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Introduction

Progress Housing Group is about far more than just housing; it’s about helping people  
to enjoy a better quality of life, with more opportunities to live in safe, quality homes.

We are a group of five companies who work together to provide more than 10,000 homes  
to people across England and Scotland.

Our vision is “to have a positive impact on people and communities by providing high quality 
homes, supporting independence and creating opportunities”. To deliver this vision, we provide 
a range of housing options to people at different stages in their lives and with different needs. 

The services we offer include:

General needs rented housing 
– homes available for rent at a 
lower cost than privately rented 
properties and with access to 
some additional services like 
money advice.

Supported living – housing 
specifically designed for people who 
need additional support to enable 
them to live in the community. This 
type of housing is often developed 
for people with learning disabilities. 

Housing for older people – this 
includes sheltered housing, where 
older people live in a community 
developed specifically for them.

Shared ownership – a way of 
helping people get onto the property 
ladder by buying a share in a new 
home and renting the remainder; 
over time they can increase the 
share they own and eventually  
buy all of their home if they wish.

Key worker accommodation 
– homes for people who 
provide key public services; 
we currently provide this type 
of accommodation for NHS 
employees in Lincolnshire.

Market rented homes – homes 
available for rent at the same 
price as privately rented homes.

Refuge and homelessness 
services – we offer a range of 
services for people who have 
suffered domestic abuse and 
those at risk of homelessness.

Social alarm and telecare 
services – this system of 
alarms and alerts allows people 
to continue to live independently 
in their own homes as their care 
needs increase.
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The savings and efficiencies we make through VFM 
activity can be used to provide more new homes for 
people who need them; invest in local communities 
so they offer a safe and healthy place to live; and 
support people to achieve more opportunities and 
independence. This in turn further supports the  
VFM agenda.

There are three key plans and strategies which 
support us in delivering VFM in our work. 

 Value for Money Strategy

 Group Business Plan 2014-18

 Long term financial plan.

The work we deliver is prioritised and directed by 
our Group Business Plan. This has recently been 
approved and sets out clearly the things we want to 
achieve by way of our five strategic aims (see page 7). 
Each of these aims helps us achieve VFM in our work. 

A series of priorities have been set which support 
each of the strategic aims. These help us to deliver 
improvements to our services, achieve high levels of 
customer satisfaction and remain financially strong. 
The priorities are supported by clear performance 
measures and are delivered by a dedicated team  
of staff.

VFM plays an important part in delivering our 
aims because it helps us to:

 make savings so that we can build more homes 
and deliver more services to our tenants and wider 
customers

 be financially strong enough to withstand the effects 
of changes to the benefits system on our tenants

 actively manage our properties and ensure they are 
well maintained, in demand and we understand 
how they contribute to the financial performance of 
the organisation

 manage our pension liabilities – the money we need 
for making future pension payments for our staff

 reduce our management costs, per property  
we own

 reduce our gearing levels – this is a financial 
calculation which looks at an organisation’s level 
of borrowing compared to its capital (its big assets 
such as the buildings it owns). It is shown as a 
percentage so, for example, if a company has 
£6,000 debt and a building worth £10,000, its 
gearing would be set at 60%. We want to reduce 
our percentage. 

Value for money 
at Progress

Value for Money (VFM) is at the heart of the services we deliver;   
we want to ensure we are offering the best possible services  
we can in the most efficient and effective way.
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As a Group, we operate within a newly established 
“virtual collapsed” structure. This means that although 
we have a number of smaller housing associations 
which sit under the Group – New Progress Housing 
Association (NPHA), New Fylde Housing (NFH) and 
Progress Care Housing Association (PCHA) – we 
operate as one. Our Group Business Plan and VFM 
activities reflect this approach.  A charity which works 
with young people who are homeless or at risk of 
becoming homeless, Key Unlocking Futures, is also 
part of our Group.

Responsibility for delivery of VFM rests with our Board 
and Executive Team. The Board recognises and 
understands the requirement to ensure we are well 
governed; are aware of our financial risks; and remain 
financially viable whilst facing external challenges and 
pressures. The Board has approved how we manage 
VFM – our value for money strategy – which has 
been developed with officers through away days and 
discussions at board meetings. The approved strategy 
is based on five “work strands” which help us focus 
on specific activity areas. These are:

1. Income strategy and asset usage

2. Cost strategy and expenditure areas

3. Procurement

4.  Profitability, benchmarking and customer 
satisfaction

5.  Financial controls, fraud, loss prevention  
and contracting.

The Board has approved this year’s VFM  
self-assessment and strategy. They have done this to 
ensure that we continue to deliver VFM in line with our 
approved business plan objectives. 

Our VFM strategy demonstrates how our spending is 
prioritised and how income and assets are maximised. 
The business plan sets out the priorities, which in turn 
links to our long term financial plan and the budget 
setting process. The financial plan includes specific 
target savings to help reduce operating costs per unit 
over time.

You can read copies of these  
documents on our website,  
www.progressgroup.org.uk,  
by clicking the links below:

Value for Money Strategy 
2014-18 Group Business Plan

http://www.progressgroup.org.uk/
http://www.progressgroup.org.uk/Resources/ProgressHousing/PHG/Docs/Publications/group-business-plan-2014-18-final-29714-pm.pdf
http://www.progressgroup.org.uk/Resources/ProgressHousing/PHG/Docs/Publications/vfm-strategy-review-june-14-v2.pdf
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By ensuring VFM is embedded across Progress, 
we are also supporting our strategic aims. Our five 
strategic aims are detailed below.

1. Put customers at the heart of our business

VFM is very important to our customers. 88% of 
our tenants feel the rent they pay is good value for 
money. As costs rise over time and the services 
we offer increase, we want to maintain this high 
level. This will in turn maintain greater customer 
satisfaction and loyalty, which will ultimately 
strengthen our business.

2. Serve local communities

We want to provide more than just high quality 
homes, we also want to support independence 
and create opportunities for our customers. To do 
this we need to be efficient and target the money 
we spend in the community wisely.

The savings we are making over the next three 
years will help us continue our community 
engagement activities. We will also be targeting 
our community investment work to ensure it can 
have the greatest impact – not just financially but 
for its wider social value also.

Our procurement strategy is also being updated to 
promote the local employment of subcontractors 
and our customers.

3. Provide excellent services

We want to invest in services to make 
improvements which our tenants want or need. 
We have held a series of events and consultations 
with them to understand their priorities.

Our tenants have told us the services most 
important to them are:

 repairs

 estate management (for example grounds 
maintenance and providing enough car parking 
spaces with our homes)

 community safety

 aids and adaptations, particularly for older tenants

 community involvement, particularly for our 
active tenants.

These priorities have been included in our Group 
Business Plan, along with a number of other 
targets to improve VFM across the organisation.

4.  Continue to grow the organisation to meet 
housing need

We want to build more homes to meet people’s 
housing needs and we also want to make the 
organisation bigger because it will help us become 
more cost effective.

Over the next five years, we plan to make targeted 
savings. This is to help us develop around 1,000 
new homes over the same period of time, at a 
cost of more than £85m.

We believe our social alarm and Telecare services 
are a very important part of our business and we 
want to expand these to serve more people in 
need of these services and increase efficiency.

5. Build an even stronger organisation

If we are financially strong, we can achieve all of 
our strategic aims and take some measured risks. 
Over the last five years, we have seen our “net 
surplus” increase by £7.8m, an increase of more 
than 200%. A net surplus is the money we are left 
with after we have paid all our overheads including 
the cost of running our services, staff wages, 
insurance, taxes and loan repayments. We want 
to further increase this surplus and reduce our 
operating costs – our day to day expenses. 

VFM and our 
strategic aims



What is the 
group's current 

position?

  The quality of our services is high and overall 
satisfaction rates are exceptional.

  The homes we provide are generally well designed 
and well maintained, in popular locations and make 
a good return on their investment.

  We have a strong track record of achieving high 
levels of growth through close partnership working 
with a range of organisations.

  Our management costs are above average and 
this is in part due to the organic way our structure 
has developed over time.

  There is a drive for improved performance. The 
high quality of our services does warrant costs 
which are above average but we aim to improve 
our position by reducing our average management 
costs and by further improving the review of the 
economic and social value of assets. See right for 
our current priorities in this area.

Our current priorities to improve performance

 Complete a “virtual collapse” of our Group structure

  Standardise working practices across the 
organisation and modernise our IT infrastructure

  Improve our understanding of the relationship 
between cost, quality and performance at  
a service level

  Improve procurement practices across the whole 
organisation

  Use our asset management strategy to identify  
and deal with properties and housing schemes that 
are performing relatively badly. The strategy already 
brings economic and wider social factors to bear 
on the decision making process; the Group will 
refine the tools it uses to improve this still further 
over the next two years.

8
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   We delivered 11 specific actions from our VFM 
action plan, which we developed last year and you 
can read details of these on page 10. The 2014 
actions identified are on schedule and form part of 
our 2014 targets, which you can read on page 28.

   Our performance was very good overall. We 
monitor the success of our work and services using 
a series of targets and measures known as Key 
Performance Indicators (KPIs). We have 28 of these 
in total and last year we exceeded our targets on 
20 of them. We almost met four targets and did not 
meet the target on a further four. We will work to 
improve these areas. Our performance indicators 
are detailed in our Group Business Plan, available 
on our website www.progressgroup.org.uk

   We developed £23m of new social housing, 
including £12m at affordable rents. Delivering more 
new homes is a key part of our strategic aims and 
our ability to continue to do this shows how our 
financial strength is growing, as we are continuing 
to build new homes despite less grant funding 
being available from the Government. We funded 
the cost of this in the following ways:  

   60% from cash flows – the money we bring 
into the organisation through rent and charges 
for other services

   25% from borrowings

   10% from the sale of properties we no longer  
wish to keep

   5% from government grants.

   We have worked to contact 877 tenants who 
were potentially impacted by the under-occupation 
change as a result of the welfare reforms introduced 
in April 2013. So far, we have helped 64 people 
move to a more suitable home and a further 44 
have registered to move to a smaller property. We 
have also adapted our plans to build new homes, to 
account for this change in housing need for smaller, 
one and two bedroom homes.

   Our financial surplus was £11m in March 2014.  
This is the highest it has been and is 18% higher 
than the previous year. This will allow us to develop 
more new homes without having to borrow.

   We invested £500,000 in community projects,  
which in turn helped generate £400,000 for the 
local economy.

   We completed 99.5% of repairs on time, making 
us one of the best performing housing associations 
in the North of England, compared to similar size 
organisations.

    We saved £400,000 through reviewing our contracts 
and identifying ways we could save money.

Key VFM  
achievements  
from 2013-14

http://www.progressgroup.org.uk/Resources/ProgressHousing/PHG/Docs/Publications/group-business-plan-2014-18-final-29714-pm.pdf
http://www.progressgroup.org.uk/
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Strand Action  Outcome

1.  Income strategy  
and asset usage

Continue the rolling programme 
of sheltered scheme reviews 
and implement action plans 
accordingly.

Nine scheme reviews have  
been completed with one 
scheme demolition underway.

1.  Income strategy  
and asset usage

Change future development 
strategy in response to the 
affordable homes programme  
for new developments.

We have changed our strategy  
so that we will now develop one 
and two bedroom properties.

1.  Income strategy  
and asset usage

Minimise the extent to 
which shared ownership 
accommodation is provided 
in new developments, where 
demand is limited.

We converted six unsold  
shared ownership homes to 
social rent and negotiated with 
our regulator so that we did 
not need to provide shared 
ownership in one of our new 
developments, as demand in  
the area these were built was  
low for shared ownership.

1.  Income strategy  
and asset usage

Continue to bring services  
in-house for Progress Care 
Housing Association, with the 
aim of reducing service charge 
costs to customers.

We had a target for 100 of our 
Progress Care schemes to be 
managed internally – instead 
of being managed by another 
organisation – and we have 
exceeded this.

10

How we performed 
against our 2013/14 
value for money  
action plan
Last year, we developed an action plan outlining the specific  
things we wanted to achieve to deliver value for money.  
We had delivered all of these actions by the end of April 2014.
The table below outlines each of the 11 actions, which strand of our VFM strategy each action supports  
and what was the outcome of the work we delivered.

10
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Strand Action  Outcome

2.  Cost strategy and 
expenditure areas

Continue to review salaries 
annually across all job types.

Independent benchmarking – 
comparing the salaries we  
pay for specific roles with the 
salaries of other organisations  
- confirmed salaries are within  
the market range. 

2.  Cost strategy and  
expenditure areas

Reviewing the sickness absence 
policies to further improve 
attendance, and strengthen  
training for managers.

We have streamlined the  
processes in this area.

3. Procurement Continue to rationalise  
the number of suppliers  
in the Group.

We reviewed the number  
of suppliers we have to  
reduce administration of this.

3. Procurement Review procurement processes 
to incorporate social value where 
appropriate.

We have developed a 
procurement policy.

4.  Profitability,  
benchmarking  
and customer  
satisfaction

The Group considers its 
operating margin as an  
important indicator. Continue  
to monitor this.

We improved operating  
margin by 1% for year  
ended March 2014.

5.  Financial controls,  
fraud, loss prevention  
and contracting

Review the role of the budget 
panel to improve the strategic 
focus of budget setting and to 
improve engagement with a 
wider range of customers.

We held a budget session  
with our customers for 
transparency.

5.  Financial controls,  
fraud, loss prevention  
and contracting

Continue the programme of 
internal audits to identify areas 
where further efficiencies can  
be made. 

An audit plan has been  
approved for the new year  
and potential gains have  
been identified.

11
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Understanding 
our assets 

Effectively managing our assets – our properties and any other 
valuable things that we own – will help us to deliver good value 
for money and ensure we can sustain the services we deliver 
in the long term. Our regulator, the Homes and Communities 
Agency (HCA), requires us to deliver a number of key elements 
in relation to VFM. One of these is ensuring we have an 
understanding of the return on assets – the money we make 
from our properties – and how this is measured against the 
priorities we have set out in our Group Business Plan. 

12

One of our strategic aims is to “Serve local 
communities” and we want to achieve this by 
ensuring our homes are in communities where 
people feel safe, happy and involved. We therefore 
understand the importance of managing our assets 
and maximising the return on our assets to achieve 
this aim.

Our asset management strategy contains a robust 
assessment of what we need to invest in the homes 
that we own, including the money we need to spend 
to fulfil our energy efficiency strategy. This is based 
on information about the condition of these homes, 
which is externally validated and is fully funded in 
our long term financial plan. We have an established 
approach to monitoring the performance of the 
properties that we own.  
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Our approach to monitoring the performance  
of our properties

   We use an asset management matrix, a grid of 
information which plots out how the property 
is performing when set against sustainability 
and operational indicators. This is used to 
identify issues which can be addressed via the 
appropriate neighbourhood plan or instead it 
triggers a comprehensive review and options 
appraisal, this is a thorough review of what to do 
with the property in the future.

    We carry out a rolling program of scheme by 
scheme reviews of the sheltered housing we 
deliver, to ensure they remain fit for purpose and 
demand is maintained.

   We review the viability of our supported living 
schemes. We identify these schemes for review 
when we see higher than planned void rates 
– the period of time a home is empty - and 
changing needs of the people who commission 
these services from us. These services are 
generally commissioned by local councils.

   We carry out comprehensive assessments 
of new developments are undertaken, using 
financial analysis tools.

This has resulted in us:

   re-modelling bedsits into larger one  
bedroom flats

   closing and demolishing a sheltered housing 
scheme and we now intend to develop new 
housing on this site

    identifying 53 Supported Living Schemes for 
review this year, resulting in four disposals

   selling systems-built properties – often referred to 
as pre-fabs – which required significant investment 
to bring them up to a satisfactory standard.

For other types of accommodation – for example 
our key worker accommodation - performance is 
reviewed against the specific project plan and is 
monitored by our Board. The Board also reviews 
the performance of our market rented and shared 
ownership homes by assessing them against their 
budget performance and business targets. For 
general needs housing, we have identified some 
properties which appear to be performing poorly, 
for early investigation. 

We have recognised that we need to improve in 
this area and we have agreed the active asset 
management approach to measure our “return on 
assets”. Active assessment management helps us to 
understand how each property contributes financially 
to the organisation, by planning out how much 
income it will bring in to us over a 30 year period 
compared to how much we will need to spend on 
this. We then look at the existing and future property 
needs of our tenants and we carry out a detailed 
review of any properties that don’t measure up to 
tenants’ needs or give a financial contribution.

This will improve our performance in this area 
and help strengthen our performance overall, 
supporting us to build new developments, 
strengthen our finances and improve the services 
we provide. 

Return on assets can be measured using a range 
of methods. The table overleaf, which is based 
on 2013/14 information, shows our current 
return on assets by the different types of housing 
we provide. The first column shows the type of 
housing, the second shows what percentage 
this type is of all the homes we own and the third 
column shows the return on assets. This has been 
calculated using “operating surplus” (the money 
we have left when we have paid for the cost of 
running our services, staff wages, insurance, and 
taxes) as a percentage of capital (the money we 
historically invested in these homes when we 
bought them, modernised them or built them).
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2013-2014 operating surplus as a percentage of capital 

Tenure type % of Stock  Group %

General needs 45 3.61

Housing for older people 14 27.08

Supported housing 33 9.00

Shared ownership 1 3.27

Key worker accommodation 6 4.65

Market rented 1 4.99

Total 100 7.64

The vast majority of the homes that we own 
are performing satisfactorily and in line with our 
original forecasts. Our return on assets is 7.6%, an 
increase of 0.4% from 2012/13 and this is higher 
than the housing association average of 4.7%. 
Overall our homes are performing better than other 
housing associations and we are also paying less 
interest than average. We have strong, positive 
cash flows which helps to achieve our objectives, 
including providing new homes and investing in 
improvements to our services.

These calculations provide us with an overview 
and highlight properties we need to further 
investigate. 

We have undertaken a whole stock analysis, using 
historical income and expenditure to assess our 
return on investment. The results of this work 
show only a very small number of schemes that 
need fuller investigation and this work is underway. 
Some identified developments are not making a 
positive return, as they were developed on the basis 
of a planned internal subsidy or other conscious 
strategic decisions, or are underperforming 
because of demand issues or high operating 
costs. In response, we have evaluated alternative 
options to decide whether they are remodelled, 
retained, disposed of or if an alternative use can 
be sought. The Executive Team has delegated 
authority to approve these decisions on behalf of 
the Board to ensure it considers financial, social and 
environmental factors at the highest level.

We plan to develop our asset management 
strategy over the next 18 months by using a 
number of analytical approaches to assess the 
performance of the stock. This includes:

   Using financial analysis tools and annual cash   
flow projections

   modelling that combines financial measures and 
non–monetary factors to assess the social value 
of the stock – the impact it can make on a local 
community and local economy

   a whole stock review of opportunities created by 
open market values (the price our properties are 
worth) and other rental yields such as market 
renting.

This analysis will be undertaken on a range of 
property groupings including location, the different 
types of housing we offer (for example, general 
needs or supported housing) and the different 
types of actual homes (for example, two bedroom 
houses, one bedroom flats, terraced homes,  
semi-detached houses). The outcomes will assist 
the identification of under-performing housing 
which requires more detailed examination. This 
analysis will also identify properties that might 
present other opportunities, for example potential 
disposal for high value housing developments or 
market renting.



Supported living and periodic property appraisal

Property provision for supported living is distinct 
due to the tailor-made nature of the developments. 
Each scheme is commissioned by local council 
social services commissioners or support 
providers, where a specific demand has been 
identified. Individual viability assessments are 
undertaken at the point at which demand for 
a scheme begins to decrease, highlighted by 
either a decrease in requests for people to live 
at the scheme, additional requests for aids and 
adaptations or requests for other improvements. 
The property viability process adopted by the 
Supported Living Team includes early discussions 
with local council commissioners in relation to 
current and future demand and explores options 
for alternative uses for the scheme. Where demand 
is low or nil, all options are evaluated using an 
options appraisal model. 

During the year, three properties were disposed 
of as customer needs changed and the schemes 
were therefore no longer fit for purpose. A further 
property was a listed building and, as a result, 
the cost to maintain it was high. Working with 
the support provider, we found more suitable 
accommodation. The sales proceeds for these 
properties were £600,000, increasing cash flows 
available for reinvestment in existing stock or new 
services. A small loss of £11,000 was incurred on 
the sale of these properties but this would have 
been substantially greater if we had kept them. 
Fifty eight properties have been identified for review 
at year end and current indications are showing 
the likely disposal of six properties during 2014/15 
with £1.1m of additional cash flow for supported 
living. This will give us a small profit of £6,000.

Right to Buy and Right to Acquire

Last year we sold 13 Right to Buy/Right to  
Acquire properties to the people who lived in them, 
with sales proceeds of £500,000 and a small 
surplus of £1,000. We anticipate 12 Right to Buy/
Right to Acquire sales in the new year with a loss 
of £74,000.

New supported living schemes

We have reviewed our development strategy for 
supported living and revised the way we assess 
the viability for new supported living developments. 
Improved contracting arrangements with 
commissioners and support providers will help 
us minimise and manage our risks and reduce 
the potential adverse impact of welfare reform, 
therefore protecting from loss of income.

System Improvements

Improved recording of the maintenance work 
we carry out on properties is being developed. 
This will improve the accuracy of information and 
integrate with asset management plans to forecast 
more exactly, linking to our property maintenance 
strategy. We are planning to link this analysis to 
the current estimated property market values and 
market rents, to better highlight opportunities for 
active asset management.

15
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Welfare reform

In order to minimise the financial impact of 
welfare reform we have taken action to maximise 
occupancy within our properties – the number of 
people who live in a home in relation to the number 
of bedrooms in it. 

This includes:

    allocating properties to families that will fully 
occupy the property

   introducing an Under-occupancy Officer to 
assist tenants wanting to move to smaller 
properties

   assisting tenants extensively in dealing with 
financial issues - this has included working 
closely with local authorities to assist in 
applications for Discretionary Housing  
Payments (DHP).

We have been able to assist tenants with their 
requests to move home and have recently 
introduced a direct matching service for those 
under-occupying their homes. This has resulted in 
the Under-occupancy Officer assisting 64 tenants 
to move to more suitable homes (28 of which were 
a direct match). We have also provided financial 
assistance totalling £24,000 to help people transfer 
to more suitable properties and reduce arrears as 
a result of under-occupancy. A further 44 people 
are still registered for a move to a smaller property. 

In total contact has been made with over 877 
tenants who have been identified as potentially 
under-occupying and we have worked with them 
to assist in a move or amend their benefit award. 

 
 
Comparisons of rent arrears for tenants under-
occupying have reduced from 8.2% in July 2013 
to 6% at the end of the financial year, in April 
2014. Additionally, where there has been direct 
engagement with people under-occupying the 
average arrears are 5.37% compared to 9.84%  
for those not engaging. Work continues to 
contact all tenants under-occupying to minimise 
their arrears. There are only two supported living 
tenants affected by the under-occupancy charge 
and both have elected to “stay and pay”.

We have also reviewed our affordable homes 
development strategy to reflect the changing 
demand for homes as a result of Welfare Reform. 
The majority of new homes will now be one and 
two bedroom properties, resulting in a reduction in 
potential loss of income and ensuring the majority 
of our homes will not be under-occupied.

Sheltered housing review

We have continued to review our offer specifically 
in sheltered housing. Scheme appraisals have 
been carried out on all nine sheltered schemes in 
the Fylde area and this has led to the demolition of 
Naze Court, in Freckleton, Lancashire.  Appraisals 
have recently commenced on our remaining 22 
schemes.  In addition, a recent consultation with 
staff has concluded that the amount of staff time 
delivering scheme activities within our sheltered 
housing can be reduced from April 2014. This also 
ensures we deliver a consistent and joint approach 
to services for sheltered tenants, across the Group.

£
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Treasury management

VFM within treasury management activity 
has been reviewed and this review looked at 
existing and market borrowing costs and cash 
holding. Our review provided assurance that 
this area demonstrates VFM. It was undertaken 
in conjunction with external treasury advisors 
to provide assurance that we have the best 
borrowing arrangements possible to help us 
achieve this strategic aim. 

Fraud and insurance

Operating cash flows in an organisation can be 
affected by the strength of internal controls to 
prevent fraud and losses and therefore support the 
maximisation of resources. During the year there 
have been no identified or reported cases of fraud 
and we have not suffered any material losses. 
Reduced risk premiums of approximately 

£150,000 per year have been achieved and at the 
same time we have increased our work to manage 
and minimise our risks for insured losses. We have 
also improved contracting arrangements to better 
protect us in the event of contract disputes.

Non-social housing income

Turnover from our social alarm services grew 
by 3.6%, contributing income of £1.4m. As 
this service is not asset intensive, its financial 
contribution is strongly positive. We are involved 
with partners to help shape services in the future, 
improve the length of contracts and deliver 
continued income.

The Progress Plus initiative – our central heating 
and boiler repair service - has been reviewed and 
terminated as it no longer contributed positively  
to our surplus. 

Understanding  
the importance  
of financial  
strength

Our fifth strategic aim is to “Build an even stronger 
organisation” and our intention is to ensure the Group is well 
managed, efficient and financially strong. The financial surplus 
for March 2014 is the highest achieved at £11m, an increase 
of 18% on the previous year. This surplus will enable new 
housing development, in accordance with the business plan 
targets, with minimal external borrowing.
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Understanding 
environmental and 
social impact on 
communities

18

Energy efficiency advice

We recognise that environmental returns are 
important and we have worked in partnership 
with local councils to deliver affordable warmth 
strategies. We have been able to access green 
doctor services provided by Groundwork Trust 
in the Fylde area by supporting the local council 
in its bid for affordable warmth funding. This has 
resulted in 32 visits to tenants identified as being  
in fuel poverty, to provide energy efficiency advice. 
As a result, a total of 28 tenants had energy 
efficient measures installed. The outcome of this 
will be monitored over the next 6-12 months to 
measure the impact on individual tenants. 

Air source heat pumps and solar panels

At Bolton’s Croft, Salwick, we have eight properties 
that have no gas mains supply as none is available 
in that location. This has meant these homes were 
being heated by electricity, which is expensive.   
In response, we have installed air source heat 
pumps supported by grant funding through the 
Energy Savings Trust. This subsidised 31% of 
the installation costs. The tenants are extremely 
happy that they are now able to heat their homes 
effectively and far more efficiently throughout the 
year. 

There are regular articles in Progress People  
(our supported living tenants’ magazine) on 
energy saving tips along with sessions at tenant 

involvement meetings. The most recent article can 
be read on our website www.progressgroup.org.uk

In addition, energy costs and tips for saving 
energy are now a regular agenda item in all tenant 
meetings. Work sheets and quizzes from the 
Energy Savings Trust website are used to help 
tenants understand more about saving energy and 
therefore reduce costs to them. Solar panels have 
also been installed on some developments which 
has generated £72,000 additional income for us 
during the year.

Community investment

Our second strategic aim “Serve local 
communities” includes a priority to generate social 
value within our communities through a range of 
activities. This can be done in a number of ways 
and we have analysed the social impact of projects 
supported by our Community Investment Fund 
(CIF) and our employment, training and business 
start-up service Progress Futures. We have set out 
to provide at least £1.5m of specific funding via 
our Community Investment Fund. Using a simple 
measurement model known as LM3 - which 
measures the local economic impact of investment 
– we can show that £500,000 of recent investment 
in these areas has generated an additional £400,000 
into the local economy. This means that by providing 
funding for community related projects, we are also 
creating spending in the local area.  

http://www.progressgroup.org.uk/Resources/ProgressHousing/PCHA/Docs/Newsletters/2431%20-%20PCHA_autumn%202013_web.pdf
http://www.progressgroup.org.uk/
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New Fylde Futures is a sport-based diversionary 
activities programme that delivers sessions for young 
people across Fylde communities. Since 2012, the 
initiative has engaged with nearly 180 young people, 
many of whom live in one of our properties. As well 
as engaging young people in sports, the project has 
resulted in improvements in behaviour of the young 
people who attended and has supported three of 
them into further training (FA Level 1 Coaching; BTEC 
Level 3 course and the National Citizenship Service). 
This has been delivered in partnership with Blackpool 
Football Club, which means that investment is kept 
in the local area. The project cost £50,000 in total, 
supported with a Community Investment Fund award 
of £20,000 and salary costs of £38,000, resulting in 
an LM3 measure of an additional £28,000 into the 
local economy.

Digital Futures is our digital inclusion project. It has 
been funded by our Community Investment Fund 
and the Department for Work & Pension’s Digital 
Deal programme. The project was made up of five 
elements: launch roadshow; get online booklet; the 
creation of tenant zones; establishing a programme 
of digital champions; and a series of training 
opportunities. It has created long-term sustainability 
with the development of tenant zones and digital 
champions, which will be particularly important to 
support tenants during the roll out of Universal Credit. 

The project cost a total of £49,000, with a Community 
Investment Fund award of £29,000 and trainer costs 
of £16,000. This indicates an LM3 measure of an 
additional £18,000 in to the local economy.

Spend on community investment has been 
benchmarked and it shows that 73 housing 
associations invested £15m in community 
investment activities which represented 0.62%  
of turnover and £20.42 spend per property.  
Our investment in 20 13/14 was 0.43% of turnover  
and £23.11 per property.

Progress Futures is a free service to customers and 
their families. Since October 2013 we have supported 
15 customers into employment, arranged for 10 to 
undertake training or education and established work 
experience placements for 11 customers.

We have also held a number of initiatives to raise 
awareness with suppliers to explore the social 
value they can offer, including a breakfast briefing 
for suppliers around the work of Progress Futures. 
Please visit our website for more detail on this 
initiative www.progressgroup.org.uk

http://www.progressgroup.org.uk/
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Our third strategic aim is to “Provide excellent 
services” and we want these services to meet  
our customers’ aspirations and needs. To achieve 
this we aim to match the top quartile – be in the 
top performing 25% – of housing associations of 
similar type. In order for us to achieve this, our VFM 
strategy has a key strand outlining the importance 
of profitability, benchmarking and customer 
satisfaction.

We compare our performance against a number 
of sources including the HCA’s assessment of 
annual performance, HouseMark, external housing 
association publications and internal reviews. 

Performance information is shared with our  
Board, employees and tenants on a quarterly  
and annual basis, with appropriate comparators  
to assess performance against peers via the 
balanced scorecard approach.

HCA global accounts benchmarking

Our key performance indicators and how we 
compare with the sector, as reported by the HCA 
in the Global Accounts, are on the following page. 
The most up to date information available for us to 
benchmark with the sector is derived from 2013 
statutory accounts. Our 2014 performance from  
our accounts is reported.

A further key element of our regulatory requirements in relation 
to VFM is that we set out the costs of delivering our services.

20

How does the  
group compare  
against others for  
service delivery?
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KPI 2014 PHG 2013 PHG 2013 Sector

Gross operating margin (this is the percentage  
of money we get back from the money we spend  
every year, before tax)

33.7% 32.5% 26.7%

Net operating margin (this is the percentage of money 
we get back from the money we spend every year, 
after tax)

16.5% 15% 13%

Operating surplus per unit (this is the amount of money 
we are left with after we have delivered all our services 
and paid all our overheads and running costs, divided 
by the number of homes we own)

£2,349 £2,165 £1,473

Effective interest rate (this is the rate of interest we pay 
when we borrow money)

4.5% 4.6% 4.7%

Management cost per unit (this is both the cost  
of our managers’ salaries and what it costs us to 
manage each property)

£985 £985 £876

Responsive/cyclical cost per unit (this is the amount  
of money we spend maintaining our properties,  
divided by the number of properties)

£953 £884 £1,041

Major repairs cost per unit (this is what we spend on 
major repairs divided by the number of properties)

£799 £749 £1,297

Properties failing the decent homes standard 0% 0% 1.0%

Void loss (this is the percentage of the potential income 
we lose in a year when properties are empty between 
tenants)

2.5% 
(excluding 

PCHA)

1.32% 
(excluding 

PCHA)

1.7%

Bad debts (this is the percentage of income we lose  
in a year due to rent arrears and other unpaid debts) 

1.47% 
(excluding 

PCHA)

1.51% 
(excluding 

PCHA)

0.9%

When we compared our performance with other 
housing associations, we noted:

   Our operating margin for the year ended 31  
March 2014 has improved by over 1% and 
remains significantly above the sector average.  
In particular New Fylde Housing’s financial 
surplus has increased by over 30% in the year. 
The operating surplus per unit has increased by 
over 7% compared to last year and for 2013 was 
47% above the sector average.

   The cost of borrowing is competitive and  
lower than the sector average.

   Management costs per unit remained static last 
year but we are still above the sector average.

    Combined revenue repair costs, whilst below  
the sector, have increased from last year.

    Voids and bad debts also remain higher than  
the sector average. Actions in these areas are 
detailed on page 23.



22

KPI NPHA NPHA 
Quartile

NFH NFH 
Quartile

NPHA/NFH 
Average

Peer Higher/
(lower)

Current 
arrears

3.1% Lower 2.6% Median 2.9% 2.6% 0.3%

Rent 
collected

98.9% Median 99.4% Median 99.1% 99.3% (0.2%)

Void loss 0.75% Median 2.1% Lower 1.23% 0.97% 0.26%

Responsive 
repairs 
completed 
on time

99.5% Top 99.5% Top 99.5% 97.2% 2.3%

Gas 
servicing

100% Top 100% Top 100% 100% 0

Decent 
homes

100% Top 100% Top 100% 100% 0

Housemark benchmarking

Our position in comparison with peers via 
HouseMark for our subsidiaries NPHA and NFH is 
benchmarked annually. The peer group comparison 
is with housing associations which have between 
2,500 and 7,500 homes in the North West, North 
East and Yorkshire areas and contains 11 peers in

the comparator group. The 2013 KPI, cost per 
property and satisfaction information is shown below. 
Please remember, if we are in the top quartile we 
are among the top performing 25% and if we are in 
the lower quartile, we are among the lowest level of 
performance compared to other housing associations.
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Cost per 
Property

NPHA NPHA 
Quartile

NFH NFH 
Quartile

NPHA/NFH 
Average

Peer Higher/
(lower)

Arrears 
and rent 
collection

£100 Median £135 Median £112 £135 (£23)

Involvement £73 Median £130 Lower £93 £76 £17

ASB £126 Lower £114 Lower £122 £75 £47

Tenancy 
Management

£85 Median £128 Median £100 £104 (£4)

Satisfaction 
Area

NPHA NPHA 
Quartile

NFH NFH 
Quartile

NPHA/NFH 
Average

Peer Higher/
(lower)

Services 
provided

93% Top 92.6% Top 92.9% 89% 3.9%

Repairs and 
maintenance

86.3% Median 86.5% Median 86.4% 85.8% 0.6%

Views 
taken into 
consideration

79.7% Median 75% Median 78% 76% 2%

This shows that our performance is not as good 
as our peers on voids and rent arrears. Arrears 
performance has remained static with last year’s 
levels, repairs response times have improved since 
last year but the voids position has deteriorated. 

We have a strategy which is underway is to remodel 
bedsit accommodation in the Fylde area to provide 
appropriate accommodation which will lead to an 
improvement for voids. In addition, substantial work 
has been undertaken across general, sheltered and 
supported housing services to refine the process of 
void management, which will integrate better with the 
core housing management computer system we use. 
This will allow a more consistent and improved voids 

management process for staff. For 2013/14 we have 
reviewed and streamlined our arrears processes.  
The financial inclusion team have recently introduced 
a new system to identify tenants at risk of falling into 
arrears. This will accelerate and target support to 
those most at risk.

As PCHA provides a unique service to its customers, 
there are no identified peers and therefore HouseMark 
benchmarking is not undertaken. We are currently 
working with some supported housing providers 
through the Housing and Support Alliance group to 
benchmark costs and expect to have this data by 
March 2015. As part of the asset management, we 
will compare properties within the PCHA portfolio.

The above table indicates that costs for delivering customer involvement and ASB services are higher than 
our peers on average. However, it should be noted that satisfaction levels exceed peers in all categories as 
indicated below.

This shows that for all satisfaction indicators we 
are either above or in line with our peer group, 
and this has also improved since last year. In 
addition, our annual customer involvement survey 
showed that 98.7% of respondents thought that 

the community involvement activities represented 
either “ok” or “good” value for money. The annual 
ASB satisfaction survey also showed that 96.3% 
of respondents were either “satisfied” or “very 
satisfied” with the service provided.
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Overhead  
as a % of 
Turnover

NPHA NPHA 
Quartile

NFH NFH 
Quartile

NPHA/
NFH 

Average

Peer Higher/
(lower)

Office 0.1% Top 1.2% Top 0.5% 1.7% (1.2%)

IT 3.1% Median 1.9% Median 2.7% 2.7% 0

Finance 1.4% Median 2.2% Median 1.7% 2.0% (0.3%)

Central  
support

4.2% Median 7.0% Lower 5.2% 6.4% (1.2%)

Overall, our overhead costs as a percentage of  
our turnover indicates that performance is median 
in the range top quartile indicates we are cheaper, 
bottom quartile more expensive). As part of the 
service cost strategy, lower and median corporate 
and business areas will be reviewed to implement 
actions to reduce costs. Benchmarking of our 
corporate services has been commissioned which 
will tell us how we compare in more detail and 
enable improvement actions to be implemented.

Our first strategic aim is to “Put customers at the 
heart of our business” and to help us achieve this 
our Customer Scrutiny Panel undertook two major 
reviews focused on anti-social Behaviour (ASB) 
and the customer experience in reporting repairs. 
As a result, CCTV and noise monitoring equipment 
was bought to assist with ASB cases and this 
has delivered over £38,000 in annual savings. In 
calculating these savings, we have looked at the 
likely costs which would have been incurred has 
we continued to use external providers of this 
service, excluding the initial cost of purchasing the 
equipment. In addition to this, we have continued 
to make efficiency savings from undertaking legal 
action using our own staff instead of engaging 
external solicitors. This has saved the Group over 
£8,000 in the last financial year. 

Following wide consultation and review of the 
scrutiny function across Group, we have now 
established a Scrutiny Pool, which encompasses 
a number of scrutiny functions already in existence 
e.g. mystery shopping, tenant inspectors, green 
inspectors. The Scrutiny Pool has established two 
areas for review early in 2014/15 which includes: 
repairs response times and services offered to 
assist tenants as a result of the Welfare Reform 
changes, specifically looking at the impacts of 
under-occupation for tenants in receipt of Housing 
Benefit. It is envisaged that recommendations  
to improve services and communications in relation  
to under-occupancy will increase the numbers of 
tenants engaged with, which will in turn  
help maximise income for those tenants and 
minimise arrears. 

The benchmarking above has identified areas 
above the average for cost of some services. 
These specific areas will be reviewed to determine 
cost and service standard provision to balance the 
position with cost and quality, in line with meeting 
the strategic aim objectives.



25

Indicator PHG Housing 
Association  

A

Housing 
Association  

B

Housing 
Association  

C

Housing 
Association  

D

Units (number of homes) 9,630 12,350 16,500 19,860 20,950

Operating surplus/turnover (Turnover 
is all the money which comes into an 
organisation and an operating surplus 
is what we have left from this when we 
have paid our running costs, except 
loan repayments. The percentages 
on the right shows how much of our 
turnover becomes a surplus)

33% 27% 29% 28% 35%

Net surplus/turnover (Turnover is 
all the money which comes into an 
organisation net surplus is what we 
have left from this when we have 
paid our running costs and our loan 
repayments. The percentages on the 
right shows how much of our turnover 
becomes a net surplus)

15% 12% 10% 12% 20%

Debt per unit (this the amount of 
borrowing  we have, divided by the 
number of properties we own)

£27,000 £12,600 £23,300 £30,200 £16,500

Gearing (this is a financial calculation 
which shows the borrowing we have as 
a percentage of all the value of all the 
properties we own)

55% 53% 41% 82% 44%

Average cost of funds (the cost of our 
borrowing)

4.4% 5.3% 4.1% 4.0% 5.0%

Turnover per unit (the money we bring in 
divided by the number of properties we 
have)

£6,646 £4,130 £5,231 £6,143 £4,439

Net surplus per unit (what we are left 
with after deducting all our running costs 
and loan repayments from the money 
we bring in divided by the number of 
properties we own)

£966 £510 £461 £710 £845

Peer group benchmarking

We compare our performance with other housing 
associations annually. The comparison of our 
2013 data against some providers Social Housing 
magazine’s “Top 45 mixed group” category is 

detailed below. These providers have been selected 
as they are the most similar to us in terms of the 
number of properties owned and have all obtained 
funding in the public markets.

This benchmarking shows that, for our size we are significantly performing above most of this group for 
surplus to turnover and turnover per unit calculations. We do, however, have high debt ratios in terms of 
debt per unit and gearing, which is why we have a strategy is to reduce these over time.
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Our procurement activities support all of the 
strategic aims within our VFM strategy and 
enable us to facilitate and fund community 
activities such as assisting unemployed tenants 
into work, delivering welfare reform and anti-
poverty strategies to improve budgeting skills 
and reducing our tenants’ living costs.  We are 
also reducing the cost of interest charges for new 
housing developments by reducing drawdown 
requirements of new funding by increasing 
operating surplus. This means that we are 
increasingly able to use more cash for new  
housing rather than borrowing more, as more 
loans mean more interest charges.

In summary this year the Group:

   achieved £400,000 savings through  
procurement activities

   demonstrated active treasury management 
which has derived direct cash savings of 
£100,000 through minimising cash holdings –  
by planning carefully when you will spend money 
you can save a lot of money in interest – and we 
have also seen a £300,000 improvement against 
budget due to loan portfolio management

   realised reductions in service charge costs to 
PCHA tenants. The average weekly service 
charge per tenant has reduced by 16% or £5.86 
in 2014/15 when compared to 2013/14. This  
has been achieved through reducing services  
no longer required or actual cost savings.

   achieved £47,000 ASB savings

   achieved £38,000 scrutiny panel savings

Procurement

We have continued with a review of contracts 
across the Group, with a total contract value 
of over £6m. This has achieved savings of 
£400,000 (14%) on an annual spend of £2.6m. 
Contract savings have included furniture, grounds 
maintenance contracts, insurance, assisted 
living technologies, stationery, cleaning materials, 
vehicle hire and washroom services. The contract 
reviews have also led to savings for our tenants 
with reductions in service charges. They have also 
resulted in reduced operating costs and process 
or management information improvements, which 
form part of future budgets. 

A further key element of our regulatory requirements in 
relation to VFM is that we demonstrate past VFM gains  
and show how these have and will be realised over time.

What efficiency 
gains did we make 

in 2013/14?
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Some of these contracts are via public frameworks, 
enabling us to access savings by aggregating 
spend with other companies and this also reduces 
procurement costs associated with OJEU – EU 
governed procurement for high value contracts. The 
savings generated help us to manage our operating 
costs levels and improve surpluses for reinvestment. 
Going forward, we are developing our procurement 
activities to include social value elements.

Tenants and staff are involved in procurement 
activities to ensure service delivery considers cost, 
quality and satisfaction. As part of the procurement 
reviews, the social value impact is considered. This 
can be seen through the division of larger contracts 
into smaller lots with positive impact on small and 
medium size businesses; working with suppliers 
with a strong local presence as an employer; and 
the substitution of environment friendly products  
at no extra cost. The procurement policy has been 
further developed with greater emphasis on this 
area and also on tenants and staff consultation.

Service reviews

Service delivery to our tenants in supported housing 
has been improved by bringing in-house more than 
100 schemes for service charge management, 
which were previously managed by support 
providers. Joint working between New Progress 
Housing Association and New Fylde Housing has 
continued with the centralisation of a service charge 
team to improve consistency and provision and help 
cost comparison. Joint working is now in place for 
all areas of operation. There are further changes 
being made to the operational working of all areas, 
including mobile working initiatives, which will mean 
our staff will be able to spend more of their time 
delivering frontline services in the community and 
reducing unnecessary calls back to the office. 

We have historically provided some caretaker 
services through internal resources and funding 
from our Community Investment Panel. Following 
consultation with tenants, this has now been 
introduced as a service chargeable item, which also 
provides an excellent service that tenants value.

Management

Management costs per unit for the Group are 
higher than the average, in the region of 12%. 
Over the next two years the change management 
programme will reduce operating costs by over 
£400,000 per year, which represents 5% of overall 
management costs.

Our change management programme is continuing 
and this includes investment in IT. Financial 
assessments have been incorporated into each new 
project to identify efficiency savings which will be 
delivered. Each project must achieve a target rate  
of return. Our financial plans reflect the savings 
and we will reduce operating costs enabling us to 
maximise our capacity to build more new homes.

Within human resources, it has been recognised 
that we are above average compared with our 
peers on sickness absence and as a result we 
have reviewed the sickness absence policy, to 
streamline processes and update procedures. A 
plan is in place to improve productivity by improving 
management in this area. A lower cost pension 
option has been implemented for employees as part 
of the Government’s new auto-enrolment scheme.  
In addition, independent benchmarking analysis 
has been undertaken for pay rises and a sample of 
jobs which indicated that the salaries we pay our 
employees are within market ranges.

Savings of 

£400,000
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Our Group Business Plan sets out our strategic aims and 
priorities, objectives and measures. Specific VFM priorities 
have been included within these aims to help us to continue 
our focus on this. The business plan can be found on our 
website by clicking this link but detailed below is a summary 
of the priorities which link with VFM. Progression against these 
targets will be reported to the Board and will form part of our 
annual self-assessment in 2015.

What are our 2014/15 
targets for improvement? 

Strategic  
aim

VFM strand Priority Measure Outcome Target

1 1. Income 
strategy and 
asset usage

Deliver a 
strategy for 
the provision 
of services for 
older people. 
Remodel 
and dispose 
of poor 
performing 
stock.

Measure 
demand, voids 
and scheme 
viability.

Improved 
asset 
management

Cashflow receipts 
of £1.6m for 19 
property disposals

1 2. Cost 
strategy and 
expenditure 
areas

Improve 
customer 
engagement 
for service 
delivery, 
including 
digital 
technologies.

Project delivery Delivery of 
digital services

Deliver projects on 
time and to budget

1 4. Profitability, 
benchmarking 
and customer 
satisfaction

Maintain high 
customer 
satisfaction 
levels and 
involvement 
in decision 
making.

STAR surveys STAR survey 
in 2014 shows 
improved 
satisfaction 
levels

91.9%

28
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Strategic  
aim

VFM strand Priority Measure Outcome Target

1 4. Profitability, 
benchmarking 
and customer 
satisfaction

Extend Scrutiny 
Pool role to 
increase tenant 
empowerment 
and review 
findings of the 
tenant inspection 
programme.

Board report 
to detail 
outcomes of 
Scrutiny Pool 
activity

Scrutiny 
Pool having 
impact on 
service 
delivery

Recommendations 
implemented

2 3. Procurement Review our 
OJEU tender 
procurement 
mechanism to 
deliver social value.

Report on 
procurement 
activities and 
social value 
contributions

More 
involvement 
in activities 
to deliver 
improved 
social value 
impact

Three significant 
contracts reviewed. 
Social value clause 
in procurement 
contracts.

2 1. Income 
strategy and 
asset usage

Update our asset 
management 
strategy to ensure 
appropriate 
decisions are 
made on poorer 
performing assets.

We will 
understand 
what each 
asset adds to 
the business 
to take VFM 
decisions on 
these assets

Improved 
decision 
making

First stage NPV 
assessment of 
stock completed 
March 2015. 10 
supported living 
properties reviewed 
by October 2014

3 1. Income 
strategy and 
asset usage & 

2. Cost 
strategy and 
expenditure 
areas

Improve 
performance for 
our KPI’s to reduce 
voids and maintain 
arrears 

Assess our 
KPI’s on a 
regular basis

Contain the impact 
of welfare reform 
within financial 
plan levels (group 
average 1.1%).

Reduction in 
general needs and 
sheltered void loss 
to 1% and 1.5% 
respectively.

3 4. Profitability, 
benchmarking 
and customer 
satisfaction

Continue to 
improve customer 
satisfaction with 
our services by 
increasing right 
first time service 
delivery and VFM.

STAR surveys 
and VFM  
self-
assessment

High 
satisfaction 
levels 

91.9%

29
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Strategic  
aim

VFM strand Priority Measure Outcome Target

4 1. Income 
strategy and 
asset usage

Continue to 
develop supported 
housing and 
maximise the use 
of public funds.

Assess our 
performance 
against 
our growth 
targets in our 
KPI’s

New 
schemes 
developed 
in line with 
our rent and 
development 
strategy

100 new units

4 1. Income 
strategy and 
asset usage

Identify 
opportunities 
for new income 
streams.

Report on 
external 
funding we 
have received

External 
funding 
secured 
to deliver 
services

Revenue stream 
budget for new 
contracts £0.18m 

4 1 Income 
strategy and 
asset usage

Develop in 
partnership with 
Preston City Deal 
to provide new 
accommodation in 
our local areas.

We will 
understand 
the cost of 
new provision 
and the 
return of 
any scheme 
within our 
VFM strategy

New homes 
for rent

20 new units 
secured within this 
area

5 4. Profitability, 
benchmarking 
and customer 
satisfaction

Continue and 
extend all current 
quality assurance 
standards and 
accreditations 
and return high 
satisfaction levels.

Board reports 
against 
performance 
on KPI’s

Demonstrate 
meeting 
external 
quality 
assurance 
standards

Maintain 
all external 
accreditations

5 2. Cost 
strategy and 
expenditure 
areas

Improve business 
processes, 
demonstrate VFM 
and continuous 
improvement.

Board reports 
against 
performance 
on KPI’s

Change 
management 
programme 
will deliver 
outcomes in 
terms of staff 
costs and 
improved 
services and 
satisfaction

Achieve all  
28 KPI’s by  
March 2015

30
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Strategic  
aim

VFM strand Priority Measure Outcome Target

5 2. Cost 
strategy and 
expenditure 
areas

Improve reporting 
systems and make 
best use of IT to 
deliver service 
improvement.

Board reports 
on improved 
processes 
and 
outcomes

New reporting 
systems

Delivery of 
projects on time 
and on budget

5 2. Cost 
strategy and 
expenditure 
areas

Continue to reduce 
gearing.

Continue to 
manage pension 
liabilities.

Annual 
VFM self-
assessment

Improved 
financial 
strength

Gearing reduction 
of 0.6%

Pension liability 
discretionary 
payments 
£0.57m

5 All Improve 
service costing, 
procurement, 
asset management 
and service 
benchmarking.

Board reports 
and tenant 
group reports 
on service 
costing and 
benchmarking

More informed 
decision 
making

Inform future 
VFM strategy

5 2. Cost 
strategy and 
expenditure 
areas

Reviewing the 
group structure 
to complete the 
“virtual collapse”.

Board report 
and annual 
VFM self-
assessment

More effective 
operating 
structure

Restructure 
complete by 
March 2015

2 3. Procurement Undertake social 
value exercise with 
a social enterprise 
and multi-national, 
to participate 
in gardening 
contract.

Annual 
VFM self-
assessment

Social value 
research 
completed by 
September 
2014

Evaluate social 
impact

2 3. Procurement Implement green 
champion pilot 
scheme, where 
our tenants train 
as inspectors for 
the gardening 
contract.

Annual review 
visit and 
satisfaction 
survey

Performance 
improvements 
identified and 
implemented, 
leading to 
increased 
customer 
satisfaction 
with the 
service 
provided

20 tenants to 
be trained and 
operational by 
March 2015
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Strategic  
aim

VFM strand Priority Measure Outcome Target

3 4 Profitability, 
benchmarking 
and customer 
satisfaction

Work with 
supported housing 
providers through 
the Housing and 
Support Alliance to 
benchmark costs.

Report Costs 
benchmarked 
against similar 
organisations, 
possibly 
leading to 
efficiency gains 
and improved 
customer 
satisfaction.

Produce 
benchmarking 
information by 
March 2015

2 3. Procurement Continue our 
review of contracts, 
to the value of 
approximately 
£3.9m.

Annual Report Amended 
contract 
arrangements

Deliver £0.1m 
savings and 
social value 
outputs

4 1.Income 
strategy and 
asset usage

Explore the cost 
effectiveness of 
system build, 
which will include 
environmentally 
friendly products.

Research 
undertaken

Report for 
action

Complete by 
March 2015

4 1. Income 
strategy and 
asset usage

Agree a design 
brief for affordable 
housing.  Explore 
the best way to 
obtain resident 
feedback on 
newly developed 
properties to feed 
into the design 
brief review and 
also to continue to 
design out service 
chargeable items 
as far as possible.

Produce brief By producing 
a more 
sustainable 
product this 
will result in 
lower turnover 
and decreased 
void loss.  In 
addition, there 
should be 
reductions in 
maintenance 
costs if the 
specification 
of products for 
new build and 
refurbishment 
development 
align with 
those 
specified by 
our Property 
Services Team.  

Complete by 
March 2015

There are a number of targets which reflect our direction of travel over the next few years including reduced 
management cost per unit and improved processes from system changes.
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Overall 
assessment 

for VFM

The Board recognises the importance of VFM  
to improve our service delivery in a cost effective 
and efficient way. We will continue to strive to  
meet our targets and deliver our plan objectives, 
along with specific savings, and look forward to 
reporting progress to our customers in the next  
12 months.

Our tenants have been involved in setting the Group 
Business Plan priorities, identifying key priorities, 
reviewing services, monitoring performance, 
changing service standards and delivery mechanisms 
and approving the VFM statement.  
 

Our Board has been at the heart of the development 
of the Group Business Plan and the detail of 
the VFM approach undertaken by the Group. 
In particular the Board has prioritised areas for 
further improvement and future action in relation 
to benchmarking, active asset management and 
maximising the return on assets. 

The Board will monitor progress against its plan 
to ensure key business objectives are achieved. 
Each year the Board determines what resources 
are needed to achieve the Group Business Plan 
objectives and agree a range of savings within 
the annual budget setting process. The progress 
against these targets is tracked by the Board 
quarterly and annually.

The Board assesses that we are compliant with the 
HCA’s regulatory standard for value for money. We have a 
comprehensive strategy in place which provides a framework 
for delivering business plan objectives in conjunction with value 
for money outcomes. During the year, specific targets have 
been achieved and areas of improvement have been detailed 
for future action, which we have transparently communicated.
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Appendix i -  
value for money linkages 
across the group
Our vision 
To have a positive impact on people and communities by providing high 
quality homes, supporting independence and creating opportunities.

Our values 
People-focused, Forward-thinking, Genuine, Expert, Collaborative

Group vision 
and values

Group 
strategic 
aims & 

priorities

Group 
business 

plan

Operational 
team targets

Annual 
reviews 

& appraisals

Agreed annual 
priorities
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Appendix ii -  
performance management 
and monitoring
There are a number of tools we use to monitor VFM progress.

These include:

Group business plan – details the priorities for the 
next three years, updated annually 

VFM action plan – has specific areas of focus with 
identified responsibilities, outcomes and target 
completion dates.

VFM self-assessment – details completed 
activities and where the Group needs to 
continue its focus. As the Group is a transparent 
organisation the VFM approach and achievements 
can be seen within the published annual self-
assessment. There is a transparency policy which 
sets out the wider obligations.

Benchmarking – reviewing service provision 
with external sources including Housemark, 
HCA Global Accounts, other benchmarking 
clubs and external publications to enable the 
Group to assess its position against comparable 
organisations.

Customer involvement – engaging with 
customers to involve and obtain feedback on  
VFM targets including through the budget process, 
the annual tenant conference and forums.

Financial planning – incorporation of specific 
efficiency savings within the long term financial 
plans for identified activities. This enables the 
Group to identify areas for re-investment of 
operating cash flows to resource other activities. 

Whole business targets – provides a framework 
for each part of the business to contribute to its 
corporate objectives. VFM has been identified as 
one of the whole business targets. The Group 
will have specific measures to demonstrate our 
outcomes from each service area within the 
business.

Staff expertise and involvement – the Group 
recognises staff are essential to the delivery 
of the above framework and there is a central 
procurement team, budget holder responsibility 
and senior management lead to embed VFM 
within the Group. Staff contribute to a biennial  
staff survey with resultant action plan.
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Progress Housing Group 
Sumner House, 21 King Street, 
Leyland, Lancashire PR25 2LW

t: 01772 450600 
e: enquiries@progressgroup.org.uk 
w: www.progressgroup.org.uk

Follow us on Twitter  
@ProgressHG

http://www.progressgroup.org.uk/
mailto:enquiries@progressgroup.org.uk

