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Who we are

Capital Letters was established 
in December 2018 by 13 London 
Boroughs – expanded to 17 
members from April 2020 – to 
increase the supply of rented 
accommodation for homeless 
households across London, reduce 
competition for the limited pool 
of properties and drive down 
costs. We are a not-for-profi t 
company limited by guarantee 
and owned by our members.

Our work has been made possible by £38m of Flexible 
Homelessness Support Grant from the Ministry of 
Housing, Communities and Local Government (MHCLG). 
During the life of this Corporate Strategy, we will 
develop independent income streams that will enable 
the company – over the long-term – to be fi nancially 
viable without recourse to government funding.

The Board and the Executive have carefully considered 
our current operating environment and the needs 
and expectations of our members, homeless 
households, partners and stakeholders. We have 
used a variety of fi nancial scenarios to stress test 
our strategy and have crystallised our risk appetite 
for non-core activities to provide the clarity about the 
type of opportunities the company should pursue.

2  |  CAPITAL LETTERS CORPORATE STRATEGY 2020 – 23

Introduction

Welcome to our Corporate Strategy 
for 2020 – 2023 which sets out 
our priorities for the next 3 years. 
It forms a key part of our business 
planning, connecting our core 
purpose to the realisation of our 
objectives and vision for the future.

The affordable housing market in London is uniquely 
uncertain and vulnerable. The external environment 
has a signifi cant impact on the work of Capital 
Letters such as the cost of and funding for homeless 
services, the impact of Brexit on the property market, 
the supply of suitable accommodation for people 
in need, competition for a fi nite resource and, most 
recently, the ongoing impact of COVID-19.

London boroughs continue to face a deepening 
homelessness and rough sleeping crisis with 
signifi cant and increasing numbers of families 
across the city without a permanent place to 
call home. Increased duties introduced by the 
Homeless Reduction Act (HRA) 2017 have meant 
that local authorities have had to fi nd innovative 
ways of supporting more and more people who fi nd 
themselves at the sharp end of the housing crisis.  

Recent research by LSE shows that London boroughs 
total expenditure on homelessness will rise from 
£919.5m in 2017/18 (pre-HRA) to £1.03bn by 2022/23. 
This is clearly unsustainable and alternative solutions 
must be found to reduce costs whilst increasing the 
supply of good quality homes for people who need them.

Capital Letters is one part of the solution to the 
homelessness crisis facing London, working in 
partnership with our member Boroughs to crack the 
challenges we face. We know that it makes sense to 
work together to control the market, dampen landlords’ 
expectations of incentive payments & enable the people 
we house to fl ourish. However, it is not easy to break 
in and disrupt an established market - as a start-up 
company we are full of energy, we are agile and fully 
committed to making Capital Letters deliver on its 
promise. We are a new company and know there is 
some way to go yet – this Corporate Strategy sets out 
the route map to make our vision become a reality, 
working with our members to make a difference.

People are at the heart of everything we do: 

 ● the people we need to fi nd homes for and who 
we support to ensure they are successful; and

 ● our staff who are working tirelessly to 
make this dream possible and without 
whom we will not achieve the ambitions 
set out in this Corporate Strategy

We are proud of what we have achieved so far and 
delighted to able to lead the fi rst truly collaborative 
initiative to address the increasingly complex and 
diffi cult issues facing our member Boroughs.

We look forward to seeing Capital Letters go from 
strength to strength over the next 3 years, and the 
plans set out in this Corporate Strategy being delivered 
so that the contribution and impact the company 
has on this very complex issue can be seen by all.

Cllr Farah Hussain
Chair of BRB
Cabinet Member for Housing & Homelessness
LB Redbridge

Jackie Odunoye
Chair of the Board
Operational Director of Housing
LB Redbridge
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grown to

25
members

procured

26,000+
properties

supported

c8,000 people
to sustain their tenancies

c4,000 homes
in our management

c150 staff
Developed an independent income 
stream to secure our future 

Become known for our
Corporate Social Responsibility 
commitments and impact, positively 
contributing to and influencing 
the environment within 
which we operate

KEY FACTS
by 2022/23 we will have

£
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Member Boroughs second procurement staff to Capital 
Letters to pool resources, share expertise and enable 
Capital Letters to provide a cost-effective, effi cient 
and consistent pan-London service for member 
Boroughs, as well as providers of accommodation 
and tenants. These are in addition to Capital 
Letters own staff. Together we are One Team.

Capital Letters only procures properties within 
London and does not provide any nightly paid 
accommodation. We have been set up to enable 
homeless households to stay within their home 
Borough as far as this is practicable and to provide 
suffi cient additional accommodation for member 
Boroughs to reduce their reliance on emergency 
accommodation and to meet their responsibilities 
under the Homeless Reduction Act 2017.

Supporting the people who are housed by us is 
fundamental to what we do – we do not end our 
relationship when we fi nd a home; it is only part of the 
story. Some people need some additional assistance 
to maintain their tenancy, access training and fi nd 
employment. It is a critical success factor for Capital 
Letters that households do not become homeless 
again. We want them to thrive in their new homes, 
put down roots in the local community without fear 
that they will have to move again, and enable their 
children to continue their education uninterrupted.

We know that if we work alone, we will not be able 
to deliver our plans. Therefore, a key tenet of this 
Plan is that we will develop a range of partnerships 
with organisations, stakeholders and individuals 
so that together we can achieve more.

The purpose of the three year Corporate Strategy will 
be to provide the clarity of direction and outcomes 
for everything that we do, whether it is provision of 
our core services, housing management or growth 
over the next three years. It will ensure that we 
keep focussed on doing the right things, providing 
a touchstone against which we plan and check 
our activities and that we achieve our targets.

Our new Business Plan is the key to our future. It 
determines what resources we need over the next 
three year (fi nances and people) and the targets 
we need to achieve. This in turn has shaped our 

Corporate Strategy, using the framework of our 
three Strategic Objectives to set out our plans to 
deliver our fi nancial targets and service ambitions:

 ● Driving a sustainable, growing and viable 
business built on innovation and creativity

 ● Best in class in everything we do, adding value 
and delivering great customer service

 ● People at our heart enabling empowered 
staff to achieve our vision together

The objectives from the Strategy will be cascaded 
into annual Delivery Plans and personal objectives 
for our people to provide the golden thread 
that will run through everything we do and tie 
the organisation together as One Team. 

There are a number of building blocks that will support 
the successful implementation of the Strategy. 
The key components include the following:

 ● Financial Plan

 ● People Strategy

 ● Growth Strategy

 ● PR & Comms Strategy

 ● Performance Management Framework

 ● Risk Management

Adding social value is at the core of what we do. In 
the fi rst year of our Strategy we will be developing 
our approach to Corporate Social Responsibility and 
the measures we will use to evidence the impact we 
have had. We will commission research to assess 
our success and as part of our commitment to share 
learning and insight we will work with key infl uencers 
and partners to develop new responses as a result.

By 2023 we intend to be the largest provider 
of accommodation for London Boroughs and 
the fi rst choice partner of residential landlords 
in London. This Corporate Strategy sets out 
how we will achieve this ambition.
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There has also been a signifi cant rise in nightly 
shared accommodation placements over the 
previous two quarters from 2,188 in Q1 to 
2,738 in Q3. Given the ambitions of boroughs 
to remove themselves from this market, this is 
disappointing and indicative of huge pressure on 
supply leaving boroughs with limited options. 

In response to the acute temporary accommodation 
situation in the capital, several pan-London 
initiatives have been developed which Capital 
Letters will contribute to where this aligns 
with the company’s specifi c objectives.

Homelessness Reduction Act 
– consultation and review
London Councils and London Housing Directors 
Group commissioned LSE to research the 
funding of homelessness services in London 
following implementation of HRA. Their research 
is contained in a 2019 report by LSE**.  Key 
fi ndings of the LSE research include:

 ● London boroughs total expenditure on 
homelessness will rise from £919.5m in 
2017/18 (pre-HRA) to £1.03bn by 2022/23.

 ● The proportion of London boroughs total spending 
on homelessness met from their own general 
funds (rather than from government grant or 
other income) will also increase from £201m in 
2017/18 (pre-HRA) to at least £237m by 2022/23.

** The Cost of Homelessness Services in London

 ● The new burdens funding provided by the 
government to London boroughs to implement 
the HRA was insuffi cient by an estimated £50.8m 
over the period to 2022/23.  This was partly 
due to the government using national average 
homelessness costs in their new burdens 
assessment, when LSE found that London costs 
are at least twice as high as these national fi gures. 

 ● London boroughs are facing major administrative 
challenges and higher costs in implementing the 
HRA, particularly in respect of H-CLIC, the new Duty 
to Refer and Personalised Housing Plans for clients. 

Despite the limited extra funding provided in 
the 2019 Spending Round, London boroughs 
continue to spend an additional £200m each year 
beyond the specifi c grant funding available.

COVID-19 & the impact 
on Capital Letters
Our agility, dynamism and responsiveness to the 
external environment was put to the test with the advent 
of COVID-19. And we rose to the challenge. We closed 
our offi ces, all staff worked from home (& none have 
been furloughed), we continued to procure properties 
of the same quality as before (using virtual inspections) 
and actively contributed to the Government’s Rough 
Sleeping Task Force providing studios for move-
on accommodation for former rough sleepers.

As a result of our work as part of the Rough 
Sleeping Task Force we have raised our profi le 
across London, with the GLA, other London 
Boroughs and the Ministry and demonstrated the 
power of collaboration and partnership working 
in resolving diffi cult and intractable issues.
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Our operating environment

The Housing Challenge in London

* Collection of H-CLIC data remains challenging for local authorities and its publication continues to be referred to by the government 
as ‘experimental statistics’. H-CLIC data is not directly comparable with previously published fi gures, collected under the old P1E 
system. This creates considerable issues with attempting to track homelessness demand and assess the impact of the HRA.

London boroughs continue to face a deepening 
homelessness and rough sleeping crisis, 
which since April 2018, has been coupled 
with expanded local authority duties under 
Homelessness Reduction Act (HRA) 2017.  

The HRA extends the range of households that are 
owed support by their local council and widens 
local authority duties to include the prevention and 
relief of homelessness.   In the fi rst year of the 
HRA (2018/19) 56,800 households were assessed 

by London boroughs, as compared to an average 
of 30,000 per year over the preceding decade.

The government also introduced new arrangements 
for collecting homelessness data nationally, called 
Homelessness Case Level Information Collection 
(H-CLIC).*  A full year of H-CLIC data (1 April 2018 
– 31 March 2019) has been published, which 
coincides with the fi rst year of HRA implementation.  
The published H-CLIC data for 2018/19 shows 
the following results for England and London:

England London
London as 
percentage 
of England

Initial homelessness assessments 286,410 56,800 19.8%

Prevention duty owed 145,020 30,240 20.9%

Relief duty owed 118,700 22,040 18.6%

Main duty owed (acceptances)  29,530  8,290 28.1%

Households in temporary accommodation 
at year end (31.3.2019)  84,740 56,280 66.4%

H-CLIC data for the fi rst quarter of 2019/20 shows 
initial homelessness assessments in that quarter 
increasing slightly to 13,720 and, by the end of 
June 2019, the number of households in temporary 
accommodation rising to 56,950 households (66.1% of 
national total).  By the end of June 2019, the number of 
households in temporary accommodation in London 
had increased by 54% since December 2010.  

London also compiles its own statistics via the 
IBAA (Inter Borough Accommodation Agreement). 
This data is drawn directly from borough offi cers as 
part of an initiative to drive down costs. The report 
for Q3 2018/19 shows that there were 8,642 total 
placements by London boroughs in the quarter, 
up by 8.1% from 7,998 in the previous quarter.  

 |  |  |  |  ›  |  | 
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Our values underpin everything we do whether working with our 
colleagues, members, partners, stakeholders or customers. We are 
the ‘go to’ homeless accommodation service for the CAPITAL:

COLLABORATION
We work in partnership, listening and respecting each other to achieve our shared 
objectives. We believe that more can be achieved by working as one team.

ACCOUNTABILITY
We take personal responsibility and ownership for our actions to deliver our promises.

PASSION
We are passionate about making a difference and we take pride in everything we do.

INTEGRITY 
We are open, honest and transparent. We value diversity and do what we say we will.

TRUST
We believe in each other, working hard to earn trust and build credible 
relationships with others. It is the basis of our success.

AGILITY
We are open to new ideas, responsive and fl exible. We are innovative 
and creative, adapting proactively to be best in class.

LEARNING
We are committed to creating a positive environment to embrace change and opportunities 
to continuously improve and grow, personally and as a company.
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Vision, mission & values

We are a social purpose company, 
passionate about improving the 
lives of the people we help to house, 
committed to putting customers 
at the heart of everything we do, 
providing affordable homes & 
operating with integrity and respect.

We are agile, adaptable & innovative in our approach, 
applying learning to continuously improve what we do. 

We have developed our Vision, Mission and Values 
in partnership with the Board and our staff. We 
are committed to working with all our people to 
create an organisation everyone can be proud 
of, and how their contribution has shaped our 
culture and made our values come alive.

VISION 
Working in partnership to solve the homelessness crisis across the 
Capital creatively, innovatively, collaboratively and relentlessly.

MISSION
The fi rst choice partner for the Capital, leading the way to 
develop long-term sustainable solutions, providing local homes 
and supporting homeless Londoners to be successful. 

CULTURE
One Team and ‘Can Do’

 |  |  |  |  ›  |  | 
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There is capacity to increase membership by a 
further two member Borough appointments.

The Borough appointed NEDs are:

 ● Chair: Jackie Odunoye, Operational 
Director of Housing, LB Redbridge

 ● Vice Chair: currently vacant

 ● Laurence Coaker, Head of Housing Needs, LB Brent

 ● Fenella Beckman, Director of Housing 
Services, LB Lewisham

 ● Denise Gandy, Executive Director of 
Housing Demand, LB Haringey

 ● Yvonne Murray, Director of Housing 
Assessment & Solutions, LB Croydon

 ● Neville Murton, Corporate Director of 
Resources, LB Tower Hamlets

The independent NEDs are:

 ● Paul Doe MBE, retired Chief Executive 
of Shepherds Bush Housing Group

 ● Ken Beech, Director, Portfolio 
Management at Homes England

 ● Julia Newton, Chair of GB Taekwondo and an 
entrepreneur, director and trustee of several 
companies and charities over a range of sectors 
including the Rural Refugee Network.

All NEDs – irrespective of their route to the Board 
– are registered as Directors of the company, 
share the same responsibilities as set out in the 
Companies Act 2006 and job role and person 
specifi cation and have signed a Deed of Agreement. 

During 2019/20 we developed our skills matrix; 
this will be used in the future for recruitment and 
nominations from the Boroughs and co-optees to 
ensure that the Board has the requisite skills to 
oversee the business of Capital Letters, particularly 
as it grows and evolves over the next three years.

Committees

As a new company, the Board took the decision 
initially to retain collective oversight and control 
of all governance matters. During 2020, the Board 
established Audit & Risk (ARC) and Remuneration 
& Membership (RemCom) Committees. 

The Board also established a New Business 
Standing Committee to oversee and work with 
the Executive Team on growth proposals, before 
bringing them to the Board for approval. 

Executive Team

The Executive Team have day-to-day operational 
responsibility for running Capital Letters. 

The Executive Team comprises three members, 
all of whom have a background in public sector 
and social housing as well as other relevant 
commercial and operational experience:

Sue Coulson, CEO, is a housing specialist, having worked 
for local authorities and a range of housing associations 
at Executive Director level across the country. 

Malcolm Wilson, Director of Finance and Resources, 
has worked across a range of organisations, 
principally in housing, bringing a wealth of experience 
across fi nance, commercial services and IT.

Elizabeth Harper, Director of Operations, 
has extensive experience of managing large 
teams in the voluntary and not-for-profi t sector, 
leading change and transforming delivery. 
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Capital Letters’ governance

Excellent governance throughout 
Capital Letters is essential. As 
a new company, we spent a lot 
of time during our fi rst year of 
operations establishing the building 
blocks to ensure our governance 
arrangements are robust and 
stand up to external scrutiny.
We have adopted the National Housing Federation 
(NHF) Code of Governance and Code of Conduct. During 
2019/20 we completed a compliance assessment 
against the Code of Governance and completed all the 
actions identifi ed as a result by March 2020 so that have 
a fi rm foundation on which to deliver this Corporate 
Strategy. During the fi rst year of this Corporate 
Strategy, we will be undertaking a comprehensive 
Governance Effectiveness Review to assess how well 
we have embedded our governance arrangements.

We are aware that the NHF that are reviewing 
their Code of Governance during 2020 and so 
will undertake a further compliance assessment 
once the new Code has been published.

Our governance framework comprises a series of 
key documents and policies, two of which are our 
Articles of Association and Members Agreement.

Capital Letters has a two-tier 
governance framework:

Borough Representative Body

The Borough Representative Body has sovereign 
responsibility for the governance of the organisation. 
Its central role is to lead, direct, control, scrutinise 
and evaluate the organisation’s strategic business 
plan and its key policies. Membership of the BRB 
includes one nominated elected representative 
from each of the member boroughs. 

Capital Letters Board

The Board is accountable to the 
Borough Representative Body.

Oversight, scrutiny, direction and control of Capital 
Letters is delegated to the Board of Directors. The 
Board has responsibility for the governance of the 
organisation. Its central role is to lead, direct, control, 
scrutinise and evaluate the organisation’s work. This 
includes determining strategic direction and key 
policies, establishing and overseeing control and risk 
management frameworks, satisfying itself of the 
integrity of fi nancial information and ensuring that 
the organisation achieves its aims and objectives.  

The BRB appoints and removes all Non-
Executive Directors (NED) in accordance with 
the company’s Directors Appointment Policy.

The Board currently comprises NEDs from 5 
member Boroughs (representing the London sub-
regions), a Chair and Vice-Chair from a further 
two Boroughs and three independent NEDs. 

 |  |  |  |  ›  |  | 
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Our strategic 
objectives

The Board has agreed three Strategic 
Objectives which create the framework 
and focus for everything we do:

Driving a sustainable, growing 
and viable business built on 
innovation and creativity

Best in class in everything we 
do, adding value and delivering 
great customer service

People at our heart enabling 
empowered staff to achieve 
our vision together
In March each year we create an annual Delivery Plan setting 
out what we will do during the forthcoming fi nancial year 
to achieve the targets set out in this Corporate Strategy 
and our Business Plan. All the actions we plan to do are 
assigned to one of the Strategic Objectives thus creating the 
golden thread from our strategic ambitions to what each 
member of our team does to make our plans a reality.

In developing our plans for the next three years, we have 
undertaken a detailed analysis of our strengths and 
opportunities and considered the main threats we face and 
our weaknesses as a new company without a signifi cant track 
record behind us as we start the Strategy period. The actions 
we plan to undertake over the life of this plan are designed 
to manage and mitigate the threats and weaknesses whilst 
making the most of the opportunities we have in our sights.

 |  |  |  |  ›  |  | 
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OPPORTUNITIES
A start up business: no preconceived ways of working

1 beds & studios: income generation

USP: Capital Letters can do things that the Boroughs can’t – agile and no red tape; different tenancy options

Long game – a disruptor in the market; open to innovation & new ideas

Viable ideas to generate additional income

PR & Communication strategy: proactive activities to target new markets/raise profi le

Homelessness increasing: a new way to address the issues differently

High political interest (central & local Govt)

New partnerships: do more together

Evidence of impact over time: Corporate Social Responsibility (CSR) and grant outcomes

Bulk procurement of quality accommodation

THREATS
Failure to achieve delivery targets

MHCLG loss of confi dence: grant withdrawn

New Boroughs failing to join for 2020/21

Existing members leave

Competition between Boroughs for properties 

Competition from Airbnb: more attractive returns for landlords?

Competition from non-member Boroughs 

Hesitation in Boroughs; not fully committed

Failure to attract new players to the market

Behaviours driven by budget challenges

Unclear & changing Government attitude to housing 

IT system not delivering requirements: impact on business & performance

Nay-sayers & negative messaging: impact on reputation & confi dence

Negative reputational impact: prevents Boroughs joining, landlords signing up, establishing partnerships

Small team: capacity limited to maintain momentum; management time spent in distractions

FRA and statutory compliance requirements

Diffi cult market conditions for procurement/scarcity of supply

Universal Credit
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STRENGTHS
13 member Boroughs & growing

Great team: skills & expertise from secondees and direct employees

Grant available for Boroughs to reduce costs

Product and market knowledge (with oversight from members)

MHCLG commitment/£38m funding

Link to HB through Boroughs (to protect income)

Tenancy sustainment: offer for landlords and free service for member Boroughs

Social impact and not-for-profi t – reinvestment in quality & range of services

Quality of accommodation and inspection

Teckal company: freedom to generate additional revenue streams

Private company not a local authority

USP: one stop shop

WEAKNESSES
Current members not always sticking to the agreed principles

IT system not delivering requirements

Reputation affected by delivery and outcomes

Delay in setting up company: impact on performance and delivery against targets

Recruitment & retention: greater impact due to size of team at start up

Member Boroughs partial commitment & competing with Capital Letters

Non-member Boroughs in competition

Landlords not signing up with Capital Letters

Lack of procurement strategy and tactics

Longevity of Business Plan: no agreed Business Plan beyond 3 years

Time limited grant

Start-up company: lack of track record & evidence of wins

Business model relies essentially on low margin activity 

Unable to evidence results & added value

 |  |  |  |  ›  |  | 
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The corporate strategy 
building blocks

There are several building 
blocks that will support the 
successful implementation of the 
Strategy. The key components 
are inter-related and include:

THE FINANCIAL BUSINESS 
PLAN WHICH DIRECTS:

 ● How we profi le and spend our 
grant and other income

 ● Our procurement targets

 ● Resource planning and annual budgeting

 ● Recruitment strategy

 ● Growth and income targets

 ● People Strategy: this is the means by which we 
ensure we put people at the heart of what we 
do, that we attract & retain the right people, with 
the right talent to enable us to be successful

 ● Growth Strategy: our future fi nancial viability 
is predicated on developing an additional 
income stream; the Growth Strategy sets 
out our approach to making this possible

 ● PR & Comms Strategy: we need to establish our 
brand identity and raise our profi le in our market 
place and beyond so that we become the ‘go to 
organisation’ and a leading infl uencer of policy; it 
therefore is a signifi cant contributor to success of 
our Growth Strategy. We have a detailed action plan 
which is being actively rolled out and will deliver our 
strategic communication objectives. Our internal 
communications work is also a fundamental 
element of the People Strategy, supporting our 
behaviours, values and ways of working

 ● Performance Management Framework: this 
is our measuring tool for all aspects of our 
activities to evidence success or identify 
when we need to do something differently

 ● Risk Management: our approach to risk 
management was established early in our 
operations including our risk appetite. The Audit 
& Risk Committee reviews strategic risks at every 
meeting. The Board regularly reviews our approach 
to risk management, our strategic risks and risk 
appetite; these will be refi ned over the course of 
this Plan to refl ect our growing sophistication as we 
become more established and diversify our activities

The objectives set out in each of these core building 
blocks will be translated into three successive 
annual Delivery Plans setting out the specifi c 
SMART targets and outcomes we plan to deliver 
in each year of the Corporate Strategy. Progress 
will be monitored by the Board and the BRB to 
ensure we achieve what we set out to do.

 |  |  |  |  ›  |  | 
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Our fi nancial strength is 
essential if we are to continue 
to operate, invest in our people 
and the services we provide.
We operate under the following fi nancial principles:

 ● Basic fi nancial management and 
value for money competencies

 ● Resource planning justifi ed by business cases

 ● Management information to test 
performance and improve it

During the life of this Strategy, as we grow as a company 
and our income becomes more sophisticated, we 
will introduce our ‘golden rules’ – the parameters 
that will underpin our fi nancial viability such as the 
level of reserves, income requirements for new 
business, turnover necessary for our future success. 

We are intent on developing separate sources of 
income that will enable Capital Letters to be fi nancially 
independent and viable over the long-term. To this end, 
the Board & BRB have approved our Growth Strategy 
which is an intrinsic part of this three-year Corporate 
Strategy and accompanies the new 2020 – 23 Business 
Plan. As a Teckal company, Capital Letters can 
undertake additional non-core business as long as 
these activities do not exceed 20% of the current 
turnover. As MHCLG grant is counted as income for 
the purposes of calculating turnover; 20% of our grant 
income will be used to set targets to be achieved over 
the life of the Corporate Strategy and Business Plan.

The Board and BRB have agreed three principles 
or tests for our Growth Strategy. All proposals will 
be measured against these tests which are: 

1. Grow our core business beyond the current agreed 
targets contained within the Business Plan. This 
could include increasing member Boroughs faster 
than currently planned, increasing the numbers 
of leases transferred to Capital Letters etc.

2. Develop a suite of costed service options for 
member and non-member Boroughs and private 
landlords including housing management and 
maintenance, tenancy sustainment service (for 
non-members and landlords as this service is 
included in the offer for member Boroughs). 

3. Development of opportunities in adjacent 
complementary markets for instance 
establishing a private sector lettings agency, 
management of private sector tenancies (for 
instance a number of landlords/agents are 
offering properties that are not suitable for our 
members which we may be able to offer a service 
for); entering into partnership with large-scale 
landlords and funders for specifi c projects.

In addition, we have also agreed that no non-
core activity will direct resources away from 
delivering our primary function which is to procure 
properties to support our member Boroughs 
to alleviate and prevent homelessness.

We have developed a model appraisal template which 
will be used by the Executive Team to assess any growth 
opportunities. Only those that have some prospect 
of achieving our growth principles and objectives 
will be presented to the Board for consideration.
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Drive a sustainable, growing and viable 
business built on innovation and creativity

Being fi nancially strong is essential 
to Capital Letters’ long-term 
business health & success.

We therefore must be good 
fi nancial stewards and are 
accountable for ensuring that we 
spend public money in the shape 
of the MHCLG grant carefully, 
with value for money always at 
the forefront and with probity.

Our Business Plan is predicated on becoming fi nancially 
viable over the course of the next 5 years so that we 
can continue to provide our essential services beyond 
the life of the MHCLG grant. Every £ of additional 
non-core income that we generate will be reinvested 
in meeting our primary objectives. Although Capital 
Letters is a private company, we are limited by 
guarantee and pay no dividends to our shareholders 
(the Boroughs). We plan to apply for charitable status 
during the life of this Plan as this will bring additional 
benefi ts for our business through different tax 
arrangements and access to other sources of funding.

 |  |  |  |  ›  |  | 
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KEY FACTS
by 2022/23 we will have

Achieved our financial abusiness plan 
objectives and established our 

financial golden rules

Introduced membership fees 
and a clear offer for members demonstrating 
the value for money of Capital Letters

Established 
new 
business 
activities 
to generate 
additional income 
streams, potentially 
including a 
Lettings Agency

20%
turnover achieved 
for our non-core 
income stream as 
a minimum

TARGETS 
BY 2023:

Generated 
sufficient income 
to cross-subsidise 
our tenancy 
sustainment 
service 

Required 
level of 
reserves 
achieved

£
TO LET

Developed 
partnerships with 
at least four key 
organisations to 

manage 
their 
properties

 |  |  |  |  ›  |  | 
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As part of our Growth Strategy 
we will develop our reputation for 
excellent housing management 
services to secure commercial 
opportunities because landlords 
and partners know they can 
trust us to look after their 
properties, support the tenants 
who live in them and deliver 
excellent value for money.

We will be the better choice for landlords and tenants; 
every let will be a good let because of our tenancy 
sustainability service which is people-centred, designed 
around the individual needs and aspirations of the people 
we support so that they can achieve their personal goals.

We will collaborate with education and training providers 
to enable the tenants we support to maximise life 
opportunities such as fi nding employment, setting up 
businesses, and building their fi nancial sustainability.

Our PR & Communications Strategy will be pivotal to 
achieving the ambitions set out in this Strategy; brand 
awareness and profi le raising activities based on our 
reputation and evidence base will enable us to position 
Capital Letters as the ‘go to’ organisation in the capital 
for the procurement and management of homes.
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Best in class in everything we do, adding 
value and delivering great customer service

Capital Letters is committed and 
focused on delivering best in class 
services across all our activities.
Defi ning what we mean by best in class will be a key part 
of the work we do over the next three years. We will 
design effective methodologies, working with leaders 
in the fi eld, to measure the impact and outcomes we 
achieve and commission research to understand 
what ‘good’ looks like for providers so that we can 
shape our services to meet their expectations.

We will build relationships with colleagues, partners 
and customers based on trust and confi dence, 
derived from the results we achieve. We will 
continue to develop best in class joined up working 
practices in partnership with our member Boroughs, 
embedding a culture of continuous improvement, 
innovation and proactive application of feedback. 

We will lead the way in the procurement of PSL 
and PRS accommodation, developing creative 
solutions and tactics to get ahead of the game and 
drive down costs and competition for properties 
whilst driving up the quality and standards of 
the homes we secure for our members.

 |  |  |  |  ›  |  | 
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At least10
‘thought leader’ 
events, quotes or 
activities per annum

TARGETS 
BY 2023:

Further

8 Boroughs 
become members 
of Capital Letters

c4,000 
properties
in management

c8,000 
tenancies 
sustained

Increased the 
number of 
landlords we 
work with by 

30%

80%
customer 
satisfaction with 
our services

Raised our social media 
profile evidenced by

50%
increase in followers

Completed

3 brand 
awareness 
campaigns
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KEY FACTS
by 2022/23 we will have

Embedded our 

‘Pitch book’ 
for our Housing 
Negotiators providing 
clarity and consistency 
about our offer and 
the statistical evidence 
to convince others

Worked with member
Housing Directors
to agree what
‘good’ looks like

Delivered all aspects 
of our PR and 
Communications 
Strategy 
implementation plan

Completed end-to-end 
reviews of our working 
arrangements to 
ensure they are fit to 
deliver our best in 
class commitments

Designed and implemented 
our Customer Service culture 
in partnership with our staff

Commissioned 
research with providers and 
membership organisations which 
we will use to shape and further 
enhance our services

Developed a strategic partnership 
with a social analysis impact organisation to 
develop the evidential base of the work we do

Welcomed a further 8 Boroughs to 
Capital Letters based on our track record for 
delivery and customer service

Become a thought-leader
in the provision of 

homeless 
accommodation

 |  |  |  |  ›  |  | 
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Capital Letters is committed 
to ensuring our Reward and 
Recognition arrangements 
are attractive to existing and 
potential employees.

We expect our leaders (who are throughout 
the organisation) to be visible and to model the 
way. We will ensure that they have the tools, 
confi dence, and support to achieve this.

We proactively invest in our people through coaching, 
mentoring, leadership and management courses, 
learning and development investment and effective 
induction. We are also committed to personal and 
professional development and therefore provide 
opportunities for our people to grow and develop. 

Our recruitment strategy ensures we attract the 
right people for the right jobs at the right time. As 
a new company, establishing and developing our 
work culture is an essential part of what we are 
doing now and plan to do over the life-time of this 
Strategy. Our working arrangements are fl exible, 
designed to ensure our people are successful. We 
will play a proactive role in campaigns around mental 
health and well-being and ensure we reach out to 
colleagues to look after their health and resilience. 

We will also support campaigns which make a 
difference to the lives of our people, those living in 
our homes and working within our organisation. The 
safety of our people is paramount and therefore we 
will invest further in safeguarding and the welfare of 
both colleagues and the people we support. Above 
all, we will continue to ensure we have fun at work 
and engage in social activities as this is the glue 
that binds our high performing team together.

Our People Strategy captures our commitment to 
putting our people at the heart of what we do and was 
approved in March 2019. It covers the three years of 
the Corporate Plan and comprises seven priorities:

 ● Defi ne and grow a values-based culture

 ● Foster a values-based culture focussed on diversity, 
inclusivity, wellbeing and positive staff engagement

 ● Attract, identify, develop and retain high-
performing talent across all areas 

 ● Develop and support the growth of 
transformational leadership and management 

 ● Enable the development of a high-
performance culture in which staff 
performance can be supported, rewarded, 
enhanced and managed effectively 

 ● Develop a total reward approach which is valued 
by staff and facilitates organisational objectives 

 ● Provide excellent HR services across all 
business areas to enable the effective 
operation of the organisation.

The actions for each priority have been divided over 
the three annual Delivery Plans and our progress 
will monitored and reported against our targets.
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People at our heart enabling empowered 
staff to achieve our vision together

We know that the key to success 
is the ability to attract and 
retain high calibre talent, 
supporting our directly 
employed staff and 
the secondees from 
our member Boroughs 
to be successful, and 
ensuring they have 
equal opportunities to 
progress. The commitment 
of our people to delivering 
our vision is critical.
We want to be recognised as an employer and partner 
of We want to be recognised as an employer and 
partner of choice, employing a diverse workforce of 
the right people driven by equality of opportunity and 
by aligning our recruitment process with our values.

We are an inclusive, responsive organisation, open to 
new ideas and implementing them when they will add 
value to what we do. Everyone has a voice in Capital 
Letters, and they are listened to – only by doing so 
and acting on great ideas will we the ‘best in class’.

 |  |  |  |  ›  |  | 
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90% staff 
engagement 

90% staff who would 
recommend Capital 
Letters as an employer

80% staff 
engaged with health 
& wellbeing at work

25% of jobs filled 
by internal applicants

75% 
year-on-year 
staff retention

TARGETS 
BY 2023:

How will we get there?

To achieve our aspirations over 
the next three years we have 
set a number of targets and 
ambitions within this document. 
Each year we will identify the 
key strategic projects that 
will assist us in delivering our 
Vision, which will accompany 
the annual Delivery Plan.

To ensure we are transparent and accountable for what 
we do, these will be monitored through the Business 
Plan, performance indicators and our governance 
processes, reporting to the Board and BRB on progress 
and outcomes. We will also report our performance to 
MHCLG to evidence the impact we have achieved as a 
consequence of the grant invested in the company.

We will consult with our members, partners and other 
stakeholders on our plans as we develop them.

This will provide the route map for the 
delivery of our vision and ambitions.
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KEY FACTS
by 2022/23 we will have 

Established the right culture 
as determined by our people and 
tested this regularly through surveys, 
exit interviews and other tools

Encompassed our Values and behaviours 
into an effective performance appraisal 
system which relates an individual’s 
performance to organisational success

Created opportunities for colleagues 
to progress within the company

Continued to ensure that we provide a safe 
and secure environment for our people (tested 
through surveys and other tools)

Established and 
implemented our 

reward and 
recognition 
arrangements

Designed and implemented our 
Learning & Development programme

Ensured that 
our internal 
communications 
are effective, 
engaging and 

connect 
our people

Defined the behaviours 
that accompany our Values and rolled 
this out across the organisation

Established
an effective

Staff Forum
to actively engage 
our people and seek 
ideas for the growth 
and development of 
the company

 |  |  |  |  ›  |  | 
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