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1. Progress Housing Group's
Vision and Value for Money
Chair's introduction
Welcome to Progress Housing Group’s (PHG)
Value for Money (VFM) self-assessment for 2015/16.
A comprehensive assessment of VFM for the year has
been carried out by our Board and Executive Team.
This gives our stakeholders a rounded picture of
how we have performed against our VFM targets for
2015/16, 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 its regulator, the
HCA’s, VFM standard.

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 refreshed and refocused our strategic plan
to 2020. Our intention is to be a successful, high
performing, agile, viable and resilient organisation,
that continues to grow, whilst supporting people and
communities.

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.

We have carried out considerable work to mitigate
the impact of these financial challenges. We have
carried out a major review of our service delivery
model, which will reduce operating costs by around
£1 million a year. These service reviews will continue
into 2016/17. 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 also commissioned an
independent review of our procurement strategy. This
will result in improved VFM across our procurement
activities.

We intend to achieve this vision even though it is
now operating in an increasingly challenging financial
environment. The announcement in the Government’s
Summer 2015 Budget that there will be a rent cut
of 1% for each of the four years from April 2016 will
reduce our income by £9 million over that period.
Further changes announced in the Chancellor’s
Autumn Statement, plus the phased roll out of
Universal Credit, will put further pressure on our future
income streams.
In addition, on 23 June 2016, the country voted in
favour of leaving the European Union. This is expected
to cause volatility in a number of areas, such as
valuations of assets and liabilities and volatility in
interest rates. As a result, many other areas of the
organisation could be affected. At this stage, it is
impossible to predict the full impact of leaving the EU
on the organisation. As such, there is more uncertainty
expected in the coming year.
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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 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.
This VFM self-assessment sets out:
our strategic approach to VFM
what we have achieved in relation to VFM
during 2015/16 against the plans that we
made
our VFM priorities and targets for 2016/17
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
how well we manage our financial and
operating performance to maximise 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.
Janet Hale, Chair of Progress Housing Group
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Our VFM story this year. . .
The rent reductions announced in July 2015 are
expected to reduce Group turnover by around
£9 million over the next four years compared with
previous assumptions. Our Value for Money activity
is at the heart of how we are responding to
these changes.

Of our Group surpluses, over £6m per annum is either
reinvested in existing property or used to settle other
liabilities such as loans and pension deficits. We have
generated sales proceeds of £1.2 million from the sale
of shared ownership outright sales properties. A total
of £1.6 million of cash proceeds have contributed
towards investment in new developments.

The reduction in income will be partially offset by
savings and efficiencies set out in this report. This
will primarily be through the acceleration of our
service review programme arising from our
Progress Forward initiative.

Our focus is on achieving our performance targets
and making improvements within our core activities.
Within the year income collection targets have been
achieved and service area customer satisfaction has
improved. Void performance is showing improvement
with a reduction of voids vacant at any given time.
Repairs performance has seen a slight dip following
implementation of new systems, this is expected to
be a short-term dip and more detailed analysis will be
gained from the changes put in place.

Our efficiency savings have begun from a service
design approach. We are already well underway
with reviewing our service models though
Progress Forward. Our approach has been to
improve productivity, through more scheduled
work and promote self-service and agile working
where possible. In addition, we have focused on
procurement efficiencies and other budget cuts.
Our Development Strategy has been reviewed. We
maintain our commitment to affordable rented homes
for people living independently in both general needs
and supported housing. We are also developing more
homes for outright sale and shared ownership to
mitigate the effects of the rent reduction and
align ourselves to the Government’s home
ownership agenda.
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Summary of VFM achievements
and future plans
This section of our VFM self-assessment sets out
a summary of our key VFM achievements during
2015/16 against the plans we have made, how we
have addressed the key VFM challenges identified
in last year’s assessment, what our current VFM
challenges are believed to be and what our priorities
are for VFM in 2016/17.

we have quantified the effect of the rent cut
on our financial business plan and this is £9
million over the next four years. We have put
in place a comprehensive financial strategy
supported by detailed action plans to mitigate
the effect of the cuts on our business
within asset management, we have
re-assessed the financial performance of all
our stock due to the effects of the rent cut.
Before the rent cut we had only 33 properties
where costs were greater than income,
since the rent cut this has increased to 277
properties. A number of these are subject to
review within our active asset management
approach
to demonstrate our commitment to using
our financial strength to meet the need for
affordable housing, we have developed 60
HCA-funded homes against a target of 53
homes. We also delivered a further 47 homes
for rent, shared ownership and supported
living through non HCA funding. We spent
£11 million in total on our development
activities, of which £1 million was received in
grant funding during the year
we have spent £6 million investing in our
existing stock and a further £12 million on
repairs and maintenance
we have continued to pursue our community
investment activities and have spent £286,000
on supporting a wide range of projects across
five themes. From community activities to
financial inclusion and supporting people into
employment
in demonstrating that we put our customers
at the heart of what we do, our community
involvement work has delivered 1,963 events
during the year, attracting 8,436 residents;
we have completed a review of our
governance arrangements.

Our key VFM achievements in 2015/16
have been as follows:
we have successfully reduced continuing
operating costs by £1.2 million against our
target for the year of £0.25 million
our target of £0.25 million was for
procurement activities, but we have achieved
further operational savings across the Group
we have accelerated our planned service
reviews and carried out 10 fundamental
reviews. These have identified £1 million of
future VFM savings with one-off restructuring
costs in this year
we have continued investing in our IT
infrastructure, with over £4 million investment
since 2012. This is transforming the way that
we work, improving productivity and quality,
reducing costs and increasing engagement
with our customers
we have achieved our target to reduce our
management cost per unit from £981 in
2013/14 to £933 in 2015/16
our performance results show some
significant improvements including: a
reduction in the level of voids, an improvement
in our right-first-time repairs performance and
an improvement in customer satisfaction with
repairs.
In addition to our VFM achievements above, we have
also achieved the following:
we have produced for the financial year,
an overall Group surplus of £7.2 million
against a target of £8.9 million. This is after
restructuring costs which will result in
future efficiency savings

4

Progress Housing Group Value For Money Self-Assessment 2015/16

Our work during 2015/16 has laid the foundations
that will enable us to drive improvements in costs and
performance over the coming years.

continue to grow our social alarm business
continue to reduce our management cost
per unit
analyse our latest data for the second year of
our service costings framework.

The following are the areas that we have not yet
delivered against the plans that we made for 2015/16:
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
we set ourselves a range of ambitious and
stretching performance targets for the year.
We did not achieve them for the following
areas: overall service satisfaction, repairs
completed within target time, rent loss due to
voids and overall re-let times. However, we
have ensured that work has been carried out
during the year in these areas which will see
improvements in future years. The Board will
be monitoring these areas during 2016/17.

Our strategic approach to
delivering VFM
Introduction to the Group
PHG owns and manages 10,044 properties. Over
60% of our stock is in Lancashire where our two
stock transfer associations, New Fylde Housing
and New Progress Housing Association, are based.
In addition, we have 573 key worker homes in
Lincolnshire, providing high-quality accommodation
to staff working at three different hospital sites. We
also have 3,280 customers at our specialist supported
living accommodation, mainly for customers with
a learning disability. We are proud to be one of the
largest providers of supported living accommodation
for people with a learning disability in the country, with
properties across the UK from the Scottish Borders
to Devon.

Our key VFM priorities for 2016/17:

We employ 453 full-time equivalent staff and our
Group annual turnover in 2015/16 is £72 million.
Key Unlocking Futures is a charity which provides
a range of services to young people and families to
prevent homelessness, promote wellbeing, encourage
good citizenship and foster community development.

deliver a further £1 million of VFM savings
during the year
within this overall target, implement our new
procurement strategy, carry out a number of
major spending reviews and achieve savings
of £0.3 million in this area
carry out a further 15 service reviews which
will complete the comprehensive two-year
programme of reviewing all of our business
activities
develop 83 HCA funded properties and a
further 56 of non-grant funded properties
fully implement our Active Asset Management
Strategy and complete options appraisals for
our poorest performing stock
invest a further £0.7 million in our IT
programme to deliver even more operational
efficiencies and improve customer
engagement and interaction
further embed a robust performance culture
and improve our performance on overall
service satisfaction, income collection, repairs
completed within target time, rent loss due to
voids and overall re-let times

Our strategic plan and VFM
Our strategic plan to 2020 has been updated to reflect
the new operating environment that we find ourselves
in following the recent Government announcements.
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.
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Our strategic aims are:
provide more and better homes
support individuals and communities to
encourage independence
create opportunities
work as one team
develop a stronger organisation
put customers at the heart of what we do.

We have reviewed our Risk Strategy and key risks in
the year. We have ensured that our VFM activity and
decision making has also taken full account of all risks.
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
actively seek opportunities to increase our
income
collaborate with others, where possible,
in order to share costs and/or increase
outcomes
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
ultimately deliver our strategic aims to the
benefit of all our stakeholders.

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. Our ambitions can only be
realised through maximising VFM at every level within
our business. We recognise the risk that if we don’t
identify the gains through VFM, we will need to make
cuts. This may lead to current services being reduced
or stopped altogether and/or a reduction in our future
development plans.
We have a dedicated VFM Strategy which creates a
framework for our decision making with a clear aim to
maximise VFM across the Group, as shown below:

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.

Better
utilising our
assets

Efficiently
providing
services to
customers

We will
maximise
VFM by:
Improving
our operating
cash flows

Importantly, we recognise that it is not just about
reducing costs, which would be so tempting to
focus upon when faced with the significant financial
challenges posed by the rent cuts. Instead, we remain
committed to providing excellent services that meet
customers’ aspirations and needs.
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2. Efficiencies, achievements and gains
VFM achievements against the plans we made for 2015/16
Within last year’s VFM self-assessment we set ourselves an ambitious range of VFM improvements to be delivered across the business during 2015/16. In order to ensure transparent reporting, this section sets out the
achievements we have made against the seven 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 for the relevant areas. 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 £0.25 million
savings from improved
procurement, overheads
and management costs.

We delivered a total of £1.2 million efficiency
savings and cost reductions against budget during
2015/16 with £0.6 million from operational costs and
£0.6 million from corporate costs. To put this into
context, this saving represents over 2% of our total
operating costs.
We had a specific target for procurement for £0.25
million within our financial plans to be achieved during
the year. We can confirm that we exceeded this and
actually delivered procurement savings of over £0.5
million, contained within the overall Group savings
above. These savings have contributed to reduced
costs and improved cash flow for re-investment
into services.
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Performance
Management

Aim:

Outcome:

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.

Our overall rent loss performance of 3.9% for the
year did not achieve our target of 3.7%. We were at
or below our target for general needs and supported
living but the lower demand for our independent living
properties resulted in being above target overall.

To make progress against
our targets to 2020 to be top
quartile in arrears, voids,
repairs, satisfaction and
financial performance.

We outperformed our target of 5% for the current level
of voids, achieving a rate of 4.6% for the year which
is a considerable improvement in performance from
5.9% in the previous year.
The re-let time for general needs was 27.4 days
and although we didn’t achieve our target, this is a
considerable improvement from the previous year’s
performance of 38.9 days.
End of year performance is positive. Customer
satisfaction has improved and the target is being met,
arrears targets have been met and voids performance
is showing signs of improvement. However, we
did not meet all voids targets. Within 2016/17 the
focus will remain on reducing arrears, improving void
performance and achieving further automation of the
generation of performance information, which has
been piloted in responsive repairs.
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Management

Aim:

Outcome:

To assess the impact
of the July 2015 Budget
on the Group’s financial
plan, identify the savings
necessary.
Commence mitigation plans.

We have quantified the effect of the rent cut on our
financial business plan. We can confirm that this will
result in a £9 million reduction in income over the next
four years from April 2016. Ten service delivery reviews
have been completed in the year and savings of £1
million a year will materialise from 2016/17 onwards.
During the financial year for 2015/16, we worked
with our budget holders to achieve savings and cost
reductions of over £1.2 million. These included savings
against budget for a wide range of activities including
£0.6 million within corporate costs (marketing, IT,
courses, and office running costs) and £0.6 million
within operational costs (community involvement,
maintenance and environmental improvements).

To reduce management
costs per property.

The 2015/16 Group average management cost per
unit shows a slight increase of £12 per unit from
£921 in 2014/15 (restated) to £933 in 2015/16. This
excludes one-off items for restructuring, pension past
service deficits and IT project costs. This is significantly
better than our target for the year of £1,215 due to the
in-year savings made. The Group is also below the
latest reported sector average of £1,034 for 2014/15.

To manage pension
liabilities.

We have implemented changes to cap the employer’s
pension contribution costs to some Group pension
schemes.

To reduce gearing.

We are continuing to achieve our strategic aim to
reduce gearing over time, with a 7% reduction over
the last five years.
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Supported
Living

Social Value
V
S O C I A L
L
U
E

Aim:

Outcome:

To undertake a major review
of our supported living
service delivery model.

We have completed the comprehensive service review
and are now implementing the new service model.
This is based around a greater use of technology and
mobile and agile working. We expect significant cost
savings to be generated and we will report on these
savings in next year’s VFM assessment.

To benchmark costs of this
service with other providers
using the Housing and
Support Alliance.

We are working with Learning Disability England,
formerly the Housing and Support Alliance, to develop
a benchmarking group with other similar types of
landlords. This work has continued during 2015/16
and a framework for benchmarking is being developed
by Learning Disability England which we hope will be
implemented in 2016/17. The new framework will be
used to help us evaluate the cost of delivering this
service and drive improvements where possible. We
will report on our progress in next year’s assessment.

Aim:

Outcome:

To invest in our
communities.

We invested a total of £286,000 from our community
investment fund.

To update the social value
review and refine the
financial value assessment.

We completed our social value review and have a
strategy and framework to report and assess our work
in this area.

To expand the work of
Progress Futures.

Through Progress Futures, we have supported over
70 people in the year and we employed four of
our tenants in four traineeships. We expanded the
Progress Futures Team to include a full-time officer and
a Progress Futures trainee.
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Asset
Management

Aim:

Outcome:

To revise our Active Asset
Management Strategy.

In November 2015 The Board approved the Group’s
strategic principles for its Active Asset Management
Strategy. The development of this strategy is still in
progress and will be finalised and implemented in
2016/17.We evaluated the bottom 25% performing
properties. There are 247 properties in 32 asset
groups. A desk top review has been completed.

Carry out detailed options
appraisals of our worst
performing properties,
continue our independent
living review and evaluation of
our supporting living stock.

The independent living review continues. Scheme
appraisals have been completed in 2015/16 and
improvements made to existing schemes.

To revise the results of the
Net Present Value (NPV)
based evaluation of our
stock due to the effects of
the July 2015 Budget.

The re-assessment concluded that whilst NPVs have
been depressed, the overall picture is still generally
positive. Our previous average NPV of £20,000 has
been reduced to £13,800. Within our general needs
and independent living properties there are now four
asset groups with a negative NPV, compared to no
asset groups previously. We have 277 individual
properties with a negative NPV over 30 years,
compared to only 33 previously. The best performing
units generate an NPV of £73,000 over 30 years
compared to the previous figure of £86,000.

To carry out further in-depth
benchmarking of the repairs
and maintenance service.

During the year we undertook a detailed benchmarking
exercise of the VFM of our responsive and void repairs
service using HouseMark. This revealed that our
average responsive repair cost per property was the
highest in the peer group. However, HouseMark did
note that as 20% of our stock is supported living that
this is likely to increase both the volume of repairs
and the repair costs; our call handling satisfaction is
upper quartile, satisfaction with the repairs service
is middle higher; appointments made and kept at
98.07% is middle higher, as is emergency and urgent
repairs completed within statutory timescales. Jobs
completed during the first visit were in the lower
quartile. Our average void cost was one of the lowest
in the comparator group. This information will be
included in the review of the repairs service.

We completed a review of our supported living homes.
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Business
Growth

Aim:

Outcome:

To continue to grow the
business with plans for £90
million of investment to 2020
and to deliver more than 930
new homes. For 2015/16 we
are to deliver 53 HCA-funded
homes.

We have spent £11 million on our development
activities and received £1 million in grant during the
year. We had a target to build 53 HCA-funded homes
during the year and we can now confirm that we
have actually delivered 60 properties at a cost of £5.5
million. A further 21 affordable rent and four shared
ownership properties were completed at a cost of £1.3
million under Section 106 agreements. The remainder
was spent on delivering 22 supported living tenancies,
funded by private finance. We have now reassessed
our financial capacity for future development and our
new target to 2020 is to develop 809 units at a cost of
£68.4 million.
The Group is continuing to grow its non-regulated
activity and is proving to be successful in this area.
Our Control Centre provides monitoring or social
alarm services to over 10,000 customers. The team
exceeded growth projections and now generates
in excess of £1.6 million a year in turnover for the
Group. These services generate surpluses which help
us to cross-subsidise and contribute to our future
development of new homes.
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Additional VFM achievements during 2015/16
We have also delivered more VFM improvements and initiatives during the year in addition to those
originally planned.

Service Area

Summary of Review Undertaken

Expected Improvement in VFM

Finance

Review of all finance service areas.

Staff savings arising from
efficiency improvements
following implementation of a
new finance computer system.

Property
Services

Review of contract management, administration,
scheduling and compliance teams.

Staff savings, streamlined
service provision and better
compliance support areas.

HR

Restructure of HR Team.

Improved service provision
with no additional cost.
Benchmarking indicates this
service is below the average
cost compared to peers.

Income
Collection
& Financial
Inclusion

Streamline service provision and improve the
customer experience.

Staff savings, improved
performance within the teams.
Creating efficiencies and
consistency in working.

Supported
Living

Restructure of supported living teams to deliver
mobile working nationwide, with specialist
functions being delivered Group-wide.

Significant staff savings leading
to reduction in management
cost per unit, creating
efficiencies and consistency in
working.

Independent
Living

Restructure of scheme managers to create
independent living co-ordinators working in
teams to deliver services to customers. Review
of aids and adaptations service Group-wide.

Staff savings, streamlined
services enabling consistency of
delivery and efficient provision
of support.

Supported
Housing

Review of service delivery across the homeless
support schemes.

Reduction in managers,
delivering consistent services
across all schemes.

Development

Complete restructure to reflect changes to the
Development Strategy.

Reduction in Development
Team with change in skill set to
deliver the strategy.

Community
Development

Review of community involvement structure to
incorporate community development activity in
the role of the wider team.

Reduction in staff and more
effective delivery of community
involvement activity including
community development.

Heads of
Service

Review of heads of service structure to ensure
collaborative and ‘one team’ working.

Reducing the number of staff
by one.
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Information Technology
We recognise that Information Technology (IT) can
bring significant efficiency savings, both in the way
that our staff work and in the channels through which
our customers communicate with us. Over the last
three years we have invested £3.8 million in a major
upgrade of our technical infrastructure and our core IT
systems. This is based on the principle of being ‘digital
by choice’. This programme of work will continue
throughout 2016/17 with the main objectives being
completed by March 2017.

Highlights of our achievements
from IT during 2015/16

The aim of this programme is to improve the way
we deliver the Group’s services and to reduce costs
wherever possible.
The expectations of our customers have changed
and the demand for access to information and
interaction with us has increased. Customers expect
to ‘self-serve’ and the IT investment over the last
three years has been to achieve the following:
offer digital channels to all our customers to
improve engagement, offer cheaper channels
of contact and speed up response times
reduce time consuming manual processes
and increase productivity and customer
service
improve data quality in terms of timeliness,
accuracy and accessibility
improve data security by removing manual
documents and the manual inputting of data
give all staff the flexibility to work from
anywhere, at any time, by introducing mobile
and agile working, using mobile technology
and devices
connecting staff and systems to streamlined
processes and creating a ‘one team’ ethos.
We have already seen that business processes have
greatly improved with the introduction of new core
systems. Processing times continue to improve
with the change to automation and the removal of
manual inputs. Productivity and service delivery to our
customers has improved. Data accuracy and quality
is also improving and is allowing us to embed a high
performance culture. Engagement with customers
continues to grow and we expect overall customer
satisfaction to improve.

14

IT Activity

Action

VFM

Virtual
desktop
infrastucture

Remote
working to
free up front
line staff for
customer
service

Over 250 (50%)
staff now using
mobile systems

IT device
management

Power down
devices at
night

Energy savings
£7k per year

Hardware
costs

Move from PC
to thin client

Cost per unit
from £500 to
£300 - £40k
saving

Printing

Change print
management
supplier

Cost saving
£31k

Telephony

Review of line
rentals

Cost saving
£22k

Mail

Outsource
service

Cost saving
£11k

SMS

Review text
service

Cost saving
£12k

Implement
finance, HR
& payroll
system

Paperless
processing

Cost saving
£94k

iPads

Negotiation

Cost saving
£23k

Redevelop
corporate
website

Improved
access and
quality of
information

Increase in
online
transactional
services will
reduce cost

Progress Housing Group Value For Money Self-Assessment 2015/16

Future plans - our key priorities
for IT for 2016/17
We have the following plans for 2016/17 and
we will report our progress in next year’s VFM
assessment:
deliver our IT investment plans of £0.7m
we will introduce automated KPI reporting
dashboards to teams across the business.
This will enable staff to access up-to-date
and accurate information without the need
to develop reports themselves or rely on
technical IT skills
further self-serve developments for customers,
such as access to full rent statements and
booking repairs appointments. This will
reduce costs as we move from paper-based
statements to digital statements and the shift
to self-serve
web chat is being implemented which will
provide customers with immediate access
to help and reduce waiting times. This will
also bring efficiency savings from reducing
the number of telephone calls and emails
received. Web chat will accelerate the
resolution of enquiries and will reduce
call contact
digitalisation of the tenancy sign-up process
and the development of an online on-boarding
area for new tenants. This will speed up the
sign-up process and result in properties
being let earlier – reducing rent loss on
empty properties, lowering our printing costs
and reducing staff time, whilst improving
productivity
the Group’s social media presence will
continue to be developed to push information
digitally. This will result in a reduction in
printing and posting costs and improve
the speed at which customers can access
information. It will also increase the range of
customers we interact with as the information
is potentially accessible to all

we will encourage digital take-up through
campaigns based on customer insight and
will effectively promote the benefits of digital
such as: improved security, faster confirmation
of success, quicker payment and access to
immediate online help
we will develop a separate website for private
let Progress Living tenants. We will develop
this in-house and it will allow us customise our
offer to this specific customer group. This will
support the Group to reduce administrative
errors and maximise income by increasing
reach, engagement and conversion through
targeted online marketing.
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Planned 2016/17 improvements to VFM
We have identified eight key VFM priorities for 2016/17. We have set out below what the specific aim of each
priority is and what we intend to do in order to achieve it.

Efficiency
Savings

Aim:

We intend to do the following:

A target for VFM savings of
£1 million for 2016/17.

Savings will be achieved through reductions in
operating costs, improved procurement and
maximising income. These will be achieved by
implementing the procurement strategy and phase two
of the service reviews.
Develop a new VFM Strategy to 2020.

Financial
Management

Aim:

We intend to do the following:

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.

Reduction in management costs of £0.3 million
through our phase two service reviews. We have set
a target for budget holders to reduce our non-staff
management running costs by £0.4 million. This will
provide the financial capacity to offset further one-off
costs for the completion of service reviews during
2016/17.
Implement our new procurement strategy and deliver
further procurement savings of £0.3 million.
Generate and reinvest the proceeds of other nonsocial housing activities.

Performance
Management

Aim:

We intend to do the following:

To make progress against
our targets to 2020 of
being in the top quartile in
arrears, voids, repairs, and
satisfaction.

Improve our performance on overall service
satisfaction, repairs completed within target time, rent
loss due to empty properties and overall re-let times.
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Business
Growth

Procurement

Aim:

We intend to do the following:

To continue to grow the
Group’s asset base.

We will complete 83 new HCA-funded 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.

To continue to grow our
social alarm services.

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.

Aim:

We intend to do the following:

To implement our new
procurement strategy and
achieve a target saving of
£0.3 million.

We will produce and implement a new Group
procurement strategy. We will undertake a number of
procurement exercises for high value areas of spend
within the Group.
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.

Service reviews
I
N
N
S
O
U
V
P
C
A
L
C
S T R A T E G Y
I
N
S
O
S
N

IT

Aim:

We intend to do the following:

To complete phase two of
our comprehensive service
reviews.

We will complete the second phase of our service
reviews which will involve 15 business areas. This will
complete our review of all business activity areas within
a two-year programme.

Aim:

We intend to do the following:

To complete the major
upgrading of our technical
infrastructure and core IT
systems - digital by choice.

We will invest a further £0.7 million in our IT investment
programme with the main objectives to be completed
by March 2017. We will introduce automated KPI
reporting dashboards to teams across the business.
We will implement further self-serve developments,
including access to full rent statements. We will
improve the tenancy sign-up process. We will promote
digital take-up through campaigns based on customer
insight.
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3. Performance and Operating Costs
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 Government’s
2015 Summer Budget, the Chancellor’s 2015 Autumn Statement and the uncertainty following the EU
referendum. We have re-shaped our financial plans and have identified efficiencies so that we meet our financial
and customer focused commitments.
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 funding and with the aim of delivering VFM. We run a
series of scenarios to test our financial plans for potential risks, their likely impact – particularly in combination –
and we then develop strategies to manage these risks. These are only scenarios but they allow us to focus our
thinking on high-level risk areas.
The table below shows a number of key financial indicators. These are benchmarked based on the HCA’s
Global Accounts results.

Group Indicator
Gross operating
margin
Net operating
margin
Operating
surplus per unit
Effective interest
rate
Management
cost per unit
Responsive/
cyclical cost
per unit (exc
LiLAC**)
Major repairs
cost per unit
Void loss
Bad debts

Actual
Actual
Actual
2013/14 2014/15 * 2015/16

Sector VFM Impact
2014/15

33.70%

29.10%

25.74%

28.30%

16.50%

11.23%

9.97%

18.50%

£2,349

£2,090

£1,855

£1,600

4.5%

4.4%

4.3%

4.7%

£985

£921

£933

£1,034

£987

£1,065

£1,105

£1,017

£799

£787

£666

£929

6.0%

6.3%

5.0%

1.7%

0.8%

0.8%

0.5%

0.8%

Comparison shows efficiency of costs to income
As above but includes surplus after loan interest
charges
This shows the surplus generated for each
property, contributing towards future investment
Shows the level of borrowing costs compared to
others
Control of these costs contributes to our surplus,
helping us to focus resources on maintaining
service delivery
Control of these costs contributes to our surplus,
helping us to focus resources on maintaining
service delivery
Control of these costs contributes to our surplus,
helping us to focus resources on maintaining
service delivery
Failing to let properties causes permanent lost
income
Keeping arrears low helps our income. The lower
this is, the more income we have generated.

* The 2014/15 results are based on the restated financial accounts, which take into account FRS 102 adjustments 		
and reclassifications made during the 2015/16 statutory accounts process.
** LiLAC has been excluded from this calculation as this is a PFI, 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 table shows that whilst our operating surplus per
unit and margin appear to have reduced, this is due to
the impact of accounting changes and one-off costs.
Maintenance costs per unit have increased 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.
Management costs per unit figure have been adjusted
to remove a one-off pension charge. Therefore these
figures 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 the Government’s
2015 Summer Budget.

Diversification and
commercial activities
The Group is continuing to grow its non-regulated
commercial activity and is proving to be successful
in this area. Our Control Centre provides social alarm
services to over 10,000 customers. It delivers the
‘platinum standard’ (the highest level possible) for
all services provided under the Telecare Services
Association’s code of practice. We have continued
to develop the Home Response service and have
extended the lifting service to provide this to a wider
geographic area.
We are now providing Telecare services across
Lancashire on behalf of Lancashire County Council
and have also increased the number of customers we
are providing Telecare monitoring services to in both
Lancashire and Cumbria. This generates in excess of
£1.6 million a year in turnover for the Group. These
services generate surpluses which help us to crosssubsidise and contribute to our future development
of new homes. This income is around 2.4% of our
turnover. Other non-regulated income comes from the
provision of key worker accommodation which gives
us £3.8 million a year, or 5.5% of our turnover.

Treasury
The Group has an approved annual Treasury Strategy
and policy. Its primary purpose is to support the
Group’s objectives by managing liquidity, funding,
investment and risk. Expenditure on interest is almost
20% of the Group’s total expenditure. Exposure to
interest rate risk is minimised by keeping a minimum
target of 50% fixed loans at all times. This is helped
by having a low interest rate for the Group at 4.3%
for 15/16, compared with the 4.7% sector average.
During 2015/16, the banking services contract has
been re-tendered and brought immediate cost savings
of £12k. In addition, £10 million maturing fixed loans
have been placed on a floating basis, making an
estimated interest saving of £71k. The Treasury Team
actively work to release overcharged security and to
ensure that stock is free from debt and is available
to be used for funding in the event of an
opportunity arising.
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However, the analysis also shows factors that account
for variances in organisational costs. The key ones are
the provision of supported housing and independent
living (housing for older people). Both of these factors,
as per the regulator analysis, carry an increased
operating cost. Given supported living is a significant
part of our activity, using the reports analysis, we
have calculated a ‘weighted average’ that takes into
account the Group’s diverse stock profile. On this
basis, the weighted average is:

Operating Costs per Unit
Our Board understands the costs of running the
Group and how we differ from our peers. In order
to understand these cost differences and also
challenge our own cost data, during the year we
carried out further analysis of our cost framework and
benchmarking club data.
Importantly, we have also reviewed the 2015 Global
Accounts and regression analysis documents
published by the regulator, which were issued to the
Group in June 2016. The regulator has determined a
new ‘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. Historically,
we have reported some of these measures but some
of them are different.

2014/15

In summary, it appears the Group has a higher than
average operating cost per unit on its social housing
assets (based on 2014/15 financial statements
and not including any FRS 102 adjustments or
reclassifications made as part of the 2015/16 statutory
accounts process):

£4,495

Median for the sector

£3,550

Position to median

ABOVE

£ different

955

% different

27%

£4,495

Weighted average

£5,124

Position to median

BELOW

£ different

(629)

% different

(14)%

As shown in the table above, when compared to
the weighted average, the Group (and all of the
subsidiaries) has a lower than average operating
cost per unit. This result, however, does not mean
there is no further work to be carried out as 2015/16
and 2016/17 results are likely to see a significant
shift in the sector, with many Registered Providers
(RPs) making large forecast savings. During 2015/16
we have targeted the supported living service and
reduced headcount. In addition, other areas of saving
will be reviewed. Phase two service reviews will help
to create more efficiency savings in order to drive the
cost per unit down.

2014/15
Group operating cost per unit

Group operating cost per unit
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4. Service costing and benchmarking
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%
of performance amongst organisations of a similar
size and type. Our strategic plan has identified the
following areas 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 to bring our supported living
management costs closer to the average position.

SPECIFIC

FINANCIAL

TOOLS

IDENTITY

which shows our stakeholders how well we are
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.
Importantly, it provides a yardstick by which others
can judge how well we perform compared to our
peers.

BEST PRACTICE

INDICATOR

SURVEY

FUNCTIONAL

MANAGEMENT

PERFORM

BENCHMARKING
COMPARE

TECHNICAL

EVALUATION

ENERGY

ASPECT

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

TIME UNIT
PROCESS TARGET
PRODUCT

Service costing 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 as
we recognise that supported living incurs a higher management cost. As can be seen in the table below, the
Group average year end position shows a slight increase of £12 per unit from £921 (restated) to £933 per unit
which excludes one-off items for restructuring and pension past service deficits. This is significantly below our
target for the year of £1,147, which is due to the in-year savings made. The Group is also consistently below the
sector average based on the Global Accounts.

Management
cost per unit

General needs/
independent living/other

Supported living

Group total

Sector

2013/14

£925

£1,105

£981

£990

2014/15

£854

£1,060

£921

£1,034

2015/16

£869

£1,053

£933

Not yet known

We also analyse our management costs per unit between corporate and operational services, as can be seen in
the table overleaf. 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. 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 also help to
reduce our future costs.
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Management
cost per unit

Operational

Corporate

Group total

Sector

2013/14

£569

£412

£981

£990

2014/15

£497

£424

£921

£1,034

2015/16

£433

£500

£933

Not yet known

In future, the savings that 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 in relation to general needs and independent
living accommodation (below the sector average). We also want to bring our supported living management
costs closer to the average. The management of supported living homes is far more intensive than the
management of general needs and independent living and so a higher management cost is to be expected.
Our managers will be updating their service cost plans for the second year during 2016/17 based on the
Group’s updated data.

Benchmarking

Annual strategic benchmark statement

We focus our attention on those areas which are both
business priorities and which show the largest gap
to our peer group upper 25% performance levels.
This determines where we may need to invest further
resources and where we might need to carry out a
review of our service delivery model to reduce costs
and/or achieve wider outcomes from the resources we
have. 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.

Annually we produce a benchmarking statement
which links directly to our Business Plan priorities.
This allows us to identify our 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 C.

Be financially strong
At March 2015 the Group’s operating margin was
33.1%, which is an increase on previous years, and
4.8% above the peer group average of 28.3%. This
places us in a strong position compared to the rest
of the sector. At March 2016 the operating margin
dropped to 25.7%. This reduction is partly due to
changes within the accounting standard on the sector
(FRS 102) and one-off incurred costs for restructuring
and development write offs. Otherwise the operating
margin would stand at 29%. To compare March 2016
to March 2015, we need to base the position on the
same accountancy standards. When restating the
March 2015 position the operating margin reduced to
29%. This shows the margin remained static across
the two years, continuing to place us in a strong
financial position.

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, HouseMark, Baker Tilly’s back office
benchmarking club, our own selected peer group and
we are also working with Learning Disability England
to develop a benchmarking group for supported living.
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At March 2015 maintenance cost per unit was
£2,014, which is higher than the sector average and a
3% increase on March 2014. As part of the 2015/16
statutory accounts process, a number of restatements
were made to the prior year, 2015, which resulted in a
total maintenance cost per unit of £2,036 per unit. The
increase is attributable to a reclassification of costs
from services to maintenance. The underlying increase
of 3% is partially attributable to pay increases during
the year as well as a significant increase in planned
maintenance between 2013/14 and 2014/15. At
March 2016, maintenance costs reduced to £1,958.

Be a leading employer
At March 2015, sickness levels improved compared
to March 2014, moving from 4.3% to 3.2%. We were
performing better than the comparator by 1.1%. At
March 2016 sickness improved further to 2.9%. The
implementation of a new Sickness Absence Policy
has contributed to the improvement. For the first
time, we benchmarked employee turnover which
showed that our turnover of 11.4% was 2% higher
than that of the sector. March 2016 turnover rose
to 14.3%, a proportion of the increase is attributed
to the service reviews which have been carried out
within the year. According to the CIPD’s Resourcing
and Talent Planning Survey 2015, the median rate of
labour turnover increased in 2014, following a steady
decline, to 13.6%, with the majority of turnover being
attributed to employees leaving voluntarily. Following
the changes within the sector, the full impact this
will have on employee turnover will be seen across
a number of years and will be reflected within the
benchmarking comparator.

We know our higher maintenance costs per unit are
due to our supported housing accommodation. When
comparing our general needs and independent living
accommodation, maintenance costs are lower than
the sector average. The higher cost per unit within
supported housing accommodation is attributed to
routine repairs. Over the next 12 months the Group
will be looking to gain efficiencies through gained
knowledge and improved procurement of supporting
housing routine repairs.

Grow the organisation

Improve customer satisfaction and have
a positive impact on communities

At March 2015, our stock growth was 1% which is
a reduction compared to previous years and is lower
than the sector average. At March 2016 stock has
grown by a further 1.1%. Growth can vary across
the sector due to individual development planned
programmes, specific delivery dates and the types
of accommodation being delivered. The movement
within stock growth reflects the strategic changes
within our development model.

At March 2016, overall customer satisfaction
improved. Satisfaction with the neighbourhood and
repairs stayed the same, compared to March 2015.
We undertake satisfaction surveys after different
services are used. When comparing STAR data
to our quarterly surveys we can see differences in
performance. It is important to remember that the
customers who complete the STAR survey may
not have used that particular service or have a
direct experience. We can see that satisfaction has
remained high across the previous three years. We
are rationalising our survey methods, and moving
to digitally based, real-time satisfaction surveys, to
be able to gather more targeted and meaningful
satisfaction data.
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Reduce arrears and bad debts

Reduce voids

When comparing income collection indicators we
use global accounts data to understand our position
within the sector. To understand our performance
across services we also use internal and HouseMark
data to compare types of accommodation. At March
2015 end of year performance dropped and was
worse than that of the sector average. Significant
improvements in performance can be seen at March
2016 and are better than the sector’s recent year’s
performance. 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 whilst current but extremely low former
arrears. Independent living accommodation arrears
are static with low current and former arrears. Income
collection within general needs accommodation
creates further challenges and is an area we are
focusing on. As a result, performance has improved
over the last three years.

Overall we are reducing our voids. At March 2015 our
voids were 3.5% which was an improvement from the
previous year by 0.4% and has improved by a further
0.3% at March 2016 to 3.2%. However, performance
is worse than the March 2015 sector average
which is 1.1%. When comparing the data by activity
type we can see that there has been a significant
improvement within general needs since March 2014
and improvements over the last two years within
supported housing. Supported living units tend to
have larger number of voids due to nominations and
compatibility required within the accommodation.
Independent living performance worsened at March
2015 compared to previous years, however, there has
been an improvement at March 2016 to 1.7%, which
is also lower than the March 2015 benchmark.
In 2016 a decision has been made to decommission
an independent living scheme, no longer considered
fit for purpose. This is expected to improve void
performance, helped by the implementation of the
lean systems review that took place within the year for
general needs and independent living. A lean systems
review is currently underway for supported living.

Improve the quality of our homes

HouseMark service area benchmarking

At March 2015, the average number of repairs per
property was 4.1. This is worse than the benchmark
by 1.1, however we can see that performance has
been improving over the last few years. We are now
able to undertake more detailed analysis on repairs
and will be looking for opportunities to reduce the
demand on the responsive repairs service where
possible. At March 2015, decent homes continues to
be met across the Group. We are doing better than
the sector average at March 2016. We proactively
ensure that any property that might have the potential
to fail decent homes is inspected and appropriate
remedial action taken.

We regularly benchmark performance using the
HouseMark benchmarking service, which enables
peers to compare against each other and against
other ‘best in class’ performers. 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 i.e. the
top 25% of the peer groups used. Our regional peer
group is a collection of 19 registered providers across
the North West.
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The table below shows our position compared to our HouseMark peers, detailed tables are included within
Appendix D. 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

Average

Average

Average

Tenancy and lettings

High

Low

Low

Routine and voids maintenance

High

Low

Low

Major repairs / cyclical maintenance

Low

High

Low

Income collection

The service area benchmarking revealed:

Income collection

Repairs and maintenance

The average cost per property is within the
second quartile and only £5 lower than the
upper 25% within the benchmark
All quality indicators are within the second
quartile of the benchmark
Write-offs are also within the second quartile
We have a higher number of evictions
compared to our peers placing us in the lower
25%.

Our average responsive repair cost per property
was the highest in the peer group although
HouseMark did note that as 20% of our stock
is supported living, this is likely to increase both
the volume of repairs and the repair costs
Our call handling satisfaction is upper quartile
Our satisfaction with the repairs service as
measured by our own satisfaction survey is
middle higher
Our appointments made and kept at 98.07%
is also middle higher performance, along with
emergency and urgent repairs completed
within statutory timescales
Our jobs completed during first visit was in the
lower quartile
Our average void cost was one of the lowest
in the comparator group
This information has been used within our
service review of repairs and maintenance.
Our forward focus on greater efficiency,
procurement and performance should
result in future lower average unit costs,
higher performance and greater customer
satisfaction.

Voids management
The average cost per property is high in
comparison to the peers ranking 17th out
of 19
When we separate these costs we see that
the high costs are due to lettings with tenancy
management average costs ranked 10th out
of 19
Void loss, relet times and available homes are
within the lower quartile, as highlighted above
performance has improved at March 2016
Tenant satisfaction is within the second
quartile and is 1% off the upper 25%.

We anticipate that it will be challenging to achieve our
ambitions for high performance due to the impact of
the 1% rent cut. We are responding by transforming
and modernising the organisation into a leaner and
resilient business. Our Board and Executive Team are
committed to overseeing this journey and achieving
these ambitions. We will report back our progress in
each future year’s VFM self-assessment.
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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 related to the 2014/15 actual position and the 2015/16
budget position. The results have been used to inform our service review process and are noted below:

Service area

Benchmark result

Analysis

Action

Finance

Overall below the average.

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

IT

Overall significantly above
the average for salaries.
Below average for IT
running costs. Combined IT
at the national average level.

Part of our strategy is to
implement many IT projects
which has required staff
resource.

All areas reviewed as part
of phase one service review
with a reduction of four posts,
all in the higher cost areas.
Procurement identified as low
resource, we will therefore
review this area in phase two
and may re-allocate resources.
The IT function is part of the
phase two service reviews with
completion by 2017.

HR

Significantly below the
average.

All aspects of the function
were found to be below the
average indicating the team
is under-resourced compared
to the benchmark.

Risk

2014/15 below average and Staff costs have fluctuated
2015/16 above average.
due to team changes. Audit
running costs are below
average due to movement to
in-house resource.

Legal &
Governance

Both below the national
average.

HR reviewed in the phase
one service reviews and the
service delivery model has
changed to reflect the changing
needs of the organisation and
environment, whilst cost base
remained static.
External review carried out
in 2015 indicated restructure
which has been actioned.

Will form part of phase two
External legal costs have
reduced due to a reduction in service review with completion
development programme.
by 2017.

The service reviews underway include these and other departments so the cost bases will significantly change
from 2016/17 onwards.

Supported living benchmarking
Last year’s VFM self-assessment mentioned that we were working with the Housing and Support Alliance,
now Learning Disability England, to develop a benchmarking group with other similar landlords. This work has
continued during 2015/16 and a framework for benchmarking is being developed by Learning Disability England
which we hope will be implemented in 2016/17. The new framework will be used to analyse the cost of delivering
this service and drive improvements where possible. We will report on progress in next year’s assessment.
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Peer group financial benchmarking

The Group 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. Below is the latest information for 2014/15.

Group
indicator
Units

2015/16
2014/15
PHG actual PHG actual
(restated)

2014/15
Regenda

2014/15
Great
Places

2014/15
Radian

2014/15
Moat

10,044

9,943

12,644

17,515

20,903

20,904

Operating surplus
to turnover

26%

29%

28%

34%

28%

35%

Net surplus to turnover

10%

11%

11%

13%

10%

25%

£25,934

£26,348

£14,769

£26,708

£30,608

£19,441

Gearing

51%

52%

39%

44%

81%

30%

Effective interest rate

4.3%

4.4%

4.9%

4.4%

4.9%

4.3%

£7,207

£7,182

£4,387

£4,797

£6,563

£5,122

£718

£807

£500

£620

£641

£1,274

Debt per unit

Turnover per unit
Net surplus per unit

We have restated our results for 2014/15 to take
the introduction of a new accounting standard into
consideration. This has increased our depreciation
and pension charges. It will impact upon our peers
as well so the comparators are not like for like. In
addition, our operating surplus this year has been
impacted by one-off restructuring and development
write-off costs as well as an impairment charge of
£1.3m for one scheme.

We have a higher gearing ratio than most of the
benchmark group, reflecting the high dependence
on private finance for our supported living
accommodation. We are continuing to achieve our
strategic aim to reduce gearing over time, with a 7%
reduction over the last five years. In addition, our debt
per unit has dropped by over 2% in the last year. To
further aid comparability with this peer group, if we
excluded our supported living stock from the turnover
per unit, this would be in the region of £5.3k, still
above most of the comparator group.

The analysis above shows that we continue to be
a top performer within this peer group for turnover
end surplus on a unit basis. We know that our
supported living portfolio contributes significantly to
these statistics, which is positive for our business.
However, in light of the possible Government changes
to rent levels and Housing Benefit entitlements for
our customers, this could affect our future financial
contribution from this portfolio.

Our average cost of funds is also competitive within
this group. Active treasury management is important
to the Group from a VFM perspective to ensure that
we minimise significant cash holdings, and to borrow
at the right time and at competitive market rates.
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5. Asset Management
Strategic overview of assets
In this part of our VFM assessment, we outline our
approach to managing our assets, both our existing
assets and the development of new assets. As set
out in our 2020 Business Plan, we aim to spend
our precious resources wisely to achieve a positive
business return on the significant levels of investment
that we make. We will continue to build new homes to
increase the supply of affordable social housing. We
also aim to ensure that our existing homes are well
maintained and continue to be fit for purpose. Our
commitment is to provide high-quality homes in safe
communities, offering a positive environment for all age
groups. To achieve this, we actively manage our asset
portfolio through the delivery of our asset management
strategy. This ensures that we unlock value at every
opportunity, enabling us to invest any freed up financial
capacity into the supply of more new homes.

Our asset management priorities are to:
maintain and improve existing properties,
and provide energy efficient homes of a high
standard that meet customer expectations
develop new high-quality, well designed homes
actively manage our asset portfolio to dispose
of, remodel and improve poor performing
stock so that homes continue to be fit for
purpose and are located in sustainable
neighbourhoods
in line with our strategic objectives, we
are intending to reduce the number
of independent living schemes to
match declining demand, for example
decommissioning Mainway Court.

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

Indicator

2013/14

2014/15
(Restated)

2015/16

Sector
Average

Housing stock units owned and managed

9,847

9,943

10,044

N/A

Net Book Value of Assets at 31 March

£493m

£511m

£515m

N/A

Return on Assets

2.7%

3.6%

3.1%

2.7%

Return on Capital

7.6%

4.1%

3.7%

5.5%

Growth in total assets

8.2%

2.1%

1.0%

6%

New Homes Gross Investment

£22m

£16m

£11m

N/A

Capital Investment in Existing Homes

£4m

£4m

£3m

N/A

£27,000

£26,348

£25,934

£23,931

Debt per unit

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 on our indicators above. Our return on assets remains above the
sector average but below for return on capital. The value of our homes not mortgaged to lenders is £87.3 million
which allows for further borrowing of £77.2 million. During 2015/16, we sold 10 homes under the Right to Buy
(RTB) and Right to Acquire (RTA), generating sales proceeds of £0.4 million. We have generated sales proceeds
of £1.2 million from the sale of shared ownership properties and outright sale. This £1.6 million of cash proceeds
have contributed towards investment in new developments.
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We know that there are national and local factors that
influence the performance of our supported living
accommodation but they are not usually related to
the usual demographic data such as population or
deprivation. Regular meetings are held with local
authority commissioners where issues such as
the Transforming Care Programme are discussed,
along with local issues like demand for existing
accommodation and the requirements for the future.

Investment in existing assets
The properties that we own and manage are our
biggest 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 2015/16, we spent 33% of
the rent we received on repairs, revenue and capital
improvements to our existing assets.

We make sure that all of our properties, as a
minimum, meet the Decent Homes Standard. Our
lifecycle replacements are shorter than those in the
Decent Homes model as we believe the condition of
our homes is a key driver to customer satisfaction.
We invest heavily in all areas of health and safety and
construction compliance to ensure that we meet our
legislative and regulatory obligations.

Given the high level of expenditure in our stock, it is
important that we invest wisely and manage our asset
cost effectively and strategically. To achieve this, we
are developing a more holistic, joined up approach to
investment which recognises the following:
the links between the investment programme
and repairs and maintenance so that, over
time, we move towards investing more and
repairing less
the links between our customer profile
information and the demands on the repairs
service
the links between demand, voids and repair
costs.

Impact of the Government’s 2015
Summer Budget on our Net Present
Values
Recognising the impact that the 1% rent cut would
have on our cashflows, we undertook a complete reassessment of all of the above properties. In addition,
we completed a review of our supported living homes.
We now have a complete view of the whole of our
stock. The re-assessment concluded that whilst
NPVs have been depressed, the overall picture is still
generally positive. Our average NPV of £20k has been
reduced to £13.8k. Within our general needs and
independent living properties there are now four asset
groups with a negative NPV, compared to no asset
groups previously. We have 277 individual properties
with a negative NPV over 30 years, compared to only
33 previously. The best performing units generate an
NPV of £73k over 30 years, compared to the previous
figure of £86k.

We use a wide range of information to help us make
intelligent business decisions. This ensures that our
investment of resources is targeted at stock with a
financially sustainable future which also meets
local needs.

The condition of our housing stock is a vital factor in
our decision making and informs our future investment
plans. We have a dedicated in-house team, the
Forward Planning and Performance Team, which are
responsible for the stock condition survey programme,
ensuring they are of the appropriate quality and that
our stock data refreshment strategy is fulfilled. The
data collection is automated via hand-held technology
and analysis is carried out through Keystone, a market
leading software asset management solution.
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We evaluated the bottom 25% performing properties which previously generated NPVs of £4.2k or less, due to
the decreasing rental streams. The bottom 25% of properties now have an NPV of -£775 or less. There are 247
properties in 32 asset groups. Options appraisals will now be carried out which will inform our future spend or
disposal options.
The evaluation of our supported living stock shows the very healthy contribution these make to the Group’s
Business Plan. As such, 94% of the stock delivers NPVs of £10k and over, and 54% delivers NPVs of £100k
and over. The Summer 2015 Budget announced the rent reduction of 1% to social housing rents effective from
2016. The announcement included the long-term exemption for specialised supported housing. Regulations
giving effect to this have been published but the definition has changed. This is currently being explored. The
modelling carried out assumes that the rent restrictions will apply at -1% and therefore if the exemption for
specialised supported housing applies to our stock, the NPV figures are understated.
The current position shows the following:

Current NPV Position

General needs and independent living
NPV

Band

% of stock

£10,000 +

Good

62%

Marginal

33%

Poor

5%

NPV

Band

% of stock

£10,000 +

Good

94%

Marginal

2%

Poor

4%

£0 - £10,000
<£0

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

Supported living

£0 - £10,000
<£0

<£0

£0 - £10,000

General needs &
independent living

£10,000 +
Supported living

This information is the current draft position based on
2015/16 budget information, with live stock condition
information. The model is currently in the process of
being updated for the 2015/16 actual position.
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Highlights of our asset investment achievements during 2015/16
Our investment in existing assets
During 2015/16, we spent £6 million of capital and revenue expenditure investing in existing properties. The
investment programme is delivered through a combination of the in-house team and partner contractors. We delivered
1,002 component replacements – 874 within general needs properties and 128 within supported living properties.

Component

2013/14

2014/15

2015/16

Windows/doors

177

100

30

Roof

10

8

22

Storage heaters

59

27

12

Heating systems

273

280

249

Re-wire - partial

338

291

275

Re-wire - full

9

15

4

Bathrooms

86

104

94

Kitchens

374

332

316

1,326

1,157

1,002

Total

Procurement

Supported living

The majority of the investment programme is
delivered through the in-house team, in particular
the replacement of heating systems, bathrooms,
and kitchens. Materials for the in-house team are
procured though our materials and stores contract.
During 2015/16, we reviewed all major areas of spend
so that we could prioritise our procurement activity
in 2016/17. This has produced a comprehensive
project plan for procurement alongside a more robust
approach to managing risk.

When a property becomes void, contact is made with
the local service commissioner to seek nominations.
Should a situation arise in which the void becomes
long-term, or there are a number of voids in one
scheme, the reasons are investigated through
discussion with the commissioner and the support
provider. Aspects such as the continued suitability
of the scheme to meet existing and future needs
of tenants are assessed, along with the on-going
demand for a scheme. Where appropriate, scheme
improvements, including adaptations, are carried out
to ensure that the property continues to be viable.
In other cases, where there is no identified demand
for the scheme, alternative uses for the scheme,
including market rent, are considered. Where there is
no feasible alternative, approval is sought to dispose
of the scheme on the open market.

In addition, an independent review by Procurement
for Housing of our existing stores and materials was
carried out as part of our decision to extend the
current contract for an additional two years. The
review found that our existing supplier had provided
a competitive offering. Prices on the total contract
value have only increased by 2% over the three years
compared to 4% across the building materials market
in the same period. The management fee charged
is 5% compared to an expected rate of 11%. Our
renegotiation of the contract secured a projected
saving of 1% on our core material items over the next
two years with an estimated saving of £10k.
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Aids and adaptations

Keystone Contract Management

We spent £563k on aids and adaptations across
the Group in 2015/16. There has been continued
satisfaction with the service exceeding the target of
96% with 99% of satisfied customers. Twenty people
within general needs and independent living have said
they were considering moving but can now remain
in their home. Improving quality of life whilst also
delivering financial savings in terms of void costs is a
priority for the Group.

During 2015/16 we used Keystone Contract
Management, which has provided a robust framework
for ensuring contracts are appropriately managed
in line with financial regulations and that costs are
effectively controlled and monitored. It provides
information on original budgets compared to contract
and outturn costs enabling us to drive VFM through
monitoring and controlling costs more effectively.
Future plans - our key priorities for
investment for 2016/17

Disposals

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

During the year we have disposed of eight supported
living properties following a property viability
assessment. More than £1 million of receipts are
being invested in developing further schemes as
supported living properties are mainly developed
without any grant.

we will invest over £6 million into improving
existing homes and will deliver 946
component replacements
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
implement a new set of Key Performance
Indicators for measuring contract delivery
review of our procurement practices
complete options appraisals for the poorest
performing stock
refine model – particularly around income,
costs and social indicators
review the Group’s market rented portfolio
finalise and implement our new Group Active
Asset Management Strategy.

Remodelling
There has been targeted investment in our
independent living schemes. Croft Court has had
all of its double glazed units replaced with improved
insulation in the panels below the glass to keep
people warmer and reduce heating costs. The
communal kitchen has been refurbished at Ashwood
Court and an extension has been built at Boundary
Close to increase the size of the communal facilities.
At Croft Court, an unused guest room and an
unpopular bedsit have been remodelled to provide a
one-bedroom flat.

Customer satisfaction results
from planned investment
98%
97%
96%
95%
94%
2013/14

2014/15

2015/16

Satisfaction with planned investment has reduced
during 2015/16 but it still remains high at 95%. 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.
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From the early work carried out, we have already
started to see improvements in our performance. In
particular, our focus on getting repairs completed
‘right-first-time’ has resulted in an increase of 20%
within less than a year, moving our performance from
75.3% in 2014/15 to 95% at the end of 2015/16. This
has been achieved by more consistent recording,
asking the customer for their view on right-first-time
(which overrides the operative’s response if different)
and introducing the Imprest Van Stock system. This
latest performance places us in the upper quartile (top
25%) when compared to other registered housing
providers in our benchmarking peer group.

Repairing and maintaining assets
Our customers consistently tell us that repairs and
maintenance is one of their main 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 an area where we must achieve
a top quartile performance when compared to our
peer group of other registered providers. Despite
the pressure of the 1% rent reductions arising from
the Government’s 2015 Summer Budget, we have
decided that budgets for maintenance expenditure will
be protected.

The first stage of the service review has resulted in a
restructure of the service which will deliver projected
savings of £160k. Savings are being redirected to the
following areas:
forward planning and performance
– to develop the active management of our
existing stock
contract management – to ensure improved
procurement and delivery outcomes
construction compliance activities including
asbestos and legionella.

Highlights of our achievements
from repairs during 2015/16
Comprehensive review of repairs service
During 2015/16, we embarked upon a two-year
review of our repairs service that will ultimately see
it transformed and modernised. The intention is to
drive out efficiencies through the removal of what
was a paper-driven service, whilst addressing issues
identified by our customers that negatively impact
upon their satisfaction with the service. The review is
an integral part of the Group’s strategic decision to
increase mobile and agile working, and to develop
customer self-service.

A range of outcomes are anticipated from the
review as outlined below and we will report on the
achievement of these in next year’s VFM assessment:
customers told us that appointments for
repairs were important to them as they
provide both certainty and convenience
for them. Appointments are now being
introduced for all repairs excluding external
works. We have also introduced text
messaging that an operative is on the way
increase in the number of jobs completed
right-first-time through increased productivity
and revised impressed material stocks
increase in productivity of the in-house team
through the introduction of mobile working
and dynamic scheduling – bringing reduced
average repairs costs. This may result in us
doing more work in-house and using less
external contractors which will save money in
terms of the VAT we would pay a contractor
on labour costs and their mark-up for
overheads and profit
implementation of the customer self-service
app which will enable customers to make their
own appointment for a repair.

To inform the review we undertook a detailed
benchmarking exercise of the repairs and
maintenance service using HouseMark. The findings
from this can be found within the benchmarking
section of this VFM assessment and these have been
fed back into the review of the repairs service. The
redesign of the service used ‘lean systems thinking’
and end-to-end process reviews involving staff and a
customer working party of 12 tenants. Consultation
was also carried out with a wider group of tenants at
the annual tenant conference.

C
H
P
T E A M S
WO R K
L
I
L
Z
S U C C E S S
E
N
P R O G R E S S
E
33

Progress Housing Group Value For Money Self-Assessment 2015/16

Performance management - will focus on
increasing productivity and reducing costs in the
following areas:
contractor portal to allow contractors access
to our IT systems which will automate
processes and reduce manual inputting
gas servicing scheduling, moving gas
servicing on to the new scheduling software.
This will increase the productivity of the
workforce through more first-time access and
reduce manual processing of CP12s
developing information and KPI dashboards
to ensure trends and issues are identified and
responded to by the operational teams in a
proactive and prompt manner.

We also negotiated a saving of £60k by extending
our current van leasing arrangement for another year
which is a saving of 17%. A lean systems review of
the voids process was carried out in 2015/16 and
reducing turnaround times will continue to be
a priority.

Future plans - our key priorities
for repairs for 2016/17
Our VFM focus in 2016/17 is in three areas: service
delivery, performance and procurement. We will report
back on our progress in next year’s VFM assessment.
Service delivery - phase two of the service review will:
consider issues around hours of service
provision, call outs and cost savings that can
be made. This will include increasing the level
of multi-skilling in the workforce to contribute
to increased customer satisfaction and
realising productivity gains from hand-held
technology
look at scheduling voids to reduce paper job
tickets, improve productivity of the workforce,
reduce turnaround times and therefore reduce
void rent loss
review how repairs are carried out within
the non-core areas, particularly for the
dispersed supported living stock where we
currently rely on contractors for repairs and
maintenance and gas servicing. This will be
a holistic review, including the delivery of
planned maintenance and links to potential
procurement options such as the extension
of the in-house workforce.

Procurement
we will be working with Service Matters
external consultants to prepare for the
re-procurement of stores and materials,
effective from 2018
we will carry out a VFM review of the use of
external contractors for our supported living
repairs
we will review spend with contractors to
deliver VFM savings – this is linked to the
phase two service review and how we choose
to deliver the service moving forward
we will review the gas service contract for
supported living which will consider the best
VFM option of remaining with contractors,
or moving it in-house
we will re-procure finishing works such as
flooring and decorating that the in-house
improvement team currently do not provide,
as well as waste removal and cleaning of
void properties.
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Developing new assets
Impact on development plans of the
Government’s policy of a 1% rent cut
In September 2015, the Board approved a new
Development Strategy. This was set within the context
of the Government’s 2015 Summer Budget which
included rental cuts to be applied in the four years
commencing 1 April 2016. In last year’s VFM selfassessment, before we had taken account of the
Government’s rent policy, we stated our intention
to develop 930 new homes to be built by 2020. We
have now re-assessed our financial capacity for future
development and our new target to 2020/21 is to
develop 809 units at a cost of £68.4 million.

The Group will build on its long track record of
development which, from its origin in 1994, has seen
the successful delivery of a national programme
of homes at a cost of over £286 million. Whilst we
recognise the range of new challenges facing us,
we remain undeterred in our ambition to grow. This
means that to provide much-needed housing, we
need to change the way we work. To deliver a future
sustainable programme of development that will
continue to offer VFM for the organisation and its
customers, then certain conditions now apply.

Despite the challenging and uncertain operating
environment, the new strategy re-affirms the Group’s
commitment to delivering a development programme
that meets the needs and demands of its existing and
future customers. The Group has decided that in the
period to 2020 it will continue to focus development
opportunities on key areas of existing strength and
expertise. These are:
affordable housing (including homes let at
affordable rents and formula rents)
housing for sale (intermediate housing to
include shared ownership, housing for outright
sale and equity products) with the intention to
produce surplus to cross-subsidise the main
programme
supported housing (specialist accommodation
for individuals with a range of support needs)
independent living (housing for the elderly)
key worker accommodation.

Broadly these are that:
the overall development programme must
generate a positive financial return. This allows
for certain developments to be subsidised
where appropriate e.g. affordable rented
accommodation
new developments will only proceed if they fit
within the risk appetite of the group
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 new development
the Group will build to design briefs that
it believes will contribute to the long-term
sustainability of the properties
properties will be built with energy efficiency
in mind. The Group intends to introduce a
‘Progress Warm Homes Standard’ for new
homes that achieve a heating footprint of
between 15kWh/m2 and 30kWh/m2
from 2018.
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HCA Prospectus
– implications and approach

Assessment and approval processes
Every proposed development has to undergo a
rigorous approvals process to ensure that each
complies with: the strategic aims of the Group,
our financial regulations, approved development
strategies, risk appetite, the approved financial
parameters and expected levels of anticipated
financial return. The rent reduction has had a
dramatic effect on the financial output of each
scheme appraisal. Before the rent reduction, each
affordable rented unit would typically generate
a negative Net Present Value of £37k. After rent
reductions are factored into the appraisals, this figure
averages £43k. The application of the rent reduction
is a mandatory requirement, even for schemes that
had been appraised and approved using the previous
rent increase assumptions of CPI +1% per annum.
The result is that, on aggregate, rented schemes
approved in the year will require a greater level of
internal subsidy than before. As a result, we will need
to develop more schemes that generate a positive
financial result to deliver a balanced programme
up to 2020.

In April 2016, The Homes and Communities Agency
issued its Affordable Homes Programme Prospectus
for the period 2016 to 2021. The prospectus entitled
‘Shared Ownership Affordable Housing Programme
2016 – 2021’, sets out a grant-funded programme
that will almost entirely support the delivery of shared
ownership housing in the next five years. We will seek
to embrace this concept and use it to deliver highquality, affordable homes that will financially support
the overall development programme.

Review of the development
service model
To meet the challenge of delivering the Development
Strategy over the next five years, we have reviewed
our existing service model for development delivery.
Our 2020 Business Plan sets out our priorities. It
was recognised that in addition to existing skills and
expertise within the development department, there
would be a requirement to bring in added skillsets
to include: development finance, extracting cost
efficiency from the development supply chain, land
acquisition, maximising procurement efficiencies,
environmentally sustainable design methodologies,
developing properties for shared ownership/outright
sale, and marketing and selling properties using a
variety of methods. Underpinning the review is a move
towards agile working. The Development Team now
uses mobile technology more, making a regular office
base for work less of a requirement. This increases
working efficiencies and reduces cost. The service
model review resulted in long-term savings of £275k
a year and an element of these savings will be used
to procure or commission the additional skillsets
identified above.

The Group has taken the opportunity to review its
current affordable development programme and
identified two schemes that have the potential to
increase opportunities for home ownership. Sixteen
units of rented properties that were under construction
have now been converted to homes for shared
ownership. This also has the effect of increasing the
overall financial viability of the schemes.
In order to ensure future sustainability, we review
demand data with the operations team so we can
be sure we are building the correct mix of tenure
and house types in each location. Going forward,
we will need to do more research into demand and
values, particularly in relation to building for sale.
This data will be particularly important as we may be
operating outside of the areas where we have the
greatest amount of knowledge. A scheme impact
assessment is completed for all new supported living
development proposals to support the long-term
viability assessment of the development. The needs
of prospective tenants and location of the scheme are
central to the assessment.
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Highlights of our development
achievements during 2015/16

How we achieve VFM
in our development activities

We have spent a total of £11 million during the
year on our development activities and received
£1 million in grant. We have set out in the section
below what this has been spent on. We had a target
to build 53 HCA-funded homes during the year and
we have actually delivered 60 properties at a cost
of £5.5 million. A further 21 affordable rent and four
shared ownership properties were completed at a
cost of £1.3 million under Section 106 Agreements.
The remainder was spent on delivering a further 22
supported living tenancies funded by private finance.
The largest impact has been caused by the linkage
of Housing Benefit to Local Housing Allowance within
the Spending Review and Autumn Statement 2015
risks as they apply to revenue-funded supported
living properties. We had previously anticipated and
considered the risks of welfare reform and introduced
a Rent and Development Strategy for supported
living properties in 2014. This was updated in May
2015 and is largely responsible for the reduced
development programme.

Effective use of procurement
We procure contractors and consultants through the
Cutting Edge Framework. The framework’s objective
is for RPs to work together to achieve the successful
delivery by contractors/developers and consultants, of
all the individual projects placed under the framework
agreement. This includes delivering innovative choices
and enabling lasting benefits in neighbourhoods. The
latest available information indicates that, due to the
collective buying power of the framework savings of
3.3% are being achieved on the build cost, with an
overall unit saving of 8.6%, when compared to nonframework schemes. The members of the framework
are able to assess and score the performance of all
contractors and consultants in terms of efficiency
and VFM. This ensures that the best performing
organisations are appointed to appropriate jobs. The
framework members reported on KPIs. This showed
that targets were achieved on reportable injuries (nil),
80% of waste was recycled, 35 hours of training per
£1 million contract value was provided and 40% of
labour employed was local to each site.

Development agency work for other
organisations
Following a tender process, we now provide a number
of services to Lune Valley Housing Association,
including property identification, project briefing and
viability assessments, funding availability including
bidding for grant funding, appointment of consultants
and solicitors and to negotiate/tender contract sums
and acquisition packages. We are also responsible for
the quality control and the contractual arrangements
whilst on site. We liaise with the relevant local
authorities, developers and parish councils on
behalf of Lune Valley and report to their Board on
activities. We are currently investigating a number of
opportunities that could total 55 units over the next
five years at a total cost of £4.2 million. We have
recently started on site with the first scheme of three
units. The advantages of providing this development
service are not only to generate income but also assist
in expanding our geographical footprint.

Customer satisfaction with new homes
Satisfaction with new homes is captured in a survey
conducted six weeks after the tenant has moved in.
Currently there is no differentiation between new
developments and re-let. However, work will be
carried out to identify this information more specifically
over the next year. The overall satisfaction has
exceeded the target for 2015/16 and is an increase
on the previous year as shown in the table below.

Performance
satisfaction
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Year
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Year
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96.5%

97.9%

95.5%
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Environmental and energy efficiency approach
The Group aims to significantly reduce fuel poverty
amongst its residents by 2030. We also aim to meet
the Government’s ‘2050 Pathway’ of reducing the
carbon emissions of our homes by 80% in 2050,
compared to 1990. To achieve this, 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.

How we innovate in development
We take an innovative approach to ensure the
delivery of schemes which may appear at first to
be financially unviable.

Case Study:

Lichfield Affordable Rent Supported Living
The Group was invited to enter into dialogue with Staffordshire County Council following a successful
expression of interest to develop 24 units of supported living accommodation on two county-owned sites
in Lichfield. The sites had existing residential care accommodation on site. The existing buildings were to
be demolished and the residents moved into the new accommodation.
The scheme had multiple challenges that threatened its viability but the Group was determined to find a
solution that would be feasible whilst meeting the requirements of all stakeholders.
The past year has been spent negotiating a complex set of arrangements including:
reducing the price of land the Group was prepared to pay for the sites
agreeing to sell a proportion of each site to a local registered provider to develop affordable housing
managing expectations and agreeing a transition plan for existing residents
agreeing a complex set of legal arrangements between numerous parties
gaining the support of the local HCA office for grant input into the scheme
achieving total subsidy of £2.55 million, not including discounted land values of approximately
£860k meaning that affordable rents could be charged at an average of £89.75 per week,
excluding service charges with no internal subsidy required. A straightforward revenue-funded
model would have required rents in excess £300 per person per week.
The outcome of all of this work, when complete, will be a housing solution for 24 people living in unsuitable
residential care, giving them a greater quality of life. The total scheme cost of £2.95 million after being offset
by subsidies receivable will generate a small positive net present value.
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Future plans - our key development
priorities for 2016/17
The creation of a new development service model will
see a shift in approach to meet the challenges of:
maintaining quality of design and construction
meeting environmental standards
driving the cost of construction down
relying on sales income to subsidise the
development programme (in the face of
greater competition).
In addition, we will take control of the land acquisition
and procurement process and explore and test new
ways of construction.
We will complete 83 new HCA-funded 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 are conscious of the impact that the recent
change in Government policy to extend the Right to
Buy to housing associations may have on us. We will
continue to keep abreast of any further developments
on this policy throughout the year. Any expected
financial impact will be modelled within the financial
business plan. A suite of development targets
reflecting the new operating environment will be
produced by September 2016.
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6. Procurement
One of the key strands of our strategy to mitigate
the impact of the rent cut is through intelligent and
effective procurement planning and decisions. This
recognises that if we can maximise VFM from our
buying activities, then we can minimise the cuts that
we would otherwise need to make to our services.
We have significant buying power and during 2015/16
we spent £32 million on non-staffing and capital
expenditure. Procurement is managed centrally by
a small dedicated team who support the business
by providing solutions tailored to the business need
through developing numerous frameworks and
compliant contracts.

Area of business

One-off
Saving
%
saving or
£
saving
recurring

Information
Technology

£240k

Recurring

Stationery

£43k

Recurring

Cleaning materials

£9k

73%

Recurring

£4k

53%

Recurring

£1k

23.5%

One-off

Utilities

£39k

9.4%

Recurring

Finance

£12k

8.7%

One-off

Repairs

£130k

TOTAL

£478k

Office catering
supplies
Progress Lifeline
equipment

A variety of procurement channels have been used
to address the Group’s requirements. These include
traditional tenders and quotations, accessing
procurement frameworks and e–tendering. To
ensure that tenders are fully compliant we use many
procurement frameworks including: Procurement for
Housing, Procure Plus, Crown Commercial Service
and Cutting Edge. Where appropriate, the Group
will consider opportunities to outsource or insource
services and exploit these where they can deliver
greater efficiencies and VFM.

One-off

Highlights of our achievements
from procurement during 2015/16
We commissioned an independent, comprehensive
review of our procurement strategy, policy, processes
and activities. This will provide us with greater
knowledge and awareness of the Group’s spending
patterns and levels of expenditure with our most
strategic suppliers. Our aim will be to have clear,
targeted areas for improved procurement across the
Group and to maximise VFM opportunities.

To ensure a good VFM procurement outcome, we
apply a cost vs quality model to all activity. The
baseline for all evaluations are 50% cost 50% quality.
We have also introduced a mandatory requirement for
bidders to respond to social value in all procurement
exercises.

We recognise the important role we play in stimulating
the local economy. This requires us to achieve a
balance between collaborative large-scale buying
and working with SMEs. During the year, we have
successfully developed this within our Property
Services Team and they are now using a number of
local SME contractors who have been successful
bidders in a number of online procurement exercises.

Over the year, our Procurement Team has worked
across a range of projects and has achieved VFM
gains of £0.5 million against a target of £0.25 million.
The procurement gains have mainly come from
reviewed procurement activity and by accessing
frameworks.

To improve tenant involvement, a Customer
Procurement Panel has been established. The panel
has helped with the evaluation of the tenant contents
insurance, which has provided a 13% saving direct
to tenants. Tenant scrutiny groups are also involved
in reviewing services and where necessary, this feeds
back into future contract renewals.
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We implemented a new 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. We
implemented a new Enterprise Resource Planning
(ERP) system. This has improved the efficiency and
internal control of ordering and payment of suppliers.

Future plans for 2016/17
for procurement
Looking ahead to 2016/17, we will make considerable
progress during the year and we have set ourselves a
new procurement savings target of £300k. Our focus
will be on the following and we will report back on our
progress in next year’s VFM self-assessment:
producing a new Group procurement strategy
implementing the actions arising out of the
independent review
making strategic decisions on insourcing and
outsourcing thus ensuring that the most value
is driven out from our investment decisions
undertaking a number of procurement
exercises between 2016/17 and 2017/18
for high value spend areas within the Group.
These areas currently total annual spend
of £6.5 million and we have estimated that
potential savings are in the region of 2% of
this value
categorising our suppliers with the intention of
identifying areas for consolidation as well as
seeking potential savings
developing KPIs to monitor the actual
performance of contracts to ensure that
quality, customer satisfaction, performance
and costs are in line with expectation and
savings are delivered
ensuring that current frameworks continue to
offer the best VFM
establishing a procurement register to record
all activity and gains across the organisation.
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7. Supported living
How we deliver our service

The purpose of these delays is to give time for the
Government to study the findings from its review into
the costs of providing supported housing. This report
is due during 2016. There is, therefore, uncertainty as
to the impact of Government policy on the supported
housing sector from 2017/18 and beyond. Local
authorities also face significant budget cuts and most
of them are reviewing the way they deliver services
to vulnerable people. However, we are committed
to meeting any challenges through innovation and
redesigning the way we deliver our services. We will
provide an update in next year’s VFM assessment.

We are one of the country’s largest providers of
supported living accommodation for people with
a learning disability. We manage 3,280 supported
living tenancies in 963 schemes across 24 counties
from the Scottish Borders to Devon. We provide
accommodation tailored to meet the needs of
individuals with a learning disability and/or long-term
mental health condition. This is predominantly within
shared schemes, but also includes some selfcontained accommodation. We work in collaboration
with social service commissioners and support
providers, enabling people to live independently with
support. Most of our supported living properties are
fully accessible to people with physical disabilities.
A typical supported living scheme would be a threeperson adapted bungalow with a sleep-in room for an
overnight carer.

Highlights of our achievements during 2015/16
This year has been a great year of achievement and
innovation as follows:
last year’s VFM assessment outlined plans
for a major review of the supported living
delivery model. We completed the review
during 2015/16 and are now implementing
the new service model. This is based around
mobile working and a ‘one team’ approach.
We anticipate the savings in staff costs for
this activity to be £272k once we have fully
implemented the new structures
we brought together all community
involvement functions within the Group,
allowing tenants from different types of
accommodation to work together to scrutinise
and influence our services
we widened our Community Investment
Panel, which oversees a budget for
community investment activities, to include
supported living tenants
our Progress Futures service (which provides
employment and training support) was also
widened to encompass supported living
tenants
within supported housing we successfully
bid to continue to provide support services
funded by Lancashire County Council’s
Supporting People grant at our three
supported housing schemes.

The annual turnover for 2015/16 for supported living
is £35.3 million and we achieved a net surplus for the
year of £3.1 million. Most of our schemes are built
without grant and funded through our own capital
investment.
We have grown significantly over the past ten years.
We have been able to assist local authorities and NHS
Trusts deliver their strategies to close adult social
care and long-term stay institutions. This has allowed
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 who
require supported living accommodation.

Current challenges from
operating environment
We continue to face a number of financial challenges in
delivering supported living accommodation. There is
currently only a one year exemption for 2016/17 for all
supported accommodation from the 1% rent reduction.
There was also an announcement that plans to cap
Housing Benefit in line with Local Housing Allowance
(LHA) rates would be delayed a further year, affecting
new tenancies signed from April 2017 (rather than
April 2016).
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we completed a customer profiling exercise
for all our supported living schemes. This
has provided an additional level of customer
insight and will ensure that we deliver
customer focused services which are both
tailored and cost-effective
customer satisfaction remained high. The
supported living STAR survey took place
between mid-August and September 2015.
The results of this survey show the high
regard tenants have for us, where satisfaction
with overall services was awarded a high
rating (91%). The highest rating was awarded
to the quality of home (94%)
last year’s assessment mentioned that we
were working with the Housing and Support
Alliance, now Learning Disability England, to
develop a benchmarking group with other
similar type of landlords. This work has
continued and a framework for benchmarking
is being developed by Learning Disability
England which we hope will be implemented
in 2016/17
we also continued to look at schemes at risk
of becoming empty through our property
viability process. We identified some schemes
that could be sold and eight schemes were
subsequently sold with proceeds of over
£1 million and profit of £51k. All surpluses
are used to develop further schemes as
supported living is developed in the main
without any grant
we continued to involve supported living
tenants in the inspection of our services.
Results for 2015/16 were the best year’s
performance since mystery shopping reports
began in 2010/11
white goods replacement - we sourced
an alternative supplier of white goods to
achieve savings in the region of £12k per
annum or £35 per item. Savings achieved in
ordering white goods for our planned kitchen
replacements are approximately £7.5k - £9.5k
per annum
for aids and adaptations and environmental
improvements, we have streamlined the
process. We have cut out the requirement for
estimates for aids and adaptations when the
cost is likely to be below £500, saving
time/resources.

We still have some challenges as we have underperformed against our voids targets. Even so, our
current level of voids has reduced and we have
provided further information within the performance
section of this assessment.
Future plans - our key priorities for 2016/17
We set out below our key priorities for 2016/17 and
we will report our progress against these in next year’s
VFM assessment.
we will implement the actions from our service
review, which will significantly reduce our
service costs
we will utilise mobile technology (iPads)
to ensure all visits to our supported living
schemes (we visit all schemes at least
annually) are carried out effectively, allowing all
tasks arising from the visit e.g. reporting any
repairs to be done instantly without the need
to wait for staff to return to the office
we will be looking at how we can better
market our voids in partnership with support
providers and commissioners, through our
own website
we are planning a full LEAN systems review
of the supported living voids process in
2016/17, which will look at the end-to-end
voids procedure aiming to cut down on any
duplication and maximise its effectiveness
we will continue to implement our new Rent
and Development Strategy aimed at keeping
rents as low as possible on new schemes.
We will also look at ways we can deliver new
models of supported living accommodation in
line with local authority strategies.
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8. Social Value, Community
Investment and Scrutiny

V
S O C I A L
L
U
E

We have been working with consultants over the past
12 months to evaluate and review the social value the
Group has generated in key areas. This has resulted in
the production of a Social Value Strategy with a clear
action plan setting out the way in which this will be
developed going forward. We have provided further
details within Appendix A of the social value generated
by the Group and below we provide some summary
highlights of the work that we have carried out during
the year to ensure that social value is maximised,
quantified and evidenced. A number of our services
are internally subsidised, highlighting the commitment
made by the Group.

Social value
Our commitment to generating social value and
investing in our communities is underpinned by our
strategic business aims. 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.
The Group defines social value as ‘the collective
benefit for a community (or for society as a whole)
arising from a particular action or activity’. It has
always been a key aim to maximise this value both
directly (for example, by investing in projects with
a direct social benefit) or indirectly (for example, by
making sure that core activities such as building
maintenance, are organised in such a way as to
maximise the social benefit).

Highlights of our social value achievements
during 2015/16:
we continued to grow our employment
support service, Progress Futures, which was
named runner-up in the B&Q Social Value
Awards in 2015/16
through Progress Futures, we employed four
of our tenants and supported four traineeships
we continued to grow our Control Centre,
offering round the clock support to vulnerable
tenants and were successful in being awarded
the Lancashire County Council Telecare
contract in 2015/16
we delivered community-based training
around key skills working with our painting
contractor, helping tenants to develop skills in
painting and decorating
through direct funding, we continued to
support local community assets such as
community centres
we developed our youth strategy aimed at
giving young people a voice within their local
community. We continued to offer our tenants
support through our Financial Inclusion Team
ensuring they are able to maximise their
income.

Many of the activities that the Group undertakes
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 continue to provide a variety of tenure
types that allow people to be supported
to maintain independence. For example,
we provide services for women fleeing
domestic abuse, young people experiencing
homelessness and we are one of the
country’s largest providers of supported living
accommodation for people with a learning
disability/and or long-term mental health
condition. We also work with Key Unlocking
Futures Ltd, a registered charity which is part
of our Group structure and provides housing
support to young people up to the age of 25.
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Future plans - our key priorities for
social value for 2016/17:

Community Investment

approve our revised Social Value Strategy and
implement the agreed action plan
grow our Progress Futures service by
engaging with employers and developing
community-based training
mainstream social value across the
organisation
look at the way we monitor our contractors to
assess the number of employees they employ
from our local areas
further embed social value within our
procurement process, for example looking at
how contractors can support our tenants into
training and employment
raise staff awareness across the organisation
about the importance of social value
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
continue to develop community food growing
projects that support health and wellbeing for
our tenants
look at supporting a ‘Healthy Towns’ initiative
in the Fylde area as part of our development
plans.

Since the launch of our £1.5 million investment fund
in 2009, over £684k has been spent through the
Community Investment Fund. This has been internally
funded and we have bid for, and received, external
funding too. For example, we received £3k to spend
on training for Progress Futures activity, along with
a further £0.5k from a local business to support this
work. Fundraising activities within independent living
schemes have generated £17k and this has funded
further activities within each scheme. There are five
key themes for investment projects and we invested a
total of £286k with each theme and a summary of the
key outputs/outcomes is shown in the table overleaf.
We have provided details within Appendix A of the
projects that have received investment, together with
the outputs and outcomes delivered. We have also
provided some case studies to further illustrate the
work we have done.

We will report our progress against these in next
year’s VFM assessment.
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Highlights of our Community Investment achievements during 2015/16

Theme

Investment made 2015/16

Summary outcomes

Community
activities

£84k

By offering a menu of involvement activities we
are able to engage with a wide cross-section of
customers, offering them involvement opportunities at
a level that suits the individual. By holding a number
of specialised forums and panels, customers are able
to play a role in the decision making process and help
to improve service delivery. Community-based events
have promoted cohesion with and the growth of the
local community association. Training courses have
been delivered in a range of areas, including: health
and wellbeing, cultural awareness, energy efficiency,
digital inclusion and employability.

Supporting
community
centres

£15.5k

We contribute to the ongoing support to communitybased assets through financial contribution for running
costs. In addition to this we provide local facilities
for minimal cost to ensure delivery of locally based
projects e.g. youth provisions, community training,
family support, and communit-based activities.

Supporting
people into
employment
through
Progress
Futures

£74k

We supported four apprenticeships and four trainee
positions through the Progress Futures initiative, which
is managed by a specialist team. We also supported
20 people into employment/training.

Financial
inclusion

£101k

This resulted in £500k of benefits being claimed by
66 tenants, meaning they were better off.

Projects
funded through
Community
Investment
Panel

£12k

This predominantly was spent on social inclusion
projects and activities for customers living in our
independent living schemes which engages with
approximately 677 tenants every month.
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Future plans - our key priorities for Community
Investment for 2016/17:
we will look at asset-based community
development to make better use of
community assets and support local skills that
already exist within communities
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, recognising that digital
skills can help tackle loneliness, financial
exclusion, and help with employment
prospects
work collaboratively to bid for European
Funding to double the work delivered through
Progress Futures and support economically
inactive tenants (expected to receive decision
December 2016)
monitor the social impact of all community
investment funded projects through the two
identified working parties of Progress Futures
and Community Events.

Scrutiny
Our Scrutiny Pool undertakes
specific service reviews to
understand the customer
experience and focuses on
improving customer satisfaction and strengthening
VFM. The Scrutiny Pool is an open forum which any
tenant can attend and on average 20 customers from
across the Group are involved. Scrutiny activity has
continued to develop and grow throughout 2015/16,
with customers undertaking service area reviews and
making recommendations for service improvements
from the customer’s perspective.
Highlights of our scrutiny achievements
during 2015/16
During the year the Scrutiny Pool completed training
on VFM and began to assess the VFM of services. It
made recommendations not only for cost savings but
for more efficient delivery and/or increased outcomes.
An example of this was the recent recommendation to
digitalise the tenants’ handbook. This not only resulted
in a large cost saving but also allows it to be updated
much more easily when policy changes occur. The
handbook can now be made more specific and
relevant to the individual areas where we have stock.

We will report our progress against these
in next year’s VFM assessment.

The Scrutiny Pool also reviewed the tenant inspection
and mystery shopping activities carried out each
quarter and ensured that any weaknesses that had
been identified were addressed. For the year there have
been 33 mystery shopping calls, 50 void inspections
and 28 green inspections carried out and reported on.
During 2015/16, the Scrutiny Pool has carried out
eight service area reviews. These have looked at:
communication of specific service charges, service
charges, accessibility of our buildings, aids and
adaptations, tenants’ handbook, communication
of non-standard letters, Progress Futures and
estate services. Twenty-three recommendations
have been made, of which 14 are completed and
nine are ongoing. Generally the Scrutiny Pool
has recommended an increase in the amount of
information we hold digitally and felt that many of the
leaflets produced could be moved to a digital format,
to allow future cost savings. The newly established
panel will engage in a number of procurement reviews
during the coming year.
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9. 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.

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:
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 aims
approving the VFM strategy and overseeing its
implementation
considering VFM within relevant Board
reports, including financial, performance
monitoring and benchmarking information
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
approving key strategies and ensuring that
VFM has been considered throughout
ensuring that our People Strategy is linked
to our strategic aims
agreeing VFM efficiency targets within the
Business Plan and budget setting processes
determining where VFM gains are reinvested
setting 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
reviewing progress against the strategic plan
to ensure that the business is continuously
improving and achieving more
publishing the annual VFM self-assessment by
the deadline of 30 September.

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.
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 2016/17. Progress will be monitored
by the Board during the year.
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:
the latest Group VFM strategy
the ‘in-year’ VFM progress report against the
2015/16 VFM targets
Group Financial Statements for 2015/16
Group strategic plan to 2020
Group performance information for 2015/16
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. This will be reported on in next year’s
self-assessment.
The Board has set out in this report its detailed
assessment of VFM for the Group for 2015/16 against
the HCA’s regulatory standard.
The Group has an integrated approach to the delivery
of VFM and we set out below the specific ways
in which the Board ensures we are continuously
improving VFM across our business.
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10. Our overall assessment of VFM at PHG
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 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 2015/16

Have a robust approach
to making decisions on
the use of resources to
deliver the provider’s
objectives, including
an understanding of
the trade-offs 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:
we have comprehensive financial business plans which underpin 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 2015/16 that
we agreed in last year’s VFM self-assessment and we have identified
any work that has not been achieved in 2015/16 and included in our
2016/17 planned VFM improvements.

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 are managing the investment in existing assets, spending during
2015/16 £6 million on investment works and £12 million on repairs and
maintenance
We have completed a performance evaluation of all of our stock and this
has been updated to recognise the changes due to the Government’s
Summer 2015 Budget which affected scheme cash flows
We have 277 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 disposed of eight of our properties which were
poorly performing
We have spent £11 million on our development activities during the year
and received £1 million in grant. We have delivered a total of 107 new
properties. We have re-assessed our financial capacity to develop in
the light of the Government’s Summer 2015 Budget and have revised
our development programme to 2020/21, from 930 properties to 809
properties
Our repairs service is now undergoing a two-year transformational
programme which will result in a reduction of responsive and void repair
costs, improved performance and increased customer satisfaction.
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Have performance
We believe that we have performance and scrutiny functions in place which
management and
actively contribute to our business effectiveness.
We have identified within this self-assessment, areas of the business
scrutiny functions which
which have not performed as well as the Board requires. These are:
are effective at driving
overall service satisfaction, repairs completed within target time, rent
and delivering improved
loss due to voids and overall re-let times. We have set out our plans for
value for money
improving these areas in 2016/17
performance.
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
During the year the Board reviewed the balanced scorecard and made
changes to reflect the Group’s priorities and changes within the sector.
Outcomes of delivering
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
specific services and
We have identified the cost drivers behind our figures and we
which underlying factors
understand our level of influence over them.
influence these costs
We recognise the importance of comparing ourselves to our peers.
and how they do so.
We compare our costs to other organisations both in our region,
Set out the absolute
and nationally for those of a similar size
and comparative costs
We use the Global Accounts, HCA Regression analysis, HouseMark
of delivering specific
and Baker Tilly benchmarking services to provide this information. This
services.
has resulted in us identifying a number of areas of the business which
are low performing when compared to our peers. These are now priority
areas for improvement
We carried out an in-depth benchmarking review into our repairs
and maintenance service and the outcomes have been fed into our
comprehensive review of the service.
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:
£1.2 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 £1 million for
2016/17. 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
We believe that this self-assessment has been structured in a way that tells a
robust self-assessment comprehensive and rounded VFM story of our activity, with areas of success and
which sets out in a
areas for improvement.
This VFM self-assessment for 2015/16 will now be published on our
way that is transparent
website for access by all interested stakeholders
and accessible to
We have incorporated a summary of this VFM assessment within our
stakeholders how they
statutory accounts.
are achieving value for
money in delivering their
purpose and objectives.
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11. Glossary of Terms
Net present value (NPV) assesses the difference between
money coming in and the money going out for our properties
over a period of time.

Assets are our properties and any other valuable things that
we own.
Average cost of funds is the cost of our borrowing.

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 capitalised major
repairs and improvements.

Bad debts are the percentage of income we lose in a year due
to rent arrears and other unpaid debts.
Balanced scorecard methodology is a way to assess
performance against customer, financial, growth and operating
performance targets.

Operating costs are our day-to-day expenses.

Benchmarking is comparing how we perform compared to
other organisations.

Operating surplus is what we have left from this when we
have paid our running costs, except loan repayments.

Capital is the amount of money we invested in homes when we
bought, modernised or built them.

Progress Forward is our major programme of change to
improve operational efficiency and to transform and modernise
the services we provide.

Debt per unit is the amount of borrowing we have divided by
the number of properties we have.

Quartile is one of the three points that divide a range of data
into four equal parts. Top and bottom quartiles indicate the top
and bottom 25% of performance.

Depreciation is the reduction in value of an asset through
wear and tear.

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

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.

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.

Gross operating margin is the percentage of money we have
after receiving our income and paying our running costs, before
tax and interest charges.

Social value is the collective benefit for a community (or for
society as a whole) arising from a particular action or activity.

HCA is the Homes and Communities Agency. This public body
regulates social housing providers in England and funds new
affordable housing.

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.

Independent living is housing where older people can live in a
community specifically developed for them.

Telecare services (Progress Lifeline) provide 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.

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.

Turnover per unit is the money we bring in divided by the
number of properties we have.

Median is the middle point in a range of values/figures.

Units are the number of properties. ‘Per unit’ is a calculation
obtained by dividing by the number of properties.

Net assets are the value of our properties and any other
valuable things that we own, after deducting amounts we owe.

Voids are empty homes.

Net operating margin is the percentage of money we have
after receiving our income and paying our running costs, tax
and interest charges.

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.

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.

Whole business targets are an approach to ensure each part
of the business contributes to further improvements.
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Appendix A - Group case studies
We have outlined below a number of case studies to showcase some of our activities.

Development case studies

Development case study 2:

Development case study 1:
Hewitt Street, Leyland

Haig Avenue, Leyland

Hewitt Street is a site located near the train station in
centre of Leyland. The scheme originally consisted
of eight one-bedroomed flats, 15 two-bedroomed
houses and two three-bedroomed houses, all for
affordable rent. A review of the scheme showed that
it would benefit from the introduction of eight twobedroomed shared ownership houses, replacing
the rented units. The aggregate financial effect on
the scheme was an increase in net present value of
£200,000. This proposal was supported by the local
authority and the Homes and Communities Agency
and the properties are now available to buy.

Originally funded as an affordable rent development of
12 two-bedroomed houses and eight one-bedroomed
flats it was decided, after consultation with the local
authority and the Homes and Communities Agency
to change eight of the two-bedroomed houses into
shared ownership. There was a high demand for this
type of tenure in the area. The development is located
close to the town centre, a primary school, large
supermarkets, health care facilities, and a post office.
It is also situated close to a popular bus route and
local estate agents confirmed that shared ownership
properties would be very popular here.
The new development is built on the site of the
ex-Royal British Legion Club which had fallen into
disrepair after its closure some years ago. The street
names chosen, Legion Court and Poppy Close, reflect
the previous use of the site and help to preserve the
area’s heritage. The club building had attracted a
number of anti-social uses and its redevelopment was
supported by local residents, especially the staff and
parents of children attending the neighbouring primary
school. Throughout the development we worked
closely with the school to prevent road closures
and disruption, particularly at the start and end of
the school day. After the change in tenure to shared
ownership, the NPV improved by £140k.
The redevelopment has undoubtedly improved
the immediate area, reduced the risk of anti-social
behaviour and provided much-needed affordable
homes for rent and sale.
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Supported living case study
Spring Walk was a fully-occupied, three-person bungalow. However, one of the customers living there
was experiencing mobility problems to the point that the property was no longer suitable for him. The
commissioner’s preference was for the individual, who was settled at the property, to continue living in the
bungalow. To achieve this, the commissioner requested that the garage be converted into a bedroom with
the tenant’s former bedroom converted into a bathroom. The existing bathroom could then be converted
into a wet room. Without this work the commissioner regarded the property as unsustainable and surplus to
requirements. We worked with the customers, support workers and the commissioner and spent £56k on a
garage conversion. The conversion was completed in early 2016 and the tenant was able to continue to live
happily in this newly-adapted property. The work also prevented the property from becoming empty and has
ensured that the scheme is sustainable going into the future.

Social value activities and case studies
Through our operating activities, we continue to provide services that demonstrate the social value ethos we
deliver. This includes but is not limited to:
the provision of refuge accommodation
homelessness support
support for older people
technology enabled care and support (for example, social alarms, Telecare)
supported living accommodation
Key
Progress Futures.

Progress Futures
Our award-winning Progress Futures initiative addresses worklessness and has helped support 54 people into
work. This type of support helps customers to become more financially stable and therefore more likely to pay
their rent on time. Our own research shows that this contributed positively to our income collection targets,
with 66% of rent accounts being either reduced or cleared following engagement with Progress Futures. This
activity is particularly important to us given the Government’s rent cut policy and the need to ensure that the
money we are investing has a wide impact, creating even further capacity for future social investment. The
service was expanded to cover supported living and has helped six supported living customers in the last
year. Demand continued to grow and this has meant we have been able to recruit an additional full-time
officer and a part-time administration role, which we made available only to our customers.
Output
Since being established in summer 2013 the service has attracted interest from customers, many of whom
have self-referred as well as referrals from our Income Collection, Financial Inclusion and Community
Involvement Teams. Over the last 12 months, 82 customers have been helped into employment, education
and training. This has brought numerous benefits to both our customers, the wider community and the Group.
The service received recognition for its social impact and was runner up in the national 2015 B&Q Social Value
Awards, winning £3,000 to develop community-based training.
Impact
This service has improved residents’ health leading to a reduction in health intervention. In addition, reports
of anti-social behaviour have dropped, the number of people who are work-ready has risen, evictions have
dropped and customers are earning more, paying tax and not relying on welfare benefits.
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Community Involvement
Community Involvement is a diverse service that targets people who want to get involved locally. By offering
a range of engagement opportunities and involving customers in our services, we have been able to tailor the
opportunities available to reflect our customers’ needs.
Output
There are approximately 45 active volunteers working in areas like procurement, governance and scrutiny.
These include tenant inspectors and mystery shoppers. There are approximately 700 customers involved in
community activity each year.
Impact
Contribution of time from volunteers, investment in training and development in new skills for volunteers and a
reduction in ASB and social isolation.

Control Centre and Progress Lifeline
The Control Centre provides a range of support services to older customers and those with health-related
issues. The Progress Lifeline service is a direct line to the Control Centre and provides customers with the
reassurance of help and support in the case of an accident or incident.
Output
Total number of connections monitored by the Control Centre: 20,621. This total figure consists of the
connections as detailed below:
7,956 is the total number of peace of mind plans on our system offering a contact point and
support to carers any time, 24 hours a day
Total number of Progress Lifeline and scheme connections is 12,665. This includes 9,159
dispersed Progress Lifeline clients (made up of private clients, Telecare clients and corporate
clients); and 3,506 residents of independent living schemes either owned by us or by one of
our corporate partners.
The service continued to grow and in partnership with Tunstall Telecare successfully won the
Lancashire County Council contract to provide Telecare in Lancashire.
Impact
The reduction in the need for residential and supported housing, together with earlier hospital
discharge and reduced demand on outpatient services and GP visits
Reduction in loss of income for friends and family providing support.
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Progress Connect
Progress Connect is a vital telephone service that is a first point of contact for customers, giving individual
advice, reassurance and information. In addition to general queries such as repairs, the service deals with
areas including homelessness applications, domestic violence and witness support case management.
Output
Around 142,478 customer contacts in 2015/16 and support to all teams across the Group
Review of office opening hours at Warwick House – consultation commenced within the year to
reduce opening hours of reception at Warwick House which has enabled us to offer additional admin
support in Progress Connect and for Progress Living.
Impact
There has been a reduction in the number of visitors to the Warwick House office which has improved
the services offered to customers with increased use of mobile working
Staff at Warwick House have been able to take on additional work within Progress Connect, including
booking forms for our key worker scheme in Lincolnshire, resulting in the backlogs being cleared
Staff at Warwick House will be free to take head office calls (primarily sales calls) when the new
telephone numbers are introduced, freeing officers in Progress Connect to deal with customers and
applicants.

Progress Futures case studies
Progress Futures is a person-centred service which helps customers and their families achieve their
aspirations by supporting them into employment, education or training.
Ben was supported by Progress Futures to establish a career path after leaving school at the age of 16 and
being the sole carer for his mother. Ben had already taken steps to improve his employability by enrolling on
a maths and English course at Blackpool and the Fylde College. Ben was then supported to enrol on a Level
1 groundwork course with Blackpool Build Up and he also completed a 12-week work experience placement
with our Estate Caretaking Team in 2015.
During this time Ben managed to pass his driving test – he received some driving lessons through the
Progress Futures bursary. Ben also completed his Level 1 course and went on to complete his Level 2 with
Blackpool and the Fylde College. He has been successful in gaining a labouring job in Blackpool and is still
in employment.
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Progress Futures staff have been working with a number of customers from one family and have supported
three siblings into education and employment.
Hayley had been unemployed for a short period of time, and had attended courses mandated by the DWP.
She gained skills in IT, Level 1 and Level 2 numeracy and literacy. Hayley wanted to work locally and when The
Range DIY store opened in Leyland she thought this would be a great opportunity. Progress Futures helped
Hayley to complete the job application and, as a result, she got part-time employment. Over the last 12
months, Hayley has progressed well in her role. She has covered the role of supervisor and Deputy Manager
during periods of annual leave. Progress Futures has recently spoken with Hayley who stated ‘I’m ready for
my next challenge now’. Progress Futures will continue to support Hayley in this.
Lewis had been attending college for the past three years studying catering, but wanted to find an
apprenticeship with an income locally. Lewis’s mum, Lesley, already worked at a local public house which
specialises in serving food. Progress Futures supported Lewis to email the company and ask if there were any
current vacancies in the kitchen as a Commis Chef – a junior apprenticeship of chef position. Lewis received
an email in return offering him an interview. Progress Futures helped Lewis buy clothes for his interview and
he was successful in gaining the apprenticeship. The role, which started in September 2015, is going very
well and Lewis is enjoying this line of work. Over the busy Christmas and New Year period he proved his
dedication by working 22 consecutive days without time off…for national minimum apprenticeship wage.
Josh has been supported by Progress Futures for the past two years. He completed a 12-week work
placement with our Estate Caretaker, Rob Knowles, and from there, he gained employment at Waitrose
Distribution centre. As Josh was employed through an agency, this term of employment was on a casual basis
over a 12 month period, so he volunteered with The Leyland Project as well. In November 2015 Progress
Futures supported Josh to apply for a role of Support Worker for the Priory Group. He got the job – even
borrowing his brother’s suit for the interview – and started work straight away. Josh started his driving lessons
whilst working at Waitrose and recently passed his test. He bought a car, which will allow him to broaden
his horizons when he is ready to make his next career move. Josh still volunteers for The Leyland Project on
residential outings.
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Community Investment activities and case studies

Project: independent living social activities pot
Over the last year staff have worked hard to, not only maintain, but increase the number of customers involved
in activities within our independent living schemes. This has included supporting customers to arrange their
own coffee mornings and social events as well as having organised activities. During the last twelve months
customers have enjoyed a number of day trips away from the schemes, allowing them to meet new people
and visit new places.
Output
Engaged with an average of 677 customers a month, with a total of 2,024 activities taking place over a
12-month period.
Impact
Decrease in social isolation for older residents with improved confidence, making them feel part of their local
community by holding community events within schemes. This has led to improved health and wellbeing as
they have the opportunity to socialise and make new friends. Themed events also raise awareness on how to
achieve/maintain a healthier lifestyle.
Collaborative working has taken place with the Community Involvement Team to deliver intergenerational
events at a number of schemes. This approach has helped to break down generational barriers and allow old
and young to learn from each other.
Output
A total of 8,124 attendees at events throughout the year.
Impact
More engagement with the Group and a better understanding of customer needs for staff. Multi-scheme
activities have allowed customers to widen their circle of friends and attend more events as they become
more confident.
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Project: Youth Forum
The Youth Forum meets on a quarterly basis to discuss some of the key issues concerning them. They talk
about improvements to their local community and take part in consultation on policy changes. Members were
actively involved in designing and creating a float in Penwortham Gala in 2015/16 to promote the work we do.
Output
Sixteen young people engage with staff every 2-3 months. The completion of a youth engagement strategy
for the Group clearly sets out our commitment in this area, and how we will work with young people to grow it.
Impact
Successful and meaningful youth engagement with representatives from across the Group. This has allowed
us to gain a better understanding of the needs of young people as well as their local community. It has shaped
our youth engagement strategy and our work in this area, by:
increasing engagement from this hard-to-reach group, we will be able to gain a more representative
view. By working with our customers’ children we will be able to equip them with the knowledge and
skills they need to sustain a tenancy should they move into social housing. It also allows them to gain
a better understanding of the work we do
offering a positive engagement activity for young people, it is hoped to reduce anti-social behaviour
within local communities
developing innovative engagement tools to increase overall engagement figures.
Planned outcome
More engagement from young people by offering opportunities for them to learn and grow as well as
helping to shape our services. We aim to support young people to reach their maximum potential; including
engagement with our employment and training support project, Progress Futures, as well as through
partnership working with local agencies.
To gain a better understanding of the needs of young people – working with them to establish how they want
to be involved and providing involvement opportunities to address this need.
Through our Youth Forum and other activities we aim to empower young people to play an active role within
their communities. By including them in our approach to asset-based community development, we are giving
them a local voice.
More digital engagement among young people – we understand that young people often communicate
digitally so we aim to increase communication in this area.
We aim to engage with 40 young people each year through involvement activities and 10 young people
through Progress Futures.
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Project: community food growing
Five community food growing sites were supported within schemes for customers in supported living
schemes. All five achieved North West in Bloom Awards.
Output
Six schemes with 70 customers taking part.
Impact
Customers reported feeling more involved with their community and developed their personal skills.
Planned outcome
Prevention of social isolation.
Healthy eating.

Project: Artlink
We continued to work with Artlink in Leeds to deliver a lottery-funded project to promote wellbeing and a
sense of community for customers with support needs.
Output
In 2015/16 173 customers took part in art activities and 100 events were held to celebrate the success of the
project.
Impact
Customers reported feeling more involved with their community.
Planned outcome
Prevention of social isolation.
Improved health and wellbeing.

Project: DIY skills day
Working with Bell Group, we organised a DIY masterclass in an empty property in Leyland. The idea was
to tidy up a room, while teaching the residents valuable DIY skills. Over lunch, Bell Group staff talked to
them about what a career in the industry is like and offered work experience placements. A representative
from Dulux donated some supplies and came along to talk about selecting the most appropriate tools and
materials for a project.
Output
Eight customers took part and acquired skills in painting and decorating/DIY.
Impact
Customers found the day rewarding and learned new skills. They were all offered the opportunity to apply for
a work placement with our painting contractor, starting in April 2016.
Planned outcome
Acquiring new skills in painting and decorating with a view to applying for a work placement.

59

Progress Housing Group Value For Money Self-Assessment 2015/16

Project: Progress Champions
The Progress Champions have developed and grown during 2015/16, undertaking extra training to allow
them to not only provide digital inclusion support to customers but also the ability to provide general advice on
energy efficiency and the implications of changes through welfare reform. The champions helped to deliver a
full training session at this year’s tenant conference on digital access. We currently have eight champions who
volunteer on average one hour per week to assist other customers.
Output
Over 60 customers have been supported to learn new skills from a Progress Champion. Some of them have
had weekly lessons to improve their confidence and skills and to access online services more effectively.
Areas taught have included: social media, word processing, family tree research, online shopping, accessing
services digitally, creation of e-mail and video messaging to allow them to stay connected to family not living
locally.
A six-week course has been delivered by a champion at an independent living scheme, who taught customers
the basics of how to get online.
More champions have provided information on energy efficiency and benefits. By signposting customers in
these areas, they have been able to ensure the correct support has been sought.
Impact
Increase in knowledge and confidence for those customers who have engaged with a champion. By learning
skills on an informal individual basis, participants have been able to grow and develop at a rate they feel
comfortable with.
More engagement from customers attending digital road shows and training events.
More digital engagement with us.
Reduction in fuel bills for those enlisting energy efficiency advice from the champions.
Planned outcome
We plan to continue to grow the work of the champions, recruiting more to deliver cooking on a budget
sessions. These events will promote healthy eating, cooking skills and allow customers to meet new people
in their neighbourhood. By continuing the individual and group digital sessions it is envisaged that more
customers will be supported to access online services. This will allow customers to engage with us digitally as
well as other local agencies.
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Appendix B
- Community Involvement
Putting customers at the heart of what we do to
ensure our decisions are driven by customer needs
and aspirations, is one of our key strategic aims.
We aim to ensure that everything we do delivers
great results for customers and we have committed
to ensuring that our customers influence service
standards and business decisions.

Highlights of our Community Involvement
achievements during 2015/16
During 2015/16, we delivered 1,963 events which
attracted 8,436 attendees. This included 16 training
events supporting our customers to grow and
develop. Courses covered a range of different areas
including: skills development for involved customers,
courses to support digital inclusion, energy efficiency,
confidence and wellbeing courses plus cultural and
disability awareness courses for staff and customers.

Following the Government’s Summer 2015 Budget,
we recognise the significant financial impact that
this is likely to have on both our business and our
customers. It will be essential for us to demonstrate
that the quality of services received by customers is
not compromised by the reduction of resources. Our
services will remain fit for purpose and continue to
meet customers’ aspirations.

We aim to create opportunities for all our customers
and to do this we use our Progress Futures
initiative. This is a free-to-use service that helps
many customers and their family members access
training or education and improve their employment
prospects. The team adopts a person-centred
approach, working with each individual to help them
achieve their own personal goals such as accessing
training, education, volunteering and employment.

We recognise that we will need to spend our
resources wisely, in the right places and in the right
way. Our recent focus has been on gaining a better
insight into what matters most to our customers
through our community involvement and scrutiny
work. This in turn will be used to drive out further
efficiencies whilst ensuring that services remain high
performing.

During 2015/16 the team have worked with 82
customers of which:
20 have gone into employment
12 into training and education
3 into volunteering, and
2 into work experience.

We also want to continue offering training and
employment opportunities for our customers. To do
this, we expect that in future we will need to be more
innovative in attracting inward investment and working
in partnership with others. We offer a wide range of
involvement opportunities that allow us to engage
with our customers to gain their views on the work
that we do and to help us to continuously improve
VFM across our services. In turn, we help customers
achieve their own individual targets and/or develop
their communities.

In addition, we have provided short-term support
to 217 customers at the job club where jobs across
the Group have been advertised. Internally, we have
created trainee and apprenticeship opportunities, and
have given jobs to eight customers during 2015/16.
We have continued to deliver our specialised panel
and forums where customers work with staff on
strategic decisions and service improvements. During
the year, customers have been involved in a number
of activities, many of which have helped the Group to
achieve improved VFM.

We have established a clear picture of our customer
base through our customer profiling information and
we use this to shape our involvement activities.
We are developing our online engagement tools, and
we are using social media to engage with harder-toreach customers through live question and answer
sessions.
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Activities have included:
the creation of the new corporate website.
Customers helped to select a contractor and
then worked with them on the design and
functionality of the website
carrying out a tenant consultation which
resulted in our Tenant Annual Report
becoming digital for the first time, at a cost
saving of £1.4k
helping to improve the delivery of our repairs
service. We defined what ‘right-first-time’
actually means from a customer’s perspective
continuing to deliver mystery shopping and
tenant inspection activities that are reported on
quarterly to our board
proactively assisting staff to monitor the
delivery of the grounds maintenance contract
to ensure service level agreements are met
introducing a customer procurement panel
that will allow customers to get involved in the
procurement of goods and services
the development of a youth strategy and
promoting Youth Forum meetings for those
aged 8-25 years, to better understand the
needs of this hard-to-reach group and tailor
our activities to reflect this. We have involved
20 young people and they have helped us
to develop our website, as well as internal
publications. Members have also worked at a
local level to set up a football team, applying
for funding and undertaking their basic football
coaching qualification to help them
promoting health and wellbeing through
community food growing for people with a
learning disability/and/or long-term mental
health condition. This resulted in us being
shortlisted for a Third Sector Care Award for
the second year running. Five schemes in
Lancashire also received North West in Bloom
awards for community food growing. We also
won Preston’s first ‘Community Soup’ award
for a community food growing project in
Preston. Customers at the schemes reported
feeling better about where they live and less
isolated
we changed our annual Tenant Conference to
mid-week and a more cost-effective venue.
This allowed us to engage with a wider crosssection of customers at one event. Feedback
was positive and we saved £9.5k

our Progress Champions continued to deliver
digital training to other customers, offering
localised friendly support in a way that suits
the individual and their training requirements.
This has allowed us to continue to deliver our
digital inclusion work at a very low cost
satisfaction with customer involvement during
2015/16 was high – 97% of customers
enjoyed the activity they attended, with 98%
rating it to have a medium to high impact
a STAR survey for supported living provided
very positive results. Satisfaction with overall
services was 91% (an increase from 89% in
2013), and the satisfaction with the quality of
the home rose from 93% to 94%.

Future plans: Community
Involvement in 2016/17
We set out below our key plans for 2016/17 and we
will report progress against these in next year’s VFM
assessment:
due to the more challenging financial operating
environment, the team will become more
focused on applying for external funding. This
will help us to continue delivering the same level
of activities and opportunities for customers
the team are working in partnership with
local colleges and other registered providers
to submit a consortium bid for European
Funding to address digital exclusion. This is
an exciting area of work and we will hear if we
are successful at the end of December 2016
we will start to adopt an asset-based
community development approach to
work with communities at a local level to
maximise the skills, experience and assets
in communities. We also aim to increase the
amount of partnership working to help us to
offer more activities at a local level
we aim to continue to grow the numbers of
customers we engage with and hope to reach
a more widespread section of customers. We
will maintain the opportunities we present to
customers, either through Progress Futures or
localised training courses
the team will continue to explore new
methods of engagement and grow our digital
involvement opportunities for customers using
our social media channels to help increase
engagement and awareness of involvement
opportunities for customers.
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Appendix C
- strategic benchmarking statement
COMPARATOR

GROUP

2012/13 2013/14 2014/15

2012/13 2013/14 2014/15 2015 /16

Source

FINANCE
Be financially strong
25.9%

26.5%

28.3%

32.5%

31.4%

33.1%

25.7%

Global Accounts

Management cost per unit

£952

£990

£1,034

£961

£985

£1,011

£975

Global Accounts

Maintenance cost per unit

£1,981

£1,929

£1,945

£1,817

£1,955

£2,014

£1,958

Global Accounts

Operating Margin

CUSTOMER & COMMUNITIES
Improve customer satisfaction
Overall tenant satisfaction

NEW

91.2%

90.0%

New

91.2%

90.3%

91.4%

HouseMark

Repairs tenant satisfaction

NEW

87.3%

85.7%

New

83.6%

81.6%

81.5%

HouseMark

Neighbourhood satisfaction

NEW

90.1%

89.0%

New

91.4%

90.2%

90.3%

HouseMark

Views taken satisfaction

NEW

77.9%

75.0%

New

75.6%

71.1%

79.0%

HouseMark

Have a positive impact on communities

LEARNING & GROWTH
Be a leading employer
Workforce sickness levels

NEW

4.4%

4.4%

New

4.3%

3.2%

2.9%

ONS

Staff Turnover

NEW

NEW

9.4%

New

New

11.4%

14.3%

HouseMark

2.4%

1.0%

1.1%

SDR

Grow the organisation
Stock Growth

0.7%

0.6%

1.6%

2.1%

PROCESS
Reduce arrears and bad debts
Current tenant arrears

4.8%

4.7%

4.6%

4.2%

3.8%

5.8%

4.2%

Global Accounts

Former tenant arrears

NEW

NEW

2.0%

1.4%

1.1%

1.4%

1.3%

Global Accounts

99.7%

99.8%

99.9%

99.3%

99.8%

99.4%

101.1%

HouseMark

Rent collected

Improve the quality of our homes
Number repairs per unit

3.0

3.0

3.0

4.4

4.4

4.1

3.9

HouseMark

Decent Homes Standard

1.1%

0.9%

0.7%

0.0%

0.0%

0.0%

0.0%

SDR

Reduce the voids within our communities
Vacant stock

0.9%

1.1%

1.1%

3.6%

3.9%

3.5%

3.2%

SDR

Rent lost due to voids gross

1.7%

1.8%

1.7%

4.9%

6.0%

6.3%

5.0%

Global Accounts

Average relet times

29.0

31.0

33.1

72.9

84.7

74.6

109.5

CORE lettings

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 undetaken within the Group being included. 2015/16 are
estimated using the source calculation these may vary slightly on publication.
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Appendix D
- 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 at a service level using available data from the HouseMark benchmarking
service.
To provide a transparent picture of results and trends within the Group, we have displayed this in a three
dimensional view of VFM in terms of cost, quality and effectiveness. This helps stakeholders make a proper 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 the Group to understand any current gaps to those ‘best in class’
performers. This also ensures that effective action is taken to target specific areas of under-performance or
higher than expected costs so we can close these gaps in future.
The information within these tables is the latest available from HouseMark and relates to the 2014/15 year.

(a) Income collection
Peer Group
Median

Peer Group
Upper 25%

Quartile

2015

2015

Progress Housing Group
KPI

2015 result Ranking

Service Cost Indicator
Total cost per property
of Income Collection

£122

6 / 19

Second Quartile

£149

£117

99.4%
3.0%
2.0%

11 / 19
7 / 19
9 / 18

Median
Second Quartile
Second Quartile

99.4%
3.5%
2.1%

99.7%
2.6%
1.0%

0.41%
0.61%

7 / 19
15 / 19

Second Quartile
Fourth Quartile

0.45%
0.54%

0.35%
0.40%

Service Quality
(Performance Indicators)
% Rent Collected
% Current Tenant Arrears
% Former Tenant Arrears
Service Effectiveness
(Performance Indicators Output)
% Rent written off %
% Tenants evicted for rent arrears
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(b) Tenancy and lettings
Peer Group
Median

Peer Group
Upper 25%

Quartile

2015

2015

Progress Housing Group
KPI

2015 result Ranking

Service Cost Indicator
Total cost per property
of Tenancy and Lettings £

£202

17 / 19

Fourth Quartile

£165

£129

1.73%

15 / 19

Fourth Quartile

1.14%

0.66%

10.70%
1.42%
0.02%

14 / 19
18 / 19
3 / 19

Third Quartile
Fourth Quartile
First Quartile

9.41%
0.62%
0.18%

7.56%
0.34%
0.05%

44.59

17 / 19

Fourth Quartile

22.25

19.50

88.70%

8 / 16

Second Quartile

88.50%

89.70%

Peer Group
Median

Peer Group
Upper 25%

Quartile

2015

2015

Service Quality
(Performance Indicators)
% Void loss
Service Effectiveness
(Performance Indicators Output)
Tenancy Turnover %
% Available empty homes
% Unavailable empty homes
Ave relet times days
- standard relets
% Tenants satisfied with
neighbourhood

(c) Responsive repairs and voids maintenance
Progress Housing Group
KPI

2015 result Ranking

Service Cost Indicator
Average cost per property of
responsive and void works £
Average cost per responsive repair £
Average cost per void repair £

£959

18 / 19

Fourth Quartile

£834

£787

£136
£1,588

15 / 19
2 / 19

Fourth Quartile
First Quartile

£115
£3,049

£102
£2,501

9.50

12 / 17

Third Quartile

8.18

5.90

98.05%

7 / 11

Third Quartile

98.94%

99.77%

83.90%
75.30%

12 / 16
10 / 10

Third Quartile
Fourth Quartile

86.00%
90.88%

87.00%
93.85%

4.05

13 / 18

Fourth Quartile

3.77

3.51

Service Quality
(Performance Indicators)
Average completion time calendar days
Appointments kept as a % of made
Service Effectiveness
(Performance Indicators Output)
% Satisfaction with repairs
% Repairs completed at first visit
Average number of responsive
repairs per property
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(d) Major and planned works
Peer Group
Median

Peer Group
Upper 25%

Quartile

2015

2015

Progress Housing Group
KPI

2015 result Ranking

Service Cost Indicator
Average cost per property major
works & cyclical maintenance £
Major works only - total cost per
property £
Cyclical maintenance only
- total cost per property

£1,057

3 / 19

First Quartile

£1,336

£1,149

£768

4 / 19

First Quartile

£1,060

£904

£290

14 / 19

Third Quartile

£238

£169

0
70.8

1 / 18
7 / 18

First Quartile
Second Quartile

0
70.45

0
71.47

83.80%

14 / 16

Fourth Quartile

87.30%

90.40%

Service Quality
(Performance Indicators)
% Properties non-decent homes
SAP rating
Service Effectiveness
(Performance Indicators Output)
% Satisfaction with quality of home

66

Progress Housing Group Value For Money Self-Assessment 2015/16

Appendix E
- Balanced Scorecard 31 March 2016
Target

Trend

2015/16

2014/15

2013/14

2012/13

2011/12

£9,373,612

£9,709,734

New

New

New

FINANCE
Be financially strong
£7,214,384

Achieving budget surplus £9,175,000
Achieving budget savings £166,374

NEW

£11,914,017 £11,333,655

£220,454

New

CUSTOMER & COMMUNITIES
Improve customer satisfaction
Repairs satisfaction

97.0%

97.7%

94.5%

96.7%

96.4%

96.4%

Services satisfaction

97.0%

95.5%

95.4%

96.3%

94.6%

95.3%

New

New

New

Have a positive impact on communities
Social Value (i)

Yes

Yes

New

LEARNING & GROWTH
Be a leading employer
Employee sickness

4.4%

2.9%

3.2%

4.3%

4.3%

3.3%

Employee turnover

10.0%

14.3%

9.1%

7.6%

8.1%

7.4%

Grow the organisation
2.1%

1.3%

0.8%

2.4%

2.1%

3.5%

Successful bids (i)

Yes

Yes

New

New

New

New

New partnerships

N/A

11

New

New

New

New

% of annual stock growth

PROCESS
Reduce arrears and bad debts
Current tenant arrears

4.2%

3.7%

3.4%

3.8%

4.2%

3.9%

Former tenant arrears

1.3%

1.0%

1.0%

1.1%

1.4%

1.2%

Rent debit written off

1.0%

0.2%

0.2%

0.5%

0.2%

0.4%

NEW

NEW

NEW

Improve the quality of our homes
Responsive repairs

99.0%

NEW

93.8%

NEW

Planned works

1,209

1,002

1,143

1,327

1,410

NEW

Right first time

80.0%

80.3%

75.3%

63.8%

NEW

NEW

Reduce the voids within our communities
Current level of voids

5.0%

4.5%

5.9%

5.0%

NEW

NEW

Rent lost due to voids

3.7%

3.9%

3.7%

3.5%

3.1%

3.0%

Relet times

97.0

110.0

88.5

84.7

72.9

68.2

i = Interim indicators have been put in place while further work is being undertaken
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2015 / 2016

2014 / 2015

2013 / 2014

Current Tenant Arrears

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

140
120
100
80
60
40
20
0
April

May

June

July

Aug

Sept
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PROCESS SECTION BY ACTIVITY TYPE

Aim

Indicators

2015
2016

2014
2015

2013
2014

2012
2013

4.1%

3.6%

3.8%

3.9%

4.9%

1.3%

0.4%

0.3%

0.4%

1.6%

5.0%

4.4%

3.9%

4.4%

4.3%

2.2%

2.5%

2.6%

2.5%

2.9%

0.5%

0.1%

0.3%

0.3%

0.6%

0.7%

0.2%

0.2%

0.2%

0.2%

General

1.0%

0.5%

0.5%

1.2%

0.4%

Independent living

1.0%

0.3%

0.2%

0.6%

0.1%

Supported living

1.0%

0.07% 0.05% 0.04% 0.02%

Emergency

99.2%

95.1% 99.6% 99.7% 99.8%

Non-emergency (external contractors)

99.0% NEW 96.2%

NEW

NEW

NEW

Appointments kept (internal trades)

98.5% NEW 89.2%

NEW

NEW

NEW

General

1.0%

0.8%

0.7%

1.5%

NEW

Independent living

2.0%

1.7%

4.0%

1.9%

NEW

Supported living

8.0%

7.0%

9.2%

8.7%

NEW

General

0.7%

0.7%

1.1%

0.9%

0.6%

Independent living

1.7%

3.0%

3.6%

2.6%

2.0%

Supported living

5.5%

5.2%

4.5%

4.7%

4.7%

General

21

27.4

38.9

23.6

20.8

Independent living

23

82.4

57.0

41.9

31.4

Supported living

365

315.7

274.5

239.4

241.0

Main activity type

Target Trend

General
Current Tenant
Independent living
Arrears (P)
Reduce
arrears and
bad debts

Supported living
General
Former
Independent living
Tenant Arrears
Supported living
Rent debit
written off

Improve the
Responsive
quality of our
Repairs
homes

Current levels
of voids
Reduce
the voids
Rent lost
within our
due to voids
communities
Relet times

P - Profiled targets change throughout the year to reflect seasonal movements
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Appendix F
- five year financial highlights
Highlights of our 2015/16
financial performance

Housing properties £10.8m
Management £9.1m

Our summary financial statements for the year
provide some key highlights as detailed below. Our
full financial statements can be viewed on our website
www.progressgroup.org.uk.

Payments
£78m

Depreciation &
impairment £8.7m
Other £2.8m
Property lease
charges £3.8m
Non-social housing
activities £3.8m
Interest payable £11.7m

We have achieved our target turnover in the year of
just over £72 million, which is an increase of over
£1 million from the previous year. Our operating costs
were £53.8 million against a target of £51.4 million
which is in excess of our target. This was due to a
scheme impairment and restructuring plans which
were agreed after our target was set for the year. We
have incurred some one-off costs of £0.9 million but
these will create long-term savings. In addition, there
is a pension adjustment of £0.5 million. If we adjust for
these one-off items, our operating costs would stand
at £50.6 million, £0.8 million below target as a result of
a focused drive to achieve cost savings.

We continued to develop new homes and have spent
£11 million on delivering 107 new homes. This was
however a reduction against the original target of £26
million as a direct result of the Group implementing
its new Development Strategy and responding to the
impact of the Chancellor’s Budget. We spent £18.2
million against a target of £20.8 million on maintaining
and improving our existing homes reflecting our
commitment to long-term investment in our properties.
The project known as Progress Forward, has created
opportunities to improve efficiencies which will be
realised through service reviews. Ten service delivery
reviews have been completed in the year and
savings of £1 million per annum will materialise from
2016/17 onwards. Phase two of these reviews will be
undertaken during 2016/17 and further cost savings
are expected.

Our financial performance for the year shows we
continue to remain financially strong with a healthy net
surplus of £7.2 million against a budget of £8.9 million.
This has been achieved despite incurring restructuring
costs necessary for us to maintain our financial
strength in future. Our net operating margin at 10% is
mainly due to the items above and also lower interest
charges than planned, a reflection of continued low
interest rates and lower development activity.

During the financial year for 2015/16, we identified
that we needed to achieve further savings than we
had originally planned to manage future financial
constraints. We worked with our budget holders to
achieve savings and cost reductions of over £1.2
million. These included savings against budget for a
wide range of activities including £0.6 million within
corporate costs (marketing, IT, courses, and office
running costs) and £0.6 million within operational
costs (community involvement, maintenance and
environmental improvements). These savings have
outperformed our original target of £0.2 million. These
savings have mitigated the one-off restructuring costs.

Rental income £56m
Service charge income £7m

Receipts
£74m

Service charge costs
and support £10m
Repairs £18.2m

Void guarantees and
revenue grants £2m
Charges for support
services £0.8m
Other income £0.5m
Social housing
property sales £0.2m
Non-social housing
activities £6.1m
Capital grants
receivable £1.2m
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PROGRESS HOUSING GROUP
FIVE YEAR FINANCIAL HIGHLIGHTS
for the financial years ended 31 March

2016
£’000

Restated
2015
£’000

2014
£’000

2013
£’000

Restated
2012
£’000

72,386
8,555
1,839
18,635
(11,707)
7,214

71,411
8,280
1,461
20,781
(12,317)
8,020

68,842
5,696
288
23,000
(11,716)
11,144

64,084
5,228
408
20,843
(11,561)
9,346

59,803
4,862
420
20,351
(11,058)
9,484

Statement of Cashflows
Cash flow from operating activities
Cash flow from investing activities
Cash flow from financing activities
Net debt

31,775
(12,789)
(18,536)
(258,907)

28,135
(16,098)
(13,688)
(266,511)

27,926
(22,905)
(11,579)
(261,986)

27,880
(22,602)
(11,353)
(254,942)

24,023
(22,205)
(11,102)
(244,916)

Statement of Financial Position
Tangible Fixed Assets
Net Current Assets/(Liabilities)
Debt due after more than one year
Pension liabilities
Revaluation reserve
Other reserves

514,694
1,669
264,725
8,586
162,569
70,750

511,208
(2,057)
266,206
10,933
165,876
57,121

502,996
(808)
264,930
6,171
171,546
56,761

478,180
710
258,732
9,241
152,366
42,701

445,104
1,090
246,754
8,372
137,112
34,376

26%
29,029
232%
10%
51%

29%
30,522
236%
11%
53%

33%
28,970
245%
16%
52%

33%
26,479
226%
15%
55%

34%
25,633
228%
16%
57%

Statement of Comprehensive Income
Turnover
Depreciation
Impairment
Operating surplus
Interest and financing costs
Surplus after tax

Key Ratios and Indicators
Operating margin
EBITDA (£’000)
Interest cover
Net surplus as a % of turnover
Gearing on deemed cost/valuation basis
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w: www.progressgroup.org.uk
e: enquiries@progressgroup.org.uk
03333 204555
Sumner House, 21 King Street,
Leyland, Lancashire PR25 2LW
Twitter: @ProgressHG
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