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• education & training

• policy

• Looking further ahead

What I’m going to talk about



Thank you!

But first….



• Not really what I expected!
• But you don’t chose the hand you’re dealt

• Our purpose matters because the work of housing professionals 
matters

• A good organisation with the potential to be great

• We weathered the initial COVID storm

• We have show we can change fast when we need to

• Professionalism is on the rise in housing

• Politics is complicated right now, but we still have influence

My first 10 months



Impact of Covid19 on year-end 
19/20

£k

Full year 2019/20 Forecast as at January 235

Over-performance last two months of the year 60

Impact of postponing Total Housing -139

Bad debt provisions -150

Impairment of investments -395

Total Covid 19 impact -684

Revaluation of Octavia 300

Release of over-stated provisions 100

Full year 2019/20 13

Final result was £8k 
profit, with audit 
nearing completion



20/21 after COVID 19 - £1.4m 
worse



Where does all that leave us for 
this year?

View January 20        Profit of £300k

- Covid 19 impacts        minus £1400k

+ Savings expected         plus £850

=  likely loss of           £250k



Cashflow – savings impact & 
actual performance so far



Income and Expenditure Account 
so far….

I&E August 2020 Actual YTD Budget YTD Variance

Membership 684 593 91

Events -115 -36 -79

(Events Non-conf) -36 -48 12

Housing Academy 261 251 10

Awarding Body 186 98 88

Gross Margin 980 858 122

Overheads -918 -972 54

Other costs -232 -245 13

Net margin -170 -359 189



Income and Expenditure Account 
so far….

I&E August 2020 Actual YTD Budget YTD Variance

Net margin -170 -359 189

Corporate items -159 -165 6

Joint ventures 99 98 1

Subsidiaries 0 10 10

Investment income 33 25 8

Investment return 225 0 225

Final net result 28 -391 419



• 2019-20 saw us increase paying membership

• Our latest membership survey saw a 16% increase in responses –
more analysis to come

• A number of new initiatives have seen membership numbers 
increasing 
• Building better boards offer
• Joint membership offer with TILM

• Delivered more free for members activity than ever before during 
COVID

• Best engagement we have seen from members 

Membership



• Following a report put to governing board last July, we want to inspire 
and encourage more people to get involved with CIH

• We are now in a more flexible structure, with more people than ever 
before getting involved on a regional level 

• Increase in the number of member champions 

• Recruitment ongoing, but with a new launch planned before the end 
of the year 

Membership



• Expanded online delivery of qualifications
• separated some out into ‘bitesize’ units to access in chunks, rather than committing to full programme
• on-line plus quals – additional tutor support built in and flexible delivery (evenings, etc)

• Expanded training offer
• responsive to feedback/direction of travel – redesigned to shorter sessions
• adjusted to recognise different approach required by online delivery 

• Development of teams’ skills
• supporting online offer, commercial considerations, managing change

• Linking up with other professional bodies to share resources and expertise
• joint leadership activity with The ILM + joint membership offer

Education & Training



• A core partner in Homes at the Heart
• Alongside NHF, ARCH, Nat Fed ALMOS, Crisis
• 60+ supporter organisations

• Making the case for social rented homes + affordable housing

• Domestic abuse + mental health

• A better, fairer welfare system

• Spending Review submission
• Housing investment at the heart of the recovery – new supply & welfare
• Building safety
• Shared prosperity fund
• Supported housing
• Ending homelessness
• Support for retrofit and carbon reduction in housing

• Professionalism

Our policy work



• Promoting professional standards
• Framework
• Self-assessment tools

• Growing membership

• Go to provider for education & training

• Timely, relevant, current and agile

• Financially stable

• Customer service

• Influential voice

• The professional body you deserve

Looking ahead



• Your support got us this far

• We are ambitious (and a bit impatient)

• We want to grow the profession and the impact of our work

• Please continue to work with us
• You make us better

• Your work changes lives

• Thank you

Thank you again









It’s good to talk…so keep talking

• Keep Talking - to our customers, our residents - our people

• Keep Talking to your colleagues, share the highs and the lows

• Keep Talking to your friends, family and loved ones - you are not alone





Raising the profile of the housing 
profession

OneCIH

#proudtobeprofessional



Professionalism - the big questions 

• How do we generate a sense of public pride in 
social housing, as a place to live and as a career?

• What can we do to raise the profile of the housing 
profession and challenge perceptions people have?

• How do we tackle stigma within our own 
organisations and more widely? 

• Can we demonstrate we have equal credibility and 
status to other professional we work with?

• How do we raise the bar, build our specialist skills 
and keep up with developments in housing to help 
us make complex decisions with confidence?

• How can we continue respond professionally to the 
challenges brought about by Covid 19?



The change we want to see…..

Our vision is to create a profession where housing professionals:

• are recognised and valued for their knowledge, skills and behaviours

• have the expected standards of knowledge, skills and 

behaviours to deliver the best services for their customers

• use their expertise to add value and change lives

• are committed to be a force for change across the sector 

• play a key role in creating a future in which everyone has a decent, 
secure and high-quality place to call home

• understand the impact of their language, behaviour and conduct

• are able to react positively to a constantly changing environment 

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

http://christiansincontext.com/
https://creativecommons.org/licenses/by-nd/3.0/


More than a framework….

• Messaging on why this matters

• Influencing governments 

• Getting buy in/ making the case

• Changing culture

• Tackling stigma 

• Embedding into all we do….

• Continuous learning and development 



For organisations 

Assurance and confidence that staff will do the right thing

Compliance with legal, regulatory and statutory expectations 

Ethical working practices

Relevant and up-to-date  knowledge and skills  

Quick to adapt to change 

Confident and competent decision making



For individuals 

Professional recognition and status  

Promotion and career development opportunities

Confident decision making 

Continuous learning and improvement 

Improved knowledge, skills and behaviours

Credibility among peers and partners 



In practice….

Less complaints 

Improved satisfaction

Getting things right first time

Improved morale

Confident decision making

Ownership of professional development 

Improved productivity and capacity

More creativity and innovation 

Better understanding of strategic vision

More engaged staff,

More rounded view of the housing sector 

Suggest improvements



The CIH professional journey….

PSF

• Member and non-member

• Professional standards framework visual 

• Wheel of 7 characteristics

• Links through to standards against each characteristic

• Links to existing content/ products and services  

Simple profile 

• Member and non-member

• Simple self assessment against and 7 characteristics - do I do x (yes/no)

• Simple profiling report

• Member – links to content

• Non- member – link to “become a member”

Self/ peer 
assessment

• Member only

• Self and peer assessment against each of the 7 characteristics (true/false) – testing knowledge 

• Detailed 360% profiling report and gap analysis 

• Signpost to tailored existing content (free and charged)

Professional 
recognition 

• Member only

• Self reflection and evidence building  

• Progress badges  

• Tailored pushed content based on scores above 

• Recognised digital badge after professional interview  

Phase 1 
Jan 2021

Phase 2
Jan 2021

Phase 3 
May 2021

Phase 4
Sept 2021



Phase 1 - professional standards 
framework



Phase 1 – professional standards 
framework

PSF

• Member and non-member

• Professional standards framework visual 

• Wheel of 7 characteristics

• Links through to standards against each characteristic

• Links to existing content/ products and services  

Simple profile 

• Member and non-member

• Simple self assessment against and 7 characteristics - do I do x (yes/no)

• Simple profiling report

• Member – links to content

• Non- member – link to “become a member”

Self/ peer 
assessment

• Member only

• Self and peer assessment against each of the 7 characteristics (true/false) – testing knowledge 

• Detailed 360% profiling report and gap analysis 

• Signpost to tailored existing content (free and charged)

Professional 
recognition 

• Member only

• Self reflection and evidence building  

• Progress badges  

• Tailored pushed content based on scores above 

• Recognised digital badge after professional interview  

Phase 1 
Jan 2021

Phase 2
Jan 2021

Phase 3 
May 2021

Phase 4
Sept 2021



The professional standards framework 

Online visual framework that sets out:

- the principles associated with being a housing professional 

- the core characteristics of a professional person 

- the professional standards that individuals are expected to           
meet to against each of the characteristics

For members and non-members

Tailors CIH content against principles, characteristics and 
standards



• Has a commitment to a set of values

• Pursues opportunities to test insight, 

develop new approaches and innovate

• Enables their own and others' 

continuous professional development

• Reflects on their experiences, seeks 

feedback and actively applies learning

• Understands the limits of their   expertise

• Possesses and uses specialised 

knowledge

Overarching professional principles

A professional person: 

• Has high standards of conduct

• Reflects on and challenges stigma

• Acts in the public interest 

• Exercises reasoned judgement in the 
application of their knowledge 

• Has an understanding of what is right 

• Is current and up-to-date in their 
knowledge 

• Demonstrates passion, drive and 
commitment 

• Is motivated by a social purpose  



Skilled  

A housing professional 
equips themselves with the 

relevant skills to deliver 
effective services to 

customers, colleagues and 
partners  

Knowledgeable

A housing professional has  
relevant and up-to-date 

knowledge , understands the 
bigger picture and passion 

and commitment for 
continuous learning 

Integrity 

A housing professional acts 
with integrity underpinned 

by lived values and they 
challenge themselves and 

empower others. 

Ethical

A housing professional acts 
in an ethical manner and 

makes decisions by applying 
principles and values 

consistently. 

Inclusive

A housing professional acts 
in an inclusive and fair 

manner and builds good 
relationships and work 

collaboratively and 
inclusively with their 

partners.

Advocate  

A housing professional acts 
as an ambassador for the 
sector and profession and 

demonstrates the ability to 
adapt to new ideas, situation 

and change. 

Leader

A housing professional 
demonstrates leadership and 

is forward thinking and 
create opportunities. 

Professional characteristics



Phase 2 – simple professional profile  



Phase 2 – Simple professional profile 

PSF

• Member and non-member

• Professional standards framework visual 

• Wheel of 7 characteristics

• Links through to standards against each characteristic

• Links to existing content/ products and services  

Simple profile 

• Member and non-member

• Simple self assessment against and 7 characteristics - do I do x (yes/no)

• Simple profiling report

• Member – links to content

• Non- member – link to “become a member”

Self/ peer 
assessment

• Member only

• Self and peer assessment against each of the 7 characteristics (true/false) – testing knowledge 

• Detailed 360% profiling report and gap analysis 

• Signpost to tailored existing content (free and charged)

Professional 
recognition 

• Member only

• Self reflection and evidence building  

• Progress badges  

• Tailored pushed content based on scores above 

• Recognised digital badge after professional interview  

Phase 1 
Jan 2021

Phase 2
Jan 2021

Phase 3 
May 2021

Phase 4
Sept 2021



Phase 2 – simple professional profile 

Member and non-member

Set of self-assessment questions 

Simple profile report

Bar and spider graph

Non-member – link to membership

Member – link to relevant content 





Phase 3 – self/peer assessment 



Phase 3 – self/peer assessment 

PSF

• Member and non-member

• Professional standards framework visual 

• Wheel of 7 characteristics

• Links through to standards against each characteristic

• Links to existing content/ products and services  

Simple profile 

• Member and non-member

• Simple self assessment against and 7 characteristics - do I do x (yes/no)

• Simple profiling report

• Member – links to content

• Non- member – link to “become a member”

Self/ peer 
assessment

• Member only

• Self and peer assessment against each of the 7 characteristics (true/false) – testing knowledge 

• Detailed 360% profiling report and gap analysis 

• Signpost to tailored existing content (free and charged)

Professional 
recognition 

• Member only

• Self reflection and evidence building  

• Progress badges  

• Tailored pushed content based on scores above 

• Recognised digital badge after professional interview  

Phase 1 
Jan 2021

Phase 2
Jan 2021

Phase 3 
May 2021

Phase 4
Sept 2021





Phase 4 – professional recognition 



Phase 4 – professional recognition 

PSF

• Member and non-member

• Professional standards framework visual 

• Wheel of 7 characteristics

• Links through to standards against each characteristic

• Links to existing content/ products and services  

Simple profile 

• Member and non-member

• Simple self assessment against and 7 characteristics - do I do x (yes/no)

• Simple profiling report

• Member – links to content

• Non- member – link to “become a member”

Self/ peer 
assessment

• Member only

• Self and peer assessment against each of the 7 characteristics (true/false) – testing knowledge 

• Detailed 360% profiling report and gap analysis 

• Signpost to tailored existing content (free and charged)

Professional 
recognition 

• Member only

• Self reflection and evidence building  

• Progress badges  

• Tailored pushed content based on scores above 

• Recognised digital badge after professional interview  

Phase 1 
Jan 2021

Phase 2
Jan 2021

Phase 3 
May 2021

Phase 4
Sept 2021



Assessment against characteristics 





Professional interview

• Evidence submitted to panel ahead of 
interview 

• Similar format to current interviews

• Panel of CIH members/recognised  
professionals 

• Pass/fail



Lots and lots for us to do…..

Finalise the standards and undertake sector consultation

Finalise overarching professional principles 

Map existing products and services against professional standards

Knowledge audit, collation and curation 

Create knowledge bank mapped to professional principles, characteristics and standards 

Create interactive visual for framework

Web/CRM interface

Create self and peer assessment questions against each standard

Staged platform build

Test, test, test

Develop new range of products and services to support the framework

Develop new modern CPD offer

Review routes to membership



Discussion/ questions?



Aileen Evans
CIH President

and

Group Chief Executive

Grand Union Housing Group



ONE CIH
1 October 2020







Coming soon…



• Managing rent arrears

• Communicating effectively with tenants and residents

• Training your staff



Managing rent arrears

• Trusted friend or carer

• Transferring to support services

• Supportive correspondence

• Staff Training



Communicating effectively with tenants 
and residents

• Plain English please

• Why, How and When

• Preferred method of contact

• GDPR



Training your staff

• Mental Health Training as part of Induction

• Front line staff training is key

• Clear pathways for support



Risks and opportunities

• Pre-tenancy, or requesting a move/transfer

• Letting + moving in

• Managing arrears









https://www.justgiving.com/fundraising/cih-
housing

https://www.justgiving.com/fundraising/cih-housing

