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The Sustainability Reporting Standard 

Reporting in this way is designed to 
make it easier for residents, lenders, 
investors and others to assess the ESG 
performance of housing providers, 
identify ESG risks and opportunities to 
support positive social and environmental 
outcomes, including through responsible 
investment. It enables bpha to report 
on ESG performance in a transparent, 
consistent, and comparable way across 
the 12 core themes covering 48 criteria.

12 Themes of the SRS
• Climate change

• Ecology/Natural environment

• Resource management

• Affordability and security

• Building safety and quality

• Resident voice

• Resident support

• Placemaking

• Structure and governance

• Board and trustees

• Staff wellbeing

• Supply chain management 

The Sustainability Reporting Standard 
(SRS) is a voluntary reporting framework 
for housing associations that covers  
a range of environmental, social and 
governance (ESG) considerations such 
as affordability, safety standards and 
zero-carbon targets. The criteria are 
aligned to international frameworks  
and standards.
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Chair’s introduction

Welcome to bpha’s first environment, 
social and governance (ESG) report. We 
have used the Sustainability Reporting 
Standards (SRS) as a framework as 
they provide a standardised approach 
adopted more widely within the housing 
association sector. The use of the SRS 
will provide more consistent reporting 
across the sector and will enable us 
to benchmark ourselves against other 
housing associations and learn from 
others in how to continue to improve  
our performance. 

The SRS provides a significant, and 
much needed, step forward in improving 
and promoting sustainability in the social 
and affordable housing sector. It is an 
opportunity to focus on those activities 
that provide health and wellbeing 
benefits for the people who live in the 
homes we manage and the wider 
communities they live in, protect and 
enhance the natural environment, and 
reduce the contribution, and adapt, to 
climate change. 

‘Love where you live’ is a high level 
summary of bpha’s mission, vision and 
values. It encompasses our intent to 
provide high standard affordable homes, 
contribute to thriving neighbourhoods 
and positive customer experiences along 
with our wider impacts on society, the 
economy and the environment. The 
housing sector has a significant role 
to play in helping the country recover 
from the pandemic and in addressing 
the climate and natural environment 
challenges the country faces.

While this is our first formal environment, 
social and governance report, it is not 
from a standing start. It is based on our 
Environmental Strategy and includes our 
existing activities and plans. Furthermore, 
it is published to complement our Group 
Report and Financial Statements.  
The report outlines our overall approach 
to ESG and includes our commitment to 
carbon reduction, improving the efficiency 
and fabric of the homes we build and 
manage, running a more sustainable 
business and supporting the health and 
wellbeing of residents.

We take our environment, social and 
governance responsibilities seriously. 
Managing close to 20,000 homes, 
building new properties, and employing 
over 450 people demands responsible 
and sustainable business practices. 
This is our first ESG report and we look 
forward to reporting on our progress  
on an annual basis.

A welcome from Dr Paul Leinster CBE, 
bpha Chair

Dr Paul Leinster CBE
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Environmental

Part one of this Sustainability Report explains how we mitigate our impact on  
climate change, care for and encourage the use of green spaces, and better  
manage resources such as construction materials, water, and waste. 

The built environment is responsible for 39%*  
of the world’s total carbon footprint.

From the energy used in buildings to the carbon used 
in the construction of homes and infrastructure, 
the resources consumed to build and maintain 
people’s everyday lives has a sizeable impact on 
the environment. 

As a housing association, we recognise our duty  
to manage our environmental footprint. We work 
with our residents, customers, suppliers, local 
councils and other partners to make our activities 
more sustainable. 

Our commitments are captured in our Environmental 
Strategy and cover four key areas: new homes, 
existing homes, the office and operations. 

To support the implementation of our Environmental 
Strategy, bpha is working with SUSS Housing and has 
adopted its SHIFT Environmental Sustainability model.

*Source: World Green Building Council.

Summary 

This theme encompasses a broad 
range of activities which relate to the 
mitigation of climate change impacts. 
It demonstrates our efforts to improve 
the Energy Performance Certificate 
(EPC) ratings of existing properties. It 
also examines our information provision 
to customers, the effectiveness of 
climate risk reduction measures 
relating to impacts such as flooding, 
and greenhouse gas emissions. 

SRS themes covered: 

• C14 EPC ratings – existing homes 

• C15 EPC ratings – new homes 

• C16 Greenhouse gases 

• C17 Energy efficiency 

• C18 Climate risk mitigation 

• C19 Resident information

We recognise how important our  
actions are in helping to address  
climate change impacts. 

According to the World Green Building 
Council, building and construction 
are responsible for 39% of all carbon 
emissions in the world, with operational 
emissions (from energy used to heat, 
cool and light buildings) accounting for 
28%. The remaining 11% comes from 
embodied carbon emissions, or ‘upfront’ 
carbon that is associated with materials 
and construction processes through the 
whole building lifecycle.

Climate change
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As a housing provider, we believe we 
have a responsibility to help create  
a more sustainable society. A primary 
focus for us is how our customers’ 
homes are both built and maintained. 

A key measurement is how homes 
perform in relation to their EPC ratings. 
Homes are graded from A to G with  
A being the top EPC rating. The average 
for homes in the UK is D.

In our portfolio of existing homes, 76% 
are rated in Band C or above. In line 
with Government policy, we will ensure 
that all of the homes we manage 
have a minimum of Band C EPC 
rating by 2035. A good EPC rating is 
a direct benefit to customers in terms 
of their energy usage. The energy 
efficiency of properties we manage 
compare favourably with other housing 
associations who use the SHIFT scheme 
(see chart below).

Moving up the bands We will continue to increase investment 
in energy efficiency measures, especially  
in rural homes which are disproportionately  
less energy efficient.

bpha currently has 164 homes rated E 
or below, with eight of these in Band F 
and one in Band G. As well as being in 
more rural areas, they tend to be older 
properties with solid walls and poor 
insulation. We will continute to invest in 
improving the energy efficiency of these 
properties and will report on progress  
in future reports. 

In the past year we provided further 
insulation in 110 lofts and replaced more 
than 610 gas boilers, the windows in 474 
properties along with 551 external doors 
and 237 roofs. 

Other energy efficiency initiatives include:

•  Giving advice to customers on how 
to reduce energy consumption, whilst 
enabling them to remain safe and warm

•  Encouraging customers to manage 
water use more efficiently 

All but three of the 366 homes developed 
or acquired during 2020/21 were band C 
or better. We are exploring how to improve 
these three homes, which were acquired  
as part of Bedford Borough Council’s 
‘Move on’ Accommodation initiative.

Encouragingly, 6.8% of the new homes 
were A rated. We are committed to 
increasing the number of A rated 
properties we manage. Homes EPC C or better
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Our residents’ magazine, Talk, regularly 
provides advice to customers across  
a range of topics, with energy saving 
tips also available through our website 
and leaflets. The information also 
includes advice on how to get support 
on addressing problems such as damp, 
mould and ventilation problems, which 
may arise from the way homes are used 
and can clearly have potential health 
and wellbeing impacts. 

We provide customers with advice 
on how to use new boilers to avoid 
overheating and unnecessary heat loss. 
Ventilation is also very important to us, 
and we look to ensure our homes have 
adequate ventilation in place. We also 
fit valves on new radiators to facilitate 
room-by-room control. 

Furthermore, we advise on sustainable 
waste disposal methods, including which 
items can be recycled by local authorities. 
We are currently collaborating with 
Bedford Borough Council to improve 
recycling practices in town centre  
tower blocks.

Climate change is likely to increase 
the incidence and impact of flooding 
and overheating in homes in certain 
locations. 

An encouraging 92.2% of bpha  
homes were found to be at low risk  
of overheating. We are prioritising  
the remainder through measures  
such as enhancing insulation to help  
regulate temperatures and installing 
double-glazed windows. 

We are enhancing insulation to make 
homes warmer in the winter and cooler 
in the summer by preventing solar gain. 
The risk of overheating is also being 
addressed by the installation  
of double-glazed windows.

A journey alongside  
our customers 

We have assessed the flood risk of bpha 
properties. None of our homes are in  
medium or high risk flood areas from  
rivers. We are now assessing the 
potential for flooding from surface water 
caused by high intensity rainfall. We will 
report on this assessment in our next 
sustainability report. 

Flooding
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Greenhouse gas (GHG) emissions are 
categorised into three broad areas: 

•  Scope 1: Includes direct GHG emissions 
from bpha’s head office activities. 

•  Scope 2: This represents indirect GHG 
emissions from electricity consumption 
at our head office and communal areas.

•  Scope 3: All other indirect emissions 
from our property portfolio and 
employee business travel.  

Not surprisingly due to the scale of our 
asset base, the most significant category 
is Scope 3. The average greenhouse 
gas footprint per unit will decline as we 
continue to make enhancements and 
bring new properties on stream. Every 
step we take towards the Government’s 
2035 portfolio target of 100% EPC Band 
C (or higher) will see our unit greenhouse 
gas data improve. As part of the adoption 
of our new ways of working following the 
pandemic, business travel will be reduced.

Much of the work to reduce our 
environmental footprint, including our 
emissions performance, is assessed 
through the SHIFT sustainability model,  
a methodology and rating used by more 
than 40 other housing associations. 

Each year we commission SUSS 
environmental consultants to carry  
out a third party assessment of our 
progress in achieving the targets 
outlined in our Environmental Strategy.

We currently hold a SHIFT Silver rating. 
Over the course of the next two years 
our target is to achieve SHIFT Gold,  
with our ultimate aim being to achieve  
a SHIFT Platinum rating by 2035.

By committing to improving our 
performance based on different 
frameworks such as SHIFT, we have  
a clear path towards minimising  
our carbon footprint and climate  
change impact.

An important enabler is having access 
to high quality, relevant data. This has 
improved markedly in the past year 
and will assist in pinpointing areas for 
improvement. We are also developing 
our environmental management 
systems to meet the requirements  
of the ISO 14001 Environmental Standard 
by March 2023.

Greenhouse gas emissions

bpha GHG emissions  
and energy use data
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The natural environment theme 
assesses how bpha works to protect 
and improve the local environment in 
two major ways – by increasing green 
spaces and promoting biodiversity near 
homes, and by managing and reducing 
air pollutants that may arise from 
activities such as construction works. 

SRS themes covered: 

• C20 Green space and biodiversity 

• C21 Strategy to manage pollutants 

Green spaces are an important 
consideration for any new and  
existing housing development. 

Most of bpha’s property portfolio is  
in urban areas. Green spaces in and 
around housing provide many social 
and environmental benefits. 

Access to green spaces such as parks 
and playgrounds can promote mental 
and physical wellbeing and reduce 
exposures to air pollutants, noise and 
excessive heat. 

The health benefits of access to outdoor 
green space have been widely valued 
during the pandemic. With restrictions 

on movement, local green spaces have 
been a lifeline for many people who 
have been extremely limited in where 
they can travel. 

Protecting and enhancing biodiversity  
is another major benefit of well-designed 
and managed green spaces. 

bpha actively involves customers  
in formulating and adapting  
proposals for green spaces.

For example, as part of our placemaking 
proposal for Bury Court in Bedford we 
have sought the opinions of the residents 
on where we relocate ‘Golden Gardens’, 
a residents’ community garden. In 2008 
this garden was transformed from 
a disused garage site into a thriving 
community garden, even selling its own 
produce to help maintain the project. 

Ecology/Natural 
environment

Ninewells is an award-winning  
scheme located on the southern fringe 
of Cambridge near to the Addenbrookes 
Hospital campus.

A joint venture between bpha’s 
Bushmead Homes and Hill Residential, 
it offers the benefits of a countryside 
location near a vibrant urban centre.  
The development comprises 270 new 
homes for outright ownership, affordable 
rent and shared ownership, as well  
as 74 apartments for retirement living. 

The design and layout of the project, 
reflects the surrounding Gog Magog 
Downs and contains several green 

spaces. Allotments, natural ponds and 
outdoor artworks help to promote 
physical and mental wellbeing. 

The sustainability of the homes was also 
a key design feature and includes good 
insulation, large windows to maximise 
solar gain, highly efficient boilers and 
water efficient sanitaryware, taps and 
showers, zoned heating, low energy 
lighting and A+ rated appliances. 

Case study
Working with nature  
at Ninewells
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Materials, waste and water 
management are three key 
sustainability issues we can influence. 
This theme examines policies and 
actions geared towards the responsible 
use of resources, and how we engage 
with stakeholders to ensure our 
collective environmental footprint  
is minimised.

SRS themes covered: 

•  C22 Strategy for using responsibly 
sourced materials 

• C23 Strategy for waste management 

• C24 Strategy for water management

We are committed to operating in an 
environmentally sustainable way. This 
includes helping residents reduce their 
environmental impacts through the way 
that we build, maintain and refurbish 
people’s homes. 

Construction, refurbishment and 
maintenance are major activities for 
housing associations. We are working 
closely with our contractors to increase 
the proportion of responsibly sourced 
materials used within our activities. 

We are formalising this process and 
putting in place clear goals across the 
supply chain. We will report on progress 
in future reports. 

We also put systems in place to ensure 
any waste is reused, recycled or 
disposed of responsibly. 

We will report on this in more detail in 
future reports. However, we’re encouraged 
by some promising indicators:

•  Two of the main contractors we work 
with, Wates (repairs services) and TSG 
(gas servicing suppliers), reported 99% 
refurbishment/replacement waste is 
diverted from landfill. 

•  Our office waste contractor reports 
that 98% of waste it collects is diverted 
from landfill. 

Resource management 
bpha encourages customers to 
reduce water consumption through its 
communications, sharing good water 
management habits and information.

The challenge is clear. The Environment 
Agency has warned of a serious risk of 
insufficient public water within 25 years 
unless serious action is taken.

Defra’s 2019 consultation found a person 
in England used an average of 141 litres 
of water each day. Water companies 
are targeting a reduction to 123 litres 
per day by 2045, with the Government 
highlighting some key areas of focus  
to achieve this.

In July 2021 it said that water companies 
should address leakage from customers’ 
own pipes; introduce a mandatory 
water efficiency label; encourage local 
authorities to adopt usage of 110 litres 
per person per day in all new builds 
(where there is a clear local need, such 
as in water stressed areas); develop  
a roadmap to greater water efficiency 
in new builds; and encourage more 
rainwater harvesting, water re-use  
and storage.

bpha will do further work in the coming 
year to identify appropriate water use 
related targets.

Water conservation

16



Social 

A high-quality home provides a foundation for individuals and 
families to achieve their potential and be part of a community. 
Without good housing, this is diminished and society suffers. 

Our vision is clear: to build communities where  
people can live happily in a home they can afford.  
This underpins everything we do. 

Part two of the bpha Sustainability Report outlines our commitment to provide  
high-quality, affordable housing for people within our core operating area. We 
operate across the area between Oxford and Cambridge which is a Government 
development area now known as the Ox-Cam Arc. Through placing the customer  
at the heart of what we do, we focus on financial, social and physical wellbeing  
and help provide homes and communities that people feel safe in and are proud  
of. This is covered in five sections, starting with Affordability and security.

Summary
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Five criteria assess whether housing 
providers are fulfilling their pledges 
to supply affordable housing 
opportunities within communities 
through new and existing properties. 
For bpha, this is about more than the 
cost of rent – it is about ensuring our 
customers can live sustainably and 
securely in their homes without being 
overburdened by financial stresses 
and strains. 

SRS themes covered: 

• C1 Affordability metrics 

• C2 Tenure of existing homes

• C3 Tenure of new homes 

• C4 Fuel poverty 

• C5 Fixed tenancy agreements

The Ox-Cam Arc is home to around four 
million people, and ample provision of 
affordable homes is critical in preventing 
people from being priced out of an 
area which has the potential to fulfill 
individuals’ ambitions. 

Affordability and security
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Our area, like all parts of the UK, has 
endured a tremendously difficult period 
since the start of the global Covid-19 
pandemic in Spring 2020.

This difficult backdrop has highlighted 
just how critical affordable housing is  
to sustaining people and their families, 
and bpha continues to play its part in 
helping its customers live affordably. 

Across our approximately 12,000 
affordable properties, our median  
rents are:

•  Between 61% (one-bed) and 48%  
(four-plus bedrooms) of the Local 
Housing Allowance (LHA).

•  Between 52% (one-bed) and 39%  
(four-plus bedrooms) of private  
sector rents. 

This represents a considerable 
enhancement on our stated rent policy, 
which commits us to providing housing 
at 80% of the market rate or LHA, 
whichever is lower. Where circumstances 
require, the Board can flex these to lower 
levels, taking account of affordability 
and local need. 

This guarantees that, where required, 
customers can utilise housing benefit  
or universal credit to cover their  
rental costs fully. 

Our commitment to providing affordable 
housing options is also underlined by  
the composition of our portfolio. Over 
75% of bpha homes fall into affordable 
rentals or low-cost home ownership 
categories, with just 4% being non-social 
rental housing. 

In terms of new homes coming on 
stream, the past year has presented 
major challenges surrounding 
construction activity and uncertainty  
as a result of the pandemic. 

However, despite the difficulties posed 
by the pandemic, new bpha homes have 
still been finished and handed over to 
tenants and owners. Of the new homes 
completed in the past year, 94% are for 
affordable rent or low-cost ownership. 

As we emerge from the Covid crisis our 
determination to meet our commitments 
is undiminished. We look forward to 
scaling up our provision of new homes. 

Providing affordable homes 
in challenging times
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 bpha median rent  LHA rent  Private rent

Affordability of bpha rent

At 31 March 21 At 31 March 20

Affordable (including Intermediate) 12,146 11,967

Older People and Supported Housing 2,111 2,117

Low Cost Home Ownership 2,764 2,712

Other 2,443 2,439

Total 19,464 19,235

Tenure of existing homes

At 31 March 21 At 31 March 20

Affordable (including Intermediate) 207 377

Older People and High Need 2 114

Low Cost Home Ownership 137 170

Other 20 -

Total 366 661

Tenure of new homes 
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Providing affordable housing is just one 
enabler of social and financial security. 

Our commitment to customers extends 
beyond offering a quality, well-maintained 
home at a manageable cost. A key 
concern is security of tenure, and after 
listening to our customers, bpha made 
the decision to move away from issuing 
fixed term tenancy agreements in 
November 2020. 

Currently, bpha offers a tenancy of 
three years or more across 92% of our 
properties. We will continue to move our 
tenants onto assured tenancies, creating 
more stability and peace of mind.

Our Money Advice Team is on hand 
to support customers with all financial 
aspects of living in a bpha home. 

This starts with matching the right people 
to the right home – which involves 
conducting detailed affordability checks, 
and working with applicants to review 
their situation to make sure they will be 
able to meet the financial requirements. 

If potential difficulties are identified, 
the Money Advice Team works with 
the applicant to maximise their income 
through the identification of any 
additional benefits. This provides an 
important starting point to enjoying  
a sustained tenancy in a secure home. 

The Money Advice Team is also on hand  
to help tackle cost of living issues such 
as fuel poverty. 

This could be by assisting with grant 
applications or switching energy 
suppliers to benefit from a lower tariff, as 
well as providing expert advice on how 
customers can make informed choices 
to reduce fuel consumption. 

Customers at risk of fuel poverty are 
identified through collaboration between 
the Money Advice Team and Property 
Service Department, and can also be 
identified by bpha energy contractors. 

Assured tenancies and 
transparent financial advice

Previously homeless, Sally, 51, had been 
housed but needed support to ensure 
a secure tenancy. Sally had significant 
short-term memory issues and had built 
up arrears, unaware that she needed to 
apply for benefits assistance and set up 
utilities accounts. 

Overwhelmed by the tasks in front  
of her, bpha, with the support of other 
agencies, helped apply for financial 
support, set up the appropriate utilities 

contracts and made repayment 
agreements for the outstanding 
amounts owed. Direct debits were set  
up to coincide with benefit payment 
dates, helping Sally to manage her 
monthly budgets. 

Sally now loves living in her ‘lovely home’, 
as she refers to it, and regularly offers her 
appreciation for the help she received to 
make her living arrangements secure. 

Case study
A helping hand for  
a customer in need

23



25 26

This section demonstrates how we 
meet our building safety and quality 
responsibilities for our customers. We 
consider our approach to safety and 
quality in three areas: gas safety checks, 
fire risk assessments and compliance 
with the Decent Homes Standard. 

SRS themes covered: 

• C6 Gas safety checks

• C7 Fire risk assessments 

• C8 Decent Homes Standard 

The safety and security of our customers 
and their homes is paramount. 

We have a strong track record  
of providing high-quality, safe homes  
for our customers. 

Last year, we enhanced the visibility, 
trackability and responsiveness of this 
process through the use of technology 
to provide progress information on all 
gas and fire safety checks. 

During the pandemic, this system has 
been invaluable in creating audit trails  
to ensure that nobody gets missed when 
checks could not be undertaken due to 
customers self-isolating.  

Outstanding safety checks arise through  
access issues and we have a well defined 
process to work with our customers to 
ensure they remain safe. 

Fire safety is another critical duty all 
housing associations must manage. 
Communal areas are fully risk assessed. 
The frequency of checks is dependent 
on the risk profile of the properties. Once 
again, our new compliance software, 
Asprey, has made it easier to monitor and 
manage any remedial repairs and actions. 

As of March 2021, 100% of bpha buildings 
requiring fire safety management have an 
in-date, valid risk assessment in place. 

An uncompromising approach also helps 
to ensure that 100% of our properties 
meet the Government’s Decent Homes 
Standard. In place since 2000, it defines 
a decent home in four broad categories:

1.  The current statutory minimum 
standard for housing. 

2. In a reasonable state of repair. 

3.  Modern facilities and services.

4.  Provides a reasonable degree  
of thermal insulation. 

These are minimum benchmarks for us, 
and we actively pursue more ambitious 
targets in terms of the quality of homes 
we provide. 

Building safety and quality 

As at 
31/03/2021

% of homes with a gas appliance that have an in-date, accredited gas safety check 99.9%

% of buildings with an in-date and compliant Fire Risk Assessment 100%

% of homes meeting the Decent Homes Standard 100%

Gas safety checks, fire risk 
assessments and decent 
homes standard
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Listening and responding to customers’ 
opinions and feedback is critical to our 
success. This includes how customers 
help us shape services, how we embrace 
scrutiny, respond to complaints and 
improve customer satisfaction. 

SRS themes covered: 

• C9 Resident scrutiny 

• C10 Resident satisfaction 

•  C11 Complaints upheld by the 
Ombudsman 

Customer considerations are at the  
heart of decision making at bpha. 

We continuously look to improve 
communication and engagement  
with our customers in order to improve 
their experience. This has moved  
beyond standard approaches such  
as reviewing complaints and gathering 
satisfaction ratings. 

Hearing and responding to our 
customers is the responsibility of our 
whole business. It provides a vital means 
of understanding where we need to 
improve and what customers value.  
We are very aware of the diversity  
of our customers and provide different 
languages and accessible formats 
through our channels to ensure we  
can communicate effectively.

The Board introduced a new Customer 
Committee in October 2020.  
Quarterly meetings give the Board 
members a more direct insight into  
our customers’ experiences. 

bpha Board members are also 
committed, as part of their individual 
annual objectives, to carry out two 
customer focused activities outside 
 their formal duties each year. 

We recognise the deep and unique 
impact the pandemic has had on so 
many lives. We have also made sure 
we adapt to meet the needs of our 
customers, including through providing 
new ways to connect with customers 
digitally. We continue to develop our 
Customer Relationship Management 
(CRM) system, customer portal and  
new customer engagement forum,  
‘The Place’. An equal focus on 
those whose preference isn’t digital 
communication makes sure the right 
communication and engagement 
channels are available for all. Face 
to face meetings, the telephone and 
relevant printed information remain 
mainstays of how we communicate. 

Our digital engagement platform, 
ViewPoint, in place since 2017, has 
facilitated hundreds of pieces of feedback 
via surveys relating to areas that affect 
customer service and experience.

The work started through ViewPoint will 
be continued and enhanced by the use 
of our new engagement platform, ‘The 
Place’, which provides multiple options for 
engagement, interaction and information 
sharing with our customers.

Resident voice 
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Our Resident Inspector team comprising 
six residents has also adapted how they 
work during the pandemic. 

The team gain important insight from 
fellow customers on our repair works. 
This is shared with our Property Services 
Team, revealing how well work has 
been carried out and how customers 
feel they are treated by contractors. 
This feedback is also shared with the 
Customer Committee to help ensure 
there is the appropriate level of focus 
and scrutiny throughout bpha. 

During the lockdown, Resident Inspectors 
have been proactive in calling customers 
who were identified by the housing team 
as potentially being lonely, isolated or  
in need of some support. This provided  
an alternative option to speaking to  
a bpha employee. 

Another important means of hearing 
the customer voice comes in the form  
of the Resolve ‘Complaints’ Group,  
which is comprised of bpha customers 
to ensure that bpha’s strategic direction 
reflects their needs and aspirations. 

Its major objectives are: to monitor, 
scrutinise and challenge bpha’s 
performance in relation to complaints; 
to drive continual improvement and the 
development of best practice in service 

delivery; and to hold the organisation’s 
complaints process generally to account. 

Resolve also reviews the management 
of complaints, helping to ensure we  
are accountable to customers as well  
as compliant. 

Some of the improvements made in  
light of the feedback received includes: 

•  Changes to our mutual exchange  
policy to improve the property 
inspection process.

•  Improved clarity for tenants on  
our website, to help facilitate their 
repairs experience.

•  Online videos for new homeowners, 
helping them settle into their new 
property and neighbourhood.

•  Improved anti-social behaviour 
guidance to ensure we are working 
effectively towards a resolution for  
our customers.

•  Text and email surveys after sales 
viewings and gas repairs to help 
monitor the standard of service. 

During the 2020-2021 financial year,  
no complaints reviewed by the Housing 
Ombudsman were upheld against bpha. 

Inspect and resolve

It has been encouraging to see our 
increasing focus on ensuring wider 
feedback and scrutiny reflected in 
customer satisfaction trends recorded 
through 2020-2021. 

Overall satisfaction averaged above  
77% for the last financial year, an 
increase on the previous period despite 
the challenges of the pandemic. 

In January, 2021, we enhanced our 
process for capturing and acting on 
customer feedback further, with the 
creation of the Customer Voice Group. 

This body is made up of representatives 
from many areas of the organisation  
and is responsible for sharing knowledge 
and feedback. This insight feeds into  
a business-wide action plan for service 
improvements that the Customer Voice 
Group is responsible for. The action  
plan is monitored by customers and  
the Customer Committee.

Satisfaction is improving 
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This theme covers how housing 
associations help to improve the 
wellbeing of their customers through 
support services, covering areas such  
as income and finance management, 
and physical and mental wellbeing. 

SRS themes covered: 

• C12 Support services for customers 

The Covid pandemic further highlighted 
the importance of bpha’s tenancy support 
services. Lockdowns and restrictions 
meant some customers became more 
isolated, needing extra support to live 
independently in their homes.

Several of our teams, from Tenancy 
Sustainment to Money Advice, worked 
in partnership with external agencies to 
identify and help those most in need.

This included those in our diverse 
retirement living services, from urgent 
responses to 24-hour on-site care 
provision. We adapted our services to 
keep our customers and the employees 
who support them safe.

bpha’s Community Development and 
Housing teams joined forces with Bedford 
Borough Council and other local partners 
to form the Covid Partnership Support 
Group. Ongoing monthly meetings focus 
on areas such as safeguarding and  
Covid safety.

Our risk and need based approach 
helps to prevent difficulties for our 
customers across areas such as financial 
wellbeing, housing management and 
communications. We also engage widely 
with our partners and customers to prevent 
and manage anti-social behaviour.

Resident support
Police crime data shows an increase 
in offences flagged as domestic 
abuse-related during the coronavirus 
pandemic. According to Home Office 
figures, incidents rose sharply during  
the first lockdown between March and 
May. In March 2020, 61,212 domestic 
abuse offences were flagged, rising  
to 67,517 in May. 

bpha achieved accreditation from the 
Domestic Abuse Housing Alliance, (DAHA) 
in 2020. This is the benchmark for how 
housing providers should respond to 
domestic abuse in the UK. Accreditation 
has enabled us us to share our best 
practice examples and put in to practice 
this vital safeguarding knowledge. 

Case study
Supporting victims  
of domestic abuse
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Housing provides the foundation  
for communities, and the placemaking 
theme explores how housing providers 
contribute to the creation of places 
designed to promote happiness  
and wellbeing. 

SRS themes covered: 

• C13 Placemaking activities 

We strive to create places that are 
desirable to live in because they promote 
physical, mental, and social wellbeing.  
Our Community Engagement teams play 
an important role in helping to create  
such places. 

They work in collaboration with other 
stakeholders, including customers. 
Indeed, our mission statement 
recognises the centrality of this.

An illustration of this is our planning 
submission for a housing development in 
Upwood, Peterborough. Our consultation 
with existing customers led to a revision of 
the plan to include greater parking outside 
schools, enhanced drainage systems 
and improved open spaces. 

Consultations are a key enabler  
of successful placemaking, and bpha 
works closely with stakeholders to 
help deliver positive community-wide 
changes in all our housing projects.

Placemaking 

To the north west of Cambridge and 
within arm’s length of the A14 and M11, 
Northstowe is one of the largest new 
settlements to be constructed in the  
UK in the past 50 years. 

It will ultimately comprise almost 10,000 
homes and will house more than 24,000 
people, with residents able to enjoy  
a raft of amenities such as green spaces, 
cycleways, shops, schools, the guided 
busway to Cambridge and several 
recreation facilities. 

We are the proud provider of affordable 
housing to the initial phases of the 
development, and have worked closely 
with project planners, contractors, local 
authorities and customers to ensure 
bpha is contributing to a unique location 
that promotes health and wellbeing. 

Our homes at Northstowe comprise  
two- and three-bedroom houses and two-
bedroom apartments, offering affordable 
rental and shared ownership options.

Case study
Northstowe: building a town 
from scratch“ To build and maintain 

quality homes and thriving 
communities by being 
increasingly efficient  
and always considering the 
needs of those we house.”  
bpha mission statement 
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Governance

This section describes how bpha is run. It covers how we ensure good governance 
and underlines the importance we place on internal process and accountability.

Good governance is only possible with 
a sound organisational structure, strong 
leadership, responsible supply chain 
management and dedication to the 
wellbeing of customers and employees. 

This theme explores how bpha’s 
corporate and governance structure 
operates, covering essential criteria 
such as adherence to codes and 
standards, governance gradings  
and approach to risk managment.  

SRS themes covered: 

• C25 Regulator of Social Housing 

• C26 Viability and governance gradings

• C27 Code of governance

• C28 Not-for-profit 

• C29 Organisational risk 

• C30 Adverse regulatory findings 

We recognise that to deliver social 
and environmental change within our 
communities, we must adhere to high 
standards of governance across every 
aspect of the organisation. 

As a not-for-profit organisation registered 
with the Regulator of Social Housing, 
bpha is subject to strict governance 
requirements. We take our responsibility 
for good governance seriously and 
have worked hard to achieve and 
maintain the highest possible rating 
– G1. We also remain fully compliant 
with the regulator’s financial viability 

requirements, meaning they are 
satisfied that bpha is able to deliver on 
its financial commitments. In December, 
we were regraded from V1 to V2, which 
reflected the strategy to continue 
investing in our existing homes.

Organisational risk is managed in line 
with bpha’s risk management strategy 
which is reviewed quarterly by the 
Audit and Risk Committee, with relevant 
risks overseen by each of the Board 
committees and the overall findings 
presented to and discussed by the Board. 

There have been no adverse regulatory 
findings resulting in enforcement or other 
equivalent action over the past 12 months. 

As of 1 April 2021, bpha adopted the 
National Housing Federation’s updated 
Code of Governance, underlining our 
commitment to adhering to the highest, 
most relevant and most up to date 
governance standards. 

Structure and governance

Summary 
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Accountability starts at the top 
of bpha. This theme explores the 
demographics, ownership, experience, 
independence and performance  
of the Board. It also looks at the role 
of committees covering areas such 
as audit, risk and renumeration and 
succession planning. 

SRS themes covered: 

• C31 Board demographics 

• C32 Board turnover 

• C33 Board tenure 

• C34 Non-executive directors 

• C35 Audit committee 

• C36 Renumeration committee 

• C37 Succession planning 

• C38 External audit 

• C39 Board effectiveness review 

• C40 CEO and chair 

• C41 Board conflicts of interest 

Accountable to customers, employees, 
regulators and other bpha stakeholders, 
the Board is responsible for the strategic 
oversight of the organisation and 
ensuring that we operate in accordance 
with our stated values.

The Board comprises ten members 
(three females and seven males with  
an average age of 59.7 years). Three are 
executives and seven non-executives. 

To ensure an appropriate mix of fresh 
thinking as well as organisational 
knowledge and experience, non-executive 
directors typically serve no more than six 
years. During the year ending 31 March 
2021, turnover for both our Board and 
Executive Leadership Team was 11%.

The Chair of the Board is a Non-Executive 
Director. Conflicts of interest are declared 
both annually and at each meeting, of 
which there were seven during the 2019-
2020 reporting year. 

A succession plan for non-executive 
Board members has been provided in 
the last 12 months. 

The Board also routinely evaluates its own 
performance, with the last formal review 
taking place in September 2019 and 
the next scheduled for September 2021. 
Various committees advise the Board. 

KPMG has audited our Group Report and 
Financial Statements for seven years.

Board and trustees
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Committees play a crucial role in holding 
our senior leadership to account.

Committees probe different areas  
of the organisation, reporting findings 
and making recommendations to the 
Board. These committees include:  

Audit and Risk Committee
The Audit and Risk Committee provides 
detailed scrutiny and evaluation of risk. 
During the year, the Chair of the Audit and 
Risk Committee led a risk day, attended 
by all Board and Executive members. This 
considered the risks to strategic delivery 
and tested the Group’s risk appetite in 
relation to current operating environment.

The Board has overall responsibility 
for establishing and maintaining 
an appropriate system of internal 
control across the Group and for 
reviewing its effectiveness. The Audit 
and Risk Committee monitors these 
arrangements on behalf of the Board 
and provides it with regular reports 
throughout the year. The system 
of internal control is designed to 
manage, rather than eliminate, the 
risk of failure to achieve business 
objectives. It provides reasonable, not 
absolute, assurance against material 
misstatement or loss.

Members of the Audit and Risk Committee 
exercise oversight over the internal audit 
function. They review outputs from the 
internal audit programme to ensure the 
system of internal control is operating 
effectively and that any identified 
weaknesses are corrected promptly.

The Audit and Risk Committee oversees 
the appointment of external auditors and 
has led on procurement of external audit 
services for the year ending 2022.

The role of committees Customer Committee
The Customer Committee was established 
in October 2020 to ensure customer 
experience is at the heart of the Group’s 
decision-making processes. It promotes 
strong customer engagement and 
Board accountability around the delivery 
of inclusive customer services aligned to 
customer need.

Hearing the resident voice is central 
to the committee’s purpose. Resident 
Inspector and member of National 
Stigma Group, Jackie Barnes, was 
invited to address committee members 
in January 2021 to give an insight into 
her role to check resident views of 
completed works and constructively 
challenge and help improve bpha’s 
services through a customer lens. 

The Customer Committee receives regular 
updates from bpha’s Resolve Group. 
Resolve is a group of residents who 
monitor, scrutinise and challenge bpha’s 
performance in relation to complaints 
to help improve service delivery. The 
Customer Committee reviews bpha’s 
self-assessment of compliance with 
the Housing Ombudsman’s complaints 
handling code and monitors complaint 
levels, outcomes and learning points on  
a quarterly basis. 

The Committee also receives assurances 
on the organisation’s compliance 
with the Regulator of Social Housing’s 
Consumer Standards. 

Development and Assets Committee 
The Development and Asset Committee 
considers major investments in both 
new and existing homes, ensuring these 
are aligned to our corporate strategy, 
funding strategy and financial capacity 
planning. During the year, the Committee 
has reviewed investment in Project Vista – 
bpha’s tower block refurbishment project 
– and received specific assurance on 
compliance with the Regulator for Social 
Housing’s Decent Homes Standard.

Group Treasury Committee
The Group Treasury Committee provides 
advice to the Board on the treasury 
and financial implications of the Group’s 
Corporate Strategy and business plans. 
It also considers and recommends 
strategies and policies in relation to 
areas of treasury management and 
provides assurance on specific treasury 
proposals and changes. 

Remuneration and  
Nominations Committee 
The Remuneration and Nominations 
Committee is responsible for putting an 
appropriate strategy in place to ensure 
bpha has employees with the skills, 
qualifications and expertise to deliver its 
corporate strategy. It is also responsible 
for ensuring talented employees can  
be recruited, developed and retained 
by the Group, recognising the value and 
importance of equality and diversity. 

The Committee has monitored bpha’s 
organisational development programme 
over the past year to help align team 
and departmental objectives with 
longer-term strategic goals.

A further area of focus has been to 
review and receive regular updates  
on the organisation’s equality, diversity 
and inclusion work and to monitor  
the health, safety and wellbeing  
of employees – particularly in the  
light of the Covid pandemic. 

The Committee continues to set the 
Group’s principles and parameters 
of remuneration policy and lead the 
process for Board appointments.
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This theme considers what makes 
bpha a great place to work, assessing 
our credentials across categories  
such as remuneration, promotion  
of wellbeing, succession and support 
provided to employees. 

SRS themes covered: 

• C42 Real Living Wage 

• C43 Gender pay gap 

• C44 CEO-worker pay ratio

• C45 Employee wellbeing 

• C46 Absence 

We undertake an annual employee 
engagement survey and have been 
recognised as one of the UK’s top 
large employers by Great Place to 
Work (GPTW). We improved our overall 
position by six places, achieving a ranking 
of 26 out of 51 employers who met the 
criteria this time. 

As our GPTW results reflect, we invest in 
providing a great employee experience, 
focusing on the financial, physical, 
emotional and mental wellbeing of  
our employees. 

As well as our duty of care to each 
colleague, we know that well looked 
after and motivated employees provide 
a better service for customers and make 
us a stronger business

Employee wellbeing
We are committed to paying all 
employees a fair and proper wage. 

Every employee is currently paid in 
line with or above the government’s 
Real Living Wage, which is tracked and 
reported on each year. On top of this, 
bpha also makes pension contributions 
of up to 10%. 

Over the last 12 months, we have improved 
the strength and depth of our leadership 
teams, adding additional expertise and 
capability through the creation of new 
roles, with an external appointment and, 
crucially, four internal promotions. 

Currently, bpha’s CEO to worker pay ratio 
stands at 7:1, which compares favourably 
across the UK commercial sphere. The 
median CEO-worker pay ratio in the FTSE 
350, for example, is around 53:1.

For the 2020-2021 financial year, bpha’s 
median gender pay gap remained 
steady at around 7%, below the UK 
average of 15.9%.

Financial fairness 
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These measures are appreciated by 
our employees, whose feedback helps 
us monitor organisational health, safety 
and wellbeing performance. 

Key findings from the last GPTW  
survey, conducted across October  
and November 2020, include: 

•  80% declare bpha as a great place  
to work.

•  86% agree that bpha actively  
promotes mental and physical health 
among employees.

•  90% response (survey completion) 
rate from employees.

During the financial year 2020/21  
the average number of sick days  
per employee was 6.6 days against  
a benchmark of seven days. Voluntary 
turnover was 7.7% against a benchmark 
of 10%.

The ongoing rollout of a new five-year 
People Strategy aims to build on these 
very promising results, ensuring we are 
able to meet the high standards we have 
set ourselves as part of our Corporate 
Strategy for 2025/30.

A great place to work 

Beyond offering fair financial reward,  
we support and promote emotional, 
mental and physical wellbeing for  
our employees. 

This forms part of our Health, Safety and 
Wellbeing Strategy, a holistic approach 
made up of three key strands – body, 
social and mind. In September 2019, we 
launched bpha Together, an employee 
engagement programme which helps 
bring together and promote these  
three important areas of health, safety 
and wellbeing. 

There are two broad objectives – specific 
support when needed, and activities which 
help employees lead a healthier life. 

All employees benefit from bpha-
funded flu jabs, life assurance and Bupa 
membership. The latter includes access 
to a ‘digital GP’ app, which provides 
health advice and 24-hour online GP 
consultations. In addition, the Bupa 
Family Mental Health Line provides 
employees with advice from a trained 
adviser. This also extends to children.

Employees and their immediate family 
are able to access a confidential 24-hour 
assistance programme, which can 
extend to funded counselling sessions. 

Internal support mechanisms include 
adopting the nationally accredited Mental 
Health First Aider (MHFA) training. 12 
bpha employees are now fully trained 
Mental Health First Aiders, available in 
the workplace to support employees. 
We have also provided MIND training 
to managers to better equip them in 
maintaining their own mental wellness 
and that of their team members. 

Our Domestic Abuse Housing Alliance 
(DAHA) accreditation has enabled us to 
train 16 employees as Domestic Abuse 
Responders – indviduals capable of 
supporting colleagues and contributing 
to dedicated employee workshops. 

Employees with mental or physical 
health issues are supported to help them 
either remain at work or return following 
absence. These include occupational health 
referrals, welfare meetings, and adjusting 
duties and working arrangements. 

bpha also encourages healthy living 
through a wellbeing calendar made 
up of quarterly events like food and 
fitness campaigns. We also offer weekly 
wellbeing drop-ins for employees.

Supporting mind and body
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Case study
Supporting employees 
during the Covid pandemic

The health, safety and wellbeing of 
employees has been of paramount 
importance throughout the pandemic. 
Our GPTW pulse surveys conducted 
during the first lockdown in May 2020 
revealed 80% of employees felt we 
actively encouraged them to focus on 
their personal health and wellbeing. 

Promoting wellbeing 

•  Regularly reviewed risk assessments 
for all frontline workers to ensure 
safe working methods and provision 
of all necessary Personal Protection 
Equipment (PPE).

•  Promoted wellbeing initiatives such  
as RED (Run Every Day) January and 
‘take a break’ campaigns. These, and 
campaigns like them, are designed to 
encourage good physical and mental 
health through involvement in nationwide 
wellness initiatives.

•  Established MIND workshops to  
support the wellbeing of managers  
and colleagues. 

•  Encouraged teams to set up social, 
non-work-related catch ups. 

•  Frequent communication from the  
CEO to employees encouraging 
colleagues to look after their own 
health and take advantage of flexible 
work arrangements. 

•  Mental Health First Aiders drop in 
sessions for colleagues on an ongoing 
basis during the year. 

•  New, trained Domestic Abuse 
Responders (DARs) introduced to 
support colleagues.

Flexible working 

•  Enabled employees to fit work 
commitments around caring and 
home-schooling responsibilities. 

•  Facilitated homeworking for the 
majority of employees to mitigate 
health risks. 

•  Supported flexible furlough (at 90%  
of salary) and only placed a small 
percentage of employees on the 
furlough scheme. 

•  Implemented a discretionary salary 
advance scheme for those in  
financial difficulty. 

•  Developed coaching toolkits and 
workshops for leadership to prepare 
them for managing teams remotely. 

•  Regular briefings led by senior 
management to help employees 
remain connected to bpha.
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During the first phase of Project Vista, 
our regeneration scheme, tenderers 
were asked to propose contributions 
against four major themes: 

• Environment

• Community 

• Wellbeing 

• Digitalisation 

Specific actions put forward included 
physical enhancements to local 
landscaping, awareness and education 
programmes, and engagement with 
charitable organisations. 

The Project Vista contract also 
contained specific environmental 
targets for the duration of each block 
refurbishment, covering policy, process, 
product and waste management. 

The appointed contractor has an 
established Environmental Strategy with 
commitments relating to zero waste, 
landfill and addressing the issue of fuel 
poverty for residents. 

Case study
Project VistaThe final theme of the Sustainability 

Report examines how bpha collaborates 
with external stakeholders to achieve 
positive social and environmental 
outcomes, taking into account how  
we consider and communicate our 
societal values. 

SRS themes covered: 

• C47 Procurement and social value

•  C48 Procurement and  
environmental impact

We form effective partnerships with 
construction contractors and many 
others in the housing supply chain, and 
encourage and develop best practices. 

All tendered procurements contain 
references to our social value and 
environmental policy.

Larger procurement exercises carry 
specified tender requirements to include 
the delivery of social value, and we 
consult with customers on developing 
these aims. 

During the pre-procurement and 
pre-qualification stages we also seek 
clarification of suppliers’ environmental 
strategy commitments and the initiatives 
they would promote with bpha. 

In developing the specification, we 
observe the environmental drivers  
for the sector and our own strategy. 

Following the launch of our 
Environmental Strategy, there will be  
a greater emphasis on developing 
how we we define, evaluate, implement 
and measure the improvement of our 
environmental credentials and those  
of our contracted supply chain. 

Our 2021/22 financial year targets  
will incorporate specific environmental 
objectives within procurement, with  
key performance indicators established 
for future reporting. 

Our procurement policy will be 
strengthened to enhance the emphasis 
placed on social value within our appraisal 
process. We will consider this at the earliest 
stage of supplier engagement. 

Supply chain management
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