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About Castles & Coasts 
Housing Association

Mission
“Providing affordable homes and 
sustainable communities with pride, 
passion and principles.”

Castles & Coasts Housing Association (CCHA) 
was created in July 2017 as a result of 
merging Two Castles (TCHA) and Derwent 
and Solway (D&S) Housing Associations. We 
have an annual turnover of over £30m, employ 
nearly 200 staff, and own and manage more 
than 7,000 properties in rural and urban 
communities across the North of England, 
with around 75% located in Cumbria. 

As well as a commitment to providing new 
affordable housing solutions and investing 
more than £10m each year in delivering new 
homes, CCHA plans to spend more than 
£10.5m per annum on maintenance (including 
major repairs), creating employment and skills 
opportunities in our local communities. 

This five year Strategy sets out our key 
corporate objectives for the new organisation, 
our ambition to grow, invest and improve. 
Whilst we know it will take some time to realise 
the latent efficiencies from the merger, we are 
already starting to realise benefits from the 
larger business, and see the first year of this 
Strategy as one of transformation following 
the necessary consolidation period 
immediately after coming together. 

We believe we have a strong, financially 
resilient and well-governed social business 
in CCHA, and will use the next five years to 
build on this, putting our current and future 
residents at the heart of our activity.
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Accountability
Assuming responsibility for our actions, 
decisions and policies. 

Respect
Treating others the way you wish to be 
treated, show consideration for one another, 
and recognise each other’s differences.

Honesty
Keeping our promises, we take responsibility, 
we instill confidence in our employees, 
customers and other stakeholders.

Quality
Committed to providing high quality services 
and products.

Fairness
Applying the same rules, standards 
and criteria in similar situations, making 
judgements free from discrimination or 
dishonesty. 

Our corporate values are the operating principles that guide our 
internal conduct, as well as our relationship with customers, 
partners, and shareholders:

Corporate values
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Operating environment 
and markets
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Geography and markets
Our operational area spans Cumbria, 
where around 75% of our stock lies, across 
to the North East coast, where we have fewer 
properties and therefore weaker economies 
of scale and less influence. As a result of 
merger, approximately half of our stock now 
lies in a single local authority area (Allerdale) 
meaning we are more exposed to the issues 
in that area. Both Cumbria and the North 
East have seen significant amounts of 
consolidation in the housing association 
sector in recent years; an important factor 
in our operating environment. 

The two regions present very different 
markets:  in Cumbria our markets are 
relatively economically deprived, it is difficult 
to find some technical skills, the employment 
market is relatively flat, and there can be 
huge variations even between districts e.g. 
a property price in Allerdale could be as low 
as £30,000, whereas in the Lake District 
National Park they can be £300,000. The 
North East, conversely, is more economically 
buoyant with a more vibrant property market. 

Our aspiration is to consolidate our position 
in the North East through growth, either 
through further merger activity, or strategic 
alliances with smaller, stand-alone 
associations. We would be open to new 
opportunities in Scotland, whilst considering 
differences in legislation and regulation.

Carlisle is likely to present significant 
opportunities in the coming years, which we 
are in a better position to maximise because 
of increased size - planned development of 
the airport, a Garden Village and other 
economic investment means there is 
potential for growth in terms of jobs, training, 
tourism and housing. We are already engaged 
in early discussions with the relevant parties 
to ensure we have full involvement.

There is little demand in our operating areas 
for existing home ownership products. 
Private rented sector accommodation has 
increased dramatically, and although this may 
slow down as reduced tax incentives impact, 
there does appear to be a gap between 
affordable and private rent, therefore an 
‘intermediate’ rent product could be worth 
exploring.

 

The environment within which we operate is 
complex, ever-changing and is influenced by a range 
of interplaying factors. We continually monitor these 
changes to ensure we are agile in our response and 
approach, taking advantage of opportunities to 
maximise the delivery of our strategic objectives 
and to mitigate risks to them.



Operating environment 
and markets cont.
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Politics and Brexit
We are alive to continued potential changes 
in government policy and attitude towards 
housing associations and a possible change 
of government. Whilst it appears that the 
current government has ‘softened’ its stance 
towards the sector, and is more open to the 
development of affordable rented homes 
and home ownership, we are not complacent 
and realise that this may not last. 

We are aware that some of the delivery 
models we have entered into (such as 
Cost Sharing Vehicles) may be impacted 
by changes in legislation, and so may need 
to change. Brexit also presents potential 
significant challenges, most of which are 
still unknown. The key for us will be agility 
to change our approach depending on the 
political and policy environment we are in.

 

Customers and demographics
Customer expectations continue to be 
high around quality of home and service 
standards. However, in order to deliver the 
new housing supply we want to, and which 
the government is encouraging, it is 
inevitable that very high service levels – 
things like space standards, component 
quality etc - will have to be carefully managed, 
along with customer expectations in order 
to free up resources for development, and 
possibly enhanced asset compliance 
requirements (in the wake of the Grenfell 
disaster). 

Customers increasingly expect services 
to be accessible online, 24 hours a day, and 
our approach will be to shift channels for 
the majority whilst ensuring that customers 
unable to engage digitally still have access 
to traditional offline methods of contact. 
We also need to gather more useful data 
about our customers, so as to provide the 
best possible services and communications 
and increase efficiencies. Savings created 
from improved use of technology can be 
reinvested into achieving our core objectives.

Demographics continue to present 
challenges or all providers; the population of 
over-65s is set to increase exponentially and 
will impact on our activity. The traditional 
sheltered housing model is no longer popular, 
with demand increasing for bungalows (which 
are expensive to build and take up more land 
per unit). Innovations, such as retirement 
villages, may need to be considered. 



Operating environment 
and markets cont.
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Regulation and legislation
Regulatory compliance will continue to 
be a primary focus for us; we are anticipating 
an In-Depth Assessment (IDA) from the 
Regulator of Social Housing (RSH) in 2018/19, 
which we hope will see us achieve top ranking 
Regulatory Judgements of G1 and V1. 

We are already preparing for the new VFM 
Standard which will take effect in April 2018, 
with a focus on demonstrating VFM and 
measuring it more accurately. We are also 
anticipating potential changes in regulatory 
focus as well as legal requirements, as various 
enquiries and reviews report following the 
Grenfell fire.

Stakeholders
Our key stakeholder engagement is likely 
to remain focused around our residents, 
including leaseholders and shared owners, 
local authorities, our funders, pension 
companies, partners, the RSH and Homes 
England. We understand the benefits of 
working in partnership, and that we cannot 
deliver all our aspirations working alone. 

We will therefore seek to build on existing 
partnerships and seek out new ones where 
they can help us deliver on our objectives.



PESTLE
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   Political

•  Impact of government policy (policy 
between 2010 and 2017 was quite 
adversarial toward the sector; it is 
now perceived as more ‘favourable’)

•  Minority government which is volatile 
and could change at any time 

•  Impact of Brexit – mostly still 
unquantifiable, but could impact on 
building contractors, economy

•  Reputation of the sector with 
government (favourable or not?)

•  Government policy on home 
ownership and its drive for greater 
housing supply

•  Increased pressure on local 
authorities, health and social care 
budgets

•  Minimal local political influence on 
CCHA; areas of operation contain a 
mix of all political persuasions; 
because widely spread we have 
minimal influence in any one place.

   Economic

•  Brexit – creating a sustained period 
of ongoing economic uncertainty

•  Potential negative impacts on 
Financial Plan assumptions – 
inflation, interest rate rises, potential 
or not for another economic 
downturn 

•  Welfare reform impacts (pressure on 
income streams, additional costs of 
collecting rent)

•  Low incomes in our areas of 
operation

•  The different ‘markets’ within which 
we operate

•  The impact of insurance risks given 
our location and previous flooding 
record

•  Ensuring we can recruit and retain 
the necessary skills and expertise to 
support our growth.

   Social

•  Increasing demand for the housing 
and support services we provide 
- do we concentrate on core housing 
functions or diversify (e.g. into care)?

•  Demographics - ageing population 
and likely to rise.

   Technological

•  Channel shift – demand for ‘instant’ 
service delivery

•  Increased use of technology among 
our customers

•  Impact of technology on how we 
deliver services – opportunities for 
efficiency but challenges of keeping 
pace; mobile working solutions and 
changes to office requirements 

•  Social media usage increasing 
– reputational risks

•  Increase in cyber risk
•  Need to manage data securely and 

sensitively to comply with legal 
requirements - impact of General 
Data Protection Regulation (GDPR)

•  Staff need to be trained, developed 
and supported.

   Legal

•  Health and safety and compliance 
– increased focus post-Grenfell

•  Charitable status
•  Equality and employment law.

   Environmental

•  Compliance with the Regulatory 
Framework

•  Demonstrate excellence in 
governance and financial strength in 
IDA to achieve top level Regulatory 
Judgements

•  Key focus on delivering and 
demonstrating VFM

•  Reputation – of the wider sector and 
CCHA regionally

•  Drive for fewer and more effective 
RPs

•  Increasing energy costs, the need to 
continue to improve the energy 
efficiency of our homes, to support 
our residents to efficiently use their 
home and to implement measures 
that reduce carbon emissions

•  Eradicating fuel poverty
•  Responsible approach to limiting the 

production of waste, and recycling 
where we are able

•  Use of technologies to reduce 
reliance on paper transactions and 
to reduce unnecessary duplication 
and travel costs

•  Cognisant at all times of climate 
change and flood risk.

Summarised below are the main Political, Economic, Social, 
Technological, Legal and Environmental (known as a PESTLE) issues 
that are impacting on the social housing sector, and how these will 
affect us. 

This analysis sets the context for our Strategy, and is a key element of 
how we evaluate the strategic alignment of our risk management and 
our external operating environment. 
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Our current Board of nine members was 
created at the point of merger in July 2017. 
We have in place an up to date skills matrix, 
succession plan and approach to 
recruitment, all of which interlink.  

All Board Members receive an annual 
appraisal, a summary of which is reported 
to the Board and forms the basis of a 
development and training programme. 

Our new Board Member Succession, 
Recruitment and Induction Policy will 
be enacted in 2018/19. Annually, the 
Board undertakes also undertakes self 
assessments of effectiveness and against 
the NHF Code of Governance as well as 
considering the skills it requires - more 
frequently if there is a change in focus in 
business. Our succession plan shows that 
we will lose two members in 2019, five in 
2020, and a further three 2021 onwards. 
We will use these opportunities to review, 
refresh and increase our non-executive skills 
by expanding up to 12 members, if needed. 

We will be active in recruitment from the start 
of this Strategy period, in order to ensure we 
are well prepared for the level of turnover we 
expect. Two key skills we have identified as 
lacking are IT and treasury. 

We have a policy of remunerating Chair 
and Board Members which is benchmarked 
and reviewed independently.

The Board has three committees, made up 
of Board Members only, that have their own 
Terms of Reference: Resources, Audit & Risk 
(A&RC), Staffing & Governance (S&GC). 
The committees provide assurance by 
undertaking more detailed scrutiny in key 
specialist areas and reporting back to Board 
on findings and recommendations.

We believe our governance is strong and 
effective, and that we have the best 
organisational and legal structure in place 
to enable delivery of this Strategy.



Corporate Objectives
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Residents are at the heart of everything we 
do; they are our most important stakeholder 
and ultimately why we exist. We are 
committed to providing excellent services, 
which are convenient to residents’ needs. 

A key focus is therefore defining and 
delivering excellent customer service. 
We recognise that residents’ needs and 
expectations differ and are becoming more 
demanding in numerous areas so we will 
look to be proactive and adjust our services 
in response. We believe the availability and 
use of digital and mobile technology will have 
an increasingly important role in evolving 
service delivery.

We have new set of Service Standards that 
sets out services residents can expect from 
us – including customer service, the home, 
customer involvement and feedback, and 
rent services as well as our commitment 
to customers. 

To enable delivery of excellent services, 
we have created a Customer Services Team 
as the first point of contact for enquiries. 
They are focused on being able to respond 
effectively immediately, without passing the 
enquiry on. 

We want to provide online, responsive 
services so residents can self-serve at a 
time and in a way that suits them - including 
building on our existing Residents’ Portal 
facility to provide ability to access repairs 
history, report and track repairs progress, pay 
rent and see rent statements. Whilst our aim 
is to improve services, we also anticipate this 
will ultimately create efficiencies which then 
free up staff resources to utilise elsewhere. 

We are already working with a group of 
residents in a consultative process to 
develop our digital offer; we hope they will 
become champions for the new approach. 
It is anticipated that, through offering 
these improved online services, more of 
our residents will utilise the freedom to 
access services at the time they want but 
we will continue to have telephone facilities 
for those who are unable to interact with 
us digitally. We have set targets for online 
activity, and will consider incentives if 
required. 

In order to deliver excellent services, we 
need to know and understand more about 
our residents. We will undertake further 
customer profiling, to widen and enhance our 
datasets and then make better use of that 
data to develop the right services, which are 
delivered in the right way.

Key Objective 1: 
Customer
– to deliver high quality services to 
residents and prospective residents.



Corporate Objectives

9

Resident involvement is very important to us, 
and we have put in place a four-tier approach 
to engagement:

•  Residents’ Scrutiny Panel – Group of 
residents representative of our customer 
profile to look at specific areas of service 
and feed back to us

•  Resident Feedback Groups – six task and 
finish groups each year which will meet just 
once to focus on a particular policy or 
service area

•  Continual Service Feedback – comprising 
a range of feedback mechanisms, such as 
mystery shopping, service surveys etc.

•  STAR Survey – to be undertaken every two 
years, measuring a range of satisfaction 
indicators. Our first STAR Survey will take 
place in 2018/19; this will give us clear 
current benchmarks of satisfaction from 
which to build over the next five years.

We hope to attract involvement and feedback 
from a wide range of residents, and we will 
use technology as a tool to deliver this 
objective. We want to base our services on 
what the majority want and need, not just a 
small vocal group which has traditionally 
engaged with us. Resident feedback will be 
reported each year in our Annual Report.

Of our services, repairs are the most 
important to most residents. Having inherited 
an in-house Direct Services Organisation 
Team after the merger, we are now bringing 
more of our contracted work in-house, 
but on an incremental, organic and 
well-managed basis. We expect that a 
combination of in-house and external 
contractor delivery will result in better, more 
responsive repairs services for residents.

When things occasionally go wrong, we 
have a clear complaints procedure in place 
which is well publicised; we will pay attention 
to complaints, listen and learn from them, 
in order to continuously improve services.

Key Objective 1: 
Customer cont.
– to deliver high quality services to 
residents and prospective residents.
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Having a new Board in place, our key focus 
is to ensure we achieve best practice in how 
we deliver and undertake governance.

We have put in place a set of governance 
documents which will be regularly reviewed. 
Annual appraisals of Board Members will 
continue, complemented by individual and 
collective assessments of effectiveness. 
We will self-assess our compliance each 
year against the Regulatory Standard for 
governance and our adopted Code of 
Governance. 

Over the next three years, a key activity 
will be succession planning. We will start to 
lose existing Board Members from 2019 
onwards, and, as terms of office come to 
an end, we will see significant turnover; 
ultimately, we are likely to have no Board 
Members with more than five years’ 
experience. This presents challenges in 
terms of continuity and knowledge; equally, 

it enables a refresh and renewal of skills 
and expertise. An approach to succession 
planning has been agreed by Board and a 
review of Board remuneration will both take 
place in 2018. We hope that this will assist 
us in attracting new members with the 
required skills. We will undertake an external 
review of governance from time to time; we 
may do this 2018/19.

We will be subject to an IDA by the RSH 
in 2018/19, a year on from merger. Our 
aspiration will be to achieve top level G1 
and V1 Regulatory Judgements.

From time to time, we will seek external 
advice and assistance in governance, 
where this is either a compliance requirement 
(e.g. Board remuneration) or where we can 
add value through external perspectives and 
wider sector knowledge.

Key Objective 2: 
Governance
– to ensure that we have effective and accountable 
leadership and governance to enable us to meet 
challenges and opportunities, and manage risks.
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We will only be able to deliver our Strategy, 
and maximise the benefits to our residents, 
if we maintain financial viability and make 
the most effective and efficient use of our 
resources. We are a financially strong 
organisation, and the merger has increased 
our resilience and capacity to fund additional 
investment in new and existing homes and 
services. The five year rent settlement 
post-2020 of CPI +1% and the removal of 
the link between social rents and Local 
Housing Allowances (LHAs) will provide 
greater certainty in our planning, and 
encourage investment by reducing risk. 

We will maintain our financial viability through 
sound financial management with a keen 
focus on income collection. We will potentially 
enhance our capacity in three ways:

•  Efficiencies
•  Accurate planned maintenance forecasting
•  Putting longer term, cheaper finance in 

place.

We are committed to using resources wisely, 
and by driving efficiencies we will be able to 
release more resources. We will continue to 
focus on the links between activities, costs 
and benefits. We will explore opportunities for 
greater efficiency by analysing our business, 
how we are organised and whether we can 
procure services through closer collaboration 
with other organisations.  Understanding our 
cost drivers, and analysing our costs, will 

ensure that our expenditure and investment 
decisions represent good value for money 
(VFM). We are keen to innovate in our 
approach to efficiencies, and will consider 
a range of scenarios, including use of 
management and maintenance allowances, 
a ‘worst case scenario’, and looking at what 
costs could theoretically be driven out if a 
zero-based approach were taken.

We will assess and agree our enhanced 
development capacity at the start of this 
Strategy, and then go on to consider a range 
of options to increase capacity including a 
re-assessment of the condition for the 
former D&S stock.

We will review our long-term office 
accommodation needs, including location, 
which will address both financial efficiency 
and operational effectiveness. Following the 
merger, as well as reviewing our borrowing 
requirements, we will also look (with external 
advice) at excess security, where this lies, 
and how much this might be worth in terms 
of raising future finance. We also plan to 
review how we undertake management 
account reporting; we believe that by taking 
a new approach it could drive different 
behaviours in terms of budget management 
and cost control.

Key Objective 3: 
Financial Viability
– to be a financially viable, 
well run organisation.
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We have a significant piece of work to 
undertake around service charges on the 
former D&S rented stock, to ensure that they 
are based on accurate costings and include 
full recovery. It is likely that any significant 
increases will be phased in, with full resident 
consultation, followed by an effective 
communications strategy to explain the 
changes. 

A key risk we have inherited through merger 
is Greta Gardens in Keswick – an extra care 
mixed tenure scheme where very few of the 
properties developed for sale have been sold 
due to a highly restrictive S106 Agreement. 
Consultation is now under way with the 
National Park, local authority and scheme 
residents with a view to gaining agreement to 
extend the S106 to take in a much wider area, 
which will hopefully then result in improved 
sales. There is also considerable work to do 
on service charges and staff management 
arrangements for the scheme.

Understanding how much it actually costs to 
manage the former D&S properties is another 
challenge as previously there was a recharge 
in place which did not reflect the actual 
running costs. 

The new Board has created a new set of 
financial ‘Golden Rules’, and we will be 
embedding those within our reporting and 
stress testing over the next few years.
Insurance is a significant area of expenditure 
due to many of our properties being located 
in flood areas. We will use external specialist 
insurance consultants to assist us in a 
procurement exercise in 2018/19, so that we 
can achieve the best cover for the best price.

Key Objective 3: 
Financial Viability cont.
– to be a financially viable, 
well run organisation.
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We want to be an exemplar of good 
practice in both organisational excellence 
and as an employer. Our aim is to engage, 
motivate, develop and inspire our people 
to work towards a shared vision as well as 
individual priorities. We already hold Gold 
Investors in People (IiP) status, and our goal 
is to retain this and consider re-assessment 
in year 2 of this Strategy to give us a goal to 
work towards.

We are undergoing an inevitable and 
significant amount of organisational and 
culture change in our early stages as a 
new organization with an influx of new staff 
as well as colleagues from both former 
organisations. We will approach change 
management in a practical way, whilst 
ensuring we retain a key focus on our values.

We have set up our first proper HR function, 
with a manager and assistant now in post 
to guide and support line managers and 
ensure they understand and exercise their 
responsibilities as a key priority. New policies 
and procedures are being put in place which 
will give them the right tools to achieve this, 
along with appropriate training and 
development.

A significant IT project will be rolled out, 
bringing payroll in-house and integrating it 
with our HR system, Cascade, which also 
requires development to incorporate new 
roles, working hours etc.

We will review our management structures 
and tiers. We have a wide range of new roles 
following merger (such as direct operatives), 
as well as some duplication of roles. Over 
time, and in a managed way, we will move 
staff so that we have the right people in the 
right posts across the business. We will 
undertake selective restructuring to achieve 
this, gradually moving staff onto new terms 
and conditions following consultation (e.g. 
on working hours) and ironing out anomalies. 

Key Objective 4: 
Organisational  Development/Staffing
– to be an attractive employer for both existing and 
prospective employees - to recruit, develop and 
retain staff who will add value to our business.
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Employee engagement is something that 
we are committed to achieving excellence in. 
We will involve people, work with them, and 
agree a common approach to ‘how we do 
things round here’. We will put our new 
values into practice in our daily activities and 
undertake an employee engagement survey 
approximately 12 months on from merger to 
give us a benchmark from which to develop 
our engagement.

We have more work to do in increasing 
mobile and flexible working, linking to digital 
channel shifts for residents. 

A key element of this will be equipping 
people to think differently about how they 
work, and giving them the technology to 
enable it. HR will support the process of 
change and getting people on board. 
We also recognise that some managers will 
need support to make the shift to managing 
an ‘absent’ workforce, so we will explain and 
promote the benefits of working in a more 
mobile and flexible fashion for both the 
individuals and customers. We will also seek 
to learn from what others are already doing, 
including the private sector, with a focus on 
quality as well as cost, and incentivising the 
right kind of behaviours.

Key Objective 4: 
Organisational  Development/Staffing cont.
– to be an attractive employer for both existing and 
prospective employees - to recruit, develop and 
retain staff who will add value to our business.
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We are committed to both investing in 
our existing homes and building new ones. 
We recognise that we need to maintain 
investment in our existing stock, and can 
only continue to deliver new homes at 
a level consistent with our key objective of 
remaining financially viable.

Investing in existing stock is of primary 
importance, not least as there are likely to 
be increased requirements and compliance 
in the wake of Grenfell. We will also need to 
consider change of use, or disposal, for 
properties which are in low demand. Our 
existing residents are vitally important to us, 
and we will ensure the homes and repairs 
services we provide are of a standard that 
meets their needs and expectations as well 
as being VFM. Gradually moving more of our 
repairs services in-house gives us greater 
control, improves efficiency and quality, but 
will take time and the dispersed nature of our 
stock means that there is no single solution. 
We will therefore ensure we have a range of 
external contracts in place to complement 
our own team’s work and capacity.

Our Cost Sharing Vehicles could potentially 
come under threat due to changes in VAT 
arrangements; we will, therefore, keep this 
under review. We believe that due to our scale 
there is more we could do here to achieve 
greater efficiencies. We are committed to 
working with others, and have excellent 
working relationships with Karbon Homes 

and South Lakes Housing. We will look to 
build on these and seek new opportunities 
for collaborative procurement.

Planned maintenance will be based on 
robust stock condition data, which we ensure 
is kept up to date. Over the first two years of 
this Strategy, we will undertake a new stock 
condition survey to better inform our financial 
forecasting and to enable the development 
of a new Asset Management Strategy. We 
will also look to enhance our in-house system 
for ‘active asset management’ with either an 
off-the-shelf model, or further developing our 
own model. 

The national and local requirement for 
new, quality homes is increasing but our 
recent merger has provided us with doubled 
capacity for development through our 
enhanced financial capacity, and we believe 
there is more capacity to be released which 
will enable us to take a longer term, more 
strategic approach to achieve our goal of 
building at last 120 new homes each year 
of this Strategy. We will focus on larger sites, 
and aim to become key players in some 
significant developments (such as the 
Carlisle Garden Village). We will continue to 
build for a range of tenures, including shared 
ownership and outright sale, 
as well as affordable rent.

Key Objective 5:
Procurement and Development
– to build and maintain safe, secure and 
sustainable homes and communities.



In addition, we have the following 
cross-cutting objectives, which 
supplement our key corporate objectives:

• Equality and Diversity 
• Value for Money 
• Compliance 
• Technology 

Corporate Objectives
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Delivery of development is undertaken 
in-house, and, due to previously reduced 
development capacity, this has been 
increasingly through S106 procurements. 
We will review how we deliver new homes 
going forward through a new Development 
Strategy; we have development partner 
status with Homes England, and may look 
to put a new development framework in 
place whereby we can share risk.

We are committed to looking at technological 
innovation in both development and asset 
management. In particular, the advent of 
‘smart homes’, where sensors within 
properties can help us manage properties 
from a distance, is of keen interest to us, 
as is the use of Building Information 
Modelling (BIM 3D models) for asset 
management planning. We will undertake 
research and development to help us take 
advantage of such advances.

Energy efficiency of our properties is a 
priority for us, and we believe that, through 
significant investment, the former TCHA 
stock is approaching as energy efficient 
as we can reasonably make it but we will roll 
out our approach to the former D&S stock 
over the life of this Strategy.

Flood resilience will be a key strand of activity 
for us in the coming years. 150 of our homes 
have flooded more than once over the last 10 
years, and we will consider a range of options, 
including building in resilience, change of use 
and sale, to address this risk.

Key Objective 5:
Procurement and Development cont.
– to build and maintain safe, secure and 
sustainable homes and communities.



Measures of
success and 
targets
The Board monitors KPIs quarterly which 
it believes are fundamental to delivery of 
this Strategy and its key objectives. 
The KPIs agreed by the Board are, in turn, 
supported by a suite of further performance 
targets which are drilled down through the 
organization and some are delegated to 
committees.

Managing risk
We recognise that achieving our business 
objectives and delivering this Strategy 
depends fundamentally upon identifying 
and effectively managing the risks we face. 
Risk management is, therefore, integral to all 
aspects of our activities. Whilst it is ultimately 
the responsibility of the Board, all staff share 
the responsibility to identify and manage risk.

Risk management supports the achievement 
of our Corporate Strategy through:

•  Enhancing the quality of decision-making, 
planning and prioritisation

•  Contributing to effective allocation of 
resources

•  Protecting and enhancing our assets  
and reputation.

The Board will assess and determine the risk 
appetite – we don’t need to be risk averse, 
but, when taking on risks, the Board should 
fully understand the impact on the business 
as well as on our social housing assets and 
balance this risk by its desire for good control 
in relation to organisational and financial 
capacity – intelligent risk taking.

The Board will also regularly review and 
assess whether or not it has appropriate 
mitigations and controls in place to protect 
its assets.
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Financial Plan 
approach 
We have a Financial Plan (FP) which runs 
in tandem with this Corporate Strategy, 
encompassing key components such as 
income, expenditure, assumptions and 
sensitivities. 

The standard FP is reviewed quarterly and 
any material changes are reported to Board 
and an enhanced FP is in place, which is 
reported to Board annually, and which will 
be reviewed on a six monthly basis. The 
enhanced FP is a product of four underlying 
requirements: 

•  Stress testing – testing the resilience of 
financial viability against a series of 
escalating events; highest risks are tested 
first and mitigations considered. A ‘black 
swan’ event is also tested

•  Risk Tables
•  Assets and Liabilities Register – includes 

any significant liabilities carried, which may 
in turn either be identified within the Risk 
Tables or tested separately with the FP

•  VFM – a new VFM Standard will coincide 
with the commencement of this Strategy. 
Reporting of VFM is likely to be simplified 
through the introduction of metrics which 
are comparable across all providers.

Delivery
The Corporate Strategy is a five year 
document which will be reviewed by 
Board on an annual basis. The SMART Key 
Performance Indicators (KPIs) associated 
with each corporate objective have targets 
set against them. An annual Action Plan will 
be in place for each year, and progress on 
delivery of the strategy reported to Board 
quarterly. 

Our performance management framework 
allows us to cascade the Corporate Strategy 
delivery throughout the organisation, 
so that all staff understand how their work 
contributes to the delivery of corporate 
objectives and purpose, and allows that 
contribution to be measured and monitored.
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