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Foreword from 
our Chair

At NCHA we’ve been committed to providing more homes, 
great services and better lives for our customers for nearly 50 
years. Over this time we’ve developed over 10,000 homes, 
and since 1996 we’ve also provided additional care and 
support services for vulnerable adults to live independently 
in the community.  We have a diverse service offer, which 
includes affordable homes for rent and for sale, services for 
older people, supported living for people with disabilities 
and emergency temporary accommodation to assist those 
experiencing homelessness or surviving domestic abuse. As a 
result, we play an essential role in our communities. 

Our customers are more likely to experience some form of 
disadvantage, and while providing a roof over their heads 
meets the most fundamental human needs for shelter, warmth 
and safety, we have a real opportunity to empower people 
to create a brighter future through our housing, support and 
property management services.

In order to meet our vision of more homes, great services and 
better lives we must understand the impact that investment 
and service delivery decisions have on our customers and 
colleagues. That’s where our Social Impact Strategy comes in.

With the ability to make sound, evidence-informed decisions 
about future investment, we can embed a Social Impact 
Strategy which has a meaningful effect on improving people’s 
quality of life and wellbeing.

Claire Winfield (Chair) 



Social Impact Strategy

Our big social 
impact challenges

Our guiding principles
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The purpose of our work is to improve lives and communities, and we do this 
through the delivery of new homes, improving and maintaining our existing 
homes, delivering enhanced community and housing management services and 
providing focused care and support services for people with additional needs.   

We’re a key employer in the region with over 1100 colleagues, and we want to continue to 
attract and retain colleagues who share our values and social purpose.  

Our reputation as a respected, ethical organisation that delivers for people and communities 
makes us an attractive proposition for investors looking for more than just a financial return.

However, there are a number of challenges which impact on the social value we can generate 
for everyone in our communities and which undermine our social impact potential.

• Viability of new housing developments, undermined by construction   
 and land prices and land availability.

• Good quality homes undermined by the challenge and costs of    
 attracting employees, contractors and suppliers to the repairs and   
 maintenance sector.

• Financial viability and the quality of service delivery for our social care   
 services driven by acute pressures in the social care market, including   
 inadequate local authority funding support for social care contracts 
 and  significant challenges in recruiting and retaining our 
 social care workforce.

For our customers, the principal wellbeing challenges are:
• Financial resilience 

• Recovery from homelessness and/ or tenancy sustainment

• Access to appropriate social care.

Evidence based 

We’ll measure the wellbeing 

impact of our work to drive 

our investment and service 

delivery decisions. 

Responsibility 

We’re serious about influencing 

positive social impact in our 

communities, and because of this 

we’ll make sure social impact is 

considered as part of every strategic 

decision. We’ll find opportunities 

to positively impact the wellbeing 

of our customers, colleagues and 

communities and aim not to support 

decisions that are harmful to them.
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Priorities for this strategy
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Social Impact Strategy
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As our work in this area develops, we’ll set our strategic ambitions 
around clear measurable targets. These will provide assurance to our 
customers, colleagues and other key stakeholders that we are delivering 
our social purpose.  

We’ll embed a social impact appraisal approach by 
2024 to support investment decisions which maximise 
the wellbeing impact in the appropriate areas.

We’ll drive up our social value contribution to 
communities by developing our work with the HACT 
social value bank, and target an increase in generated 
social value to £10m by 2027 (from £5.2m in 2020/21).

Social value in 
communities

Investing 
for impact

We’ll develop and implement a wellbeing impact tool 
to evaluate service delivery. In 2025, we will publish our      
impact data and set targets to increase wellbeing impact 
in the appropriate areas by the end of 2027.

Measuring 
impact

New places 

New homes developed 

High standards of home and community design

Creating better green spaces on developments

Improved places

Homes for life

Thriving communities

Offices fit for purpose

Our places
More on pages 8-11

Measuring what matters

Purpose alignment

Procurement and value

Insight

Our business
More on pages 16-17

Wellbeing

Homelessness

Care and Support

Housing Services

Financial inclusion

Digital inclusion

Our customers
More on pages 12-13

Colleague wellbeing

Training and development

Volunteering

Our people
More on pages 14-15

Our four working areas for delivery 
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Our places
New places
The long-term vision
We’ll be contributing to the national housing shortage by delivering around 420 new homes 
per year. We’ll robustly measure the impact of letting or buying an NCHA home, and we’ll 
target our development and investment decision accordingly.

Our current position
In 2020/2021 we generated £3.9m in social value (a HACT calculation) from our lettings 
activities. However, we want to measure the wellbeing impact of customers getting a home 
with us.

We’ve secured a Homes England development grant to help fund 2100 new homes by 2027, 
providing much-needed affordable homes within the East Midlands. 

Our new places 2022-2027
Area Current 2024 Targets 2027 Targets

New homes 
developed

In 2021/22 we forecast over 450 
homes will be completed across 
the Group, an increase from 347 in 
2020/21 and 210 in 2019/20.

Deliver 420 new homes on average 
per year.

370 homes for rented and affordable 
home ownership in NCHA.

50 homes for outright sale in Pelham 
Homes and via development joint 
ventures.

2100 new homes delivered over a 
five year period.

Measure the wellbeing impact 
of NCHA development in our 
communities.

High 
standards 
of home and 
community 
design

Pelham Architects have adopted the 
government’s National Design Guide 
principles in all schemes.

Develop monitoring for compliance 
with National Design Guide 
Principles. 

Measure the wellbeing impact of our 
new homes, specifically considering 
design principles.

Creating 
better green 
spaces on 
developments

Environmental Sustainability Strategy 
and targets developed.

Comply with the Biodiversity Net 
Gain law by 2023.

Measure the wellbeing impact of 
creating better green spaces on new 
developments.
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Social Impact Strategy

In 2021/22 we built seven houses to high 
environmental standards generating 
just under £5m worth of social value, 
using our own in-house teams as 
principal contractor. We were awarded 
‘Considerate Contractor’ accreditation for 
the site reflecting the high social impact 
value generated throughout the build. 

Ian, Construction Manager

Ian Soar
NCHA Construction Manager

From the very start of the build in Ollerton, 
we’ve considered the impact of the site 
not only on the residents who will occupy 
these homes, but the wider community, the 
environment and the colleagues who’ve 
worked on the site itself. We’re really proud 
of what we’ve achieved in all of those areas.



Elsie, Monmouth Court

Social Impact Strategy

In 2021 we developed 17 bungalows 
at Monmouth Court in Worksop, 
Nottinghamshire. Within them, we’ve 
provided innovative, attractive, and   
dual-purpose products to aid mobility 
and better support residents as they age.

Elsie, 88, who is partially blind says 
the products have made a noticeable 
difference to her independence.

I feel more confident and steady on my feet 
knowing the grab rails are in place. I used to 
be scared of slipping in the shower, so I feel 
much safer with them. I am really happy. 
They look beautiful and they don’t stand out 
like the ones I had fitted in my old house.

Elsie
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Our places
Improved places
The long-term vision
We’ll provide a home with high quality housing management, maintenance and care and 
support services which improve communities and quality of life. Through the development 
of our wellbeing impact tool we’ll measure what matters most to customers and target 
investment and service delivery decision accordingly. 

Our current position 
Although we don’t specifically measure the wellbeing impact of our places at present, our 
customer satisfaction levels are strong (STAR 2021), and satisfaction with complaints handling 
is high at 93%. Anti-social behaviour outcomes and management have been reviewed and in 
2022 we’ve restructured our teams to improve performance. Our Ageing in Place project is 
underway as is our Where We Work project – both of which we aim to be able to measure in 
relation to improving wellbeing for customers and colleagues.

Our improved places 2022-2027
Area Current 2024 Targets 2027 Targets

Homes for life Ageing in Place (AIP) phase one 
completed.

All care and support projects 
have developed a psychologically 
informed environment action plan.

Specific redevelopment review for 
Care and Support accommodation 
services.

Develop a wellbeing impact 
measurement for AIP phase two.

Review impact of responsive 
repairs contract on maintaining 
psychologically informed 
environments in care and 
support services.

Redeveloped Care and Support 
services within the next two years.

Complete phase two of AIP, 
including wellbeing impact, ILOP 
improvement programme target to  
improve satisfaction with communal 
areas to 90%.

Redeveloped Care and Support 
services.

Thriving 
Communities

ASB review recommendations 
implemented. 

Completed phase one of our Help 
Me Have My Say involvement 
project.

Develop wellbeing measurement 
and targets as part of ASB case 
management evaluation.

Achieve our re-accreditation to the 
Domestic Abuse Housing Alliance 
standard.

Deliver involvement offer for Care 
and Support service users.

Evaluate Scrutiny and Homes and 
Wellbeing Panels.

Establish wellbeing measure for 
involvement.

Offices fit for 
purpose

NCHA Where We Work project 
underway to deliver a new office at 
Clifton and improved office hubs in 
Nottinghamshire and Leicestershire. 

Completed a review of all Care and 
Support workplaces and established 
new workplace standard.

Wellbeing measures devised as part 
of office standard.

Complete redesign of satellite offices 
and review wellbeing impact.

Review wellbeing impact of Care and 
Support workplace actions through 
engagement pulse survey.

Move to new offices in Nottingham 
and evaluate wellbeing impact for 
colleagues.

11
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Our customers
The long-term vision
NCHA will meet the housing and wellbeing needs of our local communities by providing 
housing and care and support services which are person centred and psychologically informed. 
Through the development of our wellbeing impact tool we will ‘measure what matters’ to 
customers and target investment and service delivery decisions accordingly.

Our current position 
In 2020/21 NCHA provided over 950,000 hours of specialist care and support. We achieved 
100% contract compliance with our commissioned services. 

Social Impact Strategy

Our customers 2022-2027
Area Current 2024 Targets 2027 Targets

Wellbeing No current measurement of overall 
customer wellbeing available.

Deliver a ‘Happy at Home’ pilot for 
all customers over 75 or who have a 
disability by 2024 and evaluate 
wellbeing impact.

Embed wellbeing measurement 
for social impact of high quality 
maintenance and housing 
management services.

Homelessness We have three specific homeless 
accommodation services and two 
homeless prevention services. In 
2020/2021 our community support 
team supported 241 ASH customers 
to sustain their tenancies.

We’re forecast to meet our target 
to allocate 25% of properties to 
homeless households.

Target of 100% successfully closed 
community support cases.

Develop wellbeing impact 
measurement for our tenancy 
sustainment services/interventions.

Establish a homelessness investment 
plan and deliver homelessness 
inventions which have the greatest 
impact on customer wellbeing.

Care and 
Support

We deliver strategically relevant, 
financially sustainable services.  

Action plan developed for impact 
and outcomes reporting.

All CQC registered services will be 
rated ‘good’ or ‘outstanding’ rating. 

Deliver a refreshed care and support 
user involvement project.

Deliver the ‘Pathways of Support’ 
project and evaluate impact.

Establish an investment plan to 
deliver additional services for 
customers, which have the greatest 
impact on wellbeing.

Housing 
Services

Completed phase one of the 
Shaping Our Housing Service 
project, identifying and designing 
services to have the greatest positive 
impact on moments that matter to 
customers.

Embed new housing teams and 
evaluate success.

Pilot Damp and Mould fund 
established for colleagues to support 
customers. Evaluate wellbeing 
impact of this pilot.

Review new HACT social value 
bank measure and establish revised 
targets.

Agreed wellbeing impact 
measurement on menu of specific 
housing services. 

Achieve specific social value targets.

Financial 
inclusion

Brighter Futures programme 
launched in partnership with 
Access Training.

Increased our debt and welfare 
benefit advice team/offer.

Prevention from eviction emergency 
fund established.

Evaluate our Brighter Future 
programme including wellbeing 
impact.

Extend debt and welfare benefit 
support to leaseholders and sub 
market rent customers.

Pilot ‘affordability support’ fund 
delivered and evaluated for 
wellbeing impact.

Agreed wellbeing impact 
measurement on menu of specific 
financial inclusion measures. 

Achieve specific social value targets.

Digital 
inclusion

Business Transformation team 
established ‘the Hive Innovation’.

Digital inclusion ‘Hive’ Project to 
be delivered and evaluated for 
wellbeing impact.

Agreed wellbeing impact 
measurement on menu of specific 
financial inclusion measures. 

Achieve specific social value targets.

As a ‘Homes for Cathy’ member NCHA is 
committed to eradicating homelessness. 
We have Domestic Abuse Housing 
Alliance (DAHA) accreditation. 

At Linby Drive in Nottingham we 
provide supported accommodation 
for homeless adults.

Homelessness support

NCHA resident 

Linby Drive is the most peaceful place me 
and my family have ever been. It wasn’t just 
about the place or how beautiful it is, but 
about how caring and helpful the staff are. 
When I’ve been here I’ve never felt scared 
or unsafe.
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Our people

Social Impact Strategy

The long-term vision
People are at the heart of what makes NCHA a success. We’ll support the wellbeing and 
performance of our colleagues and make NCHA a great place to work and achieve.

Our current position 
Colleague wellbeing has been at the forefront of our work over the pandemic. We’ve created 
a Wellbeing Manager position and in 2021 launched a comprehensive colleague wellbeing 
programme. We measure colleague engagement and satisfaction through a range of metrics, 
however over the course of this strategy we will develop a specific wellbeing measurement to 
establish the impact of our work in supporting colleague wellbeing.

Our people 2022-2027
Area Current 2024 Targets 2027 Targets

Colleague 
wellbeing  

Colleague wellbeing programme 
agreed 2021.

Supporting colleagues with critical 
incident debriefing, supporting 
colleagues subject to an adverse 
incident at work project due to 
complete in 2022.

Wellbeing toolkit and online 
resources in place.

Targets set for colleagues accessing 
self-directed interventions to support 
personal wellbeing.

Wellbeing pulse surveys developed 
and targets set.

Increased colleague engagement 
score >85%.

Targets met for colleagues accessing 
self-directed interventions to support 
personal wellbeing.

Agreed wellbeing targets met.

Training and 
development

£90k social value generated 
through training and development 
initiatives with 2% of workforce on 
apprenticeships.

4% of workforce filled by 
apprenticeships.

>5% of workforce filled by 
apprenticeships.   

Volunteering New volunteer co-ordinator post 
established and recruited. 

Social value generated from 
volunteering £18k.

20% of colleagues actively involved 
in volunteering activities each year.  

Development colleague wellbeing 
impact measurement for 
volunteering.

Social value generated from 
volunteering <£100k.

Meet wellbeing impact targets and 
generate social value <£150k.

In 2021, our Wellbeing Manager, 
Suzie joined NCHA with the purpose 
of improving our wellbeing offer 
to colleagues.

Suzie, Wellbeing Manager

Suzie Poyser
Wellbeing Manager

We developed our wellbeing programme 
after listening to our colleagues and 
hearing about the challenges they face in 
their roles. We’ve now got a programme of 
activities, services and tools for everyone to 
access, focusing on what we know makes a 
difference to people’s wellbeing.
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Our business
The long-term vision
NCHA will target investment and decision making on the areas which generate the greatest 
wellbeing impact for our customers. Stakeholders including colleagues and customers and 
lenders will see the impact of our work in a measured improvement in wellbeing and high 
social value return.

Our current position 
Overall in 2020/21 we delivered £5.2m in social value through our work using the HACT 
social value bank. We have established social value in procurement through newly adopted 
procurement processes in our new procurement and value team.

Our business 2022-2027
Area Current 2024 Targets 2027 Targets

Measuring 
what matters 

No current wellbeing impact 
measurement tool or methodology 
established.

Social value against the HACT social 
value bank reported annually.

Develop and implement a wellbeing 
impact measurement tool.

Increase social value output to £8m.

Review and set stretching social 
value targets.

Demonstrate investment in 
service delivery decisions are 
linked to wellbeing outcomes for 
stakeholders.

Increase social value output 
to £10m.

First year of social impact reporting 
2025.

Purpose 
alignment

Review of social purpose at NCHA 
completed including a purpose 
alignment review.

Review and develop NCHA’s Mission 
Statement to align with our social 
purpose of wellbeing.

Conduct further purpose alignment 
exercise and evaluate results.

Procurement 
and value

Annual procurement plan in place 
supporting an effective approach to 
procurement planning.

Minimum 5% social value weighting 
in place for all procurements over 
£75k.

At least one of the social value 
indicators embedded into a contract 
for all procurements over £75k and 
between 5% and 10% for at least 
two of the social value indicators 
embededed into a contract for all 
procurement indicators over the FaTs 
threshold. 

Meeting social value generated 
through procurement targets by 
embedding measurable KPIs and 
contract terms in all appropriate 
contracts.

Insight Performance shared on satisfaction 
and value for money through our 
Annual Accounts Report and Annual 
Report to Customers. Social value 
reporting included in annual report 
to customers.

Deliver the Customer Insight project. Establish wellbeing impact 
evaluation and sharing our data 
and information with stakeholders 
to inform local place making and 
community plans.

Holly Dagnall 
Director of Homes and Wellbeing

We have a range of initiatives already 
underway or planned over the next five years 
which will deliver social value as part of 
our core business, however, we want to get 
better at measuring the impact of our work. 
We’re going to be developing a framework 
for measuring improved wellbeing, the key 
measure of our social purpose, so that we 
can target our resources and service delivery 
decisions into the right places.
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Social Impact Strategy

NCHA Board
Our Board is responsible for the approval of the strategy and the monitoring of its 
delivery, including regular performance reporting. A year one delivery report will be 
reported to Board on the first anniversary of the strategy, followed by a full strategy 
review at the end of the second year.

Customer Committee
Our Customer Committee will be consulted on the content of this strategy prior to 
Board approval, and will receive regular performance reports on satisfaction and other 
customer measures.

Care Committee 
Our Care Committee approve and oversee the delivery of the specific Care and Support 
targets which feed into the Social Impact strategy.

Executive Team 
Our Director of Homes and Wellbeing is the overall lead within the Executive team. The 
Executive team are responsible for preparing the strategy for recommendation to Board.

Senior Leadership Team 
Individual Senior Leadership team members have been assigned responsibility for each 
of the working areas identified within this strategy. 

Procurement Panel
A quarterly steering group chaired by the Head of Corporate Services, comprising the 
Procurement and Value Manager and key procurement colleagues across NCHA will 
have responsibility for monitoring the achievement of the procurement plan.

To ensure we deliver on the outputs of this strategy, we’ll 
have processes in place to measure our targets which will be 
reported to the following groups:

Glossary
HACT Housing Association Charitable Trust who have been championing social value in social housing 

and have developed a social value toolkit for social housing.

Independent living for 
older people (ILOP)

Housing schemes for people who wish to maintain an independent way of living, but with added 
security of scheme managers and assistive technology.

Homes England Government housing agency providing funding for the development of new homes.

Housemark Provider of data, insight and benchmarking services to the housing sector.

Social impact  The effect on people and communities that happens as a result of an action or inaction, an activity, 
project, programme or policy.

Social value The quantification of the relative importance that people place on the changes they experience 
in their lives.

STAR survey Survey of Tenants and Residents (STAR) is a nationally benchmarked customer satisfaction survey.

Wellbeing A state of feeling good and functioning well.

Monitoring and reporting
The measureable social impact strategy 

targets will feed into a dashboard, 
with an annual report produced for 
customers, colleagues, the NCHA 
Board and other key stakeholders. 
Over the five years of this plan, the 
development of a wellbeing impact 
tool will enable reporting on service 
delivery effectiveness against our social 

purpose. We aim to have the first full 
suite of measures reported in 2025.

Governance 
and review 
This strategy has been 

approved by the NCHA 

Board in March 2022 

with review to take 
place in March 2024.
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