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Introduction

Taff was founded 45 years ago! Our founders were passionate about
helping families in housing need — that commitment remains with us today.
Our social purpose is stronger than ever.

We understand the importance of a safe, secure and affordable home.
We develop places with people, not profit, in mind, building homes and
communities where people can thrive. We own and manage over 1,500
homes across Cardiff, giving over 4000 people somewhere fo call home.
We also provide support services to over 1,000 people across South Wales,
and we're growing, aiming to build as many new homes as possible by
2024 1o help solve the housing crisis.

Without doubt, the Coronavirus pandemic has posed an unprecedented
challenge to the ways we work and how we deliver our services. Despite
these challenges, we remain optimistic. We have a new Executive
Leadership Team in place, and we are looking fo the future. Our response
to the Covid-19 pandemic has driven change at pace and proven that very
little of how we do what we do is set in stone. We've risen to the challenge,
and as we transition towards a new ‘business as usual we commit to
focusing on what matters to our tenants, service users, colleagues and
wider stakeholders.

We're determined to deliver great quality homes and services by being
an excellent social landlord and one of the best providers of high quality,
affordable homes and support services. We want to do this in ways that
are fair and ethical and reduce our impact on the planet. We know that
capturing the power of fechnology will be central to delivering our plan.

We are committed fo supporting communities to thrive by delivering our
services with kindness and empathy and have adopted the principles of @
Psychologically Informed Environment. This approach helps people better
understand their behaviour, take responsibility for themselves and develop
positive relationships. We won't shy away from helping people tackle tough
issues like unemployment, poverty, domestic violence, poor mental health
and anti-social behaviour.

Looking fo the future we are now in an excellent position to become the
organisation we and our tenants want to us be.



Our Mission at Toff

We deliver great quality homes and services and
support communities to thrive.
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Our priorities

Delivering Great Homes
and Services

Making a difference in
the communities we serve

Enabling Colleagues to
Thrive at Work




Understanding the external
environment

This strategy has been prepared at a fime of change for Wales. Here are the
challenges we think will have most impact.

Brexit
Uncertainty remains about how Brexit will affect the economy, markets and supply of
labour and parts

Covid-19
Understanding the ongoing impact of Covid-19 on the economy, our communities and
service delivery

Welfare reform
The impacts of welfare reform and the roll out of Universal Credit

Ensuring our homes are affordable to the communities we serve
The affordability of housing

Homelessness
Tackling homelessness and addressing housing need

Tackling inequality
Diversity and equality in housing services and provision

Government policy
Changes in how Welsh Government will invest in social housing

Safety
Evolving building safety agenda

Cyber security
The risk of cybercrime and possible impact of a cyber atfack

Decarbonisation & sustainability
Climate change awareness and the current costs of building, maintfaining and
decarbonising homes in a sustainable way

Support services
Changes in how support services are commissioned

Trust
Declining trust in institutions and a rise in extremism



Delivering Great
Homes and Services




Delivering Great Homes & Services

Our Ambition

Our fop priority is providing great homes and services fo customers and
driving customer satisfaction fo the next level while confinuing to grow.
Our fenants will be able to access the services they need from Taff

at a fime and place that suits them. By embracing fechnology welll
fransform our service offer, saving fime and money and improving fenant
satisfaction.

We'll continue to explore ways that technology can support our fenants
and service users directly and through the automation of routine
fransactions. This will ensure our colleagues remain available to provide
one to one help with more complex or sensitive maftters.

We will be consistently gefting the basics right, ensuring our fenants and
service users receive high-quality services from us. We want to provide
homes that people feel safe and proud fo live in.

By listening closely to and working with tenants we'll design services to
meet their expectations and provide targeted support where needed.
We'll complement this by using data and insight to help us to take a
proactive approach fo deliver services,

Our use of fechnology and data is fransforming the way we invest in and
look affer homes, ensuring they re maintained to high quality, are safe and
environmentally sustainable.

For the homes that we already own, we'll make sure repairs and
mainfenance are of a high standard. With our own repairs feam, much

of this is within our gift and we'll work hard to increase satisfaction,
ensuring compliance with health and safety legislation whilst reducing any
unnecessary cost.

Our commitment to sustainability will see us change the way we manage
and invest in our homes and estatfes for good.



Delivering Great Homes & Services

Our Commitments

To keep homes safe

We can show how all our fenants' homes meet the safety standards we've
set in our Asset Management Strategy and comply with statutory health
and safety requirements.

To listen to tenants
We will have a sectfor-leading approach fo Tenant Engagement. When
things go wrong, we put them right and learn from our mistakes.

To transform our service using digital
technology

We make it simple for everyone to do business with us. Our Digital
Transformation Strategy — Drive to Digital will set out a clear path fo deliver

To provide support where it’s needed

Our fenants and service users trust us to provide advice and support when
and where they need it. They know we're on their side. People get the
advice or practical support they need and we can clearly demonstrate the
impact of our support.




A Financially
Resilient
Organisation




A Financially Resilient Organisation

Our Ambition

We're a financially resilient business that proactively seeks out
opportunities to work in partnership and collaborate when it makes sense
to do so. Improvements in financial and performance reporting will help
to achieve strong oversight and fransparency.

We've made great progress on improving and strengthening our
governance and improving support for Board members.

Our Commitments

To be well governed

Refention of our Standard Standard requlatory judgement. Our Board
has the skills and support they need to set our strategic direction

and manage strategic and operational risk. Our decision-making is
fransparent and supporfed by fimely and accurate reporting and a clear
and robust Board Assurance Framework.

Financial Resilience

We make sure that we remain a sustainable business by meetfing the
targets and golden rules we set in our Value for Money and Treasury
Strafegies.

To effectively manage risk

Strategic and operational risks are bring effectively identified, assessed
and mitigated. We have a clear risk apatite across the business use this
to drive effective and efficient decision making.



Making a Difference
in the Communities
we Serve




Our Ambition

We aim to build as many new affordable homes as possible during the next three
years. We'll deliver new homes to a high environmental standard at genuinely
affordable rents.

We know we can do more fo both build and work sustainably. Homes are a
major confributor to carbon emissions, so we'll play our part in reducing energy
consumption and work fowards the eradication of fuel poverty.

We will create effective partnerships fo deliver services that bring maximum benefit
to individuals and their communities. We will monitor the work we do with our
partners fo ensure that it confinues fo be of real value.

We'll support health and wellbeing initiatives and fight the corner of our local
population using our influence for good.

We will continue to deliver high-quality support and build on our relationship with
service commissioners. We will always put the needs of people before profit. Growth
in our support work will be in areas where we believe our work can be delivered in
accordance with our commitment to Psychologically Informed Environments.




Our Commitments

To build new homes that promote regeneration
We will deliver as many new homes as possible over the course of this
plan. Our Development Strateqy sets out how we'll deliver our ambitions.

To make an impact through partnership

working

Different organisations choose fo work with us because they trust us fo
share our expertise. We'll implement a new Corporate Communication
Strategy, setting out how we'll use our voice to support change for
good. We ensure accessibility is at the heart of infernal and external
communications.

To be an environmentally responsible

organisation

Our Environmental Sustainability Strategy will include targets for
reducing our environmental foofprint. We will be ready fo commence a
programme fo decarbonise our sfock following surveys.

To be inclusive and support wellbeing in the

community

Through our Support Strategy we will confinue fo strive to be a partner
of choice and work closely with local authorities, public services, the third
sector and charifable organisatfion fo provide excellent support services
across South Wales.

To challenge inequality and celebrate diversity
Our approach fo Equality, Diversity and Inclusion goes beyond the
legal requirements. We expect everyone fo freat all our colleagues,
tenants and service users with respect. We will be a good ally fo all
underrepresented groups and actively anfi-racist,



Enabling
Colleagues to

Thrive at Work

We walk the TALK through our values.
We inspire Trust, we are Ambitious, we are always Learning and we are Kind.

It's not only what we do that's important, how we do it is just as important.
Over the last year, we've been talking and listening to colleagues o help
shape and guide our way of working. We accept there is still much fo do to
support everyone o engage and live out our values.

Our new People Strategy will be progressive and have a clear emphasis on
making sure we enable high levels of colleague engagement; along with
creatfing a working environment in which people feel comfortable to be
themselves — an environment that is truly inclusive.

We're proud of our colleagues’ skills, resilience and commitment. During

a time of considerable change, our people have confinued fo focus on
delivering the services our fenants and services users depend on. This has
been achieved at the same time as embracing and gefting involved with
planning for more change and dealing with the impacts the pandemic has
had on our personal lives.

We are starfing to understand the long-lasfing impact Covid-19 will have

on where and how we work. Whilst many of us have enjoyed working
remotely, we have missed sharing workspaces, the camaraderie and informal
conversations that often help us achieve our goals. In light of the new
post-pandemic working environment, our new People Strategy will play a
fundamental role in delivering our new Corporate Plan aims. This includes
the infroduction of permanent agile and blended ways of home and office-
based working.



Enabiling Colleagues to Thrive at Work

It is now fime to shape a Future Workplace Strategy that takes the learning
from working remotely yet recognises the importance and need fo have
space fo collaborate. The strategy will be co-produced to make sure

we creafe space that will enable us fo thrive af work. This will include
thinking about the future world of work and considering the expectations of
colleagues who will be enfering the workforce in the next decade.

We aim fo be sector leaders in our approach to diversity and wellbeing; we
will be more reflective of the communities we serve. We have adopted an
ambitious plan Deeds Not Words fo address inequality. We have a zero-
tolerance approach to discrimination of any kind and will be actively anti-
racist in everything we do.

Our leaders are visible and approachable. To support this ambition, we
are implementing Lead@Taff. This is an ambifious leadership development
programme and will encourage an enfrepreneurial approach right across
the business. We will support our leaders fo develop the skills they need to
lead agile tfeams effectively in accordance with our values. We will enable
all colleagues fo continue learning.

We will embrace change. We challenge the ‘'norm” and work together o
push boundaries and innovate. We will focus on outcomes, not process.
We recognise that at fimes what we do won't be perfect, but we will always
make sure we adapt and adjust as we learn. If what we do doesnt work —
we'll change it!

As an employer, we'll work tirelessly to create an empowering, supportive
and rewarding working environment. We are modernising our approach
to pay and reward to make sure that our ‘offer’ as an employer remains
attractive.

We won't shy away from having high expectations of all our colleagues.
We take responsibility fo achieve results and create an environment that
enables everyone fo perform af their best. Colleagues are frusted to work
remotely and encouraged fo consider an appropriate work/life balance
that meets their needs, the needs of the business, our fenants and service
users. We will be implementing a Wellbeing Strategy that will focus on
enabling everyone at Taff fo thrive, have a great sense of purpose and play
their part in making sure we achieve our mission.



Measuring Success

We will measure our success against the commitments made in this plan and
report progress fo Board and feedback fo fenants on how we are performing.
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