  This 
has meant taking on contracts for other 
local organisations and diversifying into new 
services like domiciliary care.  The benefit has 
been that as a relatively small organisation, 
we have has been able to demonstrate a 
strong contribution to the local economy 
by employing people to do the extra work.  
Today, we are one of the largest employers in 
Kidderminster.  

In future, the Board wants to prioritise 
investment in new homes.  This will mean 
less direct employment and contracting 
with third parties.  Instead, we will create 
partnerships that will lead to employment 
and training opportunities with local firms.  
We also want to manage our business a 
strong commercial discipline.   To help 
achieve this, we will use a simple set of 
Golden Rules to help govern our finances 
and on-going decision making.  These rules 
will be as follows;

• EBITDA MRI to be at least 30% above   
 lenders requirement,
• Liquidity to be no less than short-term   

 funds to meet 12-month cash outflow, 
• Debt per unit to be no greater than 95% of  
 the loan facility,
• Operating Margin to be no less than the  
 latest sector median performance AND  
 increasing each year,
• Capital Spend to be set in accordance with  
 the latest Stock Condition Survey,
• Housing Cost per unit to be no higher than  
 the latest sector median costs.

We have also developed a business recipe to 
guide managers in developing new initiatives 
and ventures. The business recipe (published 
here) is a practical guide that informs our 
own people, our stakeholders, and tenants 
about how we will guide the business and 
what we will and will not consider.  It will 
provide discipline in growing the business 
but ensuring that growth does not diversify 
away from our core business.

We will pursue the highest possible 
standards of governance and regularly 
review our performance in this respect.  
In the first quarter of 2021-22, we 
appointed a new Board Chair, Ann 
Bennett. She succeeded Andrew Foster 
who had served the maximum term and 
she will oversee the task of consolidation 
of the current Group structure, revising 
governance structures to formalise the 
legal changes in legal entities.  She will 
also commission an independent review 
of our governance by March 2022.

OUR TARGETS TO ACHIEVE THIS

• Rebrand the business by September   
 2021.
• Consolidate the group to a single   
 charitable registered provider by April   
 2022.
• Investigate a conversion of an existing   
 subsidiary to a development company  
 by April 2022.
• The Board will recruit a new Chair to  
 take up the role formally from    
 September 2021.
• Commission an independent review of 
 governance take place no later than   
 March 2022.

Housing Cost per unit to be no 
higher than the latest sector 
median costs
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At the start of this Corporate Plan period, 
the Company has a total debt of £175m of 
which £155m is already drawn and £105m is 
due for re-financing by 2023.  The interest 
rate on the current debt is 4.2% which is 
higher than the prevailing rate for new 
debt.  We are investigating the possibility of 
bringing the proposed £105m refinancing 
forward and, subject to agreeing this with 
our existing funders, we aim to significantly 
reduce interest costs.   We also intend to 
raise additional funds in 2021 to help fund 
development of new homes.

From April 2021 we ceased contributions 
to the final salary pension schemes and 
introduce a flexible defined contribution 
scheme.  As part of this initiative we will 
agree an approach to debt deferral with 
the Worcestershire County Council Local 
Government Pension Scheme.  This will 
provide certainty for our long-term financial 
planning.

The Board believes that we have a moral 

obligation to continue providing new homes 
for people who need them and to manage 
our finances to maximise the number of new 
homes that we can deliver.  However, this 
requires financial discipline to ensure that 
the organisation remains viable.  To this end, 
we aim to make annual surpluses that can 
be used to fund development and reduce 
borrowing.  It is intended that the Company’s 
overall operating margin will be 28% by 2024 
(it was 26% in the pre-coronavirus period).  
To help achieve this, a corporate savings 
programme will be developed to ensure the 
new operating margin is achieved.

Our financial viability will be further 
strengthened by achieving strict financial 
targets, e.g. our Business Plan will be based 
on maintaining EBITDA MRI at 165% into 
the longer-term. (Earnings Before Interest, 
Taxation, Depreciation – Major Repairs 
Included.) 

OUR BUSINESS RECIPE
•  The customer comes first: we see people not issues and we speak with   
 people before we write to them.

• We make it easy for customers to speak to us in person when they need to,  
 but we will also cater for those who prefer to use our services digitally.

• We learn from customers and we treat them as equals.

• No tokenistic customer engagement: we engage with customers to learn and  
 improve our business or not at all.

• We value our core business above all: if we bid for third party contracts, there  
 must be a demonstrable benefit to our tenants and the contract must not  
 cause a distraction.

• We cherish our brand and reputation: we will not dilute this by promoting  
 competing identities.

• We should always act as “one team”, we own issues that are referred by   
 customers and we don’t drop the baton or pass the buck.

• It is critical that we get the 3 R’s right (Rent, Relets and Repairs).

 • Collecting rents and service charges: we should be fair and conform to all  
  regulations: when customers don’t pay their rent, we should try and work  
  with them to maximise their income to make it easier to pay bills.    
  Eviction is the last resort.

 • Reletting homes and new homes: as a colleague you should be proud of  
  our product, if you are not, you need to draw attention to it.

 • A strong repairs and maintenance service will keep our customers happy  
  and preserve our homes for future generations.

• Customer safety is paramount: we will work with residents to keep their   
 homes and our buildings safe and we will be open and transparent in doing so.

• Equality, diversity and Inclusion should be at the heart of everything we do,  
 and we will reflect the community that we serve.

• We are positive and we focus on what can be done rather than what can’t be  
 done.
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OUR TARGETS TO ACHIEVE THIS

• Implement our new Golden Rules and  
 our Business Recipe to drive behaviour  
 and discipline by June 2021.
• Subject to reaching agreement with   
 funders, we will refinance a portion of   
 our loan portfolio and raise of new funds  
 for development by June 2021.
• We will agree a long-term settlement on  
 future pension liabilities by March 2022.
• Future Business Plans – development   
 capacity to be generated through   
 efficiency (generating surplus funds that  
 can be used for development),
• We will aim to achieve an overall operating  
 margin of 28% for the 2023-24 accounting  
 year. 
• We will agree a Value for Money plan   
 that contains a permanent saving of   
 £1.2m and other efficiencies by early 2022  
 for implementation in the 2022-23 budget.
• We will continue to focus on EBITDA MRI 
 and aim to maintain it at 165% in   
 accordance with our business plan, over  
 the course of the Corporate Plan.
• We will publish an annual ESG statement  
 for publication on our website from   
 2022-23.

A Value for Money plan to cover the 
Corporate Plan period will be produced 
and the plan will aim to generate £1.2m of 
permanent annualised cash savings plus 
several efficiencies will be developed by 
the Leadership Team for implementation 
in 2022-23.

We are an ethical business that invests in 
local communities, meets social needs, and 
delivers strong environmental outturns 
in a highly regulated environment.  In 
the future we want to demonstrate our 
impact more successfully to investors who 
are becoming increasingly concerned to 
demonstrate that their funds are invested 
in businesses that have a sound societal 
impact.  From 2022-23 we will produce 

an annual statement in accordance with 
Environmental, Social and Governance 
(ESG) standards to show our impact.  The 
ESG Statement will sit alongside our 
statutory annual audited accounts on our 
website.

There are several key risks that affect our 
business and these tend to change over 
time.  Our risk management approach 
and methodology is kept under constant 
review with the latest Risk Management 
Strategy being agreed in December 2020.  
The Risk Mapping will track progress 
against the key themes in this Corporate 
Plan and will be monitored by our Board 
on a regular basis. 

“ ”
Implement our new Golden Rules and 
our Business Recipe to drive behaviour 
and discipline by June 2021.
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We will continue to provide Telecare and 
Technologically Enabled Care [TEC] to our own 
tenants and to others locally in Worcestershire and 
the West Midlands region but we will only accept 
out of hours repairs business where the contract is 
linked to TEC with a local partner. 

We will investigate the possibility of closer working 
between our amica24 team and our care function 
to ensure that we can trial TEC projects and provide 
linkage between monitoring and on the ground 
and independent living services in peoples’ homes.

Alleviation of homelessness and helping people 
in housing need is why we exist and we should 
always remember this.  We will work closely 
with Wyre Forest District Council and other local 
authorities that have a statutory responsibility for 
homelessness and housing need. We will also work 
with Wyre Forest District Council to help them 
respond to supported housing needs.

HOW WE WILL ACHIEVE THIS

• Except for Telecare, exit contracts when they   
 expire to conform with our new Business Recipe  
 and to concentrate on our core business through  
 to March 2024.
• Explore training and employment options with  
 partner organisations and contractors to replace  
 those previously provided directly by the   
 Company, on-going to March 2024.
• Bring forward proposals for the extension of extra  
 care and supported housing needs in new and  
 existing accommodation by June 2022.
• Continue to compete for local contracts for   
 Telecare and TEC through to March 2024.
• Closer working of the Care Team and the   
 amica24 service to provide a seamless    
 independent living experience by March 2022.

FOCUSSING ON OUR CORE BUSINESS
OUR AIMS FOR 2024

We will reduce non-social housing activity and 
concentrate on our core business going forwards.  
As discussed earlier, we have traditionally taken 
on third party contracts in several areas, including 
repairs, grounds maintenance, manufacturing of 
windows and doors, domiciliary home care and out 
of hours calls.  These are low-margin activities but 
have been useful in providing employment and 
training for local people.  

Providing contracts to other organisations has often 
distracted us from our core business and the large 
employment cost has inhibited the our ability to 
invest in constructing new homes.  

In the future, we will prioritise our core business 
and generate employment and training through 
our partnerships with developers and constructors 
rather than directly.  We will gradually exit contracts 
to third parties as they expire and narrow our care 
function to concentrate more on our own tenants.  
We will not provide domiciliary care after 2024 but 
will instead invest in a modest expansion of extra 
care, local telecare and telehealth.

Following the completion of Berrington 2 extension 
to our successful extra care scheme, we will look for 
further opportunities to provide extra care schemes.  
We will also look at the viability of upgrading 
existing sheltered schemes to support wider 
supported housing needs.  We have significant 
expertise in providing domestic, shopping and 
social interaction support to customers and we will 
aim to build on this.
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BUILDING NEW HOMES
OUR AIMS FOR 2024

We see our role as a housing provider 
as our primary core responsibility and 
alongside this we believe that we have 
a moral responsibility to prioritise the 
development of new homes for people in 
housing need.  We will therefore manage 
our finances to prioritise new development 
in the longer-term.

We will investigate the possibility of 
developing 1,100 new homes over 10 years 
with a tenure split of 60% affordable rent, 
30% shared ownership, 10% outright 
sale and will put sustainable financial 
arrangements in place to make this 
possible.  

Our development proposals are subject to 
the completion of our refinancing plans 
and we intend to strengthen our appraisal 
mechanisms to ensure that our future 

developments perform well financially 
and enable us to continue developing new 
homes.

Where necessary we will continue to 
dispose of homes that are unviable in 
terms of demand and maintenance 
requirements but our net growth position 
(after accounting for right to buy and other 
sales) will be positive by 300 homes by 
March 2025.

Our priorities for new development will be 
general needs family housing, extra care 
for older people, shared ownership and 
we will also investigate supported housing 
needs for younger people and consider the 
requirements of adult social care services 
in doing so.
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ESTATE REGENERATION AND 
ENVIRONMENTAL IMPROVEMENT
OUR AIMS FOR 2024

Many of our estates were built in the 
1950’s and need physical regeneration and 
environmental improvement.  This requires 
careful thought, engagement of residents 
and must be economically viable.  The ability 
to make schemes more viable by adding 
new homes is difficult as it would require 
repurchase of homes sold under the right to 
buy.  Despite this, we believe that it is possible 
to make interventions that will improve the 
appearance of the physical environment in 
some of our estates as well as adding new 
homes.  It is our intention that feasibility 
studies will be undertaken to investigate 
these possibilities in more depth.  

Our initial priority will be the Hurcott Road 
estate which contains 3 high-rise blocks.  
These are the only high-rise developments 
owned by the group.  Other priorities include 
Foley Park Estate Kidderminster, the Walshes 
estate Stourport-on-Severn, which was 
developed with a Radburn style layout and 
the Borrington Road flats in Kidderminster.

HOW WE WILL ACHIEVE THIS

• Hurcott Road scheme to be agreed by   
 2023 with delivery starting 2024-25,
• Foley Park estate – undertake regeneration  
 feasibility study and develop plans by 2024.
• The Walshes (Radburn layout) - undertake  
 regeneration feasibility study and develop  
 plans by 2024.
• Borrington Road flats – bring forward   
 proposals for redesign or renewal of the  
 flats by 2023.

We will review the way that we develop 
new homes.  The current development 
programme is procured through section 
106 agreements, procurement from 
frameworks and construction through 
our former subsidiary, Oakleaf.  Over 
recent years, we have assembled our 
own team to take on a proportion of new 
development and this has also enabled 
the group to achieve strong outcomes 
in construction training.  The approach 
has also been useful in tackling several 
problematic garage sites that would have 
proved commercially difficult to develop.  
However, the cost per unit of construction 
has been high and as we have now almost 
exhausted garage sites, we believe that it 
is best to seek more commercial routes for 
housing development.

We will consider establishing strategic 
partnerships for the delivery of new homes 

with developers and the best route to 
market to achieve this.

OUR TARGETS TO ACHIEVE THIS

• Develop 1,100 new homes over 10 years  
 with a tenure split of 60% affordable   
 rent, 30% shared ownership, 10%   
 outright sale going forward to 2024 and  
 beyond.
• Continue to seek section 106    
 agreements with developers for new   
 homes within Wyre Forest and within   
 20-minute drive from Kidderminster.
• Investigate an optimal commercial   
 arrangement for new development, e.g. 
 a strategic partnership with a    
 constructor, a development consortium  
 with other housing providers and the   
 continued use of framework    
 agreements by March 2022.
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HOW WE WILL ACHIEVE THIS

• Develop a detailed energy efficiency  
 assessment of the housing stock informed  
 by stock condition data to inform an   
 initial programme to tackle homes with  
 sub EPC Level 3 and poor insulation levels  
 by November 2022.
• Develop an environmental plan that   
 details the investment required to deliver  
 the Company’s net zero obligations by   
 March 2023.

REVIEWING OUR ASSET 
MANAGEMENT STRATEGY 

OUR AIMS FOR 2024

We will continue to develop performance 
standards for our stock with the aim of 
identifying high performing homes through 
to those that create a net loss to help us 
pinpoint future investment and disposal 
decisions.

We will dispose of homes if they are unviable 
in terms of lower demand and maintenance 
costs to improve the overall quality of homes 
in our portfolio and help raise funds for new 
development.  

We will review our lettable standard to aid 
tenancy sustainment to try and give the best 
start for households on low incomes in their 
new homes. 

We will review our approach to Decent 
Homes Investment considering the 
proposals in the 2020 White Paper and 
measure customer satisfaction with their 
homes to inform future investment decisions.

We will consider a programme to convert 
existing sheltered schemes to extra care 
or for other supported housing needs in 
conjunction with Wyre Forest District Council.

HOW WE WILL ACHIEVE THIS

• Develop a new Asset Management and  
 Building Safety Strategy for consideration  
 by the Board by March 2022.
• We will work with tenants and our housing  
 team to review our approach to letting  
 new homes to ensure that we give new  
 tenants the best chance of sustaining their  
 tenancy by September 2021.
• Undertake a feasibility study to examine  
 the possibility of converting existing  
 sheltered schemes to extra care,   
 higher quality independent living or other  
 supported housing needs by February  
 2022.

AGREEING A NEW 
ENVIRONMENTAL PLAN
OUR AIMS FOR 2024

We will work out our carbon footprint 
and undertake a stock survey to identify 
the poorest performing homes for fuel 
efficiency and the measures needed to get 
us on-track to achieve the national net-
zero targets.

Our intention will be to target investment 
at the most underperforming stock first 
and follow an investment programme over 
time with an initial emphasis on tackling 
962 homes that have Energy Performance 
Certificates (EPC) below level C.

We will consider the best and quickest 
ways to insulate homes to the highest 
possible standard and we will also appoint 
a dedicated environment lead manager 
who will front a dedicated team to driving 
our programme forward.

From 2021-22 onwards the business 
plan includes and annual provision of 
£500k to establish the environmental 
plan and initially this will be used to help 
work out the long-term requirements, to 
match-fund demonstration projects and 
commence the EPC Level C target and 
insulation programmes.  The budget will 
be reviewed as the requirements for net 
zero become clearer.

All new-build homes are built to a high 
environmental standard and an allowance 
of £5k per new home has been built into 
our business plan to ensure that this can 
be delivered.
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ENHANCING BUILDING SAFETY FOR 
CUSTOMERS AND STAFF
OUR AIMS FOR 2024

We will engage our colleagues in an exercise to 
define our “safety culture” and develop standards 
that must be observed by all colleagues in 
relation to health and safety.  We will work with 
tenants to develop transparency for our building 
safety programme, e.g. publication of Fire Risk 
Assessment Works to affected tenants and general 
performance against building safety targets.  We 
will name our Building Safety leads when the 
requirements of the Building Safety Bill become 
clearer.  We are committed to ensuring the health 
and safety of our colleagues and customers. Our 
goal is to ensure that our staff feel safe in what they 
do and that our customers feel safe in the homes 
that we provide. 

We have begun a journey to enhance our building 
safety compliance arrangements.  In 2018/19, we 
embarked upon an ambitious project to upgrade 
the level of smoke detection within flats from a 

category LD3 to LD2.  From the research 
we conducted, we believe we are one 
of the first housing associations to 
commit to a standard of detection 
above what is minimally prescribed.  In 
the same year, we also commissioned a 
project to reduce the frequency of our 
Electrical Condition Reports from 10 
years to 5 years.  The project timescales 
for both projects were interrupted by 
the Coronavirus pandemic but resumed 
quickly.  We are committed to playing 
an active part of the national agenda to 
drive safety improvements to ensure our 
homes remain safe for our customers. We 
will work closely with our customers on 
our core safety projects and ensure they 
are regularly kept abreast of our property 
compliance performance.

In addition to our customers, we will 
as a matter of course, ensure that the 
safety and wellbeing of our colleagues 
remains a key priority in what we do. 
The Coronavirus pandemic has resulted 
in unprecedented changes to the 
way our employees work and deliver 
their roles. In the immediacy of the 
pandemic, we implemented a range 
of copious arrangements to ensure the 
health and safety of colleagues. We will 
continue our work to provide support 
to ensure colleagues, including those 
most vulnerable, are kept safe through 
a process of assessing the services we 

continue delivering against the risks they 
pose. 

To that end, we will develop a regularly 
updated Health, Safety and Compliance 
Plan that will be underpinned by this 
Corporate Plan. Our plan will provide 
a clear and overarching pathway 
for strengthening compliance 
arrangements across all core business 
areas. We will ensure all parts of the 
Company and our Customer Voice and 
Assurance Group actively participate in 
the development of a plan and that there 
is clear ownership around the objectives 
we commit to deliver. 

HOW WE WILL ACHIEVE THIS

• Develop a healthy safety culture that   
 includes a high degree of transparency  
 and information sharing with tenants   
 by September 2021.
• Develop a mechanism to include 
 tenants in the oversight and  
 performance of building safety by   
 October 2021.
• Appoint a specialist Building Safety   
 manager as soon as the statutory  
 requirements for this role become   
 clear.
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We are a strong independent organisation that is contributing to resolving housing need 
by providing new affordable homes.  We provide strong customer orientated services to our 
tenants that will continue to improve.  We will consider partnership proposals that improve 
our ability to provide more new homes and better services to customers if it is clear that a 
proposal will deliver improved services and more new homes for people who need them.

The Coronavirus Pandemic had a major impact on 
the communities that we serve over the course of 
2020 and 2021, and affected us as a business.  The 
economic impact of the pandemic is likely to have 
a lasting legacy for years to come and we intend to 
work with local communities, charities and other 
key partners to help people get back on their feet 
and provide practical support wherever we can.  We 
will do everything we can to combat hardship.

Throughout the pandemic we realised that we 
needed to know more about our customers and 
to be in regular contact more often with those that 
need targeted help.  The welfare calls that we made 
to residents were often important for residents 
to get access to crucial help.  We will learn from 
this and keep many of the practices that served 
us well as we move into the post pandemic era.  
Unlike many housing providers, we decided to 
use government guidance to re-start most of our 
repairs services after the first lockdown in 2020 and 
these services continued through the subsequent 
lockdowns.  We will emerge from the pandemic 
without a repairs backlog due to the commitment 
and dedication of our colleagues.

RECOVERING FROM THE 
CORONAVIRUS PANDEMIC

MERGERS AND PARTNERSHIPS



BUILDING 
BETTER LIVES

WHERE ARE WE IN 2021 WHERE WE WILL BE IN 2024

  Making life better 
for customers

 Developing a new 
people plan

 Redefining our role 
in social regeneration

  Multi-brand identity

  Structure is overly complex

  Strong start to digital -   
 transformation

  Efficiency plan delivered - £5m   
 savings but room for improvement

  Strong approach to Telecare &   
 Extra Care emerging

  Strong development outcomes but  
 low numbers produced

  Customer service needs    
 improvement

  Tenant engagement good but   
 limited to Scrutiny and surveys

  Good record on delivering social   
 regeneration (Vestia)

  Good reputation with partners

  High employment costs relative to   
 peers

  Performance benchmarks are   
 reasonably good

  “One Team - One Vision” with   
 simplified structure & brand

  Strong financial performance with  
 lower borrowing cost, a margin of   
 30% and EBITDA of 165% consistently

  Social regen & tenancy sustainment  
 integrated with housing delivery

  Improved customer satisfaction

  Customer knowledge used to   
 design and improve services

  Strong tenant engagement

  Delivering programme of 1100 new  
 homes

  A strong extra care & telecare   
 service

  A vibrant new culture among   
 colleagues backed-up by a People   
 Plan

  A strong performing efficient   
 business that shows good VFM

  Focused on core business and out   
 of 3rd party contracts

  Healthy service improvement   
 plan that engages customers

  Working with tenants to deliver  
 home safety rather than compliance

  Making progress with zero    
 carbon and estate regeneration

BUILDING A 
STRONGER BUSINESS

  Simplifying our 
business

 Financial strength 
and value for money

 Focussing on our 
core business

BUILDING THRIVING 
COMMUNITIES

  Building new 
homes

 Estate Regeneration 
and Environmental 

Improvement

 Agreeing a new 
Environmental Plan

 Reviewing our Asset 
Management strategy

 Enhancing building 
safety for customers 

and staff
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OUR STRATEGY 
BRIDGE TO 2024

BUILDING BETTER LIVES, A STRONGER BUSINESS AND THRIVING COMMUNITIES
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