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The purpose of Soha’s Corporate Plan is to: 
 

· Describe the shared purpose and values of the Board, Tenants’ Forum and staff  

· Outline the direction of Soha’s work 

· Provide the framework to enable the senior team to lead Soha, whilst remaining accountable to the Board, tenants and 
other key stakeholders. 

 

 The Corporate Plan clearly states Soha’s:  

 

· Vision 

· Purpose  

· Aims 

· Medium term objectives (three years) 

· Short term objectives (annual) will be appended each year.  

 
  
The Corporate Plan is at the top of our performance management process.  It is deliberately brief.  It does not cover all that we 
do, but it does describe our key ambitions and activities.  

Introduction 



 
 
Soha Housing provides and manages homes for rent, shared ownership and, outright sale, mainly in Oxfordshire and areas 
within an hour’s drive of Didcot.  We work in partnership to help build sustainable communities, both in urban and rural settings. 
 

Soha is a Registered Provider of social housing, registered as a charitable organisation with the Industrial and Provident 
Society, and is registered and regulated by the Tenant Services Authority.  
 
We were formed in 1997, and are governed by a Board of twelve members, comprising four tenants, seven community 
representatives, one executive officer and co-opted members as appropriate.   
 
The Corporate Plan sets out our strategic direction. It is fully revised every three years, but the short-term objectives are 
updated annually. 
 
The Plan translates our vision into reality by providing a clear hierarchical link between our purpose and the detailed targets 
that are set with staff. Soha’s values underpin how we go about our business. 

 

 

Background – setting the scene 



 
 
Soha has four distinct strands to its business.  These are: 
 

 
 
  

 

 

 

 

 

 

 

 

 

We operate in a regulated business environment.  Appendix B attempts to summarise the opportunities and threats to Soha 
from a Political, Economic, Social and Technological view point (PEST analysis). 
 
  

What we do 

· Providing services to our existing and future customers, which help them to access and 
retain suitable housing, and which contribute to the wellbeing of local communities.  We 
work closely with the local strategic housing authorities to achieve statutory and corporate 
objectives 

· Developing and acquiring homes and occasionally other physical assets which meet a 
defined need or demand, and then maintaining these assets in marketable condition 

· Managing and investing in our existing stock to keep our assets in decent condition 

· Providing other services to people and to groups to help them to fulfil their potential (for 
example, training to support local Voluntary and Community Organisations), where these 
contribute to the sustainability of local communities 



 
 

Our purpose is: 
 
To be excellent at providing and managing affordable homes and services in communities where people want to live. 
 
Our vision is to be : 
 
· One of the best local Housing Associations in the country 
·  An Association where there is a genuine belief and commitment to working with residents to drive service improvement 

and improve their lives and the community. 
 
  
Our values describe the way we work and our beliefs .  These are: 
 
· To be customer-focused first 
· To recognise and respect people’s needs and aspirations 
· To provide fair access and choice 
· To be effective, imaginative and professional 

 
These values are embedded in the way that we work.  Appendix G sets out how our values are shown throughout our 
objectives.   
 

 

Soha’s Purpose 



 
 
 
Providers of social housing are at a time of some uncertainty, with a general election in 2010 and a likely shift in housing 
policy and investment as the country recovers from recession.   
 
The Tenant Services Authority, the new regulator for social housing, presents opportunities and risks to a locally based, 
medium sized association such as Soha.   
 
More specifically, Soha has recently received a very good result on a short notice inspection, highlighting in particular our 
excellent practice in Resident Involvement (RI) and Value for Money (VfM).  The challenge is to embed excellence 
throughout all of what we do.   Locally, there are good opportunities for growth, for example the expansion of Didcot.  The 
challenge is to be the local provider of choice whilst retaining financial stability. 

Where are we now? 



 
 
We want to be one of the best local housing associations in the country.   
 
For our tenants, this means getting the basics right with quality repairs completed ‘right first time’ at a time which suits them.  It 
means continuing and improving on our approach to excellent customer care whilst setting and meeting hard targets for access 
to our services via phone, in person and online.  It also means good quality accommodation and estates that are well 
maintained with a good sense of neighbourhood and community cohesion.1  
 
We can demonstrate the delivery of high quality services by achieving high Key Performance Indicators in satisfaction and 
service levels, as well as through softer measures which embed our values of customer focus, respect, fairness and 
effectiveness. 
 
For Soha, being one of the best local housing associations in the country means continuing down the route of tenant 
empowerment so that tenants increasingly shape, influence and decide how we manage their homes.   
We are well placed for this challenge, having been recognised as having excellent practice in involving and empowering 
residents.   
 
It also means providing services which meet individual needs and recognise the diversity of our tenants, including vulnerable 
groups.  Considerations of Equality & Diversity are embedded throughout our service delivery and we recognise the need to 
demonstrate that our services are fair and provide equal outcomes for all customers. 
 
We want to retain our position as a key local player, continuing to develop excellent working relationships with our local 
authorities and communities and focusing our efforts on a geographically defined area.  Working in partnership n this way, we 
believe we can provide the community with responsive, high quality, affordable housing and housing services.   

Where do we want to be? 

1 Consultation on the Corporate Plan involved more than 600 tenants in face to face and paper surveys and discussion groups.   See Appendix D for full 
details of the consultation process.   



 
  
 
These ambitions are set out in our 3 year aims. 
 
 
 
 
 
 
 
 
 
 
 
 
 
To achieve these aims, we have set a number of 3 year objectives.  These are set out in Appendix E.  Short term (1 year) 
objectives are also included for the first year of the plan and will be agreed annually thereafter  
 

 Our aims are:  
· To have highly satisfied customers 
· To empower and maximise the involvement of residents to make a difference 
· To help provide and maintain quality, sustainable homes and communities 
· To be an excellent organisation to work for 
· To have effective and efficient management 

Where do we want to be? 



 
Soha has a performance management framework, set out briefly in the diagram below. 
 

 

How will we get there? 



 
 

The Board sets the corporate plan in February / March every 3 years with an annual review of short term objectives.  This 
determines Soha’s purpose, aims and main objectives.  
 
Senior Managers do an annual self-assessment, comparing Soha's services and performance to national expectations (e.g. 
KLOEs) and sector best practice.  Through this process, key challenges for each service area and the business overall are 
identified.  These may feed into the review of corporate objectives.  Some key challenges which are seen as business critical 
form the top level Service Improvement Plan (in previous years the '39 steps').  The others form Service Improvement Plans for 
each area.  These are captured and monitored in a central process.   
 
Objectives are cascaded down to all staff at a formal annual appraisal meeting in March / April. The targets are an appropriate 
mixture of SMART and behavioural objectives (i.e. what we do and how we do it). These are reviewed regularly at 121 
meetings and at team meetings. In addition there is a mid-year formal review of performance.   
 
The annual appraisal and mid-year review cover: 
· Staff performance (what we do) 

· Behaviours (how we do things) 

· Training (evaluation of training carried out and training needed) 

· Employee development 

Soha has a structured programme of leadership and management training, detailed in the Soha Summary - Leadership 
Development. 
 
 A five year financial plan shows how the corporate objectives will be resourced (see Appendix F).   

How will we get there? 



 

 

The development and implementation of the Plan is through our Planning & Performance Cycle (shown over the page).  

This cycle is based on a three year review of Soha’s vision, purpose and aims.  Each year there is an annual review to set 
objectives to achieve the aims. 

The business cycle starts in the Autumn with the draft Plan.  We involve staff and tenants in drawing up the plan, and we 
consult with other key stakeholders.  See Appendix D.  The Corporate Plan, together with the detailed Business Plan, is then 
approved by the Board.  The Business Plan is a 30 year projection looking at the long term financial strength of the 
organisation. 

Our vision, purpose and aims guide our direction, and the objectives determine the practical implementation of the aims. The 
Plan’s objectives help establish departmental and individual staff objectives.  These are agreed and thereafter monitored 
through the performance management framework. 

The cycle can be summarised as: ‘Plan, Do, Review’.  This means planning what we want to do, taking actions (doing) and 
then reviewing the outcomes and impact of our actions.   

The Plan is Monitored formally by the Board at least twice a year.  

Evaluation takes place by checking achievement of the objectives and Key Performance Indicators.   

The Plan’s objectives are reviewed annually, and the whole plan is Reviewed every three years.  

How the Corporate Plan works 



 



 

 

Context: Soha’s first 13 years  

1997 South Oxfordshire Housing Association established 

1998 Placed under supervision by Housing Corporation 

1999 New responsive repairs contractors appointed 

2000 Name changed to Soha  Housing Ltd 

Housing Corporation removes Soha from supervision 

Winner of Best Annual Report to tenants three years running 

2001 Awarded Investors in People 

2002 Inspected by Housing Corporation and rated ‘satisfactory’ 

First Innovation and Good Practice grant for Berinsfield Community Business set up 

2003 HQN says Soha in top 25 housing associations 

2004 Soha retains IIP status 

Second Innovation and Good Practice grant for Community Learning and Support Partnership 

2005 HQN says Soha in top 14 housing associations 

Winner Oxfordshire Business of the Year for Customer Care 

Winner NHIC George Plucknett Award 



 2006 Up-rated Annual Viability Review to top category 

Classified by Housing Corporation as a “low risk” HA 

Shortlisted for Excellence in Regeneration UK Housing Award 

Soha retains IIP status 

2007 March – independent mock inspection - result 1 star, promising prospects for improvement 

2008  STATUS survey – tenant satisfaction increased from 77% to 84%. 

Achieved Decent Homes Standard (2 years ahead of government target 

2009  IIP accreditation for 3rd time 

New single repairs contractor appointed 

Soha converts to charitable status 

Short Notice Inspection – Soha is first HA in country to receive top rating for RI and VfM. 

2010 Short Notice Inspection Judgement 2 – Soha achieves Excellent Prospects for Improvement 

Soha retains top Viability Rating  

Context: Soha’s first 13 years  



Over the past 3 years, Soha has achieved a number of objectives set out in the 2007-10 Corporate Plan.  These are analysed 
in detail in Appendix A.   We have reviewed successes and where we have not met objectives to understand where we now 
stand and the impact of what we have done.  This is explored briefly below.   
 
Meeting housing need 
In the 3 years, we’ve housed around 1000 people, including around 300 homeless households, helping the local strategic 
housing authorities meet their duty to prevent homelessness. 
 

Working in partnership  
Soha’s development programme has made a significant contribution to meeting housing need, as identified in local authority 
Housing Strategies.2   Soha is a member of the South Oxfordshire Partnership, contributing through this to the achievement of 
the Community Strategy aims.3   We have contributed to the Community Safety agenda, through membership of the South 
Oxfordshire Crime & Disorder Reduction Partnership and operational partnership working. 
 

Providing decent homes  
Improving their homes is one of tenants’ top priorities for Soha.4  Over the past 3 years, we have invested almost £17 million in 
planned, improvements and cyclical maintenance and have achieved the Government target for Decent Homes two years 
early.   
We provide adaptations to properties for disabled people in partnership with SODC to make sure accommodation meets the 
needs of our tenants. 
 

Resident Involvement that makes a difference  
We have taken a profoundly different approach to involving residents, encouraging tenant led activities.  This has increased 
tenant satisfaction, increased the impact of resident involvement on service improvement, increased the representativeness of 
RI and increased the capacity of individuals and groups to hold Soha to account.   
These outcomes led to an excellent rating from the Audit Commission in a Short Notice Inspection (2009) 
 
 

Context: Review of Corporate Plan 2007-10  



Providing excellent Value for Money 
Soha continues to improve its service delivery whilst achieving Value for Money.  We are a financially sound organisation with 
increasingly high tenant satisfaction.  Through the Excellence Fund, we have tried a number of new imaginative ideas by re-
investing efficiency savings.  Soha compares favourably with other HAs on measures of cost and performance.5   
This led to an excellent result from the Audit Commission Short Notice Inspection (2009). 
 
Environmental Impact  
Soha Housing has a Corporate Plan commitment, established in 2009, to reduce the average CO2 emission per property by 
10% to 2.49T per year by the end of 2016.  The current average carbon emission per property is 2.77T per year.  A 10% 
reduction in carbon emissions over the stock as a whole will mean that Soha will have, by 2016, reduced carbon emissions by 
41% from the level of 2002 (the first year Soha calculated carbon emissions). 
 
Satisfaction of residents  
A number of indicators measuring the satisfaction of residents have shown positive trends over the past few years. 
Overall satisfaction increased from 77% in 2005 to 84% in 2007 

Satisfaction that Soha takes tenants’ views into account increased from 53% in 
2007 to 66% in 2009 

Satisfaction with repairs and maintenance increased from 72% in 2007 to 78% in 
2009 
 

 2SODC Housing Strategy identifies a target to increase affordable housing by 300 homes over 3 
years.  A Local Area Agreement target for affordable housing (NI155 is currently being negotiated).  
3South Oxfordshire Partnership Community Strategy 2004-09 includes a number of aims to which 
Soha contributes, including housing provision, safe towns and villages and reduction in CO2 

emissions. 
4 Kwest, STATUS survey 2007 
5 Housemark, 2009 

Context: Review of Corporate Plan 2007-10  



  

 

 

 

 

 

 

 

 

 

 

Context: Word portrait of Soha Housing  

· Owns and manages 5,390 homes for rent, including 215 for shared ownership and 
228 leasehold.  

· Has a turnover of approximately £30 million per annum 
· Is an established, financially healthy organisation, as shown by our top Annual 

Viability rating.  
· Has a funding facility of £135 million 
· Has assets of £300 million 
· Has a fully costed stock survey of which 20% is re-inspected annually. 
· Invests about £5.5 million per annum in planned maintenance improvements.  
· Meets the Government’s Decent Homes Standard 
· Has developed 417 homes over the last 3 years 
· Is part of the Bromford Development Partnership 

· Has a tenant profile which is: 
�  Mainly older for existing tenants 
�  Mainly younger for new tenants 
�  Mainly White British in our existing stock, but increasingly diverse in new developments 
�  Around 52% disabled people 

· Has around 50% of tenants receiving Housing Benefit 
· Is using information about tenant profile to target and tailor services 
· Has an excellent track record of involving residents 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

· Has approximately 100 staff. 
· IIP accredited with excellent staff satisfaction survey results 
· Provides a wide range of services, including housing advice, housing 

management, property maintenance, estate management and support services 
for those with more specialised needs. 

· Provides a wide range of ways for tenants to access services 
· Has good tenant satisfaction with services, which continues to improve 
· Has improved its repairs service and recently let a new repairs contract Maintains 

overall good KPIs 
· Won awards for Customer Services in 2008 and 2009  

· Works and develops mainly within an hour’s drive of Didcot 
· Works with local partners concerned with shaping and improving the local 

community and environment 

Context: Word portrait of Soha Housing  



 

We have considered our capacity to respond to the opportunities and threats shown in Appendix B. This has influenced the 
objectives we have set in this plan.  We have examined our capacity at a high level by looking at our strengths and 
weaknesses.  We intend to play to our strengths and tackle our weaknesses; some of our objectives are specifically designed 
to eradicate areas of weakness.  Our strengths and weaknesses are set out in Appendix C. 

 

Our appetite for risk        
 
As part of the Corporate Plan process, we keep in mind the overall Risk Strategy.   
 
Soha takes a balanced but organised approach to risk management including a focus on the “Top 10 Risks” at Board and 
passed down to all staff.  However, in these difficult times, we have put risk management at the top of the agenda, putting in 
place regular reports to and discussions with the Board.  A credit crunch working group has also been set up to deal with risks 
and possible changes to operations as a result.  While we cannot be complacent or foresee what might happen, we believe 
that we have managed this process very well and are in a strong financial position to see us through the recession and the 
risks therein. 
 
We take an approach which is prudent but not risk averse and assesses how risk can be mitigated.  Where this is not possible, 
we assess whether a risk is acceptable or not. 
 

 

 

Context: Our Fitness to Respond  



Appendix A:  

 
  
Aim 1 – To have highly satisfied customers  
Objectives:  
To provide excellent customer services (and develop  ways of measuring this)  
What have we achieved 

· 84% of tenants satisfied with staff (STATUS) 

· Delivering Service Excellence training rolled out to all staff 
Checked through mystery shopping, which has led to ongoing improvements and Big Door Knock with excellent feedback on customer 
services. 
To increase tenant satisfaction from 77% to top qua rtile (using Housing Corporation/TSA approved metho dology) 
What have we achieved? 
The STATUS survey 2007 showed increase from 77% to 84%.  This is not quite top quartile and we will test again 2010-11. 
 
Aim 2 – To maximise the involvement of residents  
Objectives: 
Embed Resident Involvement (RI) into Soha’s culture  by developing a new part of the ongoing Leadership  Development 
programme  
What have we achieved? 
Excellent feedback from the Audit Commission on how Resident Involvement is embedded at Soha Housing 
Increase of tenant satisfaction that Soha takes their views into account from 54% to 66% in 2009 (STATUS) (now just below top quartile) 
Programme of best practice visits for Leadership Development group to other excellent organisations 
All staff have Resident Involvement objectives monitored through the performance management framework.  

Review all Soha’s policies and procedures to ensure  that they maximise the opportunities for RI  

Soha’s policies are reviewed in consultation with tenants, in a programme agreed annually with the Tenants’ Forum.  Resident Involvement 
is now contained in all reviewed policies. 

 
 

Review of Corporate Plan 2007-10  



 
 

Aim 3 – To provide quality homes & communities   
Objectives: 
Achieve Decent Homes Standard 
Consult on new DH+ Standard 
What have we achieved? 
100% of our homes meet the Decent Homes Standard 
We have consulted with tenants to develop a new Decent Homes Plus Standard 
Agree areas for Community Action plans, develop pla ns and implement them 
Help achieve Local Strategic Partnership objectives  
New homes to achieve L3 Code for Sustainable Homes 
What we have achieved 
We have produced an Estate Sustainability Matrix rating the sustainability of our estates 
Community Action Plans have been developed with residents at Sinodun Close and Great Western Drive  
We have worked in partnership with the South Oxfordshire Partnership (LSP) and the Community Safety Partnership 
All new Soha homes achieve L3 of Code for Sustainable Homes 
 
Aim 4 – To be an excellent employer 
Objectives: 
Maintain the percentage of staff who are proud to w ork for Soha above 90% 
What have we achieved? 
96% of staff proud to work for Soha  
Undertake full profile IIP review and achieve L2 in  at least 7 areas and L3 in at least 5 areas 
IIP achieved at bronze level  

 
 
 

Review of Corporate Plan 2007-10  



 
 
 

 
Aim 5 – To be effective & efficient in what we do  
Objectives: 
Deliver a 3 star service 
What have we achieved? 
3 star equivalent in RI and VfM 
2 star equivalent in Access & Customer Care  
1 star equivalent in Diversity and Estates 
Change Soha’s legal structure to ensure we do not i ncur avoidable tax liabilities 
What have we achieved? 
Following consultation with residents, Soha now has charitable status 
 
 Aim 6 – To grow the business  
Objectives: 
Build or acquire 540 homes by 2010 
Develop on strategic sites around Didcot 
 What have we achieved? 
417 homes built or acquired.  The recession has delayed development of strategic sites. 
 
  

  

  
 

 

Review of Corporate Plan 2007-10  



Appendix B 

 

This plan is written in the context of a period of uncertainty and change.  We are experiencing a recession and within the life of this 
plan there will be a general election.  A new regulator has just been established and is in the process of setting a new regulatory 
framework, encompassing new national standards and requiring local standards.   

Political Opportunities 

· There is emphasis on local and creative housing management solutions, provided these are cost effective. 

· Pluralistic approach to social housing (also a threat) 

· The general election due in this period is likely to see a change in housing policy  

· Oxfordshire is a growth area, with substantial housing growth opportunities in areas including Didcot, Oxford and Bicester 

· The new regulator presents opportunities for greater tenant accountability and involvement 

· The co-regulation agenda presents opportunities for greater self-governance with residents, possibly meaning a lower regulatory burden.   

· The creation of the Homes & Communities Agency may mean opportunities for funding developments 

· The creation of the National Tenant Voice means more effective lobbying by tenants which Soha supports – growing prominence of new 
ways to effectively engage with and involve tenants.   

· There is cross-party recognition of role of social housing and current under-supply  

· The TSA regulatory framework will lead to the creation of local standards with our tenants underpinning the TSA national standards  

· There is an opportunity in the Placeshapers group for middle sized associations to influence effectively.  

· There are better opportunities for working with all local Oxfordshire councils     

· There are opportunities through LSP to align Soha’s work to local strategic priorities 

· The increasing role of local authorities in influencing housing and regeneration money and the selection of partners to deliver this  
· The ‘green’ agenda presents opportunities to Soha to present a modern, forward thinking approach and to help residents develop more 

sustainable ways of living with reduced environmental impact 

 

Political, Economic, Social and Technological analy sis  (PEST) 



 Political Threats 

· New power of tenants and the TSA to trigger sanctions for poor performance including inspection and transfer of management   

· The new Government’s policy towards size and role of medium sized, community based associations may threaten Soha’s 
independence.  

· Risk of the Homes & Communities Agency’s allocating only to large Registered Providers.   

· Power of local authorities to scrutinise RSLs 

· The risk of poor inspection in the future leading to Soha not receiving SHG or being able to manage HCA funded new homes.  

· Provision of Social Housing Grant direct to the private sector means competition for funding will increase. 

· Government rent policy in recession threatens rental income.  

· Supporting People funding contracts have been reviewed and this presents significant threats to Soha’s ability to support directly 
vulnerable tenants.    

· The general election due in this period is likely to see a change in housing policy  

· Weaver vs L&Q findings risks RSLs being treated as public sector organisations, with implications for Human Rights Act, Freedom of 
Information and Procurement Law.   

· Introduction of pension opt-out provision will increase Soha’s cost of employees  

· Failure to address the ‘green’ agenda may lead to Soha being uncompetitive in providing and managing homes.  

· Uncertainty around a new government’s approach to planning policy and development  

· Uncertainty around a new government’s approach to regulation 

· Possible local government re-organisation leads to uncertainty 

 

Political, Economic, Social and Technological analy sis  (PEST) 



Economic Opportunities 

· Housing is higher on the political agenda, and more resources are being allocated.   
· Despite the recession, the affordability gap in Oxfordshire means there is likely to remain a market for shared ownership 
· Soha continues to have strong financial viability and has good prospects to weather the effects of the economic recession.   
· Low inflation reduces the cost of Soha’s borrowing  
· Recession increases potential availability and probably retention of good staff  
· Recessionary market means ability to get better value via tendering 
· Improving our homes and helping residents’ awareness of lifestyle changes will help address their economic position, e.g. affordable 

warmth with reduced environmental impact  

 
Economic Threats 
·  Economic recession may cause ‘impairment’ affecting Soha’s asset value 
· Downturn in housing market may threaten existing staffing levels 
· Maintenance, management and development costs are all rising faster than RPI or rents, making efficiency savings essential and 

hampering the viability of new development schemes. 
· Rent control from the government constrains our income  
· Impact of deflation on rent regime leading to rent reduction 
· Unpredictable energy costs 
· The increasing cost of employees’ pension provision places a strain on delivering efficient costs of management 
· Recession impacts upon ability of tenants to pay rent which affects Soha’s income 
 

Social/Demographic Opportunities 
· Household formation continues to outstrip the capacity of the housing market in most parts of the South East and throughout Soha’s 

operating area.   Also, there is a fair amount of inward migration which combined with household formation, is producing high levels of 
unmet need and demand. 

· The population is aging and many older people wish to remain living independently, despite becoming increasingly frail.   This creates 
opportunities for more flexible housing and services solutions. 

Political, Economic, Social and Technological analy sis  (PEST) 



· The increasingly aging population, together with domiciliary support needs provides potential for new business opportunities. 
· Change in demographics presents opportunities to work with other partners to tackle health, well-being and the balanced communities 

agenda 
·  

 Social/Demographic Threats 
· Customers have changing and increasing aspirations for their housing, making some stock harder to let and threatening obsolescence.    
· Linked to the point above, the increasing residualisation of ‘social’ housing is a threat to the future demand for it, and means that stock is 

typically let to households with very low incomes and with complex needs. 
· The perception of anti-social behaviour and crime on estates is a growing problem and has adverse effects on demand, sustainability 

and property values. 
· Financial exclusion is greatly increased in the economic recession and requires a joined up response  
 

 Technological Opportunities 
· Call centre and IT based technologies have enabled housing providers to provide accessible service points seven days a week 
· Increased availability of internet to residents will help communication and individualisation of service 
· New IT systems will provide opportunities for customer recognition and provision of tailored service.  
· Understanding of technology provides opportunities for well-constructed homes with lower environmental impact.   
 

 Technological Threats 

· The policy to increase use of new technology in building construction means the risk of more untested solutions that do not lead to 
increased tenant satisfaction  

· Over-reliance on call centre and IT based technologies has had an adverse effect on the personal and holistic style of housing 
management services. 

· Our traditional client base is likely to disproportionately experience lack of access to IT.   
 
  

Political, Economic, Social and Technological analy sis  (PEST) 



 Appendix C:  

 
 
 Our strengths and weaknesses are as follows: 

Strengths 

·  We have an excellent approach to Resident Involvement and Value for Money 

· Our approach to Customer Care is strong, as evidenced by customer feedback, and continues to improve with the recent introduction of 
a Housing Customer Relationship Management system 

· Tenant satisfaction is fairly high overall, with repairs and that we take their views into account 

· We have good KPIs and these have improved, with excellent performance in Decent Homes compliance and arrears 

· We have excellent knowledge of our residents, with profiling information held on around 90%  

· Our asset value is significant  

· Stock condition meets Decent Homes Standard and is now well-understood 

· Our stock is fairly concentrated, enabling good management efficiencies 

· We have excellent local knowledge of housing markets 

· We have good relations with local authorities and other organisations with effective partnership working at operational and strategic 
levels 

· We have a positive profile which is effectively marketed 

· We have a good local presence, with our Neighbourhoods Team increasing Soha’s visibility in our area 

· We have a good reputation for neighbourhood renewal/community development 

· We have effective partnerships with contractors, having addressed some difficulties 

· We are a member of the Bromford Housing Development Partnership.  We are, in our own right, a preferred development partner for 
South Oxfordshire and for the rural areas of all of Oxfordshire 

· We are IIP accredited with committed staff who are proud to work for the organisation 

· Our management costs are very healthy in comparison with other HAs  

· The scale of our development programme is proportionate given our size and the current economic circumstances   

Analysis of Soha’s strengths & weaknesses 



· We are recognised as an established, financially healthy organisation 

· We achieve excellent Value for Money by regularly reviewing staffing levels and service delivery outputs.  

 

 Weaknesses 

·  Our costs of responsive repairs is higher than we want 

· Some of our systems are weak and do not support our staff to achieve optimum efficiency 

· Some Key Performance Indicators have slipped from Excellent to Good  / OK, particularly around void turnaround.  

· We have some areas where our demonstration of high performance is weaker (e.g. estates) and we are working to tackle this.  

· We can be late on delivering some major projects  

· We will not be delivering services funded by Supporting People from 2010.    
 

Analysis of Soha’s strengths & weaknesses 



Appendix D:  

Consultation on the Corporate Plan involved around 600 tenants, including targeted consultation with disabled, younger, older and Black & 
Minority Ethnic tenants, as well as a survey targeted at leaseholders and shared owners. 
 
  
The diagram overleaf sets out the consultation process by which tenants, the Board, senior management, other staff and stakeholders are 
engaged in the review of Soha’s Corporate Plan.   

Corporate Plan consultation process  



Consultation    Consultation on Draft Approval 

Tenants’ Forum     

Directors’ Group     

Staff   Board  

Senior Management Team   Tenants’ Forum  

   Staff Tenants’ Forum 

Wider consultation:    Senior management team Board 

Big Door Knock (350 tenants)   Directors’ Group  

Access for All (disabled ten-
ants group) 

  Tenants  

Pub lunch (younger tenants)   Stakeholders  

Coffee morning (sheltered 
scheme) 

    

Hometalk survey (to all ten-
ants, 250 responses) 

    

Connect Club survey: tenants 
and home owners 

     

 
 
 
 
 
 
 
 
 

Use Priorities 
to draft  

Corporate 
Plan   

Corporate Plan consultation process  



Appendix E:  

1 We aim to have highly satisfied customers 
 
 3 year measures - We will judge our success in achi eving this aim over the 3 years by: 
· Having high overall satisfaction with the landlord (top 25%) 
· Having high customer satisfaction with repairs (top 25%) 
· Having high customer satisfaction that our services meet individual needs and develop with tenants a benchmark measure 
 
 3 year objectives - We will, specifically, do the f ollowing to achieve this: 
· Embed consistently excellent customer services demonstrated by achieving kitemark recognition 
· Improve Soha’s visibility through a rolling programme of activities that get staff and contractors out and about (door knocks, 

tenancy audits, repairs, benefits surgeries etc) 
· To increase the choice available to tenants throughout our services 
· Use customer profiling information to design and deliver housing services 

that meet tenants’ needs 
 
 1 year objectives - This year, we will do the follo wing as a first stage in 

achieving our aim: 
· Carry out a Major Service Review into extending tenants’ choice 
· Deliver a communications strategy which tells people where we are good 

and focuses on areas in which residents are interested 
· Rigorously measure first time fix for responsive repairs and achieve 85% 

first time fix (90% year 2) 
· Decide and achieve kitemark recognition for one aspect of Soha’s service 
· Embed the consistent use of our Customer Relationship Management 

system throughout the organisation to capture individual information and 
help tailor our services 

Aims and medium term objectives 2010-13, short term  objectives 2010-11  



 
 

 

 2 We aim to empower and maximise the involvement 
of residents to make a difference 
 
 3 year measures - We will judge our success in achi eving this 
aim over the 3 years by: 
· Having high tenant satisfaction that we take their views into 

account (top 25%) 
· Develop with our residents measures to assess the power / 

influence our involved tenants have 
· To be recognised as one of the leading associations in involving 

and empowering residents (as evidenced by Inspection reports or 
peer review) 

· Have good local standards and comply with them. 
 
 3 year objectives - We will, specifically, do the f ollowing to achieve this: 
· Continue to develop innovative ways that involve residents effectively 
· Deliver tenant-led self regulation 
· Have a resident involvement structure which is representative of our customer profile 
 
 1 year objectives - This year, we will do the follo wing as a first stage in achieving our aim: 
· Develop Soha’s co-regulation structure, including tenant scrutiny 
· Develop local standards and services with tenants and service users 
· Set up a 3 star peer group to promote excellence in RI 
· Explore how to develop community sustainability with partners 
 
 
 

Aims and medium term objectives 2010-13, short term  objectives 2010-11  



 3 We aim to provide and maintain quality sustainable homes & communities  
 
 3 year measures - We will judge our success in achi eving this aim over the 3 years by: 
· Having improved customer satisfaction with the quality of their home (top 50%) 
· Having high customer satisfaction with the neighbourhood (top 25%) 
· Reducing the average CO2 emissions per property to 2.61 tonnes per year (an average reduction in CO2 emission of 5% per 

property) 
· Building or acquiring 360 homes 
 
 3 year objectives - We will, specifically, do the f ollowing to achieve this: 
· Improving estates to be safe, clean and green by delivering Community Action Plans. 
· Improve community cohesion through a consistent approach to tackling Anti-Social Behaviour throughout our area, working in 
  partnership with local authorities and the police 
· Help meet the accommodation needs of older residents by delivering the Older Persons’ Housing Strategy 

Deliver the Environmental Action Plan 
 
 1 year objectives - This year, we will do the follo wing as a first stage in 
achieving our aim: 
· Explore and understand how we can improve tenant satisfaction with the 
quality of their home and then set a 3 year target for improvement 
· Implement recommendations from ASB Major Service Review 
· Work in partnership to begin delivery of extra care facilities 
· Deliver a tenancy support project, involving financial inclusion, initially 
focusing on younger tenants 
· Deliver the outcomes agreed with residents in the Great Western Drive 
estate pilot project 
· Build or acquire 100 homes and achieve 95% tenant satisfaction with the 
quality  
 

Aims and medium term objectives 2010-13, short term  objectives 2010-11  



 
 
 
 

4 We aim to be an excellent organisation to work fo r 
 
3 year measures - We will judge our success in achi eving this aim over the 3 years by: 
· Re-accreditation for the Investors in People standard achieving the silver rating 
· Continuing to have at least 90% of staff who are proud to work for the organisation 
 
3 year objectives - We will, specifically, do the f ollowing to achieve this: 
· Carry out an equalities review of Soha’s recruitment and employment practices 
· Develop a menu of benefit options for staff 
 
1 year objectives - This year, we will do the follo wing as a first 
stage in achieving our aim: 
· Develop an HR strategy  
· Conduct a review of how we plan, organise and deliver training 

and training needs 
· Deliver the actions in the Disability Equality Scheme and Gender 

Equality Scheme plans  
 

Aims and medium term objectives 2010-13, short term  objectives 2010-11  



 
5 We aim to have effective & efficient management 
 
3 year measures - We will judge our success in achi eving this aim over the 3 years by: 

· Maintaining financial stability as shown by achieving top AVR rating 
· Maintaining excellent Value for Money (as evidenced by Inspection reports or Housemark benchmarking) 
· To achieve excellent (top 25%) KPIs in rent arrears, void turnaround and tenant satisfaction with repairs and maintenance 
 

3 year objectives - We will, specifically, do the f ollowing to achieve this: 
· Involve tenants in the budget process to prioritise resources effectively  
· Develop effective and efficient systems to deliver high performance, including quality assurance and process mapping 
· Continue to have a VfM culture through a range of initiatives 

 
1 year objectives - This year, we will do the follo wing as a first stage 

in achieving our aim: 
· Conduct two Major Service Reviews on Choice and Equality & 

Diversity   
· Devise systems of recording how we deliver the 6 TSA standards 
· Help develop a learning organisation by introducing a ‘lessons 

learned’ approach 

· Continue to manage budgets tightly and provide refresher training 
on Value for Money 

Aims and medium term objectives 2010-13, short term  objectives 2010-11  



Appendix G :  

 
The financial plan is in preparation at the time of  printing.  Please contact us if you want to know m ore. 
 
 
 

 

The Financial Plan 2010-11 – 2015-16  



Appendix G  

Impact Assessment – how our values are embedded in the objectives  
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