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Who We
Are

Saffron Housing Trust was formed in 2004 when 4,300 homes transferred
from South Norfolk Council. Since then we have developed new homes for
the people of Norfolk and Suffolk and now manage over 6,000 homes.
As a Trust:
•

1

We are committed to providing quality homes and services to the
people of Norfolk and Suffolk.
We provide affordable homes for those in housing need who
cannot afford to rent or buy in the open-market.
We provide specialist homes for older and vulnerable adults.
We remain committed to providing new homes to help solve the
housing crisis.

•
•
•
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How Will We Deliver?

Factfile
6,000
We own over 6,000
properties

945

We provide supported
accommodation for 945
people

£33.5m
Our annual turnover is
£33.5 million

Where We Work
We have always worked in South Norfolk and, in the last 14 years, we
have expanded across the rest of Norfolk and Suffolk. This commitment
to local areas is at the heart of what we do. We are embedded in
communities and have strong relationships with our local partners.
We are part of Placeshapers, a 100 member strong organisation, and
as such have committed to these principles:
•
•
•
•

•

We put our residents and customers at the centre of what we
do and ensure they have real influence on our organisation.
We provide more than just landlord services because we care
about the people and places where we work.
We build homes that respond to local housing need.
We recognise the importance of a local focus and work actively
with our local authorities and other local partners to improve
and shape places at both a strategic and operational level.
We believe there’s strength and benefit to residents and
stakeholders in maintaining a strong, independent, diverse,
values-driven housing association sector.

We work within both urban and rural communities and understand the
different challenges each faces.
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‘

Quality Homes for Positive Futures
Our Vision

Our Values

’

Our values demonstrate the way that we work. We want to
work with pace and our behaviours reflect these values.
We are:

P
A
C
E

rofessional
ccountable
ollaborative
volving

Our Key Aims

Customer
Service

‘

To develop and manage homes across Norfolk
and Suffolk for people in need and, through
our services, enhance their life chances
Our Mission
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’

We will provide
quality landlord
services and create
a service culture
for our customers
making it easy for
them to do business
with us.

Money

People and Governance
We will operate in
Culture
a culture where

We will remain
financially strong,
We will invest in
maximising value
our people and
for money and
our systems to
creating capacity maximise efficiency
to build and invest
and ensure we
in our homes and
realise our full
services.
potential.

Homes

We will actively
manage our
strong governance, existing homes,
and deliver
compliance and
new affordable
risk management is
business as usual. housing to provide
quality homes for
current and future
customers.
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Our Stories
Lewis works for Saffron
Housing Trust as an Apprentice
Mutli-Trade Operative. He
joined Saffron in 2016 after
completing two years at City
College Norwich, where he
gained a level 1 and 2 Diploma
in carpentry and joinery. He
was initially interested in an
apprenticeship as it meant he
could learn new skills and gain
experience and qualifications
whilst being paid.
The role at Saffron perfectly
suited what Lewis was looking
for as it offered the chance
to try a variety of trades such
as plumbing, plastering and
tiling. It has also given him the
opportunity to work towards his
level 2 Maintenance Diploma
and NVQ.

‘My apprenticeship with Saffron is great! I really enjoy the
variety of jobs we do, which gives me the opportunity to gain
new skills and experience in the building industry. The people I
work with are always there to help me and give guidance. After
my apprenticeship I hope to stay with Saffron and continue to
learn and progress my career.’
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Martin, 69, moved into The
Meadows Care Village,
Bowthorpe in August 2016.
Before then he had lived a
busy life, graduating from
university and moving to the
south of France for a year
before traveling the world
whilst working.
He then settled back in Norfolk
as an editor and translator
for 10 years and was also an
umpire for a local cricket team.
Unfortunately, Martin fell into
some troubled times and
ended up in a psychiatric
hospital with nothing but the
shirt on his back. When it
became time for him to be
discharged he had nowhere to
go, and would be homeless.
He was offered a home at The
Meadows and within twenty
four hours he was living there.

participates in things that he
couldn’t even contemplate
before. After 2 years Martin
feels he is getting back to his
old self and moving to The
Meadows has a huge impact
on that.

‘Moving into The Meadows has saved my life. The
people here trip over themselves to be helpful. My
flat has become my safe haven. It’s a lovely place I
can chill and if I need support I know it is there but
I still have my independence. The Meadows has
transformed my life, I wake up and can’t believe I am
here.’

When Martin first arrived he
described himself as a ‘wreck’
but this all started to change
and after just 3 months he set
up the library at The Meadows
for all residents to use. He
enjoys the community feel
at The Meadows and now
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2

Our Operating
Environment

Where We Are
Now
Saffron has been through a
number of changes in recent
years at both Board and
Leadership levels.
In 2016 the Regulator of
Social Housing identified
Saffron had Governance
weaknesses, leading to a
non-compliant grade. This
has led to a difficult time for
our staff. However, despite
the challenges staff have
continued to focus on what is
important – delivering good
services to our customers.
We are now in a strong
position for the future; with
a refreshed Board, new
Chairman and an enhanced
Executive team led by an
experienced Chief Executive.

As a landlord, a developer
and a provider of specialist
housing we recognise that
our customers’ expectations
are changing and the
external environment remains
challenging. We must
therefore continually improve
our services. The focus on
performance and value for
money has become more
important than ever before and
we must clearly demonstrate
our success in these areas.
We want to build more
affordable homes and ensure
our existing homes are of a
high quality. We will do this
through greater efficiency,
improved performance, using
our existing assets better and
testing affordability as we go.
We believe that partnerships/
mergers should always be a
consideration if they would
enable us to better fulfil
our social purpose, and will
continuously consider such
opportunities.
We are committed to place
shaping. As a large local
employer we want to continue
to provide opportunities for our
customers. The age profile of
our customers is changing,
and we want to ensure we
have homes and services that
are fit for older people.
In summary we are committed
to taking a step change and
making real improvements
happen at pace.
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other vulnerable groups, and
this will continue to add more
pressure on already stretched
public services such as health
and social care. As the social
landlord for these customers
we will often find we provide a
safety net for support services
and we need to consider how
we will respond.

There is a consensus that
the UK is in the midst of a
housing crisis. As a country
we do not currently build
at a rate needed to meet
demand and the backlog
of people in housing need.
This, at a time of continued
economic uncertainty, has
made it difficult for the sector.
However, there is a new
commitment across all political
parties to help break down
barriers to house-building and
a real drive to increase the
supply of affordable housing.
Along with this is a recognition
that homes must be truly
affordable to those on the
lowest incomes which means
delivering at least some homes
at social housing rent levels.
We work in both urban and
rural areas and each has its
own economic challenges.
House price rises continue
to outstrip wages growth and
there is uncertainty as to the
impact of the United Kingdom’s
departure from the European
Union. What we do know is
there is an overwhelming need
for truly affordable homes in
our areas of operation.

The tragic events at Grenfell
Tower have shone the spotlight
on the quality of social housing
and how we listen to our
customers’ concerns. While
we are looking to deliver more
new homes we cannot do this
at the expense of our existing
homes and customers.
The continuing introduction
of welfare reform has seen
added pressure for many
of our customers. The rollout of Universal Credit has
led to higher levels of rent
arrears and, as a result,
personal debt for many of our
customers. We expect there
will be further changes in the
coming few years. Supporting
our customers to build their
confidence and skills, and
providing opportunities for
local work needs to remain a
commitment from us.

We are living in an increasingly
digital world, where customers
expect to be able to do
business with us remotely. If
we get this right, we can free
up resources to invest more in
the homes and services we are
here to provide.
Despite the challenges that we
face, we also know that there
will be more opportunities.
Norfolk and Suffolk will
continue to see growth in
homes and a growing need
for specialist housing and
services; and we believe
Saffron has the skills to deliver
these. We aim to be in a
strong position to maximise
opportunities for our customers
and the communities in
which they live by delivering
significant improvements over
the next few years.

In Norfolk and Suffolk, along
with the rest of the UK, people
are living longer. However, in
our areas of operation there is
already a higher percentage
of older people than in many
other parts of the country. We
are also seeing increases
in the number of people in
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3

Our Priorities
We have a lot to do to continue to develop new affordable homes, shape
places to enhance the life chances of our customers, listen to our customers,
and improve our existing homes and services. We have therefore set five key
strategic objectives to help us to deliver on those aims over the next three years:

Customer Service

Money People and Culture Governance

Customer Service
Our customers need to be at the centre of
everything we do. We need to listen to their
views on their homes and the future so we
can provide high-quality services for them.
We know that our customers value their
homes and our services and want us to do
more in their communities. We want to make
doing business with us easy and, at the
moment, access to our services is not good
enough.
We want to shape the delivery of our
services to meet different customer needs.
To do that we need to understand our
customers better and provide different ways
for them to engage with us.

Homes

What does good look like?
We will have:
•
•
•

•
•

•
•

•

Used data intelligently to inform our service
development.
Delivered performance in landlord services
that equals the best in sector.
Implemented mobile working that enables
our staff to offer a responsive customer
experience.
Developed a digital offer for customers,
making doing business with us easy.
Provided customer engagement systems
to ensure we actively listen and act upon
customers’ concerns.
Implemented a service and accommodation
offer for our older and vulnerable customers.
Worked with partners to help shape the
places our people live in, giving greater
opportunities for our customers.
Introduced programmes that support our
customers to get into employment, deal
effectively with welfare reform and enhance
their life chances.

Money
We have always been financially strong and
have used our capacity to build more new
homes in the last 14 years. However, there
has been a lack of investment in our own
infrastructure, particularly our IT systems.
This has hindered our staff’s ability to perform
their roles efficiently. The need to invest in our
infrastructure and to continue to invest in new
and existing homes will come at a cost, it is
therefore vital that we manage our resources
well, drive efficiency through transformation
and continue to free up capacity to deliver new
homes.

What does good look like?
We will have:
•
•
•
•

Established a financial strategy to maximise
capacity.
Built a strong balance sheet making us
financially robust.
Created a culture of effective budget
management and challenge on cost.
Generated savings to enable investment in
infrastructure and existing homes.

Success for us will mean we will have:
•
•
•

An operating margin above 35%.
A social housing cost per unit returned to
median or better.
Management costs per unit equal to sector
average.

Success for us will mean we have:
•
•
•
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Upper quartile performance for our landlord
services.
Upper quartile levels of customer
satisfaction.
Increasing levels of engagement through
digital channels.

11 Our Corporate Plan

People and Culture
To deliver on our aims we know that we
need strong leadership and a motivated
and high-performing Board and staff. All of
these must be committed to transforming
our business to be fit for the future and to
delivering quality homes and services for
our customers. For that we need a strong
coherent culture where all staff live the
values every day, striving to continually
improve and innovate for the benefit of our
customers and the communities in which
we work.

Homes

What does good look like?
We will have:
•

•
•
•

•

•
•

Created a coherent culture where staff and
Board Members are professional and act
with integrity.
Instilled strong leadership skills to lead our
transformation.
Developed a professional and effective
workforce striving to continually improve.
Introduced IT systems that are fit for
the future and integrated to support our
business.
Implemented systems, processes and
mobile working to achieve maximum
efficiency and value for money.
Engaged staff teams delivering high-quality
services.
Moved to one office location, enhancing a
single team ethos and value for money.

Success for us will mean we will have:
•
•
•
•
•

We have a good reputation for delivering new
affordable homes to meet local need and we
want this to continue. Building more homes
enables us to provide truly affordable homes to
more people especially those on low incomes.
We recognise we need strong partnerships to
deliver this. We already own more than 6,000
homes and we need to ensure that these are
maintained to a high quality and are fit for the
future. To do this we want to better utilise our
existing assets to enable us to develop new
affordable homes at a rate greater than the
sector average.

Achieved Investors in People Gold Award.
Staff engagement scores in the Upper
Quartile of our industry.
Become a Top 100 Best Company.
Staffing costs in line with the best in sector.
All of our staff working from one office.

What does good look like?
We will have:
•

Governance
Good governance needs to remain a priority in
the future. Our Board Members challenge and
support us to deliver the best services we can
and to continually innovate to meet our social
purpose. We have two committees that provide
further challenge in specialist areas and, by
examining our work in detail, provide assurance
to the Board. Good governance also means that
we seriously consider partnership as a means to
doing more.
What does good look like?

•
•
•

•

•

•

We will have:
•
•
•
•

Established a clear Vision and Mission.
Embedded strong governance and a
compliance culture across the organisation.
Simple governance and business structures
in place.
Agreed how best to achieve our aims in the
future.

Formed strong local partnerships to
support our delivery of quality homes and
services.
Introduced an active disposal programme.
Ensured our assets consistently operate at
their operational and financial optimum.
Made sure that our repairs service delivers
quality and cost-effective maintenance of
our homes.
Adopted robust financial principles to make
sure our development programme and
pipeline remain within financial capacity.
Agreed a development programme to
deliver more new affordable homes than
the sector average.
Established plans to make best use of all
of our existing homes whether general
needs or specialist.

Success for us will mean we have:
•
•
•
•

Every home meeting the decent homes
standard.
All of our homes rated Cat D for energy
efficiency.
Built 365 new homes.
Upper quartile repairs performance .

Success for us will mean we have:
•
•
•
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A G1/V1 rating from our Regulator.
A template to assess future opportunities
to deliver more on our social purpose.
A robust risk management framework.
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Values and Behaviour

Our values form the cornerstone of the way we work and the way
we achieve our objectives. We expect Saffron staff and Board
Members to demonstrate these values in the way they behave.

How will we deliver
Our corporate strategy will be delivered through
operational plans. The Strategy will be formally
reviewed by Board annually.
We are embarking on a whole organisation
transformation programme called ‘Positive
Future’ to provide our staff with the tools,
knowledge and skills to deliver on our aims.
This is an exciting time for Saffron, as we move
away from our historic difficulties. We have
the opportunity to retain all that is good about
Saffron whilst embracing a different future
where we can deliver better services for our
existing customers and build more new homes
for the people of Norfolk and Suffolk.

Our Board is setting the same working values and targets for itself,
role modelling the way we should all work.

We are Professional

We are Collaborative

Our staff will lead with passion, act
professionally, showing respect for our
customers, our stakeholders and each other.
They will act with empathy, integrity and
honesty, showing enthusiasm and sincerity for
the work that they do.

Our staff will work as one team, breaking down
silos between departments to deliver the best
services we can.
They will constructively challenge, listen, be
supportive of their colleagues, acting as role
models for others.

We are Accountable
Our staff will take pride in responsibility and be
accountable for delivering on promises.
They will own issues and learn from mistakes.

We are Evolving
Our staff will strive to continually improve, being
agile, and comfortable with change.
They will take the initiative to get better every
day, being curious, bold and ambitious for
themselves and the business.

We want our staff to demonstrate these values in every area of
their work every day.
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For more information
Saffron Housing Trust Ltd
Saffron Barn
Swan Lane
Long Stratton
Norwich
NR15 2XP
T: 01508 532000
www.saffronhousing.co.uk

