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PICKERING AND FERENS HOMES 
2017 VALUE FOR MONEY SELF ASSESSMENT STATEMENT 

 
1. INTRODUCTION  
 
It is a regulatory requirement of the Homes and Communities Agency (HCA) that the boards of 
Registered Providers shall demonstrate to stakeholders how they are meeting the HCA’s Value for 
Money (VFM) standard, and that they should publish a robust self-assessment which sets out in a 
way that is both transparent and accessible to stakeholders how they are achieving VFM in 
delivering their purpose and objectives. In this statement Pickering and Ferens Homes (PFH) sets out 
its strategic approach to the delivery of VFM led by the Board of Trustees and how this underpins 
the organisation’s Business and Financial Plans. 
 
This statement was prepared following the general election of June 2017, and prior to further 
announcements expected in relation to the Housing White Paper and the Joint Report of the 
Department for Local Communities and Government (DLCG) and Department for Work and Pensions 
(DWP) on the future of supported housing. In particular, we await further information on future 
government rent policy and welfare reform proposals, and the impact they may have on our 
business.  
 
In light of these issues and alongside expectations that providers will seek material efficiency gains 
and support the increase in housing supply, we carry out regular comprehensive reviews of our 
business and financial plans and associated risks, the next commencing September 2017.  
 
2. VFM SELF ASSESSMENT 
 
In line with regulatory requirements, this self-assessment reports in a way that is transparent and 
accessible to stakeholders how PFH is achieving value for money in delivering its purpose and 
objectives. The actions we have taken, our approach to reporting, and the plans that we have in 
place for the future supports the Board’s view that PFH meets the requirements of the HCA’s VFM 
regulatory standard. Our self-assessment demonstrates that: 

• We have a robust approach at both a strategic and operational level to making decisions on 
how we use our resources to achieve our objectives, including an understanding the trade-
offs between opportunities and costs; 

• We have increased the rigour we apply in our consideration of alternative service delivery 
models, both in house and particularly in relation to procurement and outsourced services 
as a means of achieving VFM;   

• We have an effective performance management framework and a scrutiny function in place 
which have  identified areas for improvement and informed our plans;  

• We have a good understanding of the costs and outcomes of delivering our services, 
including the delivery of social value, with future plans in place for further improvements;  

• We understand the return on our assets and we are using this information to assess both 
the financial and social return of those assets - supporting our strategic options on 
remodelling and disposals; and   

• We seek to challenge and innovate to deliver new approaches which increase VFM 
outcomes.  
 

We believe that we have made strides in the delivery of our VFM objectives and we have identified 
areas for improvement. We have incorporated many new items within our future plans and we 
routinely report progress against measurable outcomes to our Audit and Risk Committee and the 
Board of Trustees. The Board of Trustees believes that, as detailed in the self-assessment that 
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follows, PFH complies with the Regulator’s Value for Money Standard, whilst recognising that scope 
remains for further continuous improvement, particularly in developing its performance framework 
around the HCA’s social housing unit cost and sector scorecard indicators. 
 
3. OUR STRATEGIC APPROACH TO VFM 
 
We have had a VFM strategy in place since 2013 and this was revised and approved by the Board in 
July 2016. Our strategy demonstrates that PFH is committed to the achievement of VFM in the 
delivery of all of its services. VFM is part of our ‘DNA’, demonstrated in the cultural shifts we have 
made over the last 4 years which have driven change, efficiencies and positive outcomes. 
 
We define VFM as:-  
Doing the right things, investing in the right physical and human assets at the right price, doing 
things right through economic, efficient and effective service delivery and checking the right 
outcomes have been achieved as a result.  
 
Our aim is to ensure that resources are utilised as efficiently and effectively as possible to deliver our 
strategic objectives - freeing up extra resources which can be re-invested into meeting housing need 
and services, and responding to local and national strategic housing agendas.  
 
We also define VFM from the perspective of our customers in any service or process. We match this 
against our financial abilities, market comparisons and competitiveness, ensuring that products and 
services are procured and delivered effectively - obtaining the right level of quality. 95.5% of our 
resident’s state that they believe their rent and service charges represent VFM. 
 
Our strategy incorporates the following reporting tools which feature in the appendices of this 
statement: 

• Value for Money Performance Against Plans 2015-16 (Appendix 1) 
• Value for Money Targets and Savings Plan 2016-17 (Appendix 2) 

 
We have also agreed the following VFM objectives: 

• Deliver the business strategy, and achieve efficiency gains of over 10% of operating costs in 
the 5 years 2015-16 to 2019-20 (£652,000). 

• Achieve top quartile performance in comparison to similar housing associations in 
recognised sector indices. 

• Involve Trustees, staff and residents in understanding our costs, how they relate to our 
performance and how we compare with others.  

• Assess the return on our assets and ensure effective procurement and delivery of alternative 
models and solutions for poor performing assets. 

• Deliver cost effective services to our residents, at the right level of quality and with 
particular emphasis being placed on “Digital Services”. 

• Explore all avenues of improving VFM including using partnership working and alternative 
methods of service delivery. 

 
We have a comprehensive approach to risk that aligns with the Business Plan and other key 
strategies. This ensures we properly evaluate all our strategic and operational risks, the likelihood 
and potential impact of these risks, and the controls that we have in place to effectively manage 
these risks. Risks are detailed in our strategic and operational risk registers.  

 
As part of the HCA’s standard for Governance and Financial Viability, we are expected to assess, 
manage and address risks to ensure that we remain viable, and that our social housing assets are 
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protected. One of the ways in which this is demonstrated is by carrying out detailed and robust 
stress testing against identified risks and combinations of risks across a range of scenarios, and 
putting appropriate mitigation strategies in place as a result. Compliance with the new standard is 
certified each year in the audited financial statements. A summary of the results of our most recent 
stress testing is shown below. 
 

Scenario Details Average 
shortfall 
per year  

Total 30 
year 

shortfall  

New Funding 
Requirements 

Mitigants 

Base Case Assumptions per 
business plan 2017-
2020 including 15 No 
additional 
development units 

£NIL £NIL £575k None 

Financial Crisis Variable interest rate 
rise to 7.5% 
Inflation falls to 1.5% 
(RPI) and 0.75% (CPI) 
impacting on income 
stream 
Voids and bad debts to 
5.0% 
 

£110k £3,301k £5,305k Salary freeze 
Real repair costs 0% 
Further efficiencies 
>75k p.a. 
Re-profile major repairs 
investment 

Management 
Failure / other 
failure 

Half of efficiencies 
delivered 
Voids and bad debts to 
5% 
LHA cap actual shortfall 
increases from 50% to 
75% 

£1,121k £33,626k £38,342k Salary freeze 
Real repair costs 0% 
Further efficiencies 
>150k p.a. 
Redundancies 
Re-profile major repairs 
investment 
Merger 

Perfect Storm Lower rent increases 
(CPI–0.5%) 
Higher cost increases 
(RPI and CPI + 1%) 
Voids increase (+2%) 
Development costs 
+10% (Newbridge + 15 
units in the plan) 
Efficiencies built into 
the plan not achieved 
Level of major repairs 
10% higher than 
expected 

£2,667k £80,016k £91,048k Reduce service 
provision 
Reduce investment in 
existing homes 
Redundancies 
No further development 
Merger 

 
 
4. UNDERSTANDING AND OPTIMISING THE RETURNS ON OUR ASSETS 
 
PFH ensures that it has a detailed understanding of all its assets in order to manage them as 
effectively as possible. The organisation’s highest value assets are the properties it owns and 
manages. As a result there will be a need to continually make decisions as to where, when, how and 
if it should invest in property maintenance. 
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Return on Assets 
PFH’s return on asset model allows the organisation to grade its properties both financially and 
socially and uses the data to drive investment and disinvestment decisions. The model calculates the 
return on asset by assessing all stock by scheme, identifying those that are not cost efficient in their 
current use, and which may require reconfiguration or disposal to facilitate the most effective 
outcome. 
 
By using a return on asset approach, we identify stock that is sustainable and provides long-term 
VFM, while reducing risk within our portfolio. The model compares the necessary costs to keep the 
stock up to standard, against the income from the same properties, over a long-term (30 year) 
period. This is known as the Net Present Value (NPV). The NPV is then combined with other 
information on the popularity and performance of schemes to provide an overall assessment of our 
stock value and return. The result of this process helps determine the most appropriate decision: i.e. 
to maintain, invest and improve, or to replace our properties.  
 
Strategic disposals and low demand properties 
No PFH properties have a negative NPV assessment however, some perform better than others and 
we have undertaken high level option appraisals as part of our return on investment work. These are 
where properties underperform in comparison to our other stock on both social and economic 
factors. 

There are 6 small schemes (71 units) that are subject to option appraisals with options being: to 
maintain the asset, invest and improve the asset, remodelling, disposal or demolition and rebuild. 
Two of these schemes (9 units) are geographically some distance from the remainder of our stock 
and the recommendation is to dispose, subject to consideration of our charity deed and assessment 
of costs involved. Two schemes (28 units) require remodelling and we are currently evaluating the 
cost of works. One scheme (27 units) is recommended in principal to be disposed of due to turnover 
of voids and the location. One scheme (7 units) is agreed for demolition and new build subject to 
detailed costings being submitted to the Board.  

Strategic Asset Management Strategy 
As at 31 March 2017 PFH was responsible for the management of 1,278 properties; a further 23 new 
units reached practical completion in June 2017. All properties are located within the city of Kingston 
upon Hull and the East Riding of Yorkshire. PFH ensures that it has a detailed understanding of its 
assets in order to manage them as effectively as possible. To support this process we maintain and 
are continually developing: 

• An Asset and Liabilities Register - providing clear information on all our assets and 
obligations; 

• An active Asset Management Strategy that supports strategic decisions about the future of 
stock, which builds on a robust understanding of the return on asset position and the 
organisation’s plans to move forward. 

 

Key to ensuring that VFM informs the Asset Management Strategy is an effective procurement and 
contract management approach which is set out in our Procurement Strategy.  

PFH also undertakes regular monitoring to ensure that it is achieving VFM in relation to its assets. 
This includes: 
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• Monitoring financial gearing to ensure optimum use of the value in assets; 
• Using stock condition surveys and value based investment models to optimise return on 

assets and approach to investment; 
• Review of efficient use of space and land; and 
• Effective monitoring and management of voids. 

 

When programming planned maintenance works, return on investment and value for money forms 
the basis of the delivery models for each programme. Detailed analysis is undertaken where: 

• There is a risk of programme overlap; 
• economies of scale can be found;  
• under-performing properties can be removed or placed later in the programme while option 

appraisals are undertake; and 
• Repairs data is used to support programming decisions. 

 
We routinely manage our asset database, regularly updating the data held within it with new 
investment programmes and individual replacement details. Data is also collated from all Energy 
Performance certificate surveys, and records are updated as and when the surveys are completed. 
We undertake a rolling programme of 10% of stock condition surveys in addition to the above, and 
have a Data Management Strategy that underpins this. We are currently putting plans into place to 
procure an external validation exercise on the stock and investment data that we hold. 
 
Environmental Sustainability 
PFH’s Environmental Sustainability Strategy details how we will take a more proactive role in tackling 
climate change and fuel poverty. We have invested in a number of energy efficiency initiatives 
including providing cavity wall and loft insulation (often utilising external grants), installing energy 
efficient ‘A’ rated gas boilers and installing uPVC double glazing. 
 
We have also considered fuel poverty and climate change as part of our major works programmes 
and in our previous and planned new build developments, building new homes to Code for 
Sustainable Homes level 3 and 4. New build developments have featured triple glazing, solar 
photovoltaic (PV) panels and energy monitoring equipment. We installed photo voltaic panels on our 
five Housing Plus schemes, four pop-in centres and a further 50 properties built between 2011 and 
2013. The higher rate tariff offers benefits for current and future customers and also generates an 
income for the association. It is expected that installation costs will be paid off in just over a decade 
of the installation date for 39 of the 59 properties fitted with panels, and the other 20 properties will 
be paid off in 15 to 20 years (these properties being at a lower feed in tariff rate). 
 
All our windows are replaced with Argon filled double glazed units and whenever boiler upgrades 
are undertaken, heating controls, thermostatic radiator valves are upgraded at the same time.  
 
Service Plus Housing 
Our service plus (sheltered housing) offer is subject to a fundamental review and we participated in 
a Chartered Institute of Housing Study Group to support our review work. An initial paper has been 
presented to the Board however; implementation of key findings has been deferred until the 
outcome of the Government’s review of sheltered and supported housing which is expected later 
this year.  
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To ensure that we are best placed to make a decision in the near future we commissioned Craig 
Gillie consultants to undertake research into national and local market demand for older persons 
housing, exploring various types and tenures and the links to the health and social care agendas.  
 
Stock Investment 
We have a detailed understanding of our assets as we hold up-to-date property information on all 
key components, remaining useful economic lives and estimated replacement costs. We use this 
information to make decisions on where, when and how we should invest in property maintenance. 
PFH’s stock has benefited from sustained investment over the years and this is represented through 
a number of indicators, such as investment requirements over the next five years (when compared 
to other year bands over the 30 year investment forecast), and the number of non-decent homes. 
 
We have continued to ensure that: 

• resources that have been dedicated to the stock have been applied effectively and in the 
right areas; 

• energy performance data is recorded and monitored, and that plans are in place to improve 
performance ratings where possible; 

• the properties are maintained in good order having regard to their age, use and 
construction; 

• where replacements are starting to prove necessary, there is a commitment to invest in 
these areas during the coming years; 

• by providing adequate responsive repairs, the properties have a remaining economic life in 
excess of 30 years; 

• as the stock reflects specialist accommodation for which there will be a limited (if growing) 
demand in the city, the overall quality of the stock will not be compromised - meaning there 
should always be strong demand for it. 

 
We had the existing use social housing value (EUV-SH) of our properties appraised during the year at 
£54.8m. £26.7m (49%) of the value in stock is presently provided as security to lenders; £16.2m 
(29%) is currently unencumbered and a further £11.9m (22%) is available for release from existing 
debt. In summary PFH has sufficient security available to secure further borrowing of between £20m 
and £24m.  
 
Procurement 
We have a forward plan for procurement which maps out our approach to ensuring all works are 
tendered to maximise value for money based upon a structured approach of analysis of optimum 
savings return. 
 
Savings gained from recent procurement include: 
 

• Responsive management service - £30k savings against 2016-17 budget 
• Voids management - £35k savings against 2016-17 budget 
• Investment - £35k saving on windows programme through volume discount  
• Renegotiating annual maintenance agreements with a number of contractors - £18k 
• External audit tender - £2.4k savings per annum 
• Extended our long term agreement under our property insurance policy in return for a low 

claims rebate – amounting to £46k (payable during 2017-18) 

We are also planning to review our portfolio of insurance policies through a competitive tender 
process during 2017-18, and expect to identify further efficiency savings with effect from April 2018. 
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Development strategy and new homes provision 
Despite the difficult housing market, and limited availability of grant funding to support housing 
growth, we have continued with a new homes development programme which has involved gifted 
land, self-funding and elements of grant. With the support of the local authority and in line with 
previous business plan aspirations, further opportunities for HCA grant were sought and PFH 
successfully secured HCA grant to build 2 new schemes during 2015-2018 generating 122 new 
bungalows in the city. This represents a 10% growth in stock over 3 years.  
 
Demand for our homes is high, with the exception of a small number of units within our non-
bungalow type schemes and certain sheltered housing schemes.  
 
We are mindful of the potential future impacts local housing allowance caps will have on the 
availability of housing benefit to those who receive benefits and wish to rent, therefore any future 
development plans must satisfy the parameters set within the development strategy around 
affordability, sustainability and future demand. 
 
During the year we explored opportunities to develop properties for sale in Hull. Taking into 
consideration the ability of these properties generating a profit for reinvestment against the 
challenges of local property prices and LHA cap issues, the Board agreed not to progress at this 
moment in time but to extend our exploratory work by considering similar opportunities in the East 
Riding of Yorkshire. We will be reporting back to Board on opportunities available to us in East Riding 
of Yorkshire during 2017-18. 
 
When new development schemes are appraised scheme viability is measured, and we seek to 
ensure that any borrowing to deliver schemes can be repaid from rental income over a maximum 40 
year term. In light of restrictions on increases in future income and the potential risks associated 
with the introduction of the local housing allowance cap, we are re-visiting our development 
appraisal assumptions. The assumptions currently used for modelling are reviewed and approved by 
the Board on an annual basis – these are shown below: 
  

Key Development Appraisal Assumptions -  
Long term Interest rate 3.00% 

Cost of Capital 3.00% 

CPI 2.25% to 2019-20 then dropping to 2.00% 

Future rent increases Nil (2017-18 to 2019-20) then CPI 

Housing management costs £500 per unit per year + (CPI+0.75%) 

Responsive repairs £400 per unit per year + (CPI+0.75%) 

Planned maintenance £250 per unit per year + (CPI+0.75%) 

Major repairs £500 per unit after Year 5 + (CPI + 1.25%) 

Long term Void and bad debt loss 1.2% and 1.1% (respectively) 
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5. SOCIAL RETURN ON ASSETS 

We aim to measure the social value of our activities to demonstrate performance improvement and 
outcomes achieved from the allocation of resources. The key strands where monitoring of social 
impact will be critical are identified as follows: 

• Demonstrating to stakeholders the value and outcomes achieved through the application of 
resources received; 

• Seeking out maximum value from our procurement activities to maximise social value 
through purchasing and supply chain management; 

• Building capacity and creating employment opportunities both directly and through 
partnership working for our customers, and particularly those within excluded and 
vulnerable groups; and 

• Providing direct support to residents, including welfare and other financial advice / sign-
posting, digital training and personal development. 

 
To quantify the social value we provide we use the Housing Association Charitable Trust (HACT) 
Value Calculator applying the values in their Social Value Bank to quantify our investment. The table 
below highlights our calculated social value for 2016-17. 
 

Area  
Officer and 

Other Time Costs 
2016-17 

HACT Social Value 
Calculation   

2016-17 

Social Value per 
£1 invested 

2016-17 

Social Value per 
£1 invested  

2015-16 

Christopher Pickering Lodge £5,040 £15,870 £3.15 £3.17 

Humber View  £6,120 £17,946 £2.93 £2.88 

Malin Lodge  £6,480 £24,110 £3.72 £2.74 

Broadway Manor  £10,400 £26,286 £2.53 £6.28 

Ada Holmes Circle  £7,560 £19,962 £2.64 £3.27 

Trips and Events £2,160 £9,248 £4.28 £1.56 

Totals £37,760 £113,422 £3.00 £3.32 

 
The notable changes in social value investment between 2015-16 and 2016-17 are due an increase in 
the activities (trips and events) funded by other agencies and time spent by our teams running 
events at Malin Lodge.  
During the year the role of Service Plus Manager was reviewed, and there has been more focus on 
our Sheltered Schemes and Pop-Ins to enhance and assist in the number of activities that are 
currently on offer to residents. Through the work undertaken by our Health and Wellbeing Manager 
we are also providing a range of activities that meet the needs, wants and desires of our residents 
based on the customer insight data that we have collected. Some of our health and wellbeing 
activities with links to added social value include: 
 

• Our lives Our Hull - a project to create a platform for residents to share stories through art 
and discussion at social craft groups. A story piece is in the process of being filmed and 
produced which will portray lives of residents through dance and drama, and include some 
of the craft methods, for example: painting, drawing, flower arranging, fabric crafts and 
creative writing that they have completed. 

• Big elastic band – a project that aims to reduce loneliness and isolation and build confidence 
by creating a social fun environment, allowing residents to use their creative skills, put old 
skills into practice and learn new one in song writing and composing.  
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• Movement to music – sessions that have been introduced to help reduce social isolation, 
keep people fitter and encourage movement, helping with mobility, flexibility and 
independence. The aims are: long term reduction in Doctors’ appointments made, reduced 
hospitals admissions, fall reductions, better mental and physical wellbeing therefore less 
usage of the NHS services and fewer admissions. 

• Health and Wellbeing days - including boccia, archery, table tennis – increasing physical and 
mental fitness. The events are social, competitive and fun and help prevent loneliness and 
isolation.  

• Morning Chorus – Singing mass participation event, working in partnership with Hull City 
Council Arts and Freedom Chorus; helping to reduce loneliness, isolation, through a feel 
good factor, providing good exercise and breathing techniques. 

 
• Time Banking – Working in partnership with Time Banking to support the craft and music 

groups. 
• Bring IT to Life – Working KCOM to develop residents technology skills; also helping to 

reduce loneliness and isolation, enabling residents to keep in contact with friends and family 
through social media, and also providing support with shopping and the booking trips online. 

• Raised Bed Gardening Project - Working with Inspire Communities on a raised bed 
gardening project, helping residents to grow their own food and giving them something to 
look after and nurture - an educational, social and confidence building project for resident. 

• Craft Mornings - supported and facilitated by Age UK – 90 minute craft sessions at our pop-
ins. 

• Family Fun Days – Intergenerational events  which promote family time – reduce loneliness 
and isolation, through partnership working with Mercury Marketing (our communications 
partner) and Time Banking who run the events.  

• Health Walks – Supported by Walking for Health, this activity provides training (funded via 
public health) to develop a pool of lead walkers to deliver Health Walks for PFH.  

 
As part of our procurement of grounds maintenance, windows and doors replacement contract and 
our cyclical painting programme we have gained additional social value activities and returns: 

• Contractor-run apprenticeship schemes 
• Investment in local community projects 
• Donation of paint to projects/charities 
• Provision of workshops for residents 
• Provision of portals to enable monitoring of projects  
• Work experience placement programmes and training placements from Princes Trust 
• Engagement with volunteer resident inspectors to undertake sample quality surveys 
• Employment of local labour  
• Visits arranged for PFH’s architect to attend local schools to discuss housing design and 

building social housing 
 
 
 
6. MEASURING AND COMPARING PERFORMANCE 
 
Benchmarked financial performance against Global Accounts 
In June 2016 the regulator published their analysis of cost variation across the social housing sector, 
“Delivering better value for money: Understanding differences in unit costs”, and highlighted their 
concern around the wide variation in headline costs. In summary, the regulator expects PFH to 
understand its costs and the main drivers of those costs. The provision of housing which is 
exclusively for older people pushes up our costs particularly in areas such as management and 
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services. The headline social housing cost for PFH is at the upper-quartile range when compared 
against all other providers in the sector; it is forecast to reduce as we implement our 3 year 
efficiency plan. We have also recorded reductions in management and service costs per unit during 
this year. 
 

 
 

 Headline 
Social 

Housing 
Cost per 
Unit (£K) 

Management 
Cost per Unit 

(£K) 

Service 
Cost 

Per Unit 
(£K) 

Maintenance 
Cost per Unit 

(£K) 

Major 
Repairs 
Cost per 
Unit (£K) 

Other Social 
Housing 

Costs per 
Unit (£K) 

PF
H

 2016-17 4.36 1.30 0.95 1.02 0.99 0.10 

2015-16 4.28 1.40 0.97 0.95 0.87 0.09 

2014-15 4.27 1.37 0.81 1.08 0.91 0.10 

SE
C

TO
R

 

Upper 
Quartile 
2015-16 

4.35 1.32 0.60 1.18 1.08 0.45 

Median 
Unit Cost 

2015-16 
3.57 1.02 0.36 0.97 0.81 0.21 

Lower 
Quartile 

Unit Cost 
2015-16 

3.12 0.74 0.24 0.79 0.54 0.08 

 
 
PFH carries out benchmark analysis against a number of registered providers delivering similar 
services. This enables us to assess VFM by comparing core services against cost and performance. 
We use the latest data set from Housemark, which compares us with other similar organisations. The 
comparisons that are currently available in the Cost –v- Performance graphic below relate to our 
performance for 2015-2016. Due to technical issues Housemark is unable to provide this graphic for 
2016-17, however the tables that follow provide our key performance and benchmark data for 2016-
17.  
 

 
We use the above data to compare ourselves with others, to identify areas for improvement and to 
compare performance with previous years to check on our progress. The cluster of measures in the 
top right quadrant of the graph suggests that although performance was good, it comes at a higher 
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price. Our long-term efficiency plan is designed to reduce costs across most of these headings 
without having a significant negative impact on performance. Five service areas were considered 
“good” but with “high costs”. The availability of detailed cost, quality and satisfaction data allows us 
to explore in more detail how the total cost per property of providing each service is composed, and 
the impact that the three key cost drivers (pay costs, non-pay costs and overheads) have on service 
delivery. As PFH strives to achieve its key goals and objectives, the cost drivers will differ within each 
of the service delivery areas. We have used this benchmarking information to reconsider our 
efficiency plan and review our budgets for 2016-17 and 2017-18 which will help us achieve our 
objective of providing high performing / median cost services.   
 
The tables below show our costs and performance and resident satisfaction results for 2016-17, 
together with data for the previous four years against our HouseMark benchmarking comparators. 
During 2016-17 we completed a thorough review of the apportionment of staff time spent against 
key business activities. With support from Housemark this review has enabled us to ensure that 
direct costs (non-pay and pay costs) and general overhead costs are apportioned to each activity in 
the correct manner. 
 

Indicator 2012/13 2013/14 2014/15 2015/16 
 
2016/17 

HouseMark 
Median 
2016/17 

Cost of Responsive Repairs 
and Void Works per property 
per year 

£762 £736 £854 £787 £730 £770 

Cost of Responsive Repairs 
and Void Works 
(Management) per property 
per year 

£239 £214 £274 £278 £220 £214 

Percentage of responsive 
repairs completed at first 
visit 

   84.9% 86.0% 86.0% 

Average number of calendar 
days taken to complete 
responsive repairs 

 6.9 days 5.9 days 5.9 days 5.6 days 7.0 days 

Percentage of residents 
satisfied or very satisfied 
with the repairs and 
maintenance 

97.7% 97.7% 97.7% 94.6% 98.8% 78.0% 

Average cost of a Void Repair £1,017 £1,244 £1,537 £1,150 £1,315 £1,853 
Cost of Major Works and 
Cyclical Maintenance per 
property per year 

£1,351 £1,478 £1,521 £1,378 £1,521 £1,147 

Cost of Major Works and 
Cyclical Maintenance 
(Management) per property 
per year 

£145 £174 £133 £142 £156 £106 

Percentage of residents 
satisfied or very satisfied 
with the overall quality of 
their home 

95.8% 95.8% 92.8% 94.1% 97.0% 85.9% 

Total Maintenance Costs Per 
Property Per Year £2,113 £2,214 £2,375 £2,165 £2,251 £1,917 

Total Maintenance Costs 
(Management) Per Property 
Per Year 

£384 £388 £407 420 £376 £320 
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Maintenance costs are driven primarily by the repair and maintenance needs of our properties 
which are seen in the fluctuation of cost per property per year figures. Within our overall costs our 
responsive repair and void works costs per property have fallen over the last three years and are just 
outside the upper quartile. This is a positive step which is also reflected in a fall in our management 
costs for these services which remain just over the median. Against a background of increasing 
numbers of voids, there has been a fall in the average cost of a void repair over the last three years, 
and performance remains in the upper quartile region. 
 
Our major works and cyclical maintenance cost per property per year have fluctuated over the last 
three years although overall they reduced last year. Performance is currently in the lower quartile 
against our benchmark group as our investment in major works and cyclical maintenance during the 
year have increased. We were expecting cost increases here as we have brought forward planned 
spending programmes to renew ageing windows and doors, supporting resident requests and also 
providing greater cost efficiencies over time. Resident satisfaction with the quality of their home is 
still significantly higher than the average. 
 

 

Indicator 2012/13 2013/14 2014/15 2015/16 2016/17 
HouseMark 

Median 
2016/17 

Cost of Rent Arrears 
and Collection per 
property per year 

£90 £90 £106 £158 £111 £168 

Percentage of rent 
collected as a 
percentage of rent 
due 

95.5% 108.7% 100.9% 100.64% £100.2% 99.87% 

Rent arrears of 
Current residents as a 
percentage of rent 
due 

8.9% 0.7% 0.6% 0.37% 0.48% 2.64% 

Rent arrears of 
Former residents as a 
percentage of rent 
due 

0.7% 0.4% 0.4% 0.12% 0.13% 0.56% 

 
Rent and arrears collection rates and current and former tenant arrears all show good performance 
against the organisations that we benchmark against. Our costs increased in 2015-16 on the back of 
structural changes and more emphasis being placed on income management; for 2016-17 our costs 
have reverted back to previous levels but they continue to sit in top quartile territory. Current tenant 
rent arrears performance deteriorated slightly against our previous results largely due to the delay in 
the processing of new housing benefit claims at the year-end for customers occupying new build 
units handed over during March 2017.   
 

Indicator 2012/13 2013/14 2014/15 2015/16 2016/17 
HouseMark 
Median 
2016/17 

Cost of Anti-Social 
Behaviour per 
property per year 
 

£20 £19 £17 £40 £50 £64 
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Our costs to manage anti-social behaviour (ASB) have more than doubled over the last couple years 
but still sit just outside top quartile performance in our benchmark group.  During 2015 we renewed 
our approach to ASB management by introducing a new policy and procedure and revising our 
reporting and management arrangements. As a result levels of reporting and scrutiny have 
substantially increased the number of cases identified. Relationships continue with local policing 
teams, the ASB teams and Environmental Health department to support us in providing practical and 
sustainable solutions for our residents and communities. We use ASB feedback as a learning tool 
particularly when drawing up plans for new build developments.  

Indicator 2012/13 2013/14 2014/15 2015/16 2016/17 
HouseMark 

Median 
2016/17 

Cost of Lettings per 
property per year £78 £99 £101 £145 £82 £98 

Average relet time 
in calendar days 11.6 days 18.5 days 17.2 days 21.1 days 15.3 days 19.0 days 

Percentage of rent 
lost due to empty 
properties 

0.6% 0.7% 0.6% 0.55% 0.49% 0.58% 

 Percentage of 
residents satisfied 
or very satisfied 
with the 
allocations and 
letting process 

98.0% 97.0% 94.0% 97.0% 97.0% 94.2% 

 
Average re-let times and the cost of lettings have both improved in the year. A review of our 
allocations and lettings policy and procedure during 2016 has contributed to the overall reduction in 
the number of days it has taken to relet a property; the cost of lettings has reduced due to a 
reduction in associated direct employee costs and a reduction in allocated overheads. Satisfaction 
with the allocations and lettings process is above average and just outside the upper quartile 
performance of our peer group. We have continued to undertake a much larger pre-void inspection, 
allowing contractors to forward plan resources for when voids commence. We closely monitor 
contractor KPIs to ensure works are completed on time and are defect free on handover. All KPIs are 
shared with contractors so each can see their performance alongside their peers. This has had a 
significant improvement on performance and allows us to minimise waste in the system. We hold 
quarterly workshops with our contractors to discuss performance and expectations, and the 
introduction of “any day” licence commencement has enabled the maximisation of rental income 
and has allowed residents to have keys sooner - further contributing to the improvements in our 
average re-let times. 
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Indicator 2012/13 2013/14 2014/15 2015/16 2016/17 
HouseMark 
Median 
2016/17 

Cost of Resident 
Involvement per 
property per year 

£198 £200 £219 £185 £135 £86 

Percentage of 
residents who are 
satisfied or very 
satisfied  that their 
views are listened 
to and acted upon 

91.2% 91.2% 85.0% 85.0% 94.23% 72.01% 

 
 
We generally have high costs for resident involvement when comparing performance against our 
benchmark group; this is understood by the Board and is key to our mission and goals and in 
particular the health and wellbeing of our customers who are all older persons. Direct non-pay 
resident involvement costs have reduced by 4% during the year; however the key reasons behind 
the reduction in overall resident involvement costs are due to the allocation of direct employee 
costs and overhead apportionments. 
 
 

Indicator 2012/13 2013/14 2014/15 2015/16 2016/17 
HouseMark 
Median 
2016/17 

Cost of Tenancy 
Management per 
property per year 

£159 £156 £169 £132 £117 £120 

Percentage of residents 
who are satisfied or 
very satisfied with the 
overall service 
provided 

98.5% 98.5% 96.7% 96.7% 96.7% 88.0% 

 
Resident satisfaction is exceptionally high. There has been slight fall in tenancy management costs 
per property per year which has mainly been due to an 8% reduction in overhead cost allocation and 
a 12% reduction in direct employee costs. Staff time allocation changes have contributed here as 
some staff resource has been directed to development activities.  
 

Indicator 2012/13 2013/14 2014/15 2015/16 
 
2016/17 

HouseMark 
Median 
2016/17 

Cost of Housing 
Management per 
property per year 
(Overall) 

£546 £564 £613 £660 £494 £619 

Cost of Estate 
Services per property 
per year 

£287 £271 £269 £284 £374 £221 

Percentage of 
residents satisfied or 
very satisfied with 
their neighbourhood 
as a place to live 

97.0% 97.0% 93.7% 93.7% 98.1% 85.3% 
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Housing Management costs and Estate Service costs per property (when combined) have reduced by 
8%; this is expected as we have put in place a revised efficiency plan and have commenced a review 
of estate services which are primarily our service chargeable activities. When considered in isolation 
both cost areas have changed significantly (Housing Management down 25%, Estate Services up 
32%); this is due to the re-allocation of direct employee costs and overhead cost apportionments -  
mainly from one area to the other. 
 
Other key performance indicators 
PFH’s performance scorecard contains a range of financial health indicators that demonstrate 
performance on a quarterly basis. Below are financial indicators (including sector scorecard 
indicators) at the end of the year in comparison to previous year-end results. The Housemark 
benchmark comparison data below is limited as it only includes comparable housing associations 
that have submitted data as part of the ongoing pilot exercise (8 Providers). We expect the number 
of associations within our peer group, that are submitting data, to increase over the coming months 
and therefore plan to re-run the benchmarking exercise later this year. 
 
 

Year  
2014-15 

 
2015-16 

 
2016-17 

HouseMark 
Median 
2016/17 

Turnover £7,089k £7,516k 7,572k  
Operating Surplus £1,213k  £1,596k 1,826k  

Average cost of borrowing 1.30% 1.83% 2.31%  
     

SECTOR SCORECARD INDICATORS      
Operating Margin 17.11% 21.24% 24.12% 27.95% 

Operating Margin (Social Housing Lettings) 16.47% 20.85% 23.22% 27.95% 
Interest Cover - EBITDA MRI  1421% 1375% 522% 290.50% 
Units Developed (absolute) 15 - 17 3.5 

Units Developed (as % of units owned) 1.22% - 1.36% No result 
Gearing 12.34% 11.58% 27.02% 38.33 

Percentage of respondents very or fairly 
satisfied with the overall service provided  96.7% 96.7% 98.1% 

 
No result 

£s invested for every £ generated - in new 
housing supply   1.47 

 
No result 

£s invested for every £ generated - in 
communities 

Not 
collected 

Not 
collected 

Not 
collected 

 
No result 

Return on Capital Employed (ROCE) 2.08% 2.71% 2.50% 2.89% 
Management CPU £1,367 £1,400 £1,298   

Service Charge CPU £806  £973  £947   
Maintenance CPU £1,082  £950  £1,025   
Major Repairs CPU £914  £868  £990   

Other Social housing CPU £97  £91  £99   
Headline Social Housing CPU £4,266  £4,282  £4,360   

Ratio of Responsive to Planned Maintenance 0.617 0.452 0.365 1.41 
Occupancy Rate 99.4% 99.4 99.12% 99.95% 

Rent collected from current and former tenants 
as a percentage of the rent due  

(excluding arrears b/f) 

 
100.9% 

 
100.6% 

 
100.2% 

 
100.27% 

 
Our Turnover has remained level in the last 2 years strategically supported by freezing rental 
income. Operating surpluses have improved and demonstrates our commitment to cut costs in line 
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with our efficiency plan. Our operating costs have particularly reduced in areas including staffing; 
training; legal and other professional fees, and as a result of the negotiated low claims rebate on our 
property insurance costs. Our level of borrowing (gearing) and the average cost of borrowing have 
both increased following the completion of £10m of new long-term fixed rate finance obtained 
during the year; in return we secure a large proportion of our interest payments against rises in 
interest rates over the next 26 years. Our level of gearing indicates that we have sufficient capacity 
for further borrowing to fund a modest development programme. We plan to review our strategic 
options during November 2017, ensuring that where feasible we continue to support local demand 
for the provision of new homes for older people.  
 
7. VFM ACHIEVEMENTS 2016-17 AND FUTURE PLANS 2017-18 

 
Having an operating surplus each year is important as surpluses are used to fund activities that meet 
PFH’s business plan mission and goals. During 2017-18 historic surpluses will be used in particular to 
support: 

• the maintenance and improvement of existing homes based on the outputs from the stock 
condition survey and in line with our Asset Management Strategy; 

• new developments to meet the demand for our properties and provide extra income; 
• the reduction of capital finance through loan repayments; 
• development of PFH’s goals around delivering better neighbourhoods and communities and 

promoting independent living and choice. 
 
PFH embarked on an efficiency programme that began in 2015-16. During 2016-17 we enhanced our 
plans to achieve further efficiency gains of 10% of operating costs over the 3 years to 2019-20. In 
summary, we plan to achieve cumulative savings of £652k over the 5 year period and forecast to 
achieve at least 60% of these savings (£391k) by March 2018. 
 

 
 
A summary of performance against our plans for 2016-17 is attached at Appendix 1. In addition to 
these plans we achieved the following outcomes: 

• Generated a surplus of £1,662,040 which was £507,302 more than the expected surplus 
from our budget revision for 2016-17.  

• Employee costs (£128k savings) – certain aspects of the planned staff restructure / review 
from 2015/16 were either postponed or delayed.   
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• Cyclical Expenditure: Void Properties (£33k savings) – level of void properties dropped in 
2015-16.  

• Pop –In and Service Plus Scheme cleaning hours  (£3.6k) – Savings made by reviewing the 
number of cleaning hours needed at each Pop–In scheme based on their usage and 
streamlining cleaning services as Service Plus Schemes 

• Security cover at the main office (9.5k) 
 
Savings gained from recent procurement include: 

• Gas Servicing, tendered on a 2 year plus 2 x 1 year extensions, currently achieving £80K 
saving per annum against previous cost.  

• Grounds Maintenance, tendered on a 3 year plus 1 year, plus 1 year, currently saving 
£42,300 per annum for residents as a reduced service charge. Additional shrub prune to all 
sites in the summer was included in the specification too.  

• Replacement window and door contract, procured for 8 years. Savings against Savill’s 
replacement plan whilst maintain high quality specification products were achieved of £907K 
over the 8 years, including upgrade to previous contracts in that an additional resident 
liaison officer is employed as part of the contract.  

• Revised Cyclical Painting programme due to change of specification of paint products that 
offer a better lifecycle. 26 year forward plan devised that will achieve £769K over those 26 
years  

• Cyclical Painting Contract recently tendered for a 5 year, plus 2, plus 1 which has achieved a 
30% saving against previous spend, i.e. £157K. Upgraded contract specification is also the 
inclusion of a resident liaison officer to be employed as part of the contract for both 
contractors.  
 

Our VFM targets and plans for 2017-18 are attached at Appendix 2 
Key projects include: 

• The re-procurement of responsive repairs and maintenance services to attract savings of no 
less than 10%. 

• Continue to reduce unproductive calls to our customer support team, particularly in relation 
to repairs appointments and call backs. 

• To encourage residents to channel switch and access more of our services digitally. 
• Continue to drive the voids review and reduce relet times to 14 days.   
• Continue detailed comparison work in relation to direct housing management costs from 

both HouseMark and Sector Scorecard benchmarking and look to learn from best practice 
• To redefine our sheltered housing offer and deliver an improvement action plan that 

achieves a flexible service offer, quality outcomes and value for money. 
• To develop a strategic approach to facilitating digital inclusion amongst our customers to 

ensure effective access to future services. 
• Progress business initiatives in partnership with hospitals and care providers to deliver step 

down accommodation. 
• Complete service charge review and year 1 actions. 
• Complete on site new build programme at Newbridge Village. 
• Appraise viability of new build for sale within East Yorkshire. 
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8. HOW WE UTILISE VFM AND EFFICIENCY GAINS 
We utilise VFM and efficiency gains for three main purposes: 
 

• To ensure that we maintain a strong and financially viable long term business plan; 
• To invest in service areas that have been identified as being a high strategic priority; either 

to enhance or improve those services or to manage the risks presented by challenges such 
as rent capping and welfare reforms, and 

• To invest in the provision of new homes for older people 
 
The financial impact of recent rent and welfare policy change is significant for the organisation; we 
have therefore sought to quantify the impact of a number of scenarios within our business plan 
stress testing work, and as described above have identified a number of mitigating actions to 
manage the risk. Should the organisation be affected by rent reductions and benefit caps from 2017 
there is likely to be limited scope in the short to medium term to utilise efficiencies for any other 
purpose than to maintain financial viability and protect our existing assets. That said we shall 
endeavour to continue with our social investment and support to our area’s strategic housing plans 
wherever possible to do so.  
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VFM Target Savings 2016-17 
 

Title Target Savings Actual Savings Notes 

Reduce the rent lost due to empty 
properties as a percentage of rent debit 
from 0.55% to    < = 0.36% of annual rent 
debit 

CASH - £13,437 £4,688 

Performance improved from 0.55% to 0.49% at the end of the 
year. This was below the target savings but still showed a saving 
in the year. Voids is subject to a Performance improvement Plan 
that is monitored by the Board and officers 

Reduce the number of invoices processed 
in the year from 6,659  to < = 5,500 invoices 
processed 

NON CASH - 
£13,039 £11,835 

Performance improved from 6,659 to 5,870 at the end of the 
year. This was below the target savings but still showed a non-
cash  saving in the year and performance is expected to improve 
following responsive repairs reprocurement in 2017-18 

Increase number of documents scanned 
from 541 to > = 1,500 documents scanned NON CASH - £3,596 £7,160 

Performance improved from 541 to 1,973 at the end of the 
year. This was above the non-cash target savings set for the 
year 

Increase number of residents paying by 
direct debit from 64.33% to > = 75% paying 
by direct debit  

CASH - £598 £245 
Performance improved from 64.33% to 69.44% at the end of the 
year. This was below the target savings but still showed a saving 
in the year 

Reduce current resident arrears as a 
percentage of annual rent debit from 
0.36% (2015/16 outturn) to < = 0.275%   

CASH - £6,180 -£7,817 
Performance worsened from 0.36% to 0.47% at the end of the 
year for current resident arrears and stayed very similar in 
terms of former tenant arrears. Both are below the target 
savings as at the end of the financial year. A number of new 
housing benefit claims relating to new properties were 
outstanding at this date and the underlying trend saw an overall 
reduction of arrears in the financial year. Performance is being 
monitored and a Performance Improvement Plan that was put 
on hold after improved performance in parts of 2016-17 may be 
reopened 

Reduce former resident arrears as a 
percentage of annual rent debit from 
0.12% to < = 0.1%   

CASH - £1,567 -£384 

Reduce the level of rent written off as a 
percentage of the annual rent debit from 
0.34%  to < = 0.20% of annual debit 

CASH SPEND– up to 
£14,114 (max 

spend) 

£7,097 (actual cash 
spend) 

Performance improved from 0.34% to 0.10% at the end of the 
year. This was above the target savings set for the year and was 
a saving of £7,017 on last year’s spend 
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Reduce the average staff sickness in days 
from 5.88 days per FTE  per person per 
annum to < = 5.5 days per person per 
annum 

NON CASH - £8,277 £14,810 
Performance improved from 5.88 days to 4.99 days at the end 
of the year. This was above the non-cash target savings set for 
the year 

Reduce overall budget expenditure by 
£68,000 (PFH efficiency plan) CASH - £68,000 £68,000 Target met through agreed across the board budget reductions 

To implement the recommendations from 
the Empty Property Review and to reduce 
the average time taken to relet voids from 
21.13 calendar days to < = 14 calendar days 

CASH -  -£113 per 
empty property 

-£91 per empty 
property 

Performance improved from 21.13 calendar days to 15.33 
calendar days average turnaround time. This was below the 
target savings but still showed a saving in the year per empty 
property let 

Procurement of the responsive repairs 
service 

CASH – £72,400 per 
annum £0 

Reprocurement of the responsive repairs service was delayed 
with the new contract starting in June 2017. The expected 
savings in 2017-18 have been reduced to exclude savings 
achieved  already in the gas servicing and repair contract and 
will be approximately £37,000 per annum 

Producing Energy Performance Certificates CASH - £9,000 per 
annum £1,380 

Performance improved from 0 to 23 properties been surveyed 
in house at the end of the year. This was below the target 
savings but still showed a saving in the year 

Replacement programme - boilers CASH – £10,000 £10,000 Target met, savings used to carry out central heating changes at 
another scheme 

Replacement programme - windows and 
doors  CASH – £66,000 £66,000 Target met through a larger and shorter duration replacement 

programme 

Reviewing Annual Maintenance 
Agreements (Painting Programme) CASH – £29,570 £26,750 Target met through working alongside the window replacement 

programme and elongating the painting programme 

Energy Savings at Service Plus Schemes 
CASH – To be 
assessed during the 
year 

£0 
A pilot scheme was held during 2016-17 at Christopher 
Pickering Lodge a service plus scheme. Following a full year of 
bills a target has been set for savings in 2017-18 at this scheme 

Re-procure the External Audit Service CASH – £1,660 £2,400 Target exceeded following reprocurement 

Reduce the total volume of electricity used 
by the association 

> = 5.0% of total 
KWH used = £3,552 £1,737  

Performance improved from 71,042 KWH used to 69,310 KWH 
used in the financial year. This was below the target savings but 
still showed a saving in the year 
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Reduce the total volume of gas used by the 
association 

> = 5.0% of total 
KWH used  = £3,211 £544 

Performance improved from 64,224 KWH used to 63,690 KWH 
used in the financial year. This was below the target savings but 
still showed a saving in the year 

To reduce the associations carbon footprint CO2 REDUCTION > 
= 2%  -1.31% 

Performance improved during the financial year in line with the 
reductions in gas and electricity use. This was below the target 
savings but still showed a saving in the year 

Use of insurances  

CASH – Will be 
dependent on the 
level of the claim 
and the excess to 

be paid 

Not applicable All issues that could be forwarded to our insurers are 
considered on an individual basis following staff training in 2016 

Communications and Marketing Contract 
NON-CASH – 

Flexibility within 
new contract.  

Not applicable Menu of services provided by partner that PFH can opt in and 
out of should financial savings need to be identified 

Payroll administration CASH - £626 
annually £625 Target met through reprocurement to SME taking office 

accommodation in the building 

Handyperson Service 

CASH – Savings 
expected on smaller 

costly jobs if a 
handyperson 

service is 
considered 
necessary 

Not applicable 

Considered as part of the reprocurement of the responsive 
repairs service. One of the winning contracts is to look at 
developing a self-funding handyperson service for the 
association in 2017-18 

Return on Investment 

Currently being 
determined 

through detailed 
appraisal 

Not applicable Options for the worst six performing groups of properties have 
been developed 
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VFM Target Savings 2017-18 

Title Target 
Savings How will this be achieved? Owner Notes 

To reduce the average relet time 
from 15.33 calendar days to 

14.00 calendar days per property 

CASH - 
£21 per 
empty 

property 

Through micro performance management and an 
understanding of the impact of different void 
types on target achievement. A Performance 

Improvement Plan is in place and a Voids 
Management operational group meets monthly. 

SB/PK 

Rental income is the association’s main 
income source. Lost rent through empty 
properties cannot be recovered and so a 

reduced turnaround time reduces the 
amount of lost rent. Lost rent through 

arrears can be recovered but can be time 
consuming 

To reduce the rent lost due to 
empty properties from 0.49% of 
rent total debit to < = 0.36% of 

total rent debit 

CASH -
£8,883 

To reduce the percentage of 
current resident arrears as a 

percentage of  rent debit from 
0.47% of total rent debit to < = 

0.40%  of total rent debit 

CASH -
£4,767 Through adherence to updated Policy and 

Procedures and through acting clearly at all 
stages of the Procedures. Through proactive 

individual case management and understanding 
and timely and clear interventions when arrears 

accrue. 

PK 

To reduce the percentage  of 
former resident arrears as a 

percentage of  rent debit from 
0.13% of total rent debit to < = 

0.10%  of total rent debit 

CASH -
£1,851 PK 

To re-procure the Responsive 
Repairs Contract 

 

CASH -
£37,000 

Recently reprocured through a partnership with 
Efficiency North on a quality / price basis with 
savings coming from the use of a schedule of 

rates and from future batching of orders 

SB 

The new contract will commence after 
mobilisation in June 2017. Savings for this 
contract have been estimated at 10% of a 

£370K budget. 

To produce approximately 65 
Energy Performance Certificates 

(EPC’s) in-house 

CASH - 
£3,900 

By training staff to undertake EPC’s surveys in 
house instead of using external surveyors. The 
cost of training staff to undertake EPC’s will be 

offset by not having to use external surveyors at a 
current cost of £60 each 

SB 
It is estimated during the financial year 

that 65 properties that become vacant will 
need to have an EPC undertaken on them 
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To reduce the cost of the window 
and door replacement 

programme 

CASH - 
£35,000 

Following on from long term reprocurement 
arrangements through procurement club 

arrangements to supply and fit windows and 
doors on a quality / price basis with savings 

coming from the length of the programme and 
volume of works 

SB 
The estimated savings will be reinvested 

to replace draughty windows at 
Humberview based on residents requests 

To review Annual Maintenance 
Agreements (Other) 

CASH -
£18,000 

By reviewing on an annual basis the Annual 
Maintenance Agreements (AMA’s) in place where 

work arrangements roll on from year to year 
SB 

Savings can vary year on year and the 
specification that is developed for each 

agreement 
To reduce the number of invoices 
processed in the year from 5,870 
invoices processed  to < = 5,500 

invoices processed 

NON 
CASH -  
£5,550 

By changing the way contractors request 
payment for work and how work is given to 

contractors 
SB/LH 

A notional financial value of £15 is placed 
on processing each invoice. Reducing 

invoices reduces the time taken to process 
invoices, freeing up staff time 

To reduce the total volume of gas 
used by the association by 5% 

NON 
CASH - 
3,524 
KWh 

By switching energy providers to receive a better 
tariff for the gas and electricity used and by 

looking to reduce the overall amount of gas and 
electricity used through switch off campaigns 

SB 

Cash savings are more difficult to quantify 
than volume savings as the cost of gas and 
electricity can rise and fall dependant on 
market conditions and are dependent on 

individual contracts 
To reduce the total volume of 

electricity used by the association 
by 5% 

NON 
CASH - 
91,860 
KWh 

To reduce the volume of 
electricity used at Christopher 
Pickering Lodge through the 
installation of new lighting 

CASH - 
TBC 

By installing energy efficient lighting at CPL to 
reduce communal energy costs. Once 12 months’ 
worth of bills have been received the savings will 

be able to be quantified as well as the impact 
upon residents 

SB 

The association will look to potentially roll 
new lighting out based on a cost / benefit 
assessment of the savings at Christopher 

Pickering Lodge and the time taken to 
recoup the costs of the new lighting 

To increase the number of 
documents scanned from  1,973 
documents scanned to > = 2,000 

NON 
CASH - 
£135 

By scanning more commonly held documents to 
allow for greater visibility on Kypera PK 

A notional financial value of £5 is placed 
on each scanned item. Increasing the 

number of items scanned will reduce the 
time officers take from needing to look for 

paper file copies of key documents 
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To manage the debts accruing 
from the grounds maintenance 

service 

CASH - 
£5,000 

By greater management of the grounds 
maintenance arrears PK Collecting debts in quicker and more 

effectively 

To increase the number of 
residents paying by direct debit 

from 69.44% to  > = 75.00% 
paying by direct debit 

CASH -  
£331 

Through encouraging new residents to sign up for 
direct debit and running campaigns encouraging 

signing up to direct debit 
PK 

To ensure residents are paying their rent 
and service charges by the most cost 

effective means possible for the 
association 

Direct Debit channel shift CASH - 
£6,000 

Moving collection method from Allpay.net (Rent 
Card payments) to Direct Debit LH 

To ensure residents are paying their rent 
and service charges by the most cost 

effective means possible for the 
association 

Gift Sheds to residents CASH - 
£21,000 

Gifting sheds and responsibility will cut the 
repairs and maintenance budgets SB Need to inform residents of this and deal 

with any legal issues 
Withdraw the provision of 

replacement kitchen flooring on 
void 

CASH - 
£30,000 Aesthetic rather than mandatory requirement SB May impact upon lettings 

Reduce lock changes on voids and 
fully implement recharge policy 

CASH - 
£9,000 

Lock changes will only be needed if all keys are 
not returned. In such circumstances a recharge 
will be raised against the former tenant due to 

the need to undertake a lock change 

SB 
Need to be clear to current and former 

residents of the change and recharges that 
may occur 

Withdraw the replacement of 
new shower curtains and pull 

cords on void 

CASH - 
£2,000 Aesthetic rather than mandatory requirement SB May impact upon lettings 

Ring fence service plus schemes 
furnishing and laundry budget 

CASH - 
£33,000 By moving to a longer budget cycle PK May impact upon lettings 

Create a self-funded Health and 
Wellbeing post 

CASH -
£10,000 

Reduce the health and wellbeing activities and 
the hours spent on this area of work. Focus on 

the core  Landlord  activities 
Create self-funded post 

PK May impact on satisfaction levels 

Managing calls at the first point 
of contact by the Customer 

Support Team 

NON 
CASH - 
£3,600 

By equipping Customer Support Team staff with 
the skills and knowledge to manage more queries 
so negating the need to pass on queries to other 

PK 
A notional financial value of £5 is placed 

on each call answered at first point of 
contact. Increasing the number of calls 
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 staff, this provides better customer service answered at each point of contact will 
reduce the time other officers take 

responding to calls 
Ceasing the external cleaning 

contract and employing internal 
cleaners    

CASH - 
£29,000 

Review cleaning provision (including hours) and 
consider replacing external contract cleaner with 

directly employed staff 
PK 

Positive impact on service charges and 
pop-in running costs which are financed 

through rental income 
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