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Executive summary
In 2014/15 the SLH Group’s
turnover increased to

£17.6m
£16.9m
£3.7m
from

with a surplus of

achieved. We outperformed
our business plan and have a
higher surplus per property than
the sector average coupled with
a lower debt per home ratio.

Welcome to South Liverpool
Homes’ (SLH) value for money
(VFM) self-assessment for the
year 1 April 2014 to 31 March 2015
which has been developed jointly
with our Board, the Executive Team
and all colleagues.
SLH is confident that we meet
the expectations of our regulator,
the Homes & Communities Agency
(HCA) and their VFM standard.
This self-assessment details how
we meet the standard and how
we delivered the aims of our
corporate plan.
The self-assessment tells
the story of 2014/15 by giving
an assessment of our performance
against our corporate aims, the
cost of delivering our services in
the year, how we add value against
each of our aims and what we
plan to do from 2015 and beyond.
This future look not only gives a
flavour of future business aims

but also the actions we plan
to take to improve our approach
to VFM. The assessment supports
both our financial performance
information and our
annual report to customers.
As we started to prepare the
self-assessment, the environment
in which we work changed
dramatically. The 2015 Summer
Budget brought about some big
changes for housing associations
and most noticeably the 1%
reduction in rent over the next
four years. This has led to us
reshaping our plans for the future
which were based on predicted
rent increases and means that
we do not have the full capacity
to complete all of our plans. We
have and will be taking some
tough decisions but our focus is
on maintaining essential services
to our customers. This selfassessment gives some initial
indication of how we will respond

to the budget announcement,
however our full response will not
be detailed until October 2015.
Overall, we believe the
assessment details that we have
a strong approach to VFM but
there are areas for improvement
which we acknowledge and are
taking action to address.
The key below is used in
tables throughout this selfassessment to identify SLH’s
position against those who
we benchmark against:
Upper Quartile
Middle Upper
Lower Quartile
Improved
Stayed the Same
Declined
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About us
South Liverpool Homes
(formally South Liverpool Housing)
was formed in October 1999
following a large scale voluntary
transfer (LSVT) from Liverpool
City Council.
The transfer was undertaken
with the support of local residents
to secure additional investment
in their homes whilst maintaining
affordable rent levels, security
of tenure, and preserving the
right for transferring tenants
to buy their home.
Since the transfer, we have
transformed our organisation into
a group structure which delivers
more than just traditional landlord
functions. The SLH Group is the
collective term for South Liverpool
Homes Limited, SLH Regeneration

Limited, SLH Home Service LLP,
and SLH Projects Limited.
South Liverpool Homes (SLH)
is the housing association and
also the parent of the group.
SLH is regulated by the Homes &
Communities Agency (HCA). SLH
Regeneration is a socialenterprise
and home to our fencing service
and SLH Home Service LLP, a
unique and innovative partnership
with Penny Lane Builders Limited,
responsible for delivering
our repairs & maintenance
service. SLH Projects is a
development company.
SLH currently own and manage
around 3,700 homes in the South
Liverpool area, predominantly in
Speke and Garston. Stock numbers
have reduced from the original

4,377 homes at transfer through
Right to Buy (RTB) and Right to
Acquire (RTA) sales and a number
of selective demolitions. In recent
years, the number of homes
we own has increased through
acquisitions from other providers,
new development, RTB buy backs
and mortgage rescues.
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Making
South
Liverpool
the place
to be
SLH’s mission is to make South
Liverpool the place to be. To deliver
this we have set five key corporate
objectives called the Every’s which
are the strategic drivers for all of
our activity.
The mission and the Every’s are
underpinned by a comprehensive
and strategic approach to running
the business effectively to meet
the objectives set out in our
corporate plan.

Making South Liverpool the place to be
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Every
customer
happy
Every
person
positive

Every
penny
counts

The
Every's

Every
place
perfect

Every
opportunity
taken
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Making South Liverpool the place to be

In 2014/15 we delivered
Project 2022 which was a full scale
review of our corporate plan. This
project, led by our Board, included
talking to our customers, our key
stakeholders and our colleagues
about how they saw SLH and
South Liverpool in 2022. We had
a clear steer through this project;
whilst SLH has made great strides
in achieving our mission, our work
through to 2022 should be about
completing the work still required
to make South Liverpool the
place to be.

• Increasing employability of our
customers which will increase
their disposable income whilst
also reducing their impact on
their home – less time spent at
home will reduce wear and tear
and repair and improvement
requests as well as reducing
anti-social behaviour

In April 2015, we launched our new
plan Our Journey to 2022. The plan
focused on the delivery of core
landlord services, maintaining a
modest development programme
and delivering non-profit social
investment activities. We firmly
believed that investment in
employment & enterprise, health &
wellbeing and building community
capacity would enhance our
landlord role over time by:

• Reducing reactive impact on
services by increasing health
and wellbeing
• Supporting profitability of homes
by building enhancing activity in
the local economy
However, although these were
SLH’s plans, the announcement
of the four year rent cut in the
2015 Summer Budget has led to
SLH revising our business plan to
accommodate the loss in income.
This has meant decisions are
being made about changing our
plans to ensure we focus upon
and maintain core landlord
services. Changes agreed by
Board to date are to:

6

• Stress test a remodelled
business plan based on
changes to planned income
• Maintain two key corporate
projects within the revised
business plan: One - The
development programme at
The Crescent. Two - A photo
voltaic (solar panels) programme
to 1000 homes.
We believe these are key projects
which will support our customers
and the sustainability of Speke

The remodelled business plan
means that savings have to be
made and will be discussed and
agreed further by our Board over
the coming months. It is expected
this could include:
• Reviewing the stock condition
survey and planned works
programme already included
in the business plan
• Reviewing the cost of
delivering all of our services
and identifying more efficient
ways we could do this
• Scaling back planned social
investment activities

Menu
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Securing Our Journey to 2022
To support our new corporate plan, a
refinancing programme has been completed.
We have negotiated new loan facilities totalling
from June 2015.

SLH expect to generate
a minimum net income stream of
each year on average for the next
five years (this is post rent reduction).

This funding is fully secured and
sufficient to fund the business plan.
The new loan arrangements include covenants
in relation to the amount borrowed compared to
our property values, our surplus adjusted for
property depreciation and compared to interest
payable. In all cases SLH comfortably exceed the
new loan covenants and expect to do so into
the future.

Approximately
of drawn debt is at fixed rates of interest
therefore minimising exposure to increases
in borrowing rates. The covenant arrangements
with the new loan providers remove the previous
constraints associated with a typical stock
transfer lending agreement.

£17.7m

Interest cover (the ratio of the surplus plus depreciation
divided by the interest payable) is projected to increase from
in the next three years.

£35m 390% to 564%
68%

Gearing (the ratio of the loan divided by the
fixed assets at cost) is expected to move from
over the next three years.

23% to 21%
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Securing Our Journey to 2022

The business plan is based on
a number of prudent assumptions
and seeks to reflect the impact
of uncertain economic and
operational variables. It has been
independently stress tested under
several scenarios that may affect
SLH, to ensure that it is robust and

that we can adapt to worsening
economic conditions and have
the necessary mitigation strategies
in place. From its original approval
in March 2015, adjustments have
been undertaken to ensure it
reflects changes to rent setting
legislation. As previously identified
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through stress testing
sessions with our Board, SLH
has a strong business plan
which has enabled appropriate
action to be in response to the
unexpected change.
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Testing delivery
In 2014 we carried out our bi
annual STAR survey which assesses
satisfaction across a range of key
services amongst customers. STAR
is a housing sector satisfaction
survey which provides a framework
in which housing associations
can ask tenants an agreed set of
questions which allow comparison
with others. It was also the first
time that SLH compared itself with
non-housing organisations using
both the UK Customer Service
Index rating and net promoter
score. Both of these results show
SLH as comparing favourably with
private sector performance. SLH
received some fantastic results
in 2014 which are detailed under
each of the Every’s.

Whilst proud of the results,
the survey has helped us to
understand the drivers for
customer satisfaction. In 2014, it
was identified that our customers
feel that consistency of service
delivery and keeping promises are
the main drivers of satisfaction.
This is why we are embarking
on an all company customer
service campaign which will aim
to respond to these drivers which
will inevitably impact on service
volume and therefore costs.
STAR was an integral part of
Project 2022 which has helped
open conversations with
customers and stakeholders
about their individual and collective
aspirations for the future.

Our overall
satisfaction figure
improved to
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What does value for money mean to us?

What does value for money mean to us?
For us, VFM is about delivering our corporate objectives in the most
cost effective way possible. It means that we will run the business
well to deliver the things that as a business we need to do and what
is important to those that we serve. This is why our self-assessment
shows under each corporate objective what we have achieved and
what our future plans are.
A traditional definition of VFM is demonstrated
in the diagram below:

We believe that VFM is not always about doing things cheaply.
It is about striking the right balance between relatively low costs,
high productivity and successful outcomes. So for example, we
know some of the services we deliver are not always low cost
compared to similar organisations. But we make informed decisions
based upon the needs of our customers which support our tailored
services and we keep our delivery under review to ensure it is
efficient and effective. All our colleagues join in the VFM process
in a variety of ways including:
• Logging any savings on CostGo, our efficiency register
• Contributing ideas for improvement through Box Clever,
our colleague suggestion scheme

Economy

Costs (£)

Efficiency

Inputs

Effectiveness

Outputs

Outcomes

• Completing annual service area self-assessments
• Taking part in zero based budget processes and actively
contributing to service reviews
SLH has developed a model set of targets linked to the Every’s which
are included in annual performance and development reviews, with
performance against these measured monthly. One of these targets
is identifying how each colleague contributes to the annual efficiency
target. Model objectives for all colleagues have become an integral
part of our Performance Management Framework and has coincided
with improved business performance.
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Our approach to VFM is a
continuous journey which
has and continues to deliver
efficiency savings enabling
us to run our business
effectively and to deliver
our objectives. Here are
some headline figures:
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What does value for money mean to us?

21%

£6.3m

£4.4m

The surplus achieved
in the year was 21% of
turnover and demonstrates
that SLH continue to be a
financially strong and well
run organisation

Our emphasis on obtaining VFM
was demonstrated in 2014/15
by achieving a £6.3m increase
in cash from our normal
operational activities, namely
renting & maintaining homes

We invested £4.4m in
building new homes and on
improvements to our homes.
The building of new homes
was partly funded by a grant
receipt of £0.8m

£1.3m

£1.7m

90%

Interest payments on our
loan facility amounted to
£1.3m in the year

Savings across the
Every’s in 2014/15
were £1.7m (9.6%
of turnover)

Customer satisfaction
increased to 90%
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Customer
Happy
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90%

£902k

Retained

47.2*

7%

160 tenancies

overall satisfaction
with landlord services

Our customers are at the
heart of everything that we
do. Our aim was for each and
every one to be satisfied with
our services, their home and
the place that they live.
Here’s how we did against
this aim in 2014/15:

Customer Service
Excellence accreditation

*The net promoter score (NPS)
helps gauge customer loyalty and
acts as an alternative to traditional
customer satisfaction research. It
is a cross sector measurement that
helps SLH test our services against
all different sectors.

tenancy turnover, top quartile
performance against our peers

additional income secured for
customers through Affordable
Living & benefits advice

net promoter score against
housing sector average of -11

supported through
Tenancy Support Service
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Every Customer Happy

Whilst our aim through Every
Customer Happy is to delight
our customers, we are mindful
of the need to promote fairness
through supporting initiatives
that encourage personal
responsibility. Through 2014/15
we concentrated on this,
developing a project called Value
South Liverpool. This project
provides a platform for SLH to
address key areas which we think
will not only change how we deliver
services but also promote greater
independence and improve life
chances of our customers.

These are activities, with
the exception of tenancy
compliance, which are very
much non-typical for a landlord
but which we believe support our
core business by reducing reactive
contact and service requests
whilst improving the wellbeing
and capacity of our customers.

Our efforts through this
Every have been to:
• Develop personal responsibility
• Encourage tenancy compliance
• Build the capacity of both
individuals and the community
• Deliver services which support
the sustainability of tenancies

In 2014/15, our Scrutiny Panel
led a review on how we should
deliver reception services
to customers. This included
redesigning our reception area
to reflect the growing demand
for in-depth customer support
and advice provided at first
point of contact.
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Over

20%

of all our contacts this
year came through reception
visits which is the most
expensive responsive
contact type; we have
identified actions to address
this demand in 2015/16.

In response to customer
demand, we opened a cash
office to respond safely and
securely to the increased
cash payments that are
being received. As a result
the cash received in the first
six months of 2015 is

25%

higher than in the same
period last year.

We very much see these as
short term fixes to respond to
current issues faced however
our long term strategy is reduce
landlord reliance and avoidable
contact. Through the development
of Our Journey to 2022, we have
confirmed our intentions to
support non-core activity and
enhance our offer to the individuals
that live in our homes with the
ultimate desire to reduce costs
associated with tenancy turnover,
non-compliance with the tenancy
agreement, direct contact to SLH
and avoidable contacts.
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The diagram below tells a story of some of the key activities delivered in 2014/15.
• First time tenancy workshop
introduced supporting 89.5%
of tenancies to last over two
years, reducing impact of empty
home churn
• Reviewed acceptable behaviour
contracts to encourage tenants
to take responsibility for their
behaviour and manage their
tenancies more effectively

• Increased emphasis on intensive
tenancy management resulted
in 58 less empty homes
than predicted

Personal
responsibility

Tenancy
compliance

• Arrears levels reduced year on
year and stand at the lowest
levels in SLH’s history

Every
customer
happy
• £3.6m social value created by
Tenancy Support Team
• £3.1m social value & £199k
savings achieved by Affordable
Living Team through home
energy assessments
• £703k additional income
secured for tenants
through benefits advice

Tenancy
sustainability

Capacity
building

• £252k social value created
through engagement activity
including courses such as DIY,
sewing and cooking on a budget
• 195 supported into employment
and training opportunities
• Supported a local group to
secure £10k funding to keep
the local sports centre open
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Every
Place
Perfect
Our aim was to create
vibrant places where people
want to live. We wanted to
deliver cleaner and safer
neighbourhoods with homes
that people choose to live
in. We wanted to make sure
that both the physical and
social investment we make in
our neighbourhoods is both
effective and targeted.
Here’s how we did against
2014/15’s aim:

Every Place Perfect
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88%

100%

56

satisfaction with the
neighbourhood as a place to live

landlord gas safety certificates

new homes delivered with
95% satisfaction with the
new home

£93.2m £114k

97%

*net present value
of SLH homes

satisfaction with day
to day repairs

*Saville’s valuation
March 2015

saved through effective
procurement of planned
& cyclical works

Menu
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Every Place Perfect

Cleaner neighbourhoods
Our Environmental Services
Team exists to maintain SLH’s
open and communal spaces
and deliver an efficient and
effective communal cleaning
service. They have also in recent
years, developed a high quality
cost neutral gardening service,
helping elderly and vulnerable
customers who are not able
to do their own gardens.
The service:

• Is the supplier of choice
for Liverpool City Council to
maintain their open spaces in
the area and as a result this
service is now generating a
small income stream
• Deliver SLH’s empty home
garden service which was
previously outsourced
• Now regularly inspects sites
owned by SLH to ensure cleaner
neighbourhoods and also support
compliance with SLH’s insurance
arrangements.

Some additional statistics
in 2014/15 from the
Environmental team are
shown on the following page.
As well as planned achievements,
the added value delivered by the
team included:
• Supporting a number of clean up
days across our neighbourhoods
• Held free wood chipping events
with 300 residents benefitting.
These events gave away 30
tonnes of chippings that was
destined for landfill and saved
SLH £3,240 in tipping fees

Through engaging with customers
about future priorities for SLH,
nine out of 10 told us that
maintaining open spaces and the
upkeep of the neighbourhood is
really important with 76% believing
that SLH should widen our remit
from core landlord services to nonhousing services which support
the continued sustainability of
our neighbourhoods.
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Every Place Perfect
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Some additional statistics from the Environmental Team include:

70
24
£111k
0

customers used the gardening service

cleans completed per block instead
of 16 at no additional cost

additional income

complaints

ISO14001

4

supported SLH to retain the environmental management
standard, helping to reduce our carbon footprint

Job opportunities – 3 apprentices and one full time post
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Safer neighbourhoods
SLH’s Community Safety Team
were introduced to address the
instances of organised crime and
anti-social behaviour that blighted
our neighbourhoods. Whilst positive
steps have been taken to address
these issues, our customers still
see dealing with anti-social as the
most important service that we
currently deliver, scoring it 8.8 out
of 10.Throughout 2014/15 the
team achieved high performance
against our customer promises, the
tenants top three most important
aspects of community safety are
as follows:
• Staff making regular contact
• Ease of reporting a case
• Helpfulness of staff
In 2014/15, the team supported
other areas of the business to
improve service delivery. An
example is the review of the Gas
Safety Access Procedure. The
improvement to this procedure has

seen the legal aspect of delivery
being brought in-house to the
Community Safety Team.
For the past three years, the
service has continued to reduce
in cost whilst still maintaining high
levels of satisfaction. £55,768
efficiencies were recorded within
the team in 2014/15 mainly
driven by increasing skills in the
team to reduce legal costs,
negotiating settlements prior to
court therefore not incurring court
costs and effectively sourcing
training. As indicated in last year’s
self-assessment, this is a high cost
service for SLH due to customer
and neighbourhood needs but is
one kept under constant review.
A formal review began in May
2015 to review service delivery
and costs. This will generate £55k
savings annually.
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Homes people
want to live in

As a community based landlord
with concentrated stock, our
decision making process in respect
of disinvestment and disposal is
driven by not only cost but impact
on the wider neighbourhood.
We continue to seek property
asset growth in a measured
and sustainable way, primarily

focusing on promoting an improved
housing offer to our existing and
new customers and to maintain
long-term sustainability in SLH’s
neighbourhoods.
The table below shows the
financial performance in 2014/15
of our assets:

Financial performance
of our assets

Total 2014/15

General
needs

Supported housing

Non-social lettings

Other social
housing activity

Total income

£17.6m

£16.6m

£0.5m

£0.4m

£0.1m

Total expenditure

£-13.0m

£-11.8m

£-0.7m

£-0.5m

£-0.4m

Operating surplus / (deficit)

£4.6m

£4.8m

£-0.1m

£-0.1m

£-0.3m

Gross operating margin

26.1%

28.9%

-16.7%

-25%

-0.3%

2013/14 result

£4.3m

£4.2m

£0m

£0.2m

-£0.2m

2012/13 result

£4.7m

£4.8m

-£0.1m

£0.1m

-£0.0m
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The 30 year Business Plan
has been subject to sensitivity
analysis including multi variate
stress testing to ensure
compliance with the requirements
of the loan agreement. In addition,
SLH has included prudent
assumptions to respond to
local market changes. The stock
condition survey completed in early
2015 has shaped requirements for
future needs however is currently
being reviewed as a result of the
rent reduction.
The current Business Plan
contains capacity for £235m
of investment over the next 30
years. This is subject to annual
review and scrutiny as part of
the business planning process.
Key performance
indicators include:

Every Place Perfect
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SLH Group
2012/2013

SLH Group
2013/2014

2014/15
Result

Quartile

Upper

% satisfaction
with the overall
quality of home

83.9%

83.9%

86.9%

90%

% of homes
that are decent

100%

100%

100%

100%

Average SAP
rating

72.2

72.3

70.5

72.3

% of homes
with a valid gas
safety certificate

100%

100%

100%

100%
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We maintain assets well as
highlighted through performance
levels in the table above, the
breakdown of investment
savings in 2014/15 includes:
• A saving of £31k on 2013/14 on
the responsive spend of £1.07m
• A saving on empty home
spend of £696k compared to
the previous year without any
impact on performance
• The major works and cyclical
budget for 2014/15 was £4.7m
with an actual cost of £4.6m
(saving of £101k), a reduction
on the previous year
• £158k in funding received
for adaptations due to a
policy change
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Every Place Perfect

Budget savings in the year
have been achieved whilst
still maintaining service levels
and delivering all planned
investment works.
This performance was
achieved whilst accommodating
a £404k rate increase following a
review of our day to day and empty
home costs. The review changed
the pricing structure to one based
on average order valuation. An
independent consultant is now
testing this mechanism against
the market with recommendations
approved in summer 2015.
Despite the rate change,
SLH Home Service continue to
deliver a highly effective and
competitive day to day and empty
home service as highlighted in
performance results and cost
compared to our peers.

Budget savings achieved
were primarily due to
effective retendering of
major contracts including:
• £38k annual saving on the
gas servicing contract through
a new delivery model which
maintains current service
and safety levels
• £50 saving per asbestos test
achieved through renegotiating
the contract resulting in an
annual saving of £6,700
• £62k saving on the
renegotiation of the electrical
testing contract, reducing
cost per test by £50
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Every Place Perfect

Reducing
living costs
for our
customers

In 2014, with support of
customers, we revised our
adaptations service. A policy
change was introduced with
the intention of increasing the
volume of works completed at
no additional cost by reducing
the ceiling for works funded by
SLH. In 2014/15, £158k funding
was obtained through Liverpool
City Council’s disabled facilities
grant (DFG) against SLH’s spend
of £213k. It is forecast with the
policy change implemented part
way through the year, an additional
£50k will be applied which we
believe on average will benefit
10 more customers based on
average adaptation costs. We
believe adaptations is an
important service to help
customers live independently
in their homes.

SLH installed 200 energy
efficient boilers as part of
a five year replacement
programme. The boilers reuse
more than 90% of the fuel
cost to run the boiler enabling
customers to get 90p of fuel
use for every £1 spent with
less than 10% waste.
Installation of the Greenstar
boiler has increased the
SAP rating of the 200 homes
from D to C with an average
score of 79.

Throughout 2014/15 we have
introduced both stock profiling
software and adopted a new
way of working to allow us to use
modelling techniques to measure
long term economic performance
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of the homes and properties
that we own and manage in order
to support investment decisions.
It is our intention to build on this
throughout 2015/16 and to
combine our asset information
with our neighbourhood reports
to give a sustainability score to
further help with investment
decisions in the future.
This information is currently
being reviewed to identify options
for one bedroom flats which, in
some parts of our neighbourhood,
are becoming increasingly difficult
to let. In 2014/15, one bed flats
made up 33% of the overall
turnover of empty homes, whilst
accounting for just 13% of SLH’s
overall stock profile. This is coupled
with lower than SLH’s average Net
Present Value for these homes. As
highlighted in the following graph,
those neighbourhoods with higher
proportions of one bedroom flats
are most likely to be lower than
SLH’s overall NPV average.
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NPV of Current Net Rent (£)
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60,000

55,000

50,000

45,000

40,000

35,000

30,000

25,000

20,000

Independent Living
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Homes now and in the future –
2014/15 development programme

56

12

£5.87m

SLH’s commercial
assets will increase
their rental yield
investment value by

7.29%

£11k

£729k

£22k

£174k

49%

homes developed at an
internal rate of return of

against 7.08% prediction,
this improvement is calculated
by discounting the future
cash flows

existing homes let at
affordable rents equating to

additional income

development costs
financed from

through the Affordable
Homes Programme,

from Liverpool City Council
(via the Liverpool Housing
Consortium) and the remainder
funded from loans and reserves

with lease re-negotiations, an
increase of
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SLH delivered our first home
ownership product in 2014/15.
The shared ownership scheme
of 16 apartments, ‘Calderstones
Grove’, is located in South Liverpool
but outside of our existing
neighbourhoods in a higher value
area which has been made possible
by a partnership with Liverpool
City Council (LCC). In 2014/15, 12
homes have been sold resulting in

income of £742k and in 2015/16
the remaining four apartments
were sold resulting in an income
of £260k. The total sales of £1m
will be reinvested in regeneration
/ development work in Speke in
2015/16.
SLH’s approach to new assets is
not just about development, a
proactive approach to affordable

25
property purchases within existing
high demand neighbourhoods,
using income pooled from Right
to Buy and Recycled Capital Grant
Fund receipts is also in place.
SLH should complete a small
scale stock transfer from another
housing association in late 2015
which will see the acquisition of
87 homes.
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Future asset growth
Through Our Journey to 2022,
SLH has developed the Every
Place Perfect strategy which
will support SLH to:

148

• Continue to ensure that all
homes and other property
assets comply with all legal
and statutory obligations

homes to be built
or acquired through
a transfer from 2016
to 2047 at a cost of
£10m, with £1m grant
and £9m investment
from SLH.

• Ensure that all assets
perform optimally at an
individual property, scheme and
neighbourhood level and deliver
the required return on investment
throughout the life of the plan
• Ensure existing and
new homes, coupled with
regeneration, meets the needs
and aspirations of customers.
Thereby positively contributing
to the long term sustainability
of our neighbourhoods and
improved social outcomes

Over the next seven years,
whilst our focus will remain on
maximising the investment made
in our existing homes as well as
delivering a small development
programme, we will also:
• Identify opportunities to
replicate the Calderstones Grove
model, through opportunities in
higher value areas within close
proximity of our current operating
environment, allowing projected
benefits to be reinvested into
SLH’s neighbourhoods
• Undertake further mortgage
rescue and buy back purchases
funded by private finance and
proceeds from right to buy /
acquire sales

• Deliver a photo voltaic
programme which will benefit
1000 customers by an average of
£120 per year through electricity
savings and generate £3.3million
income for SLH, subject to no
funding changes
• Consider investment based
on economic performance of
our homes – this could mean
remodelling or demolition works
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Scrutinising our
gas safety service
To help strengthen our
compliance with landlord gas
safety regulations, our Scrutiny
Panel reviewed our approach to
gas safety. Recommendations
centred around improving the
efficiency of the process leading
up to the completion of the
annual gas service, they included:
• Providing appointment slots with
every letter we send advising
that the gas service is due
• Improving SLH and contractor
communication making it clearer
why gas safety is so important
• Introducing a phone ahead
service

The review has
helped SLH to maintain

100%

landlord gas safety records
whilst also improving first
time access from

52%
65%
in 2013/14 to

in 2014/15
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Every
Opportunity
Taken
Our aim was to create
opportunities for wealth
creation and retention
through enterprising
partnerships, education,
employment and development
(physical or services).
Every opportunity that
supported us to make South
Liverpool the place to be was
considered in a responsible way,
making sure net income streams
were generated and reflecting
sufficient reward for the risks
involved. Here’s how we did
against the aim in 2014/15:

Every Opportunity Taken
195 employment
opportunities
created

£27 social value
generated for
every £1 invested

£111k income
generated from
external sources
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Supporting employment
& education
SLH created an Employability
Gateway with our own staff and
our partners to deliver services to
customers, which increased their
chances of finding employment
and access to educational and
vocational qualifications.

• Providing office facilities for
Liverpool in Work which aims
to provide our customers with
advice on jobs, education and
training including writing CV’s,
completing application forms
and preparing for interviews

We have worked with a number
of external agencies who have
delivered services from our office,
providing drop-in sessions to
tenants that provide support
and signposting services to those
looking for work. These initiatives
combined, cost an average of
£95 per opportunity created.

• Supporting Travel Wise an
initiative that provides free
travel to any customer aged
16 upwards for travelling to a
job interview or work trials and
up to four weeks travel cards
for those starting work

Some of the initiatives delivered
this year include:

• Developing a Pre-Employment
Training Course with LCC and
Whistl; SLH targeted suitable
customers to attend the course

• Working with Express Training
Direct to deliver high quality
pre-employment training in
retail, warehouse and logistics.
SLH provided free transport for
residents who attended the
training centre

• Holding our first Access
to Apprentice event which
provided local business with the
opportunity to quickly connect
face to face with local young
people eager to start their
working career
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SLH Regeneration - delivering commercial activity

£44k

profit from our
Fencing Enterprise Team

£83k

profit from SLH
Home Service joint venture

SLH’s Fencing Enterprise Team
continue to not only deliver SLH’s
seven year boundary programme
but also bring in additional income
from external contracts delivering
an overall profit margin of 5.4%,
equating to £44k.
SLH Home Service (SLH HS) is
a joint venture which we deliver
with a local contractor. It delivers
our repairs and maintenance and
planned improvement services.
SLH has a 51% share in the
partnership which delivers an
effective and efficient approach
to property management.
In 2014/15, the partnership
delivered a profit of £83k, SLH
Regeneration’s share (£41.5k)
is reinvested through SLH and
supports achievement of
business objectives.

Through the Environmental
Service, SLH continue to expand
the service to both the local
authority and local businesses.
In 2014/15, £111k of external
income was secured by the team,
this is expected to increase again
in 2015/16 following the
successful appointment of the
team to a contract at Liverpool
John Lennon airport. Opportunities
to continue to work with the
airport will be further explored
in the coming year.
As a local provider, we know
that we cannot deliver all our
aspirations alone. Likewise, we
know that it’s important to keep
seeking the right opportunities
to consider partnerships and
other mechanisms that share
the delivery costs of services.

Through the delivery of Our
Journey to 2022, our aim is
to proactively achieve more
by working with others. Every
opportunity taken will be about
systematic growth through
activities, partnerships and
business development that
add real value to the work that
SLH do, as well as enriching the
communities and economies
where we work.
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Delivering social value
In 2014/15 SLH spent

£393k

on community investment
activity creating

£10m
£27
£1
of social value, that’s

for every

spent

SLH use the HACT Value Insight
model, developed with SLH
and other North West providers
to measure the social value
of our work using a range of
wellbeing factors. Rather than
asking people about how much
something has improved their life,
which introduces psychological
complexities and extensive primary
data collection, using wellbeing
as a factor enables analysis of
existing vast datasets of national
surveys which instead reveal
effects on wellbeing.
SLH use Value Insight to
assess projects delivered in our
communities which are both
core and non-core activities and
impact on people’s lives. Activities
excluded from the model include
repairs & maintenance and

asset management for example.
Activities for young people are
also excluded due to the nature
of questions asked.
Tenancy Support and Affordable
Living both remain as non-core
services which generate the most
social value to our customers by
supporting them to sustain their
tenancy, increase their health &
wellbeing and free up disposable
income which helps pay their rent.
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Every
Penny
Counts
Our aim was to make
sure that we are responsible
with our spending and use
of resources so that we
spend money delivering the
right services whilst also
making sure we take a firm
but fair approach to collecting
money that is owed to us.
Here’s how we did against
this aim in 2014/15:

Every Penny Counts
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£1.7m 4.95% 2.86%
efficiency savings

total arrears – our lowest
ever level of debt

1.17%

99.43%

former tenant arrears

income collected

current arrears
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Efficiency savings
2014/15
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How savings have
been reinvested

Funding secured

Process improvements
/ overhead reductions

Contribution to
development programme

Procurement

Effective neighbourhood
& tenancy management

Investment in
mobile working

Partnership working

Additional Income

Support rate change
costs with SLH Home Service

£11,071

£76,255

	Works brought forward at two
sheltered schemes to carry out
works during current programme
to save future cost of scaffolding
	Gym passes for customers to
support wellbeing programme
and to support sustainability
of local sports centre
£8,000
£110,000

£58,000

£219,562

£137,000
£207,783

£111,000

£1,147,850
£1,387,000
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Maximising income
The works brought forward
to two sheltered schemes were
works scheduled in three years’
time. Bringing forward saved
£25k in the cost of scaffolding
equipment which would have
been required in three years,
bringing forward the works did
not affect the overall cash flow
of the 30 year Business Plan.
Moving into 2015/16, the
£300k efficiency target remains
to support SLH to continue to
operate effectively, meeting
and exceeding actions identified
through our corporate plan
agreed by our Board.

SLH has made remarkable strides over the last few
years to improve the way we collect income, this is
demonstrated in the chart on the following page.

£25k
saved in the cost
of scaffolding

Menu

Every Penny Counts

34

Maximising income
12%

The six year trends show SLH
continuing to reduce the level
of debt owed to us despite
the tough economic climate
and increased strain on our
customers through welfare reform.
Performance has been achieved
through the development of
revised policy, procedures and
processes aiming to respond
quickly and effectively to
customers who fall into arrears
whilst also offering a range of
interventions such as benefits
advice, Affordable Living
and Tenancy Support services
to enable customers to sustain
their tenancies.

10%

8%

6%

4%

2%

0%
2009/10

2010/11

2011/12

2012/13

2013/14

SLH Performance

2014/15

2014/15
target
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Being a responsible
organisation

Making Every penny
count in the future

In 2014/15 we strengthened
our approach to governance
through completion of an
independent review. One of the
outcomes was the adoption of
a skills based Board which supports
SLH to effective lead, control
and challenge the business we
are in today.

would be should some of our
key risks crystallise at the same
time to create “the perfect storm.”
SLH continue to exercise this
approach with additional stress
testing sessions planned with
our Board in response to the
2015 Summer Budget.

As part of Our Journey to 2022,
our approach to VFM will be
about evolution rather than radical
overhauls of the way we currently
deliver services. Every Penny
Counts will ensure we continue
to be a financially strong, well
led and viable social business.

This is, as we see it, good
business sense and is part
of a wider approach to business
assurance which includes
external & internal audit, business
continuity planning and our risk
management framework.

Every Penny Counts will be critical
to the success of Our Journey as
it will provide an environment in
which the strategic priorities will
be delivered in an efficient,
effective and controlled way.

We also revitalised our approach to
risk management. This has included
working with our Board to define
our risk appetite and to conduct
multi variate stress testing,
detailing what our response

4%

reduction in total
operating costs

95%

of customers satisfied
with our overall services

Through the Every Penny Counts
strategy, we set some challenging
targets, some highlights include:
• 4% reduction in total
operating costs
• 95% of customers satisfied
with our overall services
• Annual £300k efficiency
savings through Cost Go
However SLH is currently reviewing
these targets following the 2015
Summer Budget as detailed earlier
and SLH’s performance in 2014/15.

£300k
Annual efficiency
savings
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Every
Person
Positive
Our people are our greatest
asset. We value each one
of them and as such treat
them with fairness, respect
and dignity. We believe that
happy colleagues lead to
happy customers.
Our aim was for SLH to be the
place to earn, learn and achieve.
In achieving this we aim to
develop a highly engaged
and diverse workforce which
is effective in consistently
delivering excellent services to
customers. Here’s how we did
against this aim in 2014/15:

No. 1

98.2%

UK not for profit company
to work for in Sunday Times
Best Companies list for
second year running

colleague attendance

Investors in People
Gold accreditation
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Our retention of both the number
one slot in the Sunday Times top
100 not for profit organisations
to work for and the Investors in

People Gold standard shows that
we continue to place our people at
the forefront of our business. An
engaged and motivated workforce

In continuing to be an
excellent employer, we have:

Our costs for delivering this Every have increased in
2014/15, primarily due to one off costs but which include:

14%
to 7%
Reduced both
long and short
term sickness
which increases
productivity
and morale

Halved
colleague
turnover from
14% to 7%

37
is, we believe, critical to
the success of our business
by directly impacting on the
services our customers receive.

It is no coincidence that there
is clear correlation between our
customer satisfaction results
and Best Companies.

£33k
Completing a
market salary
review which
was delayed
from the
previous year

Expanding
the HR service
to fit in with
business
requirements

Completing
an Executive
restructure
which delivered
annual savings
of £33k due
to natural
wastage

Additional work
undertaken
as part the
Governance
Review, this
work has
helped further
strengthen our
governance
arrangements

Revising our approach to
health & safety, this is a control
measure for serious detriment
from the HCA’s regulatory
framework. Despite the direct
cost increase, in 2014/15 SLH,
through our approach to health
& safety reduced our insurance
costs whilst also reducing
the number of accidents and
incidents amongst our colleagues
from across the group
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Earlier on we detailed our approach to supporting local people into
work, we encourage this approach with our own workforce:

In 2014/15 we granted two
placement opportunities to
local graduates and
employed 11 apprentices

34%

34% of colleagues from
across the group live locally
in our neighbourhoods

Through Our Journey
to 2022, we will continue
to review our people
offer with the aim of
ensuring our colleagues
are engaged, empowered
and deliver excellent
services to achieve the
aims of our corporate plan.
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Knowing our costs – trends and benchmarking

Knowing our costs –
trends and benchmarking
As part of the corporate
plan review process, our Board
supported by the Executive
Team, consider detailed budget
and performance information.
As a result they are able to
understand and influence the
costs and outcomes for each
service area. To support this, we
use a service area self-assessment
tool to understand absolute
service costs against outcomes
and peers. This forms part of our
annual budget setting process.
When we compare with other
housing associations, it is called
benchmarking. Benchmarking
is integral to managing our
performance and is primarily
obtained through HouseMark
and the HCA Global accounts.

To make benchmarking as
close to comparing apples with
apples as possible, we compare
with North West organisations
of a similar size or that operate
in similar geographical area so
will experience the same issues
such as deprivation, crime and
worklessness. The group (our
peers) is detailed further in
appendix A.
Benchmarking helps to
demonstrate how SLH’s service
costs compare with others
and enables SLH to address
any areas where it is identified
that SLH’s costs are higher or
performance is lower. Where our
costs and performance appear
to be significantly different from
similar organisations, further
investigations are undertaken
to identify the underlying reasons
and appropriate action agreed.

Information against our peers
is pulled together and divided
into four sections which are
called ‘quartiles’. There is an upper,
middle upper, middle lower and
lower quartile with upper being
the top performers.
Our aim is to achieve an optimum
balance of cost and quality. We
might not always be in the upper
quartile for cost as our service
might cost more to deliver because
of our need to meet our customers
or our neighbourhood’s specific
needs. When this happens, we will
keep the service under review and
report this to our Board.
The table overleaf shows the cost
per property of delivering services
for 2014/15 using HouseMark
data. It should be noted that these
results were produced in July 2015,
not all of our chosen peer group

had entered data by this date nor
may they choose to do so. Where
the data has not been returned,
inflated 2013/14 cost data plus
2014/15 performance data has
been used. A final report will be
issued by HouseMark in November
2015 therefore SLH’s quartile
positons may change.
The rest of this section details
further services which display
lower quartile cost performance,
giving explanation for this and
how SLH plan to address this.

Menu

Knowing our costs – trends and benchmarking

40

SLH cost per property (CPP) 2014/15
Service area

2011/12
CPP

2012/13
Quartile

CPP

2013/14
Quartile

CPP

2014/15
Quartile

CPP

Quartile

Position
compared
to last year

CPP
Upper
Quartile

Responsive repairs
& voids

£714

£716

£1043

£794

£902

Major works & cyclical

£1322

£1124

£1083

£1195

£1238

Estate services

£104

£140

£128

£135

£131

Housing management
(*all figures combined)

£538

£572

£488

£554

£444

Rent arrears*

£165

£231

£234

£269

£124

Anti-social behaviour*

£150

£122

£101

£103

£60

Lettings*

£74

£85

£49

£64

£64

Tenancy management*

£84

£74

£46

£70

£79

Resident involvement*

£67

£60

£58

£49

£48

Overheads

£661

£666

£676

£718

£497
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Housing
Management
The performance indicators
show the positon of SLH’s
housing management service,
with the exclusion of arrears
which has been detailed earlier.
The table shows that SLH’s
performance in 2014/15 has
been top or median quartile.

Housing Management

Key indicator
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SLH Group
(2012/2013)
Result

SLH Group
(2013/2014)
Quartile

Result

SLH Group
(2014/2015)
Quartile

Result

% Satisfaction with
neighbourhood

84%

84%

88%

% Satisfaction rent
provides value for money

81%

81%

87%

% Tenancy turnover

7.36%

9.46%

7.33%

Average number of days
to re-let empty homes

27

18

18

% Views taken
into account

76%

76%

76%

% Satisfaction with
case handling

97%

97%

94%

% Resolution rate

91%

96%

97%

Quartile
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Housing Management
The next charts show the
breakdown of spend across
housing management for both
SLH and our peers. It shows that
SLH has spent almost 50% of all
housing management costs on
maximising income. As a business,
we feel this has been the right
thing to do. Increasing cost spent
on maximising income has resulted
in improved performance which has
offset the increase.
The second biggest area of
spend compared to peers is
through our Community Safety
Team. Last year we reported
that our Community Safety
Team was constantly under
review due to its higher cost rating.
We want to make sure cost and
outcomes continue to deliver an
effective service. Whilst anti-social
behaviour may be considered a
core service, SLH’s Community
Safety Team has traditionally
delivered more than this. It is
a service which was set up to
respond to high levels of anti-social
behaviour, organised crime
and disorder across
our neighbourhoods.

The risk of not tackling this type of
social problem is huge for SLH due
to our geographical concentration
of homes and likely adverse impact
on sustaining tenancies and empty
homes performance. Our Board
(based on customer feedback) has
approved higher spend in this area,
although in the last four years,
annual costs have reduced. We
assess the success of the service
through the overall satisfaction
with the neighbourhood as a
place to live score in our bi-annual
customer survey, which increased
to 83.9% in 2012 and again to
87.5% in 2014.
We are currently finalising a review
of this service and from 2015/16
will achieve annual savings of £55k
which we expect would move SLH
from lower to median quartile
in comparison to our peers. This
reflects our commitment to ensure
the service continues to offer
value whilst also responding to the
issues our neighbourhoods face.
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Housing Management

Peers Housing Management
Breakdown

SLH Housing Management
Breakdown
9%

13%

13%

Involvement
Tenancy Management

34%

22%

Community Safety

Tenancy Management

49%

Community Safety

18%

Lettings
Rent Arrears

16%

15%

Our peers spend a bigger
percentage of time on lettings,
an area which SLH has reviewed
considerably as reported in last
year’s self-assessment. This has
resulted in a more efficient and
improved performing service

Lettings
Rent Arrears

11%

reflected in performance against
others. We expect that with work
currently underway and further
planned changes that our housing
management costs will reduce in
2015/16.

Involvement
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Overheads

Overheads

Last year, we reported that
our overhead costs were high
compared to our peers and they
continue to be so. It is a priority
for us to implement solutions to
reduce them. We know that the
driver for our higher costs are:
• Housing management
– as detailed earlier
• Investment in non-core
activity such as employment
and enterprise which we feel is
critical to our overall business
and neighbourhood success,
£27 of social value was
generated in 2014/15
for every £1 spent

•B
 ack office services – these
are services needed for us to
run the business successfully.
For example last year we told
you of our continued investment
in ICT which we believe enhances
our customer’s experience
and efficiency of our business.
Despite this investment, costs
have reduced in 2014/15
•M
 anagement support for SLH
Regeneration, £169k of which
was recharged in 2014/15
•C
 ompletion of a full scale
governance review which resulted
in additional work to strengthen
SLH’s approach to governance.
An unplanned executive
restructure was also undertaken

These investments have not
been by accident. They are
conscious business decisions
that we feel are vital to the
success that SLH has in making
South Liverpool the place to be.
Despite this, we had identified
actions for improvement through
our Every Penny Counts strategy
2015-2022. This included an
in-depth analysis of ‘back office’
costs plus additional actions which
would support a 4% reduction in
operating costs through the life
of the strategy. We know that
we have higher management
costs and that high performance
in a number of areas offset this

however we are committed to
actions to reduce our costs.
However the imposition of the rent
reduction has meant that SLH will
accelerate these actions as well
as additional unplanned savings
which are required to respond
to the impact the rent reduction
has had on the revised business
plan. Additional actions identified
include 15% overhead savings.
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Business assurance
SLH is throughout 2015 refining our
approach to business assurance to
ensure that our business continues to
be run effectively in order to meet the
objectives within our corporate plan.
Business assurance for us is about
making sure we:

Have steps
in place to ensure
compliance with the
law, regulation and
our governance
arrangements through
measures such as
internal audit

Ensure financial viability
through effective treasury
management, business
planning and a decision
making for growth and
other opportunities

Foresee and
manage risk
effectively including
having an agreed
risk management
framework

Business assurance provides
effective challenge and control
which protect SLH’s assets and the
services provided to our customers
whilst also maintaining top ratings
for governance (G1) and viability
(V1) with the HCA.

Have a strong approach
to governance including
a well skilled Board
and a Committee structure
which provides robust
challenge and control
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Meeting the standard
SLH is confident that through
this self-assessment, we have
demonstrated how we meet
the HCA’s VFM standard.
However here’s an overview
against the specific standards
of how we comply.

VFM standard
requirement

SLH’s statement of compliance 2014/15

A robust approach
to making decisions
on the use of
resources to deliver
the provider’s
objectives, including
an understanding of
the trade-offs and
opportunity costs
of its decisions

SLH’s new corporate plan Our
Journey to 2022 was developed through
a comprehensive corporate planning
process involving Board, stakeholders,
customers and colleagues. This process,
aligned to refinancing, allowed clear
decisions to be made about plans for
the future against resources required
and available.
In addition to decision making through
the corporate plan, Board is responsible
for approving the following:
• A 30 year Business Plan
• The annual budget process which

includes zero based budgeting and
clearly links use of resources with
meeting key objectives
• Stock rationalisation
• Annual performance targets and the

Performance Management Framework

The most significant resources
are incurred in delivery of stock reinvestment and building new homes.
SLH has specific tools and mechanisms
which enable opportunity costs to be
considered and decision making to
be documented based on evidenced
financial performance. These include:
• An appraisal model for new

developments and remodelling of
existing schemes
• An asset management matrix which

assesses performance of all rented
stock at a scheme level and on a unit
basis enabling decision to be made
which maximise returns on stock
• Every Penny Counts strategy which

was last reviewed in 2015
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VFM standard requirement

SLH’s statement of compliance 2014/15

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

SLH has a methodology which explains the calculation of return on assets.
This measures the net present value of future cash flows for each property. This is supported by:

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

•S
 LH reports key performance and satisfaction information to Board quarterly, under each of the Every’s.
This information shows areas of deterioration or concern which are to be considered for VFM review

• A saving of £31k on 2013/14 on the responsive spend of £1.07m
• A saving on empty home spend of £696k compared to the previous year (see below for more information)
•T
 he major works and cyclical budget for 2014/15 was £4.708m with an actual cost of £4.607m (saving of
£101k), a reduction on the previous year

• Benchmarking is undertaken using HouseMark, HCA Global Accounts and peer reviews
• A peer group of comparator organisations, approved by Board, is used to benchmark performance
• Scrutiny Panel’s review of performance is effective at driving improved performance and value
• Full financial management information is provided to Board quarterly
• Audit & Risk Committee oversee the implementation and outcomes from the internal audit programme

Understand the costs and outcomes of delivering
specific services and which underlying factors
influence these costs and how they do so

The self-assessment shows SLH understand our cost drivers and the impacts of those
across the organisation:
• Actual costs compared with our peers are explored in Knowing our Costs
•O
 ur current savings are detailed in the self-assessment by corporate objective, showing one off and
recurrent savings
• Future investment and improvement areas are detailed under each Every
• For 2014/15 savings totalling £1.7m have been made, representing 9% of the turnover

Publish a robust self-assessment which sets out
in a way that is transparent and accessible to
stakeholders how they are achieving value for
money in delivering their purpose and objectives
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This self-assessment is referenced in our financial accounts for 2014/15 and published on our website
by 30 September 2015. As well as the self-assessment having full input from our Board, it has been
reviewed by our Scrutiny Panel
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Delivering from last year
What we planned to do
Complete a refinancing project

Capture the Net Present Value of
all property assets in ownership,
blending future rents, management,
maintenance and major repairs
expenditure to assess properties for
remedial action
Perform a VFM Impact Assessment
on the efficiency savings and added
value achieved through ICT based
workflow development
Embed the use of our neighbourhood
investment centres into asset
management and neighbourhood
planning exercises

Review and update the Asset
Management Strategy as part
of Project 2022

What we did

3
3
3
3
3

Refinancing deal secured

Tool in place and
used as part of the
neighbourhood, corporate
and business planning
processes

Captured throughout
the year and the savings
included in the ICT VFM
self-assessment
Both the investment
centre and outcomes
from stock profiling have
been integrated with our
neighbourhood report
Approved by
Board March 2015

What we planned to do
Embed a culture of continuous
improvement into the annual
budget process through the
tracking of financial results
over time
Review service charges to ensure
they are compliant with revised
regulations for qualification with
relevant housing allowances

Further multiple scenario testing
and aggregation of risks

Deliver the Value South Liverpool
project, where SLH is helping
customers realise their life
chances through a resilience and
personal development programme
to tackle the ‘can’t do’ and ‘too
hard’ barriers in the community

What we did

3

Annual zero based budget
process, all budget holders
given a 5% saving target in
2015/16

3

The rules regarding Service
Charges and Universal Credit
are still being developed by
the Department for Work &
Pensions. Current charges
are compliant

3

Completed November
2014 and June 2015 and an
intrinsic part of our approach
to risk management

3

Project completed and
formed an integral part of
the development of Our
Journey to 2022
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What we planned to do
Identify if a Cost Sharing Group
with other housing associations
can be developed to deliver our
benefits advice service

Review the Scrutiny Panel to
strengthen its involvement in
value for money at SLH

Complete the bi-annual
STAR survey

Complete a procurement exercise
on the internal audit service

Delivering from last year

What we did

3

Project was completed
but it was demonstrated
that a shared option was
not feasible. SLH will
review our benefits advice
provision in 2015/16

3

Independent review
completed and work
underway to deliver
recommendations

3

Completed and data used to
support Our Journey to 2022

7

Scheduled for
November 2015
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Our Journey
We detailed earlier that
we have a seven year
corporate plan but we also
highlighted that this is under
review due to the loss in
income. Our Journey to 2022
is available on our website
but here’s a flavour of the
2015/16 actions:

Every
customer
happy

Every
place
perfect

Every
opportunity
taken

Every
penny
counts

Every
person
positive

Deliver a customer care campaign for
colleagues

Improve digital inclusion amongst tenants

Identify options for one bedroom flats

Implement a review of the Community
Safety Team

Create a viable employability offer
which will seek to understand future
needs of local employers and future
inward investors

Develop a business consultancy offer to
capitalise on our strengths, whilst not
undermining our own offer to existing
customers

Complete an in-depth analysis of ‘back
office’ costs

Reduce reactive customer contact costs
across all channels and services

Develop and implement Rising Stars
programme

Develop and implement learning and
development framework across all levels
of the organisation
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Appendix A: Benchmarking group
The following
26 organisations
have been selected
by SLH as our
benchmarking
group – which has
been selected
because they
operate in the
same geographic
region as SLH.

Calico Homes
City South
City West
Cobalt
Community Gateway Association
Golden Gates
Halton Housing Trust
Helena
Irwell Valley
Knowsley Housing Trust
Liverpool Mutual Homes
Liverpool Housing Trust
Magenta Living

Muir Group
New Charter
One Vision
Peaks & Plains
Plus Dane
Regenda
Riverside North
Riverside South
Together
Trafford Housing Trust
Villages Housing
Weaver Vale Housing Trust
Wulvern
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Glossary of terms
Term used

Meaning

Term used

Meaning

Assets

Resources available / owned
by organisation such as homes,
people, cash

Gearing

The level of long-term debt compared
to equity capital

Avoidable contact

Customer contacts that we think
could have been avoided if we had
done something differently. Reducing
avoidable contacts improves the
customer experience and saves
money in delivering our services

Multi-variate

Combining different scenarios

Benchmarking

Comparing cost and
performance against others

Net present value

The value of our homes against
what we will spend and receive

Business plan

Future financial plans

Shared ownership

Buying an agreed share of a home and
renting the remaining share from a landlord

Core landlord services

These are services like collecting rent,
repairing homes and carrying out gas
safety checks, all of which a landlord
must do

Social investment

Investing in projects or services which will
help the sustainability of areas or people

Corporate plan

Agreed destination of an organisation
over a set period of time

Social value

Maximising the impact of public expenditure
to get the best possible outcomes

Covenants

Promises made to a lender
as part of a loan agreement

Stress testing

Thorough testing of the risks and financial
pressures an organisation may face

Debt per home

This is the amount of debt owing divided
by the number of homes we have

Surplus

The amount of money left after all
commitments have been paid

Disinvestment

A decision not to continue investing
in a project or a home or a scheme

Turnover

Income of an organisation

