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We’re pleased to introduce our refreshed Stronger Foundations Strategy.

Our strategy over the next five years continues to be focused on 
providing as many good quality homes as we can, delivering an excellent 
customer experience and shaping strong, sustainable places for our 
communities.

And we’ll be doing that at a time of significant challenge and change. 
Our economy is adapting to recent events, and we need to embrace our 
responsibilities for improved safety, respond to the challenges of climate 
change and adapt to a changing policy approach to social housing.

We feel it is more relevant than ever to continue in our approach to 
combine a sound business head with a strong social heart, and maintain 
our commitment to providing people with a strong foundation for life. 

Welcome

Sir David Bell KCB DL

Group Board Chair

Paul Fiddaman
Group Chief Executive



This refreshed strategy, our second as Karbon Homes, is being published 
at a time of significant challenge for housing associations and the UK 
in general. The Covid-19 pandemic has changed many peoples’ lives 
immeasurably since the Spring of 2020. It will leave a long-term impact 
on the attitude of many to their home, their community and how  
they work. 

The Charter for Social Housing Residents has set the direction for 
legislative and regulatory changes that redefine the relationship between 
landlords and their customers. It has placed greater emphasis on safety, 
prioritised listening to and acting on our tenants’ voice and set out 
the role that we are expected to play in supporting customers to own 
their own home. Alongside this, we are being challenged to do all we 
can to reduce the carbon footprint of our homes in support of the UK 
Government’s ambition of Carbon Net Zero by 2050.

During the Covid-19 pandemic, we have seen first-hand the pivotal role 
a community-focused housing association can play in supporting our 
customers and neighbourhoods. We want our strategy to reflect the way 
in which we plan to make a positive impact in communities that need 
support the most. 

Against this backdrop, we remain committed to maintaining our 
reputation for sound and sustainable financial management and retaining 
the confidence of our customers, our investors and our regulators. This 
will be possible by ensuring our values – inspiring, dynamic, bold, reliable 
and thoughtful - continue to underpin all we do.

Our strategy in context
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•   Respond to the North’s  
 housing crisis

•   Build more new homes
•   Improve the quality  
 and sustainability of our  
 existing homes

Homes
Provide as many

good quality homes
as we can

Customer
Deliver an excellent 

customer service 

•   Develop meaningful  
 relationships

•  Be a brilliant landlord
•  Provide great digital  
 choice
•   Deliver excellent service

Place
Shape strong,  

sustainable places for  
our communities

•  Have the most impact
•  Work in partnership
•  Use the right processes

Mission
Provide a strong foundation for life

Enablers of success
•  Identify and meet our future challenges
•  Grow our business and our reputation
•  Embed sound environmental, social and governance practices

Inspiring Dynamic Bold Reliable Thoughtful



The UK is in the midst of a housing crisis with a 
distinctive impact in the North. Most of the areas we 
work in lack enough good quality, affordable homes. 
We’re therefore committed to growing the number 
of new homes that we own and manage through a 
programme of development. 

We’re also committed to continuing to make significant 
investment in our existing homes to meet the 
decarbonisation challenge and ensure that all of our 
homes continue to meet or exceed the Decent Homes 
Standard. 

We want to:
• Respond to the North’s Housing Crisis
• Build more new homes
• Improve the quality and sustainability of our 

existing homes

To achieve this, we will:
• Play our part in responding to the North’s housing 

crisis by building new homes and investing in or 
replacing our existing homes.

• Develop at least 600 homes per year, working with 
local communities and partner organisations to 
identify local demand.

• Offer a mix of tenures, enabling more people to 
take their first step on the property ladder as well as 
ensuring availability of social, affordable and market 
rented homes.

• Continue to provide specialised homes for older 
people or those with additional support needs.

• Aim to meet ambitious standards in terms of 
the construction, design and sustainability of 
our new homes and to use Modern Methods 
of Construction in around a quarter of our grant 
funded new homes. 

• Meet new design specifications by embedding 
environmental sustainability and using customer 
input. 

• Review our new home customer satisfaction 
target, aiming for top quartile performance and 
continuous improvement.

• Ensure that all our homes have an Energy 
Performance Certificate rating of C (EPC-C) by 2030 
and are net zero by 2050.

Homes: Provide as many good 
quality homes as we can
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• Use insight and analytics to help us make important 
investment decisions, involving our customers in 
any changes that affect them.

• Stay close to innovation in technology to meet 
the net zero target, and the potential changes in 
both the policy environment and the availability of 
finance to support these investments.
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Development: 
Number of 
homes built

Decarbonisation: 
Percentage of homes 
EPC-C+

Our Homes Key Performance Indicators



Customer: Deliver an excellent 
customer experience
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Whether you’re a tenant or a resident, to us you’re a 
customer. Our customers tell us that their experience 
of the service they receive from us is of a high 
standard, but we don’t always get it right. What makes 
for excellent customer service is changing and the 
benchmark for a great customer experience is set 
by our customers’ experiences of other sectors such 
as retailers, hospitality businesses or health services 
providers.

We know one size doesn’t fit all and that our customers 
require a service that recognises their individual 
circumstances and expectations with a more 
personalised approach. 

We want to:
• Develop meaningful customer relationships 
• Be a brilliant landlord 
• Provide great digital choice 
• Deliver excellent service

To achieve this, we will:
• Focus on customer voice by building on our existing 

approach.  
• Listen to and capture individual customer feedback 

and better understand those groups of customers 
that share distinctive needs.

• Ensure that the customer voice is heard at all levels, 
and informs our decision making.

• Use insight to understand our customers so we can 
strengthen relationships and continuously improve 
customer experience.
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• Be available to our customers locally, in their 
neighbourhoods and their homes. Explore where 
enhanced neighbourhood delivery might improve 
our customers’ experience.

• Be a landlord and beyond by ensuring that all our 
colleagues and customers know and understand 
what our broad service offering is.

• Further develop our customer portal as the main 
way for our customers to access our services.

• Increase our use of digital channels to make it easier 
for our customers to access our services, whilst also 
maintaining our other channels as for some, person 
to person interaction is vital.

• Use data, insight and customer segmentation to 
refine and improve our services. 

• Continue to promote a culture that supports an 
excellent customer experience and the pursuit of a 
more personalised service. 

Customer experience:  
Net Promoter Score

Safety:  
Percentage of health and 
safety compliance

Homes occupied:  
Percentage of 
homes occupied

Our Customer Key Performance Indicators



Place: Shape strong, sustainable 
places for our communities
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We know that in some areas place-based challenges 
can hold communities and households back. We’ll 
look to do deep, place-based interventions in a small 
number of areas where we have a large concentration 
of homes, the ability to have a transformational 
impact and the support of key local partners, where 
our emphasis will be on improving the economic 
sustainability of the communities we serve. 

We want to:
• Have the most impact
• Work in partnership
• Use the right processes

To achieve this, we will: 
• Focus on one or two communities or 

neighbourhoods each year where we have a 
significant number of homes and that have the 
biggest need.

• Consider villages or neighbourhoods where our 
homes form a large proportion of that community. 



Place: Shape strong, sustainable 
places for our communities

Neighbourhood 
satisfaction:  
Neighbourhood 
satisfaction scores
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• Use data around employment, people and 
infrastructure to understand need, and work with 
local communities to understand the impact we’re 
able to make.

• Focus on areas where we are likely to strengthen 
the foundational economy and increase residual 
household income.

• Work in partnership with local organisations, 
such as local government, health, education and 
community organisations. Only rarely, and where 
others can’t, will we act alone.

• Establish key networks or develop insight to fully 
understand community need and opportunity.

• Generate funding for physical regeneration that 
supports wider community development and 
wellbeing, and link this to our asset management 
activity to ensure that our investment supports our 
role as an anchor institution.

• Ensure our business activities continue to support 
the success of these places, by paying colleagues at 
least the living wage and promoting employment 
opportunities at Karbon to our customers.

• Follow principles of social value in how we procure 
goods and services, and use our economic 
influence to support small businesses and local 
supply chains.

Our Place Key Performance Indicators



Enablers of success
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We want to continuously improve how we operate. To enable our success we will look to:
• Identify and meet our future challenges
• Grow our business and our reputation
• Embed sound environmental, social and governance practices

IDENTIFY AND MEET OUR FUTURE CHALLENGES
Our ambition for our colleagues is a culture of engaged 
high performance. 
To achieve this, we will:
• Seek to identify and meet our future challenges, 

and experiment and adapt.
• Attract talent by enhancing our reputation as a great 

employer.
• Support our people to enjoy a good work-life 

balance.
• Involve our people by having trusted, open 

channels of communication that promote helpful 
and honest conversations.

• Develop and retain our people through an 
approach to learning and development that helps 
keep colleagues’ skills up to date.

We will also:
• Embrace new ways of working that are more agile 

and flexible.
• Improve our operations through powerful 

performance insight, extending our use of data and 
analytics. 

• Invest in technology that enhances our 
performance and improves customer experience.

GROW OUR BUSINESS AND OUR REPUTATION
To achieve this, we will:
• Ensure effective financial management by 

continuing to get value for money in our activities 
through regular benchmarking with our peers, 
while also presenting a strong financial position to 
funders and regulators. 

• Identify new opportunities to build our capacity by 
creating efficiencies through growth or developing 
stronger revenue streams. 

• Continue to look for opportunities to extend our 
services to partners that share our values and 
ambitions.

• Maintain our reputation by continuing to invest in 
our brand so that our colleagues, customers and 
stakeholders are clear who we are, what we do and 
what we stand for. 



Colleague engagement: 
Employee Net  
Promoter Score

Value for money:  
Social housing cost  
per unit (£)

Financial capacity:  
Operating Margin
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Our Enablers Key Performance IndicatorsEMBED SOUND ENVIRONMENTAL,  
SOCIAL AND GOVERNANCE PRACTICES
To achieve this, we will:
• Meet the environmental sustainability challenge 

by meeting our legislative and compliance 
responsibilities and looking to set more ambitious 
goals where we can. 

• Create a culture that enables our people, customers 
and partners to feel a sense of inclusion and 
belonging. 

• Ensure the health and safety of our customers, 
colleagues and partners by continuing to improve 
the standards of safety in our buildings and 
promoting a safety culture across our organisation.

• Maintain governance best practice by adopting 
the revised code of governance for housing 
associations and ensuring that the views and needs 
of our customers play an enhanced role in our 
strategic decision-making.

• Maintain a proactive approach to managing risk, 
ensuring that our Board has clear oversight of risk 
and that we have resilience and continuity plans in 
place.



Achieving our goals

We’ll measure our success in delivering this strategy 
through a performance management approach with 
three key strands.

Headline Key Performance Indicators
Our mix of Key Performance Indicators (KPIs) ensure 
we’re focused on our purpose to provide a strong 
foundation for life, achieve a balance between sound 
business head and strong social heart, and maintain a 
culture of engaged high performance.

Performance Reporting Framework
Collectively these indicators form a balanced scorecard 
that embody our strategic aims and the enablers 
that allow us to meet our ambition. These KPIs are 
supported by a wider portfolio of performance 
measures that reflect our operational effectiveness and 
impact. Where appropriate, we’ll establish three-year 
targets to help us identify where more focus is required.

Benchmarking our performance
We’ll compare how we’re doing with others, both 
within the housing sector and in other sectors. 
Benchmarking ourselves with our peers, through a 
collaboration such as HouseMark, will enable us to 
understand which areas of our business meet our 
ambition for top-quartile performance and where we 
have more work to do.

Stronger Foundations Strategy - 2021-26 Customer Overview14
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Homes Customer Place

Our key performance indicators

Development: 
Number of new 

homes built

Decarbonisation: 
Percentage of homes 

rated at EPC-C  
or above

Customer experience: 
Net Promoter Score

Neighbourhood 
satisfaction:  
Percentage 
of customer 
satisfaction 
with their 

neighbourhood as  
a place to live

Homes occupied:  
Percentage of all homes 

available that are let

Safety:  
Percentage of health and 

safety compliance

Enablers

Colleague engagement: 
Employee Net  

Promoter Score

Value for money:  
Social housing cost  

per unit (£)

Financial capacity:  
Operating Margin



0808 164 0111

@karbonhomes

Karbon Homes is a charitable registered society under the Co-operative and Community Benefit Societies Act 2014.
Registration No.7529


