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INTRODUCTION  
 
 
What Is BCHA? 
 
BCHA is a specialist housing and housing-related support provider, helping people who are 
homeless and vulnerable to access the right housing, health, learning and work opportunities.   
 
Our Vision & Reach 
 
Our vision is to create lasting solutions to homelessness, unemployment and social exclusion.  
Each year, in some way, we work with approximately 10,000 individuals and families in need. 
 
Why A Value for Money Statement? 
 
In these challenging times when public finances are under increasing pressure and customers 
need and demand good services, demonstrating value for money is essential.  This statement 
is therefore an accountability tool aimed at all our stakeholders and sets out to what extent 
BCHA provides efficient and cost-effective services. 
 
The Value for Money Journey 
 
We begin with what value for money means to BCHA and our approach to achieving it (section 
1).  After an overview of the organisation which provides an understanding of BCHA and its 
operating challenges (section 2), we then look at top-level operating costs (section 3), our 
approach to providing homes (sections 4 and 5) and the cost and performance of providing 
our main services (section 6) which are set out to enable the reader to form a view about 
whether BCHA is actually delivering value for money.  Finally, after considering our corporate 
resources (section 7), we review in-year achievements in terms of efficiency gains and savings 
and set out our targets for the next year and beyond (section 8). 
 
Governance & Value for Money  
 
Our organisation is governed by a voluntary board. Part of the Board’s role is to approve and 
monitor strategies and plans to deliver the organisation’s mission and objectives.   The 
development of these strategies and plans, including the consideration of business models 
required to deliver them is undertaken at twice-yearly Board away days and, where needed, 
ad hoc Task and Finish Groups comprising a smaller number of Board members and senior 
staff. This Task and Finish approach is how the Board led the production of this year’s Value 
for Money statement. 
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1 - WHAT IS VFM?  
 
 
At BCHA, we define Value for Money (VFM) as “achieving the optimum level of business 
results to the complete satisfaction of our stakeholders within the resources that we have 
available.” Because of our mission, our business results are focussed on adding social value 
to the community. 
 

 
 
 
Value for Money is a cross-cutting issue and cannot be 
seen in isolation.  Delivering Value runs through all of our 
business objectives. 
 
2.1 MAKING VALUE HAPPEN (OUR STRATEGIC 

APPROACH) 
 
BCHA’s Culture, through its Mission, Values and Behaviours, supports and rewards 
achievement through an overarching philosophy of “Good to Great.”  This approach drives 
continuous improvement and recognises that aspiring to be great at what we do, rather than 
just good, is a continuing story. 
 
Using Resources 
 
Our approach to using resources stems from developing a clear understanding of our business 
and customer needs resulting in the deployment of the right people, right systems and right 
finances.   Key elements of this approach include: 
 

 A Treasury Strategy  – to secure appropriate funds to deliver our objectives 
 A Procurement Strategy  – focussed on smarter purchasing to achieve tangible cost 

savings and social benefits; 
 An Asset Management Strategy  – focussed on maximising return on investment and 

maintaining the quality of our homes; 
 Robust budgeting  and financial management to drive Cost efficiency; 
 Systems and processes to recruit, train and develop  quality staff 

 Our Business  
Objectives 
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(see section 4) 

 
A2 - Future-proofing our 
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(see section 4) 
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B - Supporting 
customers towards 

employment  
(see section 5) 
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(see section 5) 
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(see section 6) 
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Getting Results 
 
Understanding our business results enables the organisation to take timely action to correct 
adverse performance.  It also enables us to take positive decisions about which services we 
wish to subsidise because they make a valuable contribution to our social mission of meeting 
the needs of homeless and vulnerable people.  Our approach to optimising performance 
includes: 
 

 A leadership focus on working in teams not silos; 
 A framework of performance targets  across the business; 
 Active benchmarking  - Comparing our results with other organisations to assess how 

well our services are performing; 
 A Staff Reward Scheme  (a non-consolidated annual bonus if a basket of key 

performance indicators is met) and celebration events to recognise staff who have 
gone the extra mile. 

 Periodic studies  to assess the social & economic impact of our work  
 
In the last year, we have had a greater focus on embedding awareness of value for money 
through staff workshops which have explored areas where the business can save money and 
review processes to make them more efficient.  We are keen to build on this form of staff 
engagement going forwards.   We also wish to strengthen our understanding of expected 
returns on our investments.   
 
Ensuring Satisfaction 
 
BCHA places great emphasis on engagement with customers and partner organisations to 
seek assurance that activities and services are valued.  Such engagement includes: 
 

- Regular Customer satisfaction surveys  
- Resident Scrutiny  – customer-led reviews of our 

services 
- Collaboration with residents’ associations  
- Strategic and operational liaison with partner 

organisations  such as local authorities 
- Ongoing dialogue with lenders and regulators  

 
 
  

85% OF 
CUSTOMERS 

ARE SATISFIED 
WITH BCHA 

OVERALL  
STAR SURVEY 2015 

 

 
8.2/10 – AVERAGE SCORE GIVEN BY PARTNER ORGANISATIONS 
WHEN RATING SATISFACTION WITH BCHA AS A DELIVERY PA RTNER 

           STAKEHOLDER SURVEY 2016 



Page | 6 
 

2 - BCHA IN CONTEXT 
 
 
Our activities can be grouped into three broad headings:  providing social housing (“housing”), 
providing support to people who are homeless or vulnerable (“support”) and assisting people 
overcome skills and motivation barriers to strengthen employability (“learning and work”).  This 
section outlines these activities and the challenges we face in delivering them. 
 
Having this range of provision does set BCHA apart from the majority of traditional housing 
associations meaning that when we compare ourselves to others or to a sector average, the 
comparison may not be “like for like.” 
 
2.1 HOUSING 
 

 

 

Legal Interest

43% owned; 
25% leased; 

32% managed 
for other 
landlords

Size

Two thirds of 
our homes are 

for single 
people

Turnover

There were 
1410 lettings 
in 2015/16

Use

Less than 1% 
of homes are 

for market 
rent

Our footprint as a social landlord, based on homes managed, creates a total 
impact of £10.3M Gross Value Added1 to local economies and supports 184 FTE 

jobs each year.  [Source: NHF Local Economic Impact Toolkit 2.0]. 
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2.2 SUPPORT 
 
The map above illustrates where our supported housing provision 
is located – from Plymouth in the west to Reading in the east.  This 
provision consists of a range of services from high support 
environments, with 24-hour staffing, to lower support shared 
housing with visiting support.   In addition, BCHA also provides 
community-based services to support people to maintain their 
tenancies and [institution-based] services to support people with 
social care needs to leave hospital and older people to manage 
health and well-being in prison.  
 
We also have established a 24/7 support centre to provide out of 
hours support and assistance to customers when there is no on-
site staffing.  This service alone deals with over 65,000 calls per 
year adding significant value to our service offer. 
 
2.3 LEARNING & WORK 
 
BCHA has recognised the importance of supporting Government employment and skills 
strategies for many years.  By providing services to jobseekers either contracted directly or as 
part of a consortium, we are able to create far more community sustainability than with just 
accommodation alone.   Our programmes, employing 19 FTE staff, are funded by revenue 
grant or contractual payment (where funding is often linked to achieving set results). 
 
2.4 CASHFLOW 
 
The diagram below shows a simplified cashflow for 2016/17 (with the change on the previous 
year in brackets) and demonstrates our focus on our mission.  The biggest change in cashflow 
highlights the reduction in turnover of housing-related support contracts due to local authority 
commissioning decisions. Further analysis on spend is presented in section 3. 
 

SUPPORT & 
LEARNING 
SERVICES

£6.4M
(31%▼)

LOANS &
LEASES

£4.6M
(4%▼)

HOUSING 
MANAGEMENT

£5.1M
(no change )

PROPERTY
ACQUISITION or
DEVELOPMENT

£1.8M
(61%▼)

RENTS 
& SERVICE CHARGES

£12.9M 
(8%▲)

SUPPORT &
LEARNING CONTRACTS

£6.4M
(35%▼)

MGT FEES
£1.5M*

ASSET
SALES
£1.4M*

OTHER
£0.6M*GRANT

£0.2M*

54% ON SERVICE 
DELIVERY

46% ON 
PROVIDING 

HOMES

REPAIRS &
MAINTENANCE

£3.3M
(6%▼)

WHERE OUR INCOME 
CAME FROM

HOW THIS WAS 
SPENT

*income on these four items 
together increased by 27%

 

70% OF 
WORKFORCE
IS ENGAGED 

IN PROVIDING 
SUPPORT

[01/04/2016]
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2.5 CHALLENGES 
 
BCHA operates in an increasingly challenging environment.   2015/16 saw a number of 
political initiatives culminating in two pieces of legislation affecting the sector – the Welfare 
Reform & Work Act and the Housing & Planning Act.  As regards BCHA the three key 
exposures are:  
 

 Ongoing risks of Local Authority and government cutbacks placing our support and 
learning contracts at risk of price reductions or termination over the next 12-18 months. 
Each revenue contract relates predominantly to the costs of directly related payroll and 
associated expenditure. Only 10% of any contract is a contribution to the wider 
organisational overhead and so where a contract is lost the income reduces but so does 
90% of the cost. 

 
 The Government’s continuing reforms to Welfare benefits will mean that our customers 

risk benefit sanctions or the withdrawal of entitlement to benefits, affecting their ability to 
pay their bills.  Our Housing team works closely with customers to budget and manage 
their finances, thereby promoting resilience and independence.  

 
 Government policy to reduce social housing rents by 1% per year for the next four years 

will lead to an appreciable loss of revenue to 2020. Rent reductions took effect from April 
2016 and require ongoing focus on controlling costs, particularly maintenance, corporate 
support and payroll.  Planned efficiency savings identified in this statement and targets 
looking forwards will be an important contribution to controlling costs as income is lost. 

 
The Association has undertaken robust stress testing of our business plans against these and 
other challenges singly and cumulatively.  In doing this, we believe we can mitigate the impact 
of these risks. 
 
2.6 REGULATORY JUDGEMENT 
 
Following the In Depth Assessment by our Regulator, the Homes and Communities Agency 
(HCA), BCHA’s regulatory judgement was reaffirmed as G2/V2 in August 2016.  The full 
judgement can be seen at www.hca.gov.uk.  This grading is compliant with the Regulator’s 
standards with some areas for improvement highlighted. BCHA will be seeking to improve its 
rating by:  
 

 Reviewing governance structures to maximise effectiveness 
 Strengthening the board’s role in strategic risk management 
 Continuing to closely monitor exposures from uncertainties with revenue contracts with 

local authorities. 
 
Achievement against our action plan will be reviewed with the HCA later in 2016. 
 
 
 
 
 
 
 
 
 
 
1 – Gross Value added measures the contribution of an organisation to the economy in terms of goods and services produced. 
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3 - OPERATING COSTS 
 
 
3.1 OVERALL BUSINESS HEALTH 
 

Year Group 
Turnover 

Operating 
Costs 

Operating 
Margin 

2012/13 £19.471m £18.122m 6.9% 
2013/14 £22.223m £20.341m 8.4% 
2014/152 £24.738m £23.555m 4.8% 
2015/16 £23.044m £21.473m 6.8% 
Increase (4yr) 18.4% 18.5%  

 
 
Despite the fall in turnover from 2014/15 due to termination of Housing-related Support 
contracts3, turnover for the Group has grown by 18.4 % over the last four years with operating 
costs increasing similarly across all activities.  Our operating margin is much lower than that 
of traditional housing associations [For all traditional RP’s4, the sector average is 28% - HCA 
2015 Global Accounts].  
 
BCHA operates in a challenging environment. Each year we see inflation in salaries and 
property maintenance costs.  Set against this, BCHA experiences two key pressures.  Income 
from rents cannot increase by more than CPI +1% each year (and in fact rents must be 
reduced by 1% for four years from 2016) and income from housing related support contracts 
(where there are low margins) typically remains fixed over contract terms or, in some cases, 
is being reduced.    
 
3.2 OPERATING COSTS 
 
The HCA will be focussing more on VFM as measured through the lens of operating costs.  In 
2016, it produced an analysis of costs for each RP4 based on its annual accounts (FVA 
Return).   Extending this methodology to a three-year horizon for BCHA results as follows: 
 

 Cost Per Social Housing Unit4 
 Headline  Manage-

ment 
Service 
Charge 

Maint en-
ance 

Major 
Repairs 

Other  

2012/13 
(1183 units) 

£13,470 £2,840 £2,440 £1,230 £610 £6,340 

2013/14 
(1938 units) 

£9,260 
 

£1,940 £2,190 £1,010 £310 £3,810 

2014/15 
(2006 units) 

£9,890 £2,750 £1,730 £1,040 £380 £3,990 

2014/15 
Traditional 
RP median 

£3,550 £950 £360 £980 £800 £200 

 
 
2 – 2014/15’s results have been restated to take account of the application of Financial Reporting Standard 102. 
 
3 – this was due either to strategic decommissioning by local authorities or loss of business due to competitive tendering. 
 
4 - the number of social housing units is stated for each year and is calculated in accordance with the HCA’s annual SDR return 
for the relevant year and excludes certain types of accommodation as outlined in HCA guidance provided to Housemark July 
2016.  “RP” here means “registered provider” of social housing; “traditional” RP’s do not include organisations which transferred 
stock from local authorities. 
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Comparison with the sector shows significant variance from the median for all traditional RP’s 
although the trend in costs per unit is broadly downwards with the exception of management 
costs.   However, this methodology requires further refinement in terms of a more comparable 
peer group (rather than all RP’s) and in terms of extracting cost distortions such as lease costs 
(analogous to mortgage interest payments which are excluded by the HCA in its calculations) 
and also housing-related support contracts (which do not fund social housing provision).   
 
Comparison with Better Peer Group 5 

 
Comparing BCHA’s top-level operating costs with peer organisations which have a similar 
profile illustrates that, apart from service charge costs, BCHA has a similar cost-profile to the 
median for this group. 
 

 Cost Per Social Housing Unit 
 Headline  Manage-

ment 
Service 
Charge 

Maint en-
ance 

Major 
Repairs 

Other  

2014/15 
(2006 units) 

£9,890 £2,750 £1,730 £1,040 £380 £3,990 

2014/15 
Peer RP 
median 5 

£10,300 £1,660 £1,720 £1,060 £550 £3,150 

 
Extracting Cost Distortions 
 
However, given that there needs to be more like-for-like comparison, there are a number of 
significant contextual issues that need excluding from this top-level analysis. 
 
Firstly, excluding mortgage interest from the calculations but including rent payable (where 
properties are leased rather than owned) creates a significant distortion which amounts, in 
BCHA’s case to nearly £4M additional operating costs. 
 
Secondly, including all housing-related support (and similar) revenues makes providers like 
BCHA look more expensive compared to primarily general needs landlords particularly when 
this figure includes community-based support which has no bearing on the stock figure used 
as the denominator in the calculation.    
 
Removing both of these we can recalculate an adjusted cost per social housing unit: 
 

 Adjusted Cost Per Social Housing Unit 
(less Lease and Housing-related support costs) 

 Headline  Manage-
ment 

Service 
Charge 

Maint en-
ance 

Major 
Repairs 

Other  

2012/13 
(1183 units) 

£6,250 £1,210 £2,440 £1,230 £610 £750 

2013/14 
(1938 units) 

£4,910 
 

£990 £2,190 £1,010 £310 £400 

2014/15 
(2006 units) 

£4,000 £790 £1,730 £1,040 £380 £60 

2014/15 
Traditional 
RP median 

£3,550 £950 £360 £980 £800 £200 

 
5 - This peer group was selected using HouseMark Global Accounts Storyboard Toolkit.  For further details of the peer group, 
see appendix.  
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This clearly shows a broad reduction in operating costs over a three-year period and costs 
compare favourably to the median for all traditional RP’s.  The primary outlier now being 
service charge costs which again can be explained in terms of our provision of supported 
housing with furniture and intensive housing management (which is atypical in terms of many 
housing associations). 
 
Another important contextual issue to emphasise is stock turnover (the proportion of properties 
becoming vacant compared with the total number of properties in management). The sector 
median is 6.8% for southern England [source Housemark Voids & Lettings Analysis 2015] 
against a BCHA average of 74% (General Needs and Supported Housing). Having a higher 
number of lettings (which is due to the temporary nature of most of our accommodation 
provision) is a significant cost driver in terms of management and maintenance. 
 
3.3 CONCLUSION 
 
We can conclude, on a like for like basis, that BCHA’s top-level operating costs are not 
significantly dissimilar from traditional RP’s given the much higher turnover of its stock.  
However, it is still the case that our operating environment requires careful, ongoing monitoring 
in order to manage costs and maintain margins particularly as mandatory rent reductions are 
introduced from 2016.  Maintaining growth targets for accommodation and customer support 
and learning services will also ensure better business health in the context of these 
challenges. 
 
There is further analysis of service costs later in this document.  These costs are more carefully 
defined in scope than the high-level costs illustrated here.  
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4 - PROVIDING HOMES (Development & Asset Management) 
 
 
“A” FOR ACCOMMODATION 
 
Providing homes forms one of the three key strands of our Business Plan.  In this section we 
consider the two main objectives within this strand – increasing the number of homes we own 
and future-proofing to ensure our homes are fit for purpose for our customers now and over 
the coming decades. 
 
4.1 INCREASING THE NUMBER OF HOMES WE OWN  
 
There is still significant demand for social housing in our areas of operation.  This level of 
social need underpins our development strategy which seeks to: 
 

 Improve the organisation’s financial strength by increasing the number of homes in 
ownership (a shift from leasing stock from others).  

 Ensure Development is net positive to BCHA6 and focusses on flexible, great value, 
modern, low running-cost products. 

 Build on our current geography 
 
Over the course of 2011-2015, BCHA added 349 social rent units to its owned stock holdings 
with a further two off-the-shelf acquisitions of 4 rental units which came on stream in 2015/16.  
This far exceeds our original target of 150 units over the period 2011-2016.  Our target to 2021 
is to bring a further 269 homes into ownership. 
 
Pipeline   
 
By the end of March 2018, we expect to: 
 

 Purchase 55 care bedspaces which we manage for another RP; 
 Acquire 10 off-the-shelf properties to provide 20 units of move-on in Plymouth with £20,000 

per property grant from the City Council; 
 Refurbish 2 large hostels in Exeter and Bournemouth using £2.2M Homelessness Change 

Programme funding; 
 Build 6 social rent units to maximise capacity on an existing site in Bournemouth using 

£293k HCA Platform for Life funding 
 Explore ways to assist lower-income households get into home ownership. 

 
Longer term, over a ten-year period, we will be seeking to acquire 374 general needs and 
leasehold units from another RP, currently managed by BCHA on its behalf. 
 
Leasing 
 
Historically, BCHA has actively sought to lease properties short-term from the private sector 
for social housing use as the ease of entry and exit has made leasing a flexible model for 
meeting the needs of local authority partners.   However, of late, a removal of local authority 
subsidy, Housing Benefit rent caps and higher than average maintenance costs have made 
this form of provision uneconomic so we are gradually handing back to owners when leases 
come to the end of their term.   
 
6 -  BCHA, in common with other Registered Providers, uses the Net Present Value calculation to determine whether a 
development is a good use of capital investment or not.  The NPV calculation takes the cost of land, building, borrowing and fees 
and looks to see over what period these development costs are repaid [i.e. breaks even] over a 30 year period (half the notional 
lifespan of the building) through collecting rent.   
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Short term leases have fallen from 695 units at 31 March 2011 to 482 units at 1 April 2016 
and will fall further in 2016 due to an extensive handback programme following termination of 
two large supported housing contracts in Dorset. Despite this BCHA will still seek to acquire 
leased units from time to time, particularly where leasing needs to form part of the service 
delivery model for any new housing-related support contracts.  New leases must also be net 
positive to BCHA, taking into account the higher costs of management, maintenance and 
dilapidations at handback. 
 
4.2 FUTURE PROOFING OUR HOMES 
 
BCHA’s existing Stock comprises purpose-built and acquired properties, the latter of varying 
ages but traditional construction.  We have undertaken a near-complete Stock Condition 
Survey in 2015/16 in order to enhance our knowledge of our assets for intelligent future 
planning. 
 
In order to drive forward more robust strategic asset management, BCHA appointed Capita 
Property & Infrastructure as its partner under a minimum 5-year contract.  Under a detailed 
scope of service, Capita is responsible for delivery of Asset Management and Development 
in line with the Business Plan.  Besides improving our longer term return on property assets, 
the arrangement will deliver efficiencies within the first five years (incentivised by a gainshare 
arrangement) as well as supporting our learning and work objectives (i.e. adding social value). 
 
Stock investment 
 
The Stock Condition Survey revealed that £56.7M investment is required over the next 30 
years (£1.9M pa).  This figure is close to actual historic levels of spend so will not require 
greater than expected provisions in our financial plans. 
 
Return on Assets 
 
The overall return on assets for BCHA stock is 5.95% [5.9% for 2014/15]7. This return, 
calculated as operating surplus as a percentage of net book value of housing properties, 
compares favourably to traditional housing associations where the return is 5.6% [Source: 
HCA Global Accounts 2015]. 
 
A more detailed appraisal at individual building level is conducted on the basis of 30-year net 
present value (NPV).  Using a scoring methodology provided by a property consultancy based 
on Decent Homes compliance, rental income and planned maintenance commitments we 
have determined that 58% of stock owned is rated as “good” in relation to NPV and 26% as 
“reasonable” – hence 16% is performing below expectation.  The analysis also shows: 
 

 Average NPV is £33,441 and Median NPV is £27,484 
 No owned stock has a negative NPV (which would be undesirable) although some 

units with a long lease (term of 21 years or more) do   
 Value is highest in self-contained freehold stock (Average NPV = £36,769) and value 

is lowest in shared long leased stock (Average NPV = £4,567).  

The diagram below shows the NPV profile of our owned stock and long leased stock8: 
 
 
7 - this calculation does not take into account FRS102, which was introduced for the 2015/16 set of accounts, in order to enable 
comparison with previous years and the sector as a whole. 

 
8 - stock leased on a term under 20 years is not included in this analysis as this product uses a different feasibility model based 
on anticipated spend over the term of the lease and dilapidation costs at handback. 
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A further breakdown by stock type is included below using the asset management scoring 
system devised by Mazars to categorise stock as “good” (green), “reasonable” (amber) and 
“poor” (red) which enables us to further understand and manage stock performance. 
 

STOCK by 
Location 

Average Asset Management  Score  
Self Contained  Shared  

Purpose Built Refurbished Purpose Built Refurbished 
GN SH GN SH GN SH GN SH 

Owned – Bmth & 
Poole 

37 35 39 30   40 40 30 

Owned - Purbeck, 
W Dorset, Weymth 

25   25 30 25     30 

Owned - South 
West 

              50 

Owned - E Dorset 
 

    35         40 

Owned - All 34 35 34 30   38 40 37 

         

STOCK by  
Age 

Average Asset Management Score  
Self Contained  Shared  

Purpose Built Refurbished Purpose Built Refurbished 
GN SH GN SH GN SH GN SH 

Owned - Built <1950     29 30     40 37 
Owned - Built 1950-
1979     38 30         
Owned - 1980-date 34 35 37     38     
Long Lease Pre 
1979     19         18 
Long Lease Post 
1980 10   50     40     
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Options Appraisal 
 
This analysis has enabled BCHA to seek to optimise the use of its assets.  Over the last 2 
years, the decision was made to dispose of four hostel buildings of varying sizes, improving 
the median NPV of remaining properties by 2%, the number of “red rated” buildings (those 
with a “poor” NPV score) has reduced from twelve to eight. 
 
Three of these properties, sold over the period 2014 - 2016 yielded receipts of £452,000 of 
social housing grant for recycling. Another property is currently in the process of being sold 
and will release £201,000 of social housing grant for recycling. 
 
Over the next two years, we will seek to: 
 

 Generate £4M cashflow for future development by remodelling two high latent value sites 
to include accommodation for outright sale in Bournemouth which will generate proceeds 
for further investment in social housing  

 Remodel a hard-to-let sheltered housing site in Weymouth to provide 18x 2bed houses 
for rent for people in need. 

 
Analysis of the stock is ongoing and Capita is currently leading on a new Finance-based 
strategic asset review which will analyse investment needs in the light of the 2015 stock 
condition survey thereby updating our current NPV intelligence. 
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5.  PROVIDING HOMES (Maintenance)  
 
 
Maintaining our homes is very much part of our strategy to ensure our stock is fit for purpose 
into the future.  In this section, we seek to look at our maintenance service to assess whether 
it is providing value for money on the basis of cost, performance and customer satisfaction, 
the elements contained within the diagram in section 1.  
 

 
 
5.1 DELIVERY MODEL 
 
The Asset Management and Development service (client-side) was outsourced to Capita 
Property & Infrastructure Ltd in July 2015 as the Board considered a partnership approach to 
be the best way forward in order to meet the needs of the organisation for the next five years.  
Outsourcing will be achieved at the same cost of the current service (£290,000 pa), exclusive 
of VAT with the price uplift capped at CPI over the next five years.  In addition, this 
arrangement will deliver clear efficiencies (see below). 
 
The maintenance service (contractor-side) is operated by New Leaf Repairs, a division of 
BCHA’s social enterprise subsidiary, The New Leaf Company Ltd.  Whilst New Leaf Repairs 
focuses on responsive and voids work and estate maintenance (gardening and communal 
cleaning) primarily, it also provides aspects of the planned programme including decorating 
and kitchen replacement.  Capacity is added by sub-contracting to a number of other larger or 
specialist contractors.   This strength of an in-house repairs team means that we save 
approximately 10% 9 in costs against the same service being provided externally.   
 
5.2 OPERATING COSTS 
 
Operating costs here are as calculated by Housemark so are a more specific definition than 
those based on an analysis of operating costs in section 3. 

 
Are services economic? 
 
The nature of our stock is a primary driver of cost: the high proportion of supported and single 
person housing (characterised by high turnover and subsequent wear and tear) and leased 
stock (characterised by properties of varying types and ages and hence unpredictable 
maintenance needs).  
 
 
9 – the full saving on VAT is 20%, however, the costs of managing the in house service reduces the saving to about 10%. 

BCHA undertook 9,585 responsive 
repairs in 2015/16 at a cost of 

£1.11M

BCHA dealt with 1821 units 
vacant units ("voids") in 2015/16 

at a cost of £0.205M

Cost Per  
Property 

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

View 

Major & 
Cyclical 
Works 

£280 £311 £545 £958 
 

£1,218 Increasing but 
better than 

median 
Responsive  
Repairs & 
Voids 

£892 £711 £1,086 £844 £867 Reducing and 
better than 

median 
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Spend on cyclical and major works, whilst increasing over the past 4 years due to greater 
investment, is lower (i.e. better than) the Housemark median. This is partly reflective of 
generally good stock condition and the shared nature of much supported housing meaning a 
single upgrade will benefit a number of units simultaneously.  The expenditure trend on 
responsive repairs is more variable but has reduced from last year when there was significant 
spend on voids and is also better than the median for the Housemark peer group. 
 
5.3 PERFORMANCE & SATISFACTION  

 

 

 
Are services performing? 
 
Repairs performance deteriorated in 2014/15 due to management changes. However, 
investment in a new structure and focus on job planning and improving operative productivity 
has generated turnaround in service performance towards 2013/14 levels (repairs completions 

Repairs 2012/13 2013/14 2014/15 2015/16 Housemark  
median 

View 

Av no.  
repairs per 
unit  

7.5 5.3 3.5 5.2 3.6 Worsening 
and worse 

than median 
% repairs 
completed 
in time  

98.3% 93.8% 65.1% 91.2% 97% 
(internal target) 

Improving but 
worse than 

target 
Av d ays to 
complete a 
repair 

10.8 9.4 13.7 8.7 8.95 Improving and 
better than 

median 

Voids 2012/13 2013/14 2014/15 2015/16 Housemark  
median 

View 

Av Re-let 
Time  
(Gen Needs) 

33.4 
days 

26.9  
days 

23.0  
days 

30.9 
days 

24.7 
days 

Worsening 
and worse 

than median 
Av Re-let 
Time 
(Supported) 

14.8 
days 

14.3  
days 

17.9 
days 

15.6 
days 

16 days  
(internal target) 

Improving and 
better than 

target 
Void Loss  
(Gen Needs) 

3.4% 2.4% 1.8% 2.3% 0.7% Worsening 
and worse 

than median 
Void Loss 
(Supported) 

5.7% 5.7% 8.5% 7.4% 4% 
(internal target) 

Improving but 
worse than 

target 

Customer 
Satisfaction 

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

View 

Repairs 
service 

86.0% 87.1% 95.8% 78.5% 77.0% Worsening but 
better than 

median  
Quality of 
Home 

92.8% 89.9% 93.0% 86.3% 83.9% Worsening but 
better than 

median 
State of  
home when 
moved in  

90.7% 87.9% 93.5% 93.8% 90% 
(internal target) 

Improving and 
better than 

target 
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and average days to complete).  The average number of jobs completed per day per operative 
increased from 4.6 to 4.9 over the year from a low point of 2.9 in 2014/15. 
 
Investment in multi-skilled operatives has also improved productivity – with six staff, compared 
to three in 2014 (within the same overall complement of operatives). 
 
Maintenance handling of void properties has improved steadily over the year so the turnaround 
time has improved from 17.1 days in April 2015 to 5.1 days at the end of March 2016.  By 
better deployment of multi-skills and process management, this improved efficiency has saved 
approximately £76,000 in lost rent.  However, referral delays into sheltered accommodation 
and temporary general needs accommodation has resulted in worse than median 
performance.   Some temporary accommodation will be handed back to the owner at lease 
end in 2016/17 and option appraisals have commenced with a view to redeveloping a hard-
to-let sheltered housing site. 
 
Satisfaction figures have declined from previous years due to a higher proportion of customers 
indicating a neutral opinion in the annual survey.  However, levels still compare favourably to 
benchmark medians.   It is intended that the service improvements described below will lead 
to an increase in customer satisfaction in future. 
 
5.4 HOW WE PLAN TO IMPROVE 
 
Our goal is to ensure unit costs, performance and customer satisfaction are all consistently 
above median (when compared with other providers) or our internal target, where no 
comparable information is available.  To achieve this, we are implementing the following 
improvements. 
 
For asset management, outsourcing with Capita went live in July 2015 and brings in significant 
sector expertise into the organisation to develop a robust, cost-effective asset management 
strategy based on a 100% stock condition survey.  Besides improving our longer term return 
on property assets, the arrangement is targeted to deliver efficiencies within the first five years: 
 

 Ensuring the split of planned to responsive works is 70%:30% by July 2018 (at 
31/3/2016 the ratio was 23% to 77%). 

 Ensuring the average number of repairs per unit is no more than 4 per year by 2020. 
 Reducing the cost of Responsive repairs per property to less than £400 by 2020 
 Ensuring the cost of works to each empty property is economic (i.e. as benchmarked) 
 In addition, option appraisals on low demand stock will be concluded so as to improve 

overall levels of void turnaround and optimise rent collection. 
 
For responsive and voids maintenance, the priorities for the coming year are: 
 

 Continuing to review the voids turnaround process to ensure optimum performance 
 Continuing to improve operative productivity by better job planning and van stock 

management 
 Reducing the costs of procuring building materials by entering into a single supplier 

arrangement, targeted to save £45,000 per annum 
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6 - PROVIDING SERVICES 
 
 
“B” FOR BACK TO WORK and “C” FOR CUSTOMERS & COMMUN ITIES 
 
Providing Services to a wide spectrum of customer groups forms the second strand of our 
Business Plan.  Part of this strand seeks to develop services to help people overcome skills 
barriers and move towards employment.   The other part is about providing and growing quality 
services. 
 
In this section, we focus primarily on our housing services to assess whether these are 
providing value for money on the basis of cost, performance and customer satisfaction, the 
elements contained within the diagram in section 1.  We consider each of our two key housing 
products – general needs housing and supported housing – separately. 
 
6.1 GENERAL NEEDS HOUSING MANAGEMENT 
 
Delivery Model  
 
The Housing Services team manage patches of about 200-250 units - comprising owned, 
leased and managed stock.  Housing Officer patches are distributed so disproportionate travel 
time is minimised.  
 
The strength of this generic model is close engagement with customers and regular tenancy 
audits conducted to ensure customers receive the support they need to sustain their tenancies 
and enable proactive intervention when tenancies are at risk.   There is some use of digital 
“self-service” options for customers – for example in reporting repairs or paying rent via the 
website with scope to significantly increase usage/take-up over time. 
 
Operating Costs 
 
Operating costs here are as calculated by Housemark so are a more specific definition than 
those based on an analysis of operating costs in section 3. 
 
Cost Per 
Property 

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

View 

Housing 
Management 

£782 £580 £592 £663 £593 Increasing 
and worse 

than median 
Estates  
Management 

£110 £104 £84 £93 £212 Increasing but 
better than 

median 
 
Are services economic? 
 
As has been mentioned earlier, the nature of our stock is the primary cost driver.  Temporary 
and single persons’ accommodation has a high turnover of tenancies.  Leased properties 
require significant inputs of officer time at the end of leases to re-house tenants prior to 
handback of units to their owners.    
 
Another significant cost driver is the changing profile of residents as agencies refer prospective 
tenants with increasingly complex needs needing more intensive management to sustain their 
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tenancies.  This coupled with mitigating the impact of Welfare Reforms means that general 
needs housing management is becoming increasingly intensive. 
 
Costs of management have increased by 12% partly in response to the higher level of lettings 
but also as a consequence of the focus on income collection.  Attention will need to be paid 
to costs in the following financial year, particularly in the light of statutory rent reduction. 
 
Performance & Satisfaction 
 
 2012/13 2013/14 2014/15 2015/16 Housemark 

Median 
View 

Rent  
collected  

96.5% 105.2% 98.3% 99.1% 100.1% Improving but 
worse than 

median 
Current 
tenant arrears  

4.4% 5.8% 2.7% 2.15% 3.7% Improving and 
better than 

median 
 
Customer 
satisfaction 

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

View 

BCHA Overall  96.2% 96.6% 87.5% 72.2% 86.0% Worsening and 
worse than 

median 
Rent is Value 
for Money  

86.5% 91.2% 89.0% 75.9% 81.8% Worsening and 
worse than 

median 
BCHA listens 
to views and 
acts on them 

88.7% 89.1% 82.3% 60.3% 67.5% Worsening and 
worse than 

median 
With 
Neighbour-
hood 

86.9% 92.5% 88.5% 83.5% 83.8% Worsening but 
at median 

 
Are services performing? 
 
As reported last year, significant focus has been placed on rent collection and arrears recovery 
leading to performance improvements, particularly in terms of recovering unpaid rent.   
However, the satisfaction levels of general needs customers with housing management 
services has suffered, partly due to an increase in levels of neutral opinion but also due to a 
hardening of customer perceptions.  This may be due to many pressures on social housing 
including the impacts of Welfare Reforms on household incomes.   Into the next few years, 
statutory rent reductions and service improvements outlined below are expected to have a 
positive impact on satisfaction levels. 
 
How We Plan to Improve 
 
Our goal is to ensure unit costs, performance and customer satisfaction are all consistently 
above median (when compared with other providers) or our internal target, where no 
comparable information is available.  To achieve this, priorities for the department in the 
coming year are as follows: 
 

 With the introduction of the new Open House database we are hoping to have more 
“real time” information on performance in order to appropriately manage resources.    
Equally it will also allow for streamlined processes to be introduced which will allow for 
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efficiencies in the way we will provide housing management functions, and therefore 
an opportunity to ensure further value for money in the delivery of the service. 

 We have a detailed Financial Inclusion strategy to deliver which will help support our 
customers with the Welfare Reforms that are being implemented.  In addition, we are 
looking to strengthen the profiling data that we hold for our customers in order to allow 
us to support customers affected better.   This will support the business by way of 
ensuring that rental income is recovered, as well as a proactive approach to supporting 
customers to sustain tenancies effectively without incurring additional financial 
hardship. 

 We will develop a more “self-service” approach for our customers to manage their 
tenancies.  This is by way of developing a customer portal to report repairs, and make 
rent payments when they need to.  In addition, we will also look at what other services 
customers wish to receive over the web, and outside of the traditional 9-5 working 
hours.  It is hoped that this would reduce resource costs, and again allow for a more 
interaction approach to customers managing their own tenancy responsibilities. 
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6.2 SUPPORTED HOUSING MANAGEMENT 
 
Delivery Model 
 
Each Supported Housing service is funded by a contract which specifies the capacity (number 
of clients) and support input (usually staffing levels or hours of support to be purchased).  Staff 
are either scheme based or visit a patch of units.   Each service is required to be self-sufficient 
in terms of rental and support contract revenues and staffing structures require regular review 
in the light of service contract repricing, decommissioning and retendering.   
 
NB: Care Homes are all managed by care agencies and are therefore excluded from this 
analysis as are contracts which offer community-based support i.e. to non-BCHA residents. 
 
Operating Costs 
 
Operating costs are calculated on the basis of data supplied to Housemark with 90% of 
employee costs being considered as housing-related support.  Analysis in this section only 
considers housing management of supported housing as commissioners will review support 
services to customers based on the individual requirements of each contract. 
 
Cost per 
unit 

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

View 

Supported  
Housing 
Management  

£4,266 £2,432 £3,691 £3,346 
 

None Reducing (no 
comparator) 

 
Are services economic? 
 
To a large extent, cost drivers in supported housing are typified by short stays and high 
turnover. On average each supported bedspace has nearly three occupants each year.  The 
referral of individuals with increasingly complex needs requires more intensive support from 
staff to reduce the risk of tenancy breakdown and referral pathways into supported housing 
are defined within our contracts creating an inflexibility and hence bigger risk of lost rent when 
properties are vacant.   
 
Whilst there is no comparable unit cost data for supported housing, favourably, costs per unit 
are decreasing year on year as fewer leased units are managed.  NB – 2014/15 saw a sharp 
reduction in management costs as units significantly increased that year which have since left 
BCHA’s portfolio. 
 
Performance & Satisfaction 
 
 2012/13 2013/14 2014/15 2015/16 Internal 

Target 
View 

Rent  
collection  

96.8% 97.4% 97.8% 87.7% 100% Worsening and 
worse than 

target 
Current 
tenant 
arrears 

5.7% 4.7% 4.0% 9.5% 4.0% Worsening and 
worse than 

target 
Planned 
departures  

67.2% 61.5% 65.3% 67.6% 70% Improving but 
under target 
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Customer 
Satisfaction 

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

View 

Rent is Value 
for Money  

86.3% 84.6% 86.7% 86.2% 90% Stable but 
under target 

 
BCHA listens 
to views and 
acts on them 

91.8% 83.7% 91.6% 90.4% 90% Stable and at 
Target 

 
Support SH 
(exit) 

98.8% 98.8% 95.7% 100% 90% Improving and 
better than 

target 
 
Are services performing? 
 
The key issue for supported housing in the last financial year has been in relation to service 
charge levels being challenged in detail by local housing benefit authorities resulting in 
charges levied not being accepted in a number of areas.   This, coupled with the 
implementation of benefit sanctions on customers has seen a significant rise in unpaid rent.  
However, a fundamental review of service charge setting and implementation of improved 
systems and processes for 2016/17 and beyond is expected to lead to improved rent recovery.  
Despite this, levels of planned departures have remained reasonably consistent and 
satisfaction levels are good. 
 
Ultimately, wider value is defined by the commissioners of supported housing services and is 
reflected in winning new business or retaining existing business by competitive tender.  In 
2015/16, BCHA was successful in: 
 

 Winning a three-year contract in Bournemouth to provide floating support to people 
with mental health diagnoses (£615,000 annual value) 

 Increasing capacity for an existing floating support contract with £20,000 additional 
annual funding 

 Retaining contracts to support vulnerable young people in Bournemouth and Dorset 
albeit with much smaller service packages 

 Retaining a sub-contract to provide support to victims of human trafficking. 

How We Plan to Improve 
 
Our goal is to ensure unit costs, performance and customer satisfaction are all consistently 
above median (when compared with other providers) or our internal target, where no 
comparable information is available.  To achieve this, we will be implementing a number of 
improvements. 
 
The primary challenge to delivering supported housing services remains the competitive 
commissioning environment.  This ultimately drives contract prices down and significant time 
is devoted to tendering to retain or win business.  Nevertheless, BCHA is committed to 
remaining in this market and delivering good quality services which produce good outcomes 
for customers is a key priority.    Over the next two years, we plan to: 
 

 Ensure all our supported housing environments are inspiring places to live so we will 
produce a refurbishment plan for each so that internally these conform to the 
Psychologically Informed Environment model.  
[http://www.rjaconsultancy.org.uk/6454%20clg%20pie%20operational%20document%20aw-1.pdf]. 
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 Service charges will be reviewed to ensure full cost recovery on housing management 
activities 

 Review the staffing structure to deliver efficiencies in the cost of management and 
administration. 

 Review the Training and Development offer so that we can equip staff to achieve the 
highest standard of service delivery. 
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6.3 DELIVERING SOCIAL VALUE 
 
 
In the 2015/16 financial year, looking more widely than housing management, our support, 
learning and work services made a difference to the lives of many thousands of people in need 
of help.  Here is a flavour of some of what we achieved. 

 
 
 
 
  

4993 people supported to leave hospital with an 
appropriate care package (70% within 2 days of referral)

123 people supported into a job and 77 people into 
volunteering

817 people moved onto independent living

405 people supported to achieve a vocational 
or academic qualification

650 people were supported in the community to 
maintain their tenancy and avoid eviction

867 older people in prison were supported with 
health, social and resettlement needs

88% of people supported around their mental health 
reported a positive outcome as a result of BCHA support

Each of these outcomes brings significant value to the individual and society at large.  
As just one example, supporting 123 people into work yields £443,045 annual saving 
to public purse  [based on weekly rates of JSA, assuming 25% are aged 24 or under].   
 
Applying the HACT Value Toolkit (v3),  commonly used in the sector, there is a social 
benefit of £810,319  assuming an equal proportion of full and part-time job outcomes. 
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7 – DELIVERY 
 
 
“D” FOR DELIVERY 
 
Delivery forms the third and final strand of our Business Plan which is all about having the 
right people, right systems and right finances to achieve our business objectives.  In this 
section we look at each element in turn     
 
7.1 THE RIGHT PEOPLE 
 
The BCHA Group employed 442 people at 31 March 2016, a full time equivalent complement 
of 314, based on a 37.5 hour working week.   BCHA employed 88% of the headcount with a 
further 9% employed by our social enterprise subsidiary, The New Leaf Company.  The Group 
Payroll amounted to £9.5M for 2015/16. 

 
Owing to the planned 
termination of some contracts 
and staff transfers to other 
providers where BCHA was not 
successful at re-tendering for 
services, the headcount has 
shrunk from 510 people at 31 
March 2015.   Despite this and 
the conclusion of a major 
management restructure in 
2015, employee engagement 
remains strong with staff 

satisfaction with BCHA as an employer at 87% (88% for 2014/15).  This result is still upper 
quartile when compared with Housemark peers.  Investors in People (IIP) status was retained 
following the audit in June 2016 with a positive view about the organisation’s culture.  
Improvements to strengthen Talent Management and internal Communication will be 
implemented over 2016/17.  Otherwise, the organisation was successful in recruiting high 
calibre individuals to strengthen the Senior Leadership Team and Management tiers to take 
the Business Plan forward to 2020. 
 
7.2 THE RIGHT SYSTEMS 
 
In 2015, BCHA decided to modernise its overall IT infrastructure to a cloud-based solution to 
enhance system performance, particularly at remote sites, and to strengthen system support 
and disaster recovery.  We also agreed to procure better housing management software as 
the scalability and functionality of the current software had become limited.  Implementation 
of these two major projects began in earnest in the last quarter of 2015/16 with roll-out of the 
IT concluded at the end of August 2016 and phased implementation of the new software over 
the next 9-12 months. Benefits for these projects will not be realised until the latter part of 
2016, at the earliest but nevertheless will lead to more efficient working.  See section 8 for 
further analysis. 
 
7.3 THE RIGHT FINANCES 
 
Treasury 
 
The Treasury Strategy for the Group is reviewed every year by an external Treasury Advice 
company. The review this year agreed changes to the amount of fixed rate to variable rate 

Investors in People Report June 2016 

“…GOOD LEADERSHIP & MANAGEMENT 
CAME OUT STRONGLY AND THE CULTURE 
IS POSITIVE.  PEOPLE ARE PASSIONATE 
ABOUT WHAT THEY DO – THAT’S AN 
ENORMOUSLY STRONG ARTERY TO HAVE 
IN ANY ORGANISATION” 
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debt and, more significantly, a proposal to go to market for £20m of new borrowing in order to 
fund the next 5 years’ development activity. Further treasury activity in year has been: 
 

 Revaluation of security enabling the release of the Head office accommodation and 
a supported housing scheme in Swanage without penalty. 

 Renegotiation of loan covenants to provide more headroom for future development 
and a bigger margin for comfort as we continue to manage the reduction in some 
funding streams. 

 Charging security for the remaining £3.3m funding from Triodos so that it will be 
available for drawdown towards the end of the 2016 calendar year. 

 Introduction of an Interest Rate Strategy that is independent of the Treasury 
Strategy and which has a target of between 60-80% borrowing to be fixed 

 
The Group continues to be well within both interest cover and gearing covenants and our 
Asset and Liability Register indicates that we currently have £27m of assets secured and a 
further estimated £17m that are unsecured. Using existing asset cover ratios this would 
provide security for £13.5m of new borrowing. The £20m new facility will be secured by a 
combination of the unsecured value, increased value in secured stock and new stock acquired 
or developed. 
 
Performance against the two key financial covenant tests remains within comfortable limits. 
At 31st March 2016 interest cover was 279% (higher the better) compared with the covenant 
of 130% and gearing was 42% (lower the better) compared with the covenant of 50%.  
 
Looking forward to next year, actions will include: 
 

 Assessment and approval for the best of the 7 offers received following the issue 
of the Funding Prospectus for £20m of new borrowing in May 2016. 

 Agreeing Heads of Terms for the chosen funder(s) and entering into Facility 
Agreement(s) by October 2016. 

 Taking advantage where possible of the low interest rate environment by fixing 
variable rate loans in accordance with the Interest Rate Strategy. 

 Revaluation of existing security to ensure that loans are not oversubscribed. 
 
Procurement 
 
Given the more challenging pressures on income faced by the organisation, the Group 
undertook a review of procurement activity in late 2015 led by Capita.   The report, delivered 
in early 2016 identified certain recommendations to form part of a 12-month improvement 
strategy including: 
 

 A focussed approach to delivering savings on third party spend (which totalled £8M 
for 2014/15). 

 Better use of spend analytics to aid strategic procurement. 
 Improved policies, processes and terms to aid supplier selection and management. 

 
Arising from this review, Capita has been appointed to lead a 12-month project with a target 
of delivering £250,000 of savings on 2015/16 baseline spend (this represents a 3% annual 
reduction in current spend).  This will primarily be achieved through renegotiating or re-
tendering, invoice rationalisation and supplier consolidation with benefits being realised from 
the second half of 2016/17. 
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8 – EFFICIENCY SAVINGS & GAINS 
 
 
As has been mentioned elsewhere, social landlords are working in challenging times 
particularly as there are a number of key risks to our income streams.  For that reason, 
operating efficiently has never been so critical.  However, whilst savings can be made on 
budgets from one year to the next, creating structural efficiencies, that is re-engineering how 
we work, may take a number of years to realise the full benefits. 
 
8.1 LOOKING BACK 
 
In last year’s statement we set a number of targets and challenges to deliver better value 
during 2015/16.  Here we report on progress against our targets. 
 
Providing Homes 
 

• Target:  £396,000 of recycled capital grant would be made available for further social 
housing development. Actual:  as one property had not been sold in-year, only 
£253,000 was available but not yet attributed to any other projects due to ongoing 
discussion with Local Authority partners. 

• Target:  10% savings would be made on building materials procurement.  Actual:   
Whilst some arrangements were being initiated, these were not progressed as a fuller 
review of procurement across all areas of spend was undertaken.  Savings will be 
carried forward to the entire Procurement Project (see below). 

• Target:  £80,000 in efficiencies on asset management would be delivered through the 
gainshare provisions of the new asset contract with Capita (part year and an average 
over the five-year lifetime of the contract).  Actual:    Two projects were initiated under 
the contract (which went live in July 2015) – Energy Use and Procurement but no 
savings are expected to be delivered until 2016/17 as the projects are agreed and 
implemented. 

Providing Services 
 

• Target:  Social value outputs from the Asset Management contract such as 
apprenticeships, training and skills development would be delivered for BCHA 
customers.  Actual:   initiatives have not yet activated as they are deliverable over five-
year lifetime of the contract. 

• Target:   There would be a focus on general needs rent collection/recovery to improve 
collection rates, particularly unpaid rent.   Actual : the increased focus saw a reduction 
in arrears owed by general needs tenants from 2.7% to 2.15% of rent due, equivalent 
to an additional £33,000 being collected.    

Delivery 
 

• Target:  major investment in upgrading our IT infrastructure to a cloud-based model to 
generate £133,000 non-cashable savings.  Actual:   due to complexity of the project 
the implementation did not begin until the end of the reporting year so no efficiencies 
have yet been realised (so will be carried forward to 2016/17).  However, a review of 
the specification prior to implementation reduced the financial commitment payable by 
BCHA by £460,000 over the lifetime of the contract [£92,000 per year]. 
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• Target:   The implementation of new Housing Management Software would generate 
£88,000 savings in process efficiencies.  Actual:  implementation did not begin until 
end of year so no benefits yet realised.  This target will be carried forward to 2017/18 
when the project will have been fully implemented. 

8.2 LOOKING FORWARDS 
 
Work undertaken in 2015/16 has laid solid foundations for delivering significant strategic 
efficiencies over the next two years.  Our primary objectives are to: 
 

i) Reduce operating costs to address the key income pressures outlined in section 2 
ii) Achieve better-than-median performance across cost, performance and 

satisfaction measures (using Housemark benchmarking data) 
iii) Optimise social value in our front-line services and through procurement choices. 

In addition, the following appraisal criteria will continue to be used: 
 

• For capital investment in property acquisition, we expect cashflow to be positive in year 
one and for loan finance to be repaid in year 30. 

• For investment in systems, we expect that projects will deliver efficiencies to offset the 
investment fully and deliver improved service quality. 

Below, we have set out our key targets for the coming two years against our business aims. 
 
Providing Homes 
 

• Target:  The sale of Rosslyn House will generate £201,000 grant for recycling in other 
social housing in Purbeck.  

• Target:  Two sites with latent high value will be redeveloped with units for sale in order 
to generate further proceeds for investment in social housing. 

• Target:   To implement a Utility Use Project to deliver savings of 10% on energy and 
water consumption (£64,000) so customers benefit through reduced service charges 

Providing Services 
 

• Target:  Complete implementation of new Housing Management software and 
associated process and customer service improvements to deliver £88,000 in non-
cashable savings by 2018 [carried forward]. 

Delivery 
 

• Target:  Deliver 3% savings on 2015/16 baseline procurement spend and 
administrative efficiencies (equivalent to £250,000 saving per year).  

• Target:  Deliver non-cashable savings on our new IT infrastructure of £133,000 through 
service quality and productivity improvements [carried forward]. 

We will report back next year on how we are progressing against these targets. 
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APPENDIX – PEER GROUPS 
 
 
OPERATING COSTS (SECTION 3) 
 
This peer group was selected using HouseMark Global Accounts Storyboard Toolkit.  The 
following filtering was applied: All English Regions, Supported Housing at least 15% of stock, 
Traditional Registered Provider, Stock size 1,000-6,000.  This produced a peer group of 12 
where the average proportion of supported housing was 41% and most organisations also 
provided housing for older people. In terms of turnover from social housing lettings, BCHA’s 
operating margin is 16.6% compared to an average of 16.7% for this peer group. 
 
The comparators were:    (1) Chapter 1 Charity, (2) Central & Cecil HA, (3) Advance Housing 
& Support, (4) Salvation Army HA, (5) Look Ahead Care & Support, (6) South Yorkshire HA, 
(7) Places for People Independent Support, (8) The Christian Action (Enfield) HA, (9), Croydon 
Churches HA, (10) Trident HA, (11) St Mungo’s Community HA, (12) Endeavour HA. 
 
HOUSEMARK BENCHMARK (SECTIONS 5 & 6) 
 
The following RP’s are members of the Housemark benchmarking service and are used for 
comparison purposes on cost, performance and satisfaction mainly on account of stock size. 
 
Peer organisation  Type Stock  Region  Year 
Aldwyck Housing Group Housing Association (Traditional) 7,148 Eastern 2014/15 
AmicusHorizon Housing Association (Traditional) 21,809 South East 2014/15 
Broadland Housing Association Housing Association (Traditional) 4,651 Eastern 2014/15 
Cambridge Housing Society Housing Association (Traditional) 2,017 Eastern 2014/15 
Christian Action Housing Housing Association (Traditional) 1,120 London 2015/16 
Colne Housing Society Housing Association (Traditional) 2,371 Eastern 2015/16 
Cornerstone Housing Housing Association (Traditional) 1,260 South West 2015/16 
Croydon Churches Housing Association Housing Association (Traditional) 1,222 London 2014/15 
Estuary Housing Association Housing Association (Traditional) 3,418 Eastern 2015/16 
First Wessex Housing Association (Traditional) 14,816 South East 2015/16 
Gateway Housing Association Housing Association (Traditional) 2,251 London 2014/15 
GreenSquare Group Housing Association (Traditional) 10,080 South West 2014/15 
Habinteg Housing Association Housing Association (Traditional) 2,963 London 2014/15 
Hanover Housing Association Housing Association (Traditional) 13,445 South East 2015/16 
Hightown Housing Association Limited Housing Association (Traditional) 2,594 Eastern 2014/15 
Hundred Houses Society Housing Association (Traditional) 1,195 Eastern 2015/16 
Inquilab Housing Association Housing Association (Traditional) 1,186 London 2015/16 
Islington and Shoreditch HA Housing Association (Traditional) 1,580 London 2015/16 
North Devon Homes Housing Association (LSVT) 3,165 South West 2014/15 
Octavia Housing Housing Association (Traditional) 3,557 London 2014/15 
Origin Housing Group Housing Association (Traditional) 3,905 London 2015/16 
Orwell Housing Association Housing Association (Traditional) 3,025 Eastern 2014/15 
Radian Housing Association (Traditional) 16,418 South East 2015/16 
Shepherds Bush Housing Group Housing Association (Traditional) 3,300 London 2014/15 
Southern Housing Group Housing Association (Traditional) 19,552 London 2014/15 
Suffolk Housing Society Housing Association (Traditional) 2,477 Eastern 2014/15 
Wandle Housing Association Housing Association (Traditional) 5,755 London 2015/16 
Womens Pioneer Housing Housing Association (Traditional) 979 London 2015/16 



Page | 31 
 

 
We recognise that, providing a significant proportion of support and learning services makes 
it more challenging to find organisations of a similar profile with which to make meaningful 
comparisons.   Whilst the list of comparators above may not be ideal, as many will be 
mainstream general needs providers, the Housemark service is well-recognised and does at 
least allow a proportionate and cost-effective means of benchmarking with a good range of 
social housing providers.  


