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Our purpose and vision 
Community Health Partnerships (CHP) exists to provide high quality health and social care 
facilities which meet local need. We work with a range of partners to provide innovative and 
sustainable spaces for the benefit of patients, service users, and those who care for them. 
We maximise the benefits of our existing assets and respond to needs for new developments. 
We are leaders in our field, with a unique set of skills and experience in community infrastructure 
development, property management and commercial investment. 

Our vision is to deliver for our customers; striving to exceed their expectations and ensuring 
excellent experiences. We will be known for being: 

u Technically expert: the partner of choice for primary and community care facilities. Our vision 
is to be recognised as experts and leaders in our field; the first point of enquiry at both policy 
and delivery level. We want to be known, not only for our expertise but also for our results 
and our impact 

u Leaders and influencers in property investment and management: the principal source for 
expertise, opinion and partnership. Our vision is to influence policy at the highest level and to 
underpin that by delivering services which set the benchmark 

u Forward thinking and innovative: bringing new and sustainable solutions to challenging 
situations. Our vision is for our teams to collaborate even more; to generate and implement 
outstanding improvements to systems and services and to increase our contribution at all 
levels 

u In touch and in tune with our communities: trusted investment and property management 
partner.  We are committed to working collaboratively with our customers, investment 
partners and a wide range of health and social care professionals for the benefit of patients 
and service users 

u Entrepreneurial and commercially minded: delivering optimum value to the end user. We will 
invest in innovative developments and optimise the return on all our investments; maximising 
utilisation by making informed decisions about the use of the estate we have; and providing 
the best buildings in the right places now and in the future.  We will continue to provide 
excellent property management services in this specialist asset class to maximise community 
benefit. 
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Our values and 
culture 
At CHP we’re committed to delivering excellent experiences, 
both to our customers and to our colleagues. 

We are proud to have a highly engaged, committed 
workforce and value the diversity of our people and their 
experience. 

We believe in working together to support our staff in high 
performing teams. We are committed to nurturing a culture 
where everyone has the opportunities to fulfil their potential 
and can achieve their best for our customers year after year. 

The CHP Way are the values we live by: 
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Our customers 
We are in the business of enabling exceptional patient care. Patients are at the heart of what we 
do. We work with the people who know their communities best to ensure care is delivered in the 
right place and in the best environment. You are our customers, and we understand your need for 
estate solutions that enable you to deliver the best health outcomes for your local populations.  

You might be estates lead, finance directors and health planners working in local health economies 
for Clinical Commissioning Groups (CCGs), Sustainability and Transformation Partnerships (STPs) 
and Integrated Care Systems (ICSs). You might be GPs and clinical directors working for Primary 
Care Networks (PCNs). We work collaboratively with you to help you find estate solutions that 
deliver your local clinical and commissioning strategies.  

As our customer, you might be an existing tenant or building user.  You might work for a GP 
practice or federation, a hospital or community trust, a mental health provider, a dental service, a 
local authority, a community or third sector organisation.  Patients and anyone visiting the building 
are also users of our facilities.  As building users your experience of us as Head Tenant is 
important to us and we continually strive for improvement. 

You might also work developing and implementing national policy in the areas of estates, capital 
and primary care in NHS England and Improvement, or the Department of Health and Social Care.  
We work with you to deliver national or regional estates initiatives which bring significant benefit to 
the NHS. 

We cannot deliver without the support of our partners and suppliers. Whether a private sector 
partner in LIFT or a supplier, your work in partnership, and experience, with us is vital.  Through 
our collective efforts, together we deliver for patients.  

What brings this all together and makes these customer experiences come alive, is our people – 
our most valued asset. We will nurture your skills and experience, provide you with direction and 
opportunities to develop, so that in turn can you deliver for our customers, each and every time.   
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A message to our customers 
CHP is committed to supporting excellent patient care.  Working collaboratively with you, our 
customer, we will use our passion and expertise in estate solutions to play an active part in 
improving the health of local communities. It is why we exist, and it drives all we do. 

2020 was a year like no other. Last year’s 
Business Plan was written just as the 
pandemic unfolded. We had no idea how 
things would develop, and it has been an 
extraordinary year for everyone. Our plan for 
2021/22, builds on the experiences of the last 
12 months; listening and responding to our 
customers, recognising the scale and pace of 
the changing landscape of the NHS. The 
pandemic has changed how people access 
and deliver healthcare in a way that will alter 
the way we work into the future. In response, 
we have refreshed our Five-Year Strategy. 
Our new Strategy on a Page provides a 
longer-term commitment.  Together with this 
year’s plan, it gives an overview of what we 
intend to focus on to meet the needs of local 
health systems, and deliver what you need, 
when you need it. 
We have a simple ambition:  to provide the 
NHS with the best quality, best value 
community estate to meet its changing needs 
and safeguard the investment in that estate. 
We will do this by: 

u Making sure that our buildings are of 
the highest quality and standard 

u Managing our investments in the best 
interests of the taxpayer 

u Looking ahead, identifying the trends 
and planning for what the estate of the 
future should be 

u Being an organisation that supports 
and develops our workforce and gives 
them the tools they need to provide 
excellent customer experiences  

Underpinning everything we do is delivering 
excellent customer experiences, whether you 
are a building user or tenant, or a local health 
economy planner. 
Over the last year we have refocussed, 
carefully considering the impact on our 

customers in all that we do. We have asked 
for your feedback, listened and responded,  
making improvements that benefit you. We 
will continue to listen, respond, and deliver 
solutions during 2021/22. What we are 
hearing is that digitalisation, estate 
optimisation and sustainability are key 
themes that matter to you. 
This Business Plan sets out in more detail 
how we intend to deliver for our customers, 
stakeholders, and shareholder today, and 
how we will strengthen and improve 
customer experiences, delivering future 
successes and adding social value wherever 
possible. 
Our whole organisation will continue to work 
together, listening and responding to you to 
deliver better customer experiences.  
We want to be held to account for how we 
perform.  Customer experience is paramount; 
we won’t always get things right nor are we 
able to give everyone what they want but we 
will listen, review, be transparent, courteous 
and do our best to deliver solutions for you. 
Our people are the Company’s most prized 
asset, and we expect a lot from them.  In 
return, we will invest in them, giving them 
opportunities to thrive, providing the right 
environment, tools, and rewards to 
encourage innovation and delivery in equal 
measure. 
If you have any comments on this plan, 
including where you think we can improve, 
please contact me or any member of the 
senior leadership team.

 
Dr Sue O’Connell| 
Chief Executive Officer
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Estate of the future
You can expect us to:
• Offer our support to develop the LIFT estate as 

core strategic assets
• Increase activity in those core assets
• Have buildings that support digital healthcare 

and ways of working
• Use the best support from commercial partners
• Support and advise local systems on planning 

future estate options
• Act as a bridge between the local NHS  

and national decision making

Our commitment to 
our customers
CHP is committed to providing the NHS with the best quality,  
best value community estate to meet its changing needs and to 
safeguard the investment in this estate to enable excellent care  
for patients and local communities.

Ex
ce

pt
ional customer experience

High quality buildings
You can expect us to:
• Provide safe and statutory compliant buildings
• Work towards lower carbon footprint and more 

sustainable buildings
• Work hard on zero interruption to our  

buildings’ functioning
• Supply good quality and comprehensive data
• Keep costs as low as possible
• Improve customer satisfaction year on year

High performing organisation 
You can expect us to:
• Live our CHP Way values in all that we do
• Work together as teams to deliver the 

best for our customers
• Listen actively and communicate often 

and clearly
• Have a thriving workforce
• Be an organisation that people want to 

work in and with
• Actively promote diversity, equality  

and inclusion

Excellent investment management 
You can expect us to:
• Manage these investments in the best  

interests of the NHS and taxpayer
• Work with our LIFT stakeholders to deliver the  

full benefits of Public Private Partnerships to NHS 
partners, and the provision of additional expertise  
to meet local need

• Apply our specialist expertise to analyse the  
options for lease expiry to LIFT buildings

• Ensure LIFT contractual commitments are met
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Our objectives 
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commitment 
to become a 
more customer 
focused 
organisation
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Our strategic priorities 
In light of the past 12 months and listening to feedback from you, we have taken the opportunity to 
refresh our strategic priorities set out in our Five-Year Strategic Plan 2019-2024.  The original four 
priorities remain but have been updated.  Our refreshed strategic priorities reflect an evolution in 
the way we are working with you to better meet your needs, and the needs of patients and local 
communities.   

Putting customer experience at the heart of what we do 
We have all been through a lot in 2020 and the pandemic continues in 2021 imposing restrictions 
and creating different challenges. We have always worked well in partnership with you and 
invested in our relationships, and this was important in our support for you and the response to 
Covid.    

We will continue to listen, understand your needs, and respond swiftly.  With purpose and intent, 
we are putting customer experience at the centre of our strategy.  This demonstrates our 
commitment to you and sets out what you can expect from us.   

Strategic Outcome 1 High Quality Buildings 
Many of you are building users and as experts in managing infrastructure, we will put our energy 
into making sure your buildings are of the highest quality that are safe, well maintained, accessible 
to all and enable you to deliver your priorities. We will work to lower our carbon footprint across the 
LIFT estate, aligning our commitment to sustainability with the NHS’s Green Plan. We will make 
ourselves available to you, be responsive and work with you to ensure that any issues are dealt 
with quickly.  

Strategic Outcome 2 Estate of the Future 
Looking ahead to the future, we know patterns of healthcare delivery will change and we want to 
ensure that our skills and expertise contribute to developing the NHS estate you require.   

Through our digital and estates optimisation programmes we will ensure that you can value our 
facilities as core strategic assets responsive to your needs and adapting to meet the changing 
patterns of health and social care service delivery.  

We will work with you to plan for the future; optimise the use or disposal of your other assets 
providing you with better quality infrastructure at better value.  

14



 

 

%86,1(66�3/$1�����ǫ����|  INVESTING IN COMMUNITIES, BUILDING FOR THE FUTURE

Strategic Outcome 3 Excellent Investment Management 
We are custodians of local investments, made to provide the estate you asked for.  We will 
continue to work with you to add value by managing the investments effectively and utilising our 
investment returns to optimise your estate and ensure it supports the delivery of 21st century and 
post Covid-19 healthcare.  To improve your experience, we will focus on programmes that drive 
value and benefit for you from our investment portfolio. We will work with LIFT companies to 
provide a range of estate services when you need them. We will focus on preparing for the end of 
lease term options and work with you to ensure that we optimise the opportunities and benefits. 

Strategic Outcome 4 A High Performing Organisation 
We can only deliver success through our people. Our staff are also our customers and we will 
listen to them and engage them in shaping how we work, delivering an optimal digital workplace 
and providing the correct working environment, tools, and support to allow them to shine and grow.  

We will continue to support and promote diversity and inclusivity and will further embed our 
Corporate Social Responsibility (CSR) strategy for the benefit of our workforce and our customers. 

By supporting our workforce, we will deliver what you need, when and where you want it. 
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Our delivery priorities for 
2021–22 
As we refresh our strategic plan, our priorities reflect our commitment to 
being a customer focused organisation. This is a continuous process and will 
deliver year on year improvements across many areas that benefit you. This 
year our delivery priorities continue to build on our Strategic Plan and 
highlight the specific areas of focus.  

As in previous years we have agreed a balanced scorecard of Key Performance Indicators (KPIs) 
with our shareholder. These KPIs are fully integrated across the Company and delivering our 
priorities outlined below will be fundamental to achieving them. For simplicity the KPIs are listed at 
the end of this section. 

Embedding Customer Experience 
We continue to focus on what you need by engaging and listening, seeking out feedback, growing 
our understanding of your needs, and paying attention to what is important to you. We have used 
your feedback to plan our response and, we will continue to engage so that our service and 
solutions flex when needed.  

We know that improving and integrating care outside the hospital environment is a core objective 
for you.  We have therefore, aligned our delivery priorities to enable the NHS to provide integrated 
care, closer to home, in buildings that are at the heart of local communities.  We are working with 
you to find ways to radically repurpose space in response to digital and multidisciplinary ways of 
working.  

Improving patient outcomes and staff experiences are what matters to you.  We will work with you 
in a more holistic way to support your focus on population health and address health inequalities.  
Co-designing health spaces that staff are proud to work in, helping your recruit and retain the best 
staff.  Spaces that are sustainable and contribute to achieving the NHS’s net carbon zero targets. 

You told us that you wanted better data and information about our buildings and faster decisions. 
You asked us to ensure that when changes to our buildings are needed, they are done as easily 
and quickly as possible.  You asked us to help you develop buildings as both core strategic and 
community asset, and that they are digitally enabled, contribute positively to the NHS sustainability 
targets, and provide social value. You asked for consistency and a standardised approach in 
managing our buildings. You told us how you valued the estate skills capability and capacity in our 
LIFT partnerships and asked us to help you access them. 
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We have a range of internal performance measures which flow into our team and personal 
objectives to drive delivery.  We trust you will feel the difference and we will invite you to tell us 
how we are performing during the year. 

You have engaged with us, we have listened and we will deliver for you 
through: 

Strategic Outcome 1 High Quality Buildings 
In 2021/22 we will: 

u Implement performance dashboards: 
For every property in our portfolio a 
building dashboard will provide you with 
accurate data on its performance, 
documented occupation, cost and 
compliance   This will enable us to work 
better together to prioritise activity 
across the estate and deliver focused 
interventions to unlock benefits that 
support the needs of local communities 
and help deliver the NHS Long Term 
plan.  

u Establish sustainability initiatives: 
We all have a part to play in delivering 
a net zero NHS and respond to climate 
change.  We will develop a CHP Green 
Plan aligned to the NHS’s commitment, 
adopt greener practices, set our carbon 
reduction roadmap, and create 
sustainable buildings for healthcare 
delivery. 
 
 
 
 
 
 
 
 
 

u Drive social value: 
We have a shared ambition.  To 
improves outcomes for our local 
communities.  This is critical as we 
begin to recover from the Covid 
pandemic. We are invested in our 
communities and see our buildings at 
their heart.  We will develop a Social 
Value Policy and Social Value Tool to 
ensure our activities bring maximum 
social benefit to local people. We will 
deliver an annual report on the Social 
Value CHP delivers. Key to this will be 
making our buildings more accessible 
and inclusive for the people that use 
them on a daily basis and will provide 
detailed access guides for all our 
buildings. 

u Invest capital: 
Access to capital is limited in the 
current climate, so we commit to 
investing over £7.3m this year to 
respond to your changing estate needs.  
We will also improve your experience of 
delivering capital projects.  We will 
develop a new major variations process 
with our partners to ensure the best 
customer experience, value for money 
and speed up delivery.   
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Strategic Outcome 2 Estate of the Future 
In 2021/22 we will: 

u Build upon our response to Covid 
and the vaccination programme: 
We continue to work with you to ensure 
that the estate enables you to best 
respond during challenging times.  We 
will continue to listen and develop 
estate solutions to meet your needs. 

u Digitally enable our estate: 
The future of healthcare delivery and 
ways of working will be digitally led.  
Within our own digital strategy, we will 
invest in the digitalisation of our estate 
to facilitate new ways you are working 
and support you to transform the way 
you deliver patient care.    
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

u Listen closely and be responsive to 
your estate need: 
Reforms to NHS structures are on the 
horizon.  We are a constant in local 
health economies.  We will consistently 
engage with you through schemes such 
as our Community Integration 
Programme (CIP) and respond, working 
collaboratively to develop estates 
solutions that align to your needs and 
those of your communities.  

u Support you to make the best 
decisions: 
Maximising the use and benefit from 
high quality estate is in everyone’s best 
interest.  We are investing in a targeted 
network of sensors across our estate to 
better understand the way our buildings 
are utilised. We will work with you to 
provide accurate and consistent 
reporting you need to help you make 
informed decisions and show  
the potential use of our  
buildings. 
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Strategic Outcome 3 Excellent Investment Management 
In 2021/22 we will: 

u Manage our investments in the best 
interest of the NHS and taxpayer: 
As part of the NHS family, we will 
continue to actively manage our 
shareholder responsibilities in 49 LIFT 
companies through our Investment 
Directors and locally appointed Public 
Sector Directors.  

u Estate Skills, Capability and 
Capacity: 
LIFT provides access to a range of pre-
procured health infrastructure estate 
skills and expertise. We will continue to 
work in partnership with LIFT 
Companies to provide a range of estate 
services for you when required by you. 
We will work with you to develop plans 
for the initial expiry of the Strategic 
Partnering Agreements and ensure the 
benefits remain available to you.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 

u Analyse the options for lease expiry: 
We will engage with you on the end of 
lease term options for the portfolio, 
including the future ownership of 
buildings, and identify the impact and 
opportunities open to you. We will 
develop a programme to evaluate the 
options available and plan for the long-
term financial and management 
implications. 

u LIFT Company Management: 
We will work with our LIFT companies 
to ensure that the responsibilities and 
commitments in the LIFT agreements 
are met, and the value realised. We will 
monitor this through a LIFT Assurance 
Framework and a new LIFT 
Performance Framework,  
which will be developed  
further with LIFT companies  
this year. 
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Strategic Outcome 4 A high performing organisation 
In 2021/22 we will: 

u Enhance our way of working through 
better systems and tools: 
A consistently positive experience of 
working in partnership is what you can 
expect as standard.  We are investing 
in the right tools and systems to enable 
our people to collaborate and deliver 
what you need.  To support new ways 
of working we will further develop our 
digital workplace, making 
improvements so our people can serve 
you better.  We have already invested 
in a new Asset Management Database 
which will be in place by the end of 
2021. 

u Improve customer responsiveness: 
You can expect it to be easy to work in 
partnership with us.  When you have a 
challenge, we will do our best to 
provide a solution.  When you have an 
enquiry, we will respond in a timely 
manner.  We will hold ourselves to high 
standards, continue to improve our 
internal processes, ensuring they are 
consistent, open and transparent 
 
 
 
 
 
 
 
 
 
 
 

u Recruit and develop our people to 
support CHP values: 
People and relationships are key to our 
Company.  We invest in people who are 
passionate about what they do, 
passionate about supporting the NHS 
and share the CHP values.  We will 
provide more opportunities for our 
people to develop their understanding, 
skills and careers.  We are embedding 
customer experience into our culture.  
To reflect the diverse communities, in 
which our buildings are at the heart, we 
will set out our commitment to equality, 
diversity and inclusivity.  

u Recognise good practice and reward 
staff (promote innovative ideas from 
across the company from all levels): 
We understand and share your 
objectives for the LIFT estate.  We will 
work in partnership with you to deliver 
improvements and jointly celebrate 
success.  We will encourage our people 
to share their stories and ideas from 
across our business to improve what 
we do and customer experience.  We 
will enhance our internal channels for 
communication, knowledge sharing and 
collaboration recognising good practice 
and rewarding excellence. We will test 
ideas with customers, acting on those 
that add real benefit. 
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Finance 
Ensuring our finances are effectively 
controlled will be key to us being able to 
deliver on our priorities and deliver for you. 
To do this we will: 

u Continue to maintain a full cost 
recovery model as Head Tenant on our 
CHP estate. 

u Support the initiatives that continue to 
add value and deliver financial 
efficiencies to the benefit of you, our 
building users. 

u Deliver a financial performance in line 
with the requirements of our 
Shareholder which will directly benefit 
the wider health budget. 

As well as ensuring effective control across 
our finances we will continue to look to 
deliver efficiencies through our financial 
processes which will directly benefit you as a 
building user or system partner. 

u We will continue to roll out direct 
payments across our estate which will 
reduce the number of transactions our 
tenants have to conduct. Saving time 
and cost and allowing you more time to 
focus on what you need to do. 

u Continue to improve our internal 
systems and processes to give you the 
level of detail and information you have 
come to expect from any of our 
financial communications. Ensuring that 
you have the confidence in invoices we 
send you. 

Our KPIs for 2021/22 
The KPIs listed below are a balanced scorecard of targets that focus on important areas of activity 
across our Company. 

u Improve the Customer Experience, 
evidenced by a balanced scorecard 

u Reduce unlet space across our estate 
by 3,000 sq.m. which equates to c. 12% 
of our un-let estate 

u Maintain the level of regularised 
tenancies above 80% 

u Provide assurance that LIFTCo 
contracts are being managed in a way 
that delivers best value for our tenants 
evidenced by a balanced scorecard 

u Deliver capital investment across our 
estate of over £7.3m 

u Improve digital responsiveness 
evidenced by a balanced scorecard 

In addition to the above Operational KPIs we 
have the following Financial KPIs: 

u Deliver a surplus as agreed with the 
shareholder that supports the wider 
health budget. 

u Maintain effective working capital 
management to ensure that current 
year debt remains at or below 65 days 

u Ensure that 75% of CCGs are 
committed to and 50% are paying 
reimbursable charges by direct 
payments on behalf of GPs
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CHP North 
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Suite 12b 
Manchester One 
53 Portland Street 
Manchester M1 3LD

T: 0161 509 3340

CHP London  
& South
Skipton House 
80 London Road 
London SE1 6LH 

T: 0203 928 1630

CHP Midlands  
& East 
Suite 201 
Cheltenham House 
14-16 Temple Street 
Birmingham B2 5BG

T: 0121 295 3717

Community Health Partnerships

@CHP_estates

info@communityhealthpartnerships.co.uk

www.communityhealthpartnerships.co.uk

 

 




