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Value For Money 2016

Plymouth Community Homes (PCH) is a leading provider of affordable 
housing and a great employer to work for.

We have continued on our journey to create an efficient and effective 
housing organisation and we’re really proud of what we have achieved 
so far. This value for money statement is a summary of our achievements 
during the past year, sets our plans for the future and shows why we 
think we offer excellent value for money for our stakeholders.

Every penny counts here at PCH – that means we carefully consider how 
we spend the money that comes in through rents paid by our residents 
and other business activity. We use our money to provide high quality 
affordable homes for current and future generations and we want to 
share how we achieve that. 
Value for money is integral to our organisation and is fundamental to the delivery of our business effectiveness model.
It is a regulatory requirement of the Homes and Communities Agency (HCA) that registered providers publish a 
robust and transparent annual self-assessment setting out how they are achieving value for money in delivering their 
purposes and objectives.

To achieve our self-assessment we use a variety of sources including quantitative and cost-based performance 
indicators, resident feedback, benchmarking information and monitoring of activity against our business plan 
objectives. This list is not exhaustive.

We have used the following benchmarking services to assess our performance against peer organisations:

Most of the benchmarks used throughout this report are from HouseMark and we compare ourselves to other large-
scale voluntary transfer landlords (LSVTs) with 7500+ homes, unless otherwise stated. The assessments are based 
on quartiles with a score ranging from bottom (4th) to top (1st).

Further information on how we approach value for money within PCH is available by viewing our Annual Report for 
Residents.
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Benchmark Service Benchmark Date 
HouseMark Core and Repairs Value for Money March 2015 
STAR Satisfaction Survey June 2016 
Gartner IT Benchmarking March 2014 
HCA Statistical Data Release and Global Accounts September 2015 / February 2016 
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Our Stakeholders

The aim of our value for money and financial statements is to provide everyone with an interest in PCH with an 
understanding of what we do and how we do it as well as providing assurance of the delivery of our strategic business 
objectives.

Our key stakeholders are:

• Residents and customers
• Employees and volunteers
• Current and future funders, specifically Royal Bank of Scotland and The Housing Finance Corporation
• Central and local Government, specifically the HCA and Plymouth City Council
• Suppliers and other partners
• Other public bodies such as health authorities and the police
• The general public who ultimately pay taxes to support the Government funding provided to Housing Associations

Managing and Monitoring Value for Money

Our Board regularly reviews and approves the value for money (VFM) strategy and has responsibility for ensuring we 
deliver business effectiveness.

Our Executive Management Team is responsible for embedding VFM into organisational culture and processes. 
Specific responsibility to champion VFM has been assigned to the Director of Business Services and Development 
who ensures that it has priority within the organisation.

Our Senior Management Team is responsible for implementing the strategy at an operational level, and is responsible 
for assessing performance against objectives and target setting. 

Our staff are responsible for integrating VFM into their day-to-day work.

The key areas of managing and monitoring our business effectiveness are set out in our VFM strategy and wider 
strategic framework which includes the following:

• Procurement
• Treasury Management
• Branding
• Information Technology
• Risk Management
• Asset Management

Alongside these strategies, the following reports are submitted and reviewed by the PCH Board:

• Business planning, target setting against objectives and quarterly performance monitoring;
• Annual budgets, the 30-year financial model and quarterly management accounts;
• Strategic procurement updates;
• Annual benchmarking report on core social housing activities;
• Annual value for money self-assessments

Implications for value for money and social return are considered as part of every Board decision.
In addition to the above, internal audit results and service review outcomes are reported to the Audit and Risk 
Committee and then to Board.

• Development
• Employee Engagement
• Resident Involvement
• Environmental Sustainability
• Co-Regulation
• Subsidiary company business plans in particular the PCH Manufacturing Services 
   financial model.



Value For Money 2016

5

Our Purpose

Our purpose is to be a leading housing provider, with three desired outcomes and nine strategic objectives. These 
objectives are supported by a series of activities outlined within operational service plans, which are reviewed and 
updated annually.

Our five-year plan which can be seen below sets out what we plan to deliver for residents and for Plymouth in what
continues to be a tough economic and social environment

 
 

continues to be a tough economic and social environment.

 

In summary, our agenda is about:

• Transforming the way we interact with our customers
• Developing new affordable homes for rent and shared ownership
• Ensuring we have a strong financial base to achieve our ambitions
• Building on our commercial portfolio to generate additional income to invest in services for residents
• Improving the environmental credentials and kerb appeal of our homes
• Working with partners to improve the health and wellbeing of residents

During 2016/17 we will be re-visiting our strategic aims and will set out our plans for the future which includes plans 
developing more homes, and clarifying our offer to customers and how commercialisation might support the wider 
aims of the business, particularly around development.
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Assessing our Business Effectiveness

Business effectiveness is about achieving our purpose of being a leading housing provider whilst making the best 
use of our assets in a cost effective, environmentally friendly and customer focussed way. The following model 
demonstrates the components required to deliver business effectiveness:

Plymouth 
Community 

Homes -

A Leading
Housing
Provider

1
Accomplishing
our Strategic

objectives

2
Delivering
our Key
activities

3 Managing all
our Assets

4 Working as
one

organisation to
make it
happen

5 An effective
social 

business with 
excellent
service
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Our approach is defined by three strands focussing on:

Our People – This is the positive impact we can have on residents of Plymouth and how we support the local 
economy and job creation. The key measures for this are resident satisfaction and how well we are achieving our 
social objectives.

Our Pounds – This is how we optimise the financial return on our assets in terms of income growth, capital gains, 
controlling costs and how we invest in those assets. This sometimes includes selling some of our assets for a longer 
term gain.

Our Planet – We take our responsibility for the environment seriously. This isn’t just about how we run our business 
but also the vital role we have in helping our residents to reduce their own environmental impact and therefore the 
running costs of their homes. We measure this through carbon foot printing, Standard Assessment Procedure (SAP) 
ratings and other more qualitative measures.

Resident Scrutiny of Value for Money

We continue to fully embrace the principles of co-regulation and we approach this through our Resident Scrutiny Team 
(RST). Their role is to scrutinise business performance and make recommendations for improvements to the quality, 
value for money and accessibility of our services.

One of the key pieces of work carried out by the RST was a review of how we prevent and manage anti-social 
behaviour. The review concluded with a series of recommendations and where real savings and service improvements 
can be realised, we are in the process of implementing them.

Overall Value for Money Score

We assess ourselves as medium-low cost and excellent quality for the following reasons:

• The performance ratings for most of our frontline services are benchmarked at the top quartile and we have excellent  
  customer satisfaction scores.
• Our costs are broadly in line with others in the sector.
• Our assets have a positive Net Present Value (NPV) meaning that the investment costs are lower than the income.

2
Delivering
our Key
activities



Our Finances and Governance



We want to be a strong, open and effective organisation making a difference to people’s lives in 
difficult financial times. With a combination of excellent governance and financial structures we continue to deliver high 
quality services to residents whilst complying with the Regulatory Framework.

Through everything we do we want the highest standards of effectiveness and optimum impact for efficient cost. We 
are not aiming for a cheap budget value service but firmly believe that quality and high standards bring their own 
efficiencies. This ethos runs through management of our assets, and income and expenditure. We have achieved a 
good quality overall service at a reasonable cost and are able to demonstrate how we provide value for money.

We will ensure our business remains robust through strong governance and financial security, to obtain external 
funding to achieve our objectives. We will continue to benchmark our performance against other housing organisations 
so we can understand not only what we do well but also where we can improve. 

Measures

In our last VFM Statement we laid out our strategy to deliver on optimising the financial return on our assets (in 
balance with our social and environmental objectives), investing in, and sometimes selling assets, by growing income 
and controlling costs.

Our strategic approach was reviewed in light of the July 2015 budget announcement and the subsequent Welfare 
Reform and Work Act 2016. We have revisited our business plan as in the short term it will prove harder to ‘raise our 
social rents to the mid-market social rent for Plymouth’, as rents on our existing general needs properties will reduce 
by 1% for the next 4 years. We need to be more creative in looking at opportunities and the following drivers become 
even more significant: 

1. Raise our social rents to the mid-market social rent for Plymouth Community Homes
2. Develop new homes to grow the organisation
3. Maximise other income (e.g. commercial activities) 
4. Set clear targets for our subsidiary companies 
5. Improve services to customers which will also lead to efficiencies 
6. Control staff and contractual costs
7. Use procurement to enhance value and control costs
8. Invest in IT to improve services 
9. Follow our strategic asset management approach to invest in existing assets to a good level and review those that 
   are not performing well

The above approach will help to improve the financial return on our assets so that we can raise additional money in 
the capital and debt markets to fulfil our aspirations for the development of new homes. 

We operate a financial framework to provide an early warning against breach of lending covenants and to assess 
whether new strategies and activities add financial value to the organisation.  As part of our risk management strategy 
we have established a framework of “Golden Rules”. 

In doing so, we: 

• Carried out significant work on stress testing our financial model (Business Plan) and understanding the steps we 
  need to take to remain viable;
• Put a recovery plan in place for the unlikely event of a cash shortage;
• Created a comprehensive asset and liability register so that we fully understand our financial strengths and 
   obligations.

Change in Accounting Treatment (Financial Reporting Standard 102)

The Social Housing sector has undertaken a fundamental change in the way the financial statements are presented. 
This brings us in line with International Accounting Standards. The biggest change for Plymouth Community Homes is 
that we opted to use ‘deemed cost’ which means that from the transition date of April 2014 we can use the valuation 
as the ‘new cost’ for our housing assets and commercial properties. This has increased the balance sheet value of 
assets by over £300m with a corresponding value in the re-valuation reserve.
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Refinancing

We have undertaken an exercise to review and restructure our financing to change it from a structure appropriate for 
a transferring Large Scale Voluntary Transfer (LSVT) Organisation into one that will allow us to grow and continue 
to build further social housing; this means in particular having the ability to add further bank financing or longer-term 
debt capital market financing as the organisation grows. The aim of the refinancing strategy is to have more effective 
funding in place, reduce the long term average cost of funds assumptions and improve our interest cover ratios.
Our Income

In order to meet the challenge presented by the mixture of low rents and the need to invest, our strategy in the past 
was to raise rents to a level comparable with other housing associations operating in Plymouth. However we can no 
longer apply this strategy in light of the legislation. Thus it becomes even more important to review how we spend our 
money.

The Rents and service charges are agreed yearly by the Board. The rent is based on the formula rules applied to the 
social rent sector and the service charges are based on the services costs.

Our rent levels continue to be amongst the lowest in the country, and are by far the lowest compared to housing 
associations of a similar size to PCH.

The Housing and Planning Act 2015 contained a provision for partially deregulating the sector, part of which will make 
it easier for social housing providers to change the tenure of existing stock. In order to achieve optimum financial 
gain on our assets we plan to carry out an evidence-based review of how we let our homes in future with the aim of 
balancing social and financial value.

The difference between our rents and those charged by other housing associations and private landlords is shown in 
the table below. 

There is a gap averaging £114 per month between PCH and the average social rental charge in England and £325 
between our rents and those charged on the private rental market for 1, 2 or 3 bedroom properties. This is our social 
dividend and a clear example of how housing associations provide value for money to the taxpayer.

The average annual income per rented property is shown in the following graph:

Average 
Monthly PCH 

Rent 
(General 
Needs)

Average 
Monthly 

Plymouth 
Social Rent

Average 
Monthly 
National 

Social Rent

Average 
Monthly 

Plymouth 
Private Rent

Local 
Housing 

Allowance 
Maximum

One Bedroom £248.72 £288.76 £354.84 £426 £408.03
Two Bedroom £293.52 £336.52 £392.12 £655 £530.23
Three Bedroom £325.24 £369.76 £419.64 £761 £630.20
Four Bedroom £363.12 £416.80 £491.04 £1,056 £790.62
Five Bedroom £435.00 £451.16 £545.76 £1,225 N/A
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The table below shows how much rental income was due into PCH:

The table above shows how the housing rental income into PCH since 2011 to March 2016 has increased but this will 
now start to decrease as the 1% rent reduction comes into effect. Included in the above figures is a programme of 
converting homes to affordable rent (i.e. 80% of market rent) to support development of new homes. 

We aimed to convert 1,722 homes to affordable rent by March 2016, we achieved 1,606 and let a further 50 (100%) 
new build homes at affordable rent over the last year. The main reason for not hitting the target for conversions 
was our previous policy of only converting properties generating a premium of £20+ per week above the social rent 
calculation. Not enough of these properties became available between 2011 and 2014 so in 2015 a decision was 
taken to include re-lets generating a premium of £10+ per week. This improved the rate of transition and the total 
income received to date. The forecast is on target against our development funding bids.

Closely linked with rents are the service charges paid by leaseholders and tenants. We have significantly reduced 
the gap between the cost of services and the charges made by better charging and reducing costs of services. We 
now have a system where, over time, residents will pay for the full cost of services. Charges are proportionate to the 
service received and we can be held to account for the quality of these services. 

We have controlled service costs through long-term energy contracts and introduced an in-house Neighbourhood 
Ranger service which has not only improved quality of cleansing and grounds maintenance but significantly reduced 
costs. Our service charge costs, as provided by the HCA, put us in the top quartile compared to other housing 
associations.

How we collect rent and protect our income

As with all housing providers, we are vulnerable to a changing economic and political environment and so we adapt 
our strategies to reflect the changes. 

Welfare reform created a business risk as well as a risk to tenants with the introduction of the spare room subsidy 
and the benefit cap. We invested in supporting our tenants and changed our working practices resulting in reduced 
arrears year-on-year and as at the end of March 2016 they were the lowest ever. We recognise that our costs of rent 
collection are high compared with other landlords but we think it is worth this investment because we are supporting 
residents to sustain their tenancy whilst bringing more income into PCH.

Another area of income protection is our management of void properties and how quickly we let our empty properties 
to reduce loss of income. 

Void performance is shown in the following table:

March 
2011
£’000

March 
2012
£’000

March 
2013
£’000

March 
2014
£’000

March 
2015
£’000

March 
2016
£’000

March 
2017
£’000

Housing 
Income 42,080 44,085 46,602 50,473 53,195 54,797 54,240

Year-on-
Year 
Increase

- 4.8% 5.7% 8.3% 5.4% 3.0% -1.0%

2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 
Target

Number of void properties at 
31 March 158 114 73 64 71 75

Average number of 
terminations per week 17 16 20 17 18 18

Average routine turnaround 
time 34.99 37.43 35.61 17.54 16.26 20
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Historically this has been recognised as an area which needed improvement and, as a result of lean processes 
implemented in 2014/15, re-let times have reduced significantly and continue to improve. 

We are reviewing the effectiveness of how we spend money on void repairs so that we meet the needs of new tenants 
whilst offering a value for money service. This may not significantly reduce costs but it will make sure the money is 
better spent.

The following table shows the significant improvement in financial and operational performance since transfer in 2012:

 

We have set income targets for our commercial shops and our subsidiaries PCH Manufacturing and PCH Energy. Our 
shops generated a surplus of £0.93m (2014/15 £0.85m) and our manufacturing subsidiary made a surplus of £265k 
(2014/15 £109k). PCH Energy made a surplus of £123k (2014/15 a £12k loss). 
Expenditure and costs 

In addition to growing income we worked hard to control costs. A thorough review was undertaken during 2015 to 
identify savings that could be achieved across the whole of the organisation culminating in Board approval of c.£3m a 
year of efficiency savings, made up of non-pay efficiencies of £1.8m and c.£1.2m of employee cost savings. 

The group accounts over the past five years show the evidence of our success in the following figures with year on 
year reductions in spend in all key areas:

FRS 102 Old UK GAAP
Group
March 
2016

£’000’s

Group
March 
2015

£’000’s

Group
March 
2014

£’000’s

Group
March 
2013

£’000’s

Group
March 
2012

£’000’s
% of Income from Social 
Housing Lettings 87% 89% 92% 91% 93%

Growth in Turnover (excl Gap 
Funding) 6% 5% 6% 10% 3%

Operating Cash Flow £25.3m £12.1m £0.6m £8.60m £28.9m
Operating Margin – (Operating 
Surplus / Total Turnover) 13% (1%) (4%) 12% 33%

Debt / Turnover 94% 97% 55% 35% 22%
Current Ratio – Current Assets / 
Current Liabilities 179% 142% 123% 302% 211%

Net Loans / Fixed Assets Net 10% 11% 23% 35% -
Loans / Reserves 15% 15% 56% 35% 20%
Growth in Reserves 3% 599% 3% 15% 78%
Growth (Reduction) in Property 
Valuation (9%) 2% 161% 65% 12%

Debt per Unit £4,401.82 £4,254.05 £2,183.07 £1,331.31 £751.16
Interest Cover (EBITDA MRI) 174% (12%) - - -

March 
2011
£’000

March 
2012
£’000

March 
2013
£’000

March 
2013
£’000

March 
2014
£’000

March 
2016
£’000

Running Costs – Social Housing 
Lettings excl Depreciation 30,951 31,187 31,939 30,970 29,390 28,919

Increase / (Decrease) in Costs - 1% 2% -3% -5% -2%
Major Repairs 12,137 18,427 23,131 20,838 18,822 11,474
Increase / (Decrease) in Costs - 52% 26% -10% -10% -39%
Total Running Costs and Major 
Repairs - 49,614 55,070 51,808 48,212 40,393

Increase / (Decrease) in Costs - - 10% -6% -7% -19%
Running Costs – Other Social 
Housing 3,409 2,502 5,060 4,040 3,546 4,163

Increase / (Decrease) in Costs - -27% 102% -20% -12% 17%
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Historically this has been recognised as an area which needed improvement and, as a result of lean processes 
implemented in 2014/15, re-let times have reduced significantly and continue to improve. 

We are reviewing the effectiveness of how we spend money on void repairs so that we meet the needs of new tenants 
whilst offering a value for money service. This may not significantly reduce costs but it will make sure the money is 
better spent.

The following table shows the significant improvement in financial and operational performance since transfer in 2012:

 

We have set income targets for our commercial shops and our subsidiaries PCH Manufacturing and PCH Energy. Our 
shops generated a surplus of £0.93m (2014/15 £0.85m) and our manufacturing subsidiary made a surplus of £265k 
(2014/15 £109k). PCH Energy made a surplus of £123k (2014/15 a £12k loss). 
Expenditure and costs 

In addition to growing income we worked hard to control costs. A thorough review was undertaken during 2015 to 
identify savings that could be achieved across the whole of the organisation culminating in Board approval of c.£3m a 
year of efficiency savings, made up of non-pay efficiencies of £1.8m and c.£1.2m of employee cost savings. 

The group accounts over the past five years show the evidence of our success in the following figures with year on 
year reductions in spend in all key areas:

Between March 2012 and March 2016 income increased by 24%, with running costs increasing by 17% (inflation in 
this period was 9.6%). There has been a reduction in spend on Major Works now that the Decent Homes investment 
programme is complete. The reason for the increase in other social housing costs is mainly associated with Shared 
Ownership. Surpluses are used to fund new build development and improvements to core services.

The operating margin at over 13% is above the 10% level we set as a short term aim within our Golden Rules in July 
2015, and heading towards the industry average of c.30% (HCA Global Accounts 2015).

We have very low interest costs in 2015/16 as a result of drawing all RBS debt on floating rates. 

Analysis of Cost Differences

In June 2016, the HCA published ‘Delivering Better Value for Money: Understanding Differences in Unit Costs’ and 
wrote to each Housing Association setting out their costs for 2014/15 and how they compared with others in their peer 
group. The data and some further analysis are shown below:

2014/15

Headline 
Social 

Housing 
Costs 
£’000s

Housing 
Mgt Costs 

£’000s

Service 
Charge 
Costs 
£’000s

Mainten-
ance

£’000s

Major 
Repairs 
£’000s

Other 
Social 

Housing 
Costs 
£’000s

HCA Analysis Per 
Unitzzz             5.95 0.55 0.23 1.11 3.87 0.20

Adjusted for British 
Gas Grant Per Unit 5.41 0.55 0.23 1.11 3.33 0.20

Regression Analysis 
Per Unit 5.46

HCA Quartiles 2014/15
Upper Quartile 4.30 1.27 0.61 1.18 1.13 0.41
Median 3.55 0.95 0.36 0.98 0.80 0.20
Lower Quartile 3.19 0.70 0.23 0.81 0.53 0.08
Provisional Costs 
2015/16
HCA Analysis Per Unit 4.12 0.51 0.25 0.96 2.28 0.12
Adjusted for British 
Gas Grant Per Unit 3.74 0.51 0.25 0.96 1.90 0.12

The further analysis shows that the figures in the Major Works category included both capital and revenue spend, 
including £8.6m of grant-funded work carried out by British Gas at no cost to us through delivery of the ECO 
programme. This provided external wall insulation to over 3,000 properties, removing £30m of future works from our 
financial model. 

If we exclude the £8.6m British Gas work, the overall true spend goes down from £5.95k to £5.41k per unit. 

We recognise that these costs are higher than in other housing associations. This is due to the significant investment 
requirement which was the catalyst that initiated the stock transfer in 2009. The large-scale upgrading work came to 
an end in 2014/15 and this is reflected in the provisional 2015/16 costs shown in the above table. We used the same 
basis as the HCA which showed a reduction of £1,830 per property. In future years, we plan for this cost to continue to 
reduce however it should also be noted that we aim to keep the homes in an excellent condition so they remain places 
where people want to live whilst protecting the value of social assets. By maintaining the quality of the homes this 
protects the taxpayer’s investment in bringing them up to the Decent Homes Standard.

Further information was provided by the HCA in a technical regression report which helped explain why there might 
be differences in costs between different housing associations. For example, Large Scale Voluntary Transfers (LSVTs) 
and any housing associations carrying out Decent Homes investment will spend more. We have used the analysis to 
estimate what our costs would be, based on our age and our profile. If we applied their average costs for the defined 
high-spend areas, then we ‘should’ have spent £5.46k per property (we spent £5.41k per unit or £775k less than the 
HCA indicative).
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Cost and Performance Benchmarking

We use HouseMark as our benchmarking provider, who provide us with detailed information about how our costs and 
performance outturn compares with other landlords of a similar profile to PCH (LSVTs with 7500+ homes).
The main indicators we use to show if we are providing cost value for money on our core services are the total cost 
per property figures (2014/15 data) (£):

The total cost per property on housing management increased by £4 per property but has remained on the median 
compared to other landlords. We continue to focus most of our housing management activity on income recovery 
and therefore we have reduced spend on tenancy management and anti-social behaviour and directed the savings 
towards activity to bring more money into the organisation, with the added benefit of sustaining tenancies.

Our responsive repairs and voids services are in the 1st quartile compared to peers and there has been continued 
focus on driving efficiency in these areas. Our repairs service was realigned resulting in a reduction in management 
costs without compromising on quality whilst our voids process was further refined without extra resource. The 
additional benefit to achieving quicker turnaround times was a reduction in the amount of income lost due to void 
periods.

The cost per property of delivering major and cyclical works is still much higher than the amount spent by other 
landlords in our peer groups. The majority of this cost is associated with the major improvement programme described 
earlier, and we have seen a reduction in spend during 2015/16. We aim to reach the median position for this indicator 
because we want to maintain excellent quality homes for residents.

In 2016, we asked our residents for their perceptions on our services, and we compared them against all landlords 
using HouseMark’s STAR benchmarking. A summary of the results relating to our core housing services are below:
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Our first survey in 2010 told us that we performed worse than most of our comparator landlords. The graphs above 
show our journey towards improvement as Plymouth Community Homes established itself as a new landlord. 

In 2016 we are proud to be one of the highest performing landlords in terms of resident satisfaction and this has been 
achieved through significant investment in the homes and by transforming the way we deliver services.
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Value for Money Reviews

We have carried out value for money reviews as part of ensuring we are efficient and effective and that the business 
continues to remain strong and financially secure. Since recording our savings in our value for money statements we 
have achieved nearly £5m in savings (excluding procurement). As a result of the July 2015 budget, there was a £20m 
shortfall in our 30 year financial model. 

A thorough review was undertaken during 2015 to identify any savings that could be achieved across the whole of the 
organisation culminating in over £3m in reduced spend, made up of c.£1.2m of employee cost savings and non-pay 
reductions of c.£1.8m. We are confident these savings can be achieved as nearly £1m of employee savings were 
achieved against budget in 2015/16.

The non-staff efficiencies included in the 2016/17 budget are shown below and the impact this will have in future 
years, as per the summary below:

Note excludes general procurement savings

General Operating Costs - £407k - This includes a range of back office savings, the largest element being a 
£100K reduction in staff training budgets.

Void Repairs - The saving of £145k is due to the targeted reduction in the average void cost being achieved 
sooner than originally planned.

Major & Cyclical works - The block refurbishment contracts assume reduced expenditure per unit whilst 
maintaining a programme to meet our objectives. The disabled adaptations budget was reduced by £100k per year. 
These vital works will continue albeit through an external funding stream (Disabled Facilities Grants).

Procurement savings - These included vehicle fleet savings of £87k which will be achieved through changing 
the replacement cycle of vehicles from 5 to 7 years. This change in policy will save c.£3m over 15 years.  Over a 
12 month period we also saved over £600k from other gains and cost avoidance which was from getting good rates 
through our procurement process. Our procurement strategy has also helped to achieve improved levels of service 
because through our tendering process, contractors are required to adhere to PCH’s terms and conditions instead of 
their own.

Savings in 2016/17 
Budget £’000s

Impact over 30 Years
£’000s

Pay Efficiencies 1,280 38,550

Non Pay Efficiencies
General operating costs 407 12,206
Void repairs 145 1,502
Cyclical repairs – electrical testing 300 500
Additional service charges 75 2,250

Operating Costs / Income 927 16,458

Major repairs savings 861 25,850
Total 3,068 80,858
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Our Assets



Our business is all about managing our homes, our business assets and our socio-commercial assets effectively.

A summary of our assets and their valuation is in the table below:

We have a varied social housing stock profile, which is concentrated within the city of Plymouth. Our stock is broken 
down as follows:

Property Type Number of Units
Bedsits 233
Houses 6,007
Flats 5,974
Maisonettes 483
Bungalows 1,513
Total 14,200

Following a £350m programme of works to bring the homes up to the Decent Homes Standard, our homes are in a 
good condition and provide high-quality accommodation for residents.

Almost 40% of our social housing stock is of a non-traditional build-type, most of which is in a good and sustainable 
state of repair.

In 2015, we took a decision to demolish or dispose of 24 non-traditional units within the North Prospect regeneration 
area in addition to the properties already being demolished. These units either required extensive refurbishment work 
or had reached the end of their lifecycle and therefore offered poor value for money. Including the 24 above, there are 
329 homes awaiting demolition and replacement with new-build properties for rent and shared-ownership.
Our most recent stock condition survey was conducted by Savills Housing Consultancy in 2015. We hold a robust 
dataset that enables us to make evidence-based decisions about the future use of our housing assets.

Understanding our Assets

Measurement of Financial Return on Capital Employed (ROCE)

In this section we measure the financial return on capital employed in terms of both income return (yield)  and capital 
return . The most variable part of the calculation is the value of our housing assets which can be measured in several 
ways for loan, security and other purposes.

We use two valuations that we believe are relevant to our stakeholders and which demonstrate the constraints on the 
financial return due to the social purposes of our organisation:

1. Existing Use Value of Social Housing (EUV-SH) assuming voids are re-let: this valuation is based on homes 
    continuing to be let as social housing and is based on the value of future rent less running costs at today’s prices.        
   This is the value used by most lenders for security purposes. 

2. Open Market Value (OMV) – the value of properties if they were being sold to any buyer.  This is what a private 
    home owner would normally consider to be the value 

Asset Type Number 
of Units Valuation

Socially Rented Homes 14,200 EUV-SH - £357m / OMV - £1.22bn
Shared Ownership Homes 85 EUV-SH – £2.5m / OMV – £8.9m
Land Awaiting Development - EUV - £2.7m / OMV – £12.4m
Corporate Buildings (Owned Only) 1 £3.8m
Commercially Let Shops 173 £13.6m
Garages and Parking Spaces 2,762 £6.3m
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Our summary results are in the tables below:

Yield: Net Income / Housing 
Assets

March 
2012

March 
2013

March 
2014

March 
2015

March 
2016

March 
2017

EUV – SH 29.50% 5.72% -0.60% -0.14% 2.37% 1.52%
OMV 2.20% 0.70% -0.19% -0.05% 0.70% 0.43%

It continues to prove difficult to compare between years and with other housing associations because of the 
exceptional position of PCH since transfer in 2009. This is partly because up to March 2014 we received a £125m 
gap funding grant from Government which increased our income, and paid for significant spend on major works to 
complete our promises to tenants. This was the financial basis underpinning the creation of PCH. We continued to 
deliver our major works investment programme to meet our transfer promises to residents but no longer received gap 
funding explaining the negative yield in 2014 and 2015. 

Now that our promises to residents are complete, we anticipate the income return on EUV-SH (voids re-let) at 31 
March 2016 to be closer to 2% compared with our pre July 2015 budget forecast of 4%.

EUV-SH capital values for our homes increased year on year since we transferred in 2009. The average EUV-SH 
(voids re-let) increased from nearly £4,000 per property in March 2010, peaking to over £28,000 in March 2015. 
However, the impact of the 1% rent reduction now means that the average value has reduced to £26,000 per property. 
The OMV is based on what we have spent on our properties to date compared with the market value at the time. This 
value is vulnerable to fluctuations in the local economy and housing market partly due to the uncertainty arising from 
an increase in stamp duty on buy-to-let properties, the impact of the EU referendum and also the reduction in our 
stock numbers due to protected Right-to-Buy sales (302 since transfer). This is further compounded by the properties 
we have demolished as part of the regeneration at North Prospect and Devonport. This has meant that the capital 
return against OMV has reduced but remained positive.

The yield is very low compared with other social landlords because our rents are much lower. During 2016/17 we will 
review our rent strategy and set out plans to increase the yield by potentially offering different types of property for 
rent. As a social landlord, any surplus we generate is used to invest in our homes and communities in line with our 
social purpose. This is a fundamental principle of our organisation. 

20

Value For Money 2016

Capital Return: Value / Housing 
Assets

March 
2012

March 
2013

March 
2014

March 
2015

March 
2016

March 
2017

EUV – SH 74.27% 123.97% 84.08% 76.02% 65.96% 70.43%
OMV 27.28% 16.52% 3.11% 2.75% 2.65% 2.66%



Stock Valuation
March 
2013

£’000s

March 
2014

£’000s

March 
2015

£’000s

March 
2016

£’000s

March 
2017

£’000s
EUV – SH (Voids Re-let) 151,876 396,695 405,270 369,053 360,736
OMV 1,241,857 1,251,123 1,253,867 1,246,442 1,271,371
Capital Investment 75,179 402,000 455,926 470,543 480,110

The above table shows that because the existing use values are largely driven by rental cash-flows then we can no 
longer assume that the value of our existing homes will gradually increase in the future. This has had a significant 
impact on our ambitions of using our asset values to build more homes within the Plymouth area. It does mean 
however that we need to seek innovative ways to support our ambitions for developing more homes in North Prospect 
and elsewhere in Plymouth.

Managing our Assets

The homes are PCH’s biggest asset and our purpose is around managing and maintaining these assets so that we 
can provide high quality affordable homes for rent and shared-ownership. In order to protect the value of the homes 
and ensure they are places that people want to live, we have delivered a major programme of improvements since 
November 2009.

To verify that our housing stock remains viable and delivers a good return we assess each home to ensure that:

• there is sufficient demand for the type of property and location;
• the 30-year investment costs do not outstrip the rental yield;
• the energy efficiency rating is sufficient

We have developed an asset evaluation tool which we use to assess each home annually. In doing so we use infor-
mation on major works completions, stock condition survey data, qualitative data relating to housing management and 
the rental income due over a 30-year period.

This tool allows us to understand the performance of our homes to ensure they continue to offer good value for mon-
ey. Using a simple scoring mechanism, we can easily identify underperforming stock and this information is then used 
to support decision-making around retention or disposal.

Asset Appraisal Evaluation 2015/16

When the tenancy ends on underperforming assets, we carry out an in-depth options appraisal and community impact 
assessment. This considers properties in terms of social, economic and environmental performance and includes 
wider factors such as accessibility and local infrastructure.

Each property is given a score against each factor which is then totalled to give an overall score. 
 
Once the assessment is complete, there could be one of two outcomes:

• Retain with investment
• Dispose and reinvest capital in developing new homes or improving core services
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The process is illustrated below:

We have sold 18 homes on the open market at a value of £1.5m of which £759k was used to support delivery of our 
North Prospect regeneration scheme and another new-build project in Hope Woods. 

It should be noted that 75 homes were sold to tenants under the protected Right-to-Buy scheme, however the capital 
receipt was paid in full to Plymouth City Council as part of the stock transfer agreement.
 
Asset Evaluation Results

During 2015/16 we evaluated our assets using the criteria set out above and a summary of the results for our 39 
lettings areas is shown below:
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The threshold we use to indicate potentially underperforming units is a score of 42+ out of 60 and this graph shows 
that none of our neighbourhoods fall into the poor performance category when considered against all criteria. The 
graph shows that most of the scores across our lettings areas have improved over time with only a small number 
showing a decline in performance.

In addition to the annual appraisal, properties that become vacant during the year and require void repairs with an 
estimated cost of more than £10,000 are re-evaluated as potential underperformers and a decision is made whether 
we should retain or dispose of the asset.

Net Present Value Analysis

Our asset evaluation tool allows us to analyse the net present value (NPV) of our stock at individual property level. 

We have NPVs for 13,837 of our 14,200 homes. The remaining 363 units are excluded because we have already 
made a decision about their future, which is shown below: 

The graph below depicts the change in net present value since before our homes transferred from Plymouth City 
Council.

Future Use Number of Homes
North Prospect Regeneration (Demolition / Disposal) 329
Clowance Street (severely fire damaged flats, future reinstatement 
funded by insurance) 22

Flats awaiting disposal 4
Exchanged Contracts – Protected Right to Buy Sales (Sold April 2016) 8

Total: 363
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In 2008, over 6000 homes had an NPV of less than £15,000 and by the end of 2015/16 this had reduced to 1,204 
units.

The positive movement in NPV demonstrates that the 2009-2015 major works programme to bring our properties 
up to the Decent Homes Standard was effective in terms of providing a positive net income. Additionally, the NPV of 
some assets has increased because we have converted a number of homes to affordable rents to support new-build 
development.

To ensure the homes remain in a good condition and that the value of the asset is protected, we have a 30-year 
investment plan in place. This also protects the taxpayer-funded grants we received as part of our stock transfer from 
the local authority.

Business Assets

We have purchased our headquarters building, we own the shop where our city centre office is based, and we 
purchase our vehicles and IT equipment outright.

We have two leased premises – Prince Rock Depot where our Manufacturing Team is based and a small industrial 
unit for our Environmental Services team.

Our main business asset is the headquarters building which was purchased in 2012, and underwent a multi-million 
pound refurbishment which has significantly increased the value of the asset – this now stands at £3.8million. 
Plymouth Community Homes occupies 2.5 floors of the building, with 1.5 floors being leased to external companies 
and the ground floor and annexe used as shared space for the building’s occupants. We continue to review PCH’s 
occupation density in order to maximise income yield for this asset.

In 2014, we closed our area housing offices and during 2015/16 we either leased the buildings as commercial lettings 
or converted suitable offices back into dwellings for social rent.

Social Commercial Assets

Our socio-commercial assets are our shops, solar panels and manufacturing equipment.  We describe them in this 
way because the income they bring into PCH is used to deliver services for residents.

Our 173 shops are part of our housing business. Many of our shops provide vital services such as post offices and 
grocery stores. Our shops are popular and we hold a waiting list of prospective tenants. Due to this we have the 
benefit of ensuring the right types of businesses operate from our shops – for example we do not let to payday loan 
companies nor do we let to betting shops. This helps ensure that our commercial estate supports our communities.

The manufacturing equipment is owned by PCH and is used as a vertical supply chain to provide windows, doors, 
fences, railings and much more across our homes and neighbourhoods.

Our solar panels provide an overall positive NPV during their lifecycle and bring in a financial return. To date, we have 
installed 2,383 sets of solar panels (after allowing for removals from right-to-buy properties). Our programme is one of 
the largest in the sector although the installation programme has been curtailed due to a significant reduction in 
Feed-In-Tariff which means that upcoming programmes are no longer viable.

The solar panels save residents up to £180 per year on their electricity bills as well as reducing the environmental 
impact of the homes.

The following table shows the indicative benefits of our solar panel programme:

At 31/03/2016
Revised Scheme 
Target Over 20 

Years

Previously 
Reported 

Targets Over 20 
Years

Financial Investment £9.9m £9.9m £14.4m
Cumulative Profit £100k £2,345m £4.5m
Cumulative Carbon Saving 4,472 tonnes 56,000 tonnes 75,000 tonnes
Average Estimated Household Saving £180 £3.6k £4.2k
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The surplus we made on the solar panels was below the target of £388k. In 2015 the electricity district network 
operator for the South West imposed restrictions on the number of panels we could install on each property due to 
potential overload on the infrastructure. The restriction meant that the amount of electricity we could generate was 
reduced and this was further compounded by a delay in achieving the consents required on a property-by-property 
basis to install solar panels. In experiencing these delays, our installation programme fell behind schedule and when 
the Feed-In-Tariff reduced in January 2016 it was no longer viable to continue installing new panels. The scheme 
targets have also been reduced down to reflect the reduction in planned installations.

Our solar panels provide an overall positive NPV 
during their lifecycle and bring in a financial 
return. To date, we have installed 2,383 sets of 
solar panels (after allowing for removals from 
right-to-buy properties)
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Our Proudest Moments of 2015/16



Making the best use of our assets:

- The valuation of our homes is £26k per property which is lower than last year but is a reflection of our major 
  investment programme. In 2009 the properties were worth an average of £4,000 each but many were in negative 
  equity. 
- We have maintained 100% compliance with the Decent Homes Standard.
- We developed 70 new homes in North Prospect and made plans to build on other sites.
- We have made more of our headquarters building available for letting by increasing staff occupation density. This will 
  bring extra income into the organisation.

Achieving added social value:

- We responded to the announcement that social rents would be cut 1% per year for four years by protecting core 
   services and maintaining viability.
- We invested £378k in resident-led projects by providing additional security, improved green spaces and other 
   community facilities.
- We ran a “Learn for Free” training programme where residents could access vocational and life-skills training to 
  support their wellbeing.
- Installed 469 sets of solar panels which provide the occupants with free electricity helping to reduce fuel poverty as 
  well as generating an income for PCH.

Achieving added financial value:

- Our income collection and rent arrears levels are the best they have ever been.
- The time taken to re-let empty homes has significantly reduced meaning that our tenants move in quicker and the 
   amount of income lost from empty homes is minimised.
- We charge the lowest rents in Plymouth and 5th nationally whilst delivering a top-class service for residents.

Achieving added environmental value:

- The average energy efficiency level of our homes has increased to 72.
- We opened our innovative Reuse Centre for Environmental Services and doubled the amount of waste we recycle 
  and saved £30k.
- As a result of a new corporate waste disposal contract, we anticipate making savings of £30k per annum and £121k 
  over the lifetime of the contract. For the waste we generate within PCH we are now a zero to landfill organisation.
- The energy supply for our headquarters building is generated using renewable sources.

External Recognition

- We have been recognised externally for our achievements, namely:
 o Resident Involvement Accreditation – TPAS (awarded 2016)
 o Health and Safety “Sword of Honour” – British Safety Council
 o Investors in People Silver
 o Two-Ticks Disability accreditation
 o ISO14001Environmental Management and ISO9001 Quality Management
 o SHIFT Silver – Environmental benchmarking (awarded 2016)

All of these examples go towards demonstrating our business effectiveness; it means that our residents live in high-
quality, affordable homes and have a great landlord service. The work we do to protect the value of our assets means 
that we have access to better borrowing for building more homes. All of this combined gives us a good standing within 
the affordable housing sector and a competitive position as a leading provider.

Progress against Our Business Objectives

This section is all about how we have performed against our business objectives set out in our 2013-18 Business 
Plan. 

It demonstrates how we have delivered business effectiveness in running and developing our business by comparing 
our costs and performance against other similar landlords.
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We will make our homes and our business 
environmentally sustainable



Our Environment
We will make our homes and our business environmentally sustainable

Our impact on the environment is significant and to reduce that impact, we work with residents and staff to implement 
practical solutions to make us a greener organisation and reduce costs where possible.

Value for Money Self-Assessment

In our 2015 value for money statement we said we wanted to move to low cost and excellent service quality. We 
believe that we have met that aim through a combination of project delivery, cost reduction exercises, partnership 
working and investing to save.

Our Measures of Success

The table below shows the performance indicators for this business objective:

 2015 Benchmark 2016 2016 
Target 

2017 
Target 

PCH Carbon Footprint 3,262t  2,805t 8,000t  

PCH Waste Recycled 30.29%  46.97% 70% 70% 

Cost of Waste Disposal £395k  £303k £397k  

Percentage Homes with Solar 
Panels 13%  16% 23%  

Percentage of Hard-to-Treat homes 
with external wall insulation 57%  76.5% 79%  

Value of External Wall Insulation 
(EWI) funded from external sources £15.8m  £12m £15.4m  

Average energy efficiency rating of 
homes (SAP) 71 1st 72 72 72 

Number of pollution incidents 0  0 0 0 
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Please note that the carbon footprint for 2014/15 is lower than previously reported because the energy usage 
information was based on assumptions and we now have the actual data from the energy company.

What Did We Do?

The section below sets out what we have achieved in 2015/16:

Carbon and Utilities

• We have a green energy provider for our headquarters building so the electricity comes from renewable sources at 
  no additional cost.
• We spent £136,343 upgrading communal lighting to LEDs in 10 blocks of flats. This programme is significantly 
  reduced due to the impact of the 1% rent reduction.
• Planning permission was granted for 72 new homes built to the Passivhaus standard. This design type provides the 
  highest possible energy efficiency rating.
• Purchased two hybrid vehicles to be used as pool cars for business travel. Through procurement, we saved over 
  £6,000 off the purchase price of each car and we are no longer paying hire charges. Due to the nature of the 
  vehicles, they are economical to run and have a much reduced environmental impact.
• Embarked on a project to monitor the impact of our external wall insulation programme looking at temperature 
  change and the humidity of properties that have had new insulation applied.

Waste Management

• We re-tendered our waste collections into one combined contract and anticipate savings of around £30k as a result. 
  We are now a zero-to-landfill organisation.
• We opened our Reuse Centre to deal with the items from empty homes and estate management activity collected by 
  Environmental Services. These items account for half of PCH’s waste by weight, and everything was previously 
  being sent to landfill.

Green Space and Biodiversity

• We planted more trees in and around our neighbourhoods taking the total to almost 1000 since November 2009.
• We made a commitment to ensure that our new development schemes are hedgehog-friendly.
• We secured external funding through Bug Life so that we can plant more wildflower lawns in our neighbourhoods 
  and support Bug Life’s aim to create a bee corridor across Plymouth.

Procurement, Pollution and Water

• We had two minor environmental incidents – one at Plumer House which involved a small chemical spill from a 
  contractor’s vehicle and the other where sediment ran-off one of our development sites into a public sewer. Both 
  incidents were contained and cleaned up quickly which demonstrated the effectiveness of our environmental 
  management system.
• One of our contractors donated six tonnes of top soil to one of our Money Tree Fund projects in the city centre, which 
  was achieved through procurement aligned to the Social Value Act 2012.

In addition to the above we have had successful ISO14001 audits from the British Standards Institute and were 
awarded Silver SHIFT certification from Sustainable Homes, we were only 6 points away from achieving gold status. 
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We plan to:

• Start our transition towards the ISO14001:2015 standard and achieve re-certification of our Environmental 
  Management System in autumn 2017.
• Further improve the processes at the Reuse Centre to achieve even higher recycling rates and reduced costs.
• Install external wall insulation on more of our homes.
• Revise our environmental sustainability strategy to set new environmental targets and aspirations.
• Increase recycling rates within our Building and Technical Services department to support our overall target of 70% 
  waste reduced, reused or recycled.
• Introduce the use of recycled paper in our offices to reduce the environmental impact of our printing activities.
• Safely decommission our timber treatment plant to reduce running costs for our Manufacturing department.
• Work with South West Water to promote water efficiency in the home.
 

We plan to Increase recycling rates within our 
Building and Technical Services department 

to support our overall target of 70%  waste 
reduced, reused or recycled.
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Our Homes
We will develop more homes and improve our existing housing stock

The core purpose of our business is to provide high quality, affordable housing for rent or shared ownership. We 
believe that everyone has the right to a decent home so we continue to improve our existing homes and build more 
homes for people to lay down roots in Plymouth.

Value for Money Self-Assessment

In 2015, we said that we deliver a medium-high quality regeneration and development service with higher than 
average investment costs. 

During 2016, our investment costs on the existing homes reduced while we re-profiled our business plan following the 
July 2015 budget announcement that social rents would be reduced by 1%. Therefore the overall costs for this year 
are much less because we spent less money on major works and responsive repairs. The quality of the homes has 
not reduced because we are compliant with, and exceed, the minimum Decent Homes Standard.

Our Measures of Success

The table below shows the performance indicators for this business objective:

2015 Benchmark 2016 2016
Target

2017
Target

Percentage of tenants satisfied 
with the quality of their home 
(STAR)

90% 1st 92.02%

Percentage of residents satisfied 
with the quality of the new-build 
home

100% 80% 95% 100%

Percentage of residents satisfied 
with the repairs and maintenance 
service (STAR)

87% 1st 88.63%

Percentage of homes meeting the 
Decent Homes Standard 100% 1st 100% 100% 100%

Number of new homes delivered 
(affordable rent and shared 
ownership)

56 70 81 70

Affordable rent income received £925k £1.3m £1.1m £1.6m

Cost per property of major works 
and cyclical maintenance £2,982 4th

Cost per property of responsive 
repairs £420 1st
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2015 Benchmark 2016 2016
Target

2017
Target

Percentage of tenants satisfied 
with the quality of their home 
(STAR)

90% 1st 92.02%

Percentage of residents satisfied 
with the quality of the new-build 
home

100% 80% 95% 100%

Percentage of residents satisfied 
with the repairs and maintenance 
service (STAR)

87% 1st 88.63%

Percentage of homes meeting the 
Decent Homes Standard 100% 1st 100% 100% 100%

Number of new homes delivered 
(affordable rent and shared 
ownership)

56 70 81 70

Affordable rent income received £925k £1.3m £1.1m £1.6m

Cost per property of major works 
and cyclical maintenance £2,982 4th

Cost per property of responsive 
repairs £420 1st
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What Did We Do?

The section below sets out what we have achieved in 2015/16:

Major Works

• Continued with our solar panel installation programme for the first part of the year however this was curtailed with the 
  reduction of Feed-in-Tariff payable for generating renewable energy.
• Completed the ECO-funded external wall insulation programme, with £30m removed from our financial model which 
  can be spent on other projects.
• Completed the whole-property refurbishment programme in North Prospect, bringing them up to a standard which 
  exceeds the minimum Decent Homes Standard and extends their life for another 30 years.
• Worked with Plymouth University to start a research project to measure the effectiveness of the external wall 
  insulation in respect of temperature, humidity and draughts. This project will conclude in late-Summer 2017.
 
Responsive Repairs

• Reviewed the efficiency of the overall repairs service and restructured the management & supervision teams to 
  further improve value for money in this area.  We removed £660k of budgets as a result without compromising quality 
  of service.  Please note that these budget savings only had a very limited impact on 2015/16 as they were introduced
   mid-way through the year and there were significant associated one-off costs.  The full impact will be shown in 
  2016/17 onwards.
• Started the process to purchase a new repairs management system in order to further streamline the way we deliver 
  repairs.

Voids

• Further reduced the time taken to re-let empty homes by continuing to refine the processes. Savings have been 
  made by combining the voids and repairs teams and reducing the number of managers and supervisors.
  Cyclical Maintenance
• Achieved 99.97% of homes with a valid landlord’s gas safety check. 99.44% of these were done within the 12-month 
  deadline.

Development

• Progressed our major regeneration project in North Prospect, and completed 39 new units in phase 2.1b and 11 
  in phase 2.2. There are a further 50 units due for completion as phase two comes to an end – 34 for rent and 16 for 
  shared-ownership.
• Planning permission was granted for building 112 units in North Prospect phase three and work started on-site on 
  31st March 2016.
• Re-profiled our development programme in consultation with residents and switched phases four and five around in 
  order to protect viability of the regeneration project in light of the reduction in social rents and loss of grants for new 
  rented homes.
• Started the programme to actively manage some of our Dorlonco-build properties in North Prospect – 10 units have 
  been demolished and 12 new homes will be built in their place, two of which will be suitable for wheelchair users. 
  A further two Dorloncos have been sold on the private market with the condition that the homes are refurbished and 
  brought back into use.
• Two non-traditionally built properties in Laurel Road, North Prospect were demolished and replaced with three new 



 
  homes for rent.
• Completed 17 units for affordable rent or shared ownership on the Hope Woods site.
• Two houses with severe structural damage were demolished in Plympton and will be replaced with two new homes 
  for wheelchair users.
• Sought planning permission for the ex-Southway comprehensive school site to build 42 homes for rent and 25 for 
  shared ownership. This is our first large build programme outside of North Prospect.
• Achieved planning permission for a 72-unit Passivhaus development in Whitleigh, which will start on site during 
  2016. The Passivhaus standard currently represents the highest level of energy efficiency in the construction 
  industry.

We plan to:

• Review our Asset Management Strategy to cover the period up to 2022.
• Start a project to refurbish the communal areas in our blocks of flats which will not only extend the life of the blocks
  but also improve the appearance of them.
• Further roll out the external wall insulation programme to improve the energy efficiency of our stock and support a 
  reduction in levels of fuel poverty. 
• Review our contract management procedures to ensure our planned investment programme is delivered in the most 
  efficient and effective way.
• Identify areas or sites for regeneration or development to grow our business.
• Review our Development Strategy.
• Continue with our new-build programme in North Prospect and start on new sites across the city.
• Consider building homes with alternative tenures so that we can exploit different housing markets.
 

We plan to further roll out the external wall 
insulation programme to improve the energy 

efficiency of our stock and support a 
 reduction in levels of fuel poverty. 
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Our Neighbourhoods 
We will improve the appearance and safety of our neighbourhoods

The appearance and safety of our neighbourhoods plays an essential role in creating places where people want to 
live. We have come a long way since 2009 – many of our homes have been over-clad or painted, we have carried 
out environmental improvements in a number of our neighbourhoods and as a result of our partnership work with the 
Police and Plymouth City Council, anti-social behaviour is at an all-time low.

Value for Money Self-Assessment

In our last value for money statement, we said that we were operating at a medium-high cost and a medium-high 
quality service. Over the past year we have continued to reduce the cost whilst continuing to maintain and improve the 
quality.

Our Measures of Success

2015 Benchmark 2016 2016
Target

2017
Target

Annual spend from the Money Tree 
Fund £815k £378k £400k £100k

Average score of our community 
walkabouts 84.18% 84.2% 82% 85%

Percentage of homes with a valid 
landlord’s gas safety check 99.98% 3rd 99.97% 100% 100%

Gas safety checks within 12 
months 99.57% 3rd 99.44% 100% 100%

Percentage of residents satisfied 
with the outcome of their anti-
social behaviour complaint

82.14% 1st 87.71% 80% 85%

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

82% 1st 89.10%

Cost per property of dealing with 
anti-social behaviour £40.96 2nd

Cost per property of estate 
services £198.12 3rd
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What did we do?

The section below sets out what we have achieved in 2015/16:

Anti-Social Behaviour:

• Considered how we may need to change our procedures to meet the requirements of the Anti-Social Behaviour, 
  Crime and Policing Act 2014.
• Continued to deliver a robust ASB service to support the people living in our communities.

Environmental and Landscaping Works:

• Planted 4,000 daffodil bulbs across our neighbourhoods, sowed wildflower seeds in two areas and set aside four 
  parcels of land to grow into meadow-style lawns. All of these activities attract wildlife by providing food and natural 
  habitats whilst improving the appearance of otherwise unused land.
• Continued to actively manage our trees, ensuring that they are safe and healthy. We planted another 400 trees as 
  part of our commitment to improve the quality of our green spaces. Since transfer we have planted almost 1000 new 
  trees in and around our neighbourhoods. 
• Started to consult on and develop grounds maintenance plans for areas without one.
• Agreed a refurbishment programme to improve the appearance of our blocks of flats.
• Built a woodland path along our Abbotsbury Way Community Orchard to make it more accessible for local residents.
 
Neighbourhood Management:

• Further developed our neighbourhood plans in conjunction with local residents so we can put improvements in place 
  to enhance appearance and safety.
• Started to review the process of community walkabouts in order to evaluate the way we work, how we can engage 
  communities more, how neighbourhoods are scored and how often they are carried out.
• Implemented joint visits between Housing Officers and Environmental Services staff to engage with local 
  communities and help combat fly-tipping on land surrounding our homes.

Money Tree Fund Projects:

• Concluded our “Ernemetal” regeneration project to improve the shopping parade in Ernesettle. Children from the 
  local school designed railings and wall panels which were manufactured in our own metal fabrication unit.
• Redesigned the access to one of our bungalow schemes in Crownhill Road to prevent vehicles from using the path.
• Improved parking facilities for residents in Kings Tamerton by adding lines and boulders to indicate where parking is 
  permitted.

We Plan To:

• Further strengthen our anti-social behaviour service by implementing recommendations arising from a review carried 
  out by the Resident Scrutiny Team.
• Speak to residents about how we progress neighbourhood plans, ensuring that they meet the community needs.
•Relaunch our Community Walkabout estate inspection programme to improve the way we capture issues whilst we 
  are out and about in our neighbourhoods.
• Implement policies to help combat fly-tipping on our land.

 



We plan to speak to residents about 
how we progress neighbourhood 

plans, ensuring that they meet the 
community needs.
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Our Customers 
We will transform our customer experience

We are a customer focussed organisation and we value the choice that people make to do business with us. It is 
important that our customers can speak to us when they need to ask a question or get help and we have been putting 
steps in place to make it even easier to do just that.

Value for Money Self-Assessment

In our last value for money self-assessment we said we were medium-high on cost and medium-low on quality for our 
customer experience. We believe that for 2015/16 we are still medium-high on cost and medium for quality.

Our Measures of Success

What did we do?

• Our project to improve the way we handle customer enquiries has moved on significantly. Residents told us they 
  wanted to ring one number and have their query resolved without being passed around the organisation. Our 
  customer contact centre is now able to handle calls about repairs, tenancy management and buying a home. As a 
  result of this change, 75% of enquiries are fully resolved in one call.

• By re-configuring our housing management system to act as a customer relationship management tool this resulted 
  in a cost-avoidance of £122k. Staff across the organisation have better access to key customer information, including 

2015 Benchmark 2016 2016
Target

2017
Target

Number of new stage 1 complaints 
received 298 243

Percentage of residents satisfied 
with overall services (STAR) 88% 1st 90.51%

Cost Per Property of Resident 
Involvement £65.46 4th -

Percentage of respondents very or 
fairly satisfied with the way their 
complaint was handled

66% 3rd 63.89%

Percentage of customers who said 
that it is easy to get hold of the 
right person

69% 78.94%
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a history of previous contacts.
• We reviewed the staffing levels in our contact centre, making a saving of almost £20k without impacting on the 
  quality of service delivery.

We plan to:

• Implement a new way of collecting customer satisfaction information to ensure that we have the right information to 
  help inform our future plans.

• Review our ISO9001 certified quality management system to ensure it is fit for purpose and ready to meet the 
  requirements of the new 2015 standard. This ensures our customers receive consistency of service every time they 
  interact with us.

• Start working towards achieving the Customer Service Excellence standard, which would demonstrate our 
  commitment to providing outstanding customer service to our residents.

We plan toImplement a new way of 
collecting customer satisfaction 

information to ensure that we have the 
right information to help inform our future 

plans.
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Our Communities 
We will work with other agencies to help our communities thrive

A key part of our work is to help communities to prosper. To achieve this, we support working-age residents to find 
paid employment, offer financial education and help with getting online.

Universal Credit is being rolled out in the Plymouth area as well as other changes to the way that welfare benefits are 
paid such as the spare room subsidy. These changes are continuing to have an impact on many of our residents so 
we are working hard to provide support in budget management, home moves and employability skills.

Our Value for Money Self-Assessment

In our last value for money self-assessment we said we were high cost and medium quality. We believe that whilst 
costs in this area have remained higher than average, the service quality is high. This has been achieved through a 
further reduction in the amount of rent arrears outstanding, reduced void turnaround times and void rent loss and a 
high level of tenancy sustainment as a result of the support we offer to tenant facing difficulty.

Our Measures of Success

What did we do?

• We achieved TPAS Landlord Accreditation in Resident Involvement, which demonstrates PCH’s commitment to 
 working with residents in direction setting as well as the day-to-day running of the business.

2015 Benchmark 2016 2016
Target 2017 Target

Current tenant arrears as a 
percentage of annual debit 1.73% 1st 1.47% 2% 2%

Percentage of income lost due 
to vacant properties 1.21% 1st 0.39% 0.8% 0.8%

Percentage of rent collected 
(excluding arrears brought 
forward)

100.41% 1st 101.07% 100% 100%

Percentage of tenancies 
sustained after 2 years 98.64% 95.43% 95% 95%
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• Reduced the amount of rent arrears outstanding by £126k taking the overall percentage outstanding down to 1.47% 
  out lowest ever figure.

• Kept evictions for rent arrears at an all-time low position of 13 out of over 14,200 tenancies.

• Worked in partnership with Plymouth City Council and Learn Direct to support job clubs around the city where the 
  unemployed can access support for job searching, CV writing, interview preparation and much more. We have seen 
  a number of our residents find paid employment through this route.

• Introduced volunteer roles within PCH in partnership with the Plymouth Guild Volunteer Centre. These roles will 
  be used to support community events such as Ernesettle Tea and Toast and activities in our housing with support 
  schemes.

We plan to:

• Continue supporting residents in sustaining their tenancies as further changes to welfare benefits take effect. This 
  includes the reduction of the benefit cap from £26k per year to £20k per year and the wider roll-out of Universal 
  Credit.

• Further implement our Resident Involvement Strategy and menu of involvement to ensure that residents’ views are 
  at the heart of decision making.

• Deliver our Learn for Free training scheme with a focus on digital inclusion and giving people skills to find work or 
  higher paid work.

• Research and develop external funding and partnership opportunities so we can continue to deliver community 
  projects beyond the core landlord responsibilities.
 

We plan to research and develop external funding 
and partnership opportunities so we can continue to 
deliver community projects beyond the core landlord 
responsibilities.
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Our City
We will work in partnership with other organisations to reduce 
worklessness and contribute to the city’s growth agenda
Plymouth Community Homes has a significant role to play in the city’s economy – we spent almost £39m during the 
2015/16 of which £22m went to businesses in the Plymouth area and almost £10million was with local small and 
medium-sized enterprises (SMEs). We are proud to be a social enterprise meaning that we invest any surpluses back 
into running our business.

Value for Money Self-Assessment

In our last value for money self-assessment we said we were medium cost and medium quality. We continue to 
achieve a high level of spend in the Plymouth postcode area and at least £11 million, 27% of our spend with Small and 
Medium Enterprises (SME’s) with a small procurement team.  There have also been a number of social value benefits 
to our community, these are detailed below.

Our Measures of Success

What did we do?

• Further rolled out our Social Value Toolkit which helps staff to procure contracts with added social value. Examples 
  include cash donations from contractors for community activities, donations of building materials for community 
  centre refurbishment and support for our Christmas fayres by purchasing gifts to give to residents.

• As a result of our regeneration programme in North Prospect, we developed a partnership with Kier Construction 
  called the Kier Academy. This programme delivers construction skills training targeting opportunities at PCH tenants. 
  Our first event saw 43 tenants sign up and successfully complete the course.

2015 Benchmark 2016 2016
Target 2017 Target

Amount of PCH money spent 
on goods, services and works 
within the Plymouth postcode 
area (% of overall spend)

£27m
(44%)

£22m
(57%) 40% 40%

Number of commercial shops 
vacant for 3+ months 1 2 5 5

Current commercial tenant 
arrears £39k £21k

Commercial void rent loss £43.6k £24.3k
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• Secured new lease arrangements with some of our shop leaseholders where their lease had expired. This gives 
  security for both the shopkeeper and for PCH, and gave us the opportunity to review the shop rents we charged. 
  Some of our shops provide vital local services to our communities for example pharmacies, grocery stores and post 
  offices.
• From procurement activities such as tendering, we have received a number of benefits for our communities such 
  as; decorating and tidying up an ill tenants hallway, providing selection boxes and toys for our annual children’s 
  Xmas fayre, providing us with a monetary donation of £1500 plus to undertake small one off requests of help/support  
  for our tenants. 

We plan to:

• Continue supporting work clubs across Plymouth where our residents can access a range of services to help with 
  finding a job.
• Work with SMEs and other local businesses to help them become part of our supply chain.
• Work with partners at a strategic level to help support Plymouth’s economic growth agenda through delivery of our 
   own business objectives.

We plan to work with 
partners at a strategic 
level to help support 
Plymouth’s economic 
growth agenda through 
delivery of our own 
business objectives.
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Our PCH
We will ensure our business is strong and 
financially secure, and our governance 
arrangements provide the highest levels of 
assurance.
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Our PCH
We will work with other agencies to help our communities thrive

Maintaining a strong and growing business is essential for PCH to be able to deliver exceptional quality services to 
current and future residents. This can only be achieved with a combination of excellent governance and financial 
management that ensures we comply with the Homes and Communities Agency’s Regulatory Framework for Social 
Housing in England.

Our Value for Money Self-Assessment

In our 2014/15 self-assessment we said we were medium-high cost and high quality. We believe that this is the same 
for 2015/16 because we have retained our G1 and V2 compliance ratings with the HCA and we have controlled costs 
whilst investing in key service areas.

Value for money is integral to the way we run our business and we believe this is about doing the right thing, at 
the right time, at the right cost. This means that we deliver high quality services to our customers at a great price – 
sometimes we pay more for a higher standard but this usually results in efficiencies over time.

Our Measures of Success

2015 Benchmark 2016 2016
Target 2017 Target

Growth in turnover 5% 10% 5% 3%

Operating surplus as a 
percentage of turnover -1% 13%

Percentage of tenants who think 
their rent offers good value for 
money

88% 1st 91.25%

Percentage of tenants who think 
their service charges offer good 
value for money

75% 1st 79.94%

Percentage of current tenant 
arrears outstanding 1.74% 1st 1.47% 2% 2%

Cost per property of housing 
management £438.76 2nd £432 £483 £451

Cost per property of repairs and 
voids £757 2nd £680 £797 £738

Cost per property of major works £2,698 4th £1,848 £2,108 £1,862
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What did we do?

• Following the Government’s announcement to reduce social rents by 1% we undertook a major budget re-profiling 
  exercise to avoid impacting upon frontline services for residents. This means that we have taken the following steps 
  to ensure ongoing compliance with the HCA’s Financial Viability Standard:

• Extended the time-frame for some of our major works programmes meaning that we will spend the same amount of 
   money but over a longer period of time.

•  Put a freeze on staff pay and imposed restrictions on new recruitment.

•  Reduced the amount of office space we occupy in our headquarters building and started the process of letting the 
   vacant space to external organisations.

• Embarked on a major sales campaign for our Manufacturing business to generate additional income into the 
  organisation.

•  Switched phases 4 and 5 of our North Prospect regeneration programme to maintain the viability of delivering the 
  scheme.

• In February 2016, achieved G1 and V2 ratings from the Homes and Communities Agency which represent the 
  highest rating for Governance and the second-highest rating for Financial Viability.

• We achieved a British Safety Council Five Star Occupational Health and Safety rating. 

• We updated our board succession planning process, using a skills-based approach. We also recruited new people 
  with additional skills to our Board to further strengthen its effectiveness.

• We further revised the Board and committee structure to support streamlined decision making.

• We reviewed the delegations from the Board to both the committees and to the Executive Management team, to 
  remove any duplication and improve clarity. 

• We recruited a new Resident Scrutiny Team which completed a review of Anti-Social behaviour in 2015, using a     
  ‘Quality Assured Scrutiny’ methodology. The team aims to complete two scrutiny reviews in 2016/17.  

• Our Strategic Risk Register was mapped directly to our Business Plan and monitored in the context of respective 
  key performance indicators. This ensures effective management of operational and strategic risks to make the best 
  use of assets, improve delivery mechanisms and enable effective business practices impacting our overall ability to 
  successfully deliver our strategic objectives.

• We completed regular reviews of our risks through both a risk management programme and a risk-based internal 
  audit programme, which promotes transparency and provides assurance on the effective, efficient and economic 
  delivery of our objectives to both our internal and external stakeholders. 

• The established risk-appetite continues to be embedded through integration of appetite scoring into the risk register 
  and Board reporting cover sheet alongside the development of an opportunity risk management approach to achieve 
  balanced decision making on the risks and rewards of new initiatives.

2015 Benchmark 2016 2016
Target 2017 Target

Growth in turnover 5% 10% 5% 3%

Operating surplus as a 
percentage of turnover -1% 13%

Percentage of tenants who think 
their rent offers good value for 
money

88% 1st 91.25%

Percentage of tenants who think 
their service charges offer good 
value for money

75% 1st 79.94%

Percentage of current tenant 
arrears outstanding 1.74% 1st 1.47% 2% 2%

Cost per property of housing 
management £438.76 2nd £432 £483 £451

Cost per property of repairs and 
voids £757 2nd £680 £797 £738

Cost per property of major works £2,698 4th £1,848 £2,108 £1,862
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We plan to:

• Deliver a new business plan and suite of strategies so that our organisation can grow and improve in spite of a loss 
  of rental income.
• Decide how we will optimise financial return on our assets whilst ensuring that the rents for our homes are affordable 
  for the communities we serve.
• Refinance our debt so that we reduce interest costs and create more flexibility within our financial model.
• Continue with strict cost controls and delivery of identified value for money efficiencies. 

We plan to Deliver 
a new business 
plan and suite of 
strategies so that 
our organisation 
can grow and 
improve in spite 
of a loss of rental 
income.

52

Value For Money 2016



Our Creativity
We will be enterprising and invest surpluses in 
our communities



Our Creativity
We will be enterprising and invest surpluses in our communities

We are one of the largest social enterprises in Plymouth and this means we invest our surpluses into our work across 
the city. This means that we are able to transform our homes and communities into thriving neighbourhoods. We have 
three areas of commercial business – PCH Manufacturing, shop lettings and solar panels.

Our Value for Money Self-Assessment

In our last value for money self-assessment we said we were medium-high quality and medium-high for cost. We 
believe that this has remained the same as last year.

Our Measures of Success

What did we do?

• Embarked on a marketing campaign for our PCH Manufacturing Company to include a new website: www.
  pchmanufacturing.co.uk , flyers delivered to householders across Plymouth along with radio and local press 
  advertisements.

• Renewed the expired leases to a number of commercial shops which meant that we could review the rental charges 
and optimise the value of the assets.

• Ended our solar panel programme in January 2016 as a result of the reduction in Feed-In-Tariff available for new 
installations. Our surplus on solar panels was much lower than anticipated because of the curtailment, and actual 
programme delivery was much slower than planned because every installation required individual authorisation from 

2015 Benchmark 2016 2016
Target 2017 Target

Total overall surplus made by 
Plymouth Community Homes £0.88m £1.32m £1.46m £1.15m

Total annual  surplus made by 
PCH Manufacturing £109k £265k £142k £62k

Total annual income from our 
shops £757k £932k £924k £931k

Total annual surplus on PCH 
Energy £12k £123k £388k £157k
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the district network operator
.
• Started commercial and legal negotiations on the leasing of office space in our headquarters building Plumer House. 
  This will bring significant income into PCH and reduce our overall building running costs.

We plan to:

• Further promote PCH Manufacturing through attendance at local business shows, targeted marketing campaigns 
  and tendering for advertised contract work.
• Continue our focus on reducing commercial rent arrears, ensuring that we gain the maximum value out of our 
  commercial portfolio whilst supporting shopkeepers to sustain their lease.
• Implement the findings of our commercial stock condition survey, ensuring that all of our shops meet the required 
  minimum health and safety standards and that the asset is maintained in a good condition.
• Complete the legal process for letting out office space in Plumer House and re-assess our accommodation strategy 
  to identify other potential areas that could be let to commercial tenants.
 

We plan to further promote PCH Manufacturing 
through attendance at local business shows, 
targeted marketing campaigns and tendering 
for advertised contract work.
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Our Wellbeing
We will enhance the wellbeing of our residents and staff
We have a number of initiatives in place to help optimise the wellbeing of our residents and staff because we 
understand that being healthy is a key part of being happy in your home and in work.

Value for Money Self-Assessment

In our last value for money self-assessment, we said we were medium-high quality and medium-high for cost. This 
rating remains the same for 2015/16.

Our Measures of Success

What did we do?

• Continued to actively manage sickness absence and brought the average length of time taken by 
  staff down to 8.44 days.
• Implemented well-person checks in conjunction with the NHS for all employees over 40 who 
  wish to have a check. This involves assessing employees’ risk of developing heart disease, 
  stroke, kidney disease or diabetes and the opportunity to receive personalised advice on what 
  can be done to stay healthy.
•For the third year running, offered all staff a voucher to obtain a free flu immunisation.
• Invited residents to use the gym at Plumer House without the need to pay for expensive gym 
  memberships. A personal trainer is on-site during opening hours to ensure that our gym-users get 
  the best from their workout.

2015 Benchmark 2016 2016
Target 2017 Target

Average number of days 
sickness per FTE 10 3rd 8.44 8 8

Total cost of sickness to PCH £804k £666k £655k £637k

Average salary and on-costs 
per employee £32,758 £33,402 £32,958 £32,343

Average cost of training per 
FTE £648 £308 £636 £424
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• Delivered our Nesta-funded partnership programme called Grow-Share-Cook which encourages people to grow and 
  use fresh produce in healthy cooking. Through this programme, we worked with Plymouth City Council and Tamar 
  Grow Local to provide free weekly vegetable bags for 100 residents, healthy cooking on a budget courses and 
  support for developing community gardens or allotments.
• Implemented a revised staff recognition scheme where residents and other staff members can nominate an 
  employee for exceptional work in a variety of categories. The winners of each category will be announced annually in 
  December.

We plan to:

• Further reduce sickness absence where possible to ensure that we maximise the amount of productive time 
  available for working, and reduce the cost of sickness to the organisation.
• Promote wellbeing opportunities available to employees and residents.
• Roll-out a pilot project that initially saw six residents become volunteers for PCH and reported that their wellbeing 
  had improved whilst providing vital help for PCH out in the community.
• Implement a method of evaluating the impact of our community development work on residents and the wider 
  neighbourhoods. This would include measuring social value and value for money gains.

We plan to further reduce sickness 
absence where possible to 

ensure that we maximise the 
amount of productive 

time available for working, 
and reduce the cost 

of sickness to 
the organisation.
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plymouthcommunityhomes.co.uk

twitter.com/PlymCommHomes
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Plymouth Community Homes is a registered provider under the Co-operative and Community 
Benefits Societies Act 2014. Registration no: 30637R.

Plymouth Community Homes
Plumer House
Tailyour Road, Crownhill
Plymouth PL6 5DH


