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This report, which is based on the Hyde Group's Annual 
Financial Report, was put together with the help and advice 
of Customer Voice (a group of resident volunteers), as part 
of our commitment to providing clear information about 
our performance to customers.

We hope that you find this summary helpful and 
interesting. If you want to read more, please visit the 
Annual Review pages of our website.

https://www.hyde-housing.co.uk/media/5577/hyde-financial-report-2020-july-30.pdf
https://www.hyde-housing.co.uk/media/5577/hyde-financial-report-2020-july-30.pdf
https://www.hyde-housing.co.uk/annual-review-19-20/
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Peter Denton 
Chief Executive Officer

Alan Collett 
Hyde Group Board Chair

As our social purpose is to help those most in need of a decent 
home, we are more than aware of the lasting impact coronavirus 
(COVID-19) will have on many of our customers and are looking at 
how this may change the way we fulfil our mission in the long term.
Despite the impact of COVID-19, we are in a strong 
financial position, with a healthy balance of income 
and expenditure, with enough to spare if needed. 
The money we have borrowed from banks is at one 
of the best interest rates for our sector; and we have 
continued our programme to build new homes.

Taking into account the impact of COVID-19, fire 
safety work and other costs, our adjusted surplus 
was £161.3m, putting us in a strong position for 

growth. All of our surplus is used for building more 
homes and delivering better services.

In April 2020 we launched our 2050 Strategic Plan, 
‘A Great Home For Everyone’, which explains how 
we will continue to partner with housebuilders, local 
authorities, other housing associations and private 
investors to build more affordable, safe, decent and 
energy-efficient homes, so we can provide a great 
home for everyone.

£364.4m
turnover*

£49m
investment in safer homes since 2017

£161.3m
adjusted surplus†

83%

overall satisfaction with customer services

customer satisfaction with responsive repairs

84%

*Turnover: The amount of money coming into Hyde
†Adjusted surplus: The amount of money we have  
left after paying for new homes, customer  
services and operations (including our staff) 

Welcome

http://www.hyde-housing.co.uk/strategic-plan
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Managing the operational impact 
of coronavirus, while ensuring a 
compassionate, considered response, has 
been a major task. We are extremely proud 
of our staff, who have pulled together and 
adapted their ways of working over the 
past few months to continue to support 
customers and provide key services on the 
ground, while keeping everyone safe.
Fortunately we had plans in place when lockdown 
began, so we could support our most vulnerable 
customers and provide more than half of our 
normal services, including essential repairs and 
health and safety-related work.

Customer communications
Clear, honest and regular communication with our 
customers was vital. We used the phone, email, 
letters, our website and social media to keep 
everyone up-to-date with the latest information. 
We also met with Customer Voice weekly and 
used its feedback to get our response right.

Financial support and advice
We helped nearly 1,500 customers, who told us 
they were struggling to pay their rent, to review 
their finances and ensure rent remained a priority. 
We also capped some market and intermediate 
market rent increases, in line with social rents, for 
three months.

Supporting our most  
vulnerable customers 
We were particularly concerned about the 
wellbeing of our most vulnerable customers, 
specifically those in our supported and sheltered 
homes. We made more than 10,000 welfare calls 
during April, to find out how our customers were 
coping, and liaised with local food banks and 
other partners, to ensure customers had human 
contact and enough food, toiletries and household 
cleaning products.

Our response to COVID-19
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We were established in 1967 to provide 
homes for those left behind by the 
housing market.
We own and manage 48,287 properties in London, 
the south east of England and surrounding areas, 
providing homes for more than 105,000 people who 
might not otherwise have one, as well as providing 
them with landlord services. These homes include 
affordable rented and shared ownership homes, as 
well as homes designed for people with additional 
needs, such as older customers.

We are committed to investing in our existing 
homes and use our surplus to build new ones in 
places where they are most needed. This year, we 
built nearly 700 new homes and started building 
1,000 more. We plan to be building 2,000 homes a 
year by 2025.

Our value to society
Our social tenancies generate £471m (about 
£13,700 per tenancy) in ‘social value’ each year. By 
giving tenants a stable home, they can get a job, 
have lower debt, be healthier and happier and be 
less likely to be involved in, or be victims of, crime. 
Older people are able to live independently for 
longer and children are more likely to attend school.

You can read more about this on the Value of a 
social tenancy pages of our website.

About us

Our vision: 
A great home for everyone
We want to provide great homes, that 
are decent, safe and energy-efficient, 
to everyone that needs one.

Our mission: 
To provide more people 
with a roof over their head 
so they can make a home
We will be fair and equitable, giving 
customers more choice and the 
flexibility to live in a Hyde home that 
most suits their needs, whatever their 
stage in life.

https://www.hyde-housing.co.uk/value-to-society/
https://www.hyde-housing.co.uk/value-to-society/
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We want our customers to feel valued 
and important, and our services to be 
seamless, integrated and easy, leading 
to positive outcomes and increased 
customer satisfaction. 
Our approach comes under three themes:

•  Listen to me: We listen to customers and give 
them the chance to be heard. We work with 
them to shape how we develop and deliver 
their services.

•  Empower me: We keep customers fully-
informed about decisions affecting their homes 
and communities. Our relationships are built on 
mutual trust and we treat customers as equals. 
We give customers choice and the tools to 
manage their tenancies, and work together to 
improve these.

•  Improve my services: We aim to have easy-to-
use, seamless and customer-driven services of 
a high quality, that are prompt and consistent, 
and that can be tailored to individual needs.

‘I am Hyde’: clearer communication
Encompassing the three themes above, ‘I am 
Hyde’ is our new approach to communicating with 
customers. ‘I am Hyde‘ helped increase customer 
satisfaction with how we handle complaints 
by more than 20% last year and helped resolve 
more issues first time around. This approach 
was developed in response to a review of our 
communications by our Resident Inspection team. 

Supporting our customers

15%

fewer service charge enquiries

83%

overall satisfaction with customer services

fewer complaints

17%

compliance in asbestos, communal  
electrical, gas, fire risk assessments, fire and 

security servicing and water hygiene

100%
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Giving customers more control
MyAccount, our new customer website and app, 
lets customers carry out transactions themselves, 
when it suits them. Customers can check their 
balance, make payments, view, download and 
print their rent and service charge statements, 
and update their contact details. We are planning 
to add more new functions, including booking 
repairs, in the future.

Improved complaints handling
There were 17% fewer complaints in 2019/20, 
compared with 2018/19. Customer satisfaction 
improved across every aspect of complaints 
handling, from how much effort customers felt we 
put in, to how we communicated and kept them 
up-to-date, as well as how we resolved issues.

Customer Involvement 
Customer involvement is about engaging with 
customers to improve our services through 
feedback, scrutiny and partnership working. 
Customer Voice is a group of resident volunteers 
which reviews our performance and finds ways for 
services to be improved for everyone. This year, we 
worked closely with Customer Voice to develop and 
introduce our new tone of voice and to develop our 
customer and asset management strategies. 

In autumn 2019, six Hyde customers graduated from 
our first ever ‘Future leaders’ training programme. 
The course gave them the skills and confidence 
needed to become more involved with Hyde and to 
influence how our services are delivered. 

Building trust in service charges
We wanted give customers the chance to talk 
about any concerns they have over service charges, 
so we emailed hundreds of them before 2019/20 
statements were delivered this year, and followed-
up with phone calls. Customers told us they 
appreciated having the chance to discuss concerns 
with someone that took ownership and who got 
back to them when they said they would. We know 
there is more to do: we are continuing to focus on 
minimising the time it takes for us to respond.

 

Supporting our customers
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Continuing to keep customers safe
Our Building Safety Taskforce, set up following 
the Grenfell tragedy in 2017, continued to keep 
customers safe last year, carrying out remedial 
works to our tall buildings, including recladding: 
nine buildings have had unsafe cladding removed 
and we rectified defects in both communal 
areas and in homes. We also finished surveying 
80 housing schemes with more specialist 
requirements, such as sheltered housing.

This work runs alongside activities to ensure 
everyone is, and feels, safe and secure in their 
homes, including lift servicing and inspections, 
electrical testing, gas and fire safety, water 
hygiene and asbestos management.

Investing in our homes
We take a ‘common sense’ approach to investing 
in our homes, replacing things like kitchens, 
bathrooms, doors and windows when they need to 
be replaced and not just because of their age. This 
allows us to plan investment and to deliver value for 
money. To do this, we need to assess the condition 
of our homes regularly. We assessed 5,361 homes 
in 2019/20 and have now checked more than 82% 
of all our homes over the past five years.

Improving our energy efficiency
We are launching a new energy efficiency plan 
in 2020/21, with improved energy efficiency 
and sustainability standards for the homes we 
build and those we manage; in how we use our 
offices and vehicles; and in how we work. The 
Government has committed to improving the 
energy efficiency of all homes in the country, 
to EPC band C, by 2030. A large number of our 
homes meet this standard already but about 
10,700 need to be assessed in more detail, so we 
can identify what improvements are needed.

Managing our homes

spent on building safety work since 2017

invested in our stock

customer satisfaction with repairs

home improvements

buildings have had unsafe cladding removed

£49m

£34m

84%

1,891

9
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Hyde Foundation

external funding secured
£0.37m

people were helped to address their  
hoarding or unsanitary living conditions

58

young people and 1,853 older  
customers benefited from our programmes 

with community partners

2,100

people given job advice; 217 secured a job  
and 184 completed job training

964
grants worth £0.3m awarded by Hyde 

Charitable Trust to community programmes

154

people were helped to access health,  
support and social care services

250

secured towards rent payments
£3m
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Hyde Foundation prevents homelessness 
and works with communities and 
partners to create great places where 
people want to live. 
Some of the highlights from 2019/20 include:

Lambeth Estate of mine:  
Building safer, healthier futures
We are working with Battersea Power Station 
Foundation, the Mayor’s Young Londoners Fund 
and Optivo Housing to create long-term projects 
to improve the lives of young people, their families 
and the wider community. We are creating 
positive activities, safe places for young people 
to connect, and opportunities for them to develop 
their skills and knowledge.

Social value from suppliers
A total of about £0.15m in social value was 
delivered by our suppliers in 2019/20, which 
included project sponsorship and recruiting and 
training Hyde customers. 

Ambition 2020: Helping to make a 
difference to thousands of lives
This year we launched our Ambition 2020 
initiative, to encourage organisations to help 
Hyde’s young customers reach their potential, to 
have a positive impact on their community and to 
inspire their peers. Our first event was the Vitality 
Big Half marathon, which raised almost £40,000 
of sponsorship.

Hyde Foundation
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We assess value for money using a range 
of measures set by the Regulator for 
Social Housing, as well as our own. We 
also compare our performance against 
the members of the G15, London’s biggest 
housing associations. Many of the 
measures relate to financial performance 
and development activities. 

For customers, some key measures are:

Value for money

Measure Hyde in  
2018/19

Hyde in  
2019/20

G15 Median 
performance* 
2019/20

Customer satisfaction with Hyde as a landlord 81.9% 82.9% 77.5%

Social housing cost per home £3,885 £4,445 £4,839

Investment in communities £2,550M £2,327M £2,600M
*Median performance is used in statistics and can be said to be the ‘typical’ performance.
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Customer satisfaction
Our overall customer satisfaction in 2019/20 was 
82.9%, putting us in the top 25% of the sector. We 
have been working to improve digital services, 
reduce complaints and speed up complaint 
resolution over the past year. We have also actively 
sought out, and listened to, customers’ views and 
acted on this feedback to improve our services. 
We also involve and consult with customers when 
choosing new contractors and services, to help 
ensure our suppliers understand and consider 
customers’ needs, to drive further improvement.

Social housing costs
Our social housing operating cost per home 
increased in 2019/20 to £4,445, mainly due 
to our additional spending on building safety 
and maintenance, as well as our investment in 
improving customer services and the systems 
behind them, such as IT.

Investment in communities
This is the amount of money we invested in our 
communities through Hyde Foundation, including 
employment skills training, money advice and 
community groups (see p9).

You can read more about these, and how  
we measure value for money, in this year’s 
financial report.

Value for money

https://www.hyde-housing.co.uk/corporate/news/corporate-and-financial/our-financial-results-201920/
https://www.hyde-housing.co.uk/corporate/news/corporate-and-financial/our-financial-results-201920/
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Operating business

2. What we do1. Our inputs

Turnover
£364.4m
This includes:

Rent from social  
housing lettings
Service charges from  
social housing lettings
Management fees  
and revenue grants
Other, including income from 
leaseholders and freeholders
Development sales
Surplus from assets sales 
(homes and other properties)

Our people
Staff (FTEs) 
 1,055

Renters - social  
and affordable

• About 50% in receipt of benefits 
84% nominated from local 
authority waiting lists

Shared owners and other  
low cost home ownership

• Medium to average incomes but 
unable to get on housing ladder 

Leaseholders and  
outright owners

• Open market purchasers 

• Homes in management 48,287
• More than 4,500 people  
 housed per year
• Social housing cost per unit, excluding  
 fire safety works, £4,445
•  £723m of value from all our  
 social tenancies

4. Outputs and outcomes 

Adjusted Surplus1:  
£161.3m

Surplus reinvested

3. Our customers

Customer services
• Become truly customer-driven
• Manage homes for Hyde and others
• Community investment  

(Hyde Foundation)

Managing our homes
• Responsive repairs to homes
• Planned asset maintenance

Other
• Back office services

Develop  
new homes

• Land acquisition
• Placemaking, including building new 

homes
• Sales of affordable shared  

ownership and open market homes

Portfolio management
• Ensure homes are fit for purpose
• Re-use capital from unfit homes
• Identify where new homes are needed
• Optimise our portfolio

Financing and treasury

Capital
Grant funding 
 £1,110.2m
Borrowing 
 £1,508.7m

Our business in 2019/20

1 - Adjusted surplus: The amount of money we have 
left after paying for new homes, customer services 
and operations (including our staff)



Contact

 customerinvolvement@hyde-housing.co.uk

 www.hyde-housing.co.uk/contact-us-online

mailto:customerinvolvement%40hyde-housing.co.uk?subject=
http://www.hyde-housing.co.uk/contact-us-online

