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Executive Summary
This report evaluates the strategic direction of Sutton Housing Partnership (SHP), an ALMO operating in the UK social housing sector, with SME-like constraints of scale, workforce capacity, and limited capital. The analysis employs PESTEL, SWOT, Porter’s Five Forces, Value Chain, Ansoff Matrix, Porter’s Generic Strategies, Bowman’s Strategic Clock, and Mendelow’s stakeholder mapping to assess internal capabilities, external pressures, and competitive positioning.
The environmental scan highlights regulatory pressures, rising tenant expectations, decarbonisation mandates, and digital transformation needs. SHP’s internal strengths include resident-centred engagement, emerging digital capabilities, and strong partnership with the London Borough of Sutton (LBS). Weaknesses include ageing housing stock, repair backlogs, limited technical capacity, and fragmented digital systems. Competitive analysis indicates high tenant influence, moderate supplier power, and quality-driven differentiation opportunities.
Strategic growth analysis identifies differentiation and focused service strategies as feasible within SHP’s statutory remit. The proposed Sustainable Homes and Communities (SHC) Strategy integrates three pillars:
1. Decarbonisation and Asset Sustainability - Phased retrofit programmes will work toward achieving Energy Performance Certificate (EPC) rating C or above for 80 per cent of high-risk stock by 2030, with an intended reduction of emergency repairs by 15 per cent per year.
2. Digital Transformation and Service Modernisation - The implementation of integrated tenant portals and predictive maintenance analytics aims to achieve 75 per cent digital adoption and ensure that 50 per cent of repairs are predicted and prevented within three years.
3. Resident-Centred Service Differentiation - Co-production panels and participatory budgeting will be used to engage 70 per cent of priority estates within two years, strengthening resident involvement and service legitimacy.
A phased 0-5-year implementation model ensures SME feasibility, while KPIs, RAG reporting, and governance structures monitor progress. Stakeholder analysis confirms that the strategy is suitable, feasible, and acceptable, balancing high-power actors’ expectations (LBS, RSH, SHP Board) with resident needs.
Overall, the SHC Strategy offers a sustainable, scalable, and low-risk growth pathway, enhancing service quality, compliance, energy efficiency, and tenant trust, while addressing operational and regulatory challenges inherent to SME-scale social housing providers.
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1. [bookmark: _Toc216130263]Introduction to Sutton Housing Partnership
Sutton Housing Partnership (SHP) is an Arm’s-Length Management Organisation (ALMO) managing approximately 6,000 council-owned homes on behalf of the London Borough of Sutton (SHP, 2025). Operating as a hybrid public-SME model, SHP delivers statutory housing services rather than commercial products, combining social value creation with operational efficiency (Perobelli, et al., 2025). Its value proposition centres on safe, compliant homes, responsive repairs, resident engagement, and community wellbeing-reflecting sector-wide governance trends where affordability, partnership working, and value-based delivery increasingly underpin housing provision (Milligan, 2019). While aligned with New Public Management principles-performance measurement, cost efficiency, and customer-centred delivery-SHP faces SME-like constraints including small scale, ageing stock, limited workforce capacity, and restricted access to capital (Huisman & Czischke, 2023).
SHP’s uniqueness stems from its dual mandate as both a public service provider and a strategic partner to LBS. It manages some of London’s oldest housing stock, requiring large-scale decarbonisation, retrofit investment, and strengthened compliance, while navigating heightened post-Grenfell expectations for safety, transparency, and tenant voice (Bryson, 2018; Carr, et al., 2022). Operational autonomy combined with financial dependency on external funding mirrors wider SME challenges, shaping strategic priorities around asset sustainability, service quality, and community outcomes (Huisman & Czischke, 2023).








2. [bookmark: _Toc216130264]Appraisal of SHP’s Current Strategic Direction and Goals
SHP’s strategy focuses on safe homes, quality services, and thriving communities, fulfilling its statutory role for the London Borough of Sutton (SHP, 2025). While socially and legally aligned, tensions exist between ambition, regulatory demands, and SME-like constraints.
2.1 [bookmark: _Toc216130265]Vision, Mission, and Objectives
The vision and mission emphasise compliance, tenant engagement, and sustainability, reflecting public-value principles (Mullins & Moore, 2018). Objectives span safety, repairs, digital transformation, and decarbonisation. However, limited workforce, funding, and digital capacity reduce feasibility (Bryson, 2018; Huisman & Czischke, 2023).
2.2 [bookmark: _Toc216130266]Strategic Fit and SME Constraints
Operational gaps include ageing assets, fragmented systems, and reliance on LBS and contractors (Levelling UP, Housing and Communities Committee, 2024). From a Resource-Based View, SHP lacks key VRIN (Valuable, Rare, Inimitable, and Non-substitutable) capabilities-digital expertise, technical skills, and asset investment capacity-limiting sustainable differentiation (Barney & Hesterly, 2019). SME-like constraints (cashflow, small workforce, limited change capacity) further restrict strategy delivery, supporting incremental, capability-focused pathways over transformational change (Burns, 2022).
SHP’s strategy is purposefully aligned with statutory duties but misaligned with internal capacity. A phased, capability-driven, and partnership-oriented approach is essential, underpinning the rationale for the Sustainable Homes and Communities Strategy in Section 5.
3. [bookmark: _Toc216130267]Environmental Scan and Competitive Positioning
A comprehensive environmental scan is crucial for understanding the strategic pressures shaping Sutton Housing Partnership’s (SHP) operating context. Although SHP functions within the public sector as an ALMO, its operational scale, financial constraints, and resource dependency mirror the characteristic vulnerabilities of SMEs (Barney & Hesterly, 2019). This section critically analyses SHP’s position by applying PESTEL, SWOT, Porter’s Five Forces, and Value Chain frameworks to evaluate how internal capabilities and external pressures influence strategic direction. The analysis demonstrates that SHP operates within a tightening regulatory environment that demands enhanced governance, modernised services, and investment in digital and asset sustainability.
3.1 [bookmark: _Toc216130268]External Environment - PESTEL Analysis
SHP operates in a highly regulated and resource-constrained environment shaped by reform, rising expectations, and decarbonisation demands. Table 1 summarises the key PESTEL factors influencing the organisation. Recent regulation, including the 2024 framework and Awaab’s Law, has intensified requirements for safety, responsiveness, and accountability (MHCLG, 2025). Financial pressures, including rising repair costs, restrict flexibility for ALMOs (RSH, 2025). Digital capability is now essential for compliance and trust, while environmental standards such as Minimum Energy Efficiency Standards (MEES) and Net Zero targets present both cost challenges and opportunities for long-term asset improvement.
[bookmark: _Toc215910532]Table 1 Overview of PESTEL Factors for SHP
	PESTEL Factor
	Factor / Recent Change
	Implication / Effect on SHP

	
Political
	RSH’s new regulatory regime (from 1 April 2024) combining economic and consumer standards.
	Increased compliance obligations, greater resident accountability, and need for strengthened governance and reporting mechanisms.

	
Economic
	Record sector spending on repairs: £8.8 bn in 2024, up 13% year-on-year and 55% above pre-pandemic levels.
	Budget pressures constrain investment capacity; SHP may need to prioritise essential repairs over long-term projects.

	
Social
	Rising tenant expectations and mandatory publication of TSMs.
	Requires improved engagement systems, responsive repairs, transparent communication; poor results risk regulatory scrutiny.

	
Technological
	Increased need for digital systems to support compliance, tenancy management, and TSM reporting.
	Requires IT upgrades, data integration, and modern communication platforms; improves efficiency but increases short-term cost.

	
Environmental
	Pressure to meet Minimum Energy Efficiency Standards (MEES), broader decarbonisation requirements and retrofitting older stock.
	Requires significant capital investment to improve EPC ratings; long-term opportunity to reduce energy costs and improve standards.

	
Legal
	Awaab’s Law and upcoming Housing Health and Safety Rating System changes.
	Tighter repair timelines; higher legal risk; requires stronger inspection, compliance, and maintenance processes.


Source: Author, adapted from Regulator of Social Housing (2024; 2025), Department for Energy Security and Net Zero (2025), MHCLG (2025); SHP (2025).
SHP must prioritise strengthening governance, digital infrastructure, and energy efficiency programmes while managing financial and workforce constraints (Bryson, 2018).
3.2 [bookmark: _Toc216130269]Internal Environment - SWOT Analysis
SHP’s SWOT (Proctor, 2018) shows strengths in resident focus, digital progress, LBS partnerships, and TSM-driven performance (Table 2). Weaknesses include ageing stock, limited funds, skill gaps, and repair backlogs (Levelling UP, Housing and Communities Committee, 2024). Opportunities stem from regulations, retrofit funding, digital modernisation, and partnerships, while threats involve rising costs, labour shortages, climate pressures, and stricter safety laws (RSH, 2024; DESNZ, 2025).



[bookmark: _Toc215910533]Table 2 SWOT Analysis for SHP
	Strengths
	Weaknesses

	Resident-centred culture with strong engagement and co-production. 
Progress in digital transformation enhancing access and efficiency.
Strong partnership with LBS enabling coordinated improvement. 
Growing performance culture via TSM focus.
	Ageing stock with high investment needs. Financial constraints limiting major asset improvements. 
Repairs delays and legacy backlogs.
Capacity gaps in technical and building safety roles; data quality issues

	Opportunities
	Threats

	New consumer regulation enabling service improvement. 
Decarbonisation and MEES funding. 
Digital transformation to cut inefficiencies and strengthen insight.
Partnerships with Council, health, and voluntary sectors. 
Access to government grants for safety, retrofit, regeneration.
	Tightened safety legislation increases compliance risk. 
Rising construction, labour, and material costs. 
Higher tenant expectations and public scrutiny. 
Climate-related risks increasing maintenance demand.
Labour shortages in key technical fields.


Source: Author, adapted from Levelling UP, Housing and Communities Committee (2024), Regulator of Social Housing (2024; 2025), Department for Energy Security and Net Zero (2025), Ministry of Housing, Communities and Local Government (2025).
SHP’s strengths offer potential for differentiation, but internal weaknesses amplify external threats. Targeted investment in digital systems, workforce development, and asset sustainability is essential to convert strengths into sustainable performance improvements.
3.3 [bookmark: _Toc216130270]Competitive Position - Porter’s Five Forces
Although social housing is not a traditional market, Porter’s Five Forces (Porter, 2008) highlights strategic pressures shaping SHP. Table 3 shows moderate barriers for new entrants, high tenant power via TSMs and panels, moderate-to-high supplier influence due to skill scarcity, moderate substitute risk from private rentals, and low-to-moderate rivalry among ALMOs (Whittington, et al., 2019; RSH, 2024; 2025).
[bookmark: _Toc215910534]Table 3 Porter's Five Forces Analysis for SHP
	Force
	Context 
	Implication

	Threat of New Entrants
	Private developers, housing associations, or ALMOs.
	Moderate: high barriers due to capital requirements, council approvals, and compliance; SHP must maintain service quality.

	Bargaining Power of Tenants
	Influence through TSMs, panels, and reporting.
	High: tenant expectations directly shape policies; poor performance risks reputational damage.

	Bargaining Power of Suppliers / Contractors
	Repairs contractors, IT providers, retrofit specialists.
	Moderate to high: specialist scarcity impacts efficiency; strategic contract management required.

	Threat of Substitutes
	Private rentals, shared ownership schemes.
	Moderate: tenants may switch if SHP services underperform; drives focus on quality and engagement.

	Competitive Rivalry
	Other ALMOs, housing associations, councils.
	Low to moderate: non-price competition; differentiation through service excellence and innovation essential.


Source: Author, adapted from Whittington, et al. (2019); Regulator of Social Housing (2024; 2025) 
Critically, the 2024 regulatory regime amplifies tenant influence, shifting competition from cost to service quality and trust. Supplier constraints and rising costs increase operational risk, while substitutes gain relevance if standards slip. SHP’s competitiveness depends on service excellence, strong contractor management, and effective resident engagement.
3.4 [bookmark: _Toc216130271]Value Chain Analysis for SHP 
SHP’s value chain combines core functions outlined in Table 4 (repairs, maintenance, tenant engagement, compliance) with support activities highlighted in Table 5 (digital systems, workforce development, partnerships). Key constraints include fragmented digital systems, ageing stock, workforce capacity gaps, and reliance on external partners (Huisman & Czischke, 2023).
[bookmark: _Toc215910535]Table 4 Porter's Value Chain – Core Functions
	Core Functions
	Description 
	Key Issues
	Opportunities

	Repairs & Maintenance
	Responsive repairs, voids work, planned maintenance.
	Backlogs, workforce shortages.
	Improve scheduling, diagnostics, contractor management.

	Asset Management
	Stock condition monitoring, long-term planning.
	Limited strategic investment.
	Prioritise high-impact stock improvement.

	Tenancy & Estate Management
	Lettings, ASB, arrears, inspections.
	Rising estate demand.
	Neighbourhood-based service hubs.

	Customer Contact & Engagement
	Enquiries, complaints, resident panels, TSM reporting.
	Long response times.
	Digital engagement tools.

	Lettings & Void Management
	Property advertising, allocation.
	Voids turnaround delays.
	Pre-void planning, contractor coordination.

	Compliance & Building Safety
	Fire, gas, electrical inspections.
	Regulatory workload.
	Robust inspection and reporting systems.


[bookmark: _Hlk215427091]Source: Author, adapted from Whittington, et al. (2019); Huisman & Czischke (2023); Phillips, et al. (2024); (Charles, 2025).

[bookmark: _Toc215910536]Table 5 Porter's Value Chain - Support Activities
	Support Activities
	Description for SHP
	Current Issues
	Opportunities

	Governance & Leadership
	Strategic direction, board oversight.
	Lack of long-term transformation roadmap.
	Strategic KPIs, board training.

	ICT / Digital Infrastructure
	Housing management systems, portals.
	Fragmented systems.
	Integration, predictive maintenance.

	Human Resources & Workforce Development
	Recruitment, training, technical competency.
	Skills shortages.
	Staff upskilling and apprenticeships.

	Procurement & Contract Management
	Repairs, consultants, suppliers.
	Rising costs, inconsistent performance.
	Improved contract oversight.

	Finance & Business Support
	Budgeting, planning, cost control.
	Budget pressures.
	Forecasting, cost control systems.

	Partnerships & Collaboration
	Council, voluntary sector.
	Underutilised collaboration.
	Joint retrofit, regeneration projects.


Source: Author, adapted from Whittington, et al. (2019); Huisman & Czischke (2023); Phillips, et al. (2024); SHP (2025)
Strengthening digital integration, workforce capability, and asset management is essential to convert operational activities into sustainable service differentiation and regulatory compliance (Bryson, 2018).
3.5 [bookmark: _Toc216130272]Overall Synthesis and Strategic Implication
SHP operates in a highly regulated, resource-constrained, and quality-sensitive environment, where SME-like limitations, such as ageing assets, limited workforce capacity, and reliance on external partners-amplify operational risks. Strengths in resident engagement and partnerships provide a foundation for improvement, yet sustainable performance requires organisational transformation. Strategic priorities must therefore focus on service quality, digital modernisation, energy efficiency, and capability building, forming the basis for the Sustainable Homes and Communities Strategy outlined in Section 5 (Bryson, 2018; Ding & Sun, 2024; Levelling UP, Housing and Communities Committee, 2024).
4. [bookmark: _Toc216130273]Strategic Growth Choices for SMEs
SMEs face structural constraints-limited capital, small workforces, and gradual innovation, that restrict high-risk growth (Burns, 2022). SHP’s ALMO status, regulatory obligations, and reliance on LBS intensify these limits. Thus, growth strategies must focus on low-risk, capability-building, and partnership-driven options (Bryson, 2018). Porter’s Generic Strategies, the Ansoff Matrix, and Bowman’s Strategic Clock are applied to identify SHP’s suitable growth pathways.
4.1 [bookmark: _Toc216130274]Porter’s Generic Strategies
Porter (2008) identifies cost leadership, differentiation, and focus strategies. Cost leadership is unsuitable for SHP, as statutory obligations and SME-like resource limits prevent meaningful cost reduction without compromising compliance or service quality. Differentiation, through service excellence, digital access, and transparent communication, aligns with tenant expectations and regulatory standards. Focus strategy is also relevant, targeting vulnerable tenants and priority estates. Table 6 confirms that differentiation and focus are SHP’s only viable strategic options.
[bookmark: _Toc215910537]Table 6 Porter's Generic Strategies
	Strategy
	Definition 
	Relevance to SHP
	Implications

	Cost Leadership
	Delivering services at the lowest possible cost.
	Low feasibility due to statutory housing standards and ageing stock.
	Savings achievable through digital efficiencies and procurement reform, but not as primary strategy.

	Differentiation
	Offering high value through quality, trust, and service excellence.
	Highly relevant; aligns with safety, resident experience, and regulatory expectations.
	Strengthens satisfaction, compliance, and organisational legitimacy.

	Focus Strategy
	Tailoring services for specific tenant segments.
	Relevant for vulnerable residents and priority estates.
	Supports social value creation and targeted performance improvement.


Source: Author, adapted from Porter (2008); SHP (2025).
4.2 [bookmark: _Toc216130275]Growth Direction - Ansoff Matrix
The Ansoff Matrix assesses growth via new/existing markets and services (Ansoff, 1957). SHP operates in a fixed, non-commercial environment, limiting diversification. Two viable options emerge:
1. Market Penetration (low risk): Improve repair reliability, safety compliance, and digital communication to strengthen tenant satisfaction. This is highly feasible for SMEs due to operational familiarity.
2. Service Development (moderate risk): Introduce digital tenant portals, predictive maintenance, co-production panels, and community wellbeing initiatives. Adds value without exceeding SHP’s operational remit.
High-risk strategies, such as market development or diversification, are unsuitable due to statutory constraints, asset liabilities, and limited resources.
[bookmark: _Toc215910538]Table 7 Ansoff Matrix Adaptation for SHP
	Growth Strategy
	Definition
	Application to SHP
	Feasibility

	Market Penetration
	Improving services within existing tenant base and operational area.
	Enhance repair’s reliability, safety compliance, digital communication, and estate presence.
	High (low-risk) - directly aligned with statutory duties and regulatory priorities; operationally familiar for SMEs.

	Market Development
	Extending services to new markets or partnerships.
	Managing homes for partner organisations or expanding tenure types.
	Low (moderate/high-risk) - constrained by statutory limits, capacity, and governance; not feasible for SHP.

	Service Development
	Introducing new or enhanced services for current tenants.
	Digital tenant portals, predictive maintenance tools, co-production panels, community wellbeing initiatives.
	Moderate (medium-risk) - adds value and improves service quality without exceeding SHP’s operational remit.

	Diversification
	Introducing new services to new markets.
	Not suitable for an ALMO.
	Very Low (high-risk) – outside statutory purpose and resource constraints; not recommended.


Source: Author, adapted from Ansoff (1988); SHP (2025).
4.3 [bookmark: _Toc216130276]Bowman’s Strategic Clock 
Bowman’s Strategic Clock assesses competitive positioning based on cost and perceived value (Bowman & Faulkner, 1997). For SHP, positions must reflect statutory obligations, SME constraints, and tenant-focused service delivery.
· Hybrid (Position 3): Combines efficiency with enhanced service, improving repairs, compliance, and tenant satisfaction.
· Differentiation (Position 4): Prioritises high-quality services and tenant engagement, strengthening trust, regulatory ratings, and community legitimacy.
· Focused Differentiation (Position 5): Targets vulnerable tenants or priority estates; feasible with careful resource allocation.
Other positions: low-cost/low-value (1-2), premium (6), and high-cost/low-value (7-8), are unsuitable due to statutory limits, funding constraints, and public accountability. Overall, Positions 3-5 optimally balance service quality, compliance, and operational feasibility, supporting SHP’s Sustainable Homes and Communities strategy.

Price
Low
High
High
Service Benefits

[bookmark: _Toc215910385]Figure A Bowman's Strategic Clock - SHP Adaptation
Source: Author, adapted from Bowman & Faulkner (1997); SHP (2025).
[bookmark: _Toc215910539]Table 8 Bowman's Strategic Clock Adaptation for SHP
	Position
	Description
	Relevance to SHP
	Implications

	1-2 Low Price Options
	Low cost/low value approaches.
	Not relevant
	Incompatible with statutory housing standards; would compromise service quality and compliance.

	3. Hybrid
	Efficiency + enhanced value.
	High
	Supports improved repair’s reliability, regulatory compliance, and tenant satisfaction; feasible within SME constraints.

	4. Differentiation
	High quality and strong service focus.
	Very High
	Strengthens tenant trust, improves regulatory ratings, and enhances community legitimacy; aligns with ALMO purpose.

	5. Focused Differentiation
	Extremely high value targeted to specific groups.
	Moderate / High
	Effective for vulnerable tenants or priority estates; supports social value creation and equity.

	6. High Value / High Cost (Premium)
	Premium value with higher investment.
	Not relevant
	Enhances niche services but constrained by public funding and statutory remit.

	7. High Price / Low Value
	High cost for low value.
	Not relevant
	Incompatible with public accountability; reputational and regulatory risk.

	8. Low Value
	Poor performance at any cost level.
	Not relevant
	Breaches consumer standards; regulatory failure.


Source: Author, adapted from Bowman & Faulkner (1997); Mullins & Moore (2018); SHP (2025).
5. [bookmark: _Toc216130277]Proposed Sustainable Strategy: “Sustainable Homes and Communities (SHC)”
The Sustainable Homes and Communities (SHC) Strategy provides a long-term growth pathway for SHP that aligns with its SME-like capacity, statutory role, and regulatory expectations. The strategy integrates three interconnected pillars: Decarbonisation and Asset Sustainability, Digital Transformation and Service Modernisation, and Resident-Centred Service Differentiation. These pillars respond directly to the external pressures, internal capability gaps, and strategic positioning insights identified earlier in the report (Bryson, 2018; Ding & Sun, 2024).
5.1 [bookmark: _Toc216130278]Pillar 1: Decarbonisation and Asset Sustainability
[bookmark: _Hlk215783935]This pillar focuses on improving the energy performance and safety of SHP’s housing stock. Key initiatives include phased retrofit programmes, low-carbon technologies, and data-driven asset risk prioritisation (Charles, 2025). These actions address compliance pressures, long-term cost efficiency and the condition-related weaknesses highlighted in the SWOT and Value Chain analysis. Table 9 summarises planned initiatives, KPIs, resource requirements, and risks.
[bookmark: _Toc215910540]Table 9 Key Initiatives, KPIs, Resource Considerations, and Risks – Decarbonisation & Asset Sustainability
	Key Initiative
	KPIs / Milestones
	Resource Considerations / Trade-offs
	Key Risks & Mitigation

	Phased retrofit programme (improve EPC ratings)
	50% of high-risk stock retrofitted in 3 years; EPC C+ for 80% by 2030.
	Capital investment: workforce planning needed to avoid overextension.
	Risk: supply chain delays; Mitigation: phased rollout and contingency budgeting.

	Low-carbon heating, ventilation, and insulation deployment
	Carbon reduction ≥ 5% per year; resident satisfaction ≥ 80% per year.
	Upfront cost vs long-term energy savings; leverage SHDF / LBS capital.
	Risk: technology adoption issues; Mitigation: tenant engagement & training.

	Asset intelligence & risk prioritisation
	High-risk stock identified & addressed quarterly; reduction in emergency repairs by 15% per year.
	Digital asset management tools and staff training required.
	Risk: data gaps or system errors; Mitigation: regular audits and staff upskilling.


Source: Author, adapted from Shwashreh, et al. (2024); DESNZ (2025); SHP (2025).
The rationale is that improving energy performance supports Net Zero alignment while reducing future liabilities and improving tenant wellbeing (Shwashreh, et al., 2024).
5.2 [bookmark: _Toc216130279]Pillar 2: Digital Transformation and Service Modernisation
This pillar aims to increase operational efficiency, transparency, and regulatory assurance through technology adoption. Planned initiatives include digital tenant portals, predictive maintenance, and an integrated housing management system. Table 10 outlines initiatives, milestones, and associated risks.
Key initiatives, associated KPIs, resource considerations, and risk mitigation strategies are summarised in Table 10.
[bookmark: _Toc215910541]Table 10 Key Initiatives, KPIs, Resource Considerations, and Risks – Digital Transformation & Service Modernisation
	Key Initiative
	KPIs / Milestones
	Resource Considerations / Trade-offs
	Key Risks & Mitigation

	Integrated housing management system
	90% digital adoption by staff within 12 months.
	Investment in software & training; initial productivity dip expected.
	Risk: slow adoption; Mitigation: staged training & support.

	Predictive maintenance analytics
	50% of repairs predicted and prevented within 3 years.
	Requires reliable data; partnership with contractors essential.
	Risk: inaccurate predictions; Mitigation: data validation & contractor oversight.

	Digital tenant portals
	75% tenant adoption; reduced complaints by 20%.
	Digital literacy support for tenants; ongoing platform maintenance.
	Risk: digital exclusion; Mitigation: support sessions & multiple access channels.


Source: Author, adapted from Bryson (2018); Ding & Sun (2024); RSH (2025); SHP (2025).
Digital transformation supports the identified competitive positioning of differentiation and hybrid strategy (Section 4.3), while addressing the process fragmentation identified in the Value Chain and operational weaknesses.
5.3 [bookmark: _Toc216130280]Pillar 3: Resident-Centred Service Differentiation
This pillar strengthens tenant voice, engagement, and trust through structured co-production, transparent reporting, and participatory budgeting. Table 11 summarises activities, KPIs and risk considerations.

[bookmark: _Toc215910542]Table 11 Key Initiatives, KPIs, Resource Considerations, and Risks - Resident-Centred Service Differentiation
	Key Initiative
	KPIs / Milestones
	Resource Considerations / Trade-offs
	Key Risks & Mitigation

	Co-production committees & panels
	70% of priority estates engaged within 2 years.
	Staff coordination required; ensure inclusivity across demographics.
	Risk: low resident participation; Mitigation: targeted outreach & flexible scheduling

	Estate regeneration & participatory budgeting
	60% of projects co-designed with residents by 2026.
	Budget allocation trade-offs: prioritisation required.
	Risk: overcommitment of funds; Mitigation: phased implementation & prioritisation

	Transparent communication & reporting
	Quarterly resident satisfaction surveys ≥ 85%; 100% safety compliance updates.
	Staff time for reporting; requires robust digital communication tools.
	Risk: reporting delays; Mitigation: automated dashboards & workflow planning


Source: Author, adapted from Bryson (2018); Carr, et al. (2022); Ding & Sun (2024); SHP (2025).
This fulfils stakeholder expectations identified through Mendelow’s Matrix and aligns with post-Grenfell governance requirements.
5.4 [bookmark: _Toc216130281]Phased Implementation and Resource Allocation
A staged delivery model ensures change remains feasible within SHP’s capacity constraints:
· Phase 1 (0-12 months): Data validation, pilot digital tools, baseline compliance.
· Phase 2 (1-3 years): Scaling retrofits, digital roll-out, co-production structures.
· Phase 3 (3-5 years): Continuous improvement and performance optimisation.
This phased structure reduces risk and reflects SME capability limits while enabling measurable progress (Bryson, 2018).
5.5 [bookmark: _Toc216130282]Monitoring and Governance Mechanisms
Performance will be reviewed quarterly using a Red, Amber, Green (RAG) framework, escalated to SHP’s Executive Leadership Team, Council boards, and resident governance structures. Evaluation will follow a Plan-Do-Review-Adapt (PDRA) cycle, enabling iterative refinement based on data and stakeholder feedback (Bryson, 2018).
6. [bookmark: _Toc216130283]Stakeholder Analysis and Strategic Implications
A comprehensive understanding of stakeholder expectations, influence, and interest is essential for the suitability, feasibility, and acceptability of SHP’s proposed strategy (Freeman, 1984). Public-sector organisations and SME-like ALMOs operate under complex regulatory, financial, and social pressures, making stakeholder alignment critical (Bryson, 2018). This section applies Mendelow’s Power–Interest Matrix and a RACI framework to ensure strategic initiatives are both legitimate and operationally viable.
6.1 [bookmark: _Toc216130284]Stakeholder Identification and Interest
SHP’s stakeholders include regulatory bodies, the London Borough of Sutton (LBS), residents, contractors, staff, local communities, and partner organisations. Table 12 categorises each stakeholder based on:
· Power (ability to influence decisions),
· Interest (level of concern regarding SHP’s strategic changes), and
· Primary expectations (service quality, transparency, compliance, value-for-money, community wellbeing).
Key Findings from Table 12:
· High-power, high-interest stakeholders (LBS, SHP Board, Regulator of Social Housing) demand robust assurance on safety, compliance, financial viability, and transparent data governance.
· High-interest but lower-power stakeholders (residents, local communities) primarily seek reliable repairs, stronger communication, and meaningful co-production.
· Operational partners (contractors, suppliers, service providers) focus on clear contract expectations, digital integration, predictable workflows, and safety compliance.
· Internal staff expect realistic workloads, improved digital tools, training support, and cultural stability during change implementation.
These insights are critical to shaping a strategy that is not only suitable but acceptable and feasible across the organisational ecosystem.
[bookmark: _Toc215910543]Table 12 Integrated Stakeholder Analysis
	Stakeholder
	Power Level
	Interests Level / Expectations
	Strategic Implications for SHP

	London Borough of Sutton (LBS)
	High
	High - Performance accountability, financial assurance, value-for-money, housing compliance, Net Zero progress.
	Maintain strong governance alignment, formal reporting frameworks, transparent KPIs, and long-term investment planning.

	Regulator of Social Housing (RSH)
	High
	High - Governance compliance, tenant safety, accurate reporting, TSM delivery.
	Strengthen compliance systems, improve data quality, proactively monitor regulatory risks.

	SHP Board
	High
	High - Strategic oversight, financial stability, operational risk mitigation.
	Board-level engagement in transformation programmes, risk governance, investment decision-making.

	Tenants & Leaseholders
	Low–Moderate
	High - Safe homes, timely repairs, transparency, meaningful involvement, accessible communication.
	Prioritise repair’s reliability, digital tenant access, co-production initiatives, improved engagement.

	Contractors & Service Partners
	Moderate
	Moderate - Predictable workflows, digital integration, clear KPIs and safety compliance.
	Improve contract management, performance frameworks, data sharing, and joint delivery planning.

	SHP Staff & Trade Unions
	Moderate
	High - Job security, manageable workload, modern systems, training, supportive culture.
	Invest in workforce development, change-management planning, internal communication, and digital competency building.

	Community & Voluntary Groups
	Low
	Moderate - Social value, collaboration, community wellbeing.
	Strengthen partnership frameworks, share community development resources, align place-based strategy.


Source: Author, adapted from Monwabisi S. Xegwana, et al. (2025); SHP (2025).
6.2 [bookmark: _Toc216130285]Mendelow’s Power–Interest Matrix 
Mendelow’s Matrix (Figure B) maps stakeholder influence and interest to guide engagement for SHP’s Sustainable Homes and Communities Strategy (Mendelow, 1981).
· High power, high interest: London Borough of Sutton, SHP Board, Regulator of Social Housing. Require close engagement due to their ability to enable or block strategy.
· High power, low interest: Government funding bodies, health and safety regulators. Should be kept satisfied through compliance reporting and alignment with policy, including Net Zero and safety reforms.
· Low power, high interest: Tenants, residents, community associations. Need regular communication and participation channels to reflect regulatory emphasis on tenant voice.
· Low power, low interest: Wider public and non-operational businesses. Require only periodic monitoring.
This mapping enables targeted engagement, reduces implementation friction, and reinforces legitimacy across SHP’s stakeholder ecosystem.


Level of Interest


Low
High

High
Power

[bookmark: _Toc215910386]Figure B Mendelow’s Power-Interest Matrix-SHP
Source: Author, adapted from Mendelow (1981); SHP (2025); Housing Ombudsman Service (2025)
[bookmark: _Toc216130286]   6.3 RACI Matrix for SHP’s Strategic Programme Delivery
The RACI framework (Table 13) defines stakeholder roles in delivering the SHC Strategy. The SHP Board and Executive Leadership are accountable (A) for governance, compliance, and finances, while operational managers are responsible (R) for implementing retrofits, digital systems, and resident engagement. LBS is consulted (C) on regulation and funding, and the Regulator and residents are informed (I) via dashboards and structured reporting (Mendelow, 1981). This approach ensures clear coordination, proportional accountability, and strategic alignment within an SME context (Bryson, 2018). Although robust, the matrix could better highlight risks from weak engagement, such as retrofit delays or reduced tenant satisfaction.

[bookmark: _Toc215910544]Table 13 RACI Matrix for SHP Strategic Activities
	                    
                                        Stakeholders
                                       
Strategic Activity
	LBS
	SHP Board
	Executive Leadership
	SHP Staff &      Trade Union
	Contractors / Service Partners
	Residents & Leaseholders
	RSH

	Phased retrofits & EPC improvement
	I
	R
	A
	C
	R
	I
	C

	Low-carbon heating & insulation deployment
	I
	R
	A
	C
	R
	I
	C

	Asset intelligence & risk prioritisation
	I
	R
	A
	C
	R
	I
	C

	Funding management (SHDF / LBS capital)
	A
	R
	R
	I
	C
	I
	I

	Integrated housing management platforms
	I
	A
	R
	R
	C
	I
	I

	Predictive maintenance & real-time reporting
	I
	A
	R
	R
	C
	I
	I

	Digital tenant portals & feedback mechanisms
	I
	A
	R
	R
	C
	R/C
	I

	Co-production committees & panels
	I
	A
	R
	R
	C
	R
	I

	Participatory budgeting & communication
	I
	A
	R
	R
	C
	R
	I


Source: Author, adapted from Mendelow (1981); Bryson (2018); SHP (2025).
[bookmark: _Toc216130287]6.4 Strategic Implications
Using stakeholder insights (Whittington, et al., 2019), the Sustainable Homes and Communities Strategy demonstrate:
· Suitability: It addresses the needs of all high-power stakeholders by improving regulatory compliance, safety, and asset sustainability.
· Feasibility: It aligns with SHP’s SME characteristics-small workforce, limited capital-by using phased implementation, partnerships, and external funding streams.
· Acceptability: It balances resident expectations for transparency and involvement with the organisational mandate for safety, efficiency, and governance assurance.
Thus, stakeholder analysis reinforces that the SHC Strategy is the most balanced, low-risk, and organisationally legitimate option.
















7. [bookmark: _Toc216130288]Strategic Recommendations
To ensure long-term resilience, regulatory compliance, and improved tenant outcomes, SHP should implement targeted initiatives aligned with the Sustainable Homes and Communities (SHC) Strategy (Section 5) and informed by strategic analysis (Sections 3-4).
1. Decarbonisation and Asset Investment (Section 5.1) - Phased retrofits, low-carbon heating and insulation upgrades, and collaboration with specialist contractors using grants will enhance Net Zero compliance, reduce costs, and mitigate health and safety risks (Shwashreh, et al., 2024; DESNZ, 2025).
2. Digital Transformation (Section 5.2) - Deploy integrated housing management systems, predictive maintenance tools, and tenant portals, with staff training in digital skills and data governance, to improve efficiency, transparency, compliance, and tenant engagement (Ding & Sun, 2024).
3. Repairs Service Enhancement (Sections 3.4 and 5.1) - Workforce training, scheduling dashboards, and contractor optimisation will strengthen reliability, resident satisfaction, and regulatory performance (Levelling UP, Housing and Communities Committee, 2024).
4. Resident Co-Production (Section 5.3) - Establish co-production panels, participatory budgeting, and transparent digital reporting to build tenant trust, engagement, and compliance (Furman, et al., 2025; Carr, et al., 2022).
5. Governance and Data Assurance (Sections 3.3 and 6) - Implement strategic KPIs, audits, and cross-organisational governance, supported by Board and tenant training, to ensure accountability and regulatory confidence (Charles, 2025).
6. Strategic Partnerships (Section 4.2) - Collaborate with housing associations, colleges, and community organisations to expand capacity, reduce costs, and enhance social outcomes (Carvalho & Sabino, 2019; Phillips, et al., 2024).
7. Phased Change Management (Section 5.4) - Apply structured, milestone-driven implementation with clear communication and feedback loops to minimise resistance and support scalable transformation (Bryson, 2018).
These recommendations provide a phased, measurable, and stakeholder-aligned pathway to deliver SHP’s SHC Strategy, addressing compliance, digital modernisation, asset sustainability, tenant engagement, and SME-specific constraints.

8. [bookmark: _Toc216130289]Conclusion
SHP faces a highly regulated, resource-constrained, and quality-sensitive operating environment. Strategic analysis demonstrates that SME limitations, such as ageing stock, fragmented digital systems, and limited workforce capacity-amplify external pressures from regulation, tenant expectations, and decarbonisation mandates.
Cost-based or high-risk growth strategies are not viable; instead, differentiation-focused, digitally enabled, and resident-centred approaches offer sustainable avenues for long-term resilience. The Sustainable Homes and Communities (SHC) Strategy provides a phased roadmap linking decarbonisation, digital transformation, and service differentiation to measurable outcomes: improved EPC ratings, 15 per cent reduction in emergency repairs, 75 per cent digital adoption, and 70 per cent resident engagement in priority estates.
Stakeholder-aligned implementation, robust governance, and KPI-driven monitoring ensure that SHP can navigate SME constraints while enhancing competitiveness, compliance, and tenant satisfaction. If executed effectively, the strategy positions SHP as a high-performing, socially responsible, and resilient SME in the UK social housing sector, delivering measurable benefits to residents, regulators, and partners over the next five years.
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