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We are delighted to introduce  
to you ‘Our Journey to 2022’,  
The SLH Group’s corporate plan. 

 
 
 
 
 
 
 
 
 

Our Journey to 2022 was 
launched in April 2015 after  
being developed with 
customers, stakeholders and 
colleagues. The plan helped  
to understand the needs of  
our customers and of Speke 
Garston whilst also helping us  
to forecast what the next seven 
years will bring alongside what 
we want to achieve. 

 

This third year of the plan 
therefore reflects our  
response to external influences 
which has meant we have  
had to slightly change some  
of the things we planned.

 
 
 
 
 
 

Our commitment to supporting 
our customers to live in high 
quality affordable homes 
remains unchanged. That is our 
primary aim and anything more 
that we do as a business must 
not compromise this, it must 
complement and support  
its achievement.

Welcome

Welcome
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We continue to identify ways  
to grow our business so that  
we can invest in the delivery  
of our mission. Whether this  
be from delivering services for 
others to building new homes, 
our ultimate aim is to ensure  
we deliver this plan and make 
South Liverpool the place to be.

Our Journey is helping us to 
make bigger and bolder steps 
towards what we want to be  
as an organisation – but, more 
importantly, what our customers 
want and expect us to be.

We hope you can join us on  
Our Journey and we are happy 
to talk to you further about  
our plans.

Julie Fadden
Chief Executive

Rob Brown
Chair
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Reflection

Reflection4

South Liverpool Homes was 
formed in October 1999 
following a large scale voluntary 
transfer (LSVT) from Liverpool 
City Council.The transfer was 
undertaken with the support  
of local residents to secure 
additional investment in their 
homes whilst maintaining 
affordable rent levels, security 
of tenure, and preserving the 
right for transferring tenants  
to buy their home.

Since the transfer, we have 
transformed our organisation 
into a group structure which 
delivers more than just 
traditional landlord functions. 
The SLH Group is the collective 
term for the association of 
organisations of South  
Liverpool Homes, SLH 
Regeneration Limited, 
SLH Home Service LLP, 
and SLH Projects Limited. 

South Liverpool Homes is 
the housing association and 
also the parent of the group. 
SLH Regeneration is a 
commercial enterprise and 
home to SLH Home Service  
LLP, our partnership with  
Penny Lane Builders Limited, 
responsible for delivering  
our repairs & maintenance  
and investment services.  
SLH Projects Limited is the 
dormant development  
company within the group.
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South Liverpool Homes is 
regulated by the Homes & 
Communities Agency (HCA). 
Regulation is based on a model  
of co-regulatory requirements 
with a more definitive focus on 
governance, financial viability  
and value for money with 
organisations being held 
accountable to their  
customers for service delivery 
through effective customer 
scrutiny arrangements. 

We currently own and manage 
around 3,700 homes in the South 
Liverpool area, predominantly in 
Speke and Garston. Stock 
numbers have reduced from  
the original 4,377 homes at 
transfer through Right to Buy 
(RTB) and Right to Acquire (RTA) 
sales and a number of selective 
demolitions. In recent years, the 
number of homes we own has 
increased through acquisitions 
from other providers, new 
development, RTB buy backs  
and mortgage rescues.

Our development programme saw 
us in 2014 launch our first shared 
ownership homes in a high value 
area of South Liverpool. Through 
our development programme we 
have also been able to facilitate 
the development of homes for 
sale in our core neighbourhoods 
which is helping to diversify the 
tenure mix. We also successfully 
purchased 87 homes in Garston 
during 2015, through a mini  
stock transfer with another 
housing association.

Whilst stock has been acquired 
and built on the periphery of 
these stronghold areas, our  
core of affordable homes remain 
in Speke Garston. Any work we  
do outside of these areas must 
add economic value to our  
core business and our vision.
 
Since our formation we have 
invested heavily in our assets,  
but we have never just been  
about homes. To protect our 
assets we have also invested in  
our neighbourhoods and services 
to make our homes, and the 
neighbourhoods in which they  
are located, sustainable, whilst  
at the same time improving the  
life chances of our customers 
living in them. 

We currently 
own and 
manage around 
3700 homes 
in the South 
Liverpool area

Reflection
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The world 
in which 
we live

The SLH Group predominately 
operates in the Speke Garston 
areas of South Liverpool. The 
areas border each other and  
are located around seven  
miles south east of Liverpool 
city centre. 

Speke Garston is an economic 
success story. In the last few 
years alone, over 2000 new  
jobs have been created, with 
over 80,000 square feet of new 
employment space developed. 
Added to this has been more 
than 500 new homes completed 
or in the pipeline and a new 
school in Garston. Existing 
business and major employers 
such as Jaguar Land Rover and 
John Lennon Airport also 
continue to thrive. Investment 
continues with a £23m 
extension to New Mersey Retail 
in Speke bringing additional  
jobs and a new leisure focus.

The world in which we live6
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Over 2000 new jobs have been created, with  
over 80,000 square feet of new employment  
space developed... more than 500 new homes 
completed or in the pipeline and a new school  
in Garston

The investment and the  
work of The SLH Group and  
our partners is starting to have  
a positive influence on the area. 
Speke Garston was once the 
number one deprived ward in  
the UK. Whilst it has moved  
away from this unwanted 
accolade it still remains an  
area where work is required  
to address multiple issues.

The updated Indices of 
Deprivation 2015 reported  
that Speke Garston has no 
areas which fall within the 1% 
most deprived in the UK and 
that all areas have seen an 
increase in their ranking since 
2010. The following pages  
show some top level results for 
Speke Garston, broken down by 
domains of deprivation.
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•  Overall, rankings have largely remained the same for income  
(based on those receiving certain benefits, but not including  
housing benefit) and health and disability

•  A small improvement in ranking for employment and education,  
skills and training and a larger improvement in crime reduction

•   Improvement in ranking for living environment. This domain  
falls into two sub-domains, the ‘indoor’ and ‘outdoor’ living 
environment. The ‘indoors’ living environment measures the 
quality of housing; which includes the proportion of houses  
that do not have central heating and that fail to meet the  
Decent Homes standard. As expected, all SLH areas have seen  
an increase for this measure. However there has been a decline  
in ranking for ‘outdoor’ living environment, which measures air 
quality and road traffic accidents

•  Barriers to housing and services has experienced  
a considerable improvement

In recent years SLH has started to spread its area of interest 
outside of Speke Garston, to other areas of South Liverpool and  
our allocation through the HCA’s Shared Ownership and Affordable 
Homes Programme 2016-21 will allow us to develop in Cheshire 
West and Chester. This move is enabling SLH to grow in a way  
which allows us to deliver our aims in South Liverpool.

The world in which we live
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Nationally the backdrop 
continues to change; the UK 
economy is moving forward  
in the immediate aftermath  
of the EU Referendum however 
these are early days and much 
will depend on the form Brexit 
takes after negotiations  
with the EU. 

The new Prime Minister and 
changes to Ministers in key 
positions in 2016 has saw a 
change in direction which 
became clearer following the 
new Chancellor’s Autumn 
Statement. There was a boost 
to infrastructure spending  
which includes more public 
investment in housing and  
some movement away from  
the limited focus on home 
ownership interventions  
that typified the previous 
administration.

The statement was positive 
news for the sector but the  
UK continues to have a housing 
crisis. The shortage of property 
on the market exacerbates 
house price inflation and puts 
home ownership beyond the 
reach of many people who 
would have expected to 
become home owners 10 or 15 
years ago. At the same time, 
shortage of stock has been 
pushing up rents in the private 
rented sector. The previous 
administration’s response was 
a push for home ownership 
through provisions in the 
Housing and Planning Act 2016 
and through various measures 
to help access to owner-
occupation. Challenges to the 
housing association sector 
include the programmed 
reduction in rental income,  
changes to the welfare benefit 

system, inadequate resources 
for social care, and continuing 
lack of clarity on the funding of 
supported housing, as well as 
the voluntary deal brokered with 
Government by the National 
Housing Federation (NHF) on  
the extension of RTB. There  
is also the challenge to  
deliver a contribution to the 
Government’s current plans  
for expanded house building.

This recognition, through the 
2017 Housing White Paper, that 
housing associations are part  
of the solution to the housing 
crisis is welcomed. SLH will 
continue the focus on our 
existing homes whilst using  
our development programme  
to contribute to the shortage 
detailed earlier and the needs 
of the local authorities we work 
in through low cost home 
ownership options as well as 
affordable homes for rent.
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Making a  
difference

SLH, through Our Journey to 
2022, maintain the mission of 
‘making South Liverpool the 
place to be’. Why? Quite simply 
because our aspiration is to 
make South Liverpool the place 
where people choose to live, 
choose to work and choose to 
invest. Whilst we have started  
to make an impact on these 
areas, we still have a lot of  
work to do.

In the second year of Our 
Journey to 2022, we:

Making a difference10

Developed a revised 
approach to engagement 
with our scrutiny panel

Developed a  
regeneration plan for 
Speke Garston which 
meets the needs of the 
local housing market

Opened Reach, an 
employment and  
training initiative linking 
employers and training 
providers with South 
Liverpool residents

Secured three contracts 
to deliver back office 
services for others

Retained our Best 
Companies 3 Star 
Accreditation status for  
the fifth year running and 
named The Sunday Times 
100 Best Not for Profit 
Organisation to Work  
For 2017 for the fourth  
year running

Every
Customer
Happy

Every
Place
Perfect

Every
Opportunity
Taken

Every
Penny
Counts

Every
Person
Positive
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This plan shows how we will deliver the mission 
through our Every’s over the final five years of  
the plan.

The Every’s are our five key objectives which  
underpin the delivery of the mission, each Every  
has a clear statement of intent, planned annual 
actions and a High Five. The High Fives are key 
measures for each Every and are the overarching 
indicators for a suite of performance indicators  
telling us how, as a business, we are performing.  
The next sections, detail our aims through each  
of the Every’s for 2017/18.

Future years will be assessed annually so that  
rapid changes in the operating environment can  
be responded to.
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Every 
customer 
happy

Every 
person 
positive

The
Every's 

Every 
penny
counts

Every 
opportunity
taken

Every 
place
perfect

Making South Liverpool the place to be

Customers  
who are engaged, 
responsible, 
empowered and 
delighted with the 
services we provide

Thriving places  
where people 
choose to live  
and stay

Being the partner  
of choice

Continue to  
be a financially 
strong, well run 
and viable social 
business

Colleagues who  
are engaged, 
empowered and 
deliver excellent 
services

Making a difference
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Every 
Customer 
Happy

Customers are at the  
heart of everything we  
do. Our focus through  
Our Journey to 2022 is 
developing services which 
support customers with 
their independence and 
prosperity.

If we achieved this, we believe 
our customers would be happier 
with our services and their 
homes. We would also have 
created an environment where 
customers have a greater say 
over both our services and what 
happens in their neighbourhoods.

They would also comply with 
their tenancy agreement and 
look after their homes, therefore 
reducing SLH costs in a number 
of key areas such as income 
collection, anti-social behaviour 
and customer services.

Every Customer Happy

Customers who are engaged, responsible, empowered 
and delighted with the services we provide

13
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How will we measure  
our success?

High 5
Improve Net  
Promoter Score* by 10% 
throughout the life of the plan

The key annual actions through 
the life of this plan are:

2017/18 
‘Own our world’ campaign to 
encourage more interaction 
between SLH and customers in 
identifying problems and solutions

2018/22 
Facilitate partnership approach  
to the provision of low cost / free 
internet access

Our target last year was to build 
on the 2015 customer care 
campaign by embedding a right 
first time culture by ensuring 
effective engagement and 
reaction to customer feedback. 
We have done this in a number 
of ways one of which was 
reviewing our approach to 
engagement which was tested 
by our customer scrutiny panel. 
Whilst our commitment to 
engaging our customers is 
integral to what we are as a 
business, we recognise that the 
ways customers want to talk to 
us is changing and more digital 
and targeted approaches suit 
both customers and the way 
we have evolved our business.

We tested our right first time 
culture through the bi-annual 
customer satisfaction survey. 
90% of tenants were satisfied 
with the overall service SLH 
provide, our aim was 93% but 

we were thrilled that we 
maintain our high satisfaction 
score despite the changes to 
services we made in 2015 and 
2016. We were however 
delighted with an 18% 
improvement to our Net 
Promoter Score* which  
improved from 47.2 to 55.7  
This measure is important  
to us because it is based on  
the likelihood of customers 
recommending SLH to a friend 
or colleague and allows us to 
test ourselves against 
organisations across a range  
of sectors. Our target was to 
increase the score by 5% and 
our improvement was in 
contrast to the UK Net 
Promoter score which fell  
by 5.2 points.

The survey has given us some 
clear areas for improvement for 
the coming years which we will 
deliver through Our Journey.
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Every 
Place
Perfect

Our homes are our biggest 
asset so it’s important  
that we look after them  
to maintain that asset, 
ensure they remain 
attractive and in demand 
and finally maximise 
financial return. To achieve 
all this it is recognised that 
we also need to maintain 
our focus on the wider 
neighbourhoods in which 
our assets are located as  
a sustainable and thriving 
environment will positively 
impact on the financial 
return of assets.

We want our existing 
customers to want to stay 
in South Liverpool either  
by choosing to stay an  
SLH tenant or where their 
circumstances change,  
we want to be their first 
choice for an affordable 
home ownership product. 

Every Place Perfect

Thriving places where people  
choose to live and stay

15
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The key annual actions through 
the life of this plan are:

2017/18 
Deliver 98 new homes of varying 
tenure with support from the 
HCA, the local authority and  
the private sector

2018/22 
Establish and commence the 
regeneration of South Parade  
and Western Avenue.

How will we measure 
our success?

High 5
All assets achieve or exceed  
their valuation Net Present  
Value target throughout the life  
of the plan

They will choose us 
because they know we 
offer good quality homes, 
which present value for 
money, and because they 
know SLH will continue to 
invest in their home and 
the neighbourhood.

Our aim is to also attract 
new customers to our 
existing and new homes. 
Whereas we once 
struggled with demand  
for our homes, we have 
worked hard through  
our Think South Liverpool 
campaign to change  
the perception of Speke 
Garston, social housing  
and South Liverpool Homes.

In 2016/17, we know we 
have improved our 
approach to managing our 
homes and our customers 
have recognised this. 

Satisfaction with our 
repairs and maintenance 
service increased from 
85% in 2014 to 88% and 
satisfaction with the 
quality of home also 
improved to 88%. Every 
Place Perfect is about 
maintaining and exceeding 
these performance levels 
in a cost effective and 
intelligent way.

Satisfaction with 
neighbourhood as a place 
to live has reduced so this 
will be one of our key 
focuses through this 
strategy. We want to 
ensure that neighbourhood 
are safe places to live, as 
they will only thrive when 
people feel safe and 
satisfied with the services 
and facilities available.  
We remain committed to 
leading and supporting  

the redevelopment of 
commercial areas in Speke 
and Garston to enhance 
the current offering and 
through our development 
programme, support the 
local economy with new 
homes and the associated 
positive impacts of 
development work.

Over the next five years, 
we will also extend our 
affordable homes offer 
into Cheshire West and 
Chester. Whilst we remain 
committed to South 
Liverpool we acknowledge 
that we need to widen our 
development remit to help 
us grow in a measured and 
sustained way which helps 
us to ultimately reinvest 
back into South Liverpool  
and deliver our vision.
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Every 
Opportunity
Taken

SLH’s primary source of 
income is from rents. Over 
the years, we have begun 
to diversify income streams 
from a range of sources 
such as external funding 
but increasingly this 
has come from commercial 
activity. Our primary vehicle 
for this is SLH Regeneration 
(SLHR)  
which delivers property  
and facilities management 
services, reinvesting  
profit into SLH.

SLHR has, in early 2017, 
developed five new objectives 
aimed at maximising its  
profits through delivering 
services such as repairs & 
maintenance, facilities 
management, commercial 
centre redevelopment, photo 
voltaic panel investment and 
private rented property 
management.

Every Opportunity Taken

Being the partner of choice

17
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As well as the activity through 
SLHR, SLH Board has signalled 
its intent to seek opportunities 
to work with others, whether 
this be through delivering 
services jointly for others as we 
will see in 2017/18 or delivering 
on their behalf or through 
seeking strategic partnerships. 
A growth strategy will be 
developed to capitalise on 
opportunities that exist both 
within the housing sector and 
within South Liverpool. The 
ultimate aim of this desire to 
grow is to increase surplus and 
reduce costs so that we can 
continue to deliver Our Journey 
to 2022, building homes and 
delivering social investment in 
South Liverpool.

Every Opportunity Taken is  
also about activities and 
partnerships that add real  
value to the work that SLH 
do, as well as the communities 
and neighbourhoods in which 
we work. One way we will do this 
is through our approach to 
employment and enterprise. 
Whilst we accept that 

employment is no longer a  
route out of poverty, we aim  
to enhance the value that 
existing and future economic 
activities in South Liverpool 
bring to those living in our 
neighbourhoods to increase 
opportunities for residents.

In 2016/17, we launched 
Reach, our employability hub. 
This has been a great success 
and we will build on this with 
the ultimate goal of creating 
Reach into a sustainable 
standalone enterprise. 
This will continue to equip  
and build the capacity and 
resilience of local people, 
through which people are 
encouraged to develop a  
new approach to skills 
acquisition and knowledge 
therefore moving them closer  
to employment.

Every Opportunity Taken

The key annual actions through 
the life of this plan are:

2017/18 
Deliver year one of the shared 
services contract

2018/22 
Implement the agreed  
growth strategy 

How will we measure 
our success?

High 5
Generate an additional income  
of 5% of annual turnover in 
delivering non core services
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Every 
Penny
Counts

Our Journey to 2022 is 
about our evolution rather 
than radical overhauls of 
the way we currently 
deliver services. Every 
Penny Counts will support 
this transition.

Every Penny Counts is critical  
to the success of Our Journey 
as it provides an environment  
in which the strategic priorities 
will be delivered in an efficient, 
effective and controlled way. 
This includes delivering 
operational efficiencies which 
meet the national agenda but 
more importantly which have 
been agreed by our Board as 
efficiencies which do not 
compromise the aims of Our 
Journey and the needs  
of our customers.

Every Penny Counts

Continue to be a finacially strong,  
well run and viable social business

19
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The key annual actions through 
the life of this plan are:

2017/18 
Complete a review of the current 
group structure to ensure it’s fit  
for the future and meets our 
aspirations around growth

2018/22 
Implement the outcomes of  
the group structure review

How will we measure 
our success?

High 5
AA or equivalent 
financial rating throughout  
the life of the plan

It is on this basis that Our 
Journey to 2022 continues  
to be about maintaining an 
active development programme 
responsive to local need, whilst 
also investing in social 
investment type activities that 
promote wellbeing, training and 
employment. These activities 
are essential for the long term 
sustainability of our business  
as we believe that enhancing 
the capacity of the people 
we serve as well as enriching 
the infrastructure which 
supports their neighbourhoods 
to thrive, is a critical success 
factor for Speke Garston.

In order to support activities 
such as these where the 
financial return is often limited, 
we have to have a culture  
which fosters effective 
partnerships, a can do attitude, 
innovation and diversification. 
From this we have been able  
to maintain a strong business 
plan, underpinned by a robust 
delivery framework. 

Through Every Penny  
Counts we will:

• Achieve business 
 effectiveness by providing  
 a framework for a 
 comprehensive and strategic 
 approach to running the 
 business which includes a 
 strong and compliant 
 approach to governance 
 and risk management

• Continue to understand the 
 absolute costs of delivering 
 our services and how these 
 compare to others, the return 
 that our assets provide at a 
 granular level and exactly 
 what our customers need  
 and expect

• Deliver a culture of openness 
 and accountability where 
 cost, efficiency and 
 effectiveness runs through 
 all our activity allowing the 
 right balance between 
 financial and social objectives
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Every 
Person
Positive

We believe that colleague 
engagement is integral to 
delivering our objectives of 
enhanced business performance 
and excellent services to 
customers. In 2017, this 
commitment to colleague 
engagement resulted in the 
retention of the number one 
position in the Sunday Times 
Top 100 Best Not for Profit 
Organisations to Work For list  
for the fourth consecutive year. 

In 2017, we also retained our 
Best Companies three star 
rating for the fifth year running, 
an accreditation only given to 
extraordinary organisations. 
These results have coincided 
with strong financial 
performance and positive 
customer satisfaction and 
operational performance.

Every Person Positive

Colleagues who are engaged, empowered  
and deliver excellent services

21
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The key annual actions through 
the life of this plan are:

2017/18 
Review our colleague learning & 
development approach to ensure  
it complements the aims and 
aspiration of Our Journey

2018/22 
Reward excellence and success 
through a total reward strategy 
that is aligned with our  
corporate aims

How will we measure 
our success?

High 5
Maintain three star rating  
Best Companies rating  
throughout the life of the plan

Our focus for the coming year  
is strengthening our approach 
to wellbeing and in particular 
positive mental health. Our aim 
is to ensure all colleagues are 
able to maintain their positive 
mental health whilst at work. 
Central to this principle is our 
belief that good mental health 
both in and out of the working 
environment is of benefit to our 
colleagues and our organisation. 

However, we recognise that 
wellbeing, like any other 
corporate responsibility, has  
to be managed successfully. 
Therefore, we are committed 
not only to improving the 
wellbeing of our colleagues,  
but to increasing wellness 
opportunities by encouraging 
the adoption of healthier 
lifestyles. 

The philosophy that underpins 
this commitment is one of 
self-help as well as team and 
organisational responsibilities. 
We will achieve this by 
promoting and supporting  
good practice, healthy  
lifestyles and acknowledging 
that wellbeing includes 
psychological, emotional  
and physical wellbeing.

We believe that it is an intrinsic 
part of our mission to make 
South Liverpool the place for  
us to embed colleague health 
and wellbeing into the culture  
of our organisation. This will help 
us to deliver on our primary 
colleague engagement focus 
which is to ensure that 
colleagues are empowered, 
appreciated and feel happier 
and healthier at work.



23 Ensuring ‘Every’ Chance of Success

An effective performance management culture exists to deliver  
our Every’s as well as to monitor outcomes of Our Journey.  
Each of our Every’s run through our services which ensures that  
all colleagues understand what we are striving to achieve as well  
as dealing with the here and now. It’s this cascade which will support 
us to achieve each of our Every’s and ultimately our mission.

Making South Liverpool the place to be is our focus: delivering  
our Every’s will help us achieve this. We believe that doing anything 
that does not contribute to our Every’s will distract us from our 
ultimate aim.

To support Our Journey to 2022 we have developed our approach  
to business assurance by strengthening governance and compliance 
arrangements, revising our approach to risk management and 
reviewing performance management. It’s this approach to assurance, 
which will ensure the delivery of our Every’s. Through the life of the 
plan we will continue to assess the external environment to see how 
it is changing or could change, which will then impact on the work 
that we do.

We will quality assure key strategic projects and ensure that what we 
deliver is done so in compliance with our governance arrangements 
and charitable objectives.

Ensuring ‘Every’ chance of success
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The numbers

The numbers24

The business plan is based 
on a number of prudent 
assumptions to help us navigate 
any external influences on  
our business. Extensive stress 
testing has also been 
undertaken with strategies  
in place should key risks 
materialise. An annual risk 
appetite statement supports  
the achievement of our 
objectives in the plan through 
defined boundaries within which 
we will operate successfully.

Our financial strength has been 
detailed earlier on. Here’s the 
key numbers which impact 
on our delivery:

The SLH Group has a 30-year 
business plan which helps us to 
deliver the Every’s and helps us 
to continue to be a financially 
healthy organisation.
 
SLH has loan facilities of £35m, 
loans drawn of £22m, with £13m 
remaining undrawn and £3.5m in 
cash reserves. This funding is 
secured and sufficient to fully 
fund the business plan.
 

Approximately 91% of drawn 
debt is at fixed rates of interest 
therefore minimising exposure to 
increases in borrowing rates. SLH 
has made agreements with our 
loan providers in relation to the 
amount of borrowing compared 
to our property values, our 
income compared to expenditure 
and, specifically, interest 
payments. In all cases SLH 
comfortably exceed these loan 
agreements and expect to do so 
into the future.
 

To support the Every’s we:
• Expect to generate a turnover 
 from Social Housing lettings 
 of £18.3m each year on 
 average for the next five years
• Aim to spend £26.4m in 
 developing 223 new homes 
 throughout the plan
 
Interest cover (the ratio of the 
surplus plus depreciation divided 
by the interest payable) is 
projected to average 576% in 
the next five years. Gearing 
(the ratio of the loan divided 
by the fixed assets at cost) is 
expected to average 20% over 
the next five years
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Want to
know
more?

If you want to know more 
about the work that we  
do or you can help us on 
Our Journey to 2022: 

visit us at slhgroup.co.uk 

or contact us 
info@slhgroup.co.uk

25 What to know more


