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PART ONE: THE CONTEXT
It is an exciting time as we launch our Annual 
Business Plan for 2020/21. There is a huge amount 
we aim to achieve, both for our residents and 
our staff as we continue to deliver our three year 
Corporate Plan, “Building our Future”. We remain 
fully committed to working in partnership with 
Lewisham Council to deliver high quality housing 
services and to building new homes for social rent 
in the borough in furtherance of the number one 
political priority of the Mayor.

Keeping our buildings safe for all remains our 
top priority, but this year we also want to focus 
on the quality and consistency of the customer 
experience. We recognise we need to make it 
easier for customers to deal with us and we’ll 
be working on that throughout the year. We’re 
aiming for an increasingly effortless experience 
and in this year’s plan we will be introducing new 
service standards to help us achieve this.

We also want to improve our offer for staff, from 
modernising our office and workspaces, to 
a renewed approach to reward and recognition, 
and empowering staff to deliver for our residents.

We will be kicking off a significant project, with 
Board and Lewisham Council, to define our future 
IT needs; these will inevitably need to reflect 
new access channels for customers, our need as 
employees to work in more agile ways and the 
enhanced record keeping requirements required 
following the Grenfell enquiry and Hackitt report.

In 2019 the Oxford English Dictionary chose 
‘Climate Emergency’ as its word of the year. 
Lewisham Council declared a climate emergency 
in 2019 and this year we want to ensure that 
climate and sustainability are an integral part of 
what we do. We will be working closely with our 
partners to ensure we are playing a key part in 
Lewisham becoming carbon neutral by 2030. 
Informed by our new stock condition survey, we will 
be looking afresh at how we invest in and maintain 
our homes as well as the way we all work on a day-
to-day basis to do this more sustainably.

The second year of the plan aims to build on the 
work undertaken in 2019/20, deliver key objectives, 
and lay the groundwork for further tasks that 
will be delivered in year three. As with last year, 
our Business Plan is focussed on delivering our 
vision and mission and is organised around our 
five key ambitions. 

Our “Pyramid of Purpose” indicates the structure 
that Lewisham Homes has in place to support and 
ensure delivery of our Vision and Mission. The 
Annual Business Plan is illustrated by the third layer, 
and includes the key tasks and KPIs. It is supported 
by directorate and team plans, and all staff will have 
objectives and performance targets focussed on 
delivering these plans. Our performance against this 
plan will be regularly monitored by the Board and 
reported to the Council.

Vision &
Mission  

Corporate Plan

Annual Business Plans: 
Key Tasks and KPIs 

Annual Directorate Plan 
Annual Health & Safety Plan 

Team Plans

Individual and Team Objectives Linked to Tasks and Competency Framework

Our suite of corporate Strategies play a key role in 
supporting and directing the delivery of our plan. We 
have already put in place our strategies for Customer 
Experience; People; Community Engagement; Value 
for Money; Asset Management; and our Medium-Term 
Financial Strategy. By the end of 2019/20 we will have 
also put in place our Health, Safety and Wellbeing 
Strategy, and our Equality, Diversity and Inclusion 
Strategy. In 2020/21 we will deliver our strategies for: 
ICT; Sustainability; and Social Value.
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PART THREE: OUR KPIs
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NOTES ON KPIS:
The ‘Peer Group Benchmark’ is the reported 
upper quartile figure from our Housemark 
peer group, to give an indication of how similar 
organisations are performing against each KPI. 
Where this column is blank, a benchmark was not 
available from our peer group. The peer group 
consists of 21 London-based local authorities, 
ALMOs, and Housing Associations with between 
5,000 and 25,000 properties.

Several of the KPIs are new measures for this year. 
These have been introduced following comments 
from both Board and Performance Committee on 
areas where greater visibility would be desirable, 
such as more detail on the Repairs Service, on 
Voids, and also on staff sickness where we will be 
reporting separately on office-based and field-
based sickness.

Targets have been set for the next three years. 
Where some of the KPIs are new, there will be a 
further benchmarking exercise to establish firm 
definitions and industry best practice before these 
targets are populated. On staff sickness, we have set 
the target at 8.5 days. This is our Housemark peer 
group median. There is some concern there may 
currently be under-reporting of sickness, so we 
will be reviewing both office-based and field-based 
staff sickness after the first quarter of 2020/21 and 
reviewing the targets accordingly.

Repairs completed at first visit, and major voids are 
new measures. We will develop a methodology in 
the first quarter of 2020/21 to calculate appropriate 
targets for these indicators, and will start reporting 
this in the second quarter of 2020/21.
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PART FOUR: OUR FINANCES 
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C O N TAC T S :
0800 028 2028
lewishamhomes.org.uk

Old Town Hall 
Catford Road 
London 
SE6 4RU

 facebook.com/lewishamhomes
 @lewishamhomes
 lhomes.org.uk/lhlin
 instagram.com/lewishamhomes

Annual 
Business 
Plan

2020-21


