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Foreword
At Hyde, we care deeply about 
the impact we make on our 
residents’ lives.

Our social purpose is grounded 
in an ambition to provide homes 
for people who cannot otherwise 
afford one. That will always be 
what we stand for.
We care about the wellbeing of our 
residents, and about providing safe, secure 
and sustainable homes. We care about 
the environment and climate change. We 
care about our staff, their wellbeing and 
their working environment. We care about 
diversity and inclusion.

I also know that just talking about what Hyde 
stands for, or cares about, isn’t enough.

Words need to be backed by actions, which 
means holding ourselves to account, and 
enabling others to hold us to account too, 
by measuring our performance, progress 
and impact.

That’s where our environmental, social and 
governance (ESG) reporting comes in.

We’ve previously set out Hyde’s ambitions 
and priorities through our 2050 strategic 
plan and our Value of a Social Tenancy 
work, which evidences the importance of 
social housing to society and the economy.

ESG reporting is a significant and logical 
next step. It’s much more than a set of 
metrics, or a reporting framework. 

It is a language that helps us communicate 
outcomes and the positive impact we have 
on society, the economy and the environment, 
so we can demonstrate what we stand for, 
and attract the right kind of investment.

At its best, ESG reporting can help us fulfil 
our social purpose and the ambitions of our 
strategic plan: to deliver more of the right 
homes in the right places, ensure all our 
homes are safe, decent and energy-efficient, 
and to support a high-performing and 
customer-driven culture.

ESG can also help us think differently 
about the way we respond to issues 
like climate change, where we source 
investment from and how we demonstrate 
that housing associations add value and 
make a positive impact.

There is little sense in housing  
associations trying to go it alone, which 
is why we are committed to collaborating 
with other housing providers on the green 
agenda, in turn helping residents tackle 
fuel poverty, sustain tenancies and live in 
healthier homes. 

It’s why we’re an early adopter of the 
social housing sector’s ESG approach, the 
Sustainability Reporting Standard, and are 

working with others to demonstrate our 
impact as a sector. 

And it’s why we are determined to find new 
partners in the investment world, where 
purpose and interests are aligned. 

Any partnership we enter into, and decision 
we make, will always have the interests of 
our customers at heart.

And with ESG underpinning what we do, 
we can demonstrate how we are meeting 
the demands of our customers and 
communities, while pushing ourselves to 
deliver more.

 
 

Peter Denton

Chief Executive Officer, Hyde
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About Hyde

The Hyde Group was established in 1967 to provide homes for 
those left behind by the market. We are proud to combine our social 
purpose with entrepreneurial drive and professionalism. 
Hyde is a housing association working in England, owning or managing almost 50,000 
homes in London, Kent, Surrey, Sussex, Hampshire, the East of England and East Midlands. 
This means that more than 100,000 people have a home at a price they can afford, with 
tenancies that give them the opportunity to improve their life chances.

Housing associations were set up to support people in housing need and this remains at the 
heart of everything we do today. 

Our aspiration is to provide a great home for everyone. We know we cannot do this on our own. 
The need for more homes in London and the South East of England is a huge and long-standing 
problem, which will only be solved if we all play our part and all work together. That includes 
government, house builders, investors, landlords, charities and customers themselves.

The homes that we build, as well as the ones we already own or manage, include those 
for shared ownership, for social rent, for outright sale and for private rent. Hyde Housing 
Association is a not-for-profit organisation but our family of companies, which makes up 
the Hyde Group, includes charities and profit-making subsidiaries. All the money we make is 
reinvested to build more affordable homes and deliver services for our customers.

Diversity and inclusion are integral to our social purpose. As a developer of homes and 
communities, a provider of housing services, an employer and a partner, we are committed 
to the promotion of equality, and we value the diversity of both our customers and our 
staff. We know that this is fundamental to the effective delivery of our services and we are 
working to embed diversity and inclusion across all our business functions by focusing on 
understanding and addressing the needs of all our customers and staff. This approach is 
critical to delivering our vision of making a positive difference to people’s lives.

To find out more about the Hyde Group visit www.hyde-housing.co.uk.
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What ESG means to us
Social housing has an inherent value to 
society and the economy. But measuring and 
demonstrating that hasn’t always been easy 
for our sector.
It’s why we launched “The Value of a Social Tenancy” 
report in 2018, showing that good quality, well-managed 
social tenancies not only offer people a secure roof over 
their heads and enrich their lives, but contribute millions of 
pounds to the economy through giving people better life 
chances and allowing them to realise their potential.

However, our value as housing associations doesn’t end there 
– and this is why our ESG impact strategy is so important.

We’re proud to be an early adopter of the sector’s 
Sustainability Reporting Standard, which underpins this ESG 
report. And we recognise the need for standardisation and 
harmonisation.

Our ESG framework also reflects our social business model, 
and all that we have to say about our performance and 
impact. It therefore goes beyond frameworks from the 
general corporate market which may not fully explain the true 
value we and our fellow housing associations are delivering.

Through our new ESG framework we are committing 
to a robust and transparent set of ESG metrics and a 
benchmarking process that endeavours to keep us on 
track and makes us accountable. While recognising the 
importance of consistent reporting, we do expect our 
metrics to adapt as we evolve as an organisation. 

Our approach to measuring and reporting ESG is on page 21.

We aim to:

• Show our customers that we are listening to them 
and acting in their best interests. We believe ESG can 
support more sustainable social housing, helping to 
drive the significant private and public investment 
needed to meet the zero-carbon agenda

• Set out our commitment to collaborating with other 
housing providers and other partners to deliver our 
shared purpose, demonstrate our impact as a sector, 
and overcome the funding challenges we’re all facing

• Demonstrate to investors that we are an attractive, 
culturally-aligned partner that will only work with those 
that are serious about ESG outcomes. Investors need 
to share our ambitions to give more people a home and 
improve their life chances

• Offer evidence to central government that ESG 
reporting can be used to drive capital investment and 
address the country’s housing crisis.

Attracting 
more public 
and private 
investment

Hyde’s 
social 

purpose

Delivering more 
affordable, safe and 
sustainable homes

Measuring and 
quantifying ESG 

performance
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How we measure up
Our approach analyses positive primary and secondary outcomes 
achieved across each ESG strand, which we will then be able to 
measure and track against.

• Primary: meaning identifiable changes arising directly from our actions

• Secondary: meaning identifiable changes for us, individuals, communities 
and stakeholders as well as the wider environment, which are a result of the 
primary outcomes.

An example of this can been seen across the social strand in relation to staff, where we 
mapped employee needs against our activities as a group. 

Some of the primary outcomes that arose from this were staff enjoying sustainable pay, 
feeling included and being able to benefit from a safe working environment.

Secondary outcomes included us being able to attract more talent and retain staff for 
longer, as well as improved customer service because our staff were higher performing. 

We are then able to measure our success and progress against achieving these outcomes 
by using a series of suggested metrics, such as the number of staff paid below the regional 
living wage or the take-up levels of wellbeing activities. 

There is potential to build on these metrics further by implementing additional data 
collection strategies that could cover critical areas such as diversity and inclusion. For 
example we are looking at the cultural and racial diversity of our workforce to give a more 
accurate picture of our organisational make up. The same approach could be applied to our 
supply chain to assess the extent to which we are supporting business growth, engaging 
with responsible suppliers or safeguarding the environment we work in. See page 14 for 
further information about how we deliver social value through our supply chain.

We strongly believe that by measuring our performance against such targets, we will keep 
on track and stay honest in our social value mission.

Four criteria for measuring outcomes for staff

Outcomes - staff:
• feel empowered

• are proud to work for Hyde

• feel hopeful and able to develop the role 
they want 

• feel well treated and valued

• believe Hyde is true to its values and purpose

• feel highly motivated and know what their 
role is.

Sustainable pay and 
working hours
• Pay is fair with flexible benefits

• Working hours are clear and can be flexed

• Staff wellbeing is looked-after

• Job vacancies are quickly filled and 
workforce is appropriate to the demands 
of the role.

Safe and productive 
working environments
• Working environment is safe

• Jobs are well-designed and staff are able 
to achieve their goals

• Training and development is readily 
available and targeted

• Staff have the skills, tools and 
information they need to perform well.

Inclusion and diversity
• Staff feel they belong 

• Recruitment, rewards and incentives are 
fair and inclusive

• Management, board and committees are 
diverse and representative

• Hyde is a disability-confident employer.

Career opportunities 
and promoting success
• Recognition is given freely and fairly

• Staff feel that managers know about 
them and their work

• High performers are identified, coached 
and developed

• Staff feel they have good career prospects

• Those who want to pursue excellence in 
role without progression are valued.
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Environmental
Sustainable housing and the wellbeing of our customers and the 
communities they live in are directly linked. The same is the case 
for energy efficient buildings and maintaining a financially healthy 
housing association. It’s a win-win for our customers, employees, 
investors and, of course, the environment.
As a social landlord with around 50,000 homes, we can have a big impact on the environment 
in how we build and maintain homes, how we help customers to live environmentally friendly 
lives, and the way we run our offices and fleet of vans for property maintenance.

There are numerous benefits to customers from living in energy efficient homes, including 
improved comfort, less risk of mould and damp, lower home repair costs, better respiratory 
health and academic attainment in children. And because energy efficient homes produce 
less carbon emissions, they can help ease climate change.

Calculating our environmental impact

We will report on environmental impact against eight measures, some of which will also 
be used to measure our social impact. These measures for our environmental impact and 
performance include how satisfied our customers are and the performance of our suppliers.

We have set targets for our environmental performance based on three things: climate 
stability, resource security and healthy ecosystems (see below). Within those, we have set 
additional targets, including energy efficiency for our existing and new homes, protecting 
homes from floods and protecting biodiversity in our housing developments.

Our areas of focus

Environmental theme Area of focus

Climate stability

 

Energy and carbon efficiency

Adapting to climate change

Healthy ecosystems

 

Protection of air, land and water

Ecology and green space

Resource resilience

 

Water efficiency

Efficient use of natural resources 
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Environmental
Energy and carbon efficiency
Existing homes make up 87% of our operational emissions. Making energy-saving improvements, such as 
insulating walls and roofs, or using renewable energy such as solar will save energy, will reduce carbon 
emissions and help ease climate change. They may also help reduce customers’ energy bills.
Our offices and corporate transport emitted 1,553 tonnes of carbon in 2019-20. We are committed to reducing operational costs and carbon 
emissions across our offices to help us achieve our target of producing “net zero carbon emissions” by 2050.

Adapting to climate change

As the climate changes, the risk of flooding 
increases. We are making changes to new 
and existing homes, including drainage 
systems to manage surface water flooding 
and ventilation systems to stop properties 
from overheating.

Protecting air, land and water

We will review how we build and manage 
homes to mitigate environmental risk 
to air, land and water and protect them 
from accidental harm. We will ensure our 
procurement and contract management 
approaches help us deliver best practice 
environmental management.

Efficient use of natural resources 

Building new homes, refurbishing them and 
running multiple office spaces produce large 
volumes of waste. Reducing this waste will 
help us lower our carbon emissions.

By adopting the “circular economy” concept, 
we aim to reduce the amount of waste 
created, by reusing it or, if that isn’t possible, 
recycling it. We will work with contractors to 
set targets for reducing waste and require 
our contractors to do so.

Water efficiency 

We also plan to reduce water consumption 
in our buildings, which would reduce 
customers’ utility bills and our operational 
costs. We will install water meters in homes 
and water efficient taps, showers and toilet 
cisterns to help.
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By reducing the amount of carbon 
our homes produce, we can 
improve the health and financial 
wellbeing of our customers.
This delivers even greater social value. Here are just some 
examples of the measure we are taking to reduce carbon 
emissions across our homes.

Environmental
Case study: Carbon reduction in action
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Environmental

Addressing fuel poverty

We are working on a fuel-poverty project funded through the 
Hyde Charitable Trust to provide customers living in hard to 
heat homes with debt and fuel poverty support. 

A ‘Switchee’ device will record temperature and humidity in 
homes to help us identify customers who are experiencing 
fuel poverty. From this data we will be able to see what 
measures could be implemented to make the property more 
energy efficient, and ensure customers are on the right tariff.

Initially, homes that have been identified as energy 
inefficient, and where the customer is in rent arrears of over 
£2,000, will be offered support. 

Energy efficiency investment

Our ongoing stock investment programmes, including 
upgrading heating systems, windows and doors, deliver 
significant energy efficiencies for our customers every year. 

In addition, we secured £2.5m of external funding in 2019 to 
improve the energy efficiency of nearly 300 fuel-poor homes 
in Petersfield in Hampshire.

The project’s aim was to improve energy efficiency ratings 
of off-gas grid homes which can often result in fuel poverty. 
The funding we received allowed us to install new insulation, 
air source heat pumps and photovoltaic panels.

Landlord utility supplies

As a landlord we manage over 2,000 electricity and gas 
supplies and this year we have ensured that all suppliers 
use 100% renewable energies. 

We review where energy consumption is high and look at 
what we can do to reduce costs and carbon emissions, to 
ensure best value for our customers.

We appointed Inspired Energy as a new utility management 
provider in 2020 and saved £227,000 for customers by 
regularly reviewing billing. We expect savings in 2020-21 
to be even higher – so far this year we’ve already saved a 
further £505,000.
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Social
Social housing creates safe and sustainable communities. It 
reduces the burden on emergency services, healthcare and local 
authorities. It saves the government money and boosts the economy. 
It can improve millions of lives, help people fulfil their potential and 
contribute to their community.
Based on extensive research and analysis, we’ve calculated that the total annual social value 
brought by each tenancy we have created is at least £21,001 (The Hyde Group, ‘The Value 
of a Social Tenancy’, 2019/20).

Our report on our social contribution focuses on three areas: our staff, our supply chain and 
our customers.
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Social
Staff

We have more than 1,000 employees. To analyse the social value we create for them we 
have adapted a methodology developed by the Good Jobs Institute, a social enterprise that 
helps companies and investors understand performance and employee needs. These needs 
include fair pay and flexible working hours and an inclusive, diverse and safe workplace, with 
good training and opportunities for career advancement. 

Our customers

We have analysed the social outcomes for our customers according to five criteria: financial 
wellbeing, physical wellbeing, mental wellbeing, relational wellbeing and purposefulness. 
These are called the “five pillars of wellbeing”.

We then use eight criteria to measure and report our social impact. These measures include 
providing decent homes, affordable homes, responsive services and community impact.

Suppliers and social value

We pick suppliers whose values and objectives align with our own. This means:

• Engaging with responsible suppliers that treat their staff well and are in sync with  
our values 

• Supporting local growth amongst responsible businesses – bringing economic gain 
that can sustain the pay of fair rewards for staff, and support the communities in which 
they live and work

• Healthier, safer and more resilient communities – enabled through encouraging supply 
chain partners to contribute to them, in cash or in kind

• Safeguarding the environment – supply chain partners are encouraged and enabled  
to develop.
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Social

As one of the biggest providers of social housing in England we make a social impact in 
three main ways:

• Providing affordable homes (through building or regeneration)

• Providing modern landlord services 

• Providing additional services as needed.

All three areas are connected, which creates a multiplier effect in the social value we create.

Understanding our social outcomes

We believe the “five pillars of wellbeing” are essential to a happy and meaningful life.

If one pillar of wellbeing is crumbling or missing, it can adversely affect the others and 
cause an individual or family pain and unhappiness.

We have analysed the social value created by safe, secure and affordable housing and 
summarised it in the diagram below. We’ve mapped the many positive outcomes from our 
eight core areas of service to the five pillars of wellbeing for individuals and communities.

Eight core areas of services
(Provision, Affordable, Sustainable, Decent Homes, Responsive services, Individual support, Community, Partnerships)

Measuring the social value created by our homes

Financial wellbeing Mental wellbeing Physical wellbeing Relational wellbeing Purpose

Debt reduction Greater stability Fewer GP visits Improved family wellbeing Increased attainment & growth

Access to benefits & employment Reduced isolation Fewer falls Timely social service support More able to act as a carer

Reduced fuel poverty Reduced stress and anxiety Fewer childhood accidents & deaths Less vulnerability  Participation & volunteering

Improved living standards Improved life chances
Reduced respiratory disease,  

CVD1, EWDs2, suicides Reduced offending

Capital for regeneration Greater participation Reduced strain on  
health & social care Reduction in costly service demand Increased agency

Contribute to meeting  
housing demand Improved community wellbeing Reduction in costly service demand Generation effect Healthy interdependence

Boost to employment Reduction in costly service demand Reduced health inequalities Greater social & cultural capital

Boost to economy Increased service capacity Increased societal participation Place-based change

In
di

vi
du

al
Co

m
m

un
ity

 &
 s

oc
ie

ty

1  Cardiovascular disease
2  Excess winter deaths (through cold etc)
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Social
Delivering social value through our supply chain

We use our supply chain to become more competitive 
and improve the economic and social conditions of the 
communities we operate in.

We deliver shared social value by encouraging and supporting 
local and responsible business growth. We prioritise 
employee wellbeing through fair and sustainable pay. We 
expect suppliers to follow our social values and practices.

How our procurement can create and measure social value

Safeguarding 
the environment

Engaging with 
responsible suppliers

Healthier, safer and 
more resilient communities

Supporting local  
business growth

% SMEs

% procurement  
spent locally

% invoices paid  
in 30 days

Carbon 
emissions

Water usage

Recycling

Gender and  
diversity pay gaps

Number of days  
lost to injury

Number  
of zero-hour  

contracts

Number of  
community  

projects funded

Refurbished 
green spaces

Number of  
people trained in  
skills programs
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Social
Case study: Providing more than a home

Hyde has been an integral part of 
Sahra’s life from an early age. She 
tells us what that support, at home 
and at work, has meant to her.
In 1999, when Sahra was nine years old, she and her 
family were among the first people to move into one of our 
new homes in Stonebridge, Brent, in North-West London.
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“We would never have been able to afford to buy a place 
of our own, so we were overwhelmed that we were given 
something so beautiful at a price we could afford,” she 
recalls.

“It was a big transformation and had a huge impact. We felt 
better about ourselves and had more aspirations.”

Sahra says she doesn’t see any “stigma” in living  
in a Hyde home or in Stonebridge. In fact, it’s quite  
the opposite.

“We’re not just neighbours that live next to one another, we 
are a full-on community.”

An important aspect to Hyde’s approach was investment 
in the community, and not just the houses, which meant 

more social engagement and in turn led to Sahra pursuing a 
career with the housing association at 16 years old.

She now works as a welfare benefits adviser for Hyde, 
supporting residents in her local community to access the 
help they need in times of crisis and hardship.

Her first job was with Hyde at Stonebridge’s community 
centre, opposite her mum’s home. Encouraged by senior 
colleagues, Sahra returned to education, carrying on with her 
job while studying at university for a degree in economics.

Sahra also joined our mentoring programme. She was 
then promoted to a supervisor’s role at the community 
centre and then as part of our social investment arm Hyde 
Foundation, which aims to prevent homelessness and 
contribute to placemaking.

That ignited her interest in project management, and 
following a secondment as an employment adviser and 
more study, she was ready for the move into a different area 
of advising – welfare benefits.

Removing barriers to people fulfilling their potential is a 
process she finds both personally rewarding, as well as being 
part of a bigger picture of regeneration for Stonebridge. 

She says: “I support people as much as I can to enable them 
to support themselves. Giving them the tools that they need 
means the long-term regeneration of Stonebridge continues.

“If I can help someone to create that power for themselves, 
they don’t need that much more. That’s the whole ethos of 
Hyde Foundation – it takes a holistic look at giving people a 
step up.” 

As for so many of us, the last year during the Covid 
pandemic has been difficult and has required new ways of 
working. Sahra says it’s been important to have an employer 
that is “receptive to us having our voice and listening to it”. 
That has also included improving the focus on diversity and 
inclusion, particularly in response to Black Lives Matter. 
There are now specialist networks and groups that staff 
are encouraged to join, including a women’s network and 
LGBTQ+ group.

Sahra sees Hyde from both sides of the fence, as she both 
works at the housing association and has been living in a 
Hyde home for eight years, where she is bringing up her 
children, aged five, six and eight. 

“My Hyde home is more than just a home. It’s somewhere 
I can build connections, plan for my own and my family’s 
future and feel safe and secure.”

She adds: “Hyde gives people a house to build their future – 
it makes anything possible.” 

Social
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Governance
Governance underpins everything we do. It ensures effective 
decision-making and good risk management and keeps an 
organisation accountable to its stakeholders. Good governance 
keeps us aligned to our vision and mission, helps us live our values 
and reinforces our reputation. 
Being a registered provider of social housing sets us apart from most corporates and how 
they are run. It includes working within a framework set by the Regulator of Social Housing, 
which stipulates economic standards and consumer standards for governance. We also 
follow the code of governance set by the National Housing Federation, the membership 
body representing housing associations in England. 

Good governance is about meeting the needs of our main stakeholders: customers; staff; 
local and national governments; suppliers and partners; investors and funders; board 

members and trustees; regulators and the Housing Ombudsman; and the wider social 
housing sector. It is about transparency – providing information that is complete and really 
informs – and about accountability – acknowledging our duty to those stakeholders to 
whom we should rightly be accountable. Finally, noting that communication is two-way, it is 
also about participation: making it open to our stakeholders to share their views with us and 
trust that we will respond to them.

We are evolving our governance regime, particularly as we consider more complex joint 
ventures with other investors, to increase the capital pool available for building new homes. 
We need to ensure our social purpose is kept front and centre, while managing reputational 
risks. We also know our governance and strategic direction needs to inspire confidence 
from local authorities, governmental bodies and grant providers.
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Governance

Our governance outcomes are measured 
against each group of key stakeholders 
using three criteria: 

• Transparency: stakeholders receive 
clear, accessible, accurate and timely 
information on the issues that matter 
to them. Information is accurate and 
not misleading

• Accountability: stakeholders can 
scrutinise and hold us to account for 
decisions which affect them

• Participation: stakeholders’ views are 
sought, valued and used to inform  
decision-making.

We then refine the outcomes to a simple set 
of metrics for our governance reports. 

For our customers, outcomes of good 
governance will include ensuring homes 
are of a high standard, and enabling them 
to live environmentally-friendly lifestyles. 
Another crucial aspect of our governance 
process is customer voice and satisfaction. 
We want our customers to be actively 
involved in the organisation at all levels and 
to hold us accountable.

For investors, outcomes can be measured 
by the Regulator of Social Housing’s 
governance ratings, but also through our 
reporting of data around value for money 
and investment management performance.

Our approach to governance

Transparency
Customer-focussed  

strategy

Multiple  
communications  

channels

Focus on clear 
communications

Contractual agreement

Accountability 
Annual report

External scrutiny 
and audits

Customer First culture

Culture of staff 
as advocates 
for customers

Participation
Customer 

satisfaction survey

Volunteer  
participation roles -  
including on boards

The OAK forum

‘MyAccount’  
self-service portal

Outcomes - customers:
live in homes that meet high standards

have their issues quickly dealt with

feel fairly and empathetically treated

feel valued and listened to

feel services and information are easy to access

feel Hyde is safeguarding long-term assets

trust in Hyde

Three criteria for measuring governance outcomes

Our stakeholders
• Customers (current and future) 

• Staff

• Local and national government

• Suppliers and contractors

• Partners

• Housing sector

• Investors and funders

• Board members and trustees

• Regulators 
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Governance
Case study: Listening to our customers

We want our customers to be 
involved with us at every level, and 
it is vital that we hear their views 
on what we are doing well, and 
where we can improve.
“Customer Voice” is a group of volunteer residents 
who look closely at our performance and help us find 
ways to improve our services. The group is part of our 
formal resident governance and co-regulatory structure. 
Members closely review our performance and find ways 
to improve our services for everyone.

Jan Durbridge, Chair of Customer Voice and member 
of the Group Board, explains the group’s role: “We need 
to make sure the customer’s voice is heard. It’s our 
responsibility to ask questions and challenge on behalf of 
all Hyde residents.”
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Governance

Jan adds: “The customer definitely has a place at board 
level. It’s taken some time, but we are now asked to give an 
opinion and the customer’s perspective. This has helped to 
strengthen our relationship.”

Regular communication between Customer Voice and our 
staff is vital to ensuring that our customer’s perspective is 
always front of mind. Good communication channels have 
become even more vital during the Covid pandemic. Customer 
Voice met digitally with our staff on a weekly basis during each 
national lockdown. They provided valuable feedback on the 
approach we should take to keep customers updated about 
the support services available during very challenging times.

As Kathyrn Woodley, a shared owner and member of 
Customer Voice, says: “In these circumstances, you can 
never have too much communication. We had the opportunity 
to feedback on what was being sent to customers, creating a 
truly collaborative approach - all of us were experiencing the 
same difficult situation and everyone was working together to 
make sure Hyde’s customers had the right information.”

Another way we maintain close connection with our 
customers is through our Resident Inspection team. Each 
year the team chooses four different aspects of our services 
to ‘inspect.’ Following the inspection, the team makes 
recommendations for improvements and agree an action 

plan with the relevant heads of service. Customer Voice then 
monitor these plans.

Duncan Ingram, Chair of Hyde’s Group Housing Services 
Board, says initiatives like Customer Voice and Resident 
Inspection ensure that our customers are able to fully 
engage with Hyde at board level: 

“The spirit of partnership is, and must be, an important 
part of successful engagement, helping to shape decision-
making at board level.”

Case study: Listening to our customers

“Our last two inspections on 
grounds maintenance and 
estate services saw a huge 
increase in engagement 
with over 2,000 residents 
responding to our surveys 
and joining our online 
discussions. Being able 
to use digital engagement 
tools has been vital.”

Stella Young 
Chair of the Resident Inspection Team
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Introducing the ESG Dashboard
We have developed a detailed framework for measuring and 
managing ESG impact. 
The full ESG framework, designed in partnership with Sonnet 
Advisory & Impact CIC, will serve as an invaluable tool for decision 
making across our organisation. It will reflect our own business 
model, while offering the breadth, and robustness, expected of an 
industry-wide standard.
However, we understand that many of our 
stakeholders and partners, including staff 
and customers, investors, or other social 
housing providers, will benefit from a 
summary of our core E, S and G metrics.

Our solution is the ESG Dashboard – a 
collection of the core sets of measures 
distilled from each of the ESG strands,  
with a focus on the areas we are prioritising 
the most. 

The ESG Dashboard will be published 
annually and provide a full explanation 
of the measures used in each of the E, S 
and G strands, along with commentary on 
performance in that year.

Each measure on the ESG Dashboard is a 
subset of the full ESG framework and all 
the measures on the framework will have 
accountable ‘owners’.

Unlike the full ESG framework, which 
considers our primary and secondary ESG 
outcomes, the dashboard will focus on 
primary outcomes, helping to make its 
information readily accessible to a wide 
readership.

The dashboard report aims to:

• Display all E, S and G core metrics 
together, providing an overall view of 
our ESG performance

• Show the core metrics of E, S and 
G separately in the context of eight 
subsections of metrics for each strand, 
allowing for more in-depth analysis

• Report current performance in the 
context of a baseline (2020 data) 
and the targets agreed for a future 
milestone (2030).
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15% 30%20%

50% 90%55%

30% 75%
30%
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Energy efficiency in existing homes
2030 Target 95% existing homes in EPC band C or higher

Energy efficiency in new homes
2030 Target 90% new-build homes in EPC band B or higher

50% 95%65.62%

2020 Baseline 2030 TargetCurrent year

Corporate carbon footprint
2030 Target Carbon footprint reduced to  

2,750 (tonnes CO2/year)

Biodiversity impact
2030 Target 30% of total land protected for biodiversity 

5,000 2,7504,500

Water use (new-build)
2030 Target 80% new-build homes meeting water  

use target (105 litres per person per day)

Flood risk assessments
2030 Target 100% of homes assessed, measured  

and reported for risk of flooding

50% 80%55%

25% 100%
25%

Responsible sourcing
2030 Target 75% of supply contracts meet  

our environmental targets

Responsible development
2030 Target 75% waste diverted from landfill

45% 75%50%

Hyde’s ESG Dashboard • Environmental progress

This progress tracker shows, at a glance, our annual progress from our 2020 baseline toward 
our 2030 target, for our eight core environmental measures. The measures in blue are illustrative 
only. They show areas we aspire to report on, but we are still developing our methods of 
measurement. See page 23 for further information about each of the eight measures.

E1

E2

E3

E4

E5

E6

E7

E8



Energy efficiency  
 in homes (existing)

• lower our carbon footprint
• make homes less prone to damp and 

mould, improving customers’ health and 
reducing cost of repairs and maintenance

• cheaper to run, reducing the risk of  
fuel poverty.

Energy efficiency 
in homes (new-build)

• lower our carbon footprint
• make homes less prone to damp and 

mould, improving customers’ health and 
reducing cost of repairs and maintenance

• cheaper to run, reducing the risk of  
fuel poverty.

Corporate  
carbon footprint

• help slow climate change
• reduce emissions across property 

maintenance vehicle fleet; our business 
travel and in direct energy usage.

Biodiversity  
impact

• protect species where we can on sites, and 
actively off-set negative impacts in those 
cases where protection is impossible.

Water use  
(existing and new-build homes)

• be water efficient wherever we operate 
and help customers reduce their own 
consumption.

Flood risk 
assessments

• assess our homes for flood risk
• putting in flood protection plans is 

expected to become increasingly 
important.

Responsible  
sourcing

• reduce carbon in the supply chain against 
our stated target.

Responsible  
development

• contribute positively to all our 
neighbourhoods during the construction 
work and beyond.

Our dashboard comprises eight core measures that we’ve distilled, from each of the ESG 
strands. These eight measures provide a focus on the areas we are prioritising the most.  
For the environmental strand of ESG they are as follows:

Hyde’s ESG Dashboard • Environmental core measures

E1 E2 E4

E5 E6 E7 E8

E3

Much greater detail can be read in our full ESG Outcomes & Reporting Framework which will be available online shortly at www.hyde-housing.co.uk/ESG.

23



50% 85%55%

70% 90%78%
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Scale of provision
2030 Target 100,000 homes under management

Decent Homes Standard
2030 Target 100% of homes meet the Decent Homes Standard

50,000 100,00060,000

Current year

100% 100%

Affordability
2030 Target 95% of tenancies not in problem arrears

Sustainability
2030 Target 90% of tenancies on five-year+ contracts

80% 95%92%

Responsive services
2030 Target 95% repairs completed within target timescales 

Individual support
2030 Target 8,000 customers provided  

with targeted support per year

55% 95%65%

4,500 8,0005,000

Partnerships and suppliers
2030 Target 85% suppliers/partners meet  

Hyde threshold standards

Community impact
2030 Target £700m of local area economic gain from 

Hyde schemes 

£420m £700m£450m

Hyde’s ESG Dashboard • Social progress

2020 Baseline 2030 Target

This progress tracker shows, at a glance, our annual progress from our 2020 baseline toward 
our 2030 target, for our eight core social measures. The measures in blue are illustrative 
only. They show areas we aspire to report on, but we are still developing our methods of 
measurement. See page 25 for further information about each of the eight measures.

S1

S2

S3

S4

S5

S6

S7

S8



Hyde’s ESG Dashboard • Social core measures

S1   Scale of provision

• ensure social tenancies are in the 
right places

• use shared ownership schemes and 
manage homes on behalf of others to help 
fund supply of right homes, in the right 
places, at the right time.

S2   Decent Homes Standard

• provide decent, safe and secure housing
• all homes to meet the “Decent Homes 

Standard” (excluding during refurbishment 
or between tenancies).

S3   Affordability

• work with customers who are experiencing 
financial challenges to help them and 
reduce their arrears.

S4   Sustainability

• reduce small number of tenancies not 
yet on five-year+ terms to provide a 
sustainable foundation on which to build  
a life and livelihood.

S5   Responsive services

• professional, courteous and 
responsive service

• meet repairs and improvements targets 
and to the satisfaction of our customers.

S6   Individual support

• targeted and individualised support from 
our own teams or through a network of 
local partners. 

• support includes financial literacy and 
household budgeting, employability 
schemes and help with overcoming  
mental health issues.

S7   Partnerships and suppliers

• only contract with organisations who treat 
their staff well, for example by paying living 
wages, working to avoid discrimination, 
and ensuring healthy and safe working 
environments.

S8   Community impact

• address social housing stigma; our homes 
and schemes should always add value to 
their communities – how they look and are 
maintained, and value they bring to local 
areas through increased economic activity 
and jobs creation.

Our dashboard comprises eight core measures that we’ve distilled, from each of the ESG 
strands. These eight measures provide a focus on the areas we are prioritising the most.  
For the social strand of ESG they are as follows:

S1 S2 S3 S4

S5 S6 S7 S8

Much greater detail can be read in our full ESG Outcomes & Reporting Framework which will be available online shortly at www.hyde-housing.co.uk/ESG.
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Customer satisfaction
2030 Target 90% of customers overall rating  

of ‘satisfied’ or better 

Customer voice
2030 Target 1,000 active customer representatives at all levels 

83% 90%85%

400200 1,000

Employer performance
2030 Target 98% Hyde jobs meeting Good Jobs Standard 

Supplier performance
2030 Target 90% of supply chain with customer  

feedback of ‘satisfied’ or better 

80% 98%85%

Investment performance
2030 Target 8% return on overall investment

Viability rating
2030 Target Regulator overall V2 rating maintained

2.5% 8%4.5%

V2 V2

Governance rating
2030 Target Regulator overall G1 rating maintained

Sector influence
2030 Target 50 requests for support/sector guidance per year

G1 G1

20 5030

Hyde’s ESG Dashboard • Governance progress

90%70%60%

2020 Baseline

This progress tracker shows, at a glance, our annual progress from our 2020 baseline 
toward our 2030 target, for our eight core governance measures. The measures in blue are 
illustrative only. They show areas we aspire to report on, but are still developing our methods 
of measurement. See page 27 for further information about each of the eight measures.

G1

G2

G3

G4

G5

G6

G7

G8

Current year 2030 Target



Hyde’s ESG Dashboard • Governance core measures

G1   Customer satisfaction

• continually improve our understanding of 
who our customers are and what matters 
to them

• annual customer satisfaction survey must 
provide balanced view of how well we are 
meeting customer needs.

G2   Customer voice

• ensure all customers know how to get 
involved with us and have their say (eg 
committee members or contributing to 
ideas or debates)

• ensure customer voice represents the 
breadth of our customer base.

G3   Employer performance

• provide good jobs (complying with the 
Good Jobs Standard) and encourage 
high levels of staff involvement and 
engagement.

G4   Supplier performance

• monitor ‘threshold’ criteria to help ensure 
we only contract with suppliers who share 
our environmental commitments

• work with contractors who will use 
materials responsibly, be respectful of our 
customers’ homes and are keen to get it 
right first time.

G5   Investment performance

• be good at managing the investments we 
make directly and others make through 
us to achieve high levels of return for 
every £1 invested.

G6   Viability rating

• report on the Regulator of Social Housing’s 
rating that looks at our financial viability 
– the extent to which we are managing 
resources effectively while minimising 
risks to our assets.

G7   Governance rating

• report on the Regulator of Social Housing’s 
rating that looks at our governance 
arrangements for effectiveness, 
transparency and accountability. This 
includes adhering to relevant laws, 
safeguarding sector reputation and 
accountability towards customers.

G8   Sector influence

• work with and on behalf of the wider 
social housing sector, helping to create 
standards that enable us all to improve, 
speak with one voice and deliver 
collective impact.

Our dashboard comprises eight core measures that we’ve distilled, from each of the ESG 
strands. These eight measures provide a focus on the areas we are prioritising the most. For 
the governance strand of ESG they are as follows:

G1 G2 G3 G4

G5 G6 G7 G8

Much greater detail can be read in our full ESG Outcomes & Reporting Framework which will be available online shortly at www.hyde-housing.co.uk/ESG.
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Hyde’s ESG Dashboard • Overview

As well as using the charts on the previous pages to track the progress of each strand of 
ESG, we also use the below visual overview of all three alongside one another. This format 
provides a wider snapshot of where we are at any one time and enables our management, 
board and other stakeholders to identify areas for focus.

G1

G2

G3

G4

G5

G6

G7

G8

E1 Energy efficiency 
in existing homes

Scale of  
provision

Customer 
satisfaction

Water use  
(new-build)

Responsive 
services

Investment 
performance

Energy efficiency 
in new homes

Decent Homes 
Standard

Customer 
voice

Flood risk  
assessments

Individual 
support

Viability  
rating

Corporate  
carbon footprint Affordability Employer 

performance
Responsible 
sourcing

Partnerships  
and suppliers

Governance 
rating

Biodiversity 
impact Sustainability Supplier 

performance
Responsible 
development

Community 
impact

Sector  
influence

E2

E3

E4

E5

E6

E7

E8

S1

S2

S3

S4

S5

S6

S7

S8

Environmental measures Social measures Governance measures

E1

E2E8

E4E6

E3E7

E5

S1

S2S8

S4S6

S3S7

S5

G1

G2G8

G4G6

G3G7

G5

Key

Target 2030 Current Year 2020 Baseline
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In conclusion: better together
As set out in this report, ESG will play a central role in how 
we evolve as an organisation. It will help demonstrate 
how we are meeting the demands of our customers and 
communities, while pushing ourselves to deliver more.

ESG will also be used on a practical level to support our 
processes, operations and strategy. That includes the 
way we work with others to forge stronger partnerships 
across the sector, with local and central government, the 
construction industry, our supply chain and with our funders.

We believe housing associations must evolve to develop  
our capabilities and capacity to meet demand and to  
deliver growth. 

Collaboration is essential if we are to do all the things we 
aspire to as an organisation and as a sector. We aim to be 
recognised as an exemplar in partnership working, aligning 
ourselves with like-minded organisations on funding, 
construction, services and skills.

Investing in new and existing homes: We want to continue 
to collaborate in the funding and delivery of new homes. By 
working with others, we can also become a catalyst for new 
housing, while adopting an ‘ownership-blind’ approach to 
development and management.

We are developing a mixed funding model for development, 
incorporating grant, debt funding, partnerships, joint 
ventures and third-party investors. These partners will help 
us to build more, but will also enable us to take learnings 
and best practice from other sectors, so that we can keep 
innovating and improving.

ESG will help us attract, assess and select our partners. 
That will in turn lead to forging long-lasting partnerships 
with the right people, because they will need to be motivated 
by the same ESG factors that are important to us.

Supply chain: We recognise that our own impact is, in part, 
reliant on the performance of others in our supply chain. 
We will look at how we can reduce embodied carbon in the 
supply chain against our target. We will also only contract 
with organisations who treat their staff well, by paying 
living wages, working to avoid discrimination, and ensuring 
healthy and safe working environments.

Sector impact: housing associations have a strong story 
to tell and we are determined to work with others to better 
communicate our impact as a sector.

Green agenda: We have committed to working in partnership 
with other housing associations to pool resources so that 
we can deliver more efficiently and effectively on the green 
and retrofit agenda. The green agenda is one of the greatest 
challenges for our sector and a prime example where we 
can come together to deliver value for money by leveraging 
our combined buying power.
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For more information about our approach to ESG 
please visit our website or drop us a line.

www.hyde-housing.co.uk/ESG

Catherine Raynsford
Stakeholder & Investment Management Director
catherine.raynsford@hyde-housing.co.uk

Sonnet can be contacted, and further 
information about their work in housing 
and other arenas found, by visiting their 
website at www.sonnetimpact.co.uk.

Find out more

mailto:catherine.raynsford%40hyde-housing.co.uk?subject=
http://www.sonnetimpact.co.uk

