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VISION
DELIVERING MORE.

MISSION STATEMENT
TO PROVIDE QUALITY, AFFORDABLE HOMES AND
SERVICES THAT DELIVER VALUE FOR MONEY

VALUES
We recognise that to deliver effectively all staff, directors and residents need to hold a set of shared
principles that determine the way we behave towards and with one another. Our values are:
Responsible – we will take ownership for ourselves and the work we do
Ethical – we will deal honestly with everyone that we do business with
Support – we will support one another to achieve our goals
Professional – we will act professionally in every interaction
Equality – we will always behave fairly and respectfully
Challenging – we will challenge ourselves to deliver more every day
Transparent – we will act openly and be clear with ourselves and others

We have clear goals and aspirations and are aiming to be a successful company where our customers
are pleased to receive our services, our staff want to work for us and our partners choose to work with
us.

2 EXECUTIVE SUMMARY
Introduction
South Western Housing Society is a not for dividend organisation that builds homes and provides
services for people who are unable to access the market. To achieve this we access grant and other
subsidy where available. The Board has opted to build a small number of homes for open market sale,
where it is reasonable and appropriate to do so, and to further the core aims and charitable objects of
the Society. Our vision sets out to deliver more: to build homes, maintain our assets, employ skilled
and motivated people, to be efficient, effective and to add value. Our expertise lies in working with
rural communities and in market towns, ensuring we provide products and services that tenants want.
The organisation
The Society was founded in 1944, and owns and manages homes for rent and homes for shared
ownership across the south west. The Society currently owns and manages 679 homes. The Society is
committed to supporting the wider housing association sector aim to continue to develop new homes
for people excluded from the mainstream housing market. The business focus is on developing high
performing homes that are efficient to maintain and in delivering services of a standard that achieve
high levels of satisfaction. An independent Board of Directors governs the Society. The Society’s main
areas of operation lie within rural communities and market towns. The Regulator for Social Housing
(RSH) maintains oversight of the Society’s compliance with the rules governing the running of housing
associations. While the organisation owns less than 1000 units, it is governed by light touch regulation
and deemed low risk.
The market
The current market remains relatively buoyant, despite the uncertainty that the UK’s departure from
the EU is creating. Property prices are increasing at a lower rate than previously, although the south
west remains an attractive place to live and property continues to be purchased by those leaving urban
conurbations to seek a better life balance. This often creates spikes in values that squeeze out local
people. Demand continues to outstrip supply in the Society’s strategic area of operation. In addition,
the increasing costs of materials and labour often creates challenges to viability on developments.
More private equity firms and institutional investors are beginning to invest in differing forms of
tenure products that promote affordability, which has resulted in increased competition for housing
associations. Local Authorities have been given the ability to borrow to develop, which has added
another avenue for the delivery of affordable housing traditionally made available only to housing
associations.
In spite of these changes, the country is still faced with a shortage and the additionality offered by new
entrants in the market place should be welcomed. The Society will continue to seek to work with
partners where common objectives are identified and take opportunities to develop where they arise
and within its agreed strategic area of operation, which is Somerset and Devon.

The Society is committed to achieving a level of cross-subsidy from within its own activity that will
enable it to remain building some homes for a subsidised rent whilst increasing the shared ownership
offer to prospective purchasers. We will continue to position ourselves as a specialist provider of rural
and market town homes, building developments that ensure sustainability and community
integration. This enables us to operate alongside large housing associations that build for scale as
opposed to in competition with them.
Services
The Society provides a full range of property management services to tenants and residents living in
our properties. This includes providing a responsive service for repairs and maintenance, cyclical
programmes of maintenance to future proof our assets and implementing planned programmes of
work to replace major components. A full range of estate services is provided and residents are offered
advice on managing their money, access to benefits and other support that promotes the independent
management of a tenancy.
Among plans for the future are; an aspiration to continue to develop additional homes, to seek a likeminded merger partner, and to undertake a review of our existing operating systems to achieve
optimum efficiency and with a view to driving down operating costs wherever possible
Development
The Society is an organisation committed to the provision of new affordable homes for people in
Somerset and Devon who cannot access the general market for homeownership or market rent. This
aim sits at the forefront of the vision for Delivering More and continues to remain a central part of the
overall strategy of the business.

2.1 Objectives
Our key strategic objectives are:
We will invest in, maintain and review our existing assets to ensure they remain fit for
purpose
We will grow our housing stock wherever there is demand identified
We will ensure our staff and board are developed to provide the services and good
management that tenants want
We will develop effective partnerships to ensure we continue to deliver more in every part
of our organisation

2.2 Key to success
Our success of the past 75 years lies in our consistent approach to quality service, our commitment to
recruiting and retaining qualified and committed staff, and our governing body having a clear vision
for the future that puts people first and sound financial management at its core.

3 INTERNAL ENVIRONMENT
3.1 Context
The Society is a Community Benefit Society, registered as an exempt charity, regulated by the RSH and
the Financial Conduct Authority. We are in a strong financial position and retain a capacity to develop
new homes. We have an ambition to grow to 800 homes within the life of this plan and will do so
through providing a blend of land led schemes and properties secured through planning gain s106
agreements brought to us by developers, provided that these lie within our strategic area of operation.
The Society is committed to ensuring that our existing assets are maintained as well as providing new
homes to boost supply. The completion of a full stock condition survey in 2018 has informed the
component replacement programme for the foreseeable future and the financial plan builds in
capacity to replace all major components within an acceptable life cycle timeframe. The Society
continues to replace bathrooms and deliver cyclical work such as external painting and fencing
replacements that set us apart from our competitors. This commitment not only builds capacity for
lender security, but also leads to low levels of complaints and high levels of positive feedback from our
tenants.
Tenant satisfaction with the service remains high, and a new triennial survey is due to be completed
in 2019 that will provide more meaningful data which will inform the focus of service delivery in the
years to come. With rapid growth relative to our size having taken place in the last four years, new
staff have been appointed to ensure service levels remain at the high standard the Society expects to
deliver. We are committed to investing for the future and expect operating costs to increase in the
short term until new developments come on line. The Society prefers to prepare rather than react to
meeting the needs of current and future tenants.
The return to a guaranteed rent increase formula for at least five years from 2021 builds capacity back
into the business, though the financial plans remain prudent on the understanding that these increases
are not guaranteed in the future.
The outlook for the future looks promising. The renewed focus by all political parties on solving the
housing crisis has produced new opportunities for grant funding, Rent increases can now fund future
development and the Housing Green Paper will add impetus to the importance of placing residents at
the heart of service delivery. The Society will take advantage of this to continue to fulfil our vision and
mission aims.

3.2 Board and governance
The Board of Directors meet quarterly to oversee the performance and management of the
Society. They undertake two special away days annually to review strategic direction, scan the external
horizon and review effectiveness. The Board takes an active role in strategic policy making and its
ongoing review, thus ensuring the highest standards of performance are maintained.
Two committees support the Board, alongside a sub group that offers additional oversight in key
business areas:
-

Audit and Risk Committee – oversee internal controls, internal and external audit and risk

-

Remuneration and Nominations Committee – oversees Director appointments, staff and
Director pay and succession planning
Development sub group – oversees technical aspects of development, a high risk activity

The Board has adopted the National Housing Federation (NHF) Code of Governance 2015 and annually
confirms compliance with all aspects of governance and leadership set out in the code.

3.3 Staff
The Society believes strongly in the development of its staff and in future proofing the organisation.
The Society’s strategy includes offering candidates an opportunity to learn during a probationary
period, which widens the pool of labour available to include those with a commitment to the Society’s
values and an appetite to enhance their skills and knowledge while at work. The organisation has
recently recruited into a new Operations Manager post. This appointment closes a gap between
frontline staff and the senior leadership team. This role should enhance performance improvement,
offer improved data analysis of key trends and areas of work, and inform our work on engaging with
and listening to tenants more effectively.
Learning and development opportunities are regularly assessed. Mandatory training and refreshers
are undertaken in respect of health and safety, equality and diversity, cyber fraud and customer
service. This ensures the Society remains up to date with current thinking and legislation and staff
remain adequately skilled to provide the service expected.
The Society believes that a knowledgeable, well-equipped staff team boosts productivity and puts in
place annually a plan for wellbeing and training that involves staff input and continuously improves
the working environment.

3.4 Meeting the standards
As an organisation of less than 1000 units, the Society is governed by 'light touch' regulation regarding
the regulatory standards and is considered low risk. Our strategic approach is to operate in line with
larger organisations as a benchmark for good performance and to position ourselves well for any
future changes in terms of in-depth scrutiny.
The Society is required to meet the regulatory economic standards of Governance and Viability, Value
for Money and Rent. These are incorporated into our strategic objectives and we hold an effective
audit trail of compliance in these areas.
The Society is committed to supporting the communities within which we work. We have awarded
cash by way of our community fund budget and have made presentations in the past year to schools
and community groups that have enabled them to sustain activities in areas where services are at
greater risk. We will continue to do so as part of our core value of meeting our charitable objectives.

4 Current Operations
4.1 Stock profile
The Society’s stock consists mainly of family housing in rural and market towns. The organisation owns
a diverse portfolio that ranges over 12 local authority areas. The development focus is on Devon and
Somerset.

General Stock Overview
Property Type
1 bed flat
52
2 bed flat
1 bed house
2 bed house
3 bed house

36
5
211

4 bed house
2 bed bungalow
3 bed bungalow
Total

13
51
3
679

308

Tenure Type
Assured
affordable
rent
Assured social rent
Secure social rent
Older people secure
Older people assured
social
Shared ownership

Age
178

1950s

164

345
39
2

1960s
1970s
1980s

20
11

59

1990s

176

56

2000s
2010s

46
262

679

679

We have a small number of flats and manage nine communal areas. We have 56 shared ownership
properties with more planned within our development pipeline. The Society is about to commence its
first mixed tenure development of 15 homes, of which 6 will be sold on the open market. These will
subsidise the development of the affordable rent and shared owner properties. We will carry
development out sustainably, ensuring we operate within the risk appetite set by the Board. We will
seek to achieve comfortable margins on our gearing and interest cover covenants.

4.2 Asset management
The Society’s Board continue to view the planned maintenance of our property portfolio as a priority.
The Society invests a significant percentage of its surplus into asset management and this is evidenced
in reduced routine repairs costs in comparison with our peers and lower costs on void works.
Our key component replacement assumptions are:
-

roofs
doors and windows
bathrooms
kitchens
oil boilers
gas boilers
photo voltaics & solar panels

60 years
40 years
30 years
20 years
20 years (properties at School Road, Stoke Fleming)
15 years
20 years

Our projected expenditure for the next five years is:

The Society owns its office premises in Rooksbridge, which has a forecast net book value of £742k
(March 2020), depreciated over 50 years.

4.3 Development
One of the Society's strategic objectives is to achieve growth in areas of demand. The development
strategy approved by the Board includes a target of growing to 800 units within the life of this plan.
The Society’s Board is open to growth by way of merger where there is a compatible strategic, financial
and cultural fit that will achieve the overall objective of providing affordable homes for people priced
out of the open market.
As a small organisation, the Society aims to complement the volume building developed by large
organisations and works with Small and Medium Enterprises (SME) builders, developing long lasting
and strong working relationships. The Society builds close links with strategic Local Authority partners,
to deliver joint development goals. The Society prefers to secure land led deals, which allows it to
shape schemes and standards to its own criteria. S106 planning gain opportunities will always be
considered where standards match those of the organisation and the locations are strategically
relevant. The Society prefers to deliver new homes on sites that will deliver at least ten units, and up
to twenty; this supports sustainable growth without compromising existing services or infrastructure
in the areas where development is focused. Smaller sites are considered where strategically it may
support partners to achieve their objectives.
The Society develops housing across all affordable tenure types, including some market housing to
subsidise its core business and in pursuance of our charitable objectives

The Board manages development risk through a risk management framework, aligned to financial
forecasting and appetite. This ensures probity and acts as a check against ambitions to ensure that the
business can withstand identified stresses in the future.

4.4 Services
Our key service offer is for the provision of housing management and maintenance services to
residents and prospective residents who, through a variety of circumstances are unable to access the
wider market. The client group consists in the main of people who are financially excluded from the
market place through either low wages, ill health or old age and meets with the organisation’s
charitable objectives. The Society’s management approach is one of supporting independence and
both staff and board are committed to enabling residents to manage their tenancies effectively.

4.5 Value for Money
The Society makes every effort to ensure that new homes, its services and costs of operating are
delivered as efficiently as possible, without compromising on quality. Continuous assessment of cost
and quality is carried out on all routine activity as well as forming an integral part of the evaluation of
any new service or project. The value for money strategy and reporting of savings made, or additional
costs incurred to improve delivery for current and prospective residents forms the basis for continuing
evaluation of this key area of the business

5 External Environment
5.1 Context
The impact of Brexit continues to loom large for all businesses, with the increasing uncertainty around
making a positive deal with the EU leading many to retrench or move out of the UK. The housing sector
is not immune to the effect. However, the long term requirement for bricks and mortar remains a
constant, which mitigates the impact on the housing sector to an extent. A secondary impact of Brexit
may lead to an adverse effect on peoples’ ability to pay rent, or the business ability to ensure a supply
of materials and labour that supports either growth or the maintenance service provided to residents.
Low unemployment levels are offset by higher numbers of welfare benefit claimants needing to top
up their salary. Business insolvencies increased by ten percent in 2018 compared with the previous
year, which means that the Society needs to remain vigilant in ensuring its ability to support tenants
and deliver key services.
The Grenfell fire tragedy in London rightly raised many questions relating to the management and
maintenance of homes for people who are economically disadvantaged, giving rise to the housing
green paper that may reintroduce structured resident scrutiny of associations. It will be important to
demonstrate our commitment to listening and understanding residents’ views and concerns and to
position ourselves as ambassadors of good customer experience.
Mergers and acquisitions continue to be a preoccupation in the housing association sector. This has
led to strategic partnerships for grant funding being formed between large entities and Homes
England. There is a lack of clarity as to how smaller organisations will access central government
funding going forward and the Society will ensure that it retains a clear outward focus on opportunities
for securing funding from other sources. The Society is not averse to mergers, though it will seek to

retain its community focus, with its increasingly unique offer to residents of knowing people
personally, providing a generic service, and being able to respond promptly to problems through swift
policy review and proactive engagement. The Society believes that this is best achieved when you are
geographically relevant to your residents and your staff team has time to do the non-quantifiable work
that is often axed in times of austerity, such as having a cup of tea to combat loneliness, or taking an
extra 30 minutes to find out about someone’s life and interests.

5.2 Challenges
Key challenges facing the Society at present come in the form of entry into the market by for profit
providers. These vehicles are being set up to allow investors to provide affordable housing that
provides a return for shareholders. This is a new form of competition and raises issues for the sector
in that for the first time profits will be made from the generation of revenue income taken from the
poorest in society. These new providers offer a solution to the critical need for supply, but may erode
opportunities hitherto given only to organisations with clear not for dividend approaches. The
Society’s growth aims are unlikely to be impacted by this entry into the market, which looks to achieve
scale in urban conurbations, however a watching brief will be maintained to ensure this challenge does
not affect the Society’s strategic plans.
In addition to the new competition from for profit providers, the housing market, has entered a slight
slowdown period. Whilst this is predominantly affecting Lindon and the South East at present, any
open market provision entered into by the Society carries a risk of price falls and a potential
devaluation of stock charged to lenders as loan security. SWHS has stress tested all scenarios to ensure
sufficient headroom remains in place within the financial plan to allow for falls in market prices. This
in turn affects capacity to grow in the shorter term and a prudent approach to growth of an additional
25 homes per year for the life of this plan has been set as the overall target.

5.3 Response
In order to position itself to take advantage of opportunities and to maintain a clear strategic direction,
the Society has reinforced its mission and vision. SWHS will continue to deliver more in all aspects of
its business and with the sole purpose of providing high levels of service and satisfaction to new and
existing residents.
The Society is proud of its niche offering to rural communities and will continue to be true to the spirit
of building in partnership with local people and stakeholders in areas where there is a housing need.
SWHS will also seek innovation in good practice, exploring opportunities for partnership working with
similar organisations where costs can be reduced and service levels enhanced. In this way, community
focused, smaller organisations can continue to provide an offer to people in housing need and retain
relevance at a time when larger, more corporate entities are becoming more homogenous. When
procuring or renewing services, the Society will seek out innovative models with social enterprises, or
SME’s that share its values and mission.

6 Corporate Strategy and Implementation
For the life of this business plan, we will be focusing on the following in order to fulfil our vision and
mission.

6.1 Growth – we will grow our housing stock wherever there is demand
identified
 deliver the units for which we have been allocated grant funding in the 2016-21 Affordable
housing Framework
 maximise our latent capacity for development
 procure and deliver a small mixed-tenure development built without grant and cross-subsidise
market sale for affordable rent
 design and build properties that harness digital technology
 implement our treasury management strategy
 explore merger opportunities with like-minded organisations where it benefits the Society to
do so
 explore opportunities for the provisions of management services to third parties

6.2 Property - We will invest in, maintain and review our existing assets
to ensure they remain fit for purpose
 Review and implement a robust asset management strategy
 ensure our stock is maintained to a high quality and complies with all health and safety
requirements
 implement a framework for managing data to improve the information held on our assets
 deliver planned programmes that focus on assisting with the eradication of fuel poverty
 undertake an appraisal of security on our properties, having particular regard to vulnerable
tenants
 complete an options appraisal on high cost assets to increase efficiency

6.3 People - we will ensure that our staff and board are developed to
provide the services and good management that tenants want
 Have a high performing Board that is in control of the business
 Complete a 360 degree appraisal of the senior leadership team
 Implement a new housing management database to make accessing the service easier for
tenants and residents
 promote a culture of trust and trustworthiness that increases innovation
 provide an environment that maximises productivity
 Develop a culture of continuous improvement and ownership of outcomes
 Provide opportunities for feedback that effects positive changes in services where they are
needed

6.4 Community - We will develop effective partnerships to ensure we
continue to deliver more in every part of our organisation

 We will work with our contractor partners to explore options for innovative build solutions
that will achieve energy efficient homes
 We will work with tenants and prospective residents in a way that suits them
 We will design mixed schemes that enable people to stay in their communities as their
circumstances change
 We will work with our strategic local authority partners to provide homes where need is
identified
 We will maximise the take up of our community fund

7 Financial Summary
The Society produces a thirty- year financial forecast/business plan to aid strategic planning. The
financial business plan offers an insight on the impact of development on the business, when new
finance may be needed to fund development plans and the impact of changes in the operating
environment.

7.1 Corporate Assets
The Business Plan also includes planned programmes of expenditure to maintain the Society’s Head
Office at Rooksbridge. This includes both a component replacement programme and cyclical works to
maintain the fabric of the building (external decoration etc.).
Additional to this, assumptions have also been made regarding the periodic refresh of IT equipment
and other fixtures and fittings.
Some project related expenditure has also been planned to cover the potential replacement of one of
the Society’s core systems (SDM).

7.2 Merger
A potential merger opportunity may occur at any time and, in recognition of this, a notional merger
budget has been set aside to cover potential merger costs (Included in ‘Exceptional Items’ on the SOCI).

8 Risk
The Society has focused efforts on risk and risk management in the last three years, in line with the
increased importance placed upon it by the regulator and following the imposition of mandatory stress
testing by the Bank of England for financial institutions. The Society is risk aware rather than risk
averse; this policy feeds though the business plan and is reflected in the appetite for growth. There
are some zero tolerances on health and safety and cash management, which act as evidence of the
serious approach taken to risk by the organisation. Though the organisation is small and its business
model uncomplicated, a rigorous assessment of risk is routinely undertaken.
The Board delegates management of risk and assurance to an Audit and Risk Committee that deals in
detail with all risks identified and reports into the main board details of the top ten. The risk map is
reviewed on a monthly basis by the Executive team.

The Society has a risk framework and strategy in place approved by the Board that is reviewed every
three years or at such time as the operating environment experiences significant changes. The top ten
risks identified are set out below.

8.1 Appetite
The Board has determined appetite for risk in relation to turnover and this is reported to the Audit
and risk Committee quarterly. Financial assumptions have been identified for each risk and action is
taken if the appetite threshold exceeds the acceptable level.

