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Welcome
It is our pleasure to welcome you to year five  
of Our Journey to 2022; a journey we started  
in 2015. We started this plan with our aim of 
Making South Liverpool the place to be; this is 
still very much our focus and we are delighted  
to have taken positive strides to its achievement, 
but we recognise there is still more to do and 
this plan sets out how we will do this.
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Four years may not seem a long time but in the housing sector  
and in a national context, four years has delivered much change 
with no doubt more to come with the continued uncertainty that 
Brexit has brought.

SLH has continued to try and support its customers from such 
change and uncertainty through the provision of a range of 
products and services; since the launch of the plan we have 
facilitated over 2000 training and employment opportunities, 
through our benefits advice team we have supported customers  
to claim £4.5m in additional benefits, had almost 4000 visits to  
our community shop The Market Place, built 83 new homes, 
launched the first affordable home ownership homes in Speke, 
invested £10m in our current homes and launched GrowSpeke  
a community garden initiative supported by a range of local 
partners. These achievements are supported by continued 
emphasis on our core landlord services; letting homes, collecting 
income, tackling anti-social behaviour and repairing our homes.

And so, for our continued journey? It’s more of the same but  
even better. Our customers have told us we need to go back to 
basics and ensure our core services are delivered efficiently and 
effectively; we will build homes in an intelligent way ensuring  
that we listen to communities about green space use and we  
will develop our financial capacity ensuring we continue to be a 
strong and well managed organisation so that we can grow and 
deliver the aims of this plan.

The final three years of this plan are an exciting one for us.  
We want to continue to provide well managed and much needed 
homes whilst leverage our capacity as a community-based  
housing provider, to do much more. We will continue to listen  
to and support our customers.

The platform to the delivery of the plan is strong leadership;  
we have a robust approach to governance with a skills-based  
Board supporting the executive to deliver the aims of the plan.

As Every Opportunity Taken details, we know we cannot deliver  
the plan in isolation and welcome any current or future partners 
talking to us about we can work together to do more for South 
Liverpool and help us to make it the place to be.

Steve Jennings 
Chair of the Board

Julie Fadden 
Chief Executive
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Reflection
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 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, Avela 
Services Limited, Avela Home Service LLP, Avela Developments  
LLP and SLH Projects Limited. 

South Liverpool Homes is the housing association and parent  
of the group. Avela Services is a social enterprise and home  
to our two joint ventures (JV) which are unique and innovative 
partnerships with Penny Lane Builders Limited; the JV’s are 
responsible for delivering our repairs & maintenance,  
investment services and building new homes.

South Liverpool Homes is regulated by the Regulator for Social 
Housing (RSH). 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. SLH continue to 
maintain the highest regulatory judgement available.

We currently own and manage over 3,700 homes in the South
Liverpool area, predominantly in Speke and Garston. The right  
to buy was protected for transferring tenants which has meant  
we continue to lose homes through the programme although we 
have increased our stock in recent years through acquisitions from 
other providers, new development, buy backs and mortgage rescues.
 
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.

Our Journey has helped us to make a bigger and bolder step 
towards what we want to be as an organisation – but, more 
importantly, what our customers want and expect us to be.
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The world in  
which we live
We are living in hugely uncertain times. As we publish the plan, 
there are still no firm plans for the exit from the European Union 
which has undoubtedly placed a strain and uncertainty on the 
economy and the political landscape.

Domestically, the current Government has ‘warmed’ to the social 
housing sector seeing it as part of the solution to the housing crisis. 
Despite this support, there has not been a fundamental switch in 
the balance of funding from support for home ownership to what is 
increasingly called “genuinely affordable” housing - which equates 
to social rented housing. SLH continue to work with national and 
regional bodies to champion genuine affordability. SLH provided a 
comprehensive response to the Social Housing’s Green Paper along 
with other Liverpool City Region (LCR) providers, we are awaiting the 
response to the consultation and identification of the next steps.

Whilst Universal Credit continues to be used for new claimants,  
the planned migration for all claimants remains uncertain. Evidence 
from across the sector has shown the negative impact the new 
benefits system is having on claimants increasing poverty, food 
bank usage and housing debt. Whilst SLH has increased resources 
to respond to the new benefits system, we continue to keep 
abreast of potential changes to the current system.

The landscape of our heartland shows that the economy in South 
Liverpool has continued to grow with thousands of jobs and 
employment space developed. Added to this has been hundreds  
of new homes completed or in the pipeline, and a new school in 
Garston although the high school in Speke closed its doors and 
continues to be a loss to the area. 
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South Liverpool remains in a strong position to continue to attract 
new investment firms and new jobs by using its greatest assets, 
which includes the many development sites now standing prepared, 
ready for investment. However, whilst the economy has flourished 
in recent years, the recent cost saving measures put in place by 
Jaguar Land Rover will inevitably hit jobs at the local factory and 
increased economic and political fragility could further negatively 
impact the local economy.

Through Our Journey we have continued to focus investment and 
attention on supporting local people to access the opportunities 
that have been presented in the area. Whilst 2,684 opportunities 
have been delivered through our employability hub, Reach, since  
it opened its doors in September 2016, deprivation, child poverty 
and unemployment remains higher in Speke Garston than city  
and national averages showing that there is still more to be done 
through this plan.  

However, we do have to acknowledge that the investment and  
the work of The SLH Group and our partners is starting to exert 
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 there is still much work to be done and through 
this plan we are committed to delivering improved outcomes for 
South Liverpool.
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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 work to do.

Our mission is broken down into five deliverables each of which is supported by a target: 

For the remainder of Our Journey, our plans are shared with you under each of the Every’s.

Every
Customer
Happy

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

Every
Place
Perfect

Thriving places  
where people choose 
to live and stay.

Every
Opportunity
Taken

Being the partner
of choice.

Every
Penny
Counts

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

Every
Person
Positive

Colleagues who
are engaged, 
empowered and 
deliver excellent 
services.

Making South liverpool the place to be
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Every Customer

What we want to achieve 
Customers who are engaged, 
responsible, empowered and 
delighted with the services 
we provide.

A measure to show how we 
will achieve this through 
the life of the plan

Improve net promoter 
score by 10%

This score is the result of asking how  
likely customers are to recommend  
SLH to family and friends

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 feel more engaged 
in having a greater say over both our services and 
what happens in their neighbourhood.

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.

In 2018 we carried out our biannual customer 
satisfaction survey. 88% of customers told us 
they are happy with the services we provide; our 

net promoter score was 50.2 (55.7 in 2016). 
These are not the results we wanted; our aim  
was for satisfaction to be higher. What the survey 
gave us though was a clear insight into what  
we can do to improve services and ultimately 
achieve our aim of Every Customer Happy. We 
have developed an action plan in response to the 
results but in the broadest sense we need to get 
back to basics; do what we say we will and tailor 
services to individual needs.
 
Some of the work we have done in 2018 is to 
promote access to digital services to promote 
self-service and choice. This has meant we 
continued to promote our on-line self-service 
platform mySLH with over 35% of tenants now 
registered. Colleagues have been engaging with 
our customers to demonstrate the advantages  
of using this facility to help them make an 
informed choice on how they communicate with 
SLH. This has been complemented by the 
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The key actions to 2022 are:

2019/2020 
Increase project working with schools to try and change the 
aspirations of young people, as they are the future tenants

2020/2022 
Enhance the community culture to have a more positive  
impact on future generations 

introduction of web chat and the re-designation of our customer 
contact centre to operational teams to bring customers closer to 
the teams who can respond effectively to the contact. We have 
some exciting improvements planned for 2019 and will be 
promoting this service further to our customers.

Moving forward, whilst we will continue to promote digital access 
our focus will be on working with our communities to encourage 
responsibility, participation and increase life chances.  One of the 
ways we will do this is to continue our work with local schools;  
we want to increase awareness around community responsibility 
and citizenship. The future generation are key to us beyond 2022 
and working with them now may eradicate some of the issues we 
face now in communities and tenancies.
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Every Place Perfect

What we want to achieve 
Thriving places where people 
choose to live and stay

A measure to show how we 
will achieve this through 
the life of the plan
225 new homes delivered 
and £10m investment in 
existing homes

Our homes are our biggest asset, so it’s important 
that we look after them to not only maintain and 
safeguard them but also to delight, retain and 
attract customers.  
 
Our development programme must complement 
our existing homes by either contributing to the 
sustainability of the neighbourhood or by allowing 
us to generate income to invest in our core 
neighbourhoods. Whilst we continue to locally  
and nationally support an end to the housing 
crisis, through new supply we must also continue 
to champion the investment and regeneration of 
existing homes and neighbourhoods as another 
piece of the jigsaw to resolving housing need. 

Every Place Perfect confirms our commitment  
to existing assets; making them safe, decent and 
efficient homes in which to live. Through this plan, 
we will increase the intelligence we have about 
our homes with a plan to improve the balance 

between reactive management to more planned 
and structured investment in our homes. This  
will begin in April 2019 with a four-year stock 
condition survey strategy, initially self-delivered 
but with external validation in later years.

Our strategic development programme, revised  
in October 2018, will see the delivery of 225  
new homes by 2020 (92 built already) with a 
further 272 units to be delivered in the five years 
following 2021. This represents a 13% increase  
in the number of our homes. We will also use  
the development programme to leverage 
enhancements not only to the local supply chain 
but also to job and apprenticeship opportunities.

Our focus for this aim in 2018/19 was to  
develop a master plan for South Parade. Whilst 
the plan is not yet fully formed, we have acquired 
land and began a large-scale community 
consultation project.
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The key actions  
to 2022 are:

2019/2020
Respond to concerns about 
loss of green space to 
development, by developing  
a clear plan for future use  
of vacant land, supported  
by the community

2020/2022
Explore the use of remote 
technology in all assets to 
monitor performance and 
anticipate future repairs & 
maintenance requirements

It’s not only the fabric of the building that we  
are concerned with: we also want to continue  
our focus on neighbourhoods. Every Place  
Perfect will create thriving places where people 
choose to live and stay. We have previously 
experienced difficulty with both the perception  
of Speke Garston and attracting customers to 
come and live in our homes. Through our Think  
South Liverpool campaign, we have started  
to turn this around and have seen demand for  
our homes increase.  

Our social and affordable rented homes continue 
to be our mainstay however we have had success 

in selling the first homes for shared ownership in 
Speke as well as introducing rent to buy to further 
enhance opportunities for those with aspirations 
for home ownership.
 
Whilst demand has improved, we can’t 
underestimate the work we continue to do with 
our partners to address gang related activity 
which could have a negative impact on the 
reputation and demand for our homes and our 
neighbourhoods. Every Place Perfect reiterates 
our commitment to working with partners to 
create safer places to live and work.
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Every Opportunity Taken

What we want to achieve 
Being the partner of choice

A measure to show how we 
will achieve this through 
the life of the plan
Achieve or exceed budgeted 
operating profit for Avela 
Services Limited

SLH’s primary source of income is from rents 
therefore in order to support our corporate aims 
and deliver more in our neighbourhoods, we  
have diversified income streams and worked  
with a range of partners in order to do more; 
doing more helps us increase the capacity we 
currently have from core landlord services.
 
In 2018/19 we built on the success of  
Avela Services and Avela Home Service LLP  
by re-procuring the existing joint venture, with 
Penny Lane Builders remaining as Avela’s partner 
following a re-procurement exercise. This was 
followed by the launch of a second joint venture, 
Avela Developments which will hand over its first 
homes to SLH in September 2019.

Grow Speke has also launched an exciting project 
developed with the support of Groundwork and 
Merseyside Police to turn a vacant piece of land 
into a community led ‘green’ project providing 
education and volunteering to all parts of the 
community. This is an example of true partnership 
working with others now supporting the project 
now they see its potential.

Every Opportunity Taken splits into the  
following key areas:
• Avela Services – SLH is the only shareholder  
 of Avela Services who deliver a range of  
 facilities management and strategic support  
 services. The foundation for the business is  
 its investment in photo voltaic panels. Avela  
 is also a partner in two limited liability  
 partnerships; Avela Home Service and Avela  
 Developments. Avela will work with both joint  
 ventures through the life of this plan to  
 maximise growth opportunities.
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The key actions to 2022 are:

2019/2020 
Ensure the commercial success  
of Avela and its joint ventures

2020/2022 
Explore possibility of establishing  
Reach as a social enterprise

• Partnerships - 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  
 livingin our neighbourhoods to increase  
 opportunitiesfor residents. We do this  
 through our employability hub, Reach.

 We will aim to leverage all the opportunities  
 presented to us through our commercial  
 activity and our development programme to  
 create opportunities for others. We also  
 recognise that Speke Garston continue to be hit  
 by service losses from the local authority and  
 other providers whose income and funding is  
 also being squeezed. We will continue to  
 identify ways of working with others to bridge  
 any gaps that arise, where there is still a need.  
 This will ensure inroads are made into issues  
 such as health inequalities and social isolation

• Innovation – we will continue to explore 
 opportunities to seek innovative partnerships 
 and projects to enhance the work we do.  
 One  of the ways we will do this is by using  
 technology to evolve existing service delivery.

• Working with others – in an ever changing and  
 sometimes volatile environment, SLH has  
 continued to stress test its business plan and  
 capacity to be a community-based landlord.  
 This enables us to not only be quick to respond  
 to the changing environment but also identify 
 if and when we wish to work with like-minded  
 organisations.
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Every Penny Counts

What we want to achieve 
Continue to be a financially 
strong, well run and viable 
social business

A measure to show how we 
will achieve this through 
the life of the plan
AA or equivalent financial 
rating

When the first version of this plan was developed 
in 2015, SLH had just completed a refinancing 
programme to help meet the aspirations of 
growth and investment in social activity which 
supported customers to build their resilience  
and capacity. With the onset of the four yearly  
1% rent reduction our plans changed; delivery  
of new homes continued but social investment 
was reduced.

As we launch year five, we do so from a financially 
strong position although we acknowledge that 
the rent reduction regime, coupled with rising 
costs, has seen our margins decline over the last 
few years, more than what we would have liked. 
This therefore leads to a challenge for us to 
maintain an AA or equivalent financial rating.  
So, as we deliver this plan we do so with 
commitments to seek new funding opportunities 
during 2019/20 so we can pursue the growth 
opportunities we have identified.

We will also use the opportunity to fundamentally 
review our cost base to identify opportunities  
to increase operating margins and deliver a 
reduction in costs per unit. This will be done  
in the context of understanding that we are 
committed to delivering social value to our 
tenants and communities and that our value  
for money measures will consider social as well  
as monetary value.

We will be looking closely at our processes  
for collecting rent arrears and being pro-active  
in responding to challenges brought about by 
Welfare Reform and difficult economic times  
for our tenants.

A review of our service charge costs and recovery 
will also be carried out to ensure services deliver 
value for money for our tenants and that costs  
are fully recovered.
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The key actions to 2022 are:

2019/2020 
Explore options for securing additional finance and identify  
areas for cost savings

2020/2022 
Continue to deliver improvement in operating  
margins and cost per units

As mentioned in Every Place Perfect, we have experienced 
increases in responsive and voids costs in recent years. We will be 
working closely with Avela Home Service to understand the drivers 
for this and take action to address and deliver a more positive 
balance of planned versus responsive repairs.
 
Our work around Every Penny Counts is also about ensuring that  
our Board is clear on the absolute costs of running our business  
and the return our assets provide so they can continue to make 
effective decisions about the business. The Board continue to use 
stress testing as a mechanism to understand the sensitivities that 
could impact on our ability to deliver Our Journey to 2022 and have 
plans in place to respond to these. Our approach to governance 
remains strong, as identified through the 2018 governance review. 
We continue to refine and develop it so that we remain accountable  
to our customers and our stakeholders. 
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Every Person Positive 

What we want to achieve 
Colleagues who are engaged, 
empowered and deliver 
excellent services

A measure to show how we 
will achieve this through 
the life of the plan
Maintain the Great Place  
to Work accreditation

We believe that colleague engagement is integral 
to delivering the objectives within this plan which 
will deliver enhanced business performance and 
excellent services to customers.

In 2018, this commitment to colleague 
engagement resulted in the achievement of  
the prestigious Great Place to Work accreditation 
with 98% of colleagues saying that SLH is a great 
place to work. We were also recognised through 
the survey as a centre of Excellence in Wellbeing. 
Although achieving the accreditation is a 
fantastic achievement, the most relevant aspect 
of the Great Place to Work survey is improving  
our trust index score every year. This is because 
we can see how well we are engaging with our 
colleagues which intrinsically links to improved 
business performance.

Our colleagues believe that we are a great  
place to work but we will strive to ensure that  
this continues to be the case. Our focus through 
2019/20 will be to further embed wellbeing 
across the organisation so that we sustain a 
resilient and healthier workforce.

The driver for this is that as the business and our 
customers continue to be affected by austerity 
programmes so do our colleagues. They continue 
to navigate through the challenging circumstances 
our customers face and the difficult issues that 
need to be addressed in our neighbourhoods. 
Therefore, it is crucial that we ensure that their 
resilience and positive mental health is the best  
it can be. 
 
We will support the health and wellbeing of  
our colleagues by providing them with the 
opportunities, advice and support to enable  
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The key actions to  
2022 are:

2019/2020 
Sustain a resilient  
and healthy workforce

2020/2022 
Work towards becoming a 
learning organisation

them to become more resilient, fitter, maintain 
good health and improve their overall wellbeing. 
SLH is committed not only to improving the 
wellbeing of our colleagues, but to increasing 
wellness opportunities by encouraging the 
adoption of healthier lifestyles by our colleagues. 
The philosophy that underpins this commitment  
is one of self-help as well as team and 
organisational responsibilities. 

We believe that a healthier and happier workforce 
leads to improved engagement and motivation 
which in turn leads to increased productivity and 
improved customer service.
 
It’s not only about our colleagues, it’s also 
ensuring our Board and Committee Members 
enhance their wellbeing so that they are best 
placed to support the delivery of SLH’s objectives.
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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. We will also assess them  
in terms of social value. As a housing provider investing in homes, 
we have a significant opportunity to create social value: more jobs, 
stronger local economies, healthier residents, vibrant communities 
and supporting an environmentally sustainable future. 

Social value is the value that stakeholders experience through 
changes in their lives, the benefits to society which are generated 
from particular activities. A good example of our commitment to 
social value is our Reach employability service and through Grow 
Speke, but it’s also important to assess the value our core services 
have; supporting customers to live in clean, safe and decent homes 
is also part of our approach to social value. Our commitment to 
social value is highlighted through, but not limited to:
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• Using positive procurement practices to make our £ go further  
 in the neighbourhoods where we work and supporting local  
 supply chains

• Supporting the financial resilience of our customers through  
 benefit and energy advice services and supporting customers  
 into employment and training

• Supporting customers who find it difficult to manage their  
 tenancy by providing a tailored support service to build 
 resilience by accessing much needed services

• Protecting our local environment through minimising waste  
 and energy consumption and using resources efficiently

• Supporting communities to increase opportunities  
 that are presented to them

We will measure the impact of our activities annually to understand 
how much social value we are creating. This will help us take 
informed decisions to try and make even more of a difference.
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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  
southliverpoolhomes.co.uk

or contact us 
info@slhgroup.co.uk
tweet us  
@SLH_Homes


