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1 Introduction 

 

1.1 Introduction 

 

1.1.1 Diversity and Inclusion (D&I) is an integral part of Hyde’s social purpose.  In our role 
as a developer of homes and communities, a provider of housing services and a 
partner in community regeneration, we have a longstanding and impressive record of 
working with the most vulnerable and socially excluded communities. We aim to 
provide services that are tailored to meet the needs of our residents, using what we 
know about the diversity of our residents and our communities to shape our services. 

1.1.2 We recognise that as a business we benefit from a diverse workforce.  We aim to 
create an inclusive workplace with employment practices that are fully inclusive and 
fair and that will enable our employees to develop their skills and to reach their 
potential.  

1.1.3 We understand that a diverse and engaged workforce will give us insight into the 
needs of our customers enabling us to deliver the best possible services.  

 

 

 

 

1.1.4 This document provides a summary of the strategy for distribution to residents and 

external stakeholders.  

 

 

 

 

 

Diversity is about recognising that our customers and staff are individuals and 
different from one another. They are from diverse groups, communities and 
cultural backgrounds and may have specific and individual needs. 

 

Inclusion is an approach that we use to remove barriers for residents to access 
services and to create an environment that enables all staff to be themselves at 
work, supporting them to maximise their contribution. 
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1.2 Purpose of the D&I 2014-17 Strategy 

 

1.2.1 The D&I 2014-17 Strategy provides Hyde with clear, specific and measurable 
diversity and inclusion objectives (targets) for 2014-17.  Implementation of the D&I 
2014-17 Strategy will: 

 Ensure that diversity and inclusion remain integral to Hyde’s operations and 
strategic planning processes 

 Provide an evidence base for and ensure that Hyde remains compliant with 
regulatory duties (e.g. HCA1 equality objectives) 

 Promote Hyde as an employer of choice, supporting the attraction and 
retention of a high performing workforce 

 Position Hyde as a housing provider of choice among current and prospective 
residents 

 

1.3 Approach to development of the D&I 2014-17 Strategy 

 

1.3.1 The D&I 2014-17 Strategy was developed in consultation with the Diversity & 
Inclusion Working Group and Research and Strategy Team.   

1.3.2 The D&I 2014-17 Strategy is a forward looking document that considers trends within 
Hyde’s internal and external operating environment.  The strategy will be reviewed 
annually to ensure that Hyde’s D&I objectives remain relevant and achievable.  

1.3.3 Delivery of the strategy is fully integrated into our core mainstream activity and the 

action plan reflects the diversity and inclusion aspects and impact of existing 

commitments set out in our annual plan. 

 

1.3.4 The D&I 2014-17 Strategy provides an overview of Hyde’s Diversity and Inclusion 
objectives for 2014-17.  Delivery of these objectives will help Hyde to achieve its 
corporate mission and vision. 

1.3.5 An overview of the role of the D&I 2014-17 Strategy within the context of other 
planning processes is shown in [fig. 1] below. 

 

                                                           
1
 The Homes and Communities Agency (HCA) is the regulator for social housing providers in England 
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1.4 Alignment of the D&I 2014-17 Strategy and the 2014-17 Corporate Plan 

1.4.1 The 2014-17 Corporate Plan sets out the high level goals of Hyde over the next 
three years.  Objectives of the 2014-17 Corporate Plan are to build more homes, 
increase capacity (reduce waste and inefficiency) and provide quality services. 

1.4.2  Implementation of the D&I 2014-17 Strategy will support The Hyde Group to achieve 

these corporate objectives by helping to attract and retain the best people, and 

ensure that we offer services and products that meet the diverse needs of our 

customers. 

 

 

Fig. 1 – Alignment of D&I 2014-17 Strategy to other planning processes 

 

The Hyde Group Vision 
To make a lasting difference to people’s lives 

Mission 
To provide our customers with decent housing which is managed to a good 

standard and build homes, places and communities where all have the opportunity 
to prosper 

2014-17 Diversity & Inclusion (D&I) Strategy 

2014-17 Corporate Plan and Objectives 

Build more homes, Increase capacity, Deliver quality services 

Annual Plan Budget 
Financial 

Plan 

Workforce 

Plan 

Annual Directorate Plans 

Annual Service / Department Level Plans 

Annual Team Plans / Individual Objectives 
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2 Hyde D&I 2014-17 Strategy 
 

2.1 D&I 2014-17 Strategic Objectives 

2.1.1 D&I strategic objectives are the goals (or outcomes) that we are working towards, 
providing us with a focus in our D&I efforts. Hyde will focus on four key D&I strategic 
objectives during 2014-17: 

 

 

 

 

 

 

 

2.1.2 Delivery of these objectives will support Hyde to achieve its 2014-17 Corporate 
Strategy and objectives, whilst taking into account the Group’s current D&I 
performance. 

2.1.3 Key actions, outcomes and indicators of success have been listed against each 
objective.  Indicators will be monitored throughout the life of the strategy using 
operational and other scorecards (e.g. D&I Scorecard), providing a measure of 
progress towards each strategic objective.  It should be noted that indicators are 
largely dependent on the current reporting capability of the organisation.  They will 
be periodically reviewed to ensure that indicators are introduced as and when they 
are available.  

2.1.4 An overview of Hyde’s D&I strategic objectives for 2014-17 and high level approach 
for delivery of these is provided overleaf in [fig. 2] 

  

1. Provide services actively tailored to customer needs and 

demographics 

2. Maximise opportunities for social, financial and economic inclusion 

for all of our customers 

3. Maximise opportunities to attract, develop, support and retain a 

diverse workforce 

4. Embed an inclusive culture 
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Fig. 2 – Hyde D&I 2014-17 Strategic Objectives  

 

         

 Objective 1:  
 

Provide services and products actively tailored to customer needs and 
demographics 

 

  
  

  

 
       

 

 Rationale: 
 

 Hyde’s current and prospective customers have a diverse set of needs and 
characteristics.  Young single person households for instance,  are likely to have 
different needs to stretched larger families 

 Understanding customers’ needs will allow the Group to manage its assets and 
service models to meet these needs – increasing customer satisfaction 

 

 
       

 

 Key Actions 14/15 
onwards 

Outcomes Indicators of success 
 

 Deliver Self Serve 
strategy, providing 
online access to 
services 

 Increased access 
options for residents (inc. 
self serve) 

 Percentage of web users 
using self serve 

 Additional indicators to 
be taken from business 
cases as submitted   

 Improve data quality, 
resolving data interface 
challenges and 
improving the quality of 
data analysis 

 Improved understanding 
of resident data (and 
associated needs) 

 This activity may not 
produce its own 
indicators,  but we 
expect new data rules 
and validation rules to be 
put in place as a result of 
the project) 

 Improve functionality of 
/ upgrade TED (CRM 
system), to improve 
capability and 
usefulness 

 Improved access to and 
availability of resident 
data 

 Overall satisfaction with 
complaints handling 

 Percentage of 
complaints handled 
within target time 

 Percentage of calls with 
no handoff 
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  Roll out the 'Know Your 
Patch'  project across 
all patches, making 
active use of customer 
insight, profiling and 
external data to drive 
active management of 
tenancies 

 Improved understanding 
of residents’ needs by 
local geography 

 Number of properties 
where successful action 
is taken against tenancy 
fraud 

 Overall satisfaction with 
Estates Services (to be 
measured from April 
2015, post procurement 
process) 

 Overall satisfaction with 
Hyde services (to be 
measured quarterly from 
April 2015) 

 

 Continue to review the 
design of new homes 
and places at Design & 
Quality panel 

 Review the newly 
launched product 
specifications annually 

 Continued assurance 
that new developments 
/ specifications meet 
the needs and 
aspirations of our 
different customers and 
local communities 

 New Homes Survey 
responses (e.g., 
satisfaction with property 
design and layout) 

 Review service offer to 
ensure it meets 
business and residents’ 
needs 

 Improved alignment of 
services to customer 
segments and 
expectations 

 Increased engagement 
with underrepresented 
groups and vulnerable 
residents 

 TBC - Indicators to be 
developed in line with 
project aims  

 
       

 

 Additional indicators of success 
 

 Estates services survey (from April 2015, post procurement process) 

 Overall satisfaction with lettings service (split by diversity strand) 

 Overall satisfaction with repairs service (split by diversity strand) 

 Overall satisfaction with ASB (anti social behaviour) handling (split by diversity 
strand) 

 Overall satisfaction with complaints handling (split by diversity strand) 
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 Objective 2:  
 
Maximise opportunities for social, financial and economic inclusion for all of our 

customers 

 

  
  

  

 
       

 

 Rationale: 
 

 The main (non-housing related) concerns of Hyde residents relate to money, 
health, personal safety and employment (Annual Survey, October 2013) 

 Welfare reform is likely to reduce the incomes of benefit-dependent residents 

 Inflation is expected to rise ahead of earnings and most working age benefits, 
increasing the cost of living  

 Services and opportunities are increasingly accessed online but many residents do 
not have access to, or are unable to use, the internet 

 Funding for local voluntary sector groups and public services is being reduced 

 Social mobility and access to opportunities continues to be a challenge for low 
income groups such as those living in social housing 

 

 
       

 

 Key Actions 14/15 
onwards 

Outcomes Indicators of success 
 

 Support Resident 
Services teams to be 
enablers of social, 
financial and economic 
inclusion using the 
Smarter Working 
project as a platform for 
this 

 Improved availability of 
resident information, 
helping to identify 
residents’ with social, 
financial or economic 
needs 

 Percentage of staff 
enabled for smarter 
working 

 Using lean thinking 
principles, review 
delivery of Hyde’s 
supportive services to 
explore whether more 
can be delivered using 
the same resources 

 Improved reach and 
availability of Hyde’s 
social, financial and 
economic inclusion 
services 

 Management information 
and performance 
indicators will be 
identified following lean 
process review(s) 

 Increase our focus on 
youth skills and 
employment by 
maximising the 
potential of OHOV3 
apprenticeship 
schemes, rolling out 
the youth bank and 
initiating interventions 
that build employability 
and financial capability 

 Improved provision of 
services for young 
people 

 Number of Young 
people taking part in 
Hyde Plus activities 
reporting increased self 
confidence 

 See ‘additional 
indicators of success’ 
listed below 
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 Further develop Hyde’s 
own apprenticeship 
programme providing 
training and 
employment 
opportunities to 
targeted groups 

 Increased / continued 
provision of training and 
employment 
opportunities 

 Number of apprentices 
with professional 
qualification at end of 
apprenticeship (See 
‘additional indicators of 
success’ listed below) 

 Implement years 2 and 
3 of the digital inclusion 
strategy, increasing 
resident access to and 
use of digital 
technology 

 Continued provision of 
training and other 
support for residents 
wishing to use digital 
technologies (e.g. 
internet) 

 See ‘additional 
indicators of success’ 
listed below 

 Additional KPIs may be 
developed as output 
from welfare reform 
project (of which digital 
inclusion is in scope). 

 Implement Hyde Plus 
strategic plan, 
developing 
programmes in 
response to growing 
needs of residents and 
demands of the 
business 

 Continued provision of 
social investment 
services, training and 
funding 

 See ‘additional 
indicators of success’ 
listed below 

 Review Residents 
Matter More strategy, 
ensuring that residents’ 
views, opinions and 
priorities influence 
service design and 
decision making 

 Continued focus of 
resident engagement 
activities in areas of the 
highest need / impact 

 Number of ‘residents 
matter more’ outcomes 
met 

 Performance indicators 
to  be revisited when 
Resident Engagement 
Strategy is refreshed 
(Q3 14/15) 

  Deliver welfare reform 
project, managing and 
mitigating the impact of 
welfare reform policies 
on residents and 
Hyde’s business 

 Continued support for 
residents affected by 
welfare reform changes 

 Overall rent arrears 

 Additional indicators to 
be developed in line with 
welfare reform project 

 

 
       

 

 Additional indicators of success 
 

 Financial gains to residents as a result of financial inclusion 

 Number of apprenticeships delivered through the OHOV3 programme 

 Number of residents into work placements 

 Number of residents into jobs 

 Number of at risk residents increasing meaningful use of digital technologies 
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 Objective 3:  
 

Maximise opportunities to attract, develop, support and retain a diverse 
workforce 

 

  
  

  

 
       

 

 Rationale: 
 

 Having a diverse workforce with people from different racial, educational and social 
backgrounds and a diverse age range can encourage creativity and foster 
innovation 

 A diverse workforce is well placed to understand the needs of a wide range of 
customers, and can interact with a broad client base. Demonstrating the ‘additional 
benefits’ of working within Hyde may also help to recruit and retain staff in an 
increasingly diverse and competitive labour market 

 

 
       

 

 Key Actions 14/15 
onwards 

Outcomes Indicators of success 
 

 Implement the Group's 
talent strategy with a  
focus on 
coaching/mentoring, 
succession and 
development planning, 
identifying 
/development of 
potential, on the job 
development and  
career development 
pathways 

 Increased job 
satisfaction, engagement 
and retention of staff 

 See ‘additional indicators 
of success’ listed below 

 Develop and implement 
the staff engagement 
and wellbeing strategy 

 More engaged and 
healthier workforce 

 Decreasing cost of 
sickness absence 

 Reduction in number of 
working days lost due to 
stress, anxiety and 
depression 

 % positive response to 
wellbeing, engagement 
and inclusion questions 
in staff survey  

 Co-ordinate the 
HydeOut Lesbian Gay 
Bisexual Transgender 
(LGBT) staff network 
and deliver work plan; 
and develop and 
support other network 
groups as they emerge 

 Continued recognition of 
diversity, increasing 
awareness of LGBT 
issues and providing 
peer support for 
colleagues 

 No specific indicators 
currently in place – 
success determined by 
activities delivered 
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  Undertake annual 
benchmarking 
exercises covering 
race, gender and 
sexual orientation   

 Provision of a 
methodology for 
measuring efforts to 
tackle discrimination and 
create an inclusive 
workplace 

 Increased scores/ranking 
position  year on year  

 

 
       

 

 Additional indicators of success 
 
Diversity breakdown by gender, ethnicity, disability, religion, age, sexual orientation for: 
 

 Recruitment  (from application to appointment)  

 Voluntary turnover  

 Promotions (to be reported from 15/16 onwards) 

 Participants on professional development and management development 
programmes 

 Assessment centre success rate 

 Training delivered against strategic priorities 
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 Objective 4: 
 

Embed an inclusive culture 

 

  
  

  

 
       

 

 Rationale: 
 

 Establishing an inclusive culture can help to ensure that all individuals feel valued.  
As a result staff and customers are more likely to add value in return, improving 
productivity and the quality of services offered 

 Creating an inclusive workplace can contribute to staff retention, increased 
engagement levels and will create a working environment where discrimination is a 
non-issue and any challenges that could arise can be resolved effectively2 

 

 
       

 

 Key Actions 14/15 
onwards 

Outcomes Indicators of success 
 

 Support managers to 
create engaged and 
inclusive teams 

 Increased staff 
engagement 

 Annual staff survey 
results 

 Voluntary turnover rate  

 Employee absence 
levels 

 Percentage of fixed term 
contracts 

 Percentage of staff 
leaving within first 12 
months 

 Provide openness and 
transparency around 
selection for special 
projects, interim roles, 
etc 

 Increased transparency 
within the organisation, 
building trust 

 Annual staff survey 
results 

 Percentage of vacancies 
fulfilled internally 

 Deliver internal 
communications that 
support diversity (e.g. 
Stonewall’s anti 
bullying campaign) 

 Increased visibility of 
diversity issues and 
campaigns 

 For specific campaigns, 
percentage of staff 
clicking through to the 
campaign on Hydewide. 

 
       

 

 Additional indicators of success 
 

 Annual staff survey (questions related to culture) 

 Staff engagement score shows upward year on year trend (68% in 2014) 

 

         

 

  

                                                           
2
 Source: http://www.inclusiveemployers.co.uk/inclusion 
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3 Delivery  
 

3.1 Monitoring delivery of the D&I strategy 2014-17 

3.1.1 Delivery of the D&I strategy 2014-17 will be monitored by the Diversity and Inclusion 
(D&I) Working Group.  The D&I Working Group, chaired by the Group’s HR Director 
who is a member of the Executive Management Team, meet on a quarterly basis.  
The group is responsible for scrutinising the delivery of actions within the plan and 
maintains an overview of our diversity practice. 

3.1.2 The D&I Working Group will provide updates / make recommendations to the 
Executive Management Team (EMT) and reports into the Group Housing Services 
Board as appropriate throughout the year.  

3.1.3 The D&I strategy 2014-17 will be reviewed annually to ensure that Hyde’s D&I 
objectives remain relevant and achievable. 

 


