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2 Our Journey to 2022: Year 7

As an organisation we have navigated the  

challenges and the changes of the last  

seven years in an effective way, making  

positive strides to our goal of Making South  

Liverpool the place to be.

Whilst we have had to adapt to circumstances  

outside of our control, we have been unwavering  

in the pursuit of our vision. We have built 213 new 

homes, but more importantly we have invested 

£31.4m in our existing homes to ensure they meet  

the highest standards. We continued to run a  

This is the final year of Our Journey  
to 2022. It is impossible to have imagined  
the changes that have taken place since  
we began Our Journey in 2015 or indeed  
as we launched year six in 2020. The  
global pandemic has changed the lives  
of everyone forever and as we launch  
into our final year a huge level of  
uncertainty remains.

Welcome
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successful commercial business, launched an  

employability hub supporting people back into  

employment and training, opened Grow Speke, a 

community garden that brings people together and 

promotes healthy living, launched a welfare benefits 

service to provide advice and supported tenants 

finding it difficult to navigate the changing benefit 

system; all of this whilst continuing to focus on core 

landlord services and strengthening SLH’s financial 

position. Our message has been clear throughout  

Our Journey – we are more than just a landlord; we 

invest in homes, communities and residents.

The past 12 months have been perhaps the most 

challenging of Our Journey to 2022. In March  

2020, with a national lockdown announced, we  

adapted how we work with almost all colleagues 

working remotely as our main office closed to the 

public. Coupled with this, and to halt the spread  

of the coronavirus in our communities, we ceased  

all home visits and repairs apart from emergency  

repairs and compliance works. From August 2020  

we recommenced non-emergency works and our 

planned investment programme using stringent 

Covid-safe practices. 

As we changed the way we worked, we kickstarted 

‘Project 2021’ to identify how we could learn from  

our new way of working and consider how our  

operating model could change post pandemic.  

This project has three work streams; People,  

Process and Place. Running parallel with this, and  

as Our Journey comes to end, we have embarked  

on a comprehensive review of our corporate strategy  

which we will launch in April 2022 along with the 

learning from Project 2021.

Over the past 12 months we have continued to 

strengthen our financial position, making savings 

where required so we can focus on our five key  

strategic priorities. Overhead savings have been 

generated by changing the way we have worked,  

and through Project 2021 we will identify how  

these savings can be sustained. We have however  

experienced some pressures on repairs,  

maintenance and construction costs, which,  

coupled with Brexit will require close monitoring.

As we move forward, we expect to see the costs 

mentioned above rise. We know we have the long  

term challenge associated with the costs of  

government decarbonisation targets and we will  

need to support our communities post pandemic.  

With this in mind, we have implemented the maximum 

rent increase this year. The rents for our homes are 

affordable compared to the market here in Speke 

Garston and are lower than national averages.  

Whilst we make this decision with a heavy heart,  

the additional capacity afforded by the increase this 

year and through forthcoming years, will help us 

respond to the challenges we face.

It would be remiss not to mention the Charter for 

Social Housing Residents; we have waited for some 

time for the white paper to be published so that we 

can work collectively with our residents and the sector 

to continue to improve our offer. The charter, coupled 

with the National Housing Federation’s 2020 Code of 

Governance and Together for Tenants Charter will be 

key focuses for us through 2021/22.

The final year of the plan and the future review will be 

delivered through a platform of strong leadership and 

governance, through a skills-based Board who support 

the executive to deliver the aims of the plan.

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  

tenants want and expect us to be.

Julie Fadden 

Chief Executive

David Jepson  

Chair of the Board
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South Liverpool Homes was formed in October 1999 following a large-scale  
voluntary transfer from Liverpool City Council. We firmly believe we met our  
original aims of securing additional investment in homes whilst maintaining  
affordable rent levels, security of tenure, and preserving the right for  
transferring tenants to buy their home. 

Reflection

We currently own and manage over 3,800 homes  

in the South Liverpool area, predominantly in  

Speke and Garston. Protecting the right to buy  

means we continue to lose homes through the  

programme annually, sometimes more than we  

build, however we have increased our number  

of homes through acquisitions, 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.

South Liverpool Homes, is regulated by the Regulator  

of 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. 

Since the transfer, we have transformed into a  

structure of organisations that deliver value to  

support our vision in South Liverpool. South Liverpool 

Homes is the only stakeholder in Avela Services  

Limited whose principal business is photo voltaic  

panels and commercial property management.  

Avela is also the majority shareholder in our two  

joint ventures (JV) which are unique and innovative 

partnerships with Penny Lane Builders Limited;  

Avela Home Service LLP delivers repairs and  

maintenance and investment services whilst 

Avela Developments LLP builds homes.
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As we launch year seven, we do so at  
a time when both the UK and indeed 
the world, continue to be profoundly  
affected by the Covid-19 pandemic. 
Nationally, a second spike in the  
autumn and a new strain of the virus 
has meant continued restrictions being  
imposed. Whilst the vaccine rollout is 
underway and continued mass testing 
facilities are available in Liverpool, it is 
still uncertain how the virus will affect 
us long term. Lockdown restrictions 
have affected how people lead their 
lives and the economic impact has 
already been severe. There are major 
questions about the pace of recovery 
and how this experience will affect  
our lives going forward.

Whilst the pandemic as a global phenomenon adds  

uncertainty about how our economy will recover, there  

is also the added complexity of the UK’s exit from the 

European Union. Early stage impacts on cost of materials 

and general supplier price increases have been felt and  

are expected to continue as economic uncertainty remains.

More locally, we would expect that both these issues  

will impact on local jobs. With a wide range of retail and  

transport-related jobs, we would expect there to be  

challenges on unemployment levels, particularly with the 

end of furlough. This makes our employability offer through 

Reach essential post-pandemic to ensure we can respond 

to unemployment and support any retraining requirements 

with our partners. Working together with local employment 

and training partners, a funding application has been 

successful, bringing £106k to South Liverpool to maximise 

the unique opportunity created with the launch of Kickstart, 

the likes of which have not been experienced in a decade 

since Future Jobs. This offers real potential to not only 

mitigate the impact the pandemic has had on the local 

economy, but also to support young people facing or living 

with economic inactivity and social exclusion.

The world in which we live
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Making a difference 

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

Every
Customer

Happy

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

Every
Penny
Counts

Thriving places where people choose  
to live and stay.

Every
Place

Perfect

Being the partner of choice.
Every

Opportunity
Taken

Every
Person
Positive

Colleagues who are engaged, empowered  
and deliver excellent services.

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

SLH, through Our Journey to 2022, maintains 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.



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

Every Customer Happy
What we want to achieve

Customers who are engaged, responsible,  

empowered and delighted with the services  

we provide.

90%A measure to  

show how we  

are achieving this
tenant satisfaction

If we achieved this, we believe 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. 

Last year we introduced a real-time approach  

to collecting tenant satisfaction data so that we  

can identify areas for improvement on a more regular 

basis. This, coupled with our Everyone Together 

campaign, gives us a rich source of intelligence  

about how our customers feel about us, their  

homes and where they live.

Year two of our Everyone Together campaign was 

delivered with an attempt made to speak with  

every tenant, achieving a response rate of over 61%. 

Questions this year centred around finding out how 

Covid-19 had affected them, how they would prefer  

to contact SLH, what their support needs were and  

to promote access to SLH services. 

In year one, overwhelmingly, the biggest area of 

concern for our tenants was health. In year two  

health was still a priority which would be expected  

as the campaign was delivered through the  

pandemic. We identified issues of isolation and  

increased pressures around mental health  

heightened by the complexity of issues brought  

on by Covid. Throughout this year, our community 

investment team will continue to lead on health, 

environmental wellbeing, engagement and our  

employment offer to respond to the challenges  

our tenants face. 

Our renewed focus on community investment and  

new approach to tenant satisfaction will support  

us to respond to the Charter for Social Housing 

Residents. We will work through 2021/22 to use  

the sources of intelligence we have to map and 

identify trigger points for service improvements.

The key actions to 2022 are:

2021/2022 

Enhance the customer satisfaction and tenant 

engagement frameworks to comply with the 

expectations of the White Paper.
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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 are achieving this

225 
new homes delivered.

Over the next year  

we will spend 

£5m

For us, ‘Place’ is made up of several  
components: homes, sustainability, new  
supply and 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 in and 

regeneration of existing homes and neighbourhoods 

as another piece of the jigsaw to resolving housing 

need. Throughout the pandemic, we have worked  

with local housing providers and Liverpool City Council 

to house homeless people and are pleased that the 

project has helped the city to secure £746k funding  

to continue to end homelessness.

Maintaining our homes has inevitably been  

challenging over the past year; from April to July we 

delivered an emergency repairs only and compliance 

service. From August onwards we restarted all of our 

repairs service, working with Avela Home Service and 

other contractors to implement Covid-safe working 

practices. As we move towards the end of restrictions, 

we will continue to assess the impact the last 12 

months has had on our repairs service and indeed  

how lifestyle changes brought on by the pandemic  

will influence our future development programme.

Last year, we started to talk about how technology 

can help us maximise the impact of investment in 

homes whilst also developing a long-term programme 

to make our homes greener and more energy efficient. 

We have a big part to play in supporting the national 

climate change agenda and have worked to identify 

our baseline position. We are developing short five- 

year strategies which will help us move towards an 

overall reduction in our carbon footprint by 2050. In 

2021/22 we will deliver the first year of this strategy, 

committing to invest £250k in exploring the  

improvement of energy efficiency in our homes.

As well as our existing homes, we will use our new 

development programme to improve our net carbon 

position. We will explore how we can meet the Future 

Home Standard through building new homes as well 

as meeting local housing need. 

It’s not just about the fabric of homes. We also want  

to ensure that neighbourhoods are safe places to  

live, as they will only thrive when people feel safe  

and satisfied with the services and facilities available. 

We will continue to work with partners to deliver 

services and projects which improve Speke Garston 

both aesthetically and from a community perspective.

The key action for 2021/22 is:

2021/2022

Deliver year one pilot of Road to 2050 to test 

emerging technologies, combined component 

replacements and gauge customer feedback.
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Every Opportunity Taken is about working with partners to achieve our aims.  
This is multi faceted and could be working with partners to deliver more, avoiding  
duplication of services or delivering services on behalf of others. Whilst the  
primary source of income for SLH is from rent, we recognise that diversifying  
income and working with others will allow us to enhance delivery of our vision.

Our commercial activity is delivered through Avela and 

in particular our two joint ventures. We completed 

our first two new-build schemes through Avela 

Developments whilst Avela Home Service furthered 

its capacity to be able to deliver for SLH and others. 

Avela will work with both joint ventures through the 

life of this plan to maximise growth opportunities 

which support us to achieve our objectives. This  

will continue to be our focus for Every Opportunity 

Taken in 2021/22.

As well as developing our ambitions through Avela,  

we will continue with other key partnerships to do 

more in our neighbourhoods:

• Grow Speke continues with its aim of connecting  

 the community, providing volunteering activities and  

 enhancing the health and wellbeing of local people.  

 We will continue to work with Groundwork,  

 Merseyside Police and other partners to explore  

 the potential of expanding the offer of the  

 community garden

• Review how we deliver our community shop,  

 The Market Place, after the pandemic

• Continue to grow our approach to employment  

 and enterprise through our employability hub Reach,  

 particularly responding to the economic challenges 

 that the pandemic poses

• 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

Last year we recognised the need to enhance our 

presence in Garston with our community investment 

activities. Whilst this has been challenging this year 

with delivering services remotely, we are committed 

through 2021/22 to increase our presence and 

opportunities that Garston residents have.

The key actions to 2022 are:

Every Opportunity Taken
What we want to achieve

Growth in services and income which support  

us to achieve our vision in South Liverpool

A measure to show how we  

are achieving this 

Achieve or exceed budgeted operating profit 

for Avela Services Limited

2021/2022

Ensure the commercial success of Avela.
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Every Penny Counts
A measure to show how we  

are achieving this

AA or equivalent  

financial rating*
* this is a measure used by financial institutions to reflect an opinion that that  
an organisation like SLH has the current capacity to meet its debt.

What we want to achieve

Continue to be a financially-strong,  

well- run and viable social business

A focus on understanding costs and delivering value for money is the overarching  
principle of our Every Penny Counts strategy. This depth of understanding has been  
invaluable during year six of the plan as the global pandemic impacted on nearly every  
aspect of the organisation. Early on in the crisis, the business plan was stress tested  
against potential impacts with the findings providing reassurance to the Executive and  
Board of SLH’s financial resilience and shaping the response based on the risks identified.

The longer-term impact of the pandemic is still  

unknown. In the short term, a move to working  

from home has resulted in savings on office costs.  

We have launched Project 2021 which is looking  

at how our ways of working may adapt in future; 

focussed on People, Process and Place. We have  

also seen pressure on repairs and development  

costs which are linked to Covid, Brexit and general 

uncertainty in the market. These will need to be 

closely managed if SLH is to achieve the 20%  

operating margin target for 2021/22 and the  

targeted £100k efficiency savings.

During the year, our depreciation policy was reviewed 

and changes were identified to better reflect the use 

of our assets over their lifecycles. This is expected to 

reduce annual depreciation costs by over £300k and 

improve the operating margin by over 1.5%. Good 

progress has also been made in embedding more 

robust processes and transparency of  

communication around service charges. 

Stress testing on a revised business plan  

in February 2021identified the requirement  

to refinance in June 2025, with exciting  

opportunities to capitalise on SLH’s financial  

strength. Through 2021/22 we will focus on  

the preparation for this refinancing exercise  

to evaluate all opportunities open to us.

2021/2022  

Prepare for future refinancing requirements  

by developing a refinancing strategy and  

ensuring SLH is well positioned to respond  

to potential opportunities.

The key actions to 2022 are:

10 Our Journey to 2022: Year 7



In 2020 SLH again achieved the prestigious Great 

Place to Work accreditation with a positive trust  

score of 97% compared to 90% in 2019. This was  

the highest score since we started to complete the 

survey in 2017. We also retained our Excellence in 

Wellbeing accreditation, again externally validating  

our approach to colleague wellbeing. 

Although retaining both accreditations is a  

fantastic achievement, the most relevant aspect of 

the Great Place to Work survey is sharing the results 

with colleagues so that together we can refine our 

approach to colleague engagement, which intrinsically 

links to improved business performance. 

Our focus for 2021/22 will be to ensure that  

colleagues are fully prepared to adapt to the  

outcomes of our business transformation  

agenda. The core areas that we are focusing  

on are People, Processes and Place. 

We will continue to support our colleagues’ health  

and wellbeing as we deal with the continuing impact 

of the pandemic on our business and our customers. 

As our colleagues navigate through the challenging 

circumstances our customers face and the difficult 

issues that will need to be addressed, it is crucial  

that their resilience and positive mental health is  

the best it can be. 

We have always been an organisation that faces 

challenges head on. Despite the challenges of working 

from home, balancing work and family life and the 

ever-shifting difficulties that the pandemic has 

imposed, we believe that SLH has the DNA to come 

through Covid-19 stronger and more resilient than 

ever, ensuring that we continue to be a great place to 

work and deliver excellent services to our customers.

The key actions to 2022 are:.

In 2020, like most organisations, SLH was 
looking ahead to a new year, a new decade. 
However, in February when the first cases of 
Covid-19 emerged in the UK, it became clear 
that this year was to be like no other.

When the decision was taken to close the office so 

began our unwavering focus on the health, safety  

and wellbeing of our colleagues combined with a  

commitment to provide them with the right support 

and resources for their new, agile way of working.

Additionally, feedback from our annual colleague  

survey prompted a company-wide communications  

and engagement consultation, from which we delivered 

a revitalised approach to colleague engagement. 

Every Person Positive
What we want to achieve

Colleagues who are engaged, empowered  

and deliver excellent services

A measure to show how we are achieving this 

Achieve a score of over 90% in the Great Place 

to Work colleague engagement survey and retain 

the Excellence in Wellbeing accreditation.

2021/2022  

Ensure that colleagues are fully equipped to  

deliver our business transformation agenda.

11 Our Journey to 2022: Year 7



12  Welcome

Our approach to assurance ensures we continue to 

enhance governance and compliance arrangements, 

refine our approach to risk management and review 

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 and vibrant communities while supporting 

an environmentally-sustainable future. Social value is  

Making South Liverpool the place to be is our focus: delivering our Every’s will help  
us achieve this. Our effective performance management culture helps to deliver the  
Every’s as well as to monitor the outcomes of Our Journey. Each of our Every’s are  
at the core of the services that we deliver, ensuring that all colleagues understand  
what we are striving to achieve. This ultimately supports us to achieve our mission  
of making South Liverpool the place to be.

the value that stakeholders experience through 

changes in their lives and the benefits to society 

which are generated from particular activities.  

Good examples of our commitment to social value  

are our Reach employability service and our community 

garden, Grow Speke. However 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:

• 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 through  

 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.

Ensuring ‘Every’ 
Chance of Success
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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: 

Get in Touch

southliverpoolhomes.co.uk

info@southliverpoolhomes.co.uk

0330 303 3000

/southliverpoolhomes

SLH_Homes


