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Since our formation in 2017, we’ve focused on 
delivering our three strategic aims – to provide as 
many good quality homes as we can, to deliver 
excellent service to our customers, and to shape 
strong, sustainable places for our communities.  

Our footprint covers the North East of England 
and Yorkshire, with almost 30,000 homes 
across diverse communities, all facing different 
opportunities and challenges. We always make 
the effort to understand our customers. We 
believe that everyone deserves respect and 
everyone’s voices should be heard.  

Some customers just need an affordable home, 
or a way onto the property ladder. Others might 

need more – financial advice, community services, 
sheltered accommodation or even training that 
can lead to a new job. Whatever people need to 
feel more secure, confident and happy with where 
they’re at, we work our heart out to provide it.  

As a profit-for-a-purpose organisation, we invest 
any surplus we generate into improving our 
properties and communities, building new homes 
and delivering services which provide sustainable 
outcomes for our customers and communities.  

We believe that by combining a sound business 
head with a strong social heart and staying true to 
our values, we can build strong foundations for 
even more people. 

About us Key highlights
from 2021/22 

At Karbon Homes, we build, manage and look after affordable homes 
for people across the North. And then we go further, we give them 

the strong foundations they need to get on with life.

Operating margin

25.9%
Target

27.1%

21/22

Customer NPS*

+49.9
Target

+51.91

21/22

Percentage of homes occupied

99.25%
Target

99.36%

21/22

Percentage of rent collected

99.44%
Target

99.50%

21/22

Colleague engagement 
score (ENPS)**

+27
Target

N/A

21/22

Number of new homes 
developed

463
Target

537

21/22

Social housing cost per unit

£3,539
21/22

Target

£3,389
* The Net Promoter Score calculates how likely customers are 

to recommend Karbon to others. 
** The Employee Net Promoter Score calculates how likely our 

colleagues are to recommend Karbon as a place to work. 
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At the beginning of the financial year, we 
welcomed Byker Community Trust (BCT) into the 
Karbon Homes Group. Since then, we have seen 
the BCT team seamlessly assimilate into the wider 
organisation, at the same time as continuing to 
deliver high quality services.

Another highlight for Karbon Homes was 
becoming a strategic partner of Homes England. 
That has provided us with just over £131m in 
funding to help deliver 2,200 affordable homes 
over the next few years. This is a significant boost 
for our development programme, allowing us to 
offer a range of tenures which, in turn, will enhance 
choice and strengthen local communities. 

At the same time we maintain a relentless focus on 
the condition of our existing stock. That way, our 
residents will continue to live in decent and safe 
properties.

Shaping the places in which we work and 
supporting local communities to thrive, continues 
to be a key focus for the business. As one example, 
our placeshaping pilot in Stanley, Durham, is 
already well under way. 

Building on that experience, and our work 
elsewhere, we will continue to realise our purpose 
of providing a strong foundation for life by 
providing affordable homes, supporting 
communities, and making a lasting difference in 
neighbourhoods across the North East of England 
and Yorkshire. 

Sir David Bell KCB DL   
Group Chair, Karbon Homes

Making a lasting difference

The past 12 months have, once again, been demanding for the residents 
of Karbon Homes. However, I would like to acknowledge their 

resilience and fortitude throughout. At the same time, I am grateful 
to our colleagues for their unfailing commitment and dedication to 

meeting the needs of our customers. 
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Despite the difficult external environment around 
us, from supply chain difficulties and labour 
shortages as a result of Brexit and the war in 
Ukraine to rising inflation and costs, we’ve 
maintained a positive performance and we’re 
continuing to deliver on our organisational aims.

Last year saw us refresh our Stronger Foundations 
Strategy for 2021-2026, outlining the direction and 
priorities of the organisation over the next five 
years. This refresh has been a team effort, with 
input from colleagues across the organisation and 
from customers helping to shape our future plans 
and priorities.

We also worked with colleagues to develop 
‘Our Future Picture’, capturing what the future of 
Karbon will look like and helping colleagues 
understand the role they have to play in getting us 
there.

Both ‘Our Future Picture’ and our refreshed 
strategy were rolled out at our first hybrid, all-
colleague event, which was a fantastic opportunity 
to bring everyone together after a long time apart 
and celebrate our successes.

We can look back with pride this year on a long list 
of achievements to celebrate. In the summer we 
launched our ‘Building Excellent Service Together’ 
project, looking at how we continue to strive for 
excellence in our approach to internal and external 
customer experience.

The project contributed to us being awarded the 
Institute of Customer Service ‘ServiceMark’ 
accreditation, a national standard which recognises 
our achievements in customer service and 
commitment to upholding high standards. 

Alongside our investment in customer service, we 
also stepped up our new homes programme by 
entering into a strategic partnership with Homes 
England. This partnership will help fund the 
delivery of 2,200 affordable, mixed tenure homes, 
just over half of the 4,000 homes we aim to build 
in total by March 2028.

We’ve also continued to invest in our existing 
homes, with a long-term programme of planned 
investment in place that will see us bring all our 
homes up to a minimum Energy Performance 
Certificate rating of C by 2030. Boosted by a grant 
of £1million from the Government’s Social Housing 
Decarbonisation Fund, by the end of this financial 
year, in total we will have invested close to 
£2.5million in the energy efficiency of our homes. 

Looking ahead, the journey to net zero is certainly 
one that will prove challenging for us over the next 
few years. However, as customers face increasing 
pressures with the cost of living continuing to rise, 
it has never been more important for us to ensure 
our homes are as efficient as possible. Supporting 
our customers with these pressures is important 
and we’re doing that in many ways, helping them 
to maximise their income through support 
schemes with utility providers, access government 
grants, and undergo benefit checks to ensure 
they’re claiming all they are entitled to. 

Reflecting on the successes  
of a challenging year

When I joined the housing sector back in 1996, I remember a colleague 
saying to me ‘we’re about people and their housing – in that order’.  

It struck me as a sound philosophy and it is one that has shone through 
in everything Karbon has achieved over the past year.

As a significant anchor institution in the 
communities in which we work, we are also 
exploring the role we can play in the Government’s 
levelling up agenda. 

Over the next year, we will see our placemaking 
activity accelerate as the learning from pilot 
projects, like the one we’re carrying out in Stanley in 
Durham, shapes the work we do in other areas 
where we have a large concentration of homes, 
helping communities to thrive.

I look forward to the coming year with confidence.  
I am immensely proud of the way our teams have 
responded during what has been a demanding 
year and feel very fortunate to be surrounded by 
committed people, determined to do their best in 
the most challenging circumstances. All of this 
stands us in good stead for the future. 

Paul Fiddaman 
Chief Executive
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The UK’s housing crisis is one of the biggest challenges the country 
faces, and we’re committed to playing our part in tackling the crisis 

by growing the number of new homes that we own and manage and 
significantly investing in our existing homes.

Despite difficulties with the supply chain and 
labour shortages, as a result of the Covid-19 
pandemic and Brexit, we had a strong year 
delivering 463 new affordable homes in a variety 
of tenures, across an even wider geography.

Our build to rent numbers remained strong and 
included the completion of 25 new homes in 
Byker for Social Rent. And we’ve seen continued 
demand for affordable home ownership, with our 
Shared Ownership and Rent to Buy homes proving 
as popular as ever.

We’re highly ambitious in our development plans 
and aim to build 4,000 new homes across the 
North East and Yorkshire by 2028. We’re off to a 
great start with this, further boosted by achieving 
Strategic Partnership status with Homes England. 
This partnership has secured us £131.5m to support 
the delivery of 2,200 mixed tenure homes, just 
over half of our ambitious target, and at least 50% 
of these 2,200 units are either under way or in the 
pipeline.

We continuously look to improve our 
development programme to benefit customers 
and have developed new customer feedback 
mechanisms to help us shape our plans and 
processes and maintain the highest of service 
standards.

Engaging with local communities where we’re 
building new homes is also an important element 
of our development process, and we’ve continued 
exploring new ways to maximise engagement to 
better understand and respond to community 
concerns. 

Last year we trialled our first online consultation, 
which received positive feedback, and we’re 
looking at how best to combine this and in-person 
approaches for future consultations.

The net zero challenge continues to sit at the 
forefront of our development plans, from 
exploring more energy efficient building 
techniques and methods of construction, to 
prioritising renewable energy heating systems and 
reaching EPC A rating as standard. 

We completed 36 new homes in Greatham 
constructed using Insulated Concrete Formwork, 
which has the potential to save customers up to 
50% on their energy bills. And we started work on 
our first developments powered by renewable 
heat sources – 70 homes in Thorpe Willoughby 
and 20 homes in Pickering, all fitted with  
air source heat pumps.

Providing as many good 
quality homes as we can

Total new homes 
completed

463
Homes for 
Affordable Rent

230
Shared Ownership
and Rent to Buy Homes

164
Total investment in 
building new homes

£67.7m
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At our College Grange development in North 
Hylton we’re testing out new approaches through 
an environmental homes pilot. We’re trialling a 
range of environmental standards in four homes, 
evaluating the differences between homes built to 
2013 building regulations, 2021 building 
regulations, 2025 Future Homes Standard and net 
zero. 

We’re also investing heavily in bringing our existing 
homes towards net zero. Guided by a detailed 
sustainability matrix developed by our Asset 
Management Team, which shows us which homes 
need what type of investment, we’re on track to 
achieve EPC rating C in all our homes by 2030.

Through the Government’s Social Housing 
Decarbonisation Fund, we secured a grant of 
£1million to invest in energy saving measures for 91 
homes across Durham and Northumberland. By 
March 2023, in total we’ll have invested close to 
£2.5million in energy efficiency and retrofit 
projects. 

We were awarded Landlord of the Year 2021 by the 
Energy Efficiency Awards for our work to improve 
the efficiency of our homes and communities.

Continued investment in ensuring our existing 
homes meet the Decent Homes Standard remains 
a top priority and through our planned 
maintenance programme we’ve spent over £56m.

This includes many homes benefitting from 
interior upgrades and improvement works, such as 
kitchen and bathroom replacements and full 
electrical re-wires, and a £3.4m major programme 
of investment in external improvements to 364 
homes. The latter have benefitted from structural 
maintenance and upgrades, alongside 
improvements to roofing, fencing and boundary 
land.

We’ve also invested £11.6million in ensuring 
customers are as safe as they can be in their 
homes. This work is being led by our newly 
appointed Assistant Director of Building and 
Customer Safety, a post we’ve created in response 
to the Government’s new Building Safety Bill.

After years of being on the waiting list for a new 
bungalow, Christine and David McKenzie were 
over the moon to be offered a two-bed bungalow 
on our £6million development of affordable 
homes in the village of Greatham, near Hartlepool.

Christine said: “The bungalow is beautiful, we’re 
really happy here. It’s so spacious and I can’t wait for 
the summer to come so we can enjoy our 
gorgeous garden.  

“With nerve damage in my leg often leaving me 
unable to walk, I was starting to really struggle with 
managing the house. We needed to downsize to a 
home more suitable but I was having no luck when 
it came to finding a bungalow for rent. We were 
getting quite desperate.  

“When I spotted these from Karbon I was so 
excited, but I didn’t have much hope we’d be 
successful. When they called with an offer, I was 
absolutely over the moon.” 

Christine and David ‘over the moon’ 
with their new affordable bungalow

Number of new 
kitchens and 
bathrooms fitted 

494

Number of new 
roofs fitted

431

Number of boiler and 
heating system 
improvements 

778

Investment in ensuring our residents are 
safe and secure in their homes

£11.6m

Total amount invested in 
maintaining existing 
properties 

£56.2m
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We work hard to help build better lives for our customers and 
understand the importance of providing the best possible service to 

every customer, every time.

Delivering an excellent  
customer service

Number of repairs completed in 
response to customer needs 

94,430
Number of 
compliments 
received 

145

This is reflected in our customer satisfaction scores 
where we achieved a Net Promoter Score of +49.9 
for the year. The score indicates our customers’ 
overall satisfaction with Karbon and their 
willingness to recommend us to others. With 
scores ranging from -100 to +100, any score above 
0 is considered good and above 50 is excellent.

We also received a trust score of 8.6 (out of a 
maximum of 10), showing that our customers 
overwhelmingly trust Karbon as an organisation.

Working alongside the Institute of Customer 
Service (ICS), last summer we launched ‘Building 
Excellent Service Together’, a project looking at 
how we reach a higher level of excellence in our 
approach to internal and external customer 
experience.

This resulted is us being awarded the ICS 
ServiceMark accreditation. We’re one of five 
housing associations to have achieved this 
accreditation and the only one in the North East.

Byker Community Trust, which transferred into 
Karbon on 1 April 2021 under a transfer of 
engagement, also retained its Customer Service 
Excellence accreditation which commends the 
team’s commitment to delivering high quality 
housing and services.

We continued our work to ensure our customers’ 
voice is at the heart of everything we do. In the 
autumn we began refreshing the way that our 
customers get involved with our work.

We launched several new customer forums to 
improve the way we engage with customers living 
in different areas of our geography. And we set up 
placeshaping and environmental panels to help us 
understand how we can make our communities 
better places to live and our homes more 
environmentally friendly.

We also partnered with the Northern Housing 
Consortium on their award-winning Social 
Housing Tenants’ Climate Change Jury, an initiative 
designed to explore how social housing residents 
and providers can work together to tackle climate 
change in homes and communities. A number of 
Karbon customers took part as jurors, contributing 
to a final report with recommendations on how 
social landlords should address climate change.

Last year, thousands of customers benefitted from 
the wide range of additional services we provide.

Our Money Matters Team, who help customers 
maximise their income through money, debt and 
benefits advice, worked with 4,724 customers and 
generated over £4.5million of income gains. 

As the cost of living continues to rise, any support 
we can provide customers to help them save 
money is really important. We’ve continued our 
partnership with Northumbrian Water, helping 
customers get reductions on their water charges 
through the SupportPlus tariff, with discounts 
totalling close to £97,700.
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Mary, who lives in a Karbon bungalow in Pelton Fell, 
has ‘nothing but praise’ for our repairs and 
maintenance service, describing our colleagues 
who have visited her home as ‘going above and 
beyond’ to make sure work is done right and that 
she is happy.

She said: “To have a landlord genuinely wanting to 
help get problems sorted is amazing. I feel really 
valued as a customer.

“I’ve never had a bad experience and I’m so grateful 
that they make me feel comfortable and are 
respectful of my home.

“I have a few health issues and because of that my 
granddaughter Ashleigh is listed as a key contact. 
Karbon staff always let Ashleigh know what to 
expect from any work being done and they book it 
in at a time when she’s available to take me out, 
which I think is very caring. I really feel they put me 
and my needs first.”

Going ‘above and beyond’
to help customers

Our Supported Housing Delivery colleagues, who 
work with customers who have more complex 
needs including mental and physical health 
problems, addictions and learning disabilities, 
were recommissioned for two North Tyneside 
Council contracts. Working alongside other 
supported housing providers in the area, we’ll offer 
support to residents who are vulnerable, isolated 
and facing homelessness.

We’ve also continued developing our furniture and 
appliance rental service, Home Comforts, helping 
customers access affordable essentials so they can 
set up their home. This year, we’ve launched a 
more varied selection of affordable packages, 
tailored to customers’ needs, with all items 
replaced if not working, and free to return at any 
time.

Enhancing our digital customer experience is an 
important part of our ongoing strategic aim to 
deliver an excellent customer service and we’re 
looking to maximise our use of modern 
technology and digital channels to support this. To 
drive this change in the organisation, we recruited 
our first Digital Customer Experience Product Lead.

Just one example of how we’re enhancing the 
digital customer experience is the launch of ‘On 
Our Way’, a service based on customer insight and 
feedback. Customers told us they would benefit 
from a more accurate time of arrival when they had 
trade colleagues coming to their home for 
appointments, so we set up On Our Way. The 
technology sends a text message, alerting 
customers when our colleague expects to arrive at 
their home, and a map to track their journey – so 
they don’t need to wait in all day.

Customer satisfaction with 
the quality of their homes 

87.9%
Customer satisfaction with their 
neighbourhood as a place to live 

94.2%
Customer satisfaction with rent 
providing value for money 

91.8%
Net promoter Score (NPS)* 

+49.9

Average trust score 
(out of 10) 

8.6

*The Net Promoter Score calculates how likely customers are to recommend Karbon to others 
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We know that to achieve our mission of providing  
stronger foundations for life, it’s not just about the roof over a 

customer’s head but also about having a strong community in which 
they can thrive and fulfil their potential.

For the first time we’ve made a number of deeper, 
place-based interventions in areas where we have 
a large concentration of homes. In 
Northumberland, we launched our £80,000 
Haltwhistle Community Fund in April last year, to 
support community projects in Haltwhistle and its 
surrounding parishes.

Another area where we have a large number of 
homes is Stanley in Durham, where around 1 in 4 
residents live in a Karbon home. We began a 
long-term placeshaping project in the town, 
working closely with customers, stakeholders and 
community organisations to understand what we 
can do to develop opportunities for the economy 
of the town to grow, and to help Stanley residents 
live more prosperous lives.

Alongside this we’ve continued investing in 
community organisations and projects across the 
region that make a real difference to people’s lives 
and wellbeing. In the past 12 months our 
Community Investment Team has supported 70 
community initiatives of all shapes and sizes, 
through our community investment fund, totalling 
nearly £270,000.

We’ve concentrated our efforts on supporting 
organisations that are helping combat some of the 
biggest structural issues in the region, including 
growing rates of food poverty and an increase in 
people struggling with mental health issues, that 
we see day-to-day through our interactions with 
customers.

We’ve supported Feeding Families, an emergency 
food provision charity, with a £20,000 grant to 
fund food boxes for those in crisis. We’ve also 
partnered with If U Care Share, a charity that 
supports families affected by suicide, providing 
them with a £20,000 grant to run suicide 
awareness sessions in local schools.

Through our Unlocking Social Value programme 
we’ve been able to support our communities even 
further by unlocking £132,000 of social value 
commitments from our suppliers and contractors. 

These commitments have helped deliver a range 
of activities across our communities, including litter 
picks and community clean ups, and equipment 
and labour donations. A number of contractors 
and suppliers have also offered career starting 
placement opportunities exclusively to Karbon 
customers, working with our Foundations for Life 
Team to find suitable candidates.

Our Foundations for Life Team of employability 
and skills coaches and advisers, have helped 185 
customers during the year, including 100 who 
we’ve supported into employment and a further 71 
who have received training.

In the autumn, we successfully secured over 
£700,000 in funding from the UK Government’s 
Community Renewal Fund to launch, in 
partnership with other housing providers in the 
region, an ambitious employability project 
designed to help boost opportunities in the North 
of Tyne region. 

Shaping strong,  
sustainable places

Grants for community 
initiatives 

70
Investment in 
community projects 

£268,400
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One element of this was the launch of New Start,  
a paid placement initiative for people over 25.  
The programme has created 73 paid,  
five-month work placements in career start roles,  
is helping residents get the experience and 
qualifications they need to get on the career 
ladder and take it forward.

Other elements of the project include a 
Foundational Economy study in North Shields, 
Blyth and Byker, aimed at identifying the  
barriers to employability in those communities,  
and a feasibility study, to explore the idea of a 
shared placement model of employment for  
North East SMEs.

The work we’ve already undertaken to strengthen 
local communities is just the start but it illustrates 
how well-positioned we are as a place-based 
housing association to work alongside the 
Government, and other local partners, to help 
deliver on their levelling up agenda. Our work 
shows that by investing in both the physical fabric 
of local places and the social fabric of local 
communities, we can increase opportunity and 
prosperity for people living there.

Luke from Morpeth is one of five new starters at 
Belle & Herbs Farm in Wallsend, a company linked 
with Karbon’s New Start programme, which gives 
people over the age of 25 a chance of work.

“My family and I moved to Northumberland last 
year and finding work proved difficult. I applied for 
a lot of jobs but didn’t receive any replies. I 
eventually managed to find work as a cashier in 
Poundland but the role didn’t have career 
prospects.

“I found out about the New Start opportunities 
and I was instantly drawn to the job at Belle & 
Herbs. The process of applying went well and I 
found out that I had the job a day after the 
interview. The Recruitment Team were really 
accommodating and understanding. 

“I’m really pleased with the job and enjoy all of it. 
I’m grateful to have been given a chance.”

A New Start at Belle & Herbs Farm

People supported 
into training and 
employment 

171

Social value commitments 
unlocked from our suppliers 
and contractors 

£132,000

Paid placements created 
through the New Start 
programme 

73

In December we 
were named 
Large Company 
of the Year at the 
County Durham 
Together Awards 
2021.
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This year we refreshed our Stronger Foundations Strategy  
for 2021-2026. Created with input from colleagues and customers,  

the strategy outlines the direction and priorities for the organisation 
over the next four years.

We also worked with colleagues to develop  
‘Our Future Picture’, an innovation tool that 
captures what the future of Karbon will look like 
once we’ve delivered our strategy. ‘Our Future 
Picture’ helps colleagues to understand the 
bigger picture of Karbon and their individual role 
in helping us achieve our mission.

Achieving our organisational goals relies on 
colleagues having the right environment and a 
supportive culture. We track this through regular 
colleague surveys which encourage anonymous, 
honest feedback.

Our Employee Net Promoter Score (eNPS),  
which measures how likely employees are to 
recommend an organisation as a good place to 
work, sat at +27 for the year. eNPS is scored -100 
to +100 with +20 to +40 considered a very good 
or excellent score. 

Last year we complemented our regular overall 
employee surveys with area-specific spotlight 
surveys. We took a deeper dive into equality, 
diversity and inclusion, internal communications, 
and wellbeing, collecting more specific feedback 
and ideas, which we’ll incorporate into our future 
plans.

Colleague insight and feedback from the 
wellbeing survey has already proved valuable in 
helping us create beneficial and supportive 
wellbeing campaigns.

Our wellbeing index, which tracks colleagues’ 
physical and mental wellness, scored 7.5/10. 
Above 7 is seen as a positive score, and in 2021 we 
achieved the Silver level ‘Better Health at Work 
Award’. We’re currently working towards our Gold 
level assessment.

As part of our Karbon Ways of Working project 
(KWOW), we made significant investments in our 
workspaces.

Based on colleague insight, we made changes 
to our offices to reflect their wants and 

needs, supporting their desire for more 
collaborative spaces and more inspiring 

and welcoming environments.

We’ve also invested in new vans 
with better technology, to help 
our colleagues who are out and 
about stay in touch and engaged 
with what’s going on.

Create enablers of success
As an organisation, we are keen to embed sound 
environmental, social and governance practices in 
everything we do and last year we published our 
first ESG report, outlining our performance against 
the Sustainability Reporting Standard for Social 
Housing.

We’ve also set up a Response to Climate Change 
project group with colleagues across the 
organisation working together to directly address 
how we can reduce our carbon footprint. The 
group covers a variety of workstreams, from 
improving the energy efficiency of our homes and 
offices, to introducing new technology, such as 
electric vehicles, to help lower our carbon 
emissions. 

Through our cost sharing vehicle Karbon Solutions, 
we provide a number of high quality support 
services to smaller housing associations in the 
region, for a more competitive rate than they 
would get from a conventional supplier.

We saw Karbon Solutions continue to grow last 
year, extending its existing relationship with  
Castles and Coasts Housing Association, to  
include grounds maintenance and responsive and 
out-of-hours repairs, and forging a new 
partnership with Changing Lives.

Our Development Delivery Team also support 
smaller housing associations in the region, and last 
year helped deliver 281 new homes for Railway 
Housing Association, Hull Churches, Durham Aged 
Mineworkers’ Housing Association, and our 
subsidiary York Housing Association.

After successfully completing a business 
administration apprenticeship while working in our 
Customer Relationship Team, Jessica Connelly has 
gone on to secure a full-time role with us in our 
Homes Team.

She said: “Because I’m a full-time mum, I’d always 
found it difficult to find a job which offers a good 
work-life balance.

“As Karbon provides colleagues with support and a 
flexible approach to working, they’ve made a career 
change possible for me and my family.

“Taking the apprenticeship route was great and 
learning while earning really helped me develop 
both the skills and confidence I needed. The things 
I learnt about customer service at college have 
been so valuable and enabled me to succeed in 
the role.

Jessica’s apprenticeship 
leads to permanent role

“I’m excited to see what the future holds 
and working in a big organisation like 
Karbon, with so many avenues to explore, 
who knows where I could be heading?”
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As we look ahead to 2022-23, our focus is on delivering 
the key projects and initiatives that will help us achieve our 

Stronger Foundations strategy.

Priorities for the year ahead

This will be our first full year as a strategic partner 
with Homes England, which will help us to deliver 
on our aim to provide as many good quality homes 
as we can. To support our plan to deliver a total of 
4,000 new affordable homes before March 2028, 
the partnership will not only provide us with 
funding but also the flexibility and confidence we 
need to deliver our most ambitious programme of 
affordable homebuilding ever. 

We’ll soon begin work on our most extensive 
project to date at Seaham Garden Village. We’re a 
key partner, building 750 affordable homes, half 
the total number of homes on the site. Delivered 
over the next ten years, Seaham Garden Village 
will create a brand new community, underpinned 
by hidden minewater resources to provide 
sustainable heat and power.

Alongside our new homes development 
programme, we’ll continue increasing our 
investment in our existing homes in two important 
ways. Firstly, we’re delivering a series of building 
and customer safety improvements that move us 
beyond minimum regulatory requirements to 
ensure that our homes remain safe and secure, 
providing customers with reassurance and peace 
of mind. 

Secondly, we’ll be taking the next steps in rolling 
out our response to climate change, which 
includes working with local authority partners to 
deliver energy efficiency measures to hundreds of 
homes through Sustainable Warmth funding. This 
is an important step in improving the efficiency of 
our homes to reduce fuel poverty and the levels of 
emissions they emit.

To ensure we deliver an excellent customer 
experience, we’ll continue to improve how our 
customers can access services digitally, providing 
greater flexibility and convenience. We’ll also 
refresh how our customers get involved in shaping 
the way we work. This will include creating a new 
Group Customer Committee and rolling out more 
locally focused area forums, to ensure that 
customers have an even greater voice in how we 
operate and in shaping our services.

We’ll also be embarking on a renewed and 
distinctive approach to shaping strong, sustainable 
places for our customers, based on the learning 
from the placemaking pilot project we carried out 
in Stanley. Our approach to placemaking will 
explore how we can work with residents, the wider 
community and partners to identify how the 
places where we have homes can ‘level up’ and 
provide greater opportunities for the people who 
live and work there.

A big part of achieving all our strategic aims is 
continually exploring how we can build our 
strength, capacity and capabilities as an 
organisation. We’ll continue to work with other 
organisations and landlords to extend our services 
into new areas and, where appropriate, explore 
whether more formal partnership arrangements 
would provide efficiencies and improvements.

Throughout all this, we’ll ensure that we remain 
aligned and, where possible, one step ahead of 
the changing regulatory environment, which will 
see greater scrutiny on the housing sector at a time 
when the economic landscape for our customers 
and ourselves promises to be extremely 
challenging.
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