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1. Progress
Housing Group's
Vision and Value
for Money
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Chair's introduction

Our vision is: To have a positive impact on people
and communities by providing high quality
homes, supporting independence and creating
opportunities. Value for Money underpins the
delivery of this vision and our key strategic aims.
A comprehensive assessment of VFM for the year has
been carried out by our Board and Executive. This gives
our stakeholders a rounded picture of how we have
performed against our VFM targets for 2016/17, how
we have progressed since last year and how we intend
to deliver VFM in the future. We are confident that it has
complied with our regulator, the HCA’s, VFM standard. Our
customers are at the heart of what we do and we regularly
communicate our VFM activities and seek their views.

prioritised our focus on procurement which is helping our
VFM objectives.
As we are the fourth largest provider of specialised
supported housing, we have further developed our
benchmarking of this core activity.
Providing good VFM has never been more important than
it is now. We will push our organisation to continuously
challenge everything that we do with the aim of extracting
more value out of every pound available to us. With this
in mind, we have set ourselves an ambitious range of
future targets to achieve. The first priority is to maintain our
financial strength so that we can meet the needs of existing
customers and continue to develop new homes. Our aim
is to find a balance between driving down costs, improving
performance in our critical business areas, investing in the
right areas of our business and creating wider social value.

Our vision is achieved despite the continuing challenging
financial environment. The Government’s 1% rent
reduction, Welfare Reforms and on-going economic and
political uncertainties mean we have increased risks and
reduced grant funding to continue to deliver our vision. We
face more uncertainty regarding the impact of the Local
Housing Allowance on supported housing.
Despite this, we remain ambitious for the future. We
recognise how crucially important our work is to our
customers. They deserve our highest performance and the
best quality of home possible. We also recognise that we
must continue to play our part in delivering much needed
new homes. During the year we updated our Strategic
Plan to 2020 and introduced critical success factors. Our
intention is to be a successful, high performing, agile, viable
and resilient organisation, that continues to grow, whilst
supporting people and communities.

This VFM self-assessment sets out:
Our strategic approach to VFM;
What we have achieved in relation to VFM during
2016/17 against the plans that we made;
Our VFM priorities and targets for 2017/18;
How we manage our assets in order to deliver a positive
return on the significant levels of investment we make;
Our benchmarking results with peer groups to allow
stakeholders to judge how well we perform;

Over the last two years, we have carried out considerable
work to mitigate the impact of these financial challenges.
Our efficiency savings are based on a service design
approach, and we have completed a review of our service
delivery model, across the whole organisation which has
resulted in approximately a £1.7 million reduction per
annum in continuing operating costs and this process will
be fully implemented in December 2017. Our approach
has been to improve productivity, through more scheduled
work and by offering self-service and agile working where
possible.

How we manage our financial and operating
performance to maximize VFM;
Our commitment to the development of more affordable
housing;
Our overall assessment of VFM for the Group.
Where we have identified any weaknesses, we are
feeding this information back into action plans across the
Group. This will ensure that learning is captured and future
improvements made. Findings will also inform our annual
update of the Group’s VFM strategy.

We have completed our asset management strategy
analysis to help us target our poorest performing housing
stock. We have reviewed our development model to
ensure that we are able to deliver the maximum number of
new homes from the resources available to us. We have

Janet Hale,
Chair of Progress Housing Group
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About Progress. . .
Our Vision: To have a positive impact on people and communities
by providing high quality homes, supporting independence and
creating opportunities.
Our Strategic Plan is structured around our six strategic
aims. The first three strategic aims are outward looking
and are drawn directly from our vision. The final three are
more inward looking and are geared towards ensuring that
we have a solid foundation on which to build our future
success.

We provide affordable and easy to manage homes
for people over the age of 55 who want to live
independently but without the responsibility of owning
their own home. These are services provided over and
above general needs housing including support from
an independent living co-ordinator, inbuilt social alarms
and usually a communal space for social activities. We
have 31 schemes providing over 1,300 properties in the
Fylde and South Ribble areas of Lancashire. Our model
will change in the future and we are gradually moving
towards a revised model to provide care and support to
older people including more personalised and targeted
support plans. We will seek to increase the provision of
extra care and advanced technology services.

Our strategic aims are:
Provide more and better homes;
Support individuals and communities to encourage
independence;
Create opportunities;
Work as one team;

Our supported housing provides short-term
accommodation and support to vulnerable client groups
such as homeless people, young people at risk of
homelessness and women and their children escaping
domestic abuse. We have three schemes providing 40
units of this type of accommodation in the South Ribble,
Preston and Chorley areas. These schemes were
commissioned in partnership with the local authority to
meet demand in the areas and contribute to homeless
and community safety strategies. We also manage two
schemes with 11 units of accommodation on behalf of
other registered providers. The average length of stay in
supported housing is three months but can be as short
as a few days or up to two years. Support is funded
by grant from Lancashire County Council. There is high
demand for this service with high levels of customer
satisfaction.

Develop a stronger organisation;
Put customers at the heart of what we do.
Our properties, locations and customers…
We own and manage over 4,600 social and affordable
homes to rent within South Ribble and Fylde area of
the North West of England but also include Cumbria,
Accrington, Chorley and Blackpool. Our customer
base mainly comprises single person households and
families.
We manage over 3,200 supported living tenancies
in almost 1,000 schemes across 24 counties from
the Scottish Borders to Devon. The geographical
diversification of schemes spreads risk across 106
local authority areas and makes us an attractive
organisation to work with because of our broad
experience of working with commissioners and our
ability to effectively manage schemes at a distance. We
provide accommodation tailored to meet the needs of
individuals with a learning disability and/or long-term
mental health condition. This is mainly within shared
schemes, but also includes some self-contained
accommodation. We work in collaboration with
social service commissioners and support providers,
enabling people to live independently with support. As
such, most of our supported living properties are fully
accessible to people with physical disabilities. A typical
supported living scheme is a three person adapted
bungalow with a sleep in room for an overnight carer.

We also provide accommodation where customers
can purchase at least 25% of their home and rent the
remaining equity from the Group. We have 107 shared
ownership properties with 25 for supported living
customers. These properties have a value of £6 million
and have been developed since 2006. The Group has
not been financially reliant on shared ownership sales to
achieve a surplus. Our future strategy includes further
development of this property type.
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dedicated Control Centre based in Leyland, Lancashire,
which is staffed 24 hours a day, 365 days a year. It provides
around 18,000 customers across Lancashire with 24
hour emergency assistance and handles over 590,000
calls annually. In order to achieve this prestigious award,
Progress Lifeline was audited on ten areas of its service
including the installation of equipment, how it monitors and
responds to calls, and how well the service is tailored to
meet the needs of the customer.

Progress Care Housing Association entered into
a long term Private Public Partnership with United
Lincolnshire NHS Trust to provide the 573 units of key
worker accommodation at three hospitals in Grantham,
Lincoln and Boston. Provision of accommodation
within hospitals for key worker staff provides further
diversification within the Group’s portfolio and is not
social housing but it is charitable.
Key Unlocking Futures Limited is a charity with the
mission to help people build better lives. The charity
provides flexible person-centred services to a range of
client groups, across parts of Lancashire. Over time this
activity has expanded geographically and in the range
of services delivered. The services include drop-ins
for homeless young people, family conflict resolution,
family support, tenancy support, pre-tenancy training,
employment coaching and young victims support. Key
shares the overall Group vision, but is not a registered
landlord and has its own mission, values and business
plan. Funding of the charity is received from a number of
short-term contracts with local authorities.

We have continued to develop the Emergency Home
Response service and we now provide a countywide
service and continue to provide lifting services. The team
also exceeded growth projections and generated in
excess of £2.6 million per annum in turnover for the Group
in 2016/17. These services generate surpluses which
help us to cross-subsidise and contribute to our future
development of new homes.
Properties
Our development strategy maintains our commitment
to providing affordable rented homes for people living in
general needs and supported housing whilst increasing
the proportion of home ownership and shared ownership
developments. This approach aims to mitigate the effects
of the rent reduction and meet the Government’s home
ownership agenda. We have set up a development
company for outright sale, Concert Living, to help us to
make a profit to support our social housing programme.

Growth
Progress Lifeline and Technology Enabled Care and
Support Services
Progress Lifeline (which provides telecare and technology
enabled care and support services) is celebrating after
retaining the Telecare Services Association’s (TSA)
‘Platinum’ Standard for a 10th year. In reaching the TSA
Platinum Standard, Progress Lifeline became one of only
28 in the country to have reached their highest mark.
The Progress Lifeline service has been running for over
25 years and is the lead provider for Telecare installation,
monitoring and response in Lancashire. The service offers
a wide range of Telecare sensors, as well as its popular
Lifeline unit and pendant alarm. Progress Lifeline has a

Of our Group operating income, over £17 million has been
used to procure new property, reinvest in existing property
or to settle other existing liabilities, including loans and
pension deficits. We have generated sales proceeds of
£1.9 million from the sale of shared ownership and outright
sale properties, which have contributed towards investment
in new developments.
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Strategic approach
We have carried out our annual update of the VFM Strategy which
creates a framework for our decision making, with a clear aim to
maximise VFM across the whole of the Group.
The strategic plan contains clear targets for the future and
key plans to achieve them. VFM is a cross-cutting theme
running through all six strategic aims and is essential to
their delivery. Within this plan we have a number of critical
success factors. We believe achievement of these critical
success factors will enable us to deliver our Business Plan
promises. Our ambitions can only be realised through
maximising VFM at every level within our business.

actively seek opportunities to increase our income;
collaborate with others, where possible, in order to
share costs and/or increase outcomes;

We continue to focus on risks faced by the Group and
regularly update our risk register. We have ensured that
our VFM activity and decision making has also taken full
account of all risks.

ultimately deliver our strategic aims to the benefit of all
our stakeholders.

extract the most value from everything that we do by
designing our services to be right first time, streamlined,
fully IT enabled and delivered by talented, experienced
and committed staff;

The Group’s aim is not to provide our services at the lowest
cost, but we do expect performance to be high, outcomes
to be maximised and social value to be created wherever
possible. To help us understand our position, we will
continue to compare our services to high-performing social
landlords in our peer group.

VFM is a key component of our business strategy
and by applying consistent VFM principles, we will
ensure that we:
make the best use of all our resources, both financial
and human;
spend our money wisely;
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How do our costs compare?
Total headline social operating costs
The table below shows that the 2015/16 position
appears to be above the sector indicators, but as we
are the 4th largest provider of supported housing when
adjusted for this stock profile, we are significantly below
the sector average.

Headline Social
Operating Cost per
unit (adjusted)1
Position to sector
Position to sector £

The trend shows a small increase year on year, and the
budgeted position of £4,339 is in line with our long-term
plan assumptions. However, at 2020, the financial plans
show a reduction in this position to £4,318 after taking into
account inflationary increases due to efficiency savings.
These targets are included in our VFM plans.

Actual
2015/16

Sector
median
2015/16

Sector
adjusted for
stock profile2

Actual
2016/17

Budget
2017/18

£4,151

£3,570

£5,276

£4,230

£4,339

ABOVE

BELOW

Not yet published

£581

(£1,125)

Not yet published

Note 2: The sector median has been adjusted based
on PHG stock profile to aid comparability for supported
housing.

Note 1: The adjusted cost per unit above excludes lease
costs and restructuring costs.
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Top 10 supported housing providers headline social housing costs per unit
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Understanding the costs of services and how we can
compare to others is crucial to managing our cost base.
A third of our properties are supported housing. Also, we
know we are the 4th largest provider of supported housing
in the sector and we have a 20% lower than average
operating cost per unit at £4,151 compared to the housing
sector (adjusted for stock profile) at £5,276. In addition,
the average cost of the Top 10 providers of supported
housing is £6,404 and we are therefore 35% lower than
this average. We are not complacent and continue to strive
to reduce costs.

For completeness we have also compared our operating
costs without any adjustment for supported housing, which
is £4,151, compared with £3,570. Our analysis clearly
demonstrates that the scale of our supported housing
activity is the reason for our higher than average costs.
We have analysed the various components of our overall
operating costs and have found that our management and
major repairs costs are below the sector average but our
service and maintenance costs are above, reflecting the
nature of our main client group.

9

How are we doing,
now and to 2020. . .
What are our headlines?
✓ Invested £13.7 million into new homes (2015/16 and
2016/17)

Maintain our adjusted operating cost per unit from
£4,339 in 2017/18 to £4,318 in 2019/20

✓ Secured £1.5 million of staff cost savings from a review
of all our of services

Repay c£21m of loans.
How will we do this? We will drive VFM specifically
through the following activities:

✓ Achieved £0.7 million of procurement savings from
renegotiating a wide range of contracts

Completion of our IT investment based on the principle
of digital by choice

✓ Approved the sale of some of our properties to free up
over £2.3 million of cash to provide investment in new
properties

Streamlining back office and frontline services by
combining three of our charitable registered providers
into one company. In 2014 the Group took a number
of efficiency measures to deliver a virtual combination
and have been monitoring the funding and general
environment to determine when it would be most
appropriate to deliver the combination of legal entities.
This means that a number of savings have been made
and this will now conclude that programme of efficiency
activity

✓ During the year income collection targets have been
achieved and customer satisfaction has improved. Void
performance is showing improvement, with less revenue
being lost, but we remain below our target. Repairs
performance has dipped following implementation of
new systems. Changes have been made during the
year to address this dip and are being closely monitored
for service improvements.
Between 2017 and 2020 we will:

Continuation of the review of procurement activities to
realise savings and improve contract management.

Complete 502 new units of accommodation with a total
net investment of £36 million

Our targets were very challenging (and other priorities
identified in year) and not all specific targets were achieved
– in these cases those targets have been rolled over into
the next plan.

Invest £14 million in new components for our existing
homes
Continue to grow our other activities to support the
investment above, our plans show:
£2.8 million surplus from Progress Lifeline and TECS
£0.1 million surplus from Concert Living
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2. Efficiencies,
Achievements
and Gains
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VFM Achievements against the
plans we made for 2016/17
In last year's VFM self-assessment we set ourselves an ambitious
range of VFM improvements to be delivered across the business
during 2016/17.
In order to ensure transparent reporting, this section sets out the achievements we have made against the eight specific
areas for planned improvement. Where we have not achieved our planned improvement we have acknowledged it,
outlined the reasons why and stated our new intentions. During the year we have also made improvements in other areas
which are above and beyond what we had originally planned and these are also set out within this section.

Delivering
Efficiency
Savings

Aim:

Outcome:

Target of £1 million
savings from reductions
in operating costs
(£0.7 million), improved
procurement (£0.3
million) and maximising
income.

We delivered a total of £1.7 million savings and cost reductions
during 2016/17 with £1.3 million from operational costs through
service reviews and £0.4 million from procurement activities.

Performance Aim:
Management
To improve our voids
performance - targets
are: 3.7% rent loss;
5% current level of
voids and re-let time
for general needs of 21
days.
To make progress
against our targets to
2020 to be top quartile
in arrears, voids,
repairs, satisfaction and
financial performance.

These savings have contributed to reduced costs and improved
cash flow for re-investment into services as reflected in our financial
plan.

Outcome:
Our overall rent loss performance of 3.9% for the year did not
achieve our target of 3.7%. This comprises 5.2% for supported
living, 1.8% for independent living and 0.7% for general needs. We
were at, or better than, our targets for general needs, independent
living and supported living but worse for our keyworker homes,
resulting in the 0.2% from achieving our target.
We outperformed our target of 4.9% for the current level of voids,
achieving a rate of 4.2% for the year which is a further improvement
in performance from 4.6% in the previous year.
The re-let time for general needs was 30.7 days so we did not
achieve our target. There is no clear reason why homes are taking
longer to let, other than the smooth process between the repairs
and housing management services. At the regular void meetings,
target times are reviewed for each case to try and turnaround all
the possible quick lettings. Within independent living, void re-let
times have significantly improved from 82.4 days to 45.7. This
still does not meet our target, but the improvement is due to the
decommissioning of an independent living scheme.
Customer satisfaction has improved and the target is being met.
Similarly, arrears targets have been met. However, we did not
meet all voids targets. For 2017/18 we will focus on reducing
arrears, improving void performance and improving our dynamic
scheduling of responsive repairs appointments to improve service
and productivity.
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Financial
Aim:
Management

Outcome:

We intend to manage the range
of financial risks and economic
uncertainties facing us. We will do
this whilst continuing to fund our
growth and development programme
to achieve our Business Plan
aspirations.

This is ongoing as part of our business planning,
long-term financial planning and budget setting
processes.

We will complete the second phase
of our service reviews which will
involve 15 business areas. The target
is a reduction in management costs
of £0.3 million.

The second and final stage of service reviews
assessed 11 areas through consultation and four
impact assessments completed. This has resulted in
a reduction in staff cost of £0.5 million.

To reduce operating costs per
property.

Our total operating cost per social housing property
has increased by 2% due to external cost rises for
property management and insurances. Our employee
cost base has remained static due to the cost of our
service reviews which will bring future savings.

Procurement Aim:

Outcome:

We will undertake a number of
procurement exercises for high value
areas of spend within the Group.

Significant exercises which are underway are for
temporary staff c£400,000, materials c£1.8 million
and vehicles c£350,000 per annum. We anticipate
this to be completed by 2018.

We will categorise our suppliers to
identify areas for consolidation, as
well as seeking potential savings. We
will review our current frameworks to
ensure they offer best VFM.

Spend analysis has been completed in all areas and
a number of opportunities for consolidation have
been identified. Reviews of current procurement
frameworks have commenced.

We are establishing a procurement
register to record all activity and
gains across the organisation.

The procurement register has been established and
benefits estimates and actuals are being recorded.
We have completed seven activities with a further 23
planned in 2017/18.
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Asset
Aim:
Management

Outcome:

We intended to produce a revised
Active Asset Management Strategy.
During the year we postponed this
work in order to re-evaluate the
financial performance of our stock
due to the rent cut. This revised
position is now informing our new
strategy and actions plans, and this
will be published and implemented in
2016/17.

The Asset Management Strategy has been
developed and was presented to, and approved
by, the Board. A refresh of the Asset Performance
Evaluation Model has been carried out and actions
identified as part of this work is now underway. The
Group has established an Active Asset Management
Working Party comprising of senior managers within
the Group to monitor and progress the strategy
agreed by the Board.

We will invest over £6 million into
improving existing homes.

We have invested £5 million on major repairs for our
properties.

We will deliver 946 component
replacements.

We have delivered 891 component replacements.
This is fewer than originally anticipated but major
changes to procurement methods and contract
management processes will ensure that future
delivery targets are achieved.

A review of how we deliver the
investment programme will be
carried out, including the balance
and use of in-house teams and
external contractors.

This review has started and will be implemented
for investment works that start from 2017/18. The
Service Review within Property Services has been
designed to maximise in-house resources rather
than outside contractors, except where it will deliver
greater efficiencies.

We will implement a new set of
key performance indicators for
measuring contract delivery.

This has commenced and all contracts are subject
to a series of key performance indicators, which
measure the performance of the contractors and the
team managing the contracts.

We will review our procurement
practices.

We have reviewed a range of procurement activities,
including the material stores contract, component
servicing, vehicle fleet and a nationwide dynamic
purchasing system covering responsive and planned
works throughout the country. The review will
continue and the lower priority items completed by
March 2018.

We will complete options appraisals
for the poorest performing stock.

This work is underway as part of the update of the
Asset Performance Evaluation Model.

We will refine our model – particularly
around income, costs and social
indicators.

This has been completed as part of the Active Asset
Management Strategy agreed by the Board.

We will review the Group’s market
rented portfolio.

This has been completed and a plan of disposals
has been agreed. We have commenced sales during
2016/17 and expect to complete all 27 sales by
December 2017. This will be re-invested in new and
existing homes.
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Business
Growth

Aim:

Outcome:

We will complete 83 new HCAfunded homes by the end of the year.
A further 56 non-HCA funded homes
will be delivered including a mix
of Section 106 affordable rent and
shared ownership properties as well
as supported living properties.

We completed 53 HCA-funded homes (37 for rent
and 16 for affordable home ownership). A further 40
were a combination of Section 106 rented and shared
ownership units, and 26 for supported living. In total
we completed 119 against our target of 139.

We intend to develop a Progress
Warm Homes Standard for new
homes, which achieves a heating
footprint of between 15kWh/m2 and
30kWh/m2. This will apply to the
development pipeline from 2018.
We will implement a programme
of refurbishment of existing stock
to achieve the 2050 Pathway, with
interim targets of all homes to be
band C or better on the EPC scale by
2020, and band B or better by 2030.

We are in the process of looking at how our
customers use our existing homes, and we are
creating a benchmarking mechanism for this. This
work will heavily influence the work on the Warm
Homes Standard.

A suite of development targets
reflecting the new operating
environment will be produced by
September 2016.

The work on the new KPIs has been put back
to allow for the implementation of new appraisal
software which will improve our cash flow reporting.
A new suite of KPIs are in development and will be
approved by the Board.

We aim to achieve continued growth
of our social alarm business and
anticipate achieving an income of
£2.3 million in 2016/17, with over
20,000 connections.

Progress Lifeline services has over 23,000 customer
connections and generates income of over £2.6
million.
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Supported
Living

Aim:

Outcome:

We will implement the actions
from our service review, which will
significantly reduce our service
costs.

The new structure for supported living was put
in place in June 2016. As a result, 12.4 posts
were removed from the structure and 5.77 posts
transferred to specialist teams managing operational
activities across the Group, including income
collection and community safety. This has helped to
reduce operating costs by £272,000.

We will use mobile technology
(iPads) to increase the efficiency of
our supported living staff.

The annual review visit form developed for the iPad
is now being used by staff when carrying out annual
visits. The new technology reduces paperwork and
automates follow up actions, making the process
much more efficient. We estimate a reduction in staff
time of 90 working days as we re-allocate resources
within other teams more efficiently.

We will be looking at how we
can better market our voids in
partnership with support providers
and commissioners, through our own
website.

We completed a pilot using our website. We are now
considering promoting our estate agent style void
brochures on our website as part of a lean systems
review. And we are working with LCC on a countywide hub to advertise vacancies.

We are planning a full LEAN systems
review of the supported living voids
process which will look at the endto-end voids procedure. We aim to
cut down on any duplication and
maximise its effectiveness.

The LEAN review of the supported living voids
process is now complete and will be implemented
during 2017/18. Improvements focus on reducing
turnaround time, increasing income and performance.

We will continue to implement our
new Rent and Development Strategy
aimed at keeping rents as low as
possible on new schemes.

Completed.

We will also look at ways to deliver
new models of supported living
accommodation.

We have been successful with Blackpool Council
in securing a grant through the Department of
Health, Housing and Technology Fund for a six-unit
development for people with learning disabilities and/
or autism.
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Social value

Aim:

Outcome:

We will approve our revised Social
Value Strategy and implement the
agreed action plan.

Our strategy was approved by the Board and we are
implementing the planned actions.

We will grow our Progress Futures
service by engaging with employers
and developing community-based
training.

This is being developed as part of the procurement
process.

We will look at the way we monitor
our contractors to assess the
number of employees they employ
from our local areas.

One session has been held with questions agreed for
the first stage of the procurement process. Further
sessions have been arranged in the new year to
develop further.

We will further embed social value
within our procurement process, for
example looking at how contractors
can support our tenants into training
and employment.

Training programme has been scheduled for the
new year.

We will develop a project with our
main utilities provider to ensure
tenants who are in debt are able to
make use of the best water charge
tariff possible, this is in addition to
continuing the work our Financial
Inclusion Team do to support tenants
to maximise their income.

Information available in partnership with United
Utilities to enable targeted work which will maximise
the benefit to customers. Work is continuing with
new United Utilities staff.

We will continue to develop
community food growing projects
that support health and wellbeing for
our tenants.

This is ongoing in supported living; further schemes
are being considered at Lower Lane and other areas
through the Community Investment Panel.

We will look at supporting a ‘Healthy
Towns’ initiative in the Fylde area as
part of our development plans.

We have an Operations Director on the Board of
Whyndyke Garden Village in Blackpool and we are
contributing to the development of the Healthy New
Towns initiative.

We will look at asset-based
community development to make
better use of community assets and
support local skills that already exist
within communities.

This is being delivered through the community
engagement strategy. A number of staff and tenants
qualified as Health Champions in November 2016.

We will work with other RPs to
develop a bid to the BBO4 Lottery
and European Funding programme
to deliver a large digital inclusion
project in Lancashire.

Bid has been submitted but unfortunately was
unsuccessful.
The successful bidder is now considering how we
can work with them to deliver services in Lancashire.
A successful bid has been submitted collectively, with
implementation 2017-19.
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Service reviews and VFM
We have delivered a number of further VFM improvements with a
£0.4 million plus on-costs cost saving, by completing our service
reviews during the year.
Service Area

Summary of Review Undertaken

VFM
Improvement

Community
Involvement

The review provided a Group-wide provision for community involvement,
removed community development workers and reduced the levels of
management, providing greater consistency in service. Our future focus
will be on customer insight and targeted work, rather than the number of
tenants engaged.

Cost saving of
£53,000 per
annum.

Legal &
Governance

The service review of the Governance Team saw a significant cost saving
due to the consolidation of the company secretarial function into an
executive position, and the repositioning of data controller operations into
a different team along with a number of other functions.

Cost saving of
£106,000 per
annum.

Marketing &
The review confirmed the temporary structure arrangements that had
Communications been in place, which provided closer working relations with the Progress
Opportunities Team.

Cost saving of
£31,000 per
annum.

Personal
Assistants

The review within the Personal Assistants Team saw the creation of a
Senior Personal Assistant role which has day-to-day management and
oversight of the PA Team and the Facilities Management Team.

No savings.

Facilities
Management

A review and restructure of the service to reflect the changes arising from
agile working.

Cost saving of
£31,000.

Finance
Managers

The review resulted in reshaping the delivery of the Treasury and Income
Teams for improved focus on process improvements.

No staff
reductions.

Information
Technology

A review of the Business Intelligence and Analysis Team and a new
structure was agreed.

Cost saving
from the
temporary
structure of
£46,000 from
2018.

Leasehold &
Service Charge

The review resulted in reallocation of roles and duties within the business.

Cost saving
c£4,000 per
annum.

Progress
Connect

The review resulted in a reduction of one staff member in the management
team and the re-grading of a team leader post to reflect the levels of
responsibility.

Cost saving of
£35,000 per
annum.

Development

Creation of a service model capable of delivering a development strategy
focused on a wide range of tenures, including a greater focus on sale,
through generic team working. The new structure will allow greater
reliance on support from external specialised services, which will deliver
greater efficiency and reduced risk.

Cost saving of
£92,000 per
annum.
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Information Technology
We recognise that IT plays a big role in achieving greater efficiency
both in the way that our staff work and in the channels through
which our customers communicate with us.
Highlights of our achievements from IT during
2016/17:

Over the last four years we have invested £4.2 million in a
major upgrading of our technical Infrastructure and our core
IT systems, based on the principle of digital by choice. This
programme of work will continue throughout 2017/18. The
aim is to improve the way in which we deliver the Group’s
services and to reduce costs wherever possible.
Over the last 12 months we have continued to develop
automated business processes, increased the use of
mobile devices by frontline staff and made further channels
of communications available to tenants and suppliers. We
have delivered almost £200,000 of IT-related savings as
shown in the table.
We have invested a further £0.5 million in our digital by
choice programme of work with emphasis on mobilising
housing management and property services staff, enabling
over 300 staff to work away from the office, taking the
service to the customer, and enabling staff to work from
home.
Throughout 2016 the programme of work has continued to
be delivered in line with the service reviews to achieve the
following:

IT Activity

Action

VFM

Applications
Management

Reduction in staff
costs for training

£40,000 from
2018/19

Mobile
working

Reduction in
staff costs from
automation
through mobile
working

£24,000 from
2018/19

Business
Intelligence

Reduction in staff
costs following
service review

£46,000 from
2018/19

System &
software
licences

Decommissioning
of old systems

£15,000 from
2017/18

Photocopying

Cost reductions
from document
management and
mobile working

£63,000

Third party
licences

Online repairs
reporting
in-house

£3,000

Customer
contact
website

Development
in-house

£7,000

Corporate
website
redeveloped

Reduction on
other transaction
methods

Increase in
online cheaper
transactional
services

Mobile
technology

Cost per device
for voice and data
reduced

From £200
to £151 per
device

Improved and enhanced services to our customers
Reduced costs across the business and streamlined
business processes
Automated manual processes across the Group to
increase productivity
Improved resilience and reduced risk of dependency on
individuals
Delivered savings from service review business cases as
new ways of working are implemented.

Whilst we have achieved the above savings, the external
environment has impacted on licencing costs from
Microsoft with a cost increase in their charges due to Brexit.
This shows the importance of controlling the costs we can
to mitigate costs which are out of our control.
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Future plans - our key priorities for IT for 2017/18
We have the following plans for 2017/18 and we will
report our progress in next year’s VFM assessment:

The implementation of voids project planner to improve
the management of voids. This should see a reduction
in void times and an increase in income.

There is a further £700,000 IT capital investment budgeted
for 2017/18 and the plan for this investment includes:

Continued development in our current systems
removing manual processes, supporting agile working
and providing increased accessibility of our services to
tenants.

The implementation of RentSense – a predictive
reporting solution to manage and prevent rent arrears
escalation. The system will be live by the beginning of
July 2017.

The implementation of electronic board packs for all
Board members and Board meetings. This project is
due to go live by September 2017 and will see a saving
in printing, paper and postage costs. It will also improve
security and provide a central, searchable location for all
Board papers that is easy to access.

Further investment in mobile working technologies with
the emphasis on home working for staff, which will see
a reduction in call costs.
Investment in video conferencing equipment to enable
virtual meetings to take place, reducing travel expenses
and reducing our carbon footprint.

The IT department has a number of temporary positions
to support the implementation of the Progress Forward
programme of work. These temporary contracts are
planned to end in 2017/18.

Continued in-house development of Business
Intelligence, including customer insight. This will see
a reduction in the amount of reports being produced
manually, an increase in digital surveys and a reduction
in printing and paper costs. As we move away from
paper postal surveys we will see improved response
times to issues raised by our tenants.
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Planned 2017/18 improvements to VFM
We have identified important VFM priorities for 2017/18. We have set out below what the specific aim of each
priority is and what we intend to do to achieve it.

Efficiency
Savings

Aim:

We intend to do the following:

A target for VFM savings of £0.8
million for 2017/18.

Savings will be achieved through reductions in
employee costs, improved procurement, continued
development and implementation of mobile and agile
working. We will be introducing a new customer selfservice app which will enable tenants to carry out a
number of tasks directly through their mobile device
rather than having to contact our offices.

Financial
Aim:
Management

We intend to do the following:

We intend to manage the range
of financial risks and economic
uncertainties facing us whilst
continuing to fund our growth and
development programme to achieve
our Business Plan aspirations.

Asset
Aim:
Management

Generating and reinvesting the proceeds of other
non-social housing activities including Progress
Lifeline and Technology Enabled Care and Support
Services (TECS) and Concert Living.

We intend to do the following:

Make best use of housing stock.

Continued review of stock performance and
completion of options appraisal.
Use most effective procurement methods to ensure
value for money in delivery of services.

Performance Aim:
Management

We intend to do the following:

To make progress against our targets
for 2020 to be top quartile in arrears,
voids, repairs, and satisfaction.
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Improve our performance on overall service
satisfaction, repairs completed within target time, rent
loss due to voids and overall re-let times.

Business
Growth

Aim:

We intend to do the following:

To continue to grow the Group’s
asset base.

We will complete 49 HCA-funded properties and
a further 134 of non-grant funded properties at a
total development spend of £19.4 million with grant
£3.5 million, generating a net spend of £15.9 million
in 2017/18. A further £2.7 million is estimated for
Concert Living Limited.

To continue to grow our Progress
Lifeline and TECS service.

We aim to achieve continued growth and anticipate
achieving income of £3.5 million in 2017/18 with over
18,000 connections.

Procurement Aim:

IT

Group
Structure

We intend to do the following:

To achieve a target saving of £0.3
million.

We will continue to implement our procurement
strategy, part of which includes us undertaking
more procurement exercises for high value areas of
spend within the Group and reviewing our current
frameworks to ensure they offer best VFM. These
include fleet, responsive repairs, gas servicing,
external audit, void cleaning and flooring contracts.

Aim:

We intend to do the following:

To continue our IT investment
programme.

We will invest a further £0.7 million in our IT
investment programme within the year.

Aim:

We intend to do the following:

To ensure our structure is fit for
purpose.

We have no current plans to merge with another
provider but we will assess risks and benefits if an
opportunity emerges.
We will consult on combining our three charitable
RPs to achieve efficiencies.
We will commence delivery of new homes for outright
sale in the new company – Concert Living Limited.
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3. Performance
and Operating
Costs
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Our financial performance
One of our key strategic aims is to 'develop a stronger
organisation to deliver maximum results`.
This has never been more relevant due to the challenges
from the external environment, specifically from the
remaining uncertainty following the result of the EU
referendum and the potential impact of the Local Housing
Allowance on supported housing. We have updated our
financial plans and have identified efficiencies to ensure
that we can meet our financial and customer-focused
commitments.

funding facilities and with the aim of delivering VFM. From
our ‘base model’ financial plans we then run a series of
scenarios which subject the plan to robust and multi-variant
stress testing in order to identify potential risks and their
likely impact, particularly in combination. We then develop
strategies to manage and mitigate them where possible.
These are only scenarios but ensure that we focus our
thinking on high-level risk areas.

The Board approve and monitor the 30-year financial
plans along with the annual budgets for the Group. The
plans are developed within the constraints of available

The table below shows a number of key financial
indicators. These are benchmarked based on the HCA’s
Global Accounts results.

Group
Indicator

Actual
2014/15

Actual
2015/16

Actual
2016/17

Sector VFM Impact
2015/16

Gross
operating
margin

29.1%

25.7%

29.3%

27.6%

Comparison shows efficiency of costs to income.

Net operating
margin

11.2%

9.9%

13.0%

16.7%

As above but includes surplus after loan interest
charges.

Operating
surplus per
unit

£2,090

£1,855

£2,170

N/A

This shows the surplus generated for each
property, contributing towards future investment.

Effective
interest rate

4.4%

4.3%

4.1%

4.9%

Shows the level of borrowing costs compared to
others.

Management
cost per unit

£921

£933

£995

£1,080

Control of these costs contributes to surplus
helping us to focus resources to maintain service
delivery.

Responsive/
cyclical cost
per unit (exc
LiLAC**)

£1,065

£1,105

£1,037

£1,010

Control of these costs contributes to our surplus
helping us to focus resources to maintain service
delivery.

Major repairs
cost per unit

£787

£666

£656

£890

Control of these costs contributes to our surplus
helping us to focus resources to maintain service
delivery.

Void loss

6.3%

5.0%

5.8%

1.7%

Failing to let properties causes permanent lost
income.

Bad debts

0.8%

0.5%

0.1%

0.67%

Keeping arrears low helps to bring in more
income. The lower this is the more income we
have generated.

** LiLAC has been excluded from this calculation as this is a Private Finance Initiative, and as a result, requires a higher
standard of maintenance, and also, it is a fixed cost which is not provided by the Group.
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The analysis in the table shows that our operating surplus
per unit and operating margins have increased from last
year. This reflects the positive impact of our savings and
growth from our Progress Lifeline activity. Maintenance
costs per unit have decreased slightly and we are above
the sector average for responsive and cyclical. These
costs exclude the costs paid for the LiLAC PFI as this is
a separate contractual arrangement with different higher
specifications. Under this arrangement maintenance is
procured by the PFI vehicle separately and not directly
provided by the Group. Management costs per unit figure
have been adjusted to remove one-off restructuring costs
and, therefore, will differ to the Global Accounts return.
Our future financial plans include efficiency targets for both
management and maintenance costs. The Group aims to
maintain healthy operating margins and surplus despite the
impact of government changes and Brexit.
Treasury
We have an approved annual treasury strategy and policy
which supports the Group’s objectives by managing
liquidity, funding, investment and risk. Expenditure on
interest currently equates to almost 20% of the Group’s
total expenditure. Whilst exposure to interest rate risk is
minimised by keeping a minimum target of 50% fixed loans
at all times. The effective interest rate for the Group is below
average at 4.1% for 2016/17, compared with the 4.9%
sector average in the 2016 Global Accounts.
Active treasury management has resulted in £126,000 of
savings. This has been achieved through early repayment
of mandatory loans and revolving credit facility, negotiating
free banking for a period and extending the loan facility
availability period. This has avoided the need for us to
borrow ahead.

Diversification and commercial activities
We are continuing to grow our non-regulated activity,
which is proving to be successful. Progress Lifeline and
technology enabled care and support services (which
provides Telecare and technology enabled care and
support services to over 16,000 customers and supports
over 27,000 customers) continues to deliver ‘platinum
standard’. This is the highest level possible for all services
under the Telecare Services Association’s code of practice.
We have continued to develop the Emergency Home
Response service and we now provide a countywide
service and continue to provide lifting services. We
provide Telecare services across Lancashire on behalf of
Lancashire County Council. We also have more customers
who use our Telecare monitoring services in Lancashire
and Cumbria. The team has exceeded growth projections
and now generates in excess of £2.4 million a year in
turnover. We forecast a turnover of over £3.5 in 2017/18.
These services generate surpluses which help us to
cross-subsidise and contribute to the future development
of new homes. This income is around 3% of our turnover.
Other non-regulated activity for the provision of key worker
accommodation generates income of £3.4 million, or 5% of
our total turnover.
Capital investment in new and existing properties
The table below sets out the level of capital spend in both
development and maintenance over the next three years,
taken from our long-term plans.

2017/18
£000s

2018/19
£000s

2019/20
£000s

Total
£000s

Development (net of grant)

18,550

16,571

14,666

49,787

Component replacements

4,711

4,634

5,005

14,350

Total

23,261

21,206

19,671

64,137
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Operating costs per unit
Our Board understands the costs of running the Group, and how we
differ from our peers. During the year we have continued to analyse
our position so that we can better understand the main drivers for
these variations and also to challenge the Group's own cost data.
Global Accounts
We have reviewed the 2016 Global Accounts and regression analysis documents published by the regulator. The regulator
considers ‘headline total social housing cost per unit’ to be the best measure across the sector as a whole, due to
variations in the categorisation of costs. The table below shows the detail.

Headline Social Operating Cost per unit (adjusted*)

Actual
2014/15

Actual
2015/16

Actual
2016/17

Sector
median
2015/16

£4,093

£4,151

£4,230

£3,570

Management cost per unit

£921

£933

£995

£1,020

Service costs per unit

£988

£1,065

£997

£360

Maintenance cost per unit

£1,249

£1,283

£1,226

£970

Major repairs cost per unit

£787

£662

£656

£810

Other costs per unit

£148

£207

£355

£210

2014/15

2015/16

Group operating cost per unit
(adjusted)

£4,093

£4,151

Weighted average*

£5,124

£5,276

Position to median

BELOW

BELOW

£ lower

-£1,031

-£1,125

% lower

-20%

-21%

Total operating cost per unit

*The Group has adjusted its operating costs in 2016/17
for lease and restructuring costs to aid comparability with
the sector. Lease costs have been adjusted as they are
unique to the Group and relate to our supported living
activity. Restructuring costs relate to the one-off impact
of implementing service reviews and are therefore not
comparable.
It appears the Group has higher than average operating
cost per unit for social activities when compared to the
sector. As we identified last year, the analysis also shows
varying factors that will contribute to differences in costs.
The main ones are the provision of supported housing and
housing for older people, and the relatively lower regional
labour cost compared with the median. Supported housing
carries an increased operating cost and housing for older
people has a lower labour cost. Given supported living is
a significant part of our activity, using the report’s analysis,
we have calculated a ‘weighted average’ that takes into
account the Group’s atypical stock profile and our lower
labour costs. On this basis, we are significantly below the
sector:

* Please note, the 2015/16 weighted average is based on
the 2016 sector median (£3,570) and is then adjusted for
the same factors used in the 2015 calculation for three
key factors – supported living, housing for older people
and regional wages. The HCA have not provided these
statistics as part of the 2016 accounts, and therefore,
estimation has been used.
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In addition, over the last two years we have focused on
the supported living service and reduced headcount to
bring efficiency savings. Also, more detailed analysis of
cost per unit shows that supported housing will have
higher maintenance costs due to additional demands this
accommodation needs. The increased cost of independent
living is also due to the higher level of service costs arising
from the additional services required.

Top 10 Supported
Housing Providers

We know there are 240 Registered Providers, of which only
nine have more than 30% supported living stock. The total
units owned by these nine only represented 1% of the total
sector stock. In order to gain more of an understanding
about how our costs compare we looked at the top 10
supported housing providers and compiled a mean for this
smaller subset. The results show that we have the fourth
highest number of supported housing units based on the
2016 data set. The table below shows our position against
the mean and the median for this group of RPs:

Adjusted
PHG

Mean

£

£

£

%

£

£

%

4,151

6,404

(2,253)

-35%

4,614

(463)

-10%

933

1,369

(436)

-32%

1,103

(170)

-15%

Service

1,065

897

168

19%

682

383

56%

Maintenance

1,945

1,795

151

8%

1,738

168

12%

Other costs

207

2,343

(2,136)

-91%

1,007

(800)

-79%

Measure
Headline social housing
Management

Position to mean
(below)/above

Median

Position to
median
(below)/above

It can be seen that we have a cost per unit of £2,253 (35%) below the ‘supported housing mean’ and a cost per unit
of £465 (10%) below the ‘supported housing median’. With the exception of service costs and maintenance which are
above, we have the third lowest cost per unit out of the sample of 10.
The chart below shows the relative cost per unit of the supported housing sample against the number of supported
housing units held, along with the sample median represented by the horizontal black line.
Supported housing sample - headline social cost vs number of supported housing units

Headline Social CPU £s

25,000
20,000
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10,000
5,000
-

0

2,000

4,000

6,000

Number of supported housing units
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8,000

10,000

Peer Group

General needs and independent living

As part of the self-assessment process, we have reviewed
our peer groups for benchmarking purposes. In future we
will use two separate peer groups – one for supported
housing, and one for general needs and housing for older
people.

For this peer group, we have used the Global Accounts
data set, and filtered RPs with the following criteria:

Supported Housing
Last year’s VFM self-assessment mentioned that we
were working with Learning Disability England to develop
a benchmarking group with other similar landlords. This
has not been established but we have recently joined the
SPBM benchmarking club run by Acuity. This group works
in partnership with HouseMark to deliver the benchmarking
service for smaller supported housing providers. This
has given us access to a wider sample of data. Many of
the providers in this sample have less than 1,000 units
of accommodation, and as such, are not included in the
Global Accounts data set.
Therefore, from the research we have done, we have
identified the following providers to be used in our
supported housing peer groups. We will use this group to
build on our understanding further.

Global Accounts

• Adullam Homes HA

• The Riverside Group
Limited

• Advance Housing &
Support

• Sanctuary Housing
Association

• Churches Housing
Association of Dudley
and District

• Places for People
Group Limited
• Look Ahead Care and
Supported Limited
• Hyde Housing
Association Limited
• Metropolitan Housing
Trust Limited
• Genesis Housing
Association Limited

b) Not be a young LSVT (as this can skew costs as noted
in the HCA unit cost data analysis 2015)
c) Be localised (not providing accommodation nationally)
d) Exclude London, South East and South West
Using these criteria, we will determine the most appropriate
group.
Sector Scorecard
We have also joined a group of RPs in a pilot which intends
to identify a set of meaningful measures that could be used
across the sector as part of the VFM self-assessment.
Appendix D shows some of the measures which have
been devised and our results. Once further detail is
available from this pilot, we will report on the findings.

Benchmarking Group

• Home Group Limited

• Family Mosaic Housing

a) Have between 6,000 and 10,000 units of general needs
and independent living stock

• Chapter 1 Charity Ltd
• Creative Support
Evolve Housing
• Golden Lane Housing
• Horton HA
• Inclusion Housing
• Langley House Trust
• Peter Bedford HA
Providence Row
Housing Association
• Quo Vadis Trust SAHA
• Stoll The Abbeyfield
Society
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4. Service
Costs and
Benchmarking
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Service Costs
One of our strategic aims is to 'Develop a Stronger Organisation`.
We set out to provide excellent services that meet customers'
aspirations and needs, and match the top quartile i.e. being within
the top 25% for performance amongst organisations of a similar
size and type.
Our Strategic Plan has identified the following critical
success factors where we must achieve this level: arrears,
voids, repairs and customer satisfaction. Our objective
is to maintain our position of having general needs and
independent living costs at below sector average. And we
aim to maintain our supported living management costs
which are lower than the average position.
This section of our VFM self-assessment aims to set out
the absolute and comparative costs of delivering our
services and to provide an understanding of the underlying
factors influencing our costs, quality and effectiveness. We
make comparisons with other social housing landlords by
using benchmarking information which shows us how well
the organisation is performing when compared to others
of a similar size who provide similar types of services. On
its own, benchmarking will not tell us everything about the
business, but it enables us to ask the right questions and,
importantly, provides a yardstick by which others can judge
how well we perform compared to our peers.

Service costs and management cost per unit
Last year we developed a new framework linked to the
Group’s statutory accounts to analyse our management
costs in specific areas. We, therefore, have a good
understanding of the costs of each of our core services.
We have analysed our management costs between
general needs/independent living and supported living
and recognised that supported living incurs a higher
management cost. As can be seen in the table below, the
Group average year end position shows an increase of £62
per unit from £933 to £995 per unit. This is however below
our target for the year of £1,051. The Group has been
consistently below the sector average based on the Global
Accounts.

Management
cost per unit

General Needs/
Independent
Living/Other

Supported Living

Group Total

Sector

2014/15

£854

£1,060

£921

£1,034

2015/16

£869

£1,053

£933

£1,020

2016/17

£927

£1,110

£995

N/A

We also analyse our management costs per unit between corporate and operational services, as can be seen in the
table on the next page. Approximately 50% of management costs relate to our operational services and 50% relate to
our corporate services. Operational activities include arrears and income collection, community involvement, anti-social
behaviour and estate services. Corporate services include finance, information technology, human resources, audit, legal
and marketing and costs are broadly split between salary and running costs. Our service reviews have reduced headcount
and costs in the finance and development areas, which will help reduce our future costs.
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Management
cost per unit

Operational

Corporate

Group total

Sector

2014/15

£497

£424

£921

£1,034

2015/16

£433

£500

£933

£1,020

2016/17

£463

£532

£995

N/A

Service cost plans

SPECIFIC

FINANCIAL

Our managers have updated their service cost plans
for the second year during 2016/17. Each of these
reviews identifies the current service being offered along
with an assessment of absolute and relative costs, and
the direction of travel. During the last two years, the
organisation has undergone service reviews across all
areas, and the key theme throughout these plans is the
change to the service model. For the majority of service
areas, this includes an increased use of technology
and a restructure of the service delivery model - both
implemented to drive efficiencies and generate cost
savings. The service plans for each area are available upon
request, and will be updated over the next 12 months for
the 2017/18 position.

TOOLS

IDENTITY

In future, the savings we make will enable us to reduce
our average management costs per unit over the next
few years. Our objective is to maintain our relative position
for management costs. We know the management of
supported living homes is far more intensive than the
management of general needs and independent living. But
when we benchmark a smaller sample (top 10 providers of
supported housing), our 2015/16 cost per unit is below the
median, as detailed elsewhere in this document.

BEST PRACTICE

INDICATOR

SURVEY

FUNCTIONAL

MANAGEMENT

PERFORM

BENCHMARKING
EVALUATION

TECHNICAL ENERGY

ASPECT

COMPARE

UNIT
PROCESS TARGET
TIME

PRODUCT
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Benchmarking
We use benchmarking to help us compare our position to others.
It identifies where we might need to carry out a review of our
service delivery model in order to reduce costs and/or achieve
wider outcomes from the resources we have.
as well as an increase in contractual lease payments and
one-off credit in 2015/16 – reduced by the employee
savings being realised as a result of the service reviews. At
March 2016 the maintenance and major repairs cost per
unit was £1,959 which is £59 (3%) higher than the sector
average of £1,900. At March 2017 maintenance and major
repairs costs reduced to £1,883, due to a reduction in the
responsive repairs cost per unit.

The information also influences our performance target
setting and our budgeting process. Once we have made
any changes, our Executive Team and Board monitor the
results throughout the year against the new targets.
We have a good understanding of the costs of each
of our core services. We compare our performance
against a range of sources including: the HCA Global
Accounts, HQN, Placeshapers, HouseMark, a back office
benchmarking club, and we are working with Acuity a
benchmarking group for supported living.

Improve customer satisfaction and have a positive
impact on communities

Annual strategic benchmark statement

The STAR survey completed in March 2017 shows
customer satisfaction is at 83%, compared to 91%
from surveys carried out in 2014 (general needs and
independent living) and 2015 (supported living). The
drop in satisfaction places us within the fourth quartile
against our peers. It is important to note that the 2017
survey methodology used a 10 point scale rather than
a 5 point scale in previous surveys and is likely to have
influenced this change. Another factor which may have
affected performance is that the survey was conducted
by telephone, compared to paper surveys in recent years
(except supported living which was completed by paper
due to the requirements of the client group). The reason for
moving to this new methodology was that is has allowed
us to gain a greater understanding of our customers.
Action and communication plans are being developed to
share knowledge learnt and to put in place the next steps
to improve satisfaction.

Each year we produce a benchmarking statement which
links directly to our Business Plan priorities. This allows
us to identify achievements and which areas of our
business we need to focus on. We benchmark using the
most recent data while analysing our most up-to-date
performance. Findings, linked to our strategic aims, are
included below and the annual statement is shown in
Appendix A.
Be financially strong
As at March 2017 the operating margin increased to
29.3% which is a significant improvement. At March 2016
the Group’s operating margin was 25.7% which is 1.9%
below the peer group average of 27.6%. The drop on last
year is mainly due to new accounting rules and one-off
costs for restructuring and development write-offs. Without
these, the operating margin would stand at 29%.
At March 2016 the management cost per unit was £933,
which is lower than the sector average of £1,036. As at
March 2017 the management cost per unit increased by
£62 to £995 (sector average is not yet available). The higher
management costs in 2016/17 are a result of allocation
to services and support for management employee costs

Be a leading employer
At March 2017 sickness levels increased and are worse
than our peers. This is due to an increase in long-term
sickness absence, and a slight reduction in short-term
sickness. There is a positive correlation between sickness
absence and service reviews. Within the year analysis
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Improve the quality of our homes

showed two distinct peaks in sickness absence which
occurred at key points during the service reviews. Staff
absences due to stress-related illness during the service
reviews represented 15.7% of total time lost, at an
approximate cost of £130,000.
At March 2017 employee turnover over was 20.7%, which
is an increase of 6.4%. This turnover is 5.4% higher than
the sector average. The turnover relates to 106 employees
leaving the Group, between April 2016 and March 2017.
This increase is due to the service reviews carried out
during the year. When we exclude those leaving due to
the service review process it shows a normal range of
employee turnover.

At March 2016 the Decent Homes Standard continued
to be met across the Group. This means we remain in the
top quartile. At March 2016 we can see a reduction in the
average number of responsive repairs per property and
we are projecting a slight further reduction in March 2017
(3.6 repairs). This moves us closer to the sector median
(3.4 repairs). Work was undertaken in 2016/17 to improve
the scheduling of responsive repairs appointments and
improve van stock itinerary to improve completions at
first visit. In 2017/18, we will be focused on improving the
dynamic scheduling system further to improve service
delivery and productivity.

Grow the organisation

Reduce the voids within the community

At March 2016 our stock growth was 0.7%, which is below
our target of 2.1%. This is a drop on previous years and
is lower than the sector average. At March 2017 stock
grew by a further 0.8%, which is due to the impact of rent
reduction and changes to tenure for home ownership.
The movement within stock growth reflects uncertainties
around the long-term funding of supported housing and
reduced grant rates. We are reviewing our development
strategy in response to this changing environment and we
expect development to increase in the current year.

At March 2016 our voids figure was 3.2%, which was
an improvement from last year by 0.4% but this has
dropped to 3.8% at March 2017. Performance is worse
than the March 2016 sector average which is 0.9%. The
difference is mainly due to being the fourth largest provider
of supported living accommodation across the country.
Supported living units tend to have a larger number of voids
due to nominations and compatibility required within the
accommodation. When comparing the data by activity type
we can see that performance within general needs and
independent living has remained static from March 2016.
Supported living performance is worse at March 2017
compared to previous years. Void rent loss is showing an
overall reduction as at March 2017 to 5.73%, compared
to 6.14% last year.

Reduce arrears and bad debts
At March 2016 end of year arrears performance improved
and was better than the sector average by 0.4%. There
have been further improvements in performance at
March 2017. The higher proportion of supported living
accommodation affects our position within the sector so
to be able to understand our performance better we use
internal and HouseMark data. When comparing data by
activity type we see that performance within supported
living has static arrears – higher arrears for current tenants
and extremely low former tenant arrears. General needs
and independent living arrears have remained static with
low arrears for current tenants and higher arrears for former
tenants, compared to our peers. Income collection has also
been challenged by welfare reform. However, we still see
improved performance over the last few years and we are
working to continually improve performance and services
through the work of our Financial Inclusion Team, Underoccupancy Officer and Progress Futures initiative.
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Peer group financial benchmarking
The Group currently also annually compares its key financial performance indicators with four other Registered Providers.
This benchmark group was chosen as the providers are of a similar size and have all accessed the bond market. The
latest information 2015/16 is set out below.

Group Indicator

2016/17
2015/16
PHG Actual PHG Actual

2015/16
Regenda

Great Places

2015/16

2015/16
Radian

2015/16
Moat

Units

10,069

10,044

12,815

18,409

21,003

21,125

Operating Surplus
to Turnover

29%

26%

35%

29%

30%

37%

Total
Comprehensive
Income to
Turnover*

15%

14%

15%

9%

16%

29%

Debt per Unit

£24,616

£25,934

£15,207

£29,958

£28,938

£20,449

Gearing

51%

52%

36%

44%

85%

30%

Turnover Per Unit

£7,400

£7,207

£4,848

£5,643

£6,818

£5,714

Total
Comprehensive
Income per Unit

£1,134

£1,015

£751

£514

£1,106

£1,664

The analysis above shows that we continue to remain as a top performer within this peer group for turnover on a per
unit basis and on income to turnover. We know however that our supported living portfolio contributes significantly to
our results and in future we will focus part of our benchmarking on supported living providers.
*Adjusted for triennial movement in SHPS pension valuation.
We have a higher gearing ratio than most of the benchmark group, reflecting the high dependence on private finance
funding our supported living accommodation. We are however continuing to achieve our strategic aim to reduce
gearing over time, with a 4% reduction over the last five years. In addition, our debt per unit has decreased by over
3.5% in the last year.
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HouseMark service area benchmarking

i.e. the highest performing of the peer groups used. Our
regional peer group is a collection of 19 registered providers
across the North West.

We regularly benchmark performance using the
HouseMark benchmarking service, which enables
members to compare against each other and against
other ‘best in class’ performers within the peer group.
We have used two peer groups in order to provide a
regional comparison and also a national comparison
against organisations of a similar size. As our ambition is
to be within the top 25% of registered providers we have
provided comparisons to the ‘Upper Quartile’ position

The table below shows our position compared to our
HouseMark peers, detailed tables are included within
Appendix B. Figures vary from the annual benchmarking
statement as supported housing is not included within
housing management cost benchmarking but is included
within repairs and maintenance.

Service cost

Service quality

Service
effectiveness

Income Collection

Average

Average

Average

Voids Management

High

Low

Low

Routine and voids maintenance

High

Low

Low

Major repairs / cyclical maintenance

Low

High

Low

Repairs and maintenance

The service area benchmarking revealed:
Income collection

Our average responsive repair cost per property was
ranked 18th out of 19 in the peer group although
HouseMark did note that as 20% of PHG’s stock is
supported living, this is likely to increase both the volume
of repairs and the repair costs. Due to the needs of the
client group within supported living accommodation
most repairs must be dealt with immediately

The average income collection cost per property is
within the second quartile and only £7 lower than the
upper 25% within the benchmark
All arrears indicators are within the second quartile of the
benchmark
Write-offs are also within the second quartile
We have reduced the number of evictions from last year
and are now within the third quartile and 0.07% from the
median.
Voids management

Our appointments made and kept is within the fourth
quartile
Our jobs completed during first visit was in the fourth
quartile
Our average void cost was one of the lowest in the
comparator group

The average void management cost per property is high
in comparison to the peers ranking 16th out of 19

The average major repairs and cyclical maintenance
cost per property is ranked fifth out of 19

Void loss, relet times and available homes are within the
fourth quartile

Decent homes remain within the top quartile with 0%
failing to meet the standard.

Improvement can be seen within void loss and available
homes compared to last year.
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Back office benchmarking
The Group participates in the Baker Tilly benchmarking club which benchmarks over 50 registered providers to analyse
employee and office running costs for corporate services, which include IT, Finance and HR, amongst others. The latest
data which has been benchmarked is in respect of the 2015/16 actual position and the 2016/17 budget position. The
results are noted below:

Service
Area

Benchmark
Result 2015/16

Analysis

Action

Finance

Overall at the
national average
level.

Reporting, purchasing and
customer accounts are above
the average. Procurement is
below average cost.

A reduction of four posts as part of the
service review. Procurement identified
as low resource, and has been
addressed in phase 2 of the service
reviews, by re-allocating an additional
0.5 resource without increasing cost.

IT

Overall significantly
above the average
for salaries. Below
average for IT
running costs. At
a combined level
between 4 and 5%
above the national
average.

Part of our strategy is to
implement many IT projects
which has required staff
resource. Compared with other
RPs the Group completes more
IT work in-house rather than
subcontracted, and the Group
has intentionally increased its IT
investment to meet its strategic
aims for digital by default.

The IT function will have a further
review with completion by 2018.

HR & OD

Below the national
average (significantly
below in 2015/16,
but less so in
2016/17 budget).

All aspects of the function were
found to be below the average
which confirms the findings
from operating experience and
other benchmarking, indicating
the team is under-resourced
compared to the benchmark.

HR & OD reviewed and the service
delivery model has changed whilst the
cost base has remained reasonably
static. New structure is operating well
and fit for purpose.

Risk

Above average in
both years, however
reducing in budget
2016/17.

Staff costs have fluctuated due
to team changes. Audit running
costs are below average due to
movement to in-house resource.

External review undertaken in 2015
indicated restructure which has been
actioned.

Legal &
Governance

Both below the
national average.

External legal costs have
reduced due to a reduction in
the development programme.
However, this has also reduced
the level of internal staff time that
can be capitalised. The team
has spent a significant amount
of time collating the Group’s
property asset register and this
has saved significant external
legal spend.

Phase 2 service review will
significantly change the structure, and
result in further cost savings which will
be realised in the next financial year.

We intend to review our participation with this benchmark group over the course of the next year.
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5. Asset
Management
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Strategic overview of assets
In this part of our VFM assessment, we outline our approach to
managing our assets. We will continue to deliver new homes
to increase the supply of affordable social housing and ensure
existing homes are well maintained and fit for purpose. Through
the delivery of our asset management strategy we ensure that we
invest any financial capacity into the supply of new homes.
Our asset management priorities are to:

Business performance of our assets

Maintain and improve existing properties, and provide
energy efficient homes of a high standard that meet
customer expectations

In order to demonstrate a return on investment in assets,
we set out here the performance of our assets and the
business for the last three years.

Develop new, high-quality, well designed homes

Our assets continue to grow due to new developments
but at a slower pace in the last year. This is in line with our
development strategy, which is reflected in the indicators
below. Our return on assets and capital has improved from
last year. During 2016/17, we sold six homes under the
Right to Buy (RTB) and Right to Acquire (RTA), generating
sales proceeds of £0.2 million. We have also generated
sales proceeds of £1.9 million from the sale of shared
ownership properties and outright sales. These £2.1 million
of total cash proceeds have contributed towards our
investment in new developments.

Actively manage our asset portfolio to dispose of,
remodel and improve poor performing stock to ensure
homes continue to be fit for purpose and are located in
sustainable neighbourhoods
In line with our strategic objectives, we intend to reduce
the number of independent living schemes to match
declining demand.

Indicator

2014/15

2015/16

2016/17

Housing stock units owned and managed

9,943

10,044

10,069

Net Book Value of Assets at 31 March

£502m

£515m

£512m

Return on Assets

3.6%

3.1%

4.1%

Return on Capital

4.1%

3.7%

4%

Growth in total assets

2.1%

1.0%

0.17%

New Homes Gross Investment

£16m

£11m

£4m

Capital Components in Existing Homes

£4m

£3m

£3.4m

£26,348

£25,934

£24,616

Debt per unit
Investment in existing assets

Our approach to investment recognises the following:

The properties that we own and manage are our principal
physical asset. The majority of our stock is rented at
below market rent levels to tenants who cannot meet their
housing need at an affordable price in the private sector. In
2016/17, we spent 23% of the rent we received on repairs
and improvements to our existing assets.

Links between the investment programme and repairs
and maintenance to move towards investing more and
repairing less
Customer profile information and demands on the
repairs service
Links between demand, voids and repair costs.
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The condition of our housing stock is a vital factor in our
decision making and informs our future investment plans. In
2016/17, 1,325 stock condition surveys were carried out.
This is part of a five-year rolling cycle.

The current position shows the following:

General Needs and Independent Living

There are national and local factors that influence the
performance of our supported living properties, which
are not always related to demographic data. Regular
meetings are held with local authority commissioners to
monitor demand for existing accommodation and future
requirements.

NPV

Band

% of stock

£10,000 +

Good

61.8%

Marginal

33.5%

Poor

4.7%

£0 - £10,000
<£0

Financial appraisals

Supported Living

Assessment of the Group’s financial performance shows
an above average 30 year Net Present Value (NPV) per
unit, compared with North West regional averages –
£13,833 compared to £10,850 (Source Savills APE model
benchmarking group). There are 243 individual properties
with a negative NPV over 30 years. When comparing
results to August 2015 the overall average NPV has
reduced by £20,000 and the number of properties with a
negative NPV has risen by 210.
A desktop review of all properties with an NPV of £10,000
and under was completed identifying the majority of
properties as independent living schemes. This is due to
a combination of the rent reduction, void loss and high
investment requirements based on the lifecycle of major
components. The Independent Living Strategy recognises
the need to reduce the number of independent living units
coupled with a modest growth in our extra care provision.
There are nearly 2,300 properties with an NPV of £10,000
or less (increased from 1,000 properties in 2015/16). Our
initial focus has been on the bottom 25% (533) performing
properties which generate NPVs of £3,072 or less. Each
property has been reviewed and the factors contributing
to their performance has been assessed. As a result, 14
properties have been subject to an options appraisal, of
which three properties were recommended for disposal.
The open market values of the top 2% of the Group’s
stock have been reviewed. There are no unduly high value
properties in the general needs and independent living
portfolio that could be sold and reinvested to meet housing
need or other business objectives. For our supported living
accommodation, the option of sale is assessed as part of
the scheme appraisal review process.
Despite the rent reductions, the investment levels have
been retained through a combination of specification
improvements and procurement efficiency gains.

NPV

Band

% of stock

£10,000 +

Good

93.7

Marginal

2.2%

Poor

4.5%

£0 - £10,000
<£0
Current NPV Position
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

<£0

£0 - £10,000

General needs &
independent living

£10,000 +
Supported living

During the year, 14 properties had options appraisals
carried out to determine the best possible use for them.
Three were sold, one was reconfigured generating
improved NPV £0.4 million, another property was left in its
current state and three properties are still being looked at.
Options for eight Burneside properties in Kendal are being
discussed.
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Highlights of our asset investment
achievements during 2016/17
Our investment in existing assets
During 2016/17, we spent £5.3 million of capital and revenue expenditure on investment programme works to our
existing properties. The investment programme is delivered through a combination of the in-house team and with partner
contractors. We delivered 891 component replacements – 746 within general needs properties and 145 within supported
living properties.

Component

2014/15

2015/16

2016/17

100

30

54

Roof

8

22

41

Storage Heaters

27

12

4

Heating systems

280

249

199

Re-wire - Partial

291

275

216

Re-wire - Full

15

4

13

Bathrooms

104

94

99

Kitchens

332

316

265

1,157

1,002

891

Windows/doors

Total
Validation and assurance
We commissioned Savills to carry out a review of our asset
management approach. The high level review assessed
whether the Group has a clear, long-term strategy that
is affordable, considers future sustainability, is supported
by good data, and has sound investment planning and
effective delivery. It was also intended to determine whether
the current structure supports the delivery of the strategy.

and that the results of ongoing stock condition surveys
appropriately inform our Long Term Financial Plan. The
following areas were considered in more detail:
A review of stock condition data quality
A review of key component lifecycle and costs
A review of component/survey structure
A review of the Long Term Financial Plan to ensure we
are adequately funded and to advise where any gaps
may be present with suggestions for how these gaps
might be addressed.

The following areas were reviewed;
Asset Management Strategy and stock sustainability
Database management and accuracy
Investment planning
Delivery
Internal process and procedure
Structure – roles, responsibility and accountability.
Following the report, an action plan was developed. HQN
were engaged with a remit to provide assurance that our
approach to investment planning and budgeting is robust

The HQN findings are that the data held by us is generally
accurate, that the survey methods employed in its
collection are sound, component lifecycles and costs
are not unreasonable and the structure of data held
in Keystone is appropriate. The Asset Management
Action Plan has been further developed to include key
recommendations from the report.
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Procurement

Component values/specifications

The majority of the investment programme is delivered
through our in-house team, in particular the replacement of
heating systems, bathrooms and kitchens. During the year
we have carried out a number of procurement activities:

Benchmarking on component values has been carried out
by HQN, with revisions to key lifecycles and costs based
on sector results. These are being incorporated into the
Long Term Financial Plan. Standardisation of component
specifications is bringing savings through existing
procurement methods and contributing to lower responsive
repair costs. The component lives have been reviewed
and some minor changes have been made to make
sure we are in line with other RPs. Product specification
improvements will allow us to increase the lifecycle of some
components due to improved quality.

Roof replacement works using a framework which splits
the country into four areas, which has brought 20%
(£180,000) savings on installation costs
Procurement of external works in the North West area
has brought 15% savings on what was a £81,000
contract

Customer satisfaction results from planned
investment

Supported living internal decorations procurement has
realised a 10% saving of £40,000. As a result of an
electrical testing procurement we have been able to
provide a tenant with work experience in the office of
the supplier as part of their social value commitment.

98%
97%

Supported living

96%

Supported living schemes may cease to be financially
viable at any time after completion because of tenants
moving and referrals from commissioners. It is important
that procedures are in place to identify such schemes
and to appraise them appropriately. There is a continuing
programme of assessing the viability of existing schemes.

95%
94%

2013/14

2014/15

2015/16

Satisfaction with planned investment has increased during
2016/17 and remains high at 99%. We believe that the high
level of satisfaction is due to using our in-house workforce
to carry out planned investment to stock in our core areas.

When a scheme has stopped being financially viable
we have a number of choices available to us, including
retaining or closing the scheme or changing it in some way.

We are working with residents to develop an investment
standard and testing specifications though the tenant’s
forum and a series of on-site inspections. This work will be
completed by September 2017.

It is important to note that a scheme will not always be
closed simply because it is, or is likely to make, a financial
loss. However, we have to focus on its overall financial
viability and we must ensure that the number of lossmaking schemes is managed within reasonable limits.

Service model delivery changes
The service review process has made a clear distinction
between strategy, planning and delivery as recommended
in the Savills review. The Active Asset Management Team
now has a group approach to property performance.

We have to ensure that our stock is managed in such a
way that it is fit for purpose and this is likely to require some
schemes being changed or disposed of from time to time.
External restrictions on our ability to act, including regulatory
and legal considerations, must also be taken into account.
Important amongst these are our re-housing obligations.

Offices, shops and garages
We will intensify our focus on offices, shops, garages and
hard standing sites to best utilise our resources. These
are being reviewed at the first stage using the Asset
Performance Evaluation model. This will either recommend
an investment programme or a full options appraisal which
will lead to a decision to dispose or re-provide underperforming assets.

During the year, the options appraisal model used in the
assessment of supported living schemes has been further
refined to ensure all options for reuse, disposal or reduction
in units are evaluated.
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Future investment in general needs rented
accommodation

Work with residents to develop a standard for the
component replacements and monitoring the delivery of
the Asset Management Strategy

Alongside our continuous asset management process,
we are still committed to developing new units for rent,
even though these are generally subsidised. The level of
investment in this type of tenure has reduced. However,
a smaller programme is being included due to its social
benefit. Therefore, there needs to be a distinction between
those assets that are performing poorly due to a change
in circumstance, such as a high voids issue, and those
assets that are poorly performing due to our strategy for
developing this type of accommodation.

Further development of the procurement plan to enable
delivery of a Group Dynamic Purchasing System
covering major component replacements, repairs and
maintenance and smaller planned works items
Apply investment tests on an annual cycle to all
our properties to identify poor performers requiring
options appraisal, medium performers requiring some
investment or other action and good performers where
we will continue to invest

Future plans - our key priorities for
investment for 2017/18

Further development of the Supported Living Asset
Performance Model to evaluate the short-term viability
of leased properties

We have the following plans and will report on progress in
next year’s VFM self-assessment:

Develop interfaces between core IT systems Keystone,
Integra and Aareon QL to allow more automation of
processes to drive efficiency.

We will invest over £5 million in our investment works
and deliver 946 component replacements
Establish a set of priorities for investment in the longterm sustainable stock, prioritising essential health
and safety compliance first and then in priority order:
maintaining decent homes, reducing long-term
repair costs, carrying out external and communal
area redecoration every five years and regular estate
improvements. We can then use these priorities to
develop short, medium and long-term investment
priorities which can be updated on an annual basis to
meet any changing priorities or budget constraints.
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Repairing and maintaining assets
Our customers consistently tell us that repairs and maintenance
is one of their top priorities.
It is therefore a crucial driver to the overall customer
satisfaction results for the business as a whole. Within our
Strategic Plan to 2020, we identified the repairs service
as being the one area where we must achieve top quartile
performance when compared to our peer group. Not all
indicators are within the top quartile, actions are in place to
help us improve year on year.

3) Repairs and maintenance procurement
We found that for our kitchen replacement programme,
some elements (flooring, tiling and decorating)
previously outsourced to external contractors could be
delivered in-house by re-organising how we deployed
our existing staff. This has increased our effectiveness
through control of the kitchen installation programme.

Highlights of our achievements for
repairs during 2016/17

For repairs nationally, provided through external
contractors, we wanted to increase the flexibility of
these contracts to allow us to draw down a wider
range of services, particularly around compliance. We
have included external repairs, minor works, window
and door replacements (small numbers rather than
programmed investment), kitchens, bathrooms, gas
servicing and electrical testing into the contracts. The
expected benefits of this are that we do not need
to carry out repeated individual procurements for a
number of smaller packages of work going forward. The
contracts are for seven years, with a 12-month contract
review allowing us to review processes annually. The
contracts provide us with the flexibility to use the
contractors with the best performance and cost while
adding value locally.

We set a number of plans and targets in last year’s selfassessment, which included:
1) Service delivery
As part of the service review of our Repairs Team,
consultation has commenced on multi-skilling and
hours of service provision. We will complete this by
September 2017 with implementation commencing
in December 2017. This will contribute to increased
customer satisfaction and productivity.
We have introduced some changes to the voids
process which have not been as successful as
anticipated. System changes will be implemented later
this year to automate the scheduling of voids works.
This is expected to improve our performance on void
turnaround time and rent loss from voids.

As part of our increased focus on procurement, we
have a number of activities (c£5 million of contract value)
underway and planned and as can be seen below.

Our operational areas for delivery of in-house repairs has
been extended resulting in a reduction in the number of
external contractors.
2) Performance management
We have not yet introduced a Contractor Portal as
planned last year. The identification of new contractors
will enable us to work with them through the tender
process and we will develop this in the coming year.
Gas servicing has successfully moved onto the
new scheduling software and has reduced manual
processing of the certificates. It is too early to determine
any improvement in productivity.
We have developed a number of new reports to help us
measure our performance in repairs and maintenance.
We will continue to use this information to help inform
future areas for improvement with a particular emphasis
on productivity as a key performance indicator.
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Contract

Year of
Tender

Annual
Value £

Vehicle fleet

2017/18

£350,000

Materials

2016/17

£1.3 million

Repairs (non local)

2017/18

£1.4 million

Gas servicing (non local)

2016/17

£170,000

External works
(programmed)

2016/17

£300,000

Gas heating boilers

2016/17

£100,000

Specialist equipment

2016/17

£95,000

Planned works

2016/17

£1 million

We expect to achieve a saving of 10% on average across
these contracts based on the pricing we are currently
paying or through packaging an increased number of work
types within the contract. This gives contractors more
scope to increase the amount of work they receive from
us over the term of the contract, based on their efficiency
and performance. This will equate to a cost saving of
£0.5 million and increased social value on the contract
through improved management of contractor performance.

Performance Management
Introduce a Contractor Portal to automate processes
Further develop performance information to improve
forward planning
Produce an action plan from our STAR survey results to
improve customer satisfaction in repairs.
Procurement

Future plans - our key priorities for
repairs for 2017/18

Look to create an in-house Dynamic Purchasing
System (DPS) for Property Services worth over £3
million a year, to seek potential savings but to also help
with contract management

Our VFM focus in 2017/18 will continue in the same areas:
service delivery, performance and procurement.

Complete the procurement of void clearance and
cleaning contracts.

Service Delivery
We will implement our new way of working through
multi-skilling
Seek to increase productivity
Implement system and process changes to improve
void performance
Review our dynamic scheduling process to further
improve the way we deliver responsive repairs in-house.
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Developing new properties
How we continue to develop new properties in a challenging world.
One of our six strategic aims is to provide more and better
homes.

All developments will be appraised in line with the
Group’s low appetite for risk

“We aim to continue to deliver new homes in order to
increase the supply of affordable social housing in our
neighbourhoods. Our commitment is to provide highquality homes in safe communities offering a positive
environment for all age groups”

Grant and other subsidies will be sought for every
project where this is appropriate and commercially
sensible
There will be a clear and realistic exit strategy for each
development

The Board approved a development strategy which covers
the period up to 2020. Within this period we will develop
more than 900 new homes at a cost of over £83 million.
2016-2021 - 5 year budget

The Group will build to design briefs that it believes
will contribute to the long-term sustainability of the
properties
Keyworker

Properties will be built with energy efficiency in mind.

In the period up to 2020 we will continue to focus

100

160

Other
Projectsopportunities in key areas of existing strength
development

and expertise. These are:
Affordable
housing
(including
homes let at affordable
Affordable
Shared
Ownership
(HCA)

70

Total

942
properties

101

rents, formula rents and social rents)

208

Housing
for sale
(intermediate
housing to include
Affordable
Shared
Ownership
(S106)

shared ownership, housing for outright sale and equity
products)

Affordable Rent (S106)

Supported housing (specialist accommodation for
individuals with a range of support needs)

91

70
142

Affordable
Rent
(HCA)
Housing
for the
elderly

Keyworker accommodation.
■ Keyworker

■ Affordable Rent (S106)

■ Other Projects

■ Affordable Rent (HCA)

■ Affordable Shared
Ownership (HCA)

■ Supported Living
■ Outright Sale

■ Affordable Shared
Ownership (S106)
By approving the strategy we have re-affirmed our
commitment to delivering a development programme that
meets the needs and demands of our existing and future
customers. This in an increasingly uncertain operating
environment. In the current economic and political climate,
it is important that the organisation has a clear set of
parameters to work with:

Supported Living

The delivery of supported housing and housing for
the elderly is particularly challenging in view of the
Government’s
Outright
Sale proposal to link Housing Benefit to Local
Housing Allowance. Development will continue to
respond to changes in the operating environment, which
will inevitably lead to new products and services being
identified and developed.
A new initiative approved by Board on a pilot basis is
Concert Living Limited, which will begin to trade this year.
We will develop up to 100 units of properties for outright
sale over a period of five years.

The overall development programme must generate
a positive financial return. This allows for certain
developments to be subsidised where appropriate e.g.
rented accommodation
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Review of the development service model
We carried out a review of the development service
model in November 2015. As a result, changes to the
Development Team structure were implemented over the
following six months. The purpose of the review was to
create a service model capable of successfully delivering
the revised development strategy. We recognised that
for it to be successful, we needed to change the way
we provide development services. That meant changing
our focus on supported living and social rented housing
and the very distinct split in the way the team worked to
delivering these two development streams.

Highlights of our development
achievements during 2016/17
During 2016/17 a target of delivering 131 homes was
set, against this target we achieved delivery of 93, which
equates to 71%. Gross spend in 2016/17 was £5.1 million
with grant received of £1 million. The tenure split of the 93
properties is shown in the table below:
2016/17 - Actual Completions
5
9

In summary the staffing changes led to a reduction in
headcount from 15 to eight and a reduction in 2015/16
budgeted gross salary costs from £623,000 to £365,000.
An additional budget of £100,000 was established to
resource the specialist skills element of the new service
model.
Since the Phase One service review implementation there
has been a change in the Development Team senior
management structure, which positively supports the
delivery of the development strategy. There is a greater
focus on scheme delivery and commercial skills are now
in-house to deliver the shared ownership and outright sales
programme where previously the intent was to commission
these services form external sources. It is felt that in
doing so we will have greater control and influence over
our development sales programme. The cost of the new
structure is £330,000 reflecting a reduction of £37,000.
There will be an additional saving of approximately £55,000
as the proposal incorporates bringing sales skills in-house
where previously a separate non-staffing budget covered
these costs.
We have recruited a Development Finance Analyst,
employed within the finance department but with a primary
focus on development activity. This has considerably
improved the accuracy and timing of production of
financial information and has increased the team’s financial
awareness generally, particularly in the areas of cashflow
management and financial appraisal.

Total

16

93
properties

37

26
■ Affordable Rent (HCA)

■ Affordable Rent (S106)

■ Supported Living

■ Affordable Shared
Ownership (S106)

■ Affordable Shared
Ownership (HCA)

Affordable Homes Programme 2015-18
A key element of the delivery within the 2016/17
programme was the identification of schemes for the
Homes and Communities Agency’s Affordable Homes
Programme 2015/2018 (AHP 15/18). We received an
allocation of 83 units and sites for all these units have been
identified and are progressing well. At March 2017, we had
spent £3.3 million on this programme, and received grant
totalling £0.7 million.
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Programme for 2017/18
A target of 183 homes has been set for 2017/18 at a cost
of £19.4 million, with grant totalling £3.5 million, generating
a net spend of £15.9 million, split between tenures as per
the chart below:

27
52
22

Total

183

properties
10

22
10
40
■ Affordable Rent (S106)

■ Affordable Rent (HCA)

■ Affordable Shared
Ownership (S106)

■ Supported Living

■ Other Projects

■ Affordable Shared
Ownership (HCA)

■ Keyworker
Shared Ownership Affordable Homes Programme
2016/21
We successfully bid for grant from the Shared Ownership
Affordable Homes Programme 2016-21 (SOAHP 201621) for 24 units of rented supported living homes and
30 units of shared ownership housing. The total grant
we received was £1.73 million. This includes all shared
ownership units at a grant rate of £30,000 per property
with a slightly higher grant rate for the supported living units
at an average of £35,000. The projected total scheme cost
for the 54 units has been estimated at £7 million. The HCA
is now inviting bids for rent, supported living and shared
ownership through the Continuous Market Engagement
(CME) process. It is likely that we will submit bids through
this process during the course of 2017/18 to support the
development of rented units.
Risk
All development activity must be assessed against the
Group’s appetite for risk.

“The Group has a very low risk appetite for activity which
could result in failure to comply with relevant law and
regulatory standards, or which could threaten the solvency,
liquidity, reputation or long-term viability of the organisation.
The Group’s 2020 vision identifies areas in which it is willing
to assume risk to grow and to develop new products to
generate revenues to support core activities. The Group is
determined that diversified activities should not put social
housing assets at undue risk”.
To ensure accurate and consistent reporting of potential
risk, together with managing and mitigating the actual
risk on each scheme, each project has an individual
risk register. The register records any potential risk, and
how we intend to mitigate the risk. The risk register is
reviewed at key milestones and accompanies the approval
brochures. We have held a training session on risk for the
Development Team to raise awareness on the importance
of risk and how managing risk effectively should lead to
greater cost certainty and delivery of the project in line with
the budget and timescales.
Procurement
We are currently a member of the Cutting Edge
Procurement Framework and continue to engage with the
other partners within the Framework – Regenda, Riverside,
Progress, Symphony and Magenta. The framework
allows the group to select architects, cost consultants and
contractors in an OJEU compliant method. Appointments
are rotated to ensure the spread of work is fair and all fees
have been competitively tendered. Some of the objectives
for the framework include achievement of cost savings,
delivering a quality product and demonstrating VFM.
The latest available information indicates that, due to the
collective buying power of the framework, savings of 5%
are being achieved on the build cost. This brings an overall
unit saving of approximately £5,500 when compared to
non-framework schemes.
In order to maximise the benefits of procuring through the
framework, the Development Team are looking to package
a number of smaller sites together to make them more
attractive to the framework contractors and to deliver a
lower cost per m2. Smaller projects, often supported living
schemes are tendered via the Due North Portal to comply
with the Group’s financial regulations.
Benchmarking
Being a member of the Cutting Edge Framework allows us
to have access to data from other developing RPs, such
as a summary of appraisal assumptions on rented and
shared ownership, which were recently shared within the
Framework. This shows our assumptions are reasonable
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Procedures - Comprehensive Development and Sales
procedure manuals are now in place to provide step by
step guidance for all development and sales activity. The
manuals are web-based for ease of use and access, and
are available when the team work remotely. We carried out
a benchmarking process to find the most cost-effective
way to procure the manuals. We benchmarked the
potential cost of staff time if we produced the manuals
internally and sought quotes from two external consultants.
This resulted in a saving of £4,000.

when compared with the sample. The results show that
our discount factor (5.75% for 2016/17) was comparable
with the rest of the sample. We will move towards the lower
end in 2017/18 as we have further revised our discount
rate down to 5% from 1 April 2017 to reflect the reducing
cost of funds. Our management and maintenance cost
assumptions were also very comparable with the sample.
We were positioned in the middle. One area where we
were an outlier was the average percentage of first tranche
sale on shared ownership sales. We assume 50% first
tranche sale on all shared ownership developments, which
is typical of the past performance we have seen. However,
many others in the sample appraised their schemes with a
lower percentage.

Training - We have delivered in-house training sessions
covering topics such as: the development strategy, scheme
appraisal, cashflow management and its importance,
risk management, balance sheet and income statements
and project risk registers. In addition, a number of Cutting
Edge Framework partners have been invited in to brief the
team on topics
such as a contractors approach to risk
16
when tendering and procuring. More recently, a consultant
has been retained on a day and a half per week for three
months to review the way new schemes are managed to
completion. In particular, this person will be looking at the
difference in approach to general needs and supported
housing, and will support staff with costing knowledge and
advice.

Development agency work for other organisations
We have undertaken development agency work for Lune
Valley Rural Housing Association and Forward Housing
Association. During 2016/17 we received £18,000 in
income for this work. Our services to Forward Housing
ended on 31 March 2017 and no income is expected in
the next financial year. We will only continue to provide
development agency services where the income covers
staff time and expenses and produces a positive return.
Continuous improvement and efficiencies
Financial Appraisals - We are currently implementing
new appraisal software, which will vastly improve the
reliability of the information and accuracy of the appraisal
outputs. Our current stand-alone excel spreadsheets
are cumbersome and out of date. This will enable new
opportunities to be assessed quickly as many of the
required inputs are already present in line with our Boardapproved appraisal assumptions. The implementation
has resulted in a full review of the Group’s appraisal
assumptions. As part of the review, it was identified
that there were a large number of unused and obsolete
assumptions that are not required in the model, and these
have been removed. We used the benchmark data from
the Cutting Edge Framework to ensure our assumptions
are within an acceptable tolerance of other developing RPs,
which they are.
VAT - A review of works costs on supported living
schemes revealed that we were being charged 20% VAT
by contractors. We have a VAT exemption form, in line
with HMRC guidelines, which we now issue to contractors
so that any VAT on costs relating to supported living are
charged at 5%. This has reduced costs overall, increased
the NPV and has enabled us to reduce rent levels.

External consultants - The Development Team are
now drawing on a much wider range of experience from
different architectural practices who will manage the design
function of the service. This will give us a better value for
money service through lower costs due to the amount of
work they are willing to deliver at risk.

Future plans - our key development
priorities for 2017/18
Environment approach - Schemes will meet the
minimum standards of the design brief for that specific
type of property and insulation standards for new build
development. We are working with our colleagues in
Property Services to agree a consistent approach to energy
efficiency in all our properties.
Greater involvement of customers - The Development
Team is looking at ways to improve the way we ask for
feedback from customers. This will enable the team to
improve the design and quality of new schemes.
Modular construction - A small modular pilot project is
being carried out in 2017/18 to enable us to analyse the
potential savings and improved quality of using modular
construction. The speed of construction and the offsite manufacture are intended to lead to better quality
construction and will save time on site.

48

6. Procurement
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Procurement
One of the key strands of our financial strategy is to mitigate
the impact of the rent cut. We can do this through intelligent and
effective procurement planning and decisions.
We recognise that if we can maximise VFM from our buying
activities, then we can reduce or avoid the cuts that we
would otherwise need to make to our services.
Procurement is managed by a specialist team which
supports the business by providing solutions tailored
to its needs by developing purchasing frameworks and
compliant contracts. During the year, our Procurement
Team worked across a range of projects and has achieved
VFM gains totalling £0.4 million, against a target of
£0.3 million. The procurement gains have mainly come
from reviewed procurement activity and by accessing
frameworks.

We have a contract management and e–procurement
system which now provides us with a centralised
contract register. This increases visibility and control of
our contractual arrangements which should lead to more
effective decision making.
There are key areas which have been reviewed for a variety
of reasons but ultimately to achieve savings. The savings
which have been received are a mixture of one-off savings
as well as some non-financial, resource and process
savings. Some of which are:

Area of
Business

In order to ensure that tenders are fully compliant, we use
many procurement frameworks. We currently engage with
framework agreements with Procurement for Housing,
Northern Housing Consortium, Procurement Hub and
Crown Commercial Services. We are currently working
with Fusion 21 to procure all our lift, CCTV and door entry
system service contracts. This will reduce the number of
contractors and the associated contract management, and
will be monitored through KPIs. Where appropriate, we will
consider opportunities to outsource or insource services
and exploit these where they can deliver greater efficiencies
and VFM for the Group.
To ensure a good VFM procurement outcome, we apply
a cost vs quality model to all activity with the baseline for
all evaluations being 50% cost 50% quality as per our
strategy. However, this can be altered depending on the
tender. For example, some of the supported living tenders
ensure that quality of the product is more important than
cost. We have also introduced a mandatory requirement
for bidders to respond to social value in all procurement
exercises. This has been given a weighting between 5-10%
depending on the size and nature of the contract.

Roofing

£180k

20%

Recurring

Planned
works

£85k

9%

Recurring

External
works

£81k

15%

Recurring

Supported
Living
decoration

£40k

10%

Recurring

Insurance

£50k

7%

One-off

Gas servicing

£24k

15%

One-off

Internal Audit

£17k

26%

Recurring

Grounds
maintenance

£7k

2%

Recurring

Total

50

Saving £ % Saving One-off
saving or
recurring

£403k

In last year’s VFM self-assessment we stated that we
planned to make some significant savings through a
number of tendering processes as well as promoting a
new procurement method across the Group. We also
worked with a procurement consultancy to help create a
new procurement strategy and action plan, which helps
us to monitor the overall Group spend. This helps to give
us a better understanding of what needs to be procured.
We have promoted our newly created Supplier Code of
Conduct, as well as social value, the Modern Slavery Act
and the Living Wage to our supplier base which has been
particularly successful with an increased focus now on
social value in all tenders that we advertise.

In addition to financial savings there have been a number of
non-financial benefits achieved, including:
In 2015 a new procurement regulation came into place
which means that any contract we place that is over
£25,000 now needs to be advertised via contracts
finder. This has led to much more competition for
our tenders, as well as more interest from local Small
and Medium Enterprises (SMEs). With the regulation
change, we have had all of our tender documents
reviewed by a specialist procurement solicitor to ensure
that we remain fully compliant and we now have
standard documents across the Group. A standard
services contract has also now been created.

There have been a number of other procurement
reviews undertaken across the Group during 2016/17.
Our focus has been on establishing, understanding and
creating Dynamic Purchasing Systems (DPSs). A DPS
is a procedure available for contracts for works, services
and goods commonly available on the market. As a
procurement tool, it has some aspects that are similar to
a framework agreement, but where new suppliers can
join at any time. However, it has its own specific set of
requirements.

Implementation of Due North Procurement Portal – this
is now providing a fully automated tender process which
includes access to standardised documents across the
Group. We have now developed Due North to offer a
quick quote facility which means all departments can
access a number of approved suppliers to provide
quotes at the click of a button. Our Property Services
team have benefitted from this approach. By advertising
the work via contracts finder, a lot of the planned works
programme has been awarded to new local contractors
to the Group.

With this introduction, we decided that it would be a good
tool to use for the re-procuring of grounds maintenance
contracts. The benefit of this is that suppliers can come
and leave the agreement as it suits them. Previously,
we had been restricting suppliers on a three-five-year
framework deal. It also encourages smaller local SMEs to
get involved as the contracts are broken down into smaller
sized lots. The grounds maintenance DPS is worth around
£380,000 a year and the contract was split into 35 lots
which covered all of our supported living stock. We had 31
contractors bid for the 1st stage and all were successful.
All 31 contractors were invited to bid for the 2nd stage
however only 30 bid, and 21 were successful. We achieved
a saving of around £7,000 a year. We also piloted our
social value 1% contribution on this contract and all 21
contractors agreed to this. This is due to be paid in March
2018 and will equate to £38,000 which we will use to
provide social value to benefit our tenants directly.

Procurement and social value
Last year we launched our social value strategy, which
included the procurement of products and services. A
social value working party was formed with key members
of staff from across the Group to evaluate the current
approach to social value. Originally, the Group included
social value within tender documents with a minimum
weighting of 5%. We found that this was open to
interpretation and there was no formal means of capturing
and monitoring the social value outputs.
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The working party researched best practice across
the housing industry and proposed three methods of
evaluating and monitoring social value within the tender
process. The proposed methods were evaluated against
three future procurement projects. The most appropriate
method was then used as a pilot against some projects.
It has been agreed that for certain procurement exercises
we will be asking for a 1% contract contribution. Where
a specific company has been appointed the full value of
the tender, the 1% contribution is to be paid within an
agreed timescale. This is included in the contract. When
there is a requirement for a framework agreement, we will
do an end of year evaluation to calculate the 1% value to
be contributed from each party receiving work within the
previous 12 months.
Where possible, the social value activity should directly
impact the tenants for whom the service is provided, which
could include the wider community. Contractors can opt to
provide the equivalent 1% contract value through voluntary
time, resources and materials rather than direct payment.
Any equipment and products will be valued at RRP, while
voluntary time associated with skills and employment
training will be calculated using the National Living Wage.
At the end of each year, we will give each contractor a
statement highlighting the social value payment due.
A Tenant Procurement Panel has now been in place for
over 12 months. It has most recently worked alongside
Property Services on the new boiler tender. Through the
panel’s input we have managed to make a 3% saving.

Future plans for 2017/18 for procurement
Looking ahead, we have set ourselves a new procurement
savings target of £300,000. Our focus will be on the targets
below and we will report back on our progress in next
year’s VFM self-assessment.
We have a number of targets which it would like to achieve
in 2017/18, some of which are:
To develop Due North’s features to help create an online
tender process
To build on our contracts register and ensure that we
have covered all aspects of the Group
To deliver procurement projects including temporary
labour, materials, fleet and flooring – estimated value of
£2.4 million with a 10% saving is anticipated
To ensure that current frameworks continue to offer the
best VFM
To maintain the procurement register to record all activity
and gains across the organisation.
All arrangements are reviewed for efficiency, effectiveness
and economy at the point of renewal or placement of new
business. The social value of contracts is considered and
also to see if better processes, services or management
information are available to the Group. Where possible,
cost reductions are achieved. However some procurement
category pricing is dependent on commodity pricing which
we have little control over, e.g. fuel cards, utility contracts.

£
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7. Supported
Living
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How we deliver our service
We are the fourth largest provider of supported living
accommodation for people with a learning disability in the country.
The annual turnover for supported living is £32 million and
we achieved a net surplus for the year of £6.5 million. Most
of our schemes are built without grant and funded through
our own capital investment.

The form has helped to streamline processes and
automate workflows. One of the benefits of the
automated workflow is that the Progress Opportunities
Team is able to respond to requests from tenants to
become involved more quickly.

We have grown significantly over the past 10 years and
have been able to help local authorities and NHS Trusts
close adult social care and long-term stay institutions,
allowing people to live closer to relatives and support
networks within their local community. We provide an
enhanced landlord service to meet the needs of people
requiring supported living accommodation.

Void accommodation continued to be a focus of
attention during the year. A pilot using our website to
advertise voids in supported living was not successful
and we are now considering sharing void brochures
through our website. We are also working with
Lancashire County Council on a countywide hub to
advertise vacancies.

Highlights of our achievements during
2016/17

We were successful with Blackpool Council in securing
a grant through the Department of Health Housing and
Technology Fund for a six-unit development for people
with learning disabilities and/or autism. And we received
funding from the HCA’s Affordable Homes Programme
for the development of 24 homes in Lichfield,
Staffordshire, providing self-contained accommodation
for people with learning disabilities who are currently
living in unsuitable long-term residential care properties.

This year has been a great year of achievement and
innovation as follows:
In our 2016/17 VFM assessment, we highlighted the
service review for supported living. This incorporates
the increased use of technology to support service
delivery as well as specialist teams providing services
such as furniture and equipment repair, community
safety, income collection and aids and adaptations. It
was anticipated that the review would generate savings
of £272,000 when complete. However, due to salary
protection promises for some staff, the total saving will
not be achieved until June 2018. The revised structure
following the service review was implemented in June
2016.
During the year, we completed the design of the review
visit form for the iPad when staff carry out their annual
visit at a scheme. The use of the electronic form is
currently saving staff approximately 40 minutes in time
spent preparing, conducting the visit and then dealing
with follow up work. Over a year, this could mean a total
time saving of up to 90 working days.

Relationships with local authority commissioners
continue to improve. For example, the recent
consultation on the future funding of supported housing
has created closer working with commissioners in
preparation for the welfare reform changes.
We still, however have a challenge as we have underperformed against our voids targets, and we have provided
further information within the performance section of this
assessment.
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Future plans - our key priorities for
2017/18

As part of the supported living rent and development
strategy review we will further develop our asset
management strategy to evaluate the viability of our
existing supported living schemes. The intention is
to establish a standard template which models the
effect of void loss on NPV calculations and assist in the
decision making process for exiting from schemes.

Our key priorities for 2017/18 are set out below and we
will report our progress against these in next year’s VFM
assessment.
We aim to implement the actions from the LEAN review
of the voids process for supported living. This review
involved staff from across the Group and recommended
a number of process improvements, such as:

We will review our service delivery for supported
housing schemes. Current revenue funding streams
for our homelessness provision are not certain, so we
will develop a model to deliver services more efficiently.
We will also assess the opportunity cost of providing
supported housing compared to general needs.

designing a revised voids process
earlier consideration of viability issues associated
with void properties

We will complete a review of our supported living leased
portfolio. We know that overall the leased portfolio
generates a surplus. However the proportion of rental
streams making a loss is likely to increase. This is due
to a combination of pressure on rental income (through
the LHA cap and the potential that a small proportion of
our supported living accommodation will be subject to
the Government’s rent reduction policy), as well as the
likely increases in future maintenance costs (particularly
as planned maintenance obligations begin to have
an impact). The review of the portfolio will include a
more in-depth review of the planned maintenance
requirements for these schemes to ensure they are not
overstated alongside a programme of exiting from some
of the leases where this is possible.

automated process similar to general needs and
independent living, leading to easier integration for
Property Services with voids handling and improved
performance reporting
We will further analyse voids data from the Statistical
Data Return (SDR) to compare our performance against
other providers of supported living accommodation,
who we identified as our peers from comparing the
outcomes of the Global Accounts.
We know that there is continued demand for supported
living accommodation from our contacts with
commissioners and support providers. Whilst there is
uncertainty around the future funding for supported
housing and many registered providers have halted
development of new supported living accommodation,
we are determined to find a model that can work for the
Group. We will develop our thinking around the risks
involved to the organisation and review our supported
living rent and development strategy to support our aim
of growing this part of our business.
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8. Progress
Opportunities
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Progress Opportunities
As part of the programme of service reviews, we have reshaped
our services. The essence of customer involvement and the
strategies managed by the team have not changed in terms
of outcomes, but we have changed the way in which they are
delivered.
The new service delivery model removes any separation
of the customer with a focus on consistent delivery
of services. The key areas of delivery for the Progress
Opportunities Team are:

Highlights of our social value
achievements during 2016/17:
We continued to grow our employment support
service, Progress Futures. Through Progress Futures,
we employed two of our tenants and supported four
traineeships.

Community Investment
Scrutiny

Through direct funding, we continued to support local
community assets such as community centres. We
currently have four operational community centres - The
Place and The Base in South Ribble, and Lower Lane
and Saltcotes in the Fylde area.

Community Involvement
Progress Futures
Marketing
Our vision is to deliver a high-impact targeted service,
contributing to the Group’s key strategic aims with VFM
part of this delivery.

We implemented our youth strategy aimed at giving
young people a voice within their local community.
The strategy sets out how we will use a number of
engagement methods based on Young Lancashire’s
‘Our Say, Our Way’ toolkit that was designed by young
people. This includes community-based events and
training, and creating opportunities for young people
to learn and develop. One of our main engagement
tools is the Youth Forum that brings young people aged
8-25 together to discuss issues important to them.
We address these issues either by training or sourcing
funding to make improvements to others living in the
community.

Social value
Our commitment to generating social value and investing in
our communities is underpinned by our strategic business
aims and is inherent within our Progress Opportunities
work. Our corporate vision is to ‘have a positive impact on
people and communities by providing high-quality homes,
supporting independence and creating opportunities’.
This means ensuring that all of our activities achieve
the maximum social benefit possible. Social value and
community involvement are the overarching themes in all of
our aims and values.

Through supporting partnership working we were
able to bring in new sources of funding and ensure
our tenants benefitted from community projects. For
example:

Many of our activities generate a significant amount of
social value, for example:
We have grown our Telecare services, enabling more
people to remain in their own homes for longer.

We were a named partner in a European and Lottery
funded employment project which aims to help
people over the age of 50 into employment. We
secured over £19,000 over three years to December
2019 to help deliver this project.

We continue to provide a variety of tenure types that
allow people to be supported and maintain their
independence. For example, we provide services
for women fleeing domestic abuse, young people
experiencing homelessness and we are one of the
largest providers of supported living accommodation for
people with a learning disability and/or long-term mental
health condition.

We continued to support the Artlink West Yorkshire
Lottery funded project aimed at supported living
tenants, which helps them develop confidence
and skills through art-based activities. Fourteen
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supported living tenants have been involved in the
project which aims to tackle isolation and support
individuals to develop skills. The project has recently
secured funding to continue for a further three years.

Committed £3,000 match funding to SHAPE
Lancashire to provide a 26-week programme of
diversionary activities to young people aged 10-25 in
the South Ribble area

Working with Lancashire College, tenants benefitted
from community-based training around key skills.

Social events such as a community day at Lower Lane,
amongst others.

We looked at the way we involve customers in our
procurement activities and included them in the
selection process.
We continued to develop community food growing
projects that support health and wellbeing.
We became a Founding Patron of the Chorley Youth
Zone, which will benefit local young people.
Community investment
Since the launch of our £1.5 million investment fund
in 2009, over £703,000 has been spent through the
Community Investment Fund, which includes £20,000 last
year. This has been funded by us and we have bid for, and
received, external funding too.
The Community Investment Panel was reviewed and new
Terms of Reference were developed to ensure the panel
can focus on adding value to the Group’s priorities. As a
result two working parties were established; one is looking
at supporting the work of Progress Futures and the other
is looking at community activities. During the last financial
year the fund has supported a number of community
events, these have included:
Intergeneration activities, where a local organisation, the
National Citizens Service, has worked with tenants at
our independent living schemes to deliver both social
and community development projects
A ‘Run for Homes’ campaign that encouraged tenants
from across the Group to come together and get active,
we provided pedometers to participants as well as
organising scheduled walking events
Delivery of training to tenants to enable them to become
food champions

During this time the Progress Futures working party have
identified a number of key project areas that have started
to be explored. These include a furniture upcycling /
recycling project, a void clearance project and a ‘digital
passport’ for Progress Futures customers to keep a record
of their training and their progress in acquiring skills. All of
these projects have clear aims to create opportunities and
support our customers.
We have received over £200,000 funding for disabled
adaptations to properties in the Fylde area, with us only
contributing £40k towards this.
Scrutiny
Our Scrutiny Pool carries out reviews of our services to
understand the customer experience and focuses on
improving customer satisfaction. Throughout the year we
continued to support the capacity of the Scrutiny Pool
and have been shortlisted in the 2017 Tpas awards for
Excellence in Scrutiny. The Scrutiny Pool is an open forum
which any tenant can attend and, on average, seven
customers from across the Group are involved at any one
time.
Scrutiny activity has continued to develop and grow
throughout 2016/17, with customers undertaking service
area reviews and making recommendations for service
improvements from the customer’s perspective.

Highlights of our scrutiny achievements
during 2016/17
During the year the Scrutiny Pool considered value for
money in all of their scrutiny reviews. For the year there
have been 33 mystery shopping calls, 50 void inspections
and 28 green inspections carried out and reported on.
The Scrutiny Pool has carried out five service area reviews.
These looked at: independent living consultation, arrears
letters, repairs communications, Progress Connect
opening times and the Group’s website. Twenty-seven
recommendations have been made. One scrutiny review is
complete with the other four still ongoing.
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Future plans - our key priorities for
Progress Opportunities for 2017/18:

We will continue to work with Learning Disability
England to give our 3,000 supported living tenants a
national voice and empower them to influence decisions
made about their homes

Progress Opportunities
We will look at asset-based community development to
make better use of community assets and support local
skills that already exist within communities

Through the Apprenticeship Levy we will look
at opportunities to develop our staff and create
apprenticeship roles across the Group. We will access
the levy for our eight trade apprentices and will increase
the amount of apprenticeships by widening the scope.
Our approach will be to proactively consider our
departmental workforce plans to assess if any of our
existing roles could become apprenticeships in the
future.

We will continue to work collaboratively to bid for
European funding to double the work delivered through
Progress Futures and support economically inactive
tenants
We will continue to monitor the social impact of all
community investment funded projects through the
two identified working parties of Progress Futures and
Community Events

Scrutiny
We will review our void inspections and green
inspections to see how they can improve quality and
promote value for money in our processes

We will implement the Health and Wellbeing Star, an
online tool used to measure the impact our services
have on individuals and help us monitor the impact of
projects on local communities

We will review the Scrutiny Pool to see how we can
include and involve a wider selection of customers.

We will develop the role of our digital champions

Customer insight

We will also look to pilot a scheme to provide free WiFi
at an independent living scheme where tenants have
limited access to the Internet

We will look at maximising the use of our customer insight
information in order to help us to target our services.
Examples include maximising the income of our tenants
and ensuring our rents are paid and making best use of
our budgets and staff time. We will utilise the STAR survey
feedback received from tenants to develop services and
understand customer preferences.

We will look at how we can maximise customer insight
information to support the Group in targeting services to
those who need them the most
We will consult our customers to revisit their ‘top five’
service priorities and will use this information to inform
our service delivery
We will look at how we can incorporate recycling of
furniture and opportunities to employ and develop our
tenants’ skills as part of our procurement of our voids
clearance contract, which will be out for procurement in
the Summer of 2017
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9. Board
Assurance on
Compliance
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Board Assurance on Compliance
The Group Board recognises that it is responsible for ensuring the
delivery of the HCA's regulatory standard on Value for Money.
It understands that it is required to take a comprehensive
and strategic approach, which takes into account the
performance of all of its assets and resources.

PHG has an integrated approach to the delivery of VFM
and we set out below the specific ways in which the Board
ensure that we are continuously improving VFM across our
business.

The Board confirms that the Group has conducted a
thorough and comprehensive VFM self-assessment and
has obtained sufficient evidence to gain assurance that it
has met the requirements of the VFM regulatory standard.

Board responsibility
The Board is committed to ensuring that VFM is embedded
in both the culture and the decision making processes of
the Group. The Board achieve this by:

During the year we introduced the VFM Strategy Working
Party which includes Non-Executive and Executive
Directors to continue to improve VFM in the Group.

Setting the overall strategic direction and culture of the
Group and recognising how essential the maximising of
VFM is to the delivery of the strategic aim;

The Board has scrutinised the detailed findings from this
VFM self-assessment. The Board confirms that a balanced
approach has been taken. Where we have identified any
areas which are below the high standards that we expect
of the organisation, then we have addressed them within
the self-assessment forward plan for 2017/18. Progress will
be monitored by the Board during the year.

Approving the VFM strategy and overseeing its
implementation
Considering VFM within relevant Board reports,
including financial, performance monitoring and
benchmarking information

The Board has also ensured that the information contained
within the VFM self-assessment is consistent with other
key documents that have been presented to the Board
including:

Scrutinising and approving major business proposals
including cost/benefit/risk analysis arising from the
proposal and how VFM and/or social value will be
maximised

The latest Group VFM strategy
Feedback from the VFM Strategy Working Party

Approving key strategies and ensuring that VFM has
been considered throughout

The ‘in-year’ VFM progress report against the 2016/17
VFM target;

Ensuring that our people strategies are linked to our
strategic aims

Group Financial Statements for 2016/17

Agreeing VFM efficiency targets within the Business
Plan and budget setting processes

Group Strategic Plan to 2020

Determining where VFM gains are reinvested

Group performance information for 2016/17

Setting some stretching performance targets and
monitoring business performance closely. This is
informed by benchmarking information of our peer
group, which in turn enables the Board to challenge the
Group to do more

Benchmarking information
Results of service reviews.
The Board confirms that it has an existing, comprehensive
VFM strategy and that a new VFM strategy for the period to
2020 is now under development and will be reported on in
next year’s self-assessment.

Reviewing progress against the Strategic Plan to
ensure that the business is continuously improving and
achieving more

The Board has set out in this report its detailed assessment
of VFM for the Group for 2016/17 against the HCA’s
regulatory standard.

Publishing the annual VFM self-assessment by the
deadline of 30 September 2017.
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10. Our Overall
Assessment
of VFM
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Our Overall Assessment of VFM
The Board believes that, in completing this comprehensive VFM
self-assessment, it has complied with the regulator's VFM standard.
We have produced a full and honest assessment to enable our stakeholders to understand how we are performing
currently against the targets we had set ourselves and what our forward-looking targets are in order to demonstrate our
continuing commitment to VFM.

The specific expectations
of the VFM standard

Summary of how we believe that we demonstrate compliance
in 2016/17

Have a robust approach to
making decisions on the use
of resources to deliver the
provider’s objectives, including
an understanding of the tradeoffs and opportunity costs of its
decisions.

We consider that we have a robust approach to VFM decision making, we
have demonstrated within this assessment that:

Understand the return on its
assets, and have a strategy for
optimising the future returns
on assets – including rigorous
appraisal of all potential
options for improving value for
money including the potential
benefits in alternative delivery
models - measured against
the organisation’s purpose and
objectives.

Our approach to asset management demonstrates that we have a good
understanding of our assets.

• We have a comprehensive financial Business Plan which underpins every
area of our business and the consolidation of these demonstrates how, as a
Group, we are achieving our overall strategic aims and vision
• We have achieved most of the VFM improvements for 2016/17 that we
agreed in last year’s VFM self-assessment and we have identified any work
that has not been achieved in 2016/17 and included these in our 2017/18
planned VFM improvements.

• We are managing the investment in existing assets, spending during 2016/17
£5 million on investment works and £12 million on repairs and maintenance
• We have 243 (2.5%) properties with a negative NPV over 30 years. We have
completed a further evaluation of our worst performing stock and this will be
used to inform future decision making
• During the year, we reviewed 16 properties and disposed of three properties
which were poorly performing
• We have spent £5.1 million on our development activities during the year and
received £1 million in grant. We have delivered a total of 93 new properties.
We intend to continue to develop despite the external challenges and have
agreed our development programme to 2021 of 942 properties
• Our repairs service is continuing its two year transformational programme
which will result in a reduction of responsive and void repair costs, improved
performance and increased customer satisfaction
• We have not fully achieved our component programme but have a plan in
place.
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The specific expectations
of the VFM standard

Summary of how we believe that we demonstrate compliance
in 2016/17

Have performance
management and scrutiny
functions which are effective at
driving and delivering improved
value for money performance.

We believe that we have performance and scrutiny functions in place which
actively contribute to our business effectiveness.
• We have identified within this self-assessment, areas of the business
which have not performed as well as the Board requires. These are: repairs
appointments made and kept, rent loss due to voids and overall re-let times.
We have set out our plans for improving these areas in 2017/18
• We have provided our summary performance results for the year together
with trend results and have provided a commentary to explain key
movements
• We have an established tenant Scrutiny Pool, which reviews and challenges
our performance on key customer facing services and we ensure that their
findings are fed back into the business.
• Our Board scrutinises our performance every quarter.

Understand the costs and
outcomes of delivering specific
services and which underlying
factors influence these costs
and how they do so. Set out
the absolute and comparative
costs of delivering specific
services.

We have a good understanding of our costs at a Group level and service
level.
• We understand our costs at both a Group and service level
• We have identified the cost drivers behind our figures and we understand
our level of influence over them
We recognise the importance of comparing ourselves to our peers.
• We compare our costs to other organisations both in our region, and
nationally for those of a similar size
• We use the Global Accounts, HCA Regression analysis, HouseMark and
RSM benchmarking services to provide this information. This has resulted
in us understanding our supported living portfolio, compared to the sector,
where we are below the average for this higher cost service
• We have identified future benchmarking groups to develop our
understanding further.

Evidence the value for money
gains that have been and will
be made and how these have
and will be realised over time.

We have been able to evidence the VFM gains that we have made. We have
achieved the following:
• £1.7 million of VFM gains during the year which have been achieved from
management and operating cost savings and reductions
• We have identified a further target of VFM gains of £0.8 million for 2017/18.
Action plans are in place with senior managers accountable for achieving
them and the Board will oversee their delivery
• The comprehensive service reviews that are currently underway are
identifying a range of further VFM gains to be achieved. We will report further
on this next year.

Annually publish a robust selfassessment which sets out in
a way that is transparent and
accessible to stakeholders
how they are achieving value
for money in delivering their
purpose and objectives.

We believe that this self-assessment has been structured in a way that tells a
comprehensive and rounded VFM story of our activity, with areas of success
and areas for improvement.
• This VFM self-assessment for 2016/17 will now be published on our website
for access by all interested stakeholders
• We have incorporated a summary of this VFM assessment within our
statutory accounts.
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Appendix A - Benchmarking statement
2015/2016
COMPARATOR
2013/14

2014/15

GROUP

2015/16

2013/14

2014/15

2015/16

2016/17

Source

FINANCE
Be financially strong
Operating Margin

26.5%

28.3%

27.6%

31.4%

33.1%

25.7%

29.3%

Global Accounts

Headline social housing cost

NEW

NEW

£3,959

NEW

£4,514

£4,678

£4,688

Global Accounts

Management cost per unit

£990

£1,010

£1,080

£935

£1,011

£975

£995

Global Accounts

Maintenance cost per unit

NEW

£1,030

£1,010

NEW

£1,249

£1,292

£1,226

Global Accounts

Major repairs cost per unit

NEW

£920

£890

NEW

£764

£666

£656

Global Accounts

CUSTOMER & COMMUNITIES
Improve customer satisfaction
Overall tenant satisfaction

91.2%

90.0%

90.6%

91.2%

90.3%

91.4%

83.1%

HouseMark

Repairs tenant satisfaction

87.3%

85.7%

86.0%

83.6%

81.6%

81.5%

70.2%

HouseMark

Have a positive impact on communities
Neighbourhood satisfaction

90.1%

89.0%

89.0%

91.4%

90.2%

90.3%

85.2%

HouseMark

Views taken satisfaction

77.9%

75.0%

75.8%

75.6%

71.1%

79.0%

72.2%

HouseMark

LEARNING & GROWTH
Be a leading employer
Workforce sickness levels

4.4%

4.4%

4.4%

4.3%

3.2%

3.7%

6.1%

ONS

Staff Turnover

NEW

9.4%

15.3%

NEW

11.4%

14.3%

20.7%

HouseMark

0.7%

0.8%

SDR

Grow the organisation
Stock Growth

0.6%

1.6%

2.0%

2.4%

1.0%

PROCESS
Reduce arrears and bad debts
Current tenant arrears

4.7%

4.6%

4.7%

3.8%

5.8%

4.3%

4.1%

Global Accounts

Former tenant arrears

NEW

2.0%

1.9%

1.1%

1.4%

1.4%

1.2%

Global Accounts

99.8%

99.9%

99.7%

99.8%

99.4%

101.1%

99.8%

HouseMark

Rent collected

Improve the quality of our homes
Number repairs per unit

3.0

3.0

3.4

4.4

4.1

3.9

3.6

HouseMark

Decent Homes Standard

0.9%

0.7%

0.3%

0.0%

0.0%

0.0%

0.0%

SDR

Reduce the voids within our communities
Vacant stock

1.1%

1.1%

0.9%

3.9%

3.5%

3.2%

3.6%

3.0

Rent lost due to voids gross

1.8%

1.7%

1.7%

6.0%

6.3%

5.0%

5.8%

3.0

Average relet times

31.0

33.1

Not
available

84.7

74.6

109.5

104.2

3.0

Please note that the indicators within this statement are based on benchmarking source calculations and performance can vary from the
balanced scorecard due to not all activities undertaken within the Group being included. 2015/16 are estimated using the source calculation
these may vary slightly on publication.
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Appendix B - Benchmarking
at Service Level
The analysis provided within this Appendix shows how we compare to our regional peer group of 18 registered
providers across the north of England, using available data from the HouseMark benchmarking service.
To provide a transparent picture of results and trends across the Group, we have displayed this in a three
dimensional view of VFM in terms of cost, quality and effectiveness. This allows stakeholders to see a clear link
between the three strands of VFM.
The peer group figures for median and upper 25% positions are provided in the two right hand columns for each
indicator. This information enables us to understand any current gaps to those ‘best in class’ performers. It also
ensures that effective action is taken to target specific areas of under-performance or higher than expected costs
and close these gaps in future.
The information within these tables is the latest available from HouseMark and relates to the 2015/16 year.

(A) Income collection
Progress Housing Group

Peer Group Peer Group
Median
Upper 25%

2015
Result

2016
Result

Ranking

Quartile

2016

2016

Total cost per property of Income
Collection

£122

£130

7/19

Second Quartile

£140

£123

Total cost per property of Letting £

£114

£116

16/19

Fourth Quartile

£69

£64

% Rent Collected

99.4%

99.6%

11/19

Third Quartile

99.6%

100%

% Current Tenant Arrears

3.0%

2.9%

9/19

Second Quartile

3.00%

2.1%

% Former Tenant Arrears

2.0%

1.9%

11/19

Third Quartile

1.7%

1.3%

% Void loss

1.7%

1.3%

15/19

Fourth Quartile

0.86%

0.62%

% Rent written off %

0.41%

0.39%

7/19

Second Quartile

0.56%

0.32%

% Tenants evicted for rent arrears

0.61%

0.56%

12/18

Third Quartile

0.49%

0.32%

Tenancy Turnover %

10.70%

9.7%

12/19

Third Quartile

8.91%

7.37%

% Available empty homes

1.42%

0.90%

15/19

Fourth Quartile

0.31%

0.19%

% Unavailable empty homes

0.02%

0.27%

10/19

Third Quartile

0.27%

0.13%

Ave Re-let days-standard relets

44.59

46.90

18/19

Fourth Quartile

22.20

15.60

88.70%

88.7%

12/18

Third Quartile

89.0%

90.4%

KPI
Service Cost Indicator

Service Quality
Performance Indicators

Service Effectiveness
Performance Indicators Output

% Tenants satisfied with
neighbourhood
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(b) Responsive repairs and voids maintenance
Progress Housing Group

Peer Group Peer Group
Median
Upper 25%

2015
Result

2016
Result

Ranking

Quartile

2016

2016

Repairs - Total cost per property
of responsive and void works £

£959

£1,006

18 / 19

Fourth Quartile

£824

£726

Average cost per responsive
repair £

£136

£140

15 / 19

Fourth Quartile

£111

£96

£1,588

£1,233

2 / 19

First Quartile

£2,889

£2,160

Average completion time calendar days

9.5

7.1

9 / 19

Second Quartile

7.13

5.94

Appointments kept as a %
of made

98.1%

92.1%

16 / 16

Fourth Quartile

97.7%

98.8%

% satisfaction with repairs

83.9%

83.90%

14 / 18

Fourth Quartile

86.0%

88.2%

% of repairs completed at first visit

75.3%

80.3%

15 / 16

Fourth Quartile

91.7%

94.9%

4.05

4.7

19 / 19

Fourth Quartile

3.59

3.2

KPI
Service Cost Indicator

Average cost per void repair £
Service Quality
Performance Indicators

Service Effectiveness
Performance Indicators

Average number of responsive
repairs per property

(c) Major and Planned works
Progress Housing Group

Peer Group Peer Group
Median
Upper 25%

2015
Result

2016
Result

Ranking

Quartile

2016

2016

Major repairs and cyclical
maintenance - total cost per
property major works & cyclical
maintenance £

£1,057

£954

5 / 19

First Quartile

£1,386

£1,002

Major works only - total cost per
property £

£768

£715

4 / 19

First Quartile

£1,232

£745

Cyclical maintenance only - total
cost per property

£290

£239

10 / 19

Third Quartile

£239

£142

% properties non-Decent Homes

0.0%

0.0%

1 / 19

First Quartile

0.0%

0.0%

SAP rating

70.8

70.8

7 / 18

Second Quartile

70.2

71.1

83.80%

83.80%

16 / 18

Fourth Quartile

88.50%

90.50%

KPI
Service Cost Indicator

Service Quality
Performance Indicators

Service Effectiveness
Performance Indicators Output
% satisfaction with quality of home
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Appendix C - Balanced Scorecard
Target

Trend

2016/17

2015/16

2014/15

2013/14

FINANCE
The year end surplus before reserves is £9.7m which is £0.3m adverse to budget.
Be financially strong
Achieving budget surplus

£9,961,495

£9,700,000

£7,200,000

£11,914,017

£11,333,655

Achieving budget savings

£1,250,000

£1,250,000

£220,454

NEW

NEW

CUSTOMER & COMMUNITIES
There has been an improvement within satisfaction from the previous year end. The STAR survey has been
undertaken within March and April 2017, results are currently being analysed and will be presented to Board
before the next meeting cycle.
Improve customer satisfaction
Repairs satisfaction

97.0%

98.0%

97.7%

94.5%

96.7%

Services satisfaction

97.0%

96.7%

95.5%

95.4%

96.3%

NEW

NEW

Have a positive impact on communities
Wellbeing positive change

TBC

NEW

NEW

NEW

LEARNING AND GROWTH
Employee sickness and turnover are worse than the target, the increase in turnover is due to service
reviews. Further analysis is being undertaken regarding sickness information, we can see there has been
an increase in long-term sickness.
Be a leading employer
Employee sickness

4.4%

6.1%

2.9%

3.2%

96.7%

Employee turnover

10.0%

20.7%

14.3%

9.1%

96.3%

NEW

NEW

NEW

Grow the organisation
New growth indicator

TBC

NEW

NEW

PROCESS
Income collection performance is better than target. Two of the repairs indicators have not met targets,
performance is being closely monitored and changes are being made to improve performance and service
delivery. There has been an improvement in void indicators compared to the previous year, relet times
within general needs / independent living did not meet target. Joint work is continuing to streamline the
void process.
Reduce arrears and bad debts
Current tenant arrears

4.2%

3.5%

3.7%

3.4%

3.8%

Former tenant arrears

1.3%

1.1%

1.0%

1.0%

1.1%

Rent debit written off

1.0%

0.2%

0.2%

0.2%

0.5%

NEW

NEW

NEW

Improve the quality of our homes
Repairs average days

6.5

10.8

Appointments kept

99.0%

90.1%

NEW

NEW

NEW

Repairs right first time

95.0%

96.8%

80.3%

75.3%

63.8%

Current level of voids

4.9%

4.2%

4.6%

5.9%

5.0%

Rent lost due to voids

3.7%

3.9%

3.9%

3.7%

3.5%

Relet times

97.0

104.1

110.0

88.5

84.7

Reduce the voids within our communities

= Performance is getting better
Better than target

= Performance is the same
On target
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= Performance is getting worse
Worse than target

—— Target

—— 2016/2017

—— 2015/2016

—— 2014/2015

Current Tenant Arrears
7.0%
6.0%
5.0%
4.0%
3.0%
2.0%
1.0%
0.0%
April

May

June

July

Aug

Sept

Oct

Nov

Dec

Jan

Feb March

Nov

Dec

Jan

Feb March

Nov

Dec

Jan

Feb March

Nov

Dec

Jan

Feb March

% of Current Voids
7.0%
6.0%
5.0%
4.0%
3.0%
2.0%
1.0%
0.0%
April

May

June

July

Aug

Sept

Oct

% of Void Rent Loss
7.0%
6.0%
5.0%
4.0%
3.0%
2.0%
1.0%
0.0%
April

May

June

July

Aug

Sept

Oct

Relet Times
200
180
160
140
120
100
80
60
40
20
0

April

May

June

July

Aug

Sept
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Oct

Process section by activity type
Aim

Indicators

Current Tenant
Arrears (P)

Reduce
arrears
and bad
debts

Former Tenant
Arrears

Rent debit
written off

Improve the
quality of our
homes

Average days to
complete a
responsive
repair

Current levels
of voids

Reduce
the voids
within our
communities

Rent lost due
to voids

Relet times

Main activity type

Target

General

Trend

2016/17

2015/16

2014/15

2013/14

4.1%

3.3%

3.6%

3.8%

3.9%

Independent Living

1.2%

0.4%

0.4%

0.3%

0.4%

Supported Living

5.0%

4.1%

4.4%

3.9%

4.4%

General

2.1%

2.7%

2.5%

2.6%

2.5%

Independent Living

0.5%

0.3%

0.1%

0.3%

0.3%

Supported Living

0.7%

0.2%

0.2%

0.2%

0.2%

General

1.0%

0.47%

0.5%

0.5%

1.2%

Independent Living

1.0%

0.13%

0.3%

0.2%

0.6%

Supported Living

1.0%

0.07%

0.1%

0.0%

0.0%

Caretakers

6.5

0.4

NEW

NEW

NEW

Property Services

6.5

12.3

NEW

NEW

NEW

Sub-contracted
work

6.5

8.7

NEW

NEW

NEW

General

1.0%

0.5%

0.8%

0.7%

1.5%

Independent Living

2.0%

1.7%

1.7%

4.0%

1.9%

Supported Living

8.0%

8.5%

7.0%

9.2%

8.7%

General

0.9%

0.7%

0.7%

1.1%

0.9%

Independent Living

2.0%

1.8%

3.0%

3.6%

2.6%

Supported Living

5.5%

5.3%

5.2%

4.5%

4.7%

General

21.0

30.7

27.4

38.9

23.6

Independent Living

22.0

45.7

82.4

57.0

41.9

Supported Living

365.0

313.8

315.7

274.5

239.4

P - Profiled targets change throughout the year to reflect seasonal movements
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Appendix D - Sector Scorecard
The Sector Scorecard is the name for a set of 15 indicators, which are being proposed as a tool to
benchmark efficiency across the sector. The aim is for these indicators to become a way of measuring
efficiency and effectiveness.
The Sector Scorecard has been developed by the Efficiencies Working Group. A one-year pilot was launched
in April 2017, with over 200 registered providers, to test the indicators proposed for inclusion within the
Sector Scorecard.
It is felt the indicators will allow the sector to compare like with like, while at the same time recognising the
diverse sector encompassing a wide range of legitimate social missions.
The information within the table below shows the position at March 2017 and how we compare from our
position at March 2016.
Actual
2015/16

Actual
2016/17

Sector
2016

Operating margin

26%

29.3%

27.60%

Social housing operating margin

25%

27.1%

32.10%

EBITDA MRI as a % of interest

204%

241%

170.00%

182

84

N/A

Units developed as a % of total units owned

1.8%

0.8%

N/A

Gearing

52%

51%

49.50%

Customer satisfaction

91.7%

83.1%

N/A

£s invested for every £ generated - in new supply

£0.34

£0.14

N/A

£s invested for every £ generated - in communities

£0.01

£0.01

N/A

4%

4.2%

N/A

Occupancy

99.2%

99.3%

N/A

Ratio of reponsive repairs to planned maintenance

124%

115%

N/A

Headline social housing cost per unit

£4,259

£4,269

£3,570

Management CPU

£975

£995

£1,020

Service charge CPU

£924

£896

£360

Routine maintenance CPU

£1,292

£1,226

£970

Major repairs CPU

£666

£656

£810

Other costs CPU

£402

£495

£210

Rent collected

99.6%

99.8%

N/A

Overheads as a % of turnover

9.5%

10.9%

N/A

Sector Scorecard

Units developed (absolute)

Return on capital employed
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Glossary of Terms
Assets are our properties and any other valuable things
that we own.
Average cost of funds is the cost of our borrowing.
Bad debts are the income we lose in a year due to rent
arrears and other unpaid debts expressed as a percentage
of the annual rent debit.
Balanced scorecard methodology is a way to assess
performance against customer, financial, growth and
operating performance targets.
Benchmarking is comparing how we perform compared
to other organisations.
Capital is the amount of money we invested in homes
when we bought, modernised or built them.
Debt per unit is the amount of borrowing we have divided
by the number of properties we have.
Depreciation is the reduction in value of an asset through
wear and tear over time.
Gearing is a financial calculation which shows the
borrowing we have as a percentage of the value of our net
assets.
General needs is housing that is available to rent at a
lower cost than privately rented properties and with access
to some additional services.
Gross operating margin is the percentage of money we
have after receiving our income and paying our running
costs, before tax and interest charges.
HCA is the Homes and Communities Agency. This public
body regulates social housing providers in England.
Independent Living is housing where older people can
live in a community specifically developed for them.
LEAN is creating more value for customers with fewer
resources by reducing waste
Major repairs cost per unit is what we spend on major
repairs, divided by the number of properties we have.
Management cost per unit is both the cost of our
salaries, buildings and equipment and what it costs us
to manage each property, divided by the number of
properties.
Median is the middle point in a range of values/figures.
Net assets are the value of our properties and any other
valuable things that we own, after deducting our current
liabilities.
Net operating margin is the percentage of money we
have after receiving our income and paying our running
costs, tax and interest charges.
Net operating surplus is the money we have left after
receiving our income and paying for the cost of running
our day-to-day services, staff wages, insurance and taxes,
but excludes the cost of interest and major repairs and
improvements.

Net present value (NPV) assesses the discounted cash
flow of income and expenditure over a period of time for
our properties expressed in today’s money.
Net surplus per unit is the money we are left with after we
have paid all our overheads including the cost of running
our services, staff wages and taxes divided by the number
of properties we have. It excludes the cost of major repairs
and improvements.
Operating costs are our day-to-day expenses.
Operating surplus is what we have left from this when we
have paid our running costs, except loan repayments.
Progress Forward is our major programme of change
to improve operational efficiency and to transform and
modernise the services we provide.
Quartile is one of the three points that divide a range of
data into four equal parts. Top quartile means highest 25%
which can be good or bad depending on the indicator.
Responsive/cyclical cost per unit is the amount of
money we spend maintaining our properties, divided by the
number of properties we have.
Return on assets is the money we make from our
properties, expressed as a percentage of their value.
Return on capital is net surplus after depreciation as a
percentage of capital.
Social value is the collective benefit for a community (or
for society as a whole) arising from a particular action or
activity.
Supported Living is housing specifically designed for
people who need additional support to enable them to live
in a community. This type of housing is often developed for
people with learning disabilities.
Progress Lifeline provides a system of alarms and alerts
which allow people to live independently in their homes with
the peace of mind of knowing that appropriate help is sent
in the event of assistance being required.
Turnover per unit is the money we bring in divided by the
number of properties we have.
Units are the number of properties. ‘Per unit’ is a
calculation Progress Housing Group Value For Money SelfAssessment 2016/17 page 63 obtained by dividing by the
number of properties.
Voids are empty homes and Void loss is the percentage
of the potential income we lose in a year when properties
are empty between tenants.
Voids performance is the income lost during the time that
properties are empty.
Whole business targets are an approach to ensure each
part of the business contributes to further improvements.
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Progress Housing Group
Sumner House, 21 King Street,
Leyland, Lancashire PR25 2LW
t: 03333 204555
e: enquiries@progressgroup.org.uk
w: www.progressgroup.org.uk
Follow us on Twitter
@ProgressHG

