Strategic Business Plan
2017 to 2022

Staying true
It’s incredible that PCH is now seven years old
and we’re coming to the end of our second
business plan, which followed the completion
of our transfer promises. We’ve achieved so
much and now it’s time to look to the future once
again.

still committed to listening to our residents and
working with partners to make sure we get
things right for our customers.
This plan explains what we’re aiming for and
how we’ll get there, whilst staying true to who
we are.

We’re an organisation with people at our heart
and we’re still absolutely committed to that. We
know we want to grow and develop as a
business so that we can provide more quality,
affordable homes for the benefit of people
Elaine Pellow
needing the help that social and affordable
housing offers. It’s really important to us to stand Chair of the Board
by that social purpose.
The main difference now is that we have less
money to do all the things we want. That means
we need to work a little differently but we’re

The future for PCH
PCH is a high performing, efficient and effective
housing business focussed on providing good
quality homes and services for people in
Plymouth. We are well respected in the city
having delivered on our transfer promises to
residents and partners. We are governed by a
strong Board with a good balance of skills and
experience in the public, private, voluntary and
community sectors.
As we look to the next five years our priorities
are to maintain and increase our housing stock,
build on our financial strength and improve the
quality and efficiency of our services so we have
resources available to invest in new homes and
services for the people of Plymouth.

reputation as a good value business
providing excellent homes and services to
social and commercial customers.
• We will be a ‘Landlord of Choice’ because we
provide good quality, affordable homes and
services that meet housing needs.
• We will be an ‘Employer of Choice’ because
we’re known for our values and rewarding,
challenging and motivating staff.

This cannot be achieved without our partners,
and we value working with Plymouth City
Council, the voluntary and community sector,
other housing associations, the Homes and
Communities Agency, Devon and Cornwall
PCH wants to continue to be a leading, growing, Police and the health community. It’s vital that
independent housing association with a clear
key organisations and agencies work together to
social purpose. To achieve this we need to think deliver a single vision for Plymouth, and we are
and act more commercially. This means working proud to be part of that.
smarter, having clear timescales, objectives and
outcomes, being tough negotiators, focussing
So, within this strategic plan for PCH, we set out
on the things that deliver our core objectives,
the goals and aspirations we want to achieve
challenging spend and maximising our income.
over the next five years and how we are going
By doing this we will maximise efficiencies to
to make it happen. By achieving our
invest in growth, development and frontline
ambitions we can make a real difference to the
services.
lives and communities of Plymouth.
• We will develop homes for sale and market/
affordable rent to generate income to
safeguard existing social housing.
• We will maintain our independence using our

John Clark
Chief Executive

What’s PCH about?

We are a leading, growing, independent housing
association with a clear social purpose, providing
homes and services people want and can afford.

That’s us – it’s who we are and who we want to be. It’s our vision.
This booklet explains our Corporate Plan for 2017-22. It tells you
what we’re aiming for (our vision) and how we plan to get there. It
is the direction that guides our work on a daily basis. It connects
to everything we do throughout the business and filters through to
team and individual targets.

People
The big things we want
There are three big things we need to achieve if we’re going to
succeed in reaching our vision. We’ve called these things our
‘pillars’. They are:
People
Pounds
Place

Focus on people‘s needs and aspirations to become
the provider of choice
When we talk about people, we mean our customers, staff and partners. They are at the heart of
everything we do.
We know to be the provider of choice we need to offer great services to our customers, and to do
that we need to understand them so we can make good evidence-based decisions about how best
to serve them. That may mean providing more options for how our customers can contact us, for
example, making more services available on our website or improving or maintaining our
customer satisfaction in certain areas.
We also know that we need great staff to be able to provide our customers with excellent services
so we want to be an employer of choice. That means we need to offer good rewards, recognition
and training to attract and keep the best people. We also want skilled and knowledgeable staff so
they must be well trained and have the right equipment to do the job so we can serve our
customers well.
And we know we can’t do it all alone – we need great partnerships where we can work together for
a common purpose so we can deliver better services for the people who need us.

Pounds

Place

Look after our pounds to stay financially strong to
achieve our goals

Create thriving places where people want to live and
work

When we talk about pounds, we mean all the ways we manage our money and run our business
effectively for the benefit of our customers.

When we say place, we mean how we look after all the different buildings and areas we own and
how we do our bit for the wider community and environment.

We know we need to focus on how we spend our money and that means getting the most from
every purchase or contract with our partners and developers. In the current economic climate, we
also know we have to continuously drive efficiencies through our business to be as lean as
possible so that we maximise our borrowing opportunities to enable us to develop more homes.

We firstly need to make sure we look after the places we already own and that means making
good investments in our homes and other properties. It’s incredibly important that we maintain our
homes for our existing customers so they are safe and appealing, which creates thriving
neighbourhoods where people want to live.

We also know that to continue to provide affordable homes for people, we need to be able to fund
development so we must grow our business to bring in more income. And whilst we are ambitious,
we’re clear we won’t take unnecessary risks with money. We will look to make the most of the
things we know we do well.

Next we know we need to build more homes to meet the demand for affordable, decent places
to live in Plymouth and the wider area. As homes are sold through the Right To Buy scheme, it’s
essential that we replace them so we at least keep the same number of social homes available for
people. But we want more than that, we want to see if we can increase the number of homes we
own and perhaps expand to a wider area so more people can benefit from a PCH property.

Finally we know we need to get the same or more for less and that means being more commercial
and inventive in how we work. We are clear we need to make sound decisions so we do the right
things in the most effective ways.

Finally we want to do our bit for the environment and that means looking at how we work to see if
we can be greener, so we can reduce energy bills for customers and our impact on the
environment.

People

1. Provide great services to our customers
2. Be an employer of choice
3. Work with others to build valuable and effective partnerships

Pounds

4. Grow our business
5. Run our business effectively to provide a healthy financial and social return
6. Be commercial, innovative and enterprising

Place

7. Manage our property and neighbourhoods to encourage thriving communities
8. Offer more homes in new ways and in new places
9. Look for greener ways of working

To complete our plan, we need to be clear about some of the big tasks we will
be doing over the next five years to achieve all the things we want. We call
these our strategic deliverables.
We will have a set of strategies in place to deliver these, which will
be reviewed by our Board each year and reported through our
Annual Report to tenants.

- Maintain or improve customer
satisfaction for all our services
- Continually drive improvement
in the quality of our services
- Provide online self-service
options to improve access to
digital services
- Maintain our Gold
Equality and Diversity
Accreditation
- Attract and retain the best
people by engaging and
motivating them
- Ensure our people are skilled
and knowledgeable for personal
and business benefit
- Maintain 5 star health and
safety standards
- Contribute to city, regional and
national agendas through
effective partnership working
- Maximise resources through
partnership working

Place

- Generate at least £12M over
the next 5 years through
subsidy and non-core services
to invest in new homes and
core services

- Create and deliver individual
neighbourhood plans

- Maintain strong financial
viability and credit ratings
- Optimise rental income whilst
maintaining sustainable,
affordable homes
- Maintain G1 governance
rating
- Support people to maximise
income through community
development, employment and
financial inclusion work
- Create and fund an ‘Ideas
Lab’ to develop and improve
our services and maximise
resources through innovation
- Maximise local, regional
and national opportunities to
strengthen the business

-------------------------------------------------------------------------

As our pillars are pretty broad areas, we’ve got some
specific things we know we are aiming for which we call our
objectives. There are three strategic objectives for each of our pillars.

- Understand our
customers better to enable
evidence-based decisions
about services

Pounds
-------------------------------------------------------------------------

How we will get there

People

- Invest in a programme to
continually improve and
modernise our homes, ensuring
they are safe and appealing
- Develop a homes and
community PCH standard to drive
quality and consistency
throughout our neighbourhoods
- Deliver 600 homes through a
mixed tenure development
programme by 2022 to support
the housing needs of the city
- Complete North Prospect
development programme by 2022
- Build or acquire new homes
within the Plymouth travel to work
area by 2022
- Continue to build and refurbish
homes to increase energy
efficiency and reduce fuel poverty
for our tenants
- Invest in green technology to be
more environmentally sustainable

Our values

What will underpin
our plan

So now you know our plan, you need to know our
values, which guide how we act as a business. They
make up our personality and let staff know how we
want them to behave.
Be customer-focussed
Put our customers first.

Be ethical

Honest and transparent in how we work and always act with integrity.

Be respectful

Listen to people’s views and treat them fairly.

Be commercial

Make sound decisions so we do the right things in the most effective ways.

Strategic Business Plan Translations
English
This information is available in other languages and formats - Please contact: 0808 230 6500
Arabic
:هذه المعلومات متوفرة بلغات وصيغ أخرى – يرجى التواصل مع

0808 230 5600
Chinese Mandarin
该信息可以以其他语言和格式提供——请联系：

Czech
Tyto informace jsou k dispozici v jiných jazycích i formátech. Kontaktujte, prosím: 0808 230 6500
Farsi
 ﯽ ﻦﻳاﻣﺪﻨﺷﺎﺑ تﺎﻋﻼﻃا ﻪﺑ ﺎﻬﻧﺎﺑز و لﺎﮑﺷا ﺮﮕﻳد ﺰﻴﻧ ﻞﺑﺎﻗ ﯽﺳﺮﺘﺳد. سﺎﻤﺗﺪﻴﺋﺎﻤﻧ ﻦﻳ ﺎﻔﻄﻟاﻦﻔﻠﺗ ﺎﺑ
ﻞﺻﺎﺣ: 0808 230 6500
French
Ces renseignements sont disponibles dans d’autres langues et formats – Veuillez contacter: 0808 230 6500
Hindi
ये जानकारी दस
ु री भाशाऔं और परबंदों में भी उपलबद है । ककरपा इस नंमबर पर फोन करीऐ: 0808 230 6500
Hungarian
Ez az információ más nyelven és formátumban is elérhető – kérjük, vegye fel a kapcsolatot: 0808 230
5600
Kurdish
ه م ﻪﻧﺎﻳرﺎﻴﻧاز ﻪه ن ﻪﺑ ﻪﻧﺎﻣز ﯽﻧﺎآ ﺶﻳﺮﺗ ﺷوﯼزاﻮ ئﻪﻜﻳد- ﻪﻳﺎﻜﺗ ﻪﭘ هﻮﻳ ﯼﺪﻧ ﻪﻜﺑ ﻪﺑ: 0808 230 6500
Kurdish Badini

:تێکلیێبکهن،بێزههمهت.ئهڤزانیاریهبزمانوفۆرماتێتدیژییێتههین

0808 230 5600
Lithuanian
Ši informacija prieinama ir kitomis kalbomis bei formatais – prašome kreiptis: 0808 230 5600
Nepalese
यो जानकारी अन्य भाषा र ढााँचाहरूमा पनन उपलब्ध रहे को छ - कृपया सम्पकक गननह
क ोस ्: 0808 230 5600
Polish
Ta informacja może być dostępna w innych językach i formatach. Proszę kontaktować numer telefonu: 0808 230
6500
Portuguese
A informaçao aqui apresentada esta disponivel noutras linguas e formatos, por favor contacte: 0808 230 6500

Plymouth Community Homes
Plumer House
Tailyour Road
PL6 5DH
T

0808 230 6500/01752 237990
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info@plymouthcommunityhomes.co.uk

w

plymouthcommunityhomes.co.uk

Russian
Эта информация доступна на других языках и форматах – Пожалуйста свяжитесь с: 0808 230 6500
Spanish
Esta información está disponible en otros idiomas y formatos; por favor, póngase en contacto en el 0808 230
6500
Turkish
Bu bilgi başka yabancı dil ve formlarda mevcuttur - Bu numarayı arayın: 0808 230 6500

twitter.com/PlymCommHomes
facebook.com/PlymouthCommunityHomes
Plymouth Community Homes is a registered society under the Co-operative and Community Benefit Societies Act 2014, registered number 30637 R. VAT Registered
No. 945 7600 05
Registered Office: Plymouth Community Homes, Plumer House, Tailyour Road, Crownhill, Plymouth PL6 5DH

