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Foreword
There is no getting away from the fact that the
UK’s housing crisis shows little sign of ending
any time soon. More and more people find
themselves priced out of the market, living in
unsuitable temporary accommodation, having to
pay expensive rent to private landlords they can illafford and, in the worst cases, becoming homeless.

Peter Denton
Chief Executive Officer

Alan Collett
Chairman of the Hyde Group

Meanwhile concern is growing over the safety,
decency, and energy efficiency of the UK’s existing
homes; with society facing large bills to bring
properties up to a safe and modern standard.
Hyde’s social purpose has always been to provide
homes for those in our communities that cannot
otherwise afford one and this will not change.
However, the ways in which we achieve these
ambitions has to change, if we are to ‘turn the
dial’ and address the severe housing shortage, to
give more people a home and help them improve
their life chances, to the benefit of society, and the
economy, as a whole.
In setting out our strategy for the next 30 years,
we are putting a stake in the ground: We want
our customers to live in modern, energy-efficient

homes, where they do not have to worry about
building safety. We also want to provide homes that
meet people’s needs in the long term – whether
they are just starting out, raising a family, or
enjoying a long and peaceful retirement – giving
customers greater mobility, so they can live in the
most suitable home for them, depending on their
stage in life.
Having a long-term strategy demonstrates that we
appreciate the scale of the challenges we face,
from retrofitting thousands of homes to become
zero-carbon and meeting higher building safety
standards, to exploring new ways of raising the
significant funding needed to continue to build
more of the right homes, in the right places.
This plan outlines how we will meet our ambitions
over the next five, ten and thirty years. It maps
out our journey to becoming a truly customerdriven organisation; and how we will work with
government, public and private sector partners and
institutional investors to build a genuinely equitable
model that helps everyone who needs an affordable
home; creating value for customers, communities
and society.
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Our 2050 strategy
Our vision: A great home for everyone
Our mission: To provide more people with a roof over their head so they can make a home
Our 2050 strategy sets out our commitment to
becoming a truly customer-driven organisation.
One that provides great services to customers,
ensures all our homes are safe, decent and energyefficient; and where homes continue to be let or
sold at prices people can afford. We know this
helps improve people’s life chances and realise
their potential, creating social value for individuals,
communities and society as a whole.
We remain committed to providing social rented
homes, but demand for these homes often means
a lack of choice and little opportunity for people
to move as their needs change over time. We will

make it easier for customers to move between
homes, ensuring they have the right home for every
stage in their lives. We will invest in improving
the quality of our homes, with a sector-leading
approach to ensuring they are safe and in moving
toward true energy efficiency.
We will also balance the needs of existing and
future customers, and are committed to providing
as many new homes as possible. We will be a
catalyst for development, working with others to
build significant numbers of homes in successful
mixed communities.
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Our core principles for 2050
We will:

We will achieve this by:

• Provide good quality, affordable rented homes
and landlord services

• Listening to our customers and better
understanding their needs

• Deliver great housing management, asset
management and targeted specialist services, like
tenancy support and debt advice, to those
who need them

• Investing in our homes to improve their quality

• Be truly customer-driven, ensuring fairness
and choice
• Create greater customer mobility
• Ensure homes are safe, decent and energy-efficient
• Provide a mix of tenures to support successful
mixed communities and placemaking
• Become a catalyst for the development of new
homes, the principle of ‘additionality’ will be central
• Maintain our financial strength and stability
• Take a long-term view of our homes,
communities, and business – making sure we
are here for good, and continue to deliver social
value over the next 30 years.

• Working in partnership to do more, we will partner
on funding, construction, services and skills
• Build our understanding of our portfolio of homes
to better understand where to invest and where
homes are not fit for purpose
• Striving to be best in class in being customerdriven, ensuring safe homes, creating greener
homes and working in partnership with others
• Using a mixed-funding model for new homes
including: grant, capital investment, debt
finance, third party investment and income
from private sales
• Expanding into new areas where we can build,
manage or own at scale
• Building and managing homes for ourselves
and others
• Building a diverse, engaged and empowered
workforce
• Maintaining our focus on operating efficiencies
and prudent investment.
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Our journey to 2050

Some of our goals can be delivered comfortably within five
years, others will take 10 or even 20 years to deliver fully. Having
long-term goals will help to guide us, particularly through the
first five years, from 2020-25.
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Our journey to 2050
By 2025, we will:
For our customers

For our homes

For our business

• Deliver great service, using feedback from
customers and staff to shape decisions

• Ensure homes are safe, and progress has
been made against 2030 and 2050 energy
efficiency targets

• Have an equitable model for helping everyone who
needs an affordable home; creating social value

• Ensure customers have a high level of satisfaction
and advocacy, feeling that we listen to their
concerns and act

• Ensure new homes are built to sector-leading
standards for energy efficiency and sustainability

• Have a mature service offer flexible enough to
manage our own homes and homes owned by
others; including how customers can play their part

• Have agreed portfolio and property standards,
which inform our investment, development and
disposal programmes

• Ensure we are recognised for our proactive work
and positive impact on placemaking, successful
tenancies, and challenging negative stereotypes
associated with social housing

• Operate in our core geographies, and expand into
new areas, where we can deliver new affordable
homes, at scale

• Have begun to create flexibility for customers
through changes in lettings practice and use
of assets.

• Grow our homes in management to about
60,000, through development, management
contracts and partner registered providers joining
the Hyde Group
• Grow our portfolio of social and intermediate
rented homes, shared ownership and leasehold
properties
• Be a catalyst for new homes, building for
ourselves and for others, delivering about 2,000
new homes per year
• Establish an investment management function.

• Be recognised as exemplar in being customerdriven, ensuring safe homes, creating greener
homes and in partnership working
• Have good information governance and be
delivering our IT roadmap
• Have a physical and virtual workplace
environment, which empowers staff, enables agile
working and is adapted to generational change in
our workforce
• Have maintained our financial strength, through
operating efficiency and prudent financial planning
and investment.
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Our journey to 2050
By 2030, we will:
For our customers

For our homes

For our business

• Be adept at tailoring our service offer to the needs
and preference of customers, leveraging systems
and technology

• Have a dynamic building safety programme,
driven by robust data and real-time monitoring

• Be delivering our model for helping everyone
who needs a home and increase the social value
delivered

• Continue to champion successful tenancies and
placemaking, while challenging negative views of
social housing
• Have embedded our ‘Lifecycle homes’ approach,
with customers staying with Hyde but moving
in line with changing needs. We will have
encouraged other housing providers to adopt the
same approach.

• Have significantly improved the quality of homes,
meeting all standards for decency, and be on
track to meet 2050 carbon neutral targets

• Be exemplar in areas such as flexibility and choice
for customers and share this with the wider sector

• Continue to build new homes to high standards of
energy efficiency and sustainability

• Be able to swiftly deploy technological solutions
and support data-driven decision-making

• Have provided new homes in our core boroughs
and be delivering at scale in new areas where
homes are needed, providing about 3,000 new
homes per year

• Have maintained our financial strength, through
operational efficiency and prudent investment
management

• Be successful in delivering our goals such that
other registered providers will actively seek
to join the Hyde Group, growing our homes in
management to between 75,000 and 100,000
• Be the ‘go-to’ provider for those investing in
affordable homes.

• Be an employer of choice, known for our
customer-driven culture and high level of staff
engagement.
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Our journey to 2050
By 2050, we will:
For our customers

For our homes

For our business

• Have continued to evolve our offer, maintaining
great customer service

• Have ensured all our homes are safe, decent and
energy-efficient, and are the right homes, in the
right places

• Have encouraged adoption of our equitable model
across the sector

• Ensure customers are routinely able to move
between homes in line with their changing needs,
both Hyde homes and those of our partners.

• Be a catalyst for delivering new affordable housing,
and a driving force in providing ‘additionality’
across the whole of London, the south east, south
coast, east of England and the Midlands
• Have created a vehicle for delivering at scale, using
funding from others, as well as our own funding
• Continue to grow by building new homes,
managing for others and encouraging others to
join the Hyde Group with between 100,000 and
150,000 homes in management.

• Be established as innovators and trend setters in
the sector, with a history of influencing policy for
the better
• Be adept at anticipating and implementing new
ways of working
• Have maintained our financial stability, while
continuing to grow and innovate
• Continue to be an employer of choice.
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Our customers
There is no such thing as a typical Hyde resident.
Our customers range from those receiving benefits
and those in low-income households, to people
taking their first steps on the property ladder and
established homeowners. They can be single adults,
couples or families requiring a stable home to
raise their children and improve their life chances,
as well as older people who need safe, secure and
comfortable homes in their retirement.

Meeting housing needs and providing good landlord
services to customers has always been at the
heart of our organisation but to keep pace with
changing customer expectations and to become a
truly ‘customer-driven’ business, we must change
the ways in which we work. To that end, over the
coming years we will:

• Develop a deep understanding of who our
customers are now, and who our customers are
likely to be in the future. Understanding their
housing needs, health, home life, family situation
and financial status will enable us to provide
suitable homes, and appropriate services, to meet
their needs now and throughout their lives
• Listen to customers and design our services to
meet their needs, providing a great customer
experience in a way that is both effective and
efficient – placing the ‘voice of the customer’ at
the heart of these decisions
• Empower customers, by giving them choice in
when and how they use our services, and by
making it easier to access information about
their home
• Change how we communicate with customers,
thinking about the tone of our conversations and
striving for adult-to-adult conversations.
• Put existing and future customers at the centre of
our strategic decision-making alongside financial,
reputational and regulatory considerations. We
will do this by using customer-rich data that
allows us to make good decisions
• Challenge negative stereotypes about social
housing and social housing tenants.
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Our homes
Over the next 30 years we will continue to provide a
mix of tenures, to help build successful sustainable
communities including:

We will work with others to provide:

Social rent

Shared ownership

Specialist housing

Rents are typically 50-75% of local market rents, with
homes let on long-term tenancies, (typically a fixed
term of five years), to people registered on local
authority waiting lists or those seeking to move from
another social rented home. These homes form the
majority of our portfolio (67.5%). Over the life of this
plan we aim to grow the number in our ownership or
management, building about 2,400 new social rent
homes in the next five years alone.

These are homes sold to those on average incomes
who cannot afford to buy on the open market.
Customers buy a share of the property and
pay rent on the remainder. They can choose to
increase their share over time (staircasing) and
eventually buy the home outright. Shared
ownership makes up 8.3% of our homes and we
aim to build about 2,150 new shared ownership
homes over the next five years.

Homes such as sheltered housing,
including a level of care or support.
They are usually let, often on long-term
tenancies, at a discounted rent to people
referred by local authorities.

Housing for sale (leasehold or freehold)
These homes are bought and sold on the open
market. This type of housing currently makes up
16.7% of our portfolio and we will build about 3,000
more in the next five years.
Intermediate rent
Rents are typically about 80% of local market rents,
to people on low to average incomes not qualifying
for social rent. Tenants typically apply directly to
Hyde. We have a small portfolio (about 1%) of these
homes but intend to grow their number over the
coming years.

Commercial property
We develop commercial property as part
of building sustainable communities, in
partnership with sector specialists.

Hyde’s residential portfolio
Shared ownership - 8.3%
Other social including specialist housing - 6.5%
Social and affordable rent - 67.5%
Housing for sale - 16.7%
Intermediate rent - 1%
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Delivering our plan: 2020-25
Delivery of the first phase of our strategic plan will be guided by our 2020-2025 objectives.

Our objective:

Become a truly customer-driven
housing provider
We will:

We will know we have achieved it when we:

Measures of success (long term):

• Champion a customer-driven approach, guided by
the principles of ‘listen to me, empower me and
improve my service’ in our customer strategy

• Deliver great service, using feedback from
customers and staff to shape decisions

• Overall customer satisfaction

• Improve our systems and processes to deliver
modern service choices to fit with customers’ lives

• Have a high level of customer satisfaction and
advocacy, and customers feel we listen to, and act
upon, their concerns

• Ensure we have the resources, tools, skills and
flexibility to deliver the ambitions we share with
our customers

• Have a mature service offer flexible enough to
manage our own homes and homes owned by
others; including how customers can play their part

• Define, promote and provide core housing
management and asset management services,
in line with our housing management strategy

• Are recognised for our proactive work and positive
impact on placemaking and successful tenancies

• Implement changes to support the ‘lifecycle
homes’ principle.

• Have begun to create flexibility for customers
through changes in lettings practice and use
of assets
• Are recognised as being exemplar in our
customer-driven approach.

• Customers tell us how easy it is to use
our services
• Percentage of digital interactions
• Customer moves facilitated by Hyde as a
percentage of homes let
• Housing management costs per home.
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Delivering our plan: 2020-25
Our objective:

Deliver more of the right
homes, in the right places
We will:

We will know we have achieved it when we:

Measures of success (long term):

• Develop a mixed funding model for development,
incorporating grant, debt funding, partnerships/
joint ventures and third-party investors

• Have an equitable model for helping everyone who
needs an affordable home; creating social value

• Homes in ownership and managed (owned and
managed by Hyde; managed for others)

• Ensure new homes are built to sector-leading
standards for energy efficiency and sustainability

• Tenure profile of new homes delivered

• Work in partnership with others to build more
than we could alone; becoming a catalyst for
new housing
• Adopt an ‘ownership-blind’ approach to
development and management
• Build new homes to sector-leading standards of
safety, energy efficiency and sustainability
• Implement a portfolio management strategy
to guide the disposal, acquisition and building
of homes
• Agree and deliver our development strategy to
guide purchase of land, construction, sale and
letting of new homes.

• Have agreed portfolio and property standards,
which inform our investment, development and
disposal programmes
• Operate in core and new areas where we can
deliver new affordable homes, at scale
• Have grown our portfolio of social and
intermediate rented homes, shared ownership
and leasehold properties
• Are a catalyst for new homes, building about
2,000 for ourselves and others each year
• Have grown our homes in management to
about 60,000 through development,
management contracts and other providers
joining the Hyde Group
• Establish an investment management function
• Are recognised as exemplar in our approach to
partnership working.

• Homes secured through partnerships
• Homes delivered through ‘additionality’
• Energy efficiency of new homes.
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Delivering our plan: 2020-25
Our objective:

Ensure all of our homes are
safe, decent and energy-efficient
We will:

We will know we have achieved it when we:

Measures of success (long term):

• Implement our asset management strategy

• Ensure homes are safe, and ensure that progress
has been made against 2030 and 2050 energy
efficiency targets

• Customer satisfaction with repairs

• Create a five-year investment plan, using the most
cost-effective approach to ensure our homes
remain decent and safe
• Re-procure our stock investment contracts to
reduce costs of component replacement, while
retaining quality
• Review the Hyde Quality Standard, ensuring it
provides value for money, while giving
customers choice
• Achieve greater assurance by improving
asset data.

• Have agreed property standards, which inform
our investment, development and disposal
programmes
• Consistently complete all required safety checks
and remedy issues in a timely manner; providing
information and assurance to customers
• Are confident in the data we hold on our assets
and the decisions we make with that data
• Are recognised as having a best-in-class approach
to safe and greener homes.

• Percentage of homes meeting agreed
quality standard
• Overall safety compliance
• Percentage of existing properties whose energy
rating/carbon footprint improves in the period
• Maintenance costs per home.
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Delivering our plan: 2020-25
Our objective:

Have an efficient, high-performing,
and customer-driven culture
We will:

We will know we have achieved it when we:

Measures of success (long term):

• Implement our people and culture strategy,
including a customer-driven approach

• Have a workforce that tells us it is engaged and
committed to working at Hyde

• Staff engagement

• Maintain focus on delivery and efficient ways
of working

• Have a physical and virtual workplace
environment, which empowers staff, enables agile
working and has adapted to generational change
in our workforce

• Maintain alignment between our long-term
financial and strategic plans
• Agree and implement our IT road map
• Ensure information governance principles are
embedded.

• Have embedded good information governance
and are delivering against our IT roadmap
• Have maintained our financial strength by
focusing on operating efficiency and prudent
financial planning and investment.

• Diversity across management groups
• Benefits realised from change
• Improvement in data maturity
• Operating margin.
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Delivery 2020-25
We will deliver our 2020-25 objectives
through our business planning
process and six core supporting
strategies. Progress will be monitored
by our Executive Leadership Team

and our Board on a monthly and
quarterly basis. We will report on our
annual progress both to our Board
and to customers and other external
stakeholders via our Annual Report.

Our vision
2020-25
objectives

A great home for everyone

Become a truly customer-driven
housing provider

Deliver more of the right
homes in the right places

Ensure all of our homes are safe,
decent and energy-efficient

Have an efficient, high-performing,
and customer-driven culture

Customer Strategy

Supporting
core strategies

Housing Management Strategy

Portfolio Management Strategy

Asset Management Strategy

Development Strategy
People and Culture Strategy

Enablers
Plans and
measures
of success

(Finance; Treasury; Investment Management; Change & Continuous Improvement; Human Resources; Communications; Information & Technology; Risk & Governance)

Annual plan, KPIs and budget
Team plans and individual objectives

www.hyde-housing.co.uk
0800 3 282 282
HydeGroup
HydeHousing
The Hyde Group, 30 Park Street, London SE1 9EQ

