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Finance service level
agreement

£114,000

A more responsive finance system under
the management of Bolton at Home
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Restructures

£1,084,000

More streamlined efficient services

Next steps in achieving Value for Money
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Budget savings

£233,000

Delivering the same services for reduced
budget

Repairs and maintenance

£200,000

Savings on repairs expenditure through
better management of the voids process

Total

£1,631,00

3

VFM 2017 - 2018

A review of costs and performance
End of year borrowing (as of 31 March) and
average interest rate paid on debt 2011-2018

Key financial measures 2012-2018
£000

£000

£85,000

£35,000

6.5%

£80,000

£30,000

£75,000
£70,000

■ 2012/13
■ 2013/14
■ 2014/15
■ 2015/16
■ 2016/17
■ 2017/18

£65,000
£60,000
£55,000
£50,000
£45,000
£40,000
£35,000
£30,000

6.4%

£25,000

■ Fixed rate loans
6.3%

£20,000

■ Net debt
£15,000

6.2%

£20,000

£0

£15,000
£10,000

Average cost of
borrowing

£10,000
6.1%

£5,000

£25,000

■ Variable rate loans

2011/12

2011/12

2011/12

2011/12

2011/12

2011/12

2011/12

6.0%

£5,000
£0

Turnover

Management

In July 2015, a post election budget
announced rent reductions of 1% per
annum would be implemented for
the following 4 years. This resulted
in the long term loss of income from
the business plan of around £10m
per annum. Turnover has dipped in
2016/17 and 2017/18 due to the first
2 years of the 1% rent cut.
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Routine
maintenance of
properties

Planned
maintenance of
properties

Our latest business plan includes
efficiency targets of £9.2m to be
achieved during 2016/17 to 2018/19.
Further savings of £0.8m are being
targeted in 2019/20.

Interest
payable on
bank loans

Property
improvements and
new properties

To reduce our exposure to rises in
interest rates, a number of fixed rate
loans were put in place at the time
of the stock transfer. Over the next
few years, the proportion of variable
rate debt is expected to increase to
between 20-40% of total borrowing as
approved in our Treasury Management
Strategy. At the current variable rates
of interest available, an increase in the
proportion of variable rate debt will
bring down the average interest we
pay whilst demonstrating prudential
financial management.

The margin charged on our loans
increased by 0.1% in 2017/18, raising
the average cost of our borrowing by
the same amount.
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How we allocated our income

Sector Scorecard

The diagram below shows how we spent our money in 2017/18. The diagram shows that
53% of expenditure has gone into repairing and improving the properties we own.

The organisation has participated
in the pilot of the Sector Scorecard
which is an initiative to benchmark
housing associations’ performance
as a way of demonstrating value for
money to tenants and stakeholders.

How each £1 of your rent is spent

4p Building
		communities &
		
involving customers
4p

£

Sector Scorecard

Making
neighbourhoods safer

26p Repairing &
		adapting homes

Bolton at
Home
2017/18
Target

Bolton at
Home
2017/18
Outturn

Bolton
at Home
2016/171

Housemark
comparison
median
2017/182

BH quartile
position
2017/182

12.57%

12.25%

15.87%

29.0%

● (4)

20.02%

17.28%

28.5%

● (4)

-14.22%

174.10%

235.12%

● (4)

Business Health
Operating margin3

6p Supporting vulnerable
		
tenants & elderly
		customers

Operating margin
(social housing lettings)

27p Improving home
3p

The measures are reported below
for Bolton at Home and are set
out compared to our prior year
performance and against the
performance of our Housemark
comparator organisations. Our
Housemark comparator group
comprises other Large Scale Voluntary
Transfer organisations in the north of
England with stock numbers between
7,500 and 20,000.

Managing tenancies

2p
Maintaining
		tenancies
2p
		

Within the agreed measures reported
under the five areas of Business
Health, Development Capacity and
Supply, Outcomes Delivered, Effective
Asset Management, and Operating
Efficiencies, seven of these are
specifically required to be published
annually under the “Value for Money
Standard 2018” issued by the
Regulator.

EBITDA (MRI)4

-23.5%

Improving estates

16p Running the business
		
& supporting its
		functions
7p

Building new homes

3p

Interest payments

Operating margins, although a good
measure of overall profitability,
should be viewed in the context of the
diversity of activities the organisation
is now engaged in. We undertake a
Care and Repair function for Bolton
Council and manage the delivery of
adapting properties in the private
sector for those people eligible for
council support. These functions,

delivered at low margins, are
complementary to services delivered
by Bolton at Home but result in the
suppression of the overall operating
margin for Bolton at Home.
Our operating margin is also after
making an accounting adjustment
which depends on the performance
of our defined benefit pension fund.

This adjustment has reduced our
profit by £5.7m in 2017/18 (£3.2m in
2016/17).
The pension adjustments also
contributed towards the negative
EBITDA result in 2017/18 with the
profit reduced as noted above and
the interest costs increased by £1.4m
(2016/17 - £1.1m)

Notes:
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1

Bolton at Home’s 2016/17 figures have been adjusted to the new 2017/18 definitions to compare data

2

Based on 12 comparator organisations with validated 2017/18 data (North East; North West and Yorkshire & Humberside with DLO’s
and stock size between 7,500-20,000) on Housemark as at 16.08.2018

3

Excludes gain/(loss) on disposal of fixed assets

4

EBITDA MRI % interest calculated as EBITDA MRI ÷ Gross interest payable x 100 as prescribed in the current Sector Scorecard, where
EBITDA MRI represents earnings before interest, tax, depreciation and amortisation adding back major repair capitalised costs.
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Sector Scorecard

Bolton at
Home
2017/18
Target

Bolton at
Home
2017/18
Outturn

Bolton
at Home
2016/171

Housemark
comparison
median
2017/182

BH quartile
position
2017/182

Development – capacity and supply
Units developed (absolute) – social
Units developed

5

- social

Units developed (absolute) - nonsocial
Units developed
Gearing

5

- non-social

6

Bolton at Home board has approved an
increased development programme of
over 700 properties in the next 3 years
as well as the delivery of the sites
already approved under the Affordable
Homes Programme 2 and the Shared
Ownership and Affordable Homes
Programme. At the moment there are
no plans to develop any non-social
housing.

Sector Scorecard

Bolton at
Home
2017/18
Target

Bolton at
Home
2017/18
Outturn

Bolton
at Home
2016/171

Housemark
comparison
median
2017/182

BH quartile
position
2017/182

7.58%

9.58%

10.13%

6.6%

● (1)

Effective Asset Management
40

22

20

79.5

● (4)

Return on capital employed (ROCE)

0.22%

0.12%

0.11%

0.5%

● (4)

Ratio of responsive repairs to
planned maintenance 10

0.85

0.7

0.78

0.72

● (3)

0

0

0

0

● (2)

Occupancy

98.6%

99.7%

99.42%

99.14%

● (1)

0%

0%

0%

0%

● (2)

13.6%

4.8%

8.1%

51.85%

● (1)

Our gearing, whilst very low at
present, arises from the low level
of borrowing. Debt levels will
increase during delivery of the larger
development programme.

Although our operating margin is low,
our return on capital employed is high
due to the low cost of fixed assets
referred to on the previous page.

Notes:
5

As a % of stock owned at the end of the
year

6

Gearing calculated as net debt ÷
carrying value of housing properties x
100 as prescribed in the current Sector
Scorecard, where net debt represents
total bank and debenture loans less cash
and cash equivalents

Sector Scorecard

9

Occupancy rates provides an indication
of how well our void standards are
managed and how effective our
lettings team are at moving residents
in.

Bolton at
Home
2017/18
Target

Notes:
9

Return on capital employed calculated as
operating surplus including gain/(loss)
on disposal of fixed assets ÷ total fixed
assets + total current assets less current
liabilities at end of year.

10

Routine maintenance as a percentage of
planned maintenance + major repairs
expenditure + capitalised major repairs
and re-improvements expenditure

Bolton at
Home
2017/18
Outturn

Bolton
at Home
2016/171

Housemark
comparison
median
2017/182

BH quartile
position
2017/182

Operating Efficiencies – cost per unit (CPU)

Sector Scorecard

Bolton at
Home
2017/18
Target

Bolton at
Home
2017/18
Outturn

Bolton
at Home
2016/171

Housemark
comparison
median
2017/182

BH quartile
position
2017/182

87.5%

87.5%

91.6%

● (3)

88%

92.6%

85.6%

91.1%

● (2)

25.4%

16.3%

14.6%

8.2%

● (1)

Management CPU

£1,516

£1,615

£1,571

£1,098

● (4)

Service charge CPU

£120

£195

£202

£162

● (4)

Maintenance CPU

£1,323

£1,213

£1,278

£900

● (4)

Major repairs CPU

£918

£870

£694

£724

● (3)

Other social housing costs CPU

£257

£412

£321

£166

● (4)

Headline social housing CPU

£4,134

£4,305

£4,065

£2,986

● (4)

Rent collected %

99%

99.6%

96.86%

99.6%

● (2)

11.91%

11.50%

11.7%

● (4)

Outcomes Delivered
Satisfaction with the overall service
provided
Satisfaction with the repairs

7

Reinvestment %8

The reinvestment indicator includes
both spend on new properties and
investment in existing stock. Bolton at
Home’s result is influenced by the low
cost of the properties on our balance

sheet which are on a historic cost basis
(i.e. what we have spent acquiring and
improving the properties) and which
gives an average cost per property of
only around £7k.

Notes:
7

8

8

Satisfaction with repairs is not a Sector
Scorecard indicator, but does provide
more up to date satisfaction results than
the overall satisfaction indicator which is
only collected bi-annually.
Investment in properties as a
percentage of the value of total
properties held at end of year.

Overheads as a % of turnover

Bolton at Home’s Headline Social
Housing Cost per unit has increased
in the last year although this is largely
due to the accounting adjustments

relating to our defined benefit pension
scheme. Excluding the pension
adjustment our Headline cost per
social housing until was £3,979 in

2017/18 (£3,883 in 2016/17). One of
the targets in the 5 year business plan
is to move this cost towards the third
quartile.
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Performance management
framework
We collect customer feed back for
key services on a regular basis and
the results are analysed to both track
satisfaction levels and to identify
learning which can be used to make
improvements to our services.
We demonstrate our compliance with
regulations and other agreements by
producing annual returns and reports
to relevant parties. For instance, we
complete a statistical data return for
the Regulator of Social Housing.

Housemark benchmarking
We use the core benchmarking service
provided by Housemark on an annual
basis to compare detailed cost and
performance data. We compare our
results with other large scale voluntary
transfer organisations based in the
north of England, with a stock size of
7,500 or more. The charts below show
our comparative position for cost per
property of key services for 2016/17
and will be updated with information
for 2017/18 in October 2018.

Cost per property of key services 2015/16

Cost per property of key services 2016/17

£2,265
£2,290
£2,407
£2,492
£2,536
£2,564
£2,614
£2,688
£2,761
£2,772
£2,798
£2,817
£2,877
£2,928
£2,970
£3,057
£3,468
£3,723
£3,769
£3,876
£3,954
£4,520

£2,142
£2,312
£2,456
£2,542
£2,588
£2,616
£2,658
£2,742
£2,817
£2,828
£2,855
£2,875
£2,936
£2,988
£3,031
£3,119
£3,285
£3,799
£3,846
£3,954
£4,034
£4,612

Twin Valley Homes
Ongo
Helena Partnerships
New Charter Homes
Livin
Wakefield & District
Coast & Country
Gentoo Group
Shoreline Housing
First Ark
Wythenshawe Community
Magenta Living
Pennine Housing 2000
Liverpool Mutual Homes
Trafford Housing Trust
One Vision Housing
Bolton at Home
Rochdale Boroughwide Housing
Golden Gates Housing
Incommunities
City West Housing Trust
First Choice Homes Oldham

In 2016/17 the cost per property of
our key services decreased by £183
from £3,468 in 2015/16 to £3,285
and the gap between our cost per
property of key services and the
organisations at the top of quartile
3 narrowed. Our costs decreased in
a number of areas including major
works & cyclical maintenance and
housing management. Further
analysis of our costs is provided in
the individual service sections later
in this document.

Livin
Wakefield & District
Coast & Country
Gentoo Group
Shoreline Housing
First Ark
Wythenshawe Community
Magenta Living
Pennine Housing 2000
Liverpool Mutual Homes
Trafford Housing Trust
One Vision Housing

The chart below shows our cost/
performance position for 2016/17. The
chart and subsequent narrative will be
updated with information for 2017/18
in October 2018.

■ 2014/15
■ 2015/16
■ 2016/17

Supported housing
and supporting
people

LSVTS <7 years
*No comparative data
for Incommunities for
2016/17. However,
Incommunities added
to 2016/17 chart for
consistency with 2%
inflation added onto
2015/16 figure

both low cost and high performance,
so the nearer the service is to the
top right corner of the graph, the
better. This gives us an indication of
which services are delivering value
for money and which require further
improvement.

Year

Twin Valley Homes
New Charter Homes

To visualise the trend over the last
3 years we plot the results on a
connected scatter plot. The most
desirable outcome is a combination of

High

Ongo
Helena Partnerships

We combine the detailed information
from our Housemark submission
with internal measures to rate the
cost and performance of our key
services. The cost score is based on
the cost of the service compared to
other organisatons. The performance
measure is calculated by combining
the results of a range of key indicators.

Cost per property of key services 2016/17

Major works
and cyclical
maintenance

Performance score

Our performance management
framework uses a layered approach
to reporting with the Board,
Operations Committee, Leadership
team and other teams and
individuals across the organisation
receiving indicators which they need
to enable them to fulfil their role.

Bolton at Home

Insufficient data is available to
score Neighbourhood Safety for
2015/16 or 2016/17.

Tenancy
management
and lettings
Rent arrears
and collection

Voids

Responsive
repairs

Rochdale Boroughwide Housing
Golden Gates Housing
*Incommunities
City West Housing Trust
First Choice Homes Oldham

Low
High

10

Cost score

Low
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Asset Management
strategy and development
Our interim Asset Management
Strategy 2017/2018 focused on
introducing processes to enable the
active management of assets. This
was largely managed by taking into
account the financial contribution of
an asset to BH and its Business Plan.
It concentrated on:
• data & information
• asset performance, including stock
option appraisal
• programmes & procurement
• value for money
• understanding BH customers &
markets.
The interim strategy allowed us
to move fully to asset investment
decisions, driven by a range of strategic
factors, not just the physical condition
of our stock – to move from asset
maintenance to asset management.
It combines effective management
and maintenance of all our assets,
ensuring they contribute positively to
the Business Plan.
In the last 12 months we have
continued to improve:
• Data and information – the asset
register is available to all staff and
identifies assets in need of appraisal
prior to letting. These could include
properties which do not contribute
to the business plan and those which

12

have other issues that need to be
addressed whilst the property is
void.
• Asset performance, in line the
Disposal policy and procedure,
established processes help highlight
stock requiring appraisal. This
includes consideration to the
disposal of both high cost assets that
do not contribute to the Business
Plan and high value assets which
may be able to release capital to be
directly replaced with a better home.
Where there are disposals, the
income generated is re-invested into
the development of new properties
at an affordable rent.
• Work is ongoing to introduce a
Sustainability index for all areas in
which we have assets, which will
assist in understanding the wider
value of our assets as well as their
financial value. The introduction of
the Sustainability index will help
support BH in identifying future
capital investment priorities for
our homes, customers and their
neighbourhoods.
• Programmes & procurement –
flexible programmes of planned
works are developed 3 years in
advance, to ensure continuity. The
plans are developed in line with:
• condition of assets
• changing needs of customers

Work is procured flexibly, although in
line with legislative requirements, to
ensure the best value price is paid,
rather than necessarily the lowest cost.
Social value is a key consideration in
the appointment of contractors.
The planned improvements include:
• We plan to undertake a large scale
stock condition survey within the
next 1-2 years, this helping to
improve on the level and quality
of data we hold for our assets.
Future capital investment plans and
priorities will be better informed
via availability of up to date and
comprehensive stock condition data.
• We plan to review our design and
specification relating to heating
and electrics. This will enable BH
to assess and incorporate new
technologies for e.g. renewable
energy technology and energy
efficient lighting. This will improve
value for money for both Bolton at
Home and our customers.
• We are due to outline our Asset
Management strategy for 20182023.
Over the next 5 years, the strategy
looks to build on the work of previous
strategies in moving towards a better
informed means of investing in
assets - through both financial and
data appraisal. Additionally our aim
to develop a better understanding
of customers who live in and use BH
assets now and in the future.

PAVE
We use a system called PAVE to
evaluate the future performance
of existing assets. The system
enables us to compare the expected
investment needs of a property
with the expected return from that
investment.
When we appraise the performance
of assets we consider other factors
in addition to the NPV of a property/
Type

estate, and this has led to us deciding
to introduce a sustainability index
which will indicate where assets
contribute substantially to our aims
and objectives, but less so on the
financial side. As the major landlord
in the borough, we also recognise our
responsibility to the area in which we
operate and our relationship with key
partners such as Bolton Council when
making decisions on the future of our
stock.

Measure

LSVT Northern +7,500 units

Key
Top quartile
2nd quartile
3rd quartile
Bottom quartile
On target
Close to target
Not meeting target

LSVTs Transferred <7years

2015/16

2016/17

2017/18

2015/16

2016/17

£1,841

£1,671

£1,831

£1,841

£1,671

(rank 2nd
out of 9)

(rank 3rd
out of 10)

Cost performance results
Cost

Cost per property of
major works and cyclical
maintenance

House - % of respondents very
mark
or fairly satisfied with the
overall quality of their
home

No STAR
survey

90.4%

90.4%

% of dwellings that are
non-decent

0%

0% (no quartile

0%

Average SAP rating

66.5

Impact on cost
Our cost per property for 2017/18
has increased by £160(£1,831)
compared to 2016/17 because of
prioritisation of fire safety work and
the commencement of external
refurbishment work to three blocks.
Our performance reduced slightly when
we carried out our last STAR survey for

position available
in 16/17)

69.4

69.4

the % very or fairly satisfied with the
overall quality of their home although
comparatively we remain in the top
quartile.

Impact on performance
Our commitment to ensure all
properties meet the Decent Homes
standard has seen us maintain
performance at 0%.

There are improvements to be made in
the recorded energy efficiency of our
homes, and this will be considered over
the next two years. Where new, more
efficient boilers are fitted, this is not
currently recorded in terms of the SAP
rating.
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Development and growth
Strategy
Our Development Strategy sets out our
approach to building new homes and to
make a positive contribution to meeting
the housing needs of existing and
future residents in the communities we
serve. It describes our objectives for
providing new affordable housing over
the next 3 years.

During this time we will strive to build
organisational and financial capacity for
development and establish a reputation
as a leading developer of affordable
homes, as the foundation for future
growth.
The Development Strategy will also
complement and be delivered alongside
the Active Asset Management Strategy

to optimise the use of our assets
including the release of sites for new
homes. We will continue to build on
our excellent relationship with Bolton
Council and to collaborate with other
key stakeholders, partners, housebuilders and contractors in the area.

Our development programme is
delivered within current funding
capacity and we have maximised the
number of units developed as much as
possible. We are now progressing a refinance package to enable significant
increases to the programme.
Customer satisfaction with our new
properties remains exceptional and
underlines the quality of homes that we
are developing. Customer feedback on
specification and design components
continues to shape future delivery to
ensure this remains.

Outcomes

Next steps

A summary of our development activity during 2017/18 is set out below:
New build activity and acquisitions

Area

Number of units

Internal Rate of
Return (IRR)

Units Completed 2017/18

Horwich

22

12.72%

Units Completed 2017/18

Great Lever

15

7.86%

Astley Bridge

36

11.22%

Westhoughton

21

6.35%

We are continuing to deliver our
Shared Ownership and Affordable
Housing Allocation (114 units in total).
As outlined above we are on site in
Westhoughton and have planning
approval for 14 units in Turton, 13
units in Harper Green and are exploring
the potential to deliver a further 48
units on a site in Horwich which all look
to start on site during 2018/19.

We are continuing to be part of a
number of negotiations for the delivery
of new affordable homes across Bolton
and in neighbouring authorities,
through planning gain and now have
agreements for 110 new homes
through Section 106 Agreements
(these are agreements through
which developers have to provide a
percentage of affordable housing as
part of planning conditions for the
new development). These homes
are acquired with a discount off open
market value and we ensure that our
offer generates an excellent value for
money acquisition. A number of these
homes are currently on site now and
the remainder will be delivered over
the next couple of years.

Following our exploration of utilising
offsite manufactured homes we have
identified a supplier and secured
funding from Homes England through
Continuous Market Engagement (CME)
to deliver 23 new factory built homes.
This project and the use of modern
methods of construction will be closely
monitored and will hopefully lead to
efficiencies and savings in the future
delivery of new homes.

We are continuing to explore the
potential to deliver a new extra care
provision with the first scheme to be
in the region of 60 new homes and we
are also exploring participation in a
joint venture to provide mixed tenure
developments.

Horwich was included as completed in the 1617 in error but it was completed in 1718 so has been included in this table.

During 2017/18 we have also
completed the acquisition of 10 Right
to Buy back properties.

BH established a market rent
subsidiary in March 2017, R-haus
Living Ltd., which has now acquired 45
properties with a further 28 with legal
to purchase and a target to acquire a
total of 150 over the next 2 years.

Key
Top quartile
2nd quartile
3rd quartile
Bottom quartile
On target
Close to target
Not meeting target

Cost performance results

Year

New properties units to be delivered
Affordable Rent

Shared Ownership

Supported

Total

2018/19

63

21

84

2019/20

176

59

235

2020/21

150

74

224

2021/22

150

37

2022/23

150

50

200
200

Type

Measure

2015/16

2016/17

2017/18

Cost

Direct development costs as a % of
adjusted operating costs

0.2%

0.2%

0.25%

2023/24

150

50

Housemark

Standard units developed as a % of
stock

0.17%

0.11%

0.12%

Total

839

291

Satisfaction with quality of new home

100%

100%

100%

68

68

255

1198

2017/18 quartile information will be update in October 2018

14

15

VFM 2017 - 2018

Social value
Social value policy
We have adopted a social value policy
for 2016-21. Our policy sets out our
approach to social value and describes
how our social value policy and core
priorities will be delivered for the period
2016-21.
Through the implementation of this
policy, we are planning to deliver
improvements to the economic, social
and environmental profile of Bolton and
surrounding areas.

Outcomes
During 2017/18 we:
Our policy document can be found
on our website: http://www.
boltonathome.org.uk/creating-socialvalue-policy
Our updated social value core priorities
are aligned with AGMAs (Association of
Greater Manchester Authorities) social
value objectives as defined within the
GMCA (Greater Manchester Combined
Authority) Social Value Policy from
November 2014.

Social value measurement
During 2017/18 we implemented new
performance monitoring arrangements
to support the delivery of our updated
policy. Our performance for 2016/17
and 2017/18 is set out below.

• continued to work with the Greater
Manchester Social Value Network
(GMSVN) to raise the profile of
social value within our partners and
suppliers
• participated in the social value group
established by Greater Manchester
Housing Providers (GMHP) to
collaborate on social value and share
best practice

Social Value Performance Indicators 2016/17 – 2017/18
Type

2016/17

2017/18

% reduction in carbon emissions (since 2010)

22%

27%

SHIFT (is the sustainability standard for housing and the supply chain) rating

Silver

N/A

New affordable homes delivered (built or purchased)

30

57

% of staff employed from Bolton (&GM) postcodes

74% (92%)

72% (91%)

Apprentices/trainees recruited and employed

39

38

Customers supported into work/self-employment

401

352

Work placements/work experience provided

184

243

% of staff employee volunteering – including board members, school
governors, magistrates, etc.

0.89%

2%

% of staff paid the GM Living Wage

100%

100%

% of staff who are BH tenants

4.7%

4%

% of staff who contribute via payroll giving

1.25%

1%

VCSE (Voluntary Community and Social Enterprise)

155

174

% of expenditure within BL postcodes (and GM)

61% - Bolton
71% - GM

50% - Bolton
60% - GM

% of contracts above £50k including social value

88%

100%

£inward investment grants secured for BH/ VCSE partners

£386,000

£364,752
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• generated £170,635 for our Social
Value Fund from incorporating social
value in contracts. This income has
been allocated to the delivery of
our social value priorities and has
enabled us to deliver important
services for our customers.

• supported the development of the
Bolton Social Value Partnership to
share good practice and develop a
joint approach across Bolton
• jointly delivered a supplier
engagement event, together with
other members of GMHP, to increase
the social value generated through
our procurement.

Next steps
Our social value policy sets out our
core priorities for the next 5 years.
We will also continue to work alongside
GMSVN, GMHP and the Bolton Social
Value Partnership to develop a
collaborative approach to social value,
measure our impact and improve our
performance.

• supported the development and
launch of the GMHP social value
performance indicators
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VFM 2017 - 2018

Repairs and maintenance
Improving the service
This year, we have continued to
build on the improvements that we
implemented in the previous years:

• We are continuing to move work
from Repairs and Maintenance to
be delivered and funded in planned
programmes through the capital
programme where appropriate.

Key

Improving the service

Top quartile

During 2017/18 we:

2nd quartile

• Continued to make improvements
to the appraisal process for empty
properties where costs are above a
pre-determined level and to ensure
that other empty properties which
need an more detailed appraisal are
identified.

3rd quartile

• We have continued to reduce the
number of repairs carried out.
The business rules and process
now reflect the learning from the
improved repair diagnostics.

Type

Voids (empty properties)

Bottom quartile
On target
Close to target
Not meeting target

Measure

2015/16

2016/17

2017/18

Cost performance results
Cost

Housemark

Internal

Cost per property of responsive
repairs

£594

£628

£605

Average cost of a responsive repair

£148

£151

£140

Average number of responsive repairs
per property

3.4

3.3

3.3

% of respondents very or fairly
satisfied with the way their social
housing provider deals with repairs
and maintenance

No STAR survey

79.8%

79.8%

Appointments kept as a percentage of
appointments made

96.6%

95.9%

95.7%

Repairs completed right first time

91.18%

91.08%

89.8%

Impact on cost

Impact on performance

Next Steps

The cost per property compared to
2016/17 has decreased. Overall costs
for our repairs and maintenance
service have reduced from £15.2m
in 2016/17 to £15.1m in 2017/18,
a reduction of £100,000. This has
occurred from:

Our comparative performance has
decreased slightly compared to
previous years for appointments made
& kept and repairs completed right
first time. Planned actions to improve
performance include:-

• Continuing to implement the
centralised inspection process to
cover all geographical areas

• The reduction in the number of
repairs carried out.
• Continuing to improve processes to
ensure work is completed on first
visit where possible.
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• An upgrade to the DRS (Dynamic
Resource scheduling) system is
scheduled for autumn 2018.
• Operational changes are being
implemented which are expected to
indirectly impact on performance for
this indicator.

• The Community Based Repairs
Operatives service is currently under
review for the type of work carried
out and extending the appointment
times available to allow covering to
be completed on first visit.
• Reviewing van stock to ensure that
the correct materials are available as
often as possible.

• Removed duplication and
streamlined the process to return
properties to relet.
• Digitalised some of the work streams
i.e. isolations.

Type

Measure

2015/16

2016/17

2017/18

Cost

Cost per property of voids

£432

£370

£336

Average cost of a void repair

£3,986

£3,883

£3,203

Rent loss due to empty properties
(voids) as a percentage of rent due

1.55%

1.26%

1.23%

Average relet time for major voids

100.1 days

92.7 days

97 days

Average relet time for minor voids

31.5 days

30.7 days

25.1 days

Housemark

2017/18 quartile information will be update when made available

Impact on cost
2017/18 quartile information will be update when made available

• Centralised the major and minor
voids team to ensure a consistent
approach.

The average cost of a void repair
has continued to decrease compared
to previous years. As a result of the
reducing number of voids, our overall
spend on void works is now forming
a smaller proportion of our total
spend on responsive repair works.
The volume of work required on voids
has reduced (the reduction is on the
requirement of the type of voids work
rather than the standard to which the
work is carried out).

Impact on performance
Relet times for major voids have
increased by four days compared to
2016/17. There have been a number of
voids that have required a substantial

amount of work which will have
contributed to increasing the overall
average.
The relet time for minor voids is
showing a steadily decreasing trend
and has decreased by nearly 6 days
compared to 2016/17. This part of
the service has shown consistent
performance for relet times for the last
four years.

Impact on revenue
For the fourth year running we have
achieved a reduction in the amount
of rent lost due to empty properties.
There has been a reduction from
1.26% in 2016/17 to 1.23% in
2017/18.

Next steps
The following changes are planned to
the way in which we work on voids in
the coming year:
• Continue closer working with our
asset management service to
streamline processes on option
appraisals and housing management
to ensure factors such as customer
demand are considered when
prioritising voids works.
• Process improvement to remap the
end to end void process.
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Subsidiaries
We now have 3 subsidiary
companies, each of which operates
on a commercial basis.

Starts with You Limited
The first subsidiary created by Bolton
at Home and as well as a profit making
objective, the company also helps to
contribute towards social aims, through
the creation of good quality jobs and
employment opportunities, primarily
in the provision of services to Bolton
at Home, but in future, also targeting
external contracts.

R Haus Living Limited
This company was created in March
2017 with the aim of acquiring and
managing properties to be let at
market rents.

Maxmedia Communications
Limited
A more recent acquisition in late 2017,
this company provides marketing,
branding and fulfilment contracts,
primarily in the housing association
sector.

Next steps in achieving
Value for Money
Following the budget in July 2015,
the Board targeted £10m of savings
to be identified over a four year
period to replace the rent lost under
the 1% per annum rent cut.

As part of the business planning
process following the announcement
of the rent cut, almost £9.4m of the
£10m has been identified and all of
the savings targeted for 2016/17 and
2017/18 have been delivered

All three companies were profitable in
2017/18.

Savings identified for the next 4 years
£000

■ Repairs and

Maintenance savings

4,000

■ Other savings

3,500

■ Capital savings

3,000
2,500
2,000
1,500
1,000
500
0
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Savings 16/17

Savings 17/18

Savings 18/19

Savings 19/20
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Aside from the £0.5m reduction in the capital expenditure programme,
some of the VFM gains planned for 2018/19 include:

Activity

VFM gain 2018/19

Reduced repairs and maintenance expenditure, with a significant part
due to lower turnover of properties

£492k

Review of staffing structures across Bolton at Home

£329k

Further savings in a variety of budgets whilst minimising the impact
on service delivery

£300k

Other VFM work being undertaken in
2018/19 includes:

• Maximising the financial return from
our subsidiary companies.

• Setting up a development company
to make the delivery of new homes
more efficient

• Review the value for money added
by operating internal charging from
the in house contractor to Bolton at
Home.

• Opening talks with a smaller north
west registered provider in order to
increase the number of houses we
can deliver in the future.
• Reviewing our loan structure to
ensure we have sufficient funding to
deliver all the new homes we plan to
over the next 3 years.
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• Being the lead partner for one of
the two Placed Based Integration
projects in Bolton in order to
improve the outcomes for people
living in our estates.

• Implementation of Customer
Relationship Management and
Finance systems to improve
customer service and produce
savings.
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For more information contact:
Bolton at Home Limited
98 Waters Meeting Road
Bolton BL1 8SW
Telephone: 01204 328000
Email: info@boltonathome.org.uk
www.boltonathome.org.uk
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