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Social value 
(UKGBC, 2018)
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well-being

neighbourhood
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long-term
economic growth

resident
satisfaction

equitable
opportunities

 community
strength
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Social value 
(UKGBC, 2018)

health &
well-being

neighbourhood
resilience

long-term
economic growth

resident
satisfaction

equitable
opportunities

 community
strength

Housing providers could
be doing more
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How can end-user considerations,
particularly those of tenants, be
better integrated into housing

providers’ strategies to enhance
social value creation?

MRQ:

Framing the Problem  |  Theoretical Underpinning  |  Research Design  |  Findings & Analysis  |  Discussion  |  Conclusions  |  Limitations 03/28



Which key social value objectives are pertinent to end-
users, particularly tenants, in housing projects?

SRQ1:

How can end-user considerations,
particularly those of tenants, be
better integrated into housing

providers’ strategies to enhance
social value creation?

what is needed

SRQ4:

What strategies can be adopted to bridge the gap
between the social value propositions of housing
providers and tenant needs?

how to achieve that too

MRQ:
SRQ2:

how to achieve it What social value strategies do housing providers
deploy to address tenant needs in housing projects?

SRQ3:

what else is needed

How are tenant-related social value objectives
reflected in housing providers’ business practices?
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Theoretical Underpinning



(Capital Value & CBS, 2023)

29.5% Housing associations 

1.5% Investors

Commercial ProvidersSocial Providers

Capacity is heavily influenced by
economic and policy contexts

“Business-as-usual” mindset

Influence of regulatory landscape

ESG frameworks: guide investments, prioritise
environmental metrics & represent bare
minimum of social responsibility

Institutional isomorphism

9% Private investors (small property companies, individual landlords)

2% Institutional investors (pension funds, insurance companies, banks)

1% Housing associations 

57% owner-
occupied

31% social
rental

12% private
rental
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Performance
Agreements

Resident
Participation

End-User Input

Performance
Measurement

Resource-intensive
Low levels of
participation  
Limited diversity of input 

Ambiguous targets 
High-level policies
Don’t address
operational concerns

Limited insight into
lived experiences
Limited ability to
inform actions
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Need to incorporate end-user needs
without directly involving end-users
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No accurate reflection
of occupier demands

Rely on quantitative
metrics

Lack of feedback loops to
inform decision-making

  Social Value Measurement
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 Measuring Social Value

Standardised &
structured format of

requirements to meet
end-user needs

Qualitative
exploration of

processes involved in
creating social value

Recommendations
to align provider
approaches with
end-user needs

GAP
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No accurate reflection
of occupier demands

Rely on quantitative
metrics

Lack of feedback loops to
inform decision-making
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health &
well-being

neighbourhood
resilience

long-term
economic growth

resident
satisfaction

equitable
opportunities

 community
strength

“improving well-being”

“improving quality of life”

“improved resilience of individuals,
communities, and society”

“value created through social, economic and environmental well-being,
thereby improving the quality of life for people”

“positive outcomes beyond 
economic returns”

“social, economic, and
environmental benefits”

Social value 
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Outdoor characteristics
(location-related)

Living Environment

Indoor quality

Community-driven
development

Identity & Belonging

Proximity
& Access 

Safe & healthy
environments

Basic
services

Wellbeing
Design

Efficiency &
Future-proofing

Regulated Unregulated

End-user Well-
being Framework

Spatial
aspects

Influence &
Ownership

Heritage, Culture &
Tradition

Ability to
Stay

Social
aspects
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Research Design



Design & Development

RQ1 RQ2 RQ3

RQ4

MRQ

Framework used to understand
housing providers’ practices

Recommendations for housing
providers & policymakers 

Artifact + Theory 

Develop End-user well-
being Framework

Test Framework for
application in Dutch context

Semi-structured interview:
urban sociologist

Semi-structured interviews: asset managers,
developers, development managers

Triangulation with National
Housing Survey (WoOn) 2021

Literature: Academic & industry
publications, ESG guides

Confirm the prevalence of certain
issues from the findings

Demonstration & Evaluation Synthesis

Design Science Research
Artifact: End-user well-being Framework
Theory: Strategy Recommendations

Research Methodology
Qualitative Explorarory Research
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Findings & Analysis



Scale & Context-
dependency 

Technical
compliance +

sustained
maintenance &

physical
improvements  

Steering communal
feelings

Overseen aspects of
inclusivity and diversity

Social structures &
familiarity > Design Style

Tenant Participation
& Engagement 

Outdoor characteristics
(location-related)

Living Environment

Indoor quality

Community-driven
development

Identity & Belonging

Insights beyond the Framework 

Interview with urban sociologist
+ National Housing survey
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 Advanced, high
budget features

Commercial Providers Social Providers

Rely on
partnerships 

Safety

Signal value, market
differentiation

Functionality &
cost optimisation

Design Aesthetics & Built Form

Value 
proposition

Serve practical
purposes

Communal Spaces

Provide essentials
themselves

Collaborate with
municipalitiesAccess to Essential Infrastructure

May go beyond to
serve tenants

Minimum
standards

Indoor comfort

Proximity to tenants influences ability to detect and
respond to repair concernsMaintenance

The Built Environment
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Feedback
Surveys 

Formal
meetings

Co-learning
processes

Mixed Living
projects

Social providers

Social providers

Commercial providers

Commercial providers

Informal
discussions

On-site
teams

Tenant
associations

Tenant
Engagement

Social Cohesion
& Social Mix

Design for
Interaction

Common
ground

Targeted
approach
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Coach residents to
sustain activities

Signalling function
Regular contact

Organise 5-10
events a month

Full time on-site
presence

Community Management

Longer tenure, fewer
resources, more vulnerable

Younger, international,
mobile, less vulnerable
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Tenant base as a driver

Tenant base as a driver

Financing as a driver

Financing as a driver

Social providers

Commercial providers

Focus on affordability
Low service charges

Add on costs to
service charges

Deployed in select
developments

Tiered staffing
model

Part of their
brand identity

Property managers
with social expertise
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Discussion



Cross-cutting tensions in Housing Provider Practice

 vs 

 vs 

 vs 

Intent Feasibility

Design Management

Participatory Ideals Tenant Willingness
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 vs Standardised Efforts Contextual Needs
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Improve Tenant Capacity

Needs-based approach Asset-based approach

Treats tenants as passive
recipients of support

Seeks to empower tenants as active
agents in shaping their environments

Problem-focused models  make tenants
feel powerless by creating dependency

Solution-focused model operates on the premise
that communities already have the assets to

foster social and economic development

Focus on deficits Mobilise the existing capabilities and
relationships within a community

Only most confident or socially
skilled residents participate 

Collapse of initiatives
without structured support

Cultural tendencies toward
privacy & individualism
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Hybrid model of Asset-based Community Development
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Informal
care

Time
banking

Social
clubs

Shared
responsibilities

Resident
coaching 

Co-
facilitators

Seed
funding

Communal
spaces

Community Activators

Leader

Connector

Gift-giver

Community Activation

Enabling Mechanisms
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Conclusions



SQ1: Which key social value objectives are pertinent to end-users,
particularly tenants, in housing projects?
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Outdoor characteristics
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Living Environment

Indoor quality

Community-driven
development

Identity & Belonging
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Wellbeing
Design

Efficiency &
Future-proofing
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SQ1: Which key social value objectives are pertinent to end-users,
particularly tenants, in housing projects?
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Outdoor characteristics
(location-related)

Living Environment

Indoor quality

Community-driven
development

Identity & Belonging

Proximity
& Access 

Safe & healthy
environments

Basic
services

Wellbeing
Design

Efficiency &
Future-proofing

Regulated Unregulated

Spatial
aspects

Influence &
Ownership

Heritage, Culture &
Tradition

Ability to
Stay

Social
aspects

Contextual needs

Tenant groups

Underrepresented
groups

Changing needs
over time

SQ1: Which key social value objectives are pertinent to end-users,
particularly tenants, in housing projects?
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SQ2: What social value strategies do housing providers
deploy to address tenant needs in housing projects?
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 Strategies more-or-less consistent across rental sector

 Variance across tenant demographics, project scale, local context, type of provider

Expectation: Narrow subset of well-being objectives prioritised

Reality: Broad awareness and active engagement across all dimensions of the end-user well-being framework   

Social providers
community or welfare programming

institutional support 
socially driven & far more subject to regulations

Commercial providers
lifestyle or recreational programming 

service-orientation
market driven

SQ2: What social value strategies do housing providers
deploy to address tenant needs in housing projects?
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SQ3: How are tenant-related social value objectives
reflected in housing providers’ business practices?

Outdoor characteristics
(location-related)

Living Environment

Indoor quality

Community-driven
development

Identity & Belonging

Most embedded within standard organisational practices

More difficult to evidence and sustain across contexts

Delivered reactively, rather than systematised across

Structured mechanisms and internal policies in place

Tangible, measurable, aligned with regulations and
performance benchmarks

Aspirational, experimental or "works in progress"

Differing models of integration 

Financial feasibility

Financial feasibility

Regulatory landscape

Regulatory landscape

Operational structures

Contextual needs

Contextual needs

Operational structures

Intent & Drivers
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Tiered community
staffing 

Typology-based planning
to predict social

management needs

Modernise & diversify
feedback methods

Retain in-house
management

Planned community
rituals

Leverage
sustainability efforts

Expand the role of
caretakers 

Strengthen tenant
governance

Asset mapping
Storytelling

 Identify activators
Deploy support

SQ4: What strategies can be adopted to bridge the gap between the
social value propositions of housing providers and tenant needs?

Best Practices

For Housing Providers

Capacity-building Proactive strategies
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Embed social KPIs into area
visions and tendering

Early stage structures to
support shared responsibility

Repository of evidence-based
social interventions

Develop social value & impact
measurement frameworks

Update WWS points
system

For Local & National Policy-makers

Proactive strategies

SQ4: What strategies can be adopted to bridge the gap between the
social value propositions of housing providers and tenant needs?
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MRQ: How can end-user considerations be better integrated into
housing providers’ strategies to enhance social value creation?

Safety
Comfort

Social
Infrastru

cture 

one-size-fits-all
solution

providing
PROACTIVELY listening

supporting

responding

empowering
acting

Well-being Long-term
resilience

Specific needs
who they are, how they live, work, move,

grow, interact and participate in daily lifeSocial Value

Residents experience material, social, emotional, and symbolic needs in intertwined ways - tangible & intangible

- standard & contextual
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Limitations

The idea of well-being developed is generalised across various tenant groups and household structures,
and changing needs over time were not observed within the scope of this research.

Focus during data collection was on the supply side, with the demand side (tenants in Dutch housing
developments) being represented through secondary data sources.

Much of the data relies on participants’ self-reported practices.

The number of interviews conducted was relatively small and targeted, which may not fully represent the
diversity of perspectives across the broader Dutch housing sector.

Inputs from private investors (small property companies, individual landlords), comprising of 9% of the
ownership of the dutch housing stock, was out of the scope of this research.

Incorporate tenant perspectives through primary data.

Go more in depth to look into challenges faced by either provider type.

Measure the actual outcomes of social value initiatives over time.

Future Research
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