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Chairman’s
introduction
“I have the pleasure of introducing the 2019/20
annual review for Home Group, outlining our
continued progress, successes and challenges
faced over the past year.”

It is safe to say it has been another
challenging year. We began it still
amid the turbulent environment
created by Brexit. However, that
all-encompassing issue has been
dwarfed by the unprecedented
situation caused by Covid-19.
Given this unsolicited operating
environment I feel it’s fair to say our
performance has been excellent
over the past financial year.
Home Group is a social enterprise
and charity, we are one of the
nation’s largest providers of housing,
health and care, with a turnover of
£406 million.
Last year, we housed 115,000
people in our 55,000 homes across
England and Scotland. This included
accommodation-based support
for close to 15,000 customers with
mental and physical health issues.
Our surplus before tax for year end
to 31 March 2020 was £42 million
– a £5 million fall compared to the
previous year.
The reason for this decrease is
mostly down to the fact we invested
significantly more last year – and will
do so again this year – in-order-to
achieve key priorities set down in our
strategic plan.
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We placed an even greater focus
last year on ensuring our customers
received the best possible return on
their investment.
This focus was driven by our
revised Customer Promise, which
outlined six areas where we, and
our customers, could judge our
performance more accurately and
effectively.
One of the areas we wanted
to improve was in repairs and
maintenance. In the last financial
year, we invested £90 million
in improving and maintaining
our customers’ homes. We have
budgeted over £100 million for
2020/21.

Last year’s investment
paid off as we saw the
majority of repairs and
maintenance targets
met or exceeded, and
customer satisfaction
levels increase.
As well as maintaining homes, we
continued with our plans to deliver
over 1,000 new homes per year. Total
homes delivered last year was 1,167.
As anticipated, that was down from
the previous year due to a long-term
beneficial change to our strategic
approach. Overall, we invested £192
million in delivering new homes in
the financial year to 31 March 2020.

John Cridland
Chairman
Home Group

In March 2019 we signalled our
commitment to invest further in our
ambitious build programme when
we secured a £350 million bond
issue. The bond was structured as
£250 million received from investors
in March 2019 with a further £100
million retained. We successfully
issued the £100 million retained
bonds in May 2020 in a deal which
saw the lowest interest rate that the
Group has ever achieved in a longterm fixed rate transaction.
Investment in our New Models of
Care programme continues to show
a great return. The value of new
business won in 2019/20 was £28
million.
The New Models of Care teams work
closely with NHS providers and local
authorities to deliver much-needed
solutions for customers with mental
health needs, learning disabilities
and/or autism or those needing
support and reablement. We are in
the process of introducing a new
strategic performance indicator on
clinical quality which will allow us
to measure our overall performance
more effectively in this area.
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Last year I highlighted we had
piloted our new Customer Promise,
which has now been fully rolled
out, and we’d hoped to have
seen customer satisfaction levels
remain at their high levels or even
increased. While one or two were
below our expectations, the majority
were either on target or exceeded
our targets, which was reassuring
indeed.

We significantly increased
and enhanced our
customer engagement in
2019/20. We engaged close
to 4,000 customers, and
carried out a Customer
Involvement Impact
Assessment, which
demonstrates how we
have involved customers
and adapted key areas
of the business based on
their feedback.
Customers are involved in six areas
of the organisation, including
scrutiny, procurement and
complaints.
Customer assessors across England
and Scotland spoke to 900
customers in 59 neighbourhoods to
gauge how well we were doing at
delivering on our Customer Promise.
We also invited customers to full
board meetings in order for them
to share their experiences with us,
whether good, bad or indifferent.
It was enlightening for board
members to listen first hand to
those experiences.
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Our commitment to this level
of engagement and support for
customers continues in 2020/21.
The work carried out in this area by
colleagues has been exceptional.
On behalf of the board, I would like
to thank them for their tremendous
effort. I would also like to thank
all colleagues who have delivered
such a high level of performance
throughout this financial year, which
made the challenges we faced less
daunting.
We should be rightly proud of what
we have achieved this past financial
year. However, unfortunately,
there hasn’t been much time for
celebration.
We now find ourselves thrust into an
environment where uncertainties
loom large around every corner.
The agility we have shown to date
to deal with these uncertainties
reassures me that while this next
year will be a challenge, we will
come through it in good shape.
The fact that we have a strong credit
rating of A-, a rating of G1:V1 from
the Regulator of Social Housing,
a healthy surplus available for
reinvestment and a gearing ratio of
46.2% should make us even more
resolute.

John Cridland
Chairman, Home Group
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Chief
Executive’s
review
“As our Chairman has just outlined, we achieved
almost everything we set out to do last year,
despite the hugely challenging environment
within which we were operating.”

Our performance across the
organisation was outstanding
given some of the obstacles in
our way. Our success last year
was without doubt down to the
exceptional commitment, effort and
perseverance of all colleagues at
Home Group.

Not all organisations
are fortunate enough to
have people with such
remarkable levels of
professionalism, skill,
leadership, and innovative
thinking. Thankfully, we
are.
And, I can assure my colleagues,
that this is genuinely appreciated
by myself, our board, and our
customers.
As well as the attributes above
which played a key role in our
performance over the past twelve
months, there’s one thing which sets
them apart, in my view, and the view
of many others.
It is this special thing that drives
them to go above and beyond what
is expected.
There are many cases I could cite
which have happened throughout
the year, but it is in the last three
months of 2019/20 which has really
brought this attribute to the fore.
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Covid-19 came with little warning,
and that gave us minimal time to be
prepared for what we were about to
face.
The speed and agility with which
we acted, coupled with the level
of passion and determination
colleagues showed was truly
inspiring.
I was blown away by the
extraordinary lengths’ colleagues
went to in-order-to support our
customers when lockdown began,
despite the incredibly challenging
time they found themselves in as
individuals. They put aside their own
concerns to ensure our customers
and their communities received the
support they needed.
That hasn’t gone unnoticed. The
feedback we’ve received from
customers has been overwhelming.
Many have told us that without the
support of colleagues they dare not
think what situation they may have
found themselves. From delivering
essential items and keeping in
regular contact with vulnerable
customers, to providing invaluable
financial support, colleagues have
been nothing short of remarkable.

Sometimes, organisations
don’t seem to fully
appreciate how special
their colleagues are.
We absolutely do.

Mark Henderson
Chief Executive
Home Group

I have had the privilege
of being Home Group’s
Chief Executive for over
a decade, and every
year I hear of colleagues
going over or above for
customers, as well as for
each other.
It is always heartening and inspiring,
but what I’ve heard, and seen, in the
last three months of 2019/20 is on a
whole new level.
While we can’t promise to get things
right all the time, we promise to try,
that’s for sure.
I am so proud to work with such
people, and I thank them sincerely
for what they have done. I do hope
they know the difference they have
made to so many people.
Sadly, we haven’t had much time,
if any, to reflect. Covid-19 is going
to continue to impact on us and
our customers for some time yet.
That is why colleagues, alongside
going above and beyond, have also
been working tirelessly to ensure
our business continues to be in a
strong position in-order-to minimise
the impact of this pandemic in the
longer term.

Chief Executive’s review | 9

Building homes,
independence and
aspirations

Our performance last year
set a good foundation for
us to do that. There will
be challenges, like there
will be for everyone in the
sector, but we know what
the key ones will be, and
we’ll be ready for them.
We have had to revise some plans
in light of this new and changing
environment. Nonetheless, our
strategic priorities remain the same
and on track, we are financially
strong, and we have an exceptional
set of colleagues. This allows us to
look ahead with confidence, while
recognising we cannot become
complacent.

Mark Henderson
Chief Executive, Home Group
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We are one of the UK’s largest providers of quality housing,
health and care. We’re committed to delivering our mission,
‘building homes, independence and aspirations’.

We do this by building the right homes in the right
places, delivering innovative solutions to support the
demand for housing, providing quality housing services
to our customers across England and Scotland, and
shaping healthcare services that meet the ever-changing
needs of society.

80+

years in housing

15,000+
115,000+
people housed in
almost 55,000 homes

£406m
turnover

95%

customer satisfaction
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best place
to work in UK
(Great Place to Work Survey
(large organisation) 2020)

Amber Hindle
After being diagnosed with mental
health issues and spending eight
years in and out of hospitals, Amber
felt her life was on hold. That all
changed when she became a
Home Group involved customer.

“Being involved has
really helped me.
I couldn’t walk to
the end of the street
without support
this time last year;
now I’m travelling
independently
across the UK,
which is a massive
achievement for me.”

supported customers

10th

Meet some
of the people
we’re helping

6th

best place to work
for women in UK
(Great Place to Work Survey
(large organisation) 2020)
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Becky

Steven Goodwin

At 25, Becky was homeless,
struggling with untreated PTSD,
hiding her true sexuality, and
on the brink of suicide.

After moving to Hull in 2017,
Steven was ready to put down
some roots. Thanks to Persona’s
shared ownership scheme he
bought his first home.

“Home Group housed
me and supported
my mental health. I
started putting my
life back together.”
Becky became a volunteer, and has
since become an apprentice with
Home Group.

“Home Group has
an amazing way of
recognising the value
in my differences.
I wouldn’t be
here now without
these unbelievable
opportunities.”
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“The buying process
was very straight
forward and I was
kept well informed
by Persona and my
financial advisor.
There was no
pressure. Pricing of
my home was similar
to those in the area,
but they were much,
much smaller than
Persona ones. I’m
delighted with my
home.”
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Our
performance
Despite 2019/20 being sandwiched between the uncertainty over
Brexit and the emergence of Covid-19, we were able to build on
the strong foundations set down in 2018/19 and work towards our
mission of building homes, independence and aspirations.

We increased our
social homes by

2.4%
We made

33,000

calls to customers
in the early stages
of lockdown

We built

1,167
new homes
We delivered a

£42m
surplus
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We received

£28m

from our New Models
of Care programme

We invested

£90m

to improve our
customers’ homes

We rank in the

Top 10

for best place to
work and

6th

best place
to work
for women
in the Great Places
to Work Survey

We engaged close to

We carried out

customers
to get their views

emergency
repairs and

4,000

We invested

£192m
to build more
new homes

Building homes

43,482
142,774
routine repairs

In spite of slower market conditions, we once again delivered over
1,000 new homes. Our strategic partnerships with Homes England
and the Greater London Authority moved into a second year, which
has provided the support and flexibility to help us develop more
quality affordable homes in 2019/20.
Strong relationships with local
authorities paved the way for new
developments right across England
and Scotland. In Scotland, we
developed an exciting programme
of larger strategic sites thanks to
close ties with key authorities.
In early 2020 we launched our new
housing fund which is expected to
accelerate the delivery of affordable
homes for rent across the country.
In partnership with BMO Real Estate
Partners, an arm of the Bank of
Montreal, we set up the BMO UK
Housing Fund, which will provide
affordable rental homes for key local
workers.

A unique financial model underpins
the fund, which flexes to suit the
needs of the build location, as well
as the varying needs of renters.
Flexible Rent is a scalable ‘build to
rent’ product, which provides a mix
of private and discounted rented
homes for people on a variety of
incomes.
Our track record in regeneration
received national attention last
year when the London School of
Economics produced a best practice
framework for future regeneration,
based on our Rayners Lane
development in London.

This may have been a factor in
customers at the Douglas Bader
Park Estate in Barnet voting
overwhelmingly in favour of
proposals to redevelop their tiring
1970s estate last year.
Customers backed plans for the
660 mixed tenure development,
which includes, at the very least,
a like-for-like re-provision of the
social and affordable rented
homes currently on the estate.
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During 2019/20 we worked with close to 15,000 vulnerable people
through our supported health and housing schemes.

Last year we engaged close to 4,000 customers in six areas
of the organisation, including scrutiny, procurement and
complaints.

Our New Models of Care programme
continues to grow, working closely
with NHS providers and local
authorities to deliver solutions for
customers with mental health
needs, learning disabilities and/or
autism or those needing support and
reablement.
Last year we registered an additional
five locations with the Care Quality
Commission (CQC) delivering
personal care, and personal care with
accommodation – taking the total
number of registered locations to 14.

New services in 2019/20 include:

Urgent Respite: working
• Suffolk
with customers with LD and/or
Autism who require immediate
support and housing due to crisis
Positive Behaviour Support
• Kent
Service: working with customers
in the Transforming Care
pathway and providing bespoke
support and homes for life in the
community
Community
• Scarborough
Wellbeing Service: over 60
affordable apartments for over-55s
and people with extra care needs.
The development is designed
around promoting independence.

Over the past year we have built
excellent relationships with
health commissioners, working
in partnership to deliver bespoke
solutions for their most complex
customers.
With support from our growing
clinical team, we have developed
effective ways to work with people
in the community who have
experienced complex trauma,
require urgent crisis support and
have forensic histories.

This helps us to gather valuable
feedback, feedback which in many
cases allows us to implement
positive change..
Customer assessors across England
and Scotland spoke to 900
customers in 59 neighbourhoods to
gauge how well we were doing at
delivering on our Customer Promise.
In 2019-20 we involved 115
customers from 11 ‘viewpoint teams’
in 44 meetings and five grounds
maintenance scrutiny meetings,
to monitor our performance, carry
out service reviews, contribute
to national consultations, test
new services and ensure we are
implementing customer promise
assessment recommendations.
Our customer-run Independent
Complaints Panel investigates and
make recommendations to resolve
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customer complaints that have
exhausted our internal process. Last
year, they investigated 15 complaints,
upholding nine, disagreeing or
partially disagreeing with three. One
complaint investigated by the Panel
has been referred to the Housing
Ombudsman.
In 2019–20 we involved 154
customers in procuring supplies,
services and contracts; reviewing
and improving contract
specifications to meet customer
needs; developing qualitative
questions for tender documents and
scoring contractor responses as part
of procurement processes.
The Procurement Panel
implemented 11 customer
recommendations to improve the
contract specification to enhance
service to customers and reduce
complaints

Last year, we ran a pilot project
with our Scotland customers which
aimed to support our customers
aspirations in our Home Group
communities.
The pilot focussed on supporting
customers and communities across
a range of areas – from health and
wellbeing, skills and employability
through to isolation, loneliness and
growing communities.
After a slow take up we engaged
with charities and groups closer
to our communities in-order-to
understand what type of support
was needed. Although still in its
infancy the project has been well
received. We are now in the process
of extending the project into
England.
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Where your
money goes
Home Group is a not-for-profit organisation, which
means we reinvest any surplus back into the business.
Our business is made up of three main activities.
Renting homes

Development

Supported services

This includes supported housing
and shared ownership as well as
our core general needs homes

We build new homes for rent
and shared ownership, and
also for outright sale

We provide care and support
services to customers living
in our supported housing

Income and expenditure

2020
£m

2019
£m

- social housing lettings
- shared ownership and outright sales
- supported services
- other

274
95
22
15

271
53
24
19

Total income
Expenditure
- social housing lettings
- shared ownership and outright sales
- supported services
- other

406

367

(209)
(88)
(20)
(24)

(201)
(44)
(23)
(19)

(341)
15

(287)
6

80

86

2
(40)
(1)

2
(41)
(2)

41

45

Balance sheet

2020
£m

2019
£m

Housing properties
Investments
Other fixed assets

2,490
95
36

2,384
77
41

Total fixed assets
Net current assets
Long term creditors
Pension provision

2,621
31
(1,956)
(30)

2,502
93
(1,937)
(40)

666

618

Income
Homes
for rent

During the year we generated
£274 million of income from
renting homes, mostly from
rent and service charges paid by
customers.
We spent a total of £209 million
on operating costs, including:

million on routine repairs
• £67
and maintenance
million on housing
• £59
management
• £40 million on depreciation
million on service charge
• £31
costs

Homes
for sale

During the year we generated
£95 million from shared
ownership and outright sale
properties.

During the year we generated
£22 million of income from
contracts to deliver support
services.

These cost us £79 million to build,
and we spent a further £11 million
on other costs associated with
our sales programme.

We spent £20 million on
delivering these services.
Surplus = £2 million

We also received £2 million share
of the profits made by our joint
ventures and associates (from
selling homes).
Surplus = £7 million

We also spent £40 million on
interest costs on the loans and
borrowings which helped to
fund our social homes.

In addition to the above, we generated a further £6 million of surplus from
various other activities, and paid £1 million in corporation tax, delivering an
overall surplus of £41 million.

Surplus = £25 million

During the year we invested:

The surplus we generate is reinvested into the business.

• £192 million in building new homes
• £23 million in improvement works to our existing homes

We are able to invest more than our surplus for the year because we benefit
from government grant funding towards the cost of building affordable
homes, and also borrow from banks and investors. This allows us to go further
in delivering our mission of building homes, independence and aspirations.
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Total expenditure
Surplus on disposal of housing properties
Operating surplus
Share of profits from joint ventures and associates
Net interest payable
Tax
Surplus for the year

Net assets
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What does value for
money mean to us?

Where we do well

Where we can improve

Community investment

Occupancy

£34

£22

£30

£31

Target

Benchmark

98.8%

98.9%

98.9%

99.2%

99.5%

2018

2019

2020

Target

Benchmark

£24

Our strategic objectives set out what we want
to deliver, and by doing this in a cost-effective
way, we’re able to deliver more with less.
2018

We challenge our ways of working by asking the
following three questions:

– are we spending our money in the
• Economy
best way possible?
– are we working in ways that avoid
• Efficiency
wasted time and effort?

•

Effectiveness – are we achieving what we set out
to do?

Our performance
We carry out regular assessments of how we are
performing against our targets and the value for
money metrics set out by our regulators, and how
we compare to other social housing providers. The
full assessment of our performance for the year is set
out in our financial statements which you can find
at www.homegroup.org.uk/annualreview.

What value for money means
to our customers:
“Getting what you need at the
best possible price”
“Affordable and within budget”
“Fit for purpose”
Where customers thought
we could improve:

2019

2020

We are exploring the best ways in which to deliver our
customer promise to ‘help communities grow’, and are
consulting customers on how they think we should
measure this. During the year, as well as our Aspirations
project, we have proactively been working to improve
our communities through activities such as litter
picking/community clean up days; digital inclusion;
apprenticeships targeted at our customer base; and
providing work experience to customers on request.
We exceeded our target for the year, spending £34 per
property on our communities and neighbourhoods. This
was also higher than the benchmark of £31.

2.3%

2.4%

2.3%
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8.4%

8.5%

8.6%

2019

2020

Target

Benchmark

2.0%

“Contact people in a way that
suits them”
2018
2018

2019

2020

Target

Benchmark

Building new homes remains a core part of our
strategy, and we continue to aim to deliver high quality,
affordable homes where our customers need them.

we asked said that
they were happy
with the overall
service provided
by Home Group

8.0%
7.2%

“More feet on the street”

“Sort out anti-social behaviour”

8 out of 10 customers

Although we put improvements in place during the
year to help us let our homes faster, we saw occupancy
levels decrease during March when we were unable to
carry out lettings due to lockdown measures as a result
of the pandemic. We have an improvement plan in
place, which will continue, although with a new focus on
reducing the increased number of empty homes that
we have following lockdown.

Arrears

New social housing supply

2.1%

At the end of the year, 98.9% of our homes were
occupied. This was slightly below our target, and the
benchmark.

7.7 out of 10 customers
we asked said that
they were happy
with Home Group
colleagues

We increased our social homes by 2.4% this year, which
represents an additional 1,227 homes. This was above
our target, and benchmark.

Arrears (unpaid rent) continues to be a challenging area
as more of our customers move on to Universal Credit
(UC). Approximately 2,000 customers moved on to UC
in the last six months of the year. New claimants wait at
least five weeks for their first payment, so arrears tend
to build up initially, and must then be repaid over a
longer period. Home Group, and many other housing
associations are pushing Government to scrap the fiveweek wait.
At the end of the year, our arrears were 8.4% of total
rent and service charges, slightly below target and lower
than the benchmark. However, we are still aiming to
do better, and have put more support in place to help
customers manage their finances.
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A focus on:
our customers
Following a year-long engagement process during
2018/19 with hundreds of our customers – from
Somerset to Dundee and Cumbria to East Anglia –
we piloted our new Customer Promise in April 2019.

It’s a promise shaped, assessed
and evaluated by our customers.
It reflects not only our diverse
and distinct customer base, but
the considerable change as an
organisation, and as a sector, we have
gone through in the past few years.
The fundamentals of the promise
remain in place. However, the new
amendments further increase our
commitment to our customers, and
improve their ability to question and
challenge us; shape our activity and
hold us to account. Our Customer
Involvement Impact Assessment
activity is central to ensuring that’s
the case.

We now have six
standards, each with
three commitments
by which customers
can clearly assess our
performance.
The year-long pilot has allowed us
to gather invaluable feedback and
information, which has given us a
clear indication of what we can do
to further improve our customers’
needs now and in the future.
For example, customers wanted to
see more engagement and support
on the ground in their communities.
Last year we worked up a plan to
introduce Community Patch based
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working for our housing managers,
which is a much more interactive
and collaborative approach to
housing management. Customers
said they wanted to know who
their local housing managers were,
and to have ownership and greater
pride in their communities. Our
new Community Patch programme
went live in the summer of 2019. It
has proven extremely popular with
customers, and colleagues. We will
build on that in 2020/21.

The roll out of our aspirations project
across Home Group communities
in England and Scotland will further
improve that local support and
interaction.
One of the issues that customers
raised with us on more than one
occasion during the Customer
Promise consultations related to
our complaints process. In short, it
was a protracted and cumbersome
process they said.

Satisfaction
score

Target

Customers from
supported properties

97%

N/A

Customer service centre

93%

94%

Neighbourhood

88%

90%

Planned maintenance

82%

93%

Repairs

93%

Complaints

2019/20

2018/19

Rented customers (Stage 1)

2,420

1,944

Rented customers (Stage 2)

244

238

In total, 31 complaints were referred to the ombudsman in 2019/20.
The most common cause for complaints during 2019/20 was again repairs and
maintenance, which accounted for 73% of all complaints.
The remaining 27% include complaints related to planned and cyclical
maintenance, rent and service charges, estate services and neighbourhood Issues.
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We have worked long and hard
on this issue and we have since
introduced a streamlined, more
effective process. We now have
a transparent and accountable
complaints process with challenging
targets and named complaint
owners – something which was
extremely important to our
customers. They engage closely
with the complainant, regularly
keeping in touch throughout the
process. It’s been a culture shift
and challenged our performance
early on because of the new ways of
working and thinking for colleagues.
Nonetheless, it has been, absolutely,
the right thing to do. Not only are
our customers more satisfied, it has
also allowed us to build stronger
relationships.
We also created a new role, Head
of Customer Engagement, last
year. They are now leading that
culture change, and have brought
together customer complaints,
involvement, satisfaction and insight
into one team for a more joined up
approach.
We received a relatively high
number of complaints last year
relating to anti-social behaviour – an
issue we know has a detrimental
impact on our customers’ quality of
lives.
Because of this, we have been
working hard to develop an effective
approach to successfully deal
with anti-social behaviour. We feel
we have a set of processes and
procedures in place that will make a
significant difference for customers
enduring such unwelcome
behaviour. These were launched
slightly later than expected as we
went back and revised our draft
to make it more impactful, and
ensure it met our Customer Promise
statements. Engaging more closely
with other agencies, particularly
police forces, will be key to helping
us meet these statements.
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We already have good
examples of where closer
engagement like this
is working. In Cumbria,
we have worked with
police and other agencies
to rid communities of
people causing anti-social
behaviour. Some have
been imprisoned, while
others have been evicted.
We are building on this
good practice.
Throughout the Customer Promise
consultation process repairs was
high up on our customers’ agenda.
It was an area we, ourselves, knew
needed more resource and focus.
Last year we invested close to £90
million in-order-to improve and
maintain our customers’ homes.
That investment returned reassuring
performance figures. In 2019/20
we carried out 43,482 emergency
repairs and 142,774 routine repairs.
88% of emergency repairs we
attended within our six hour target,
and were fully repaired within our
24 hour target. The other 12% were
made safe at the initial visit before
a return visit to complete the works.
On average routine repairs were
completed within 9.6 days against a
target of 14 days.
While we are exceeding our targets
we recognise that sometimes
there are issues delivering the high
standards that our customers rightly
expect. We realise this isn’t good
enough and that we need to do
more. Therefore, we have committed
to invest over £100m in 2020/21
to ensure we meet those high
standards.
In 2019/20 we invested in a number
of other areas to ensure we were in
a position to meet our Customer
Promise commitments.

We appointed a centralised financial
support telephony team to help
customers with a range of issues
– from maximising their income,
and reducing their outgoings to
minimising the risk of rent arears.
In our patches we have appointed
additional resources to meet
customers face-to-face who may
need more in depth and prolonged
support.

At the end of the year we
extended our financial
support offer to ensure
those facing hardship
due to Covid-19 received
the optimum level of
assistance.
At our Customer Service Centre,
a range of new practices and
procedures were brought in to
help meet its customer satisfaction
target. They include increased digital
training for colleagues; improved
digital channels for customers to
contact us, and support and training
for customers less comfortable with
these digital channels.
Although we fell short of our
customer satisfaction targets in
one or two areas last year, we either
maintained or exceeded them
across most others. While that is
reassuring, what has been most
satisfying over the past year is the
fact that we opened our doors to
our customers, welcomed them in
and listened intently to what they
needed and wanted to ensure a
good standard of living.
Our new Customer Promise, which
we rolled out officially in April 2020,
has given us clarity on what we
need to do and the levels we need
to achieve in-order-to satisfy those
needs and wants, and deliver a high
return on our customers’ investment
in us.
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Working together,
that’s when it hits home
Our values – accountable, caring, commercial,
and energised, are stitched into the fabric of our
organisation. They underpin everything we do at
Home Group. We live them on a daily basis.

They give us true clarity of purpose,
and are a major factor in our success.
It makes for a great place to work.
We care for each other and support
one another. Nowhere was that
more evident last year than in
the commitment we showed in
increasing and improving our
support for colleagues dealing with
mental health issues. The outcomes
were inspiring.
For example, during our initial
discussions with Time to Change,
we were tasked with having 10
Time to Change Champions across
the organisation – colleagues who
have signed a pledge to make
Home Group a safe place for all, and
who will be visible advocates and
supporters of colleagues in a period
of poor mental health.
The response was phenomenal.
We currently have 150 champions
– all proudly sporting a badge to
let everyone who comes into any
Home Group space know that it’s
safe for them to talk openly and be
supported.
Alongside this we also set ourselves
a target, as a bare minimum, to
achieve around 65 mental health
first aiders across the organisation.
To date we have more than 500.
Close to 100 of those colleagues
have agreed to be on a central list, so
anyone can find someone to reach
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out to in a time of crisis, regardless of
their location. This means those who
work more remotely can still get the
same level of access to support as
someone based at one of our central
offices.
Other support includes confidential
over the phone and face-to-face
counselling. We have a contract with
an occupational health provider,
Team Prevent, which provides
occupational health assessments
that support a line manager in
understanding a colleague’s
condition and how best to support
them. There is a closed group on our
internal site Workplace, which offers
peer support for those who suffer
from mental health. These are just a
few examples of the types of support
now on offer for colleagues.

Another vitally important
area of focus last year was
equality, diversity and
inclusion.
Equality, diversity & inclusion is at
the heart of our social purpose. We
know how essential it is to attain
the value that a diverse workforce
brings to the organisation, and the
communities which we serve.
Our broad efforts to attract, recruit
and retain an overall diverse
workforce last year, have led to
promising results with our BAME

representation currently at 12%,
LGB+ at 5% and disability presenting
at 5%. That said, our continued
need to address senior leadership
representation of underrepresented
colleagues remains a top priority for
us.
While we acknowledge there’s work
still to do, to achieve the aspirational
targets we’ve committed to by 2025
(BAME 22%, LGB+ 8%, Disability 8%),
our pledge in adopting the Rooney
Rule (interviewing where possible,
at least one candidate from a BAME
background for all senior roles – and
extending this to female applicants
too) has shown very promising
results with over 46% of all senior
recruitment processes having
candidates who identify as BAME.
Last year we recognised a need to
place more emphasis within our
equality, diversity and inclusion
agenda on disability, which has
since been put into action. We
have partnered with Scope and
Percy Hedley, who are assisting
us with offering work placements
and trials for individuals with
disabilities, leading hopefully to
offers of permanent employment.
We have also reviewed our policies
and processes to ensure they are
disability inclusive.
The brilliant colleague led
network groups, representing the
characteristics of gender, ethnicity,
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LGBTQ+ and disability grew stronger
in 2019/20 and the work they
undertake is championed and
sponsored by our executive team.
Our Senior Leadership programme,
which specifically targets
applications from underrepresented
groups further supports the
development of our diverse talent
pipeline, which is a true reflection
of our commitment to the career
progression for colleagues from
underrepresented groups.
Our mean gender pay gap has
increased to 16.4% but remains
favourable against the national
average of 17.3%. The introduction
of the mutual payment has
significantly reduced our bonus pay
gap with our median gap now at
0%. However, we know we need
to do more and we are absolutely
committed to reducing our pay gap.
We have targeted plans in place in
our hotspot areas, which we will be
focussing on throughout 20/21.
We will also be focussing on
ensuring our colleagues feel great
at work, building further on the
enhanced wellbeing offer from last
year, which focused on three key
strands; Mental Health - to keep
the conversation going; General
Wellbeing – to keep us all well; and
Culture & Relationships – to make
this a place everyone wants to work.
This offer was underpinned by
excellent support tools and a
dedicated team, including an
independent colleague assistance
programme, qualified mediators
and coaches, Mental Health First
Aiders, Time to Change champions
and a wellbeing group to drive the
agenda forward.
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We understand the importance
of looking after our colleagues,
especially during challenging
periods and that’s why we’re
committed to continually reviewing
our offer, to ensure it’s fit-for-purpose
and a best practice exemplar. We
involve our colleagues in shaping the
offer too, everyone has a voice and is
encouraged to be involved.
It was reassuring last year to see all
of this hard work recognised when
we won the North East CIPD Award
for Excellence in Employability and
Diversity.
We were also recognised twice for
our outstanding apprenticeship
programme last year.

Our apprenticeship
programme supports
around 120 apprentices
each year. Over 70 of
those are exclusively for
Home Group customers
who have been longterm unemployed,
forming an important
part of our mission to
build independence and
aspirations. Over 60%
of our apprenticeships
are filled by diverse or
disadvantaged groups.
Overall, the programme
returns a social value of
£350,000 per year.

Across our wider programme we
deliver 19 different apprenticeship
types that range from Level 2
(GCSE level) right through to Level
6 and 7 (Degree and Masters level)
in roles ranging from Support
Worker, Housing Management, IS
Infrastructure Technician, Chartered
Surveyor and Solicitor. 80% of
our apprentices stay in jobs with
Home Group. As well as supporting
people to start their career, our
apprenticeship programme helps us
to secure and develop the talent we
need both now and in the future.
Last year, we were proud
double winners at the National
Apprenticeship Awards where
the Department for Education
and National Apprenticeship
Service named us Large National
Apprenticeship Employer of the
Year and winners of Resourcing
Excellence in Apprenticeships.
For the second year running we
were placed in the top 20 of
Stonewall’s Top 100 Employer Index
– the UK’s leading benchmark tool
for LGBT inclusion in the workplace.
And, also for the second year
running we were ranked one of the
top ten places to work in the UK and
6th best place to work for women in
the large organisation categories in
the Great Places to Work Institute’s
survey.
While we are driven by the
need to support our colleagues
and our customers, external
acknowledgement gives us the
confidence to know we are on the
right tracks. We’ll continue to go
further on those tracks in 2020/21.
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The year ahead
Despite the significant challenges we faced last year our performance
was extremely strong. We know that Covid-19 will have a major
impact on us going forward but we are committed to building on last
year’s success and working towards our mission of building homes,
independence and aspirations.
Areas of focus will include:

Building the right homes
in the right places

Market leaders in
new models of care

A major aim next year is to ensure the homes we
deliver meet the needs of our customers and we
deliver them where those needs are greatest.

Alongside further development of our existing
support services across England, we will also be
focussed on a new area called transforming care.

We’ll grow our outright sale brand Persona
Homes, which will allow us to reinvest any surplus
to help meet key priorities across the business.

There are around 2,800 people with complex
needs currently living in inappropriate hospital
and institutional settings that need to be
transitioned to community support models.
We have created a detailed plan and
a specialist teams to safely transition
over 100 of these people into more
suitable environments and deliver
tailored support that will provide
a much better quality of life.

We’ll also focus on re-energising
our homes and communities.
A big project we will work on in
2020/21 and beyond will be the
regeneration of Douglas Bader Park
in the London Borough of Barnet.

Delivering our
Customer Promise

Being 20%
more efficient

We’ll build on the excellent inroads we made
last year to ensure we deliver on our Customer
Promise and meet our customers’ high
expectations.

We’ll continue to target efficiency savings
wherever possible, albeit not at the expense
of our customers. Customer feedback plays an
important part in this process.

We’ll continue to make sure their homes and
communities are safe places to live, our repairs
service is reliable, and that we help communities
to grow.

We’ve undertaken a major project this year to look
at the wider sustainability issues we face, as an
organisation, and as a society.

We’ll also increase and enhance our
involvement activity, making sure
customers have an even greater say
this year in how we deliver for them.
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We will analyse our practices and
outputs across the business, and
we expect that work to return
great long-term benefits in our
drive to be more efficient.
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T: 0845 155 1234
E: contactus@homegroup.org.uk
www.homegroup.org.uk
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