
1   Asset Management Strategy 2019-21

Bringing our  
social purpose 
to life

What Hyde Foundation and  
Hyde Charitable Trust have  
delivered to people and  
communities in 2020



Our impact in numbers (Jan-Dec 2020)
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surveys have been sent
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dissatisfaction in their SMS survey, 
84% were recontacted in an effort 
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The introduction of the SMS feedback loop as part  
of Hyde’s wider customer feedback strategy helped us 
to win an award with the Institute of Customer Service
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Our impact in numbers (Jan-Dec 2020)
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Foreword

Our vision at Hyde is  
‘a great home for everyone’. 
And as Hyde’s social investment arm, Hyde 
Foundation plays a central part in helping to make 
this vision a reality by preventing homelessness, 
tackling stigma and contributing to placemaking.

We are also responsible for overseeing the work 
of the Hyde Charitable Trust (HCT) and the social 
value contributions from our supply chain. 

By working together with the HCT Board, we 
fundraise and award grants that can then be 
invested in our communities. 

We care passionately about the impact we have 
on our customers’ lives as well as our wider 
impact on society. 

But it’s not enough to simply state this – we need to 
demonstrate, with clear evidence, the importance 
and value of our work and the programmes we fund.

It’s why we teamed up with the community interest 
company Sonnet Advisory & Impact to measure the 
impact of our work.

The impact framework we’re using is closely aligned 
with the reporting metrics we adopted in our 
Environmental, Social and Governance (ESG) and 
our Value of a Social Tenancy reports. It helps us to 
communicate the positive outcomes we deliver and 
the work of our community partners, who are funded 
through HCT.

Whether it’s helping to create places where people 
want to live, or offering support to help customers 
stay in their homes, this report aims to highlight 
the integral role the Foundation and HCT play in 
delivering Hyde’s social purpose. 

Kerry Starling
Head of Social and  
Economic Investment 

Foundation

‘A great home 
for everyone’

Preventing homelesness

Strengthening community resilience

Supporting aspirations, choice and employability



About Hyde Foundation and  
the Hyde Charitable Trust (HCT)
As a not-for-profit registered provider of social 
housing, Hyde owns or manages nearly 50,000 
homes in London, Kent, Surrey, Sussex, Hampshire, 
the East of England and the East Midlands. 
Our organisation is driven by social purpose 
and a mission to help our customers and their 
communities succeed.

At the heart of this is a commitment to providing 
great homes that are decent, safe and energy-
efficient, to everyone that needs one: supporting 
residents at risk of losing their tenancies and 
empowering them to create a stable home; and 
helping people move into employment.

Hyde Charitable Trust (HCT) is central to this, with 
a focus on removing barriers to social mobility and 
helping people avoid the threat of poverty.

Our charitable objective is to ‘relieve poverty and 
distress and to improve the conditions and quality 
of life for those in need.’ Some of the ways we 
do this are by fundraising for specific projects or 
programmes, or by awarding grants. 

We invest our funds and use the income 
from those investments to further our 
charitable work, which are delivered 
through the Foundation.

Our two delivery teams, Successful 
Places and Successful Tenancies, 
contribute to the three impact objectives 
forming the focus of this report: 
l	 Preventing homelessness
l	 Facilitating aspirations, choice and 

employability
l	 Strengthening community reslience. 

Importantly, this work also contributes to our 
wider goals including our pioneering initiatives 
to quantify our Value of a Social Tenancy, and 
measure and improve our environmental, social 
and governance (ESG) performance.



Bringing our social purpose to life 

Our work at the Foundation and HCT underpins 
Hyde’s mission ‘to provide more people with a roof 
over their head so they can make a home’. 

This report tells the story of what we do and provides 
a summary of research carried out to measure our 
social impact. Its aim is to set out the scope and 
scale of our positive impact so we can share this 
with the wider world. It also gives us an invaluable 
baseline from which we can set new targets, 
measure and report on our impact in future years. 

Our research focuses on the following three 
outcomes:

1	 Preventing homelessness: providing advocacy 
and advice through specific and tailored one-to-
one support to our customers with the aim of 
improving their financial security, ensuring they 
can stay in their homes and sustain their tenancies

2	 Facilitating aspirations, choice and 
employability: actively listening to our customers 
and following up with actions that empower 
them to create successful and resilient lives for 
themselves and their community

3	 Strengthening community resilience: investing 
in our customers and neighbourhoods by 
working with community partners to fund and 
source funding, with the intention of developing 
our neighbourhoods into places customers can 
be proud of and where they want to live. 

The pandemic has impacted society and our 
customers in profound and long-lasting ways that 
are only now beginning to be understood. We will 
continue to adapt to meet these emerging needs 

and are dedicated to improving the lives of people 
and communities struggling to overcome the 
causes of disadvantage. 
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“My son and I are alive, 
housed, fed and watered.  
I can’t thank Hyde enough.”
Sarah* has been a Hyde customer for seven years. 
She explains how Hyde – and Successful Tenancies 
Advisor Joseph Clark – have changed her life.

It was the day her son turned two that his father 
attacked Sarah and set fire to her home.

“My son and I escaped. But we were left with 
literally nothing,” she says.

The attack in 2011 was the culmination of domestic 
abuse which Sarah thought she had escaped when 
she and her son were moved to a new home in 
South London. Instead, they spent the next two years 
in a refuge in West London. 

“It was horrendous – filthy. I was literally just given 
one knife, spoon and fork, some crockery and a 
blanket. I cried every day – I was suicidal,” she 
explains.

After 18 months in the refuge, she got a call from 
Hyde to say there was a permanent home for them.

“I can’t tell you how elated I was,” she says. 

From the beginning, Sarah has been helped by 
Joseph, who has provided practical, financial and 
emotional support.

“I wouldn’t be where I am today without Joseph. 
He has worked with me for three years now, when I 
was referred to him for support, and he has literally 
saved my life. 

“I was up to my eyes in debt – and he has offered 
me so much debt advice and support. I totally 
trust him.”

Joseph put a payment plan in place to ensure that 
the rent was covered, helped Sarah access the 
appropriate welfare support, and manage her bills.

“He is always there when I need him. Hyde sends 
me vouchers when I literally have no food in the 
cupboard. I now use a mobility scooter, and Joseph 
arranged for me to receive grant funding for my 
flat to have new flooring so that I can get around 
properly.”

Sarah says her son’s dad is due out of prison 
soon and she’s “terrified he is going to find me”. In 
response, Joseph arranged for Safer Partnerships 
to visit her home and make sure it’s secure.

She’s now looking to volunteer at Women’s Aid, 
to help others who have been through similar 

traumas. Her ideas include a ‘buddy system’, so any 
woman housed in a new refuge has someone to 
show them the area. Joseph has referred Sarah to 
Love London Working. 

She adds: “I can look to the future now. Hyde has 
even provided me with a laptop to help with my 
training.

“My son and I are alive, housed, fed and watered. I 
can’t thank Joseph and Hyde enough.”

*Name has been changed to protect our customer’s identity.

Changing lives – Sarah’s story

Picture posed by models



How we measure up

As a group, we are committed to demonstrating and measuring our performance 
in a transparent and consistent way.

Our work, and this report, is an integral part of this approach and underpins our 
other flagship reporting tools: our Value of a Social Tenancy (VOST) report and 
our Environmental, Social and Governance (ESG) framework.

Contributing to our Value of a Social Tenancy 
framework
Each year since 2018, we have commissioned independent research to 
better understand and quantify our social impact and contribution to societal 
change. The findings are published in our annual Value of a Social Tenancy 
report. (see here).

Our work at the Foundation supports six of the eight drivers of value in the 
Group’s VoST framework, demonstrating how social housing saves money 
and impacts positively on the economy. We do this by creating safe and 
sustainable communities, and reducing the costs for emergency services, 
healthcare and local authorities. The annual value of a Hyde social tenancy in 
2020 was £21,000.

Contributing to ESG reporting and performance
In March 2021, we launched our Environmental, Social and Governance 
(ESG) framework to quantify the positive impact we have on society, the 
economy and the environment. (see here).

At its best, ESG reporting can help us realise our social purpose and the 
ambitions of our strategic plan. 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. It will also support our ability to secure 
the public and private capital we require to meet our core purpose and 
future ambitions.

https://www.hyde-housing.co.uk/value-to-society/
https://www.hyde-housing.co.uk/esg/


Preventing homelessness 

Helping customers to thrive in their own home
A stable and secure home is a foundation from which 
people can build the lives they want and need for 
themselves and their families. Losing a home impacts 
hugely on people’s ability to find a job, stay healthy 
in mind and body, and keep them and their families 
secure. Our aim is to help customers at risk of losing 
their home to remain in their home – we help our 

customers to realise the value that a social tenancy 
can offer to them and society. 

Whatever the underlying reason for rental 
arrears, our aim is to work compassionately with 
customers to help them overcome and manage 
any financial challenges. We focus on financial 

wellbeing as a whole, not just on someone’s ability 
to pay the rent. This approach has a much more 
profound social impact: by helping customers 
become more financially secure, life situations can 
improve greatly.

Positive impacts
In 2020, our Successful 
Tenancies team delivered 
significant positive impact on 
households needing help and 
support, including correcting 
benefit and Universal Credit 
payments, debt management and 
reductions and financial gains, 
such as access to grants.
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Olivia* is a 43-year-old single parent living in 
Croydon and has been a customer with us for 
nearly nine years. 

She primarily benefited financially from the support 
of our Successful Tenancies programme, but 
the impact on her has been far deeper reaching, 
empowering her to have greater control over her 
and her family’s life. 

“I first heard about Hyde Foundation when I fell 
behind with my rent. My husband and I separated in 
2018 and at the same time I lost my job and I was 
unable to go to work because I had to take care of my 
eldest daughter who is disabled. 

“After my daughter turned 19 and left school, she 
was no longer classed as a dependent under my 
Universal Credit claim and I had to apply for her 
independently. I had no idea I had to do that, which 
reduced the amount of benefits I was receiving. 
I only had enough money to cover the rent but 
nothing else.”

This continued for several months until Olivia 
managed to get in contact with us and explain what 
was happening. She was then referred to Hyde 
Foundation for support.

“I learned that I wasn’t being paid the right 
amount and that I was entitled to have the 
carer element under Universal Credit, which 
I hadn’t received for a year,” she says.

“Catherine at the Foundation looked into 
both mine and my daughter’s claims, 
contacted Universal Credit on my behalf 
and also wrote a letter to them to help 
sort everything out. She kept in touch 
with me every week to check what was 
happening until I got my benefits sorted.

“As a result, I have managed to be on 
time with my rent, pay my credit card 
and I am not behind in any of my 
payments. 

“I feel so much happier. Catherine 
has been so helpful and really helped 
change our lives for the better.”

Empowering our customers – Olivia’s story

*Name has been changed to protect our 
customer’s identity.

Picture posed by model



Supporting aspirations

Facilitating aspirations, choice and employability
Enabling social mobility 
At the heart of our work is a commitment to social 
mobility that extends beyond ensuring a tenant 
doesn’t lose their home. This is summarised in our 
Value of a Social Tenancy report: “Decent housing 
lays the foundation for more stable lives, and the 
effects of this ripple through into healthier, happier 
lives, better educational attainment, more secure 
employment, increased productivity and many 
other positive outcomes.”   

Helping customers into employment 
We are committed to helping customers secure 
employment and fulfil life aspirations, empowering 
them to make positive choices through training 
and employment. 

Often, people need to overcome significant 
barriers that keep them out of employment, 
including a lack of confidence, skills and training 
needs, financial concerns, childcare needs, and a 
lack of job search skills to access opportunities.

We work with our customers to support them 
to develop long-term and meaningful skills. 
Our work to improve employment is based on 
understanding their specific situation, empowering 
them to address any barriers and improving their 
chances of living the lives they want to lead.

How we help
Our focus is largely on empowering customers 
with knowledge and showing what options 
are available to them. Much of this support is 
provided through the Successful Places team and 
community programmes that we fund via HCT.

These programmes provide young people with 
positive and meaningful relationships with youth 

and community workers and role models, or with 
volunteering or work experience colleagues who 
can advise them on how to reach their goals. 
For working age customers, the impacts we can 
make are focused around helping them to gain 
employment, increase their earnings and develop 
their sense of purpose.

171
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hours volunteered by  
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hours volunteered  
by young people



Andrea has been a Hyde resident for 22 years. She 
was referred to Hyde Foundation for support after 
being made redundant during the global pandemic.

Andrea’s story shows that employment support 
from the Foundation and HCT runs deeper than 
putting customers in touch with job opportunities. 

The personal nature of the support provided 
initially by employer advisor, Rafaella, gave Andrea 
confidence and a more positive outlook after 
redundancy. 

We also provided a new laptop which helped 
her develop new skills, further improving her 
opportunities. 

“Being out of work, not having your usual pay packet 
and having to live on a limited budget is hard.

“Hyde Foundation have been great. They have 
helped me find work, complete job applications, and 
write letters.” 

Rafaella also encouraged Andrea to start an English 
for Speakers of Other Languages (ESOL) course to 
help her with a career change. 

“[They] helped me get a new laptop, as the old 
one was really slow and didn’t have Microsoft 
applications on it, making it difficult for me to study 
and write my assignments. I have also learnt new 
computer skills after attending IT courses.  

“The support has been brilliant and is more 
person-centred. My life has changed a lot. I feel 
overwhelmed, but in a good way. 

“Now I have focus on future opportunities. I feel 
the future is bright and I feel that there are so 
many more opportunities available to me.

“When you think your options are limited, it 
takes someone else to bring out your other 
capabilities.”

Getting back to work – Andrea’s story

Picture posed by model



Strengthening communities 

Improving life chances for all
We’re committed to creating stronger, more resilient communities that enable people to realise their 
potential, build positive and stronger relationships and provide a sense of belonging. 

Our Successful Places team works hand-in-hand with the HCT and partners to address and pre-empt 
local challenges, by creating opportunities to improve life chances for young and older people. 

The impact for young people
Our Successful Places team has partnered with youth organisations to run a series of programmes 
including after school activities, youth and sports clubs, mentoring projects and targeted support to 
the most vulnerable.

The impact for older people
Bringing people together: an average of 168 
older people attended events each month in 2020, 
facilitated by our Successful Places team, HCT and 
our partners. Regular socialising also increases the 
likelihood of people noticing signs of other people 
needing help. 

Staving off loneliness: loneliness can affect a 
quarter of people aged 50 and over, and can have 
serious health consequences for physical and 
mental wellbeing. The condition can increase the 
risk of dementia by 90%, heart disease by 29% and 
stroke by 32%. A person suffering from loneliness 
is also three and a half times more likely to be 
affected by depression. 

We want our work with older adults to help them 
have:
l	 Opportunities to socialise and feel connected 

within their community
l	 Reduced instances of isolation
l	 A platform that empowers them to feel that their 

voice and views are important to shaping their 
community.

The key impacts for young people are:
l	 Increased confidence and skills 
l	 Better able to identify with the community and connect with others within it 
l	 Improved social skills.

256
127reaching an average of 

young people each month between April  
and November 2020

young people between the ages of 16-24 
receiving employment training either 
directly from us, or through partners



Providing invaluable support

Safe places for young people 
We provided a grant to the Sylvia Beaufoy Centre 
in Petworth, West Sussex, which delivers youth 
and community work and offers a safe meeting 
place to young people living in Petworth and the 
surrounding villages. 

“Without the grant funding it would not be possible 
for us to operate,” says Dan Sneller, Senior Youth 
and Community Development Manager. 

The project has grown from 8 to 120 young people 
in the space of two years.

“We have also started to support vulnerable 
families within our community with laptops, family 
activities and are working with our local foodbank 
to provide food. 

“We have been teaching young people how to cook 
good quality meals with this food. Our passion is 
to see young people become an active part of their 
community. HCT’s support is making our dreams 
of being a community centre a reality.”

Local support for customers’ 
health and wellbeing
Chichester Social Prescribing is a referral system 
hosted by Chichester District Council for GPs 
and other healthcare professionals. They refer 
patients with social, emotional or practical needs 
to a range of non-clinical, local community 
services, supporting the patient’s overall health 
and wellbeing. Its focus is mainly on housing 
issues, money, debt and benefits, social isolation, 
employment and general wellbeing. 

“Hyde has provided invaluable support as well 
as funding us for the last two years,” says Elaine 
Thomas, Community Wellbeing Manager. “The 
tenancy support team has worked alongside the 
social prescribers to solve problems for Hyde 
tenants who have been referred to the service. It is 
so important to work together, and we get the best 
outcomes for the client as a result.

“Additionally, Hyde Charitable Trust also links us with 
other projects funded by them, ensuring we connect 
and provide the best service for our clients.”

“It is so important to work together”



Responding to the pandemic

Building resilience for everyone
The coronavirus pandemic has changed the world; 
the needs of our customers and their communities. 

Digital access has become essential. For young 
people, it’s been a way to engage with education and 
youth services as well as stay in touch with their 
peer groups. Working age adults have needed digital 
access to stay in work and have personal contact 
with friends, family and support networks. Older 
adults need digital access to help combat loneliness. 
In addition, all groups have needed digital access to 
receive medical and other public services. 

Refocusing activities
In response, we have refocused our activities 
and funding initiatives. Community events and 
programmes have been scaled down. Instead, 
£308,327 of funding went to increasing support to 
help fulfil the basic needs of customers. This includes 
foodbanks, the provision of supermarket vouchers 
and even funding the purchase of white goods.

Mental and physical health
We have also placed greater emphasis on customers’ mental health. We are very aware of the 
negative implications of isolation on a person’s mental and physical wellbeing. We have launched 
Togetherall, a free anonymous service, designed to help support mental health. The online service 
provides 24/7 professional support, plus a range of courses and tools to help manage wellbeing.

69 294
households were given foodbank vouchers households received supermarket vouchers

£



Our stakeholders

Benefits beyond the bottom line 
The work that we do has a significant positive 
impact on a broad number of stakeholders – 
not least our customers. These benefits can be 
expressed as financial gain, giving an overall 
benefit of at least £18.08m in 2020. Here is 
a summary of the benefits for each of our 
stakeholder groups (with each figure being a 
conservative minimum).

Customer:  
£1.8m
We deliver financial gains 
to customers by helping to 
address debt and increasing 
their income. We support 
customers to ensure they 
receive the full benefit 
payments they are entitled to 
and empowering them into 
new employment. 

Hyde:  
£2.1m
We support our 
customers to 
address rental 
arrears owed to 
Hyde, and avoid 
the cost of being 
evicted.

Local authority:  
£863,308
By avoiding the eviction of a tenant, we achieve 
a saving. But there is also a saving for the 
local authority because, on being evicted, a 
customer’s likely next step is to move into 
council-funded temporary accommodation.

NHS:  
£131,397
We deliver savings to the NHS via two streams: 
lessening the strain on customers’ mental health 
from enabling customers to feel in control of 
their financial situation and stability of their 
tenancy; and the avoided costs of treating the 
impact of loneliness.  

Economy: 
£7m
Our work also 
generates gains for 
the wider economy 
via two main streams 
– employment and 
volunteering.

DWP:  
£5.8m
We generate savings for the 
Department of Work and 
Pensions by enabling people 
to keep and gain work, and 
facilitating and empowering 
customers’ aspirations, while 
helping them gain qualifications 
(both academic and 
professional). 

Creditors: 
£466,563
Customers struggling 
with arrears are also 
likely to have other 
forms of debt. We help 
people to address and 
manage these.



In conclusion

Strong foundations – building for 
the future 
There are many impacts for which it is not 
currently possible, or appropriate, to give an 
accurate financial value. Our conservative 
estimate of the total value generated is at least 
£18m a year, based on what we did in 2020. 

Some stakeholders, such as our customers and 
Hyde, benefit directly from our activities. Other 
stakeholders including the NHS, DWP and the UK 
economy, benefit indirectly as a result of positive 
changes to customers’ lives. 

As we look to the future, this report will serve as 
a foundation from which we will measure and 
evaluate the impact of our work. 



 www.hyde-housing.co.uk 
 0800 3 282 282

If you would like this document in one 
of Hyde’s community languages or 
another format, please contact us.


