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Social Value and building a new organisation; the 
Onward experience

Bronwen Rapley,
Chief Executive,
Onward Homes
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What is social housing for?

To meet housing need for those who cannot afford or 

access housing in the market

• Availability

• Condition

• Affordability

Why do anything else?



Why do anything else?

The head

• Sustaining tenancies

• Condition of homes

• Paying rent

• Community cohesion

The heart

• Compassion

• Moral imperative



Rob



Bill



Bill



The Onward Story

• Building one organisation

• G1 to G3 to G2

• Compliance and data

• Organisational change

Finding the why

Making a positive difference in 

the communities we serve





Is that all?

The head

• Core strength

• Effectiveness

The heart

• Local flexibility

• Neighbourhood approach

• Sheltered and supported

• Social investment



Challenges

• Finding what we are good at

• Choosing what to do - focus

• Evaluation and measures

• Speaking the same language

• Making a difference



Collaboration across Greater Manchester Housing Associations; 
Social Value reporting to the GM Combined Authority 

Nigel Wilson,
Chief Executive,
Wythenshawe Community Housing Group
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Practical Social Value Conference

8 February 2018

Nigel Wilson Group CEO – Wythenshawe Community Housing Group 



• GM Housing Social Value

• CLES Research

• GMHP Response

• Pledge

• What next 



Why establish a social value baseline?
• Practical first task for group to focus on
• Track future trends
• Share learning of what’s working
• Raise awareness more widely of our impact
• Practice what we preach and provide point of reference to 

suppliers
• Explore opportunities to increase collective impact



Why these indicators?
Align with GMCA social value 
framework
• Promote Employment & Economic Sustainability
• Raise the living standard of local residents
• Promote Participation and Citizen Engagement
• Build capacity and sustainability of the Voluntary 

and Community Sector
• Promote Equity and Fairness
• Promote Environmental Sustainability



Why these indicators?
• Availability of “good” data

• Consistent with what we 
ask of suppliers

• Aspiration & challenge



Challenges

• Lack of common systems and 
protocols for capturing social 
impact data

• Definitions and scope

• Buy in: 15/25 GM providers 
contributed data



Headline Indicators
2016-2017

Bolton at Home

Equity Housing Group

ForViva

Great Places Housing Group

Irwell Valley Housing Association

New Charter Housing Trust Group

Northwards Housing

One Manchester

Onward Homes

Rochdale Boroughwide Housing

Salix Homes

Southway Housing Trust

Stockport Homes

Trafford Housing Trust

Wythenshawe Community Housing Group

NB: Infographic doesn’t include all data sets collected



Collective Impact







Improving the Data

• Review internal systems, introduce 
processes to capture information going 
forward

• Harmonise definitions and reporting 
periods

• Can we get all providers to report on these 
indicators?



What can we do with it?
• Collective communications –

increase awareness among 
stakeholders of our collective impact

• Support supplier engagement, call to 
action in support of social value

• Benchmark and strive for 
improvements

• Engage other providers in GM that 
have not yet contributed



Recommendations

1. Ensure social value is considered as a matter of course

2. Develop a process for continuing monitoring of social value

3. Explore leakage out of GM economy

4. Influence the behaviour of the supply chain

5. Provide signposting for suppliers

6. Collaborate with other housing providers and local authorities

7. Series of bespoke recommendations for each participating HP



GMHP Social Value Pledge

We, as members of Greater Manchester Housing Providers (GMHP) committed to 
maximising the social value generated through our supply chain spend, commit to:

• Embedding social value into our internal procurement and contract management 
processes.

• Exploring a minimum weighting for social value in procurement activity.

• Establishing a common framework for measuring the impact of our supply chain spend 
on an annual basis.

• Supporting a collective approach/project to reduce leakage out of GM economy.

• Developing and promoting a GMHP Social Value Guidance document, articulating a 
common approach and ‘simplifying’ social value for our suppliers.

• Delivery of a GMHP supplier event, focussed on education around SV, influencing 
behaviour and signposting (incl. launch of the guidance document).

• Continuation of GMHP Social Value Group to ensure ongoing collaboration in order to 
further maximise the social impact of our supply chain spend.



Using Social Value information to inform Asset Management 
decisions

Alexandra Wiley,
Head of Regeneration,
Clarion Housing Group
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Dr Elanor Warwick, 
Head of Strategic Policy and Research,
Clarion Housing Group



Clarion’s 
Social Value 
Journey
Elanor Warwick, Head of Strategic Research 
Alex Willey, Head of Regeneration Projects



Value maps: what are we searching for?  
The tangible, intangible, understood and unknown 

• Exchange value
• Use value 
• Image value
• Environmental value 
• Cultural value 
• Social value



What we’re talking about

• What does this mean?



What we’re talking about

What is 
social value

How to 
measure it

Why 
measure it: 

impact

Why 
measure it: 
influencing

Applying at 
scale

Where to 
next?



Building Homes.

Developing Futures.

We are: Clarion Housing Group

Our Vision

34



Where we’ve been



Where we’ve been
Getting a full time job £10,767

Getting on-line £1,875

No longer 
homeless 
£24,467



Where we’ve been

Social Value 
created by

• Young people
• Contractors 
• Supply chain
• Health 

interventions 



Where we’ve been



Where we’ve been

Getting a full time job £10,767

Getting on-line £1,875

No longer 

homeless 

£24,467

Average wellbeing value per 
occupant:

Energy efficiency improved 
by one EPC band

£217 

Rectification of serious 
condensation / mould 
growth

£770

Improved landscaping / 
tidied gardens 

£379

Graffiti problems solved £439



Measuring impact: two steps forward one step back…

• Clarion Futures Balanced Scorecard
• Supply chain value added
• Asset values for planned programme
• Value for Money statement

• HACT values one part of the story
• Asset values have challenges
• BAU use of the values is limited



Influencing decision-making: early days

NOW

• Options Appraisal 
process for asset

• Integrating to procurement
• Future asset standards
• Repairs
• Energy efficiency lobbying

PIPELINE FUTURE?

• Clarion Futures
• Additional values
• SROI…?



£0.0 £1.0 £2.0 £3.0 £4.0 £5.0

Do nothing

Reinvestment

Redevelopment

Targeted reinv

Targeted redev

£m value generated

O
p

ti
o

n

Wellbeing value

Do nothing

Reinvestment

Redevelopment

Targeted reinv

Targeted redev

Influencing decision-making: early days

• Options Appraisals
• Energy efficiency
• Clarion Home Standard (Decent Homes)
• Repairs  



Barne Barton: Social value a key part of the  picture 



• Scaling up not just extrapolating 
• Simplifying
• Keeping eye on the ball, vfm only part of it
• Not a linear process
• Persuading the non-believers 

Where to now for Clarion?



Where to now for measuring social value ?

• Spreading the word to learn
• Social value capture and  social value generation
• A maturing discussion 



For more information please contact 
Alexandra.Willey@clarionhg.com or 
Elanor.Warwick@clarionhg.com

mailto:Alexandra.Willey@clarionhg.com
mailto:Elanor.Warwick@clarionhg.com


Panel Discussion
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Lunch and Networking
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Social Value in Neighbourhood Working

Andrew Brown,
Regional Director, 
Onward Homes
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Andrew Lord,
Head of Neighbourhoods,
Onward Homes



Social Value in Neighbourhood Working

Andrew Brown, Regional Director 

&

Andrew Lord, Head of Neighbourhoods



Neighbourhood Working: 

The panacea to delivering and 

measuring social value? 

Or just re-hashed same old, same old?



What we will cover this afternoon:

• Background on Onward Homes

• What Neighbourhood Working means to us

• CIH Accreditation 

• How we have developed our approach

• Measuring – performance, Sustainability, Surplus, Impact

• Group Exercise – How to best capture and measure impact of the work 

of housing organisations at a neighbourhood level

• Get your answer to “panacea or same old, same old” question!





Our Neighbourhood Approach – Customers at the heart

• Effectively organising ourselves to 

deliver services to customers

• Enabling us to stay small and local 

and close to our customers

• Linking people, systems, 

performance and structure

• Representing the way we work -

everyone's responsibility

• Bringing the operating model to life 

– a local service supported by core 

strength



This is how we will do it at Onward– We work in Neighbourhoods

Neighbourhood Working provides a solid foundation:

• Accountability for making a positive difference in all our communities
• Fit for purpose for an large and diverse housing organisation, local services to core strength
• Improves service delivery, tailored to meet the needs of local areas
• Enables trust to be built across teams working together in our neighbourhoods

Neighbourhood Working enables us to build a great organisation:

• Inspiring colleagues to think, talk and work on a neighbourhood basis
• Supports the development of ingenious solutions to local issues
• Allows us to be ambitious and increase our profile and impact in the region
• Embeds data, customer feedback, discussion and evaluation to enable learning and  

improvement



- Using our assets to address challenges in our communities and 

deliver social value

- Helping residents and partners develop their ideas for making their 

neighbourhood a great place to live

- Defining neighbourhoods by their attributes, focussing on strengths 

and potential  

As a “relatively” big organisation, neighbourhood working allows us to 

stay ‘small and local’ and remain close to our customers

Neighbourhood working is about: 



The vision

• To organise services in our regions to ensure:

- The whole service works together locally

- It reflects our strategic priorities  

• To coordinate resources in neighbourhoods that add value in terms of: 

- Neighbourhood sustainability 

- Neighbourhood manageability 

- Neighbourhood viability 

• To measure and manage the positive difference we make in our communities 





Accreditation Success Factors

• A clear set of neighbourhood working principles across the 

organisation

• Clearly defined neighbourhoods

• Understand how sustainable each neighbourhood is

• A range of views shapes the approach to local service 

solutions

• An identified range of actions in place to deliver outcomes

• Regular monitoring and assessment of the impact of activity on 

neighbourhoods and organisation



Our neighbourhood approach enables us to:

✓ Deploy resources effectively to deliver locally tailored services to 

customers when and where they are needed.  

✓ Develop bespoke local offers which set out our role and ambitions for 

our different neighbourhoods

✓ Act as key players at a Regional level in terms of  growth and 

regeneration and increase our profile with key partners

✓ Deliver a positive difference to communities 

✓ Enable us to monitor sustainability, assess profit and loss and measure 

the positive difference in neighbourhoods.

Developing Onward’s Neighbourhood Approach



Neighbourhood working – Ten Key Principles



Matrix Management with a focus on Neighbourhoods



Defining and Classifying our Neighbourhoods

1. A clear geographical focus rather than being based on

type / tenure.

2. Include all assets in an area

3. Do not cross local authority boundaries, and enable

us to report at an LA and regional level

4. Minimum size of 100 units but no maximum size

5. Most effectively group together our stock within a local

authority area.

6. Neighbourhood names which will reflect those

recognised by customers where we can.



• 55 Neighbourhoods, three regions

• Onward other neighbourhoods x 5

• Three distinct types of neighbourhoods:

• Concentrated – where we are the 

predominant landlord in the area

• Defined – where we have a good mix 

within a clearly defined area 

• Dispersed – where our stock is spread 

across a local authority area

Onward Homes Neighbourhoods



Components of Neighbourhood Working

• Neighbourhood Plan Documents – internal mini business 

plans / external local service offer document

• Culture – ideas to ensure everyone is thinking, talking and 

making decisions on a neighbourhood basis

• Service Blend – every team has a standard or high intensity 

service off depending on neighbourhood conditions

• Property and development – incorporates active asset 

management and growth and development strategy

• Partnership development – mapping partnerships across our 

geography, strategic, theme based and neighbourhood based

• Engaging with customers – developing an ongoing way of 

listening to and working with customers

• Commissioning – learning the lessons from previous 

commissioning meetings



Strategic thinking to target actions and resources

Our own Boston Matrix to classify our Neighbourhoods



Our approach:

• Data from a broad, holistic suite of measures to enable us 

to better understand our neighbourhoods

• Ranking neighbourhood performance or sustainability 

using a weighted approach

• Demonstrating the extent to which we are making a 

positive impact in communities

• Each strand will form part of a quarterly balanced 

scorecard for each neighbourhood

• Where possible, real time information will be used to 

inform service delivery

• Complements the performance information that goes to 

Finance and Performance Committee

Measuring…. Our Neighbourhood Metrics



Neighbourhood Metrics – The Four Strands



The Current Sustainability Model



The New 

and 

Improved 

Sustainability 

Model by 

April 2018

Contour Homes Neighbourhood Indicator Monitoring Tool Q4 16-17.xlsx


The Neighbourhood Sustainability Model 

• Seven headline measures:

1. Household income

2. Demand

3. Repairs, compliance and property sustainability

4. Resource intensity

5. Safer neighbourhoods

6. Deprivation

7. Neighbourhood and customer satisfaction

• Over 40 indicators, weighted approach, scoring and ranking 

Contour Homes Neighbourhood Indicator Monitoring Tool Q4 16-17.xlsx


Any Questions / Observations?

Panacea or same old, same old?



Group exercise – Measuring impact at a neighbourhood level…..

One of the key outstanding tasks is for us to develop a rounded set of measures 
that demonstrate the impact and value that we are having in neighbourhoods. 

This is something that we envisage to be relevant to others in the room.

The discussion:

a) What ten ways do housing providers make a positive difference in 
communities?

b) What ten impact measures should we use to measure the extent to which we 
make that positive difference in communities?



Refreshment Break
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Social Value Surgery – Making your information believable

James Williams,
Head of Social Impact,
HACT

#NHCsv18 | @nhc

Ben Carpenter,
Operations Manager,
Social Value UK



www.socialvalueuk.org @socialvalueuk

Social Value Surgery

Making your information believable
HACT/NHC Practical Social Value Conference 2018

Ben Carpenter | James Williams



www.socialvalueuk.org

@socialvalueuk

Objectives

• Who are Social Value UK?

• What is Social Value?

• How can we measure it?

• How does this fit with HACT UK Social Value Bank?

• Your Questions

• The Social Value Certificate



Who are Social Value UK?



Membership Organisation

Training | Assurance | Support | Campaigns | Events

Resources



www.socialvalueuk.org

@socialvalueuk

National 
Networks

Canada

Hong Kong

Japan

Italy

Sweden

U.K.

New Zealand

USA

Taiwan

Thailand

Context: Social Value International

Affiliated 
Networks

Australia

Austria

Bulgaria

Estonia

France

Hungary

Portugal

Russia 

South Africa

Brazil

.

@ 2,000 members



What is Social Value?



www.socialvalueuk.org

@socialvalueuk

Social Value is…
the quantification of the relative importance that people place on the changes they 
experience in their lives.



www.socialvalueuk.org

@socialvalueuk

It’s about reducing inequality and 

increasing wellbeing…

accountability
beneficiaries
stakeholders

users

Responding to those you 
set out to serve…

customers

innovation

VALUE



www.socialvalueuk.org

@socialvalueuk

The three M’s…

M
M
M

measure

manage

maximise

do things to increase positive changes 

and reduce negative changes

find out how much of a change has 

occurred

making as much of a difference as 

possible with the resources available



How can we measure it?



www.socialvalueuk.org

@socialvalueuk

Reporting

Analysing

The Social Value Principles

1. Involve stakeholders

2. Understand what changes

3. Value the things that matter

4. Only include what is material 

5. Do not over claim

6. Be transparent

7. Verify the result



www.socialvalueuk.org

@socialvalueuk

10 Impact Questions

1. What problem are we trying to solve?

2. What is our proposed solution to the problem?

3. Who experiences changes in their lives?

4. What changes are (or likely to be) experienced?

5. How can we measure these changes?

6. How much of each change has happened (or is likely to happen)?

7. To what extent might the changes by caused by our activities?

8. How long do we need to manage the changes for?

9. What is the relative importance of the different changes? 

10.Which changes are important enough for us to manage (and be accountable 

for)?

Logic models
(Theory of Change)

Segmenting 
stakeholders Defining 

outcomes

Quantities
Defining 

indicators

Counterfactual, 
Attribution, 

Displacement

Duration

Value

Materiality



www.socialvalueuk.org

@socialvalueuk

Do I do SROI or UK Social Value Bank ?

This Photo by Unknown Author is licensed under CC BY-SA

You can do both!

http://commons.wikimedia.org/wiki/File:A_fork_in_the_road_-_geograph.org.uk_-_1005053.jpg
https://creativecommons.org/licenses/by-sa/3.0/


www.socialvalueuk.org

@socialvalueuk

What does SROI look like?

Social Value 
Principles

Asking beneficiaries 
to define outcomes

Understanding 
relative importance 
(value) of outcomes

Collect Data: Impact Map

Produce a written Report 
Detailing your processes

OUTPUTS

c) SROI report or ‘Social Value’ 
report

d) Assured SROI report
10

Questions



www.socialvalueuk.org

@socialvalueuk

More details in our linkages paper…

http://www.socialvalueuk
.org/resource/sroi-and-
hact-social-value-bank-
linkages-paper/

http://www.socialvalueuk.org/resource/sroi-and-hact-social-value-bank-linkages-paper/


www.socialvalueuk.org

@socialvalueuk

More details on use of UK Social Value Bank

Deadweight

Youth values

One off events

Evidence needed

http://www.hact.org.uk/social-
value-bank-practice-notes

http://www.hact.org.uk/social-value-bank-practice-notes


www.socialvalueuk.org

@socialvalueuk

Any questions?



www.socialvalueuk.org

@socialvalueuk

Making your information believable… 

Assurance of Reports – SROI and non-SROI
The New Social Value Certificate!

HACT also able to offer certification for the use of UK Social Value Bank.



www.socialvalueuk.org
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The Social Value Certificate – what is it?

• The Social Value Certificate looks at the systems and 
processes that you have in place for maximising your 
social value. 

• It is not about reporting social value and it does not 
provide proof or a statement that the organisation or 
programme is creating an amount of social value. 

• The Social Value Certificate can be awarded to an 
organisation or a programme or project being run by an 
organisation.



www.socialvalueuk.org

@socialvalueuk

The Social Value Certificate – Three Levels

Level One: “Commit” is achieved with a commitment to 
implement systems and processes that are consistent with the 
Social Value Principles, evidenced through policy 
documentation.

Level Two: “Implement” is achieved with the implementation 
of systems and processes, evidenced through appropriate 
data collection.

Level Three: “Maximise” is achieved with the use of data to 
drive decisions, evidenced through operational changes 
designed in response to data collected and with the specific 
intention to maximise the social value they can create with the 
resources they have available



www.socialvalueuk.org

@socialvalueuk

The Social Value Certificate – Why?

The Social Value Certificate has the following advantages:

• Provides you with a clear pathway for improving the way you 
are managing your social value.

• If awarded, the certificate proves to external stakeholders 
(including funders) that you are aligning to an international 
standard for managing your social value and taking steps 
towards maximising the value that you can create.

Find out more at 
www.socialvalueuk.org/social-value-certificate/



www.socialvalueuk.org

@socialvalueuk

Contact us

Sign up for free to be a supporter of Social Value UK and 
receive the monthly newsletter at; http://socialvalueuk.org/

ben.carpenter@socialvalueuk.org

Twitter: @SocialValueUK

http://socialvalueuk.org/
mailto:catherine.manning@socialvalueuk.org




Keynote: Generating Social Value and its impact

Geeta Nanda OBE,
Chief Executive,
Metropolitan 
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Social value and independence

How we make a 
difference



The start of a journey…

ChamberlainWalker

Independence steps



Our research – the value we deliver

Social value per £1:

• Employment 

£5.1 per £1 

• Care & support 

£1.4 per £1 

• Housing supply 

£1.2 per £1 

What next?

• Improve data 

collection and 

reporting on 

outcomes



Our Clapham Park development

VIDEO
(right click, open hyperlink)

https://www.youtube.com/watch?v=nfTLzViM

Wy0

Geeta.mp4


Our Clapham Park development



William came to our service in 2015, where we 

supported him with one of his goals - to join the police. 



Helping people to get the security of their own home...

Shared ownership for Annette 

Marshall



Last year Metropolitan resident May celebrated 80 

years living under the same roof in Nottinghamshire...









Chair’s Closing Remarks

Andrew Van Doorn,
Chief Executive,
HACT
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Thank You for Attending
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