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Welcome to South Liverpool Homes’ (SLH) annual 
value for money self-assessment 2016/17.  
This self-assessment details how we continue to
be a well-run and financially strong organisation 
and how SLH is delivering the requirements of our 
regulator, the Homes & Communities Agency (HCA),  
in the Value for Money Standard.

SLH has a clear mission to make South Liverpool the place to be.  
In 2016/17 we continued on ‘Our Journey’ to make this mission a 
reality, delivering some outstanding achievements including:

• 28% operating margin achieved

• £368k efficiency savings

• Developing 23 new homes and gaining approval  
 to build 223 over the next five years 

• Completing the development of two commercial units 
 as part of wider regeneration plans at the Crescent

• 90% customer satisfaction with services provided 

• Ranked the No 1 UK Not For Profit Organisation To Work For 
 in the Sunday Times Best Companies list for the fourth  
 year running 

• £601k additional income secured from delivering 
 services for others

Executive summary

Executive summary
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All of this is supported by strong financial performance detailed below:

Financial performance 
2016/17

Total income

Total expenditure

Operating surplus / (deficit)

Operating surplus %

2015/16 result 
Operating surplus /deficit

2014/15 result 
Operating surplus / deficit

2013/14 result Operating 
surplus / deficit

Total

£19.5m

(£14.3m)

£5.4m

28% 

£4.9m

£5.3m

£4.8m

General 
needs

£18.0m

(£13.0m)

£5.0m

28% 

£5.1m

£5.2m

£4.3m

Supported

£0.6m

(£0.5m)

£0.1

17% 

£0.0m

£(0.1)m

£0.0m

Non-social 
lettings

£0.9m

(£0.5m)

£0.4m

44% 

£0.3m

£0.2m

£0.2m

Other social 
housing activity

-

(£0.3m)

(£0.3m)

- 

£(0.7m)

£(0.3m)

£(0.2m)

Surplus on disposal  
of housing properties

–

-

£0.2m

- 

£0.2m

£0.3m

£0.5m
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A £0.5m increase in operating surplus was achieved on the previous 
year.  This was delivered as we continue towards a sustainable 
approach to value and viability, ensuring the social element of our 
business is delivered effectively.  We make savings which are diverted 
into our social investment activity, new development and supporting 
our customers to be tenancy compliant. 

We have had another strong year whilst also navigating the external 
changes which meant that we had to further evaluate what we aspire 
to deliver and how we can continue to deliver this within our financial 
capacity.  In 2016/17, we achieved £368k of savings, but not to the 
detriment of core services and key development projects which our 
Board has committed to.

As a community based organisation, we want to protect our role as a 
key stakeholder in South Liverpool.  We are more than just a landlord 
and our organisation is actively supporting the regeneration and 
sustainability of our core areas Speke and Garston.  Our costs reflect 
our position as a community based organisation committed to our 
objective to make South Liverpool the place to be although our overall 
cost per property is close to the HCAs median cost per social housing 
property.

Our Board very much want SLH to continue in its lead role in Speke and 
Garston but have recognised that change needs to happen moving 
forward to navigate any further stresses that may affect our business 
and our capacity to achieve our mission. This assessment gives an 
overview of the changes that we have made and plan to make and 
gives assurance to the Board that we comply with the requirements  
of the Value for Money (VFM) standard.

Executive summary 5
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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.  SLH currently own 
and manage 3,748 homes in the 
South Liverpool area, 
predominantly in Speke and 
Garston.

Since the transfer, we have 
developed our organisation into  
a group structure which delivers 
more than just traditional landlord 
functions. The SLH Group is the 

collective term for the 
association of organisations of 
South Liverpool Homes Limited, 
SLH Regeneration Limited, SLH 
Home Service LLP, and SLH 
Projects Limited. 

SLH is the housing association 
regulated by the HCA and also 
the parent of the group.  SLH 
Regeneration is a social 
enterprise and is a partner to  
SLH Home Service LLP, a unique 
and innovative partnership with 
Penny Lane Builders Limited, 
responsible for delivering repairs 
and maintenance services.  SLH 
Projects Limited is a development 
company which has yet to 
commence trading.

About us
6About usVFM self-assessment 2016/17
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SLH’s mission is to make South 
Liverpool the place to be.  To 
deliver this we have five key 
corporate objectives called our 
Every’s, which are the strategic 
drivers for all of our activity.  
How we will achieve the Every’s  
is set out in our ambitious seven 
year corporate plan, Our Journey  
to 2022.

Making  
South  
Liverpool  
the place  
to be

Every 
customer 
happy

Every 
person 
positive The

Every's 

Every 
penny
counts

Every 
opportunity
taken

Every 
place
perfect

Making South Liverpool the place to be
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What does value 
for money mean to us?
VFM is about delivering our 
Every’s in the most cost effective 
way possible.  It means that we 
will run the business effectively in 
order to deliver the things that 
we need to. The Every Penny 
Counts strategy details our 
approach to VFM which 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 higher 
cost compared to similar 
organisations or indeed are 
services not delivered by other 
landlords.  But the decisions to 
deliver these services is done in 
an informed way based upon the 
needs of our customers and our 
business.  These decisions are 
then kept under review to ensure 
they continue to be relevant.

The strategy is a live document 
with delivery embedded 
throughout our business with all 
our colleagues contributing to its 
achievement by:

• Logging any savings on  
 CostGo, our efficiency register 

• Suggesting ideas for  
 improvement through Box  
 Clever, a colleague suggestion  
 scheme

• Completing annual  
 self-assessments for each  
 service with teams planning  
 ahead for savings they intend  
 to make

• Formulating zero based 
 budgets

8
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Knowing our costs
Comparing with others is an 
integral part of managing our 
performance.  Comparisons are 
primarily made using HouseMark 
and the HCA Global accounts.  We 
compare ourselves with North 
West organisations of a similar 
size or that operate in similar 
geographical areas so will 
experience the same issues such 
as deprivation, crime and 
worklessness.  The group (our 
peers) is detailed in appendix A.

Cost and performance  information
Information against our peers is measured 
using the following quartiles:

Upper 

= top performers  
or lower cost

Median 

= mid-range performers
or mid-range cost

Lower 

= bottom performers
or higher cost

9



Every  
Customer  
Happy
Our aim: 
customers who are 
engaged, responsible, 
empowered and 
delighted with the 
services we provide

*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.

90%

228 £121k 1000+

55.7 £1.7m
overall satisfaction  
with landlord  
services

customers accessed the  
Tenancy Support Service

estimated customers savings 
through PV panels visits to the Market Place

net promoter score*, 18% 
increase from 2014

additional income for customers

VFM self-assessment 2016/17 How we did:  2016/17 performance against this aim 10
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During the second year of Our 
Journey to 2022, our corporate 
plan, we tested customers views 
of our services through the 
bi-annual tenant satisfaction 
survey.  We were pleased with the 
results, maintaining overall 
satisfaction at 90% and 
increasing satisfaction across a 
number of measures.  Areas for 
improvement have been identified 
from the results and built into our 
2017/18 strategy and service 
improvement plans.

We launched Digital Now, our 
channel choice programme, which 
we anticipate will reduce 
customer contact costs by £20k 
per year from April 2017.  As part 
of this work our new customer 
profiling software was launched, 
which is helping to increase the 
quality of data we have about  
our customers, which in turn 
enhances our decision making 
processes.

Last year we reported a number 
of changes to our services 
following savings required as a 
result of the four year rent 
reduction.  This resulted in:

• Reduced investment in  
 engagement – our Scrutiny  
 Panel has worked closely  
 with us over the past 12  
 months to review our revised 
 service ensuring it remains 
 inclusive.  Customer  
 satisfaction with views taken 
 into account increased to 
 77% in 2016 
• Delivering all benefits and  
 utility advice in-house 
 generating an additional  
 £1.2m against £433k in  
 2015/16.  We visited 567 
 customers and secured  
 additional income through  
 benefits, savings from  
 switching utility suppliers  
 and grants from trusts  
 and charities 

This year we opened the Market 
Place, a project aiming to address 
a gap between foodbanks and 
poverty.  The Market Place is a 
community shop selling fresh 
food and essential household 
goods at a fair price for SLH 
tenants who are on a low income.  
Over one million people in the UK 
accessed local foodbanks in 
2015/16, an increase of 2% on 
the previous year according to 
the Trussell Trust.  Whilst this is 
an invaluable facility for the local 
community, foodbanks only act 
as a short term solution for those 
in need. The Market Place is an 
intermediary between the 
foodbank and the large 
supermarkets and SLH tenants 
can shop there regularly at prices 
they can afford.  To date, over 
1000 visits have been made to 
the Market Place showing the 
demand amongst our customers.

11



12VFM self-assessment 2016/17 Every Customer Happy

Total Housing 
management  
(all services marked 
with * are combined 
to make total housing 
management cost)

Tenancy management* 

Rent arrears*

Resident involvement*

SLH total cost per 
property (CPP) CPP

£488

£46

£234

£40

2013/14

Quartile

2014/15

CPP

£554

£70

£269

£49

Quartile

2015/16

QuartileCPP

£543

£94

£251

£41

£640

£122

£316

£38

£440

£82

£141

£42

18% 
increase

30% 
increase

26% 
increase

7% 
decrease

2016/17

CPP Quartile Position 
compared 
to last year

CPP Upper 
Quartile

SLH continue to improve our rent collection process, taking a firm but 
fair approach to collection and offering advice and support to 
customers struggling to make their rent payments however we have 
increased resources in our housing management service in order to 
accommodate and focus.  Whilst performance has improved, housing 
management and income collection is getting tougher with more and 
more customers affected by welfare reforms and the increased 
number of residents adapting to Universal Credit (UC).  SLH continue 
to review higher cost services and expect the actions we have planned 
to increase self-service, reduce reliance and increase compliance will 
have positive impacts on our cost.

Future plans:
Our plans for 2017/18 include:
 
• ‘Own our world’ campaign to encourage more interaction between 
 SLH and customers in identifying problems and solutions
• Implementing a new customer self-service website, which will  
 improve the digital service that we offer to our customers
• Introducing new ways of collecting customer satisfaction data
• Delivering three, six week volunteer academy programmes

What did the service cost to deliver?
These are the costs of delivering elements of Every Customer Happy compared to our peers using HouseMark data:
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£

Every  
Place
Perfect
Our aim:  
to create thriving 
places where people 
choose to live and 
stay

223£274k13
homes to be built by 2021future savings through  

re-procurement of  
compliance services 

days on average to  
relet homes

How we did:  2016/17 performance against this aim

88%£41k 100%
satisfaction with the way 
SLH deal with repairs and 
maintenance

average net present value of our 
homes, £77m value of all of our 
homes

of our homes were compliant 
with landlord gas safety 
requirements 

13
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Our homes are our biggest assets and are 
where we spend most of our money, so it’s 
important that we spend in an intelligent 
way so that they continue to be homes 
people want to live in whilst also generating 
positive returns on investment.  Investment 
in our homes has paid off; we are letting 
them quicker, have high satisfaction levels 
and have homes that are energy efficient.  
Our existing portfolio of homes is 
complemented by both our development 
programme and acquisitions.

Our approach to repairs and maintenance 
was tested through the customer 
satisfaction survey in 2016/17, satisfaction 
with both the service and quality of home 
increased.  We were disappointed however 
that satisfaction in the neighbourhoods 
where our assets are based in, reduced.   
SLH continue to work with local partners to 
address the concerns of our customers and 
tackle issues primarily caused by anti-social 
behaviour and criminal activity.  Every place 
perfect is not just an asset based objective, 
it’s about the totality of our neighbourhood 
offer as neighbourhoods in decline will 
inevitably affect the value of our homes.

Every Place Perfect

We use software which helps us to identify 
homes which are generating the lowest net 
present value (NPV); in basic terms it helps 
to show which homes SLH generate a profit 
on versus those that either generate lower 
profit levels or none at all.  All of SLH’s 
homes generate a positive NPV.  In 2016/17 
we gained approval from our Board to invest 
£554k in remodelling 16 one bedroom flats 
which, whilst still generating a positive NPV, 
are our lowest performing assets.  
Conversion is underway to deliver eight 
two-bedroom homes; a stock type needed in 
Speke.  The remodelling will increase the 
NPV of each new home to over £38k, 
compared to the current average of £16k.
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Growing & 
developing 
for the future

out of the market or wishing to 
stay in South Liverpool.  SLH will 
also consider investment in SO 
schemes in higher value areas in 
Liverpool and Cheshire West and 
Chester, principally to generate 
cross subsidy to support new 
affordable rented homes in Speke 
and Garston. 

This programme will have enabled 
SLH to deliver 431 homes from 
2008 to 2021 which is alongside 
supporting 710 homes through 
the private sector.  The delivery of 
private homes has been either 
facilitated ‘directly’ through formal 
legal agreement or ‘indirectly’ 
caused by increased confidence / 
perception of Speke Garston 
supported by our Think South 
Liverpool campaign and sustained 
investment in services and social 
value initiatives.

As detailed last year, SLH agreed  
a development framework which 
will deliver a 223 affordable 
homes programme by 2021, 
including a diversification further 
into the sales market following  
the success of our first shared 
ownership product. The 
framework aims to develop  
high quality mixed tenure homes, 
addressing housing, employment 
and health challenges.

The £28.5m programme is 
supported by a £7m grant from 
the HCA’s 2015-18 Affordable 
Homes Programme and 2016-21 
Shared Ownership and Affordable 
Homes Programme.  It represents 
projects ranging from community 
regeneration schemes, 72 
affordable rented homes, 96 
shared ownership homes (SO) and 
55 rent to buy homes that offer 
greater flexibility to meet the 
growing needs of people priced 

Neighbourhoods of choice
The quality of our homes and diversification of our stock type 
and tenure offer has been detailed earlier as has our 
commitment to our neighbourhoods as a whole.  This year we 
have:

• Marketed our homes and neighbourhoods effectively through  
 the Think South Liverpool campaign which has increased  
 demand for our homes and led to top quartile performance

• Increased the cost of our Community Safety service to deal 
 with more cases which have also increased in severity and 
 complexity. We have developed our internal skills supporting  
 a reduction in spend on legal costs. We know we have more  
 to do in this area with the reduction in overall neighbourhood 
 satisfaction. SLH is committed to working with local partners  
 to deliver long term solutions

• Completed five buy backs of homes that may otherwise  
 have fell into decline impacting on the neighbourhood
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These are the costs of delivering elements of Every Place Perfect compared to our peers using HouseMark data:

SLH cost per 
property (CPP) 
2016/17
 
 
Responsive  
repairs & voids 
 

Major works  
& cyclical 
 

Estate services 
 

Anti-social  
behaviour* 
 

Lettings*

CPP 
 
 
 

£1043 
 
 

£1083 
 

 
£128
 

£101

£49

2013/14 2014/15 2015/16 2016/17

CPP 
 
 
 

£794 
 
 

£1195 
 

 
£135 
 

£101 
 
 

£64

CPP 
 
 
 
 
£813 
 

 
£1273
 
 
 
£215 
 
 
£90

£74

CPP 
 
 
 
 
£810 
 
 

£1306 
 

 
£170 
 

£78 
 
 

£79

Position 
compared 
to last 
year 

0.4% 
increase 
 
 
3% 
decrease 

 
26% 
increase 
 
15% 
increase

6% 
decrease

Quartile 
 
 

Quartile 
 
 

Quartile 
 
 

Quartile 
 
 

CPP 
Upper 
Quartile 
 

£745 
 

 
£1198 
 
 
 
£156 
 
 
£59

£71

What did the service cost to deliver?
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Last year we identified empty home management 
as an area where we aimed to reduce costs.  Whilst 
our target was a 15% reduction in empty home 
costs, we did not achieve this due to the increase in 
the number of empty homes we experienced and 
an increase in higher value empty home works.  We 
have in early 2017/18 implemented a new 
termination process to respond to these higher 
value homes forecasting a saving of £100k.

Anti-social behaviour costs continue to be lower 
quartile, SLH believe this service offers value whilst 
still ensuring we respond effectively to the 
challenges and community safety service our 
customers have told us they want and value.  In 
short we and our customers see this service as 
necessary and core to the long term sustainability 
of our homes across Speke and Garston particulary 
as this year we have experienced an increase in 
gang and gun related crime.

Future plans: 

Our plans for 2017/18 include:

• Delivering 98 new homes 
 as part of the 2016-21 HCA 
 affordable homes programme 

• Working with Scrutiny Panel,  
 review our estate inspection  
 programme ‘Walkabout   
 Wednesday’ to ensure 
 it continues to be an effective 
 engagement tool and responds
 effectively to neighbourhood 
 challenges

• Helping to manage tenants’ 
 expectations by publishing
 in our quarterly magazine, 
 Bulletin, and our website 
 the 30 year programme to 
 reiterate SLH’s approach to 
 improvement programmes

• Working with partners, including 
 Merseyside Police, to deliver a  
 project in Speke to encourage
 community development and  
 reduce gang related behaviour

• Implementing a new 
 termination process to
 respond to higher value 
 empty homes and helping 
 reduce overall empty 
 homes costs

• Increase mutual exchanges

• Reviewing the Group’s appetite
 for private rented sector
 opportunities 

Every Place Perfect
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543£601k £131k
customers supported   
through Reach

external income generated 
against a target of £406k

profit generated by  
commercial subsidiaries 

Every  
Opportunity 
Taken
Our aim:  
to proactively achieve 
more  
with others

SLH has a clear vision as detailed 
earlier and are committed to 
supporting Speke and Garston.  
This year we have continued our 
focus on growth opportunities 
which will support delivery of our 
vision and help navigate external 
stresses that may affect the way 
we do business.  Developing our 
growth strategy has been very 
much led by a task and finish 
group of the Board, who want it to 
be responsive to the external 

influences on the business  
but also maximises  
SLH’s potential.

In 2016/17 we continued to 
identify opportunities to provide 
consultancy services for other 
organisations and / or to deliver 
on their behalf (shared services).  
This has generated £195k in 
2016/17 with a further £4,988k 
expected over the next five years.

How we did:  2016/17 performance against this aim 18
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SLH Regeneration (SLHR) delivered 
£76k profit for SLH in 2016/17 
compared to £34k in 2015/16.  
SLHR’s share of SLH Home 
Service’s profit was £153k and 
demonstrates the delivery of an 
efficient and effective service. 
They deliver the highest volume  
of works for SLH but do so at an 
extremely competitive price 
supported by high performance  
as demonstrated in Every Place 
Perfect.  The additional benefits of 
the joint partnership is the blend 
between commerciality and social 
purpose, as well as 20% of the 
workforce living in SLH 
neighbourhoods and support for 
the local supply chain, all of which 
are essential ingredients in 
supporting the local economy.   
In 2017/18 SLHR will begin the 
re-procurement of the joint 
venture partnership, having agreed 
with SLH Board that this is the 
vehicle in which it wishes to 
continue delivering repairs  
and maintenance services.

The work of SLHR has started to 
evolve.  As well as being home to 
SLH Home Service, SLHR deliver a 
photo voltaic programme on behalf 
of the SLH Group and are 
continuing to explore commercial 
opportunities for further 
investment.  This has included 
reviewing opportunities within both 
existing and new markets.  Whilst it 
is clear that some markets are not 
for SLHR, there are opportunities 
within the private rented sector 
(PRS) that continue to be reviewed.  
In 2016/17, SLHR will make a 
formal decision around PRS activity 
and will review its treasury strategy 
to ensure it is aligned with business 
growth aspirations.

SLH Board continue to review key 
strategic risks relating to SLHR 
which is supported by SLH’s ability 
to exercise ultimate control of 
SLHR through being a wholly 
owned subsidiary.  The SLH Board 
regularly reviews SLHR’s financial 
and operation performance and 
approves its annual budget and 
corporate plan.

SLH launched Reach in September 
2016 to help local people access 
job opportunities in the area.  SLH 
had for many years delivered an 
approach to employment and 
training on a small scale but 
following unprecedented changes 
to the welfare system, SLH 
believed only a large scale targeted 
project would bring about change 
and help our residents mitigate the 
impact of the welfare cuts.

Reach acts as an employability hub 
linking local employers and training 
providers with South Liverpool 
residents who need support to 
help bring them closer to the job 
market.  The project, delivered 
from the local library, is open five 
days a week and affords the 
opportunity for local people to gain 
significant skills, advice and 
experience to assist them in their 
pursuit for employment.

An open event with local 
employers to encourage them to 
link into Reach and ensure they are 
‘opening their eyes’ to a wider pool 
of talent has helped create  
lasting relationships to ensure 
employment opportunities in the 
area are targeted at local people.  
This has included working with 
local employers to develop a matrix 
of current and future skills needs 
and supporting training providers 
to be responsive to this matrix to 
ensure skills development 
opportunities match need.

SLH Regeneration Helping Speke and Garston 
residents to Reach their potential
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Some of the projects developed to 
date include:

• A unique employment  
 partnership between SLH  
 and Liverpool John Lennon  
 Airport (LJLA) ensuring the  
 local community are getting  
 the first ‘bite of the cherry’ of  
 the employment opportunities  
 created by the airport.   
 A traineeship programme was  
 launched aimed at giving local  
 young people the skills and  
 training they need to work in  
 fields such as engineering,  
 customer services and  
 hospitality at LJLA.  SLH helped  
 one candidate to become a 
 trainee air traffic controller

• Launching a Volunteer  
 Academy to give people new 
 skills to help them feel  
 confident in applying for  
 volunteer roles in the  
 community.  Graduates from  
 the academy are then  
 connected with local  
 organisations who facilitate  
 volunteers

• Offering a beekeeping course  
 which aims to enhance the  
 employability of residents by  
 learning new skills and  
 achieving additional  
 qualifications in mentoring,  
 IT and health & wellbeing

Since it opened its doors, Reach 
has supported 543 customers to 
access employment and training 
opportunities at a cost of £88 per 
case, a reduction of 82% compared 
to last year.  This is because Reach 
has become an enabler working 
with partners to pool resources 
and opportunities.

Future plans: 

Our plans for 2017/18 
include:
 
• Delivering year one of the 
 shared services contract
• Preparing for the 
 procurement of SLH 
 Home Service 
• Implementing outcomes 
 from SLHR’s feasibility 
 into the options for the 
 PRS market
• Completing and launch 
 the revised Every 
 Opportunity Taken strategy 
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Every 
Penny 
Counts
Our aim:  
a financially strong, 
well run and viable 
social business £%

How we did:  2016/17 performance against this aim

£368k 28% £1271
efficiency savings operating margin total cost per home we manage

2.9% 2.45% G1 V1
reduction in total costs current tenant arrears rating from our regulator

21VFM self-assessment 2016/17
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Every Penny Counts is critical to 
the success of Our Journey as it 
provides an environment in which 
the strategic priorities will be 
delivered in an efficient, effective 
and controlled way.  This includes 
delivering operational efficiencies 
which meet the national agenda 
but more importantly which have 
been agreed by our Board as 
efficiencies which do not 
compromise the aims of Our 
Journey and the needs of our 
customers.

Making Every Penny Count

Through Every Penny Counts we 
aim to:

•  Plan, Manage, Run – achieve 
business effectiveness by 
providing a framework for a 
comprehensive and strategic 
approach to running the 
business which includes a 
strong and compliant approach 
to governance and risk 
management 

•  Understand & Respond - 
continue to understand the 
absolute costs of delivering 
our services and how these 
compare to others, the return 
that our assets provide at a 
granular level and exactly what 
our customers need and expect 

•  Make the Right Choices - deliver 
a culture of openness and 
accountability where cost, 
efficiency and effectiveness runs 
through all our activity allowing 
the right balance between 
financial and social objectives
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We revised our Every Penny Counts strategy in 2016/17 to take into account changes to our income, these targets are detailed below along with 
the trajectory of travel towards the targets:

Every Penny Counts High Five

Achieve AA or equivalent financial rating

2016/17 progressSupporting measures

• Retain G1 & V1 ratings

• £1350 management cost per unit

• 94% overall customer satisfaction

• £600k additional income secured

• £100k Digital Now savings (£20kpa)

• £1360 maintenance cost per unit

• £814 major repairs per unit

• % tenancy turnover – determined annually

• 92% satisfaction with value rent provides

• 100% reinvestment of efficiency gains

2022 Priority targets

20% operating margin

2.6% reduction in total 

costs

£1.5m efficiency savings 

(£300k pa)

Strategy Objective

Plan, Manage, Run

Understand & Respond

Making the Right Choices

• Ratings retained Spring 2017

• £1,271 management cost per unit

• 90% overall customer satisfaction

• £195k additional income secured

• Savings planned from April 2017

• £1089 maintenance cost per unit

• £802 major repairs per unit

• 7.2% tenancy turnover

• 90% satisfaction with value rent provides

• 100% reinvestment of efficiency gains

By 2022:

Every Penny Counts

In 2016/17 we performed strongly again, delivering a 28% surplus 
enabling us to continue forward as an effective, development social 
landlord.  Savings that we make and income from commercial activities 
all contribute to the services we deliver which add value to our 
customers and neighbourhoods.  SLH has signed up to the housing 
sectors pilot scorecard, enabling the indicators on the scorecard to 
become the mainstream way that efficiency and effectiveness are 

measured across the housing sector.  SLH’s performance against the 
scorecard is detailed in appendix B.
 
This has been supported by a continued emphasis on rent collection, 
with performance yet again improving compared to the previous year.  
Ensuring a culture of compliance and supporting those that cannot pay 
and taking action on those that will not pay continues to be important 
to us.
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The table below details costs from 2014/15, 2015/16 along with 2016/17  and our predicted costs for 2017/18 :

Peer Group (CPU)

Sector Median (CPU)

2014/15

2015/16 

2016/17

2017/18* 

Cost Per Unit (CPU)

£1,090

£1,080

£1,330

£1,410

£1,271

£1,349

£3,570

£3,970

£3,310

£3,550

£3,446

£3,633

£240

£530

£150

£120

£199

£202

£1,030

£1,010

£1,002

£1,010

£1,089

£1,150

£1,000

£890

£670

£790

£802

£800

£210

£470

£150

£210

£85

£133

HCA Global 
Accounts 2016

Headline 
social housing

Management Service 
Charge

Maintenance Major repairs Other social 
housing costs
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Management costs 

The global accounts data condense management 
costs into one category as opposed to HouseMark 
who split costs out across services.  As indicated last 
year, 2016/17 showed a reduction in management 
costs.  Our costs are higher than similar associations 
as we have made conscious decisions to invest in 
services which enhance sustainability and build 
resilience of our customers such as tenancy support, 
welfare benefits, affordable living, employability and 
community safety. We also continue to invest in 
technology to support our business to embrace a 
digital culture which is being rolled out to customers.   
 
We are a community based organisation and do more 
in our neighbourhoods as a key stakeholder than 
perhaps other landlords choose to do.  To move 
towards the banding of lower cost organisations,  
we would have to save around £1.3m which would 
severely impact on our ability to meet our business 
objectives.  Our Board is clear on this issue and 
understand the decisions we have made to invest in 
services which contribute to making South Liverpool 
the place to be but inevitably lead to higher costs.

Maintenance costs

Every Place Perfect discusses in more detail why our 
maintenance costs are slightly higher, predominantly 
this is caused by high empty home costs.  Whilst we 
have made savings here in the last three years, we 
know we need to reduce these further.

Future plans: 
Our plans for 2017/18 include:

•  Completing a review of the current group 
structure to ensure it’s fit for the future and 
meets our aspirations around growth 

• Ensuring efficient, effective and lean process-
es are in place across the business 

• Ensuring effective succession planning in  
place for Board Membership

Future savings: 
We also expect future savings 
to be delivered through:

•  Review of our management 
structure 

• Use of SLH Projects to 
deliver our development 
programme 

• Savings through the  
re-procurement of 
compliance services whilst 
achieving an enhanced 
standard of service

There are two areas where our costs are higher which are explained in more detail below:

Every Penny Counts
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I
SPEKE & 
GARSTON

I
SPEKE & 
GARSTON

Every 
Person 
Positive
Our Aim: 
colleagues who are  
engaged, empowered 
and deliver excellent 
services

UK Not For Profit 
Organisation To Work For 
in The Sunday Times Best 
Companies list for fourth 
year running

average days lost to sicknessof SLH colleagues live in 
Speke and Garston

No. 1 18% 5.62
How we did:  2016/17 performance against this aimVFM self-assessment 2016/17
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We believe that colleague engagement is 
essential to delivering our objectives of 
enhanced business performance and 
excellent services to customers.  In 2017, 
this commitment to colleague engagement 
resulted in our retention of the number one 
position in the Sunday Times Top 100 Best 
Not for Profit Organisations to Work For list 
for the fourth successive year. We also 
retained our Best Companies three star 
rating, an accreditation given only to 
extraordinary organisations and in the case 
of SLH for the fifth year running.

Whilst we will continue to create and sustain 
a happy and healthy workforce with our 
wellbeing programme our focus in the last 
12 months has been personal development 
and in particular career development for our 
aspiring colleagues. 
 
Our Accelerate Talent Management 
programme gives the opportunity to 
become part of a bespoke programme 

which helps to assist those colleagues who 
are not managers to develop their skills, 
behaviours and attitudes strategically 
focusing on the aims and vision of SLH. The 
programme takes participants through a 
structured journey providing them with 
opportunities for them to engage with 
critical reflective learning and test new 
ideas and learning within a ‘real world’ 
organisational context.

Our approach to people is not just impacting 
on the quality of services to customers, it’s 
helping us increase opportunities for local 
people in line with our employment offer, we 
created ten apprentice and five work 
placements opportunities in 2016/17 and 
across the group we employ 18 local staff 
at SLH and 11 staff at SLH Home Service.

Future plans:

Our plans for 2017/18 include:

•   Reviewing our colleague learning & 
development approach to ensure it 
complements the aims and aspiration 
of Our Journey

•  Refining our approach to 
apprenticeships ensuring alignment 
with our development programme 
and procurement of our joint venture 
partnership
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SLH is confident that through 
this self-assessment, we have 
demonstrated how we meet the 
HCA’s VFM standard. However 
the table below gives a further 
overview against the specific 
standards of how we comply.

VFM standard 
requirement 
 
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 statement of compliance 2016/17 
 

SLH’s corporate plan Our Journey to 2022 was developed through a comprehensive 
corporate planning process involving Board, stakeholders, customers and colleagues.  
This process 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:

•  A 30-year business plan
•  The annual budget 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 

In 2016/17, one year into the new corporate plan, Board agreed revised targets for 
year 3 Our Journey 2022 along with an updated Business Plan.

The most significant resources SLH incur are through the delivery of stock re- 
investment 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

Meeting the standard

Meeting the standard
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VFM standard requirement 
 
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 
 

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

SLH’s statement of compliance 2016/17 
 
SLH has a methodology which explains the calculation of return on assets using stock profiler software, 
which enables SLH to take informed and active asset management decisions regarding development 
and acquisition, future investment, disposal or remodelling / conversion.  All projects return a positive 
return on investment with an internal return rate of 6.5%

Specifically in 2016/17, the Board approved:

• A Strategic Development Framework which includes 223 affordable homes developed by 2021,  
 including a diversification further into the sales market following the success of our first shared  
 ownership product

• £554k investment in a property conversion programme for lower performing homes with an increase  
 NPV per home targeted from the investment
 
•  SLH 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 review 

•  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 

•  A review of Scrutiny Panel to ensure it continues to evolve, provide value and effective scrutiny began 
in April 2016 

•  Full financial management information is provided to Board quarterly 

•  Audit & Risk Committee oversee the implementation and outcomes from the external and internal 
audit programmes

Meeting the standard



30VFM self-assessment 2016/17 Meeting the standard

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

SLH’s statement of compliance 2016/17 
 
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 (page 9) 

•  Our 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 2016/17 savings totalling £0.368m have been made, representing 2.9% of total costs

 
Our Value for Money Self-Assessment is developed with our Board, reviewed 
by our Scrutiny Panel and published annually on our website
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What we planned to do

Implement learning from 2016  
bi-annual customer survey

Launch our new customer  
profiling software which will 
increase the quality of data 
we have about our customers, 
enhancing our decision  
making processes

Deliver ‘Digital Now’ our channel 
choice programme which we 
anticipate will reduce customer 
contact costs by £20k per year 
from April 2017

Revise our approach to engaging 
with customers which will be led by 
our customer Scrutiny Panel

Increase mutual exchanges

Did we do it? What we did 2016/17 
 
Survey implemented, results detailed earlier in the report.  Results built into Our Journey to 
2022
 
Software implemented and data being gathered 

Digital Now launched and on track to deliver year one  
 

New process implemented and service reviews underway  
using revised technology 
 

9 exchanges took place compared to 11 the previous year 
 

Delivering from last year

Delivering from last year
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What we planned to do

Develop our offer to private 
landlords to generate an income 
stream whilst contributing to 
sustainable and well managed 
neighbourhoods, we predict £10k 
profit per year on this project if 
successful

Agree a development strategy 
which will consider continuing with 
affordable homes programmes 
and diversifying further into 
the sales market following the 
success of our first shared 
ownership product

Review approach to empty 
home management – target is to 
reduce costs by 15% per empty 
home. The results/savings will be 
realised in 2017/18

Deliver and evaluating year one of 
SLH’s new employment offer

Support SLHR to develop its 
revised business strategy, 
delivering £100k of additional 
annual income

Did we do it? What we did 
 
Feasibility study to ensure profitability of opportunities that arise / are sought is currently 
underway and subject to approval by SLHR in Summer 2017

Approved by Board through Every Place Perfect Strategy March 2017.  223 homes to be 
built by 2021 

A 9% reduction was achieved

Reach successfully implemented in September 2016.  Year one evaluation  
to be completed by October 2017 

Additional income of £53k generated in 2016/17. SLHR reviewing feasibility of new 
markets in 2017/18

Delivering from last year
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What we planned to do

Grow current external 
contracts and identify business 
development opportunities

Agree our revised Every Penny 
Counts strategy

Complete an annual  
independent analysis of our 
Financial Forecast Return

Prepare for the recruitment  
of a new Chair in 2018

Prepare for an independent 
governance review in 2017/18

Complete a procurement exercise 
for our insurance services

Roll out year two of our  
Accelerate Colleague  
Development Programme

Provide resilience training  
for all front line colleagues

Report on colleague wellbeing

Did we do it? What we did 
 
Feasibility study to ensure profitability of opportunities that arise / are sought is currently 
underway and subject to approval by SLHR in summer 2017

Revised strategy approved by Board in March 2017

Hargreaves Risk Management has performed a independent and detailed analysis of the 
Financial Forecast Return

Process agreed by Governance & Remuneration Committee March 2017.  Recruitment to 
begin in summer 2017 

Internal audit tested the implementation from the last review in 2014.  Board  
observations completed in 2016/17.  Governance review to be aligned to the  
recruitment of the new Chair

Procurement completed in September 2016 with annual savings of £59k together with 
enhanced levels of cover

Year two was successfully rolled out and colleagues are currently working on their work 
based projects

Resilience training was provided for all front line colleagues. This was complimented by the 
delivery of Mental Health Awareness training for managers and colleagues  

Wellbeing Report for SLH was produced which gave an overview of the programme  
of health and wellbeing initiatives, education and targeted interventions that we  
implemented in 2016 

Delivering from last year
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Our Journey to 2022 is 
available on our website  
but here’s a flavour of the 
short term 2017/18 actions:

‘Own our world’ campaign to encourage more interaction between SLH and customers in 
identifying problems and solutions

Deliver 98 new homes of varying tenure with support from the HCA, the local authority 
and the private sector

Deliver year one of the shared services contract

Complete a review of the current group structure to ensure it’s fit for the future and 
meets our aspirations around growth

Review our colleague learning & development approach to ensure it complements the 
aims and aspiration of Our Journey

Every 
customer 
happy

Every 
person 
positive

Every 
penny
counts

Every 
opportunity
taken

Every 
place
perfect

Our Journey
VFM self-assessment 2016/17 Our Journey
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The following organisations 
have been selected by SLH 
as our benchmarking group, 
selected because they operate 
in the same geographic region 
as SLH or are of a similar size 
(number of homes shown in 
brackets).  Whilst this is our 
chosen group, information may 
not always be available for each 
of the organisations as they 
may not make all of their data 
available:

Calico Homes (4708)

City South Manchester Housing Trust (4670)

City West Housing Trust (16462)

Cobalt Housing (6002)

Community Gateway Association (6621)

First Ark (14943)

Golden Gates Housing Trust (8856)

Halton Housing Trust (6788)

Housing Pendle (3596)

Irwell Valley Housing Association (7401)

Liverpool Housing Trust (10722)

Liverpool Mutual Homes (15683) 

Magenta Living (12955)

Muir Group Housing Association (5406)

New Charter Homes (15342)

One Vision Housing (12771)

Peaks and Plains Housing Trust (6409)

Regenda Group (12888)

Riverside Group (52313)

Together Housing Group (39368)

Trafford Housing Trust (10139)

Twin Valley Homes (9577)

Villages Housing Association (2566)

Weaver Vale Housing Trust (7482)

Wulvern Housing (5674)

Appendix A: Peer group

Appendix A: Peer group

Appendix A: Benchmarking group
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Sector Scorecard

SLH 
Performance 
2015/16

SLH 
Performance 
2016/17

Operating Margin

Increase / (Decrease) in Operating Margin

EBITDA-MRI (as a percentage of interest)

Units developed (absolute)

Units developed (as a percentage of units owned)

Gearing

Customers satisfied with overall service provided

£’s invested for every £ generated- in new supply

£’s invested for every £ generated - in communities

Return on Capital Employed

Occupancy

Ratio of responsive repairs to planned maintenance

Headline social housing cost per unit

Management cost per unit

Service charge cost per unit

Maintenance cost per unit

Major Repairs cost per unit

Other social housing cost per unit

Rent collected (Net rental income/ 
gross rental income)

Overheads as a percentage of  
social housing turnover

25.4%

-2.78%

301.9%

0

0%

24.8%

90%

£0.23

£0.09

5.8%

99.8%

0.51

£3550

£1410

£120

£1010

£790

£210

98.26%

8.38%

26.6%*

4.72%

594.8%

23

0.62%

20%

90%

£0.27

£0.04

6.3%

99.7%

0.51

£3446

£1271

£199

£1089

£802

£85

99.87%

8.34%

Appendix B Sector Scorecard
Appendix B Sector Scorecard

*this calculation of operating surplus does not include right 
to buy receipts as included in the 28% surplus reported 
throughout this assessment


