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Introduction
This plan represents an evolution in our 
development as VIVID following our formation 
in 2017. We have achieved more to date than we 
initially planned and continue to drive forward with 
more ambition and determination than ever before.

The world has changed 
around us since the outbreak 
of the COVID-19 pandemic 
in 2020 and it’s right that 
we reflect through this 
plan, on how we respond 
to these changes, and what 
our customers, communities, 
staff and stakeholders now 
require of us in the future.

Our vision ‘More homes, 
bright futures’ is as relevant 
today as it was in 2017, 
but what has changed is 
our access to resources, 
our financial strength and 
therefore our ability to 
support the communities in 
which we work. We can do 
this by building more much 
needed homes of all tenures 
and by continuing to invest 

in our support services, 
which are there for when 
our customers need them.

We recognise that strong 
partnerships are a route 
through which we can 
combine our strengths and 
knowledge with that of 
others to unlock potential 
for the benefit of people 
who live in our geography. 
This has worked well in the 
past and we’ll invest more 
energy and resources in 
improving this in the future. 

Our creation and launch 
of VIVID Plus in early 2021, 
signifies our commitment to 
this change, and demonstrates 
our additional investment 
in our communities.
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Alongside investing in our 
communities, this plan 
sees us invest even more 
in our existing homes. This 
includes dealing with fire 
and safety issues but also 
starting us on our journey 
towards a zero carbon future. 
This requires commitment 
to a serious amount of 
investment in our homes 
beginning with defining 
what needs doing and what 
the best solutions are. The 
plan demonstrates that we 
can meet this commitment 
whilst continuing to build 
more homes in a more 
environmentally friendly way. 

Our people are our 
strength and their ability 
and commitment to deliver 
a first-class service is 
incredible. We want to 
build on that strength by 
continuing to invest in their 
development, providing 
the right environment 
for them to thrive and be 
successful. Through positive 
engagement with our people 
we’ll understand and respond 
to their needs, creating a 
healthy, agile and flexible 
place to work.

We firmly believe that 
everyone has the right to a 
safe, secure and affordable 
place to call home and 
this plan demonstrates our 
ongoing strong commitment 
to that. The homes and 
neighbourhoods we develop 
and maintain are vital to 
safeguarding the wellbeing 
of people living in them.

We worked closely with our 
customers, our employees 
and other key stakeholders 
to shape our plan. We have 
listened to what we’ve 
been told about their 
priorities and reflected 
those in our focus. And 
we’re confident that 
together we can continue 
to help our customers and 
communities to thrive.

Mark Perry 
Chief Executive
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Our operating 
environment
We operate in a dynamic environment with 
significant regulatory and societal change occurring. 
Our response to these challenges and situations 
forms a key aspect of our plans and ambitions 
as we move forward:

Social Housing White Paper

The Social Housing White 
Paper published late in 2020 
places a different emphasis 
on the relationship between 
social housing landlords and 
their customers. 

It sets out additional 
responsibilities related 
to building safety, 
greater transparency on 
performance, stronger 
regulatory powers and 
improved consumer 
standards for customers. 
Like many, we’ll continue 
to build on what we 

already do to make sure 
our customers are listened 
to and involved.

Building Safety Bill

Following the 
recommendations of 
the Hackitt Report, the 
government is implementing 
changes that will improve 
building and fire safety, so 
that people will be safer 
in their homes. This goes 
beyond the replacement 
of cladding in that it 
establishes a new regime 
for compliance and review. 
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A society under pressure

We expect there to be 
medium-term implications 
resulting from the COVID-19 
pandemic, not just economic 
but also societal. This gives 
rise to an immediate and 
longer-term need to help 
people in a range of ways 
from money and benefits 
advice to help maintain 
their tenancies, wellbeing 
and mental health services, 
as well as meeting daily 
living costs such as food 
and utility bills. From our 
regular engagement with 
customers, we’re aware of 
how our communities are 
being hit in many ways, and 
we’re well-placed to help 
provide support where it’s 
needed most. 

Housing need 

There continues to be a 
shortage of homes in the 
south east and we’ll work 
closely with our partners 
to make sure we deliver 
the right type of homes 
in the right places to suit 
a wide range of needs 
and circumstances as we 
head towards our target 
of developing 17,000 
more by 2030. 

Carbon zero emissions

Housing associations play 
an important role in the drive 
to net zero carbon emissions 
by 2050. We’re adapting our 
approach to developing new 
homes through innovative 
partnerships and are also 
focused on improving the 
energy efficiency of all 
our homes. We expect there 

to be medium-
term implications 
resulting from 
the COVID-19 
pandemic, not 
just economic 
but also societal
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Our vision, 
ambitions 
and enablers
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Ambitions

Mission

Our vision is strengthened 
by our mission to give our 
customers a safe and secure 
place to call home and 
provide the foundations 
for their wellbeing. 

We have 3 ambitions and 
3 enablers, which will help 
us achieve our mission over 
the next 3 years. 

They are summarised here 
in the outer circles for quick 
and easy reference. Each 
circle contains a link through 
to more in-depth information 
on the pages that follow.  
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Ambition 1
Help customers thrive in their 
homes and communities
To achieve this ambition, 
we’ll place a high 
importance on:

• Putting customers in 
control of their services 
and information

• Providing services which 
are flexible and local

• Ensuring our customers 
have a voice in how our 
services are designed 
and run

• Working towards 
anticipating customer 
needs and providing 
services before they 
contact us

• Operating with clear 
and consistent service 
standards that are 
co-designed with 
customers, reflecting 

changing expectations 
and priorities 

• Making sure customers 
can access our services 
through the channel 
of their choice

• Having customer 
information at our 
fingertips through 
integrated mobile 
technology, to resolve 
queries immediately

• Clearly articulating 
the social impact of VIVID 
in our operating area

• Making a positive impact 
in our communities by 
investing in community 
funds and partnerships 
(VIVID Plus)  

8  |  Our ambitions  |  More homes bright futures – Our plan 2020–2023



Ambition 2
Provide affordable, safe and well 
maintained homes to a consistent 
standard
As part of this ambition, 
we will:

• Plan to be carbon neutral 
by 2050

• Work to ensure our homes 
have an EPC rating of D or 
above for energy efficiency 
within the life of the plan 

• Aim to achieve an average 
customer satisfaction score 
of 8.5 out of 10 for repairs 
and other services

We’ll also make sure:

• We achieve top quarter 
quartile for CPP 
(cost per property)

• Our appointment times 
and repair priorities 
better meet customer 
expectations as measured 
by customer satisfaction

• Our customers know that 
their homes are safe and 
can easily access relevant 
information about them 

• We work towards a year 
on year reduction in our 
environmental footprint 
in the delivery of our 
repairs services

• We make the home and 
community a better place 
to live through better use 
of “smart technology” 
and customer insight

• We have a robust 
framework in place for 
fire safety provision 
within our commercial 
and residential portfolio
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Ambition 3
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Build more homes to meet the 
needs and aspirations of our 
local communities 
To achieve this ambition, 
we’ll aim to:

• Build 5,600 new homes 
over the next 3 years

• Be a leading developer 
of factory-built / offsite 
manufactured homes

• Build homes that help 
to reduce our carbon 
footprint and develop a 
plan for carbon neutrality 
in construction

We’ll also take steps 
to ensure:

• Our building programme 
is based on need, type 
and location, is customer 
led and not just about 
the numbers built

• Our forward programme 
is double our new homes 
completion target 

• Our land and joint ventures 
provide a minimum of 
50% of our development 
programme



Enabler 1
The capacity to achieve our ambitions, 
deal with uncertainty and respond 
effectively when things change
As part of this enabler, 
we’ll ensure: 

• We see a year on year 
improvement in our 
operating cost per unit 

• We invest £6m to improve 
our customer experience 
and reduce cost

• Our development 
programme will be 
50% self-funded

• We have the information 
and systems we need to 
make the best decisions 
for our customers 
and ourselves 

• We implement change 
well as measured 
through the effective 
delivery of projects 
and employee feedback
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Enabler 2
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A vibrant culture that supports, 
develops and attracts great people
We’ll continue to work with 
our people on a number 
of focuses, including: 

• Through increased “smart 
working” we’ll drive 
employee engagement 
to ensure that working 
practices benefit the 
organisation and staff

• Driving our diversity and 
inclusion culture so that all 
staff can contribute equally

• Maximising the 
development of our staff

• Giving our staff increased 
flexibility over their 
employment terms

• Ensuring that all our staff 
are safe whilst at work



Enabler 3
Team up with others who can help 
us be better and do more for our 
customers and ourselves
As part of our focus to 
work with others and 
do more, we’ll: 

• Proactively work with 
a range of partners

• Be trusted because we 
do what we say we’ll do 
quickly and well 

• Jointly solve problems with 
our partners, using our 
resources to find solutions 

• Take a long-term view 

• Build our reputation as the 
“go to” housing association

• Seek to influence public 
debate by working with 
sector leads using our 
research and experience

• Work with those that share 
our desire to improve the 
sector’s environmental 
sustainability
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Stay in touch

https://www.instagram.com/WeAreVIVIDhomes/
https://www.youtube.com/channel/UCRFZUbR7l8FEkqqliWweLWQ
https://twitter.com/WeAreVIVIDhomes
https://www.facebook.com/WeAreVIVIDhomes
https://www.linkedin.com/authwall?trk=gf&trkInfo=AQGIj1NllkbqDwAAAXfTewXYH9HD2wfcrjAmXte1eRD4P8nzwIozeCR2LzG2wbvuTtMZ5o-IbfY3LdviU9-meyd6Smyd0OFEwF9hpiN1sjcbFbOZc2aQQWP7MFMZ1dCmTLDpBBQ=&originalReferer=https://www.vividhomes.co.uk/&sessionRedirect=https%3A%2F%2Fwww.linkedin.com%2Fcompany%2Fvivid-homes
mailto:customer%40vividhomes.co.uk?subject=

