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It is hard to have lived  
through 2020 without 
recognising that we need  
to learn to live life differently 

Learning to live differently

We began developing this 
strategy in 2020 at a time 
when a global pandemic was 
exposing widening inequalities 
in housing, health, education 
and employment.

The ‘Black Lives Matter’ movement had gathered 
strength in response to the murder of George Floyd 
and the ever-growing threat from climate change 
was never far from the headlines.

We were also experiencing a shift in the way we 
used technology to change the way we work.

It is hard to have lived through 2020 without 
recognising that we need to learn to live  
life differently.  

Our new strategy is structured around five strategic 
objectives which detail how we plan to change,  
as an organisation, over the coming years.  
These can be summed up in three words, ‘fairer’, 
‘greener’ and ‘smarter’. Read on to learn how we 
plan to build a fairer, greener, smarter Connect.

Helen Lennon, Chief Executive
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About us

We are a creative, solutions-
focussed partnership and  
our work is based around 
mutual respect and 
constructive challenge. 

We are a social purpose business. Our 190 staff 
work to provide 3,500 homes across West Yorkshire 
and support people with education, employment, 
training and wellbeing services so they can enjoy 
happy, healthy lives.

Our partnerships are key in our ability to create 
homes, neighbourhoods and opportunities which 
support a just society.

As a member of the West Yorkshire Housing 
Partnership we work as one of 13 regional social 
landlords to support West Yorkshire’s Mayor in 
delivering her pledges. 

Our two major support services consortia, Kirklees 
Better Outcomes Partnership and Engage Leeds, 
collaborate successfully to help people secure and 
maintain a good home and develop the skills they 
need to live independently, safely and happily. 

Our Board was replenished in 2021 with a new 
Chair and three new members. We draw on all 
their diverse talents to navigate our way through 
constant change, our values anchoring our  
decision making. 

Having adopted the 2020 National Housing 
Federation’s Code of Governance, our Chair will 
lead the board in fulfilling its requirements.

We will place emphasis on using insight into 
customer views, especially those with lived 
experience of being a tenant. 

 Our purpose is to invest in 
homes and relationships that 
connect people and build 
positive futures

Investing in new and existing homes is our bread 
and butter and we are doing more of it than  
ever before. 

But we also believe we must adopt a more 
transparent and equal partnership with our 
customers, connecting people so that we shape the 
future together. 

Our ultimate purpose is to build positive futures 
and we believe that must include a new focus on 
environmental sustainability, as well as raising our 
game in promoting equality, so that both become 
second nature in what we do and how we do it.

With every decision we make and action  
we take, we will ask ourselves, can we be  
fairer, greener, smarter? 

Our purpose

We must adopt a more transparent and equal 
partnership with our customers, connecting 
people so that we shape the future together 
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Our vision

When we picture the future, we want to see a 
sustainable and just society where good homes, 
neighbourhoods and opportunities help people 
enjoy happy, healthy lives.  

That is our vision.

We’ve been described as ‘wise dreamers’, seeking to make a positive impact on people’s 
lives and the world we live in.

But we are wise enough to know we can’t create a sustainable and just society alone. 
By using the influence we have, we can, however, do our best by building strong 
relationships with like-minded people.

Our starting point
We are starting from a good place.

We have a highly motivated team of people who are driven to make a personal and 
positive impact on society and the communities they live in. 

Stakeholder surveys tell us we are seen by others as having a strong social purpose  
and being led by our values.

Trust and authenticity are important to us.  

Customers also tell us they are looking for a landlord and services they can trust, 
delivered by a professional organisation that is also accessible and approachable.

But we are ambitious to do better and open to new ideas.

So, colleagues and customers have together helped us redefine our corporate values.

Our values 

We put people first
We create environments where people can be their best and 
build a strong and fair society together. This is underpinned 
by our renewed focus on promoting equality.

We love making a difference
We put our energy into finding solutions. For example, the climate 
emergency could seem overwhelming but we are determined to make 
a difference wherever we can.

We actively listen and learn
We work with customers in ways that are convenient to them, using 
IT and data to learn and problem-solve together.  
Developing technological capability is essential. 

We collaborate creatively
We look for opportunities to make new connections, especially  
with tenants.  We are adopting new ways of working, using our  
office spaces for collaborative activity.

We earn trust through our actions
We keep our promises. Our business transformation programme is  
enabling us to be a reliable, proactive, informative and informed landlord  
and service provider.  
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Being our best

Corporate objective:  
We are creating a place where 
everyone can be their best.

Not everyone starts from the same place or has the 
same advantages and sometimes people need a 
helping hand. That is why our support services are 
such an important part of Connect.

Demand for our support has grown due to  
the pandemic.

We already have strength in providing 
accommodation and support for people with a 
wide range of needs.

We aim to maintain our record of over 90% 
satisfaction with our support services.

We plan to build on these strengths, introducing 
specialisms in family mediation, education family 
mediation, education and training, and further 
investing in high quality accommodation and 
support that changes lives for the better. 

We will continue to forge great partnerships  
to increase the impact of our work; valuing the 
work we do with Engage Leeds, Kirklees Better 
Outcomes Partnership, local authorities and 
healthcare providers.

And we will embrace new opportunities, supporting 
the Mayor of West Yorkshire to deliver her pledges 
on dementia, homelessness and domestic abuse.

Of our annual lettings, 30% will be to  
homeless households.

Our Housing Support, Wellbeing and Health 
Strategy sets out how we will help people to be 
their best.

Delivering our vision

Working for Connect 

We will continue on our journey to build a 
performance culture where everyone knows what 
is expected, takes responsibility and is accountable 
for their outcomes. We will celebrate success and 
learn from mistakes.

People at Connect put a lot of themselves into  
their work. 

Putting people first and striving to make a 
difference is rewarding but can be exhausting. 
We will provide an environment where people do 
their best, whilst looking after themselves  
and others.

Our People Strategy sets out how we will create a 
place where team members can be their best. 

We aim to maintain a staff Net Promoter  
Score above +30.
 



11Corporate Strategy 2021 - 202410

Safe foundations

Corporate objective:  
We believe a safe home is  
the foundation of life.

Everything in life starts with a safe and  
secure home.

We already balance our investment in new and 
existing homes to provide an attractive offer to 
customers, improve our environmental impact  
and supply more affordable warmth to customers. 

The plan is to add 50 new homes a year whilst 
working to improve  the energy performance of 
our homes to make sure they all achieve an Energy 
Performance Certificate (EPC) standard of Band C, 
as a minimum, by 2025.

We are further developing our Asset Management 
Strategy and approach to take into account the 
government’s Social Housing White Paper,  
Building Safety Bill and revised Decent (Future) 
Homes Standard, aiming to achieve 100% health 
and safety compliance each year.

Corporate objective:  
We are supporting 
neighbourly places

Responses to the pandemic show resilience, 
support and strength lie within communities.  
We want to build on this to create  
lasting connections. 

Change isn’t achieved by imposed intervention  
but finding what is important to people and  
joining them to achieve the things they are  
working towards. 

We will ensure everyone has a voice of equal value 
and the same access to any decision-making that 
affects them. 

We aim to achieve 86% of tenants feeling their 
views have been taken into account.

We will shift more decision-making power to 
residents and customers, giving people clarity 
about what we must do and where there is 
flexibility to do things differently.

And we will use intelligence and insights to prepare 
our Neighbourhood Plans and make them living 
documents, shared with the community. 

Our Neighbourly Places Strategy sets out how we 
will achieve this by using co-production and  
strength-based approaches., 

Neighbourly places

We will ensure  
everyone has a voice  
of equal value



13Corporate Strategy 2021 - 202412

Protecting the planet 

Corporate objective:  
We will take action to protect 
the planet.

Housing is responsible for a large proportion of 
greenhouse gas emissions, so we are in a privileged 
position to make a difference.

Our plan is to have a clear roadmap to achieve 
net-zero carbon homes by 2050, including investing 
in renewable energy generation and introducing 
smart home technology. 

Aligning to the United Nations Sustainable 
Development Goals, we will improve long-term 
environmental and social sustainability, using local 
suppliers and considering their sustainability and 
ethics during procurement. 

We will reduce fleet emissions by at least 50% 
by 2025, reduce non-recyclable waste through 
intelligent purchasing and promote ‘reduce, reuse, 
recycle’, avoiding, where we can, the purchase of 
single use items. 

We pledge to support tenants to adapt to  
the changes in their homes and promote  
community-led biodiversity projects. 

Our Sustainability Strategy sets out our  
goals in reducing our environmental impact  
to protect our tenants, colleagues and  
future generations.

Delivering our vision

 

Housing is responsible for a large 
proportion of greenhouse has 
emissions, so we are in a privileged 
position to make a difference.
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Business efficiency 

Corporate objective:  
Business efficiency feeds a 
strong social purpose.

Our business transformation programme focuses 
on building trust through reliability by doing the 
basics brilliantly and reducing customer effort. 

We will complete the implementation of new 
software, refine our processes and challenge 
ourselves to reduce customer effort at each step. 
We will be agile in our approach as expectations 
and ways of working are changing at a rapid pace.

We aim to maintain a customer Net Promoter 
Score of +30, with at least 80% of customers feeling 
we are easy to do business with.

Our offer to customers will remain digital by 
choice but we will make it an accessible, efficient 
and convenient choice and we will personalise 
communications, contacting customers before they 
need to contact us. 

We are working towards 50% of transactions 
taking place through digital channels by 2024.

We will reduce our ‘cost to serve’ by  
automating activity where we can and build  
data analysis capability to deliver real-time  
performance-reporting to inform our  
decision making. 

And we will build cyber resilience on a secure 
platform, enabling us to adapt to changing 
business needs with ease.

Our ICT Strategy sets out the detailed changes  
we are planning and our Value for Money 
Strategy details how we are measuring success.

Our offer to 
customers will remain 
digital by choice but 
we will make it an 
accessible, efficient  
& convenient choice

Summary

 
Monitoring progress - how do 
we know if we are learning to 
live differently?

Knowing how we are meeting our objectives is 
critical if we are to achieve our vision.
 
We are placing greater emphasis on data and data 
analysis, extracting the greatest value from the 
range of ways in which we measure performance.
 
As well as board members scrutinising our 
performance, we are working hard to include 
the involvement of our tenants and customers in 
helping shape future services, through ways that 
are convenient to them.
 
We have introduced Customer Sure, a new way of 
gathering feedback from customers, so that we 
have real-time information on customers’ views to 
help us adapt and develop the way we work.

Our regular staff ‘pulse’ surveys and check-ins also 
tell us how our behaviour is changing.

We know there is always more to do but working 
together, listening to understand and being bold 
in our decision-making is how we will create a 
Connect future that is fairer, greener and smarter 
for everyone.
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We welcome your ideas, comments and feedback  
on our future plans.

Please drop us a line at hello@connecthousing.org.uk

Also, get in touch if you would like to request this document in an alternative format.


