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  It’s hard to remember a period with so much 
turmoil, doubt and upheaval affecting the world 
in which we work. In times like these, solid 
partnerships bring reassurance and help to keep 
everyone focused on why we exist, what we stand 
for and what we’re aiming to do.
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STRATEGIC PARTNERSHIP

Our close relationships with local 

authorities, and with Homes 

England as one of the first wave of 

eight Strategic Partners are 

absolutely crucial in enabling us to 

keep on achieving the group’s 

mission to provide housing and 

care that improve opportunities for 

people.

Becoming a Strategic Partner has 

boosted our completions from 

around 350 new homes each year 

to more than 600, and 2018/19  

saw us hit a record 694 starts on 

site. Secure funding over four years 

and the flexibility to match the mix 

of properties for rent, shared 

ownership and sale to suit local 

demand and market conditions 

has allowed us to become a more 

ambitious developer. But even 

more importantly it’s changed the 

way we work – taking a land-led 

approach to buying sites and 

building bigger schemes, while 

maintaining our commitment to 

delivering three further Extra Care 

schemes and smaller, less viable 

rural projects.

Whatever the future may hold for 

the economy and housing market, 

we’re confident in our ability to 

share risks and keep growing.  

This conviction is backed up by  

our A+/stable outlook credit rating 

and our bid for part of the  

£1 billion in Government support 

for home building outside London  

from 2022-27.

Uncertainty and risks are all around us  
like never before, but our work carries  
on. We’re here and in business for the  
long run.

CREATING 
OPPORTUNITIES

£103.8m
TURNOVER

CHAN KATARIA - OBE 
 GROUP CHIEF EXECUTIVE
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One hundred years on 
from the start of  
social housing, Britain 
needs affordable 
homes, quality care 
and high-impact 
community investment 
more than ever.

PEOPLE WITH PURPOSE

We’re proud of our role in tackling 

homelessness – raising awareness 

with local and national politicians, 

taking part in sponsored sleep 

outs and developing an exciting 

Housing First pilot with Leicester 

City Council. 

Promoting more women to 

executive and board roles is another 

key focus, alongside work to 

strengthen resident scrutiny and 

be in the vanguard of the National 

Housing Federation’s Together 

with Tenants initiative. This restates 

the importance of listening to 

customers and the value of true 

co-regulation.

The group’s care & support service 

goes from strength to strength 

and feedback from our close 

partners confirms that we’re 

becoming more recognised for 

our creativity and innovation. 

Board-level involvement in the 

Chartered Institute of Housing 

helps to give us a stronger national 

profile and direct influence over 

policy and leadership. And via the 

Local Government Association, 

we’re spreading the message that 

bold, imaginative joint working 

really adds value to communities.

WORKING SMARTER

We’re already a top-50 builder  

and top-50 landlord, but over the 

next two years, we will intensify 

our efforts to modernise and 

transform the way we work to 

match what customers need and 

rightly expect. It’s partly about 

investing in better IT systems  

to support agile, flexible and 

mobile working, but culture and 

behaviours are even more crucial. 

So the steps we’ve taken to 

measure how our people’s 

individual values and  

motivations match those of the 

group are the bedrock for greater 

productivity and efficiency.

With four other housing 

associations from the 

PlaceShapers network, we’ve 

enjoyed and benefitted from 

being part of a governance  

peer review group.  

This allows us to share and 

compare practice, and act as  

a collective critical friend to 

challenge the way our boards 

drive the business.

PROFESSOR DAVID RUSSELL
GROUP BOARD CHAIR

 20,000
HOMES OWNED AND MANAGED  
ACROSS THE EAST MIDLANDS

 1,100 STAFF
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DIRECT IMPACT

Partnerships with Blaby and 

Erewash Councils to lease 

properties for temporary 

accommodation have dramatically 

improved the quality of homes 

and support available to people 

accepted as statutorily homeless. 

A secure, self-contained home 

near to amenities and sources of 

support beats an out-of-town 

hotel or B&B every time. We’re 

now negotiating a scheme with 40 

homes to help people with 

recurring experience of 

homelessness to move on from 

hospital care.

With Leicester City Council, we’ve 

developed a ‘Housing First’ pilot 

project to provide 41 homes to 

help people previously sleeping 

rough, and have also bought a 

block of flats from a private 

landlord. With more than 6,000 

households on the city’s waiting 

list, these initiatives won’t solve 

the housing shortage but at least 

make a difference at the sharp 

end of local need.

We donated the money staff 

raised from the sponsored sleep-

out in Erewash to help our local 

charity partners the Canaan Trust 

refurbish rooms in their 

emergency accommodation for 

homeless people.

TACKLING 
HOMELESSNESS

Homelessness is neither inevitable nor acceptable, and it requires serious, 
strategic effort to solve the problem, not short-term sticking plaster solutions. 
There’s a golden thread and culture that runs right through our group and local 
partnerships to do whatever’s needed to make rough sleeping history and ensure 
that the ways we think and work don’t add to the problem.

CHRIS ASHTON
EXECUTIVE DIRECTOR – HOUSING

It’s a national disgrace 
that so many people 
find themselves with 
no choice but to sleep 
on the streets.  
We’re determined to 
do something about it.
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CLEAR RESULTS

By targeting our time and 

resources onto the people we can 

help most, we’ve achieved some 

impressive gains, such as 

securing over £4 million in extra 

benefits and other income for 

residents over the past five years 

via our Financial Inclusion Team. 

Greatly improved joint working 

with DWP and Job Centre Plus 

means we’re better able to 

support the more than 2500 

residents now receiving Universal 

Credit, and help people with 

training and employment. From a 

work-shadowing project with DWP, 

we actually recruited three staff 

into our Income Team.

Above all, we want people’s 

tenancies to succeed, and we 

stand by residents to help make 

this happen. This includes greater 

use of non-legal sanctions and 

injunctions for anti-social 

behaviour, so that eviction is an 

absolute last resort.

Collaboration is vital – in 

Leicestershire we’re part of a 

countywide initiative to provide 

rapid rehousing pathways to  

blend accommodation, advice 

and personal support.  

Our partners include Action 

Homeless, The Canaan Trust  

and One Roof.

INTELLIGENT INSIGHT

We’re supporting the National 

Housing Federation’s Hacking 

Homelessness project, which 

focuses on making better, data-

driven decisions to prevent 

evictions.  

We also use the psychologically-

informed environments approach 

to understand the life events and 

trauma that so often lie behind 

people becoming homeless.  

This increases our chances of 

engaging with customers to break 

the cycle of difficulty and 

responds to the Government’s 

Green Paper challenge to remove 

the stigma from social housing.

SUSTAINABLE TENANCIES

The shift towards Housing First 

makes sustainable lives, homes 

and tenancies more important 

than ever. Our Business Plan 

commits us to both help prevent 

homelessness and proactively 

address the impact of welfare 

reforms. These top-level aims 

feed down into everyday 

decisions about who we house 

and the kinds of extra support we 

and our partners can offer to help 

people sustain their tenancies.

We do this through a detailed 

sustainability assessment toolkit, 

an in-house Financial Inclusion 

Team and a network of 

partnerships with local money 

advice agencies, specialist 

services and the Department of 

Work and Pensions (DWP). 

Together, these give previously 

homeless people the best chance 

of sustaining their tenancy.

COMMUNITY SERVICES GROUP MANAGER  
BLABY DISTRICT COUNCIL

emh homes are my ‘go-to’ when I need something, have a problem,  
or want to try something different – and they have never let me down.  
They’re dependable, trustworthy and my partner of choice.
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Home building is all about partnerships. Homes England and private 
lenders provide the money, land purchases enable development and 
local authorities are the foundation of our work, with trusted 
contractors and consultants to turn plans into reality. We can’t build 
the homes the region needs on our own; we have to look outward.

A STEP-CHANGE

We’ve hit the ground running in our 

first full year as a Homes England 

Strategic Partner – drawing down 

£12.5 million of grant against a 

target of £5.1 million. And with the 

three other housing association 

members of the Quantum 

Consortium, we’ve committed a 

further £11.5 million of public 

funding – beating the target by 30 

per cent. All this has seen us move 

up to number 35 in the Inside 

Housing list of top 50 developers.

Design and build deals and Section 

106 agreements with developers 

remain important elements of  

our development strategy, but 

direct acquisition of brownfield 

and greenfield sites now make up 

a third of our programme.  

We can’t always offer the highest 

price, but our strong relationships 

with local councils and reputation 

for delivery mean that many 

owners prefer to sell to us as a 

social business with a long-term 

stake and presence in 

communities.
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CHRIS JONES
EXECUTIVE DIRECTOR - DEVELOPMENT

We build homes, communities 
and customer experiences 
we’re proud of. Local 
authorities choose to work with 
us because we build what’s 
right for each area and do what 
we say we’ll do.

BUILDING HOMES

245%
TAKE-UP OF HOMES  
ENGLAND GRANT



Working in partnership with 
other specialists has helped 
rural housing delivery double 
over the last 4 years.

RICHARD MUGGLESTONE
MANAGING DIRECTOR –  
MIDLANDS RURAL HOUSING

400 

NEW HOMES 
COMPLETED 
2018/19

SHAPING PLACES

emh group offers the complete 

mix of homes, care and local 

investment to create sustainable 

neighbourhoods and have a 

lasting placeshaping impact. 

From Extra Care to shared 

ownership, social and affordable 

rent, market sale and rent-to-buy, 

we deliver mixed communities 

where people are happy to live, 

learn, work and stay.

Harnessing the best of modern 

technology and construction 

methods is an important part of 

our approach. For the new Extra 

Care development in Ashby-de-

la-Zouch, we used building 

information modelling to create a 

complete virtual reality scheme. 

This enabled us to make better 

design decisions right down to 

the tiniest detail, and will drive our 

sales and lettings campaign.

With manufacturers and other 

housing providers, we’re busy 

researching the best factory-built 

and modular home systems.

HOMES FOR RURAL AREAS

Group members Midlands Rural 

Housing has continued to work with 

local partners and communities to 

create sustainable, affordable 

homes to help villages survive and 

thrive.

Last year, this saw 30 new homes 

built in eight areas across 

Northamptonshire, Leicestershire, 

Warwickshire and the Peak District. 

The 14-home development at 

Wootton Wawen in Warwickshire 

was awarded Best Green Scheme 

at the 24housing awards. Driven 

by the local community and its 

Neighbourhood Plan, the 

bungalows and houses are the 

Midlands’ first rural PassivHaus 

properties; designed and built to 

drastically cut bills and limit their 

impact on the environment.

Midlands Rural is a key voice in 

regional and national debates 

about rural home building, 

community-led housing, carbon 

reduction, housing  

management and partnerships. 

We’re seeing communities 

become much more receptive  

to the benefits of small,  

locally-delivered developments.  

It can take a lot of time and  

effort to build support, but the 

impact of five or six new, 

affordable homes makes a huge 

difference to a village. We’re also 

continuing to promote the 

National Housing Federation’s 

Rural 5-star plan, which 

emphasises the wider economic 

and community benefits of rural 

home building.

30 
NEW RURAL 
HOMES BUILT IN 
2018/19
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FREEDOM, CHOICE AND CONTROL

The all-inclusive, person-centred 

service for residents at our new 

Extra Care development under 

construction in Ashby-de-la-

Zouch will give much greater 

choice and control, and be the 

template for future schemes and 

provision. The 65 homes  

include 15 for shared ownership; 

opening up this sort of service  

to existing owners who prefer to 

keep their capital invested in 

property, rather than renting in 

later life. For a flat monthly rate, 

customers get 24-hour on-site 

wellbeing support, with the 

freedom and help to retain an 

existing care provider or purchase 

from any other.

Growth over the past year 

includes emergency response 

and care to the occupiers of 385 

homes owned by Midland Heart 

Housing Group in Northampton, 

and direct acquisition of a 

45-apartment scheme in 

Kettering, which will be open to 

both older people and younger 

residents with learning or physical 

disabilities. Both projects help 

people to retain their 

independence and contribute 

actively to the local community.

We’re turning the traditional model 

of care and support on its head to 

increasingly focus on people’s 

talents and energies rather than 

any limitations. In partnership with 

Staveley Town Council, we’ve 

enabled volunteer residents to 

open a new community café 

which provides meals and 

groceries for older people and 

low-income households. This and 

other opportunities like litter 

clean-ups, community gardening, 

fundraising and work at Peak Rail 

Heritage in Matlock have seen 

people’s confidence and social 

connections soar.

JOANNA GRAINGER 
EXECUTIVE DIRECTOR – CARE AND SUPPORT

Despite the uncertainty and downturn in new building generated by 
previous Government reviews of funding for supported housing,  
our partnerships have enabled us to continue developing best-in-class 
Extra Care schemes and refine the package of support available to 
residents and their families.

CARE AND 
SUPPORT

We’ve developed an exciting 
and truly integrated model of 
housing and care that we’re 
convinced offers people better 
outcomes with long-term cost 
savings to commissioning 
authorities.
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13/13 
REGISTERED CARE SERVICES  
RATED AS GOOD BY THE CARE  
QUALITY COMMISSION

Through the Midlands Housing 

Learning and Improvement 

Network (LIN), we’re extending our 

reputation and helping Health and 

Social Care authorities to get a 

much clearer picture of how 

housing associations can support 

their work. For 2019/20, this 

includes a winter planning 

campaign to relieve pressure on 

hospital beds.

We continue to promote personal 

care as a positive career choice, 

by tackling negative perceptions 

and misinformation about the 

rewards, responsibilities and 

working conditions. Right across 

our 600-plus team, we have 

outstanding individuals bursting 

with ideas and changing people’s 

lives for the better every day.

ALL GOOD

Our entire care and support 

service is now rated ‘Good’ by the 

Care Quality Commission, and 

we’re working closely with 

customers to turn this into 

‘Outstanding’ as quickly as 

possible. A group of 16 people 

with learning disabilities has been 

doing service improvement visits 

to different schemes, to meet 

other residents and pinpoint 

areas where we can do better. 

This direct input from service 

users is invaluable in challenging 

established practice and keeping 

up to date with changing 

expectations and ambitions.

BALANCED COMMUNITIES

We’re excited about the potential 

new developments create to offer 

multi-generation living – mixing 

older and younger residents 

together to achieve more diverse 

and lively communities. It’s an 

approach we’re keen to push as far 

as we can – focusing on the fact 

that it’s not someone’s age that 

matters so much as their needs, 

abilities and interests.

This flexibility is matched by our 

new Care and Support office in 

Chesterfield, which does away 

with conventional rooms and fixed 

locations in favour of shared 

spaces, huddle zones and hot 

desks to enable more efficient, 

agile working.

MARK EVANS
TOWN CLERK AND FINANCIAL OFFICER, 
STAVELEY TOWN COUNCIL

The Speedwell Eatwell Community Café provides high-value,  
low-cost meals. The numbers of people attending have remained 
high and the contribution from emh care & support has been  
central to driving successful outcomes.

76.8% 
OF EMH CARE & SUPPORT 
SERVICE USERS WOULD 
RECOMMEND US
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FAIRNESS  
AND RESPECT

TAKING ACTION

We’ve updated the group’s 

strategy for diversity and inclusion 

so that we do more to drive 

change, break down barriers and 

create opportunities for people. 

We want to embed fairness and 

respect even deeper into 

everything we do, to be 

accountable for our actions and 

make it clear that doing nothing in 

the face of discrimination and 

abuse is not an option.

RESPECTING PEOPLE FOR  
WHO THEY ARE

To make an impact on inequalities 

like differences in pay between 

men and women or people from 

different ethnic groups, or how 

people gain access to homes and 

jobs, we have to have hard 

information to assess the problem 

and measure success. So we’ve 

put systems in place to gather 

fuller and more accurate data 

about the personal characteristics 

of our staff and customers, and 

work hard to create an 

atmosphere in which people feel 

safe to share these details.

This data-driven approach applies 

equally to our staff, governance, 

partnerships and customers, to help 

us understand individuals and 

communities and act to promote 

fairness and inclusion.

In such difficult and  
divided times, we’re 
determined to be a force  
for good.

With politics and public life becoming so fractured and often poisonous, 
we have a moral duty to act on our values and stand up for what’s right. 
Diversity is one of our core business principles, which alongside  
like-minded partners we want to celebrate and make real through 
positive, practical outcomes.

JOANNE TILLEY 
EXECUTIVE DIRECTOR –  
CORPORATE SERVICES
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WOMEN ON BOARDS

We’re proud of our initiative to 

encourage and support  

more women to apply for 

positions on housing association 

boards. Research showed that 

women were commonly 

disadvantaged by narrow person 

specifications and language and 

imagery that deterred them.  

By changing all this within our 

group, and giving applicants  

time with successful executive 

and director role models,  

half of the members on our  

main and core subsidiary boards 

are now women.

Leadership on all aspects of 

diversity comes from a dedicated 

Board Champion, Patricia 

McCabe, who also chairs the 

Remuneration and Governance 

Committee. So these principles 

are firmly implanted at the  

top level.

PARTNERS AND EVENTS

emh managers play an active part 

in the Housing Diversity Network 

(including mentor support for staff 

from ethnic minorities), National 

Housing Federation conferences, 

awards and media campaigns to 

promote equality and inclusion. 

We were delighted to support this 

year’s Leicester Pride city centre 

parade and Lesbian, Gay, Bisexual 

and Transgender festival. 

To engage our staff and 

volunteers in ways to promote 

greater diversity and fairness in 

the workplace, we appointed 

Business in the Community to 

independently facilitate special 

focus groups.

FUTURE-FIT

In the coming years and decades, 

we expect conflicts, climate 

change and instability to 

dramatically change the profile of 

the communities we serve.  

To be a truly diverse organisation 

that keeps pace with these 

changes, we need to focus on 

individuals and blend sources of 

intelligence to guide our use of 

resources. By combining data 

sets, we can pinpoint hot spots of 

deprivation, social isolation or 

lower satisfaction and take action 

before problems become 

unmanageable.

As an employer, we want to 

reduce unconscious bias and 

make opportunities available  

to everyone, through a strong  

mix of culture, coaching and 

positive action. 

50%
WOMEN BOARD MEMBERS 
ON EMH GROUP AND  
MAIN SUBSIDIARY BOARDS

70%
STAFF SATISFACTION

NIKKI CHAWDA
DIRECTOR OF HOUSING 
AND NEIGHBOURHOODS

Fairness, diversity and 
respect are the triple keys 
to making emh group a 
great place to work. 
Inclusion is not a project 
or a brand, it’s part of our 
organisation’s DNA. It’s 
what good people do.
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WORKING 
TOGETHER

A CHARTER FOR LISTENING

The lessons learnt from the tragic 

Grenfell fire focused on the way 

organisations listen to and engage 

with their communities. We have 

reviewed our approach along with 

our involved residents. We are 

highly committed to empowering 

our residents and volunteers to 

become early adopters of the NHF 

Together with Tenants four-point 

plan and charter. We are held to 

account by a TPAS accredited 

residents scrutiny framework and 

continue to be open to challenge 

and change. This year we were 

proud to be shortlisted for two 

TPAS awards, Outstanding Tenant 

Engagement (Large Landlord)  

and Excellence in Engagement in 

Support and Care. Roy Swann, one 

of our involved residents, was also 

shortlisted for the The Cliff Whitely 

Tenant of the Year Award.

ASKING THE RIGHT QUESTIONS

We need to truly understand both 

people and places in order to 

serve them properly. This means 

constantly asking the right 

questions in the right ways, so 

that we can build up the fullest 

picture possible of who our 

customers are what they need  

as individuals. This then informs 

discussions about how we  

can best meet people’s 

aspirations and which other 

agencies and partners can help or 

do it even better. 

In the end, it all comes down to 

communication – proving that 

we’re approachable, sensitive and 

responsive to what residents tell 

us. And when people take the time 

to share their ideas and views,  

we have to go back and show 

them what difference it’s made.  

We must not wait for people to ask 

“So what happened?” – we have to 

show what we’ve done, why, 

where, when and how.

Our relationships with residents and customers represent the most 
important partnerships of all – they are our purpose. So we’re proud to 
have signed up alongside more than 130 other housing providers as 
early adopters of Together with Tenants.

We need to understand 
the communities we 
build and serve, how 
our work makes an 
impact and how we can 
bring more value.

KATHRYN EYRE 
HEAD OF QUALITY & STANDARDS
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ADRIAN CHEETHAM
DIRECTOR OF PROPERTY SERVICES

MODERN INVOLVEMENT

People’s lives become ever busier 

and more crammed, so traditional 

involvement based on groups, 

structures and meetings now  

only suits a small slice of our 

customer base. These methods 

still have their place, and the  

four Service Improvement Groups 

(covering property services, 

housing & neighbourhoods, 

customer services and 

engagement & communications) 

continue to provide valuable, 

vocal and robust challenge to  

the way we work. And our  

Scrutiny Panel does excellent 

work to hold the group to account 

– for example, with a recent review 

of fire safety with support from 

Derbyshire Fire and Rescue 

Service.

But an increasing proportion of 

residents want influence that’s 

more direct, interactive and 

instant. To respond to this, we 

have a growing number of Tenant 

Champions who take a special 

interest in particular service 

areas, plus regular online panels 

and reading groups to put all  

our policies and publications to 

the test. This input helps us  

make sure material gives people 

what they need and is easily 

understood and accessible to 

everyone. Our updated co-

regulation strategy also puts 

more emphasis on local fun days 

and other on-the-spot contacts 

and conversations to hear how 

residents feel.

Gail Puttock joined the emh group 

board in 2019. Living in an emh 

group home Gail has invaluable 

first-hand knowledge of what it’s 

like to be one of our customers. 

She brings professional expertise 

in HR and employment law into 

the boardroom and worked as a 

parish councillor for two years, 

helping to improve services in the 

local community.

99.8%
OF HOMES WITH UP-TO-DATE 
GAS SAFETY CHECK

We want residents’ scrutiny and involvement to 
have real teeth, and we’re excited to be shaping the 
new Together with Tenants framework.

GAIL PUTTOCK 
RESIDENT AND GROUP BOARD MEMBER

We were delighted to win 
the 2019 East Midlands 
Energy Efficiency Award 
for our commitment to 
replace outdated storage 
heaters with air source 
heat pumps in properties 
without a gas supply.

94%
RESIDENT SATISFACTION 
WITH RESPONSIVE 
REPAIRS
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TRANSFORMING 
OUR BUSINESS

INGREDIENTS OF CHANGE

Culture and digital working are the 

two main aspects of how we’re 

seeking to transform our business 

and create one emh, with engaged 

staff able to deliver excellent 

levels of service and satisfaction. 

Many housing providers on this 

journey have found that culture is 

an elusive thing that’s difficult to 

influence, and it’s harder than  

they expected to achieve the switch 

to digital self-service. But through 

our one emh transformation 

programme, we’re determined and 

on track to do both.

Traditional attitudes and methods are no longer fit for purpose in a 
diverse, fast-changing and more connected world, where people have 
high expectations. To survive in the current business environment  
and thrive in the future, we need to radically modernise our systems, 
services and communication.

We’ve changed the  
way we think –  
to improve the ways we 
work and fulfil our 
purpose.
JOANNE TILLEY 
EXECUTIVE DIRECTOR –  
CORPORATE SERVICES

VALUES AND CULTURE

To pin down exactly what we mean 

by culture and how it can help us 

do more and better, we use the 

Barrett Seven Levels of 

Consciousness model. This 

explores people’s personal values 

and how these align with our 

group values to motivate staff for 

careers in housing and care.  

The approach has revolutionised 

the way we think about challenges 

and opportunities; with the 

Customer Service and 

Development teams leading the 

way through pilot projects. 

The Barrett tool identifies sources 

of positive energy that can help  

us to jump to better performance 

and satisfaction, as well as any 

pockets of entropy; waste and 

inefficiencies that hold us back. 

Too often, the world of work is driven 

by fear and survival, but this model 

has lifted our sights to focus on 

what we really want to achieve and 

how to unlock all of our skills and 

other resources. 

Eight colleagues were trained and 

qualified as Barrett model 

practitioners so we can spread its 

impact across the whole group. 
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To acknowledge and celebrate 

people who really put our values into 

practice, we hold the annual  

I DO ACE staff awards. Now in their 

fourth year, the awards are named 

after our six values: Integrity, 

Diversity, Openness, 

Accountability, Clarity and 

Excellence. The awards recognise 

a wide range of achievements, 

and this year the top award went 

to Martin Fenlon and Shane 

Percival for their outstanding 

respect and the care shown for a 

vulnerable service user.

In May this year, we held our first 

ever conference devoted entirely 

to trade operatives, with more 

than 95 per cent of our workforce 

able to attend and take part.  

This event brought the big picture 

about emh group’s vision and 

transformation to bear on the day-

to-day challenge for colleagues at 

the frontline of our service to 

residents. Working closely with 

Unite, we’ve also brought all our 

200-plus operatives onto 

common employment terms and 

conditions.

AGILE AND FLEXIBLE

Culture is the bedrock of successful 

transformation, but staff must 

also have the right tools and 

systems to do their jobs, and the 

ability to work anywhere, anytime. 

This is the guiding principle 

behind our £4 million investment 

in a new generation of  

technology to collect, store and 

interpret data and drive every  

part of our service. It’s a critical 

part of attracting, empowering 

and developing younger people 

to work at emh group, who we  

can build into tomorrow’s leaders.

APPRENTICESHIPS PAY BACK

Our business plan sets an 

objective of emh group creating a 

total of 250 apprenticeships by 

2023, and with 96 currently 

working across the group, we’re 

well on target to achieve this. 

We’ve expanded and enhanced 

the apprenticeship programme to 

make full use of the Government’s 

Levy and tie in with our strategy 

for talent management. 

Eighty-four apprentices are 

currently on levy-funded courses; 

we pay around £10,400 into the 

scheme each month, which 

supports £12,000 per month for 

our partners to provide 

apprenticeship training. Few other 

investments can match this rate 

of return, and we get to keep the 

change as people learn, earn and 

develop. 

Apprenticeships to encourage 

more women to work in building 

and construction trades have 

proved especially popular and 

effective. One of our 

Electrotechnical apprentices, 

Karen Penman, was a finalist in 

the Regional Apprenticeship 

Awards and Highly Commended 

in the Leicestershire Chamber of 

Commerce Apprenticeship 

Awards 2018.

This success has inspired us to 

create a Women in Construction 

group, with three female 

apprentices in promoting career 

and learning opportunities 

through social media and events 

at local schools and colleges. 

Almost 15 per cent of our 

Property Services workforce 

joined the group as  

apprentices, with the benefits 

rippling out to encourage  

their family members to follow  

the same path.

Culture is the bedrock of 
successful transformation…
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FIT FOR 
COMMUNITIES

By extending our sources of loan finance, investing carefully and 
keeping tight control of costs, we’ve been able to strengthen the 
group’s financial position. This is reflected in us retaining an  
A+ with stable outlook credit rating, while other providers have  
been downgraded. 

MONEY FOR NEW AND  
EXISTING HOMES

Taking advantage of favourable 

market conditions over the past 

year, we secured £100 million  

in two tranches from the Pension 

Insurance Corporation, and put 

our faith in the sector borrowing 

vehicle MORhomes to obtain a 

further £37.5 million. We hope  

this represents a new era of 

funding, in which we can build 

close, ongoing relationships with 

lenders to support our future 

plans.

The group’s strong building 

programme saw both turnover and 

operating surplus increase,  

despite the ongoing effects of the 

Government’s compulsory one 

per cent rent cuts. 

In 2018/19 we spent around  

£60 million on new development, 

plus almost £25 million on repairs, 

maintenance and improvements 

– concentrating especially on fire 

and electrical safety.

As well as dramatically upping the 

numbers of new homes we build, 

the benefits of being a Homes 

England Strategic Partner also 

include a much stronger and more 

certain cashflow. Receiving grant 

earlier in the development 

process and being free to alter 

tenures to suit local needs means 

we can acquire land more easily 

and make our whole development 

programme far more resilient. 

With 70 emh homes set to be sold 

through the Voluntary Right to 

Buy, the supply of new affordable 

housing has become even  

more important.

ANDREW KILBY 
EXECUTIVE DIRECTOR – FINANCE

We’ve raised £137.5 
million of private 
funding at historically 
low, fixed rates, which 
will pay for the bulk of 
our new building 
programme over the 
next five years.
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SUSTAINABLE HOMES

To respond to the steadily rising 

numbers and proportion of older 

people in the population, we’ve 

looked hard at the group’s 32 

sheltered housing schemes to 

check they can continue to offer 

what residents want. This review 

has highlighted the need for 

further physical changes to 

improve accessibility and 

investment in wi-fi and assistive 

technology to offer a built-in 

menu of smart systems that can 

adapt to people’s changing 

needs.

Sustainability is also about the 

soft fabric of housing – we’ve 

developed a particularly popular 

mix of skills and activities for older 

Asian residents, including English 

lessons, digital training and Tai 

Chi. We’ve also established some 

positive inter-generational 

projects to connect students with 

older residents.

NEW WAYS OF WORKING

To enable greater self-service for 

customers and better use of staff 

time, we’ve fundamentally 

reviewed our digital strategy and 

put money into more advanced, 

cloud-based IT systems and 

automation using Microsoft Office 

365. With an expanded team to 

support roll-out and training, we’re 

now developing truly flexible and 

mobile working, with the new Care 

& Support office in Chesterfield our 

testbed and template for modern 

practice.

A project to review avoidable phone 

calls has also yielded results.  

We studied the reasons behind 

customers needing to make 

repeat calls, which has helped us 

to cut the number of unnecessary 

contacts by 11 per cent.  

System-generated text messages 

to confirm and follow up repairs 

appointments have had a particular 

impact. This sort of change sits 

alongside work to map customer 

journeys and improve business 

processes – identifying which tasks 

can be fully or partially automated, 

and those where the human touch 

will always be critical. 

More than a third of customers 

have now registered to use our 

online services portal, with 

increasing numbers trying the 

mobile app. But carefully-targeted 

local presence remains important 

– evidenced by the jump in 

satisfaction generated by the new 

Support and Information Centre in 

Ilkeston, which has brought our 

service into the heart of the 

community.

 

EFFICIENCY ON TRACK

At 31 March 2019, we were just 

£300,000 away from our four-year 

target to save £4.7 million in 

operating costs by 2020. We 

made particular gains by procuring 

groupwide insurance cover, which 

has reduced annual premiums by 

around £400,000.

It’s a pleasure to work with such a knowledgeable and 
pragmatic team. Right from the start, emh group impressed 
us with its long-term view and strategic approach to 
providing much-needed social housing.

MARNO JOOSTE 
DEBT ORIGINATION MANAGER, PENSION INSURANCE CORPORATION

218 new heating systems
327 new boilers
408 new kitchens
22 new bathrooms
228 homes with new doors 
147 roofs
760 aids and adaptations
2,504 homes 
decorated (outside)
521 fire risk assessments
5,995 electrical tests 

£24m  
 SPENT ON:

£2,614 
AVERAGE SPEND PER HOME
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