Our Journey Ahead
Our Plan 2021 - 2026

We are Bolton at Home Group
Building homes and neighbourhoods
we can all be proud of
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Who we are
Bolton at Home Group comprises Bolton at Home and Arcon Housing Association, both registered
providers and charitable Community Benefit Societies. In addition, Bolton at Home has four Commercial
companies: R-haus, Starts with you, Maxmedia Communications and Stonecross Homes. Arcon
Housing Association has one subsidiary: Arcon Developments Limited (ADL). Our group stock totals around
18,500 properties. As well as providing homes, we offer a range of other services. These are available to our
tenants and some are open to other residents living in our communities.

Arcon Housing
Association
Limited

R-haus Living
Limited

Starts with you
Limited

Maxmedia
Communications
Limited

Stonecross
Homes Limited

Arcon
Developments
Limited

Our vision
Our vision is to create
homes and communities
we can all be proud of.
We want to provide homes as
a bedrock for strong places
and to support disadvantaged
people and our
communities to flourish.

Our objectives

1.

We have three objectives:

2.

Objective 2

3.

Objective 3

Objective 1
To meet the housing needs of our current
and future customers.
To support our customers to be more
independent and healthy, and our
communities to flourish.
To ensure that our business is well run,
responsible and financially secure.
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Our journey ahead
Due to the unprecedented events of
last year, we have comprehensively
reviewed Our Plan for
2021/2022 in terms of investment
and service delivery and to consider
what we can do to help communities
and support them through recovery and
resilience building.

We understand the impact the
pandemic will continue to
have on tenants and residents
and we are already working with
partners to contribute to the repair,
recovery and resilience of our
communities. Our customers are feeling the
effects of the pandemic and we are re-directing
our services to support those most affected.

The pandemic meant that we weren’t
always able to access homes to carry out
some of our property improvements and
we will be working hard this year to
catch up.

We have embraced new ways
of working during the pandemic
and we will maintain those changes
where they have brought additional
benefits to our customers and our
plan makes best use of those new
technologies that enable us to be more agile
and deliver services more effectively.

In addition to changes to our
plan that have been driven by
the pandemic, our approach to
ensuring homes are safe has
also been updated in the light of
new regulations. Equally, we are
developing our response to the challenge of being
zero-carbon and we have reviewed our service
delivery in line with the new Social Housing White
Paper, which sets out a new charter for social
housing tenants.

This reviewed plan sets out our
objectives and direction for
the next five years along with
the key steps along the way and
you can find more detail on this
over the next few pages. This plan is monitored
by the Boards of Bolton at Home and Arcon.
We have a long journey ahead and we
have a clear plan to get there. Our Leadership
Team Change Plan has more detail on the
specifics and we are developing a suite of
measures to demonstrate the effectiveness
of our plan in terms of outcomes for our
customers and communities.
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In summary, our review was far-reaching
and we have worked even more closely with
our partners so that our joint resources will
have maximum impact. We have had to be
resourceful and innovative to overcome the
obstacles that the pandemic has presented and
we will take advantage of opportunities to bring
in additional resources so we can do even more.

We are working with the Bolton
Vision partnership and
the Greater Manchester
Combined Authority, among
others, to explore funding and
partnership opportunities that will help us
realise our plans.

We We
are are
Bolton
at Home
Group
Bolton
at Home
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Our aims & objectives

Objective 1

We We
are are
Bolton
at Home
Group
Bolton
at Home

Meeting the housing needs of our
current and future customers
Why?
We need to respond to the
changing needs of our customers.
This means changing the type of
housing and updating our services.
Zero-carbon and home working
are key factors to consider as well as the need to
enhance the appearance of our properties and their
surroundings.
We must also consider our aging
population and the potential impact of
national immigration policies, which may
reduce the number of young people
coming to our areas.

The new Affordable Homes programme will
require the delivery of various home ownership
models such as Shared Ownership in order to
provide homes and tenures to match the needs of
our communities.
As well as the changing needs of customers, the
recent Social Housing White Paper sets out
expectations on the safety and wellbeing of social
housing residents, how we must
take account of their opinions and
our responsibility to engage with and
communicate performance to our
residents.

Action taken and when?
Review how we deliver services and priorities – what we keep, stop, zone, reconfigure and how
we refocus in key areas.

1.

2.

We will be reviewing the
services we offer customers
and where those need to be
located, including the delivery
of UCAN services. We will
review their scope to make
sure we are doing all we can within
current and future restrictions and so
that we can be agile in response to any
changes. We will look at how we use our
office space in the light of new ways of
working and opportunities coming from
customers being able to access more
services online. We will review our office
use across the Group.
We want customers to have
a say in the design of our
services. Bolton at Home
and Arcon have recently
reviewed their Customer
Engagement Strategies and their
Community Investment Plans for
2021/22. We are also looking to align
our tenant challenge and scrutiny groups
across the Group in 2021/22 taking into
account the Together With Tenants
initiative.

3.

We will continue to
partner with Bolton
Community Homes
and the local voluntary
sector on borough-wide
services and to identify
further opportunities to work together to
maximise resources.

4.

We are working on new
methods of identifying
what support
and services our
communities need
and using this to inform
our future plans so we
can be confident that we are focussing on
the areas of most need. We expect the
first pilots using this information to start
later in 2021.
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Meeting the housing needs of our
current and future customers
Action taken and
when?
Lead on the regeneration and resilience
strategy (with a focus on East Bolton) and
contribute to the regeneration of Bolton
town centre and the areas of focus
around it.

1.
2.

We will work with communities to
assess the key issues and design our
approach and priorities for regeneration
in terms of investment in property,
development and services. We aim to
have an action plan for this by April
2022.

3.

We will look at how we use our stock
to make sure we use it for the most
effective purposes to match customer
need and demand.

4.

5.
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Some areas of Bolton need
a targeted approach to
resilience, repair and
recovery post-Covid and
we will continue to work as
a key player with the Bolton
Vision partnership to address this.

We have been working with
our partners in Bolton to
share knowledge and look
at what our role will be in the
regeneration of the town centre
and areas of greatest need that
have been most affected by
the pandemic. By spring of 2021, we
will have identified our active role in the
development and delivery of the recovery
and resilience strategy.
Later in 2021 we will start to
develop a strategy for our
commercial property.

Update our Group Development Strategy to
focus resources for maximum benefit and to
access further development funding.
•	In order to fund the new
developments we want to
build, we will be working on a
refinancing deal that will secure
our development ambitions for the
remainder of this plan.
•	To support our commitment to mitigate the
effects of climate change we want to futureproof specifications for new developments
including, for example, sustainable heating
solutions.
•

 y the end of 2021 we will
B
have an updated Group
Development Strategy and
associated plan which lays out
our ambition to create a critical
mass of stock in key areas. We
will have a target for development once the plan
has been agreed and approved. We are starting
to bring forward some new developments in
Bolton town centre in 2021/22 to create a new
residential offer and a sense of vibrancy to the
site at Moor Lane.

•	Bids are now being submitted to Homes England
under the Affordable Homes Programme
2021 – 2026 to deliver the much-needed new
homes for the communities we serve.
•	We are active members of the
Offsite Homes Alliance (OSHA)
and we are interested in new
opportunities for modern methods
of construction that are emerging
via this alliance as well as via the
Homes for the North and Greater
Manchester Housing Providers (GMHP) growth
groups. We will also further leverage our
partnership with Step Places to deliver new
properties.

We We
are are
Bolton
at Home
Group
Bolton
at Home

Action taken and when?
Generate capacity and resources by
remodelling service delivery so we can further
support customers in most need.

1.
2.

We are implementing
zero-based
budgeting and carrying
out a review of all
services so we know
where to focus our
efforts or where we need to do things
differently, including making better
use of technology.
We are going to update our approach to
providing access to our services following
the implementation of our new housing
management IT system, which will
mean more online and self-serve options.

3.

We will look at how we use
our contact centres to
make them even more
effective in providing an
excellent first port of call for
customers.

Review our property investment needs to
ensure that our homes are as sustainable and
energy efficient as possible and have reduced
environmental impact.
•	We will have completed a full stock condition
survey by the end of March 2022. We will use the
information to help inform our stock investment
strategy, priorities and financial plan for our
assets. Arcon have increased their investment in
their capital programme.
•	Across the Group we are developing
plans to improve the energy
performance of our stock. These
plans will draw upon the information
in the stock condition survey and
will help inform our new building
specification and link with our stock investment
strategy.
•	New regulatory requirements on building safety
are coming into force.
•

 e are reviewing our heating
W
specification for new-build
properties and also plan to pilot
some retrofitting initiatives for
sustainable heating by 2025.

Financial
impact

Success
measures

•	We have planned for savings of £1.4m
achieved from redesign of service delivery,
which will be able to be reinvested into
priority services and our contribution to the
recovery plans for Bolton and beyond.

•	Our homes are safe and continue to meet the
decent homes standard.

•	Refinancing will provide funding to build an
additional 600 units of stock in addition
to making a start on making our properties
carbon neutral.

•	More residents are engaged in designing
and telling us about their experience of using
our services.

•	We deliver new homes and a range of rented
and low-cost home ownership options are
provided.

• Our homes are more energy efficient.
•	Our homes meet demand and residents’
needs now and in the future.

We are Bolton at Home Group
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Our aims & objectives

Objective 2
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Supporting our customers to be more
independent and healthy, and our
communities to flourish.
Why?
We know that a home is more than just bricks
and mortar.
We have carried out research to
understand the potential impact of the
post-Covid world on Bolton and the
other areas where we operate and we
anticipate impacts on the local economy in
areas where this had not previously been
an issue. We recognise the work needed to help our
communities recover from the effects of the global
pandemic and how we need to contribute. Across
our operating areas, we are starting to
see the after-effects of the pandemic
and resulting socio-economic
situation, such as the increase in
mental ill-health and unemployment in
our communities. Services from other
agencies are under significant pressure, often leaving
us to be key place shapers. We will contribute to the
recovery of our communities by releasing resources
for new services and being agile to take advantage
of funding opportunities. We are working even more
closely with our partners to help build resilience in
our communities to respond to the different
socio-economic challenges.

The research and conversations with our
partners, our Operations Committee
and customer groups has helped to
shape the role we need to play to kickstart the recovery and we will, of
course, focus first on areas where there has been the
most significant impact and now have greatest need.
We responded to the immediate humanitarian
crisis that the pandemic created by providing food
and basic supplies. This crisis has not yet abated and
so this support will continue to be an important part
of the work we do.
Many public services have suffered from funding
cuts in recent years and we recognise the need to
plug some of those gaps.
An aging population brings
challenges on how we support these
tenants to live independently in their
homes as well as in other ways as they
grow older.
We work in some of the most challenging areas of the
North West in terms of educational attainment,
unemployment and poverty. We want to make a
real difference to these communities during the postpandemic recovery and in building their resilience for
the future.

Action taken and when?
Deliver new training, education and work opportunities for our customers and staff as well as
supporting the humanitarian hub and its work in the borough.

1.

We have a number of current
projects such as our work on
upskilling school leavers
and our Working Wardrobe,
which supports people with
interview clothing and skills
as they return to employment. We will
build on these projects to expand their
scope. We will look at how we use our
Group Apprenticeship and Training
Strategy to create further opportunities
and work with partners. to get the most
out of our apprenticeships. We will have a

particular focus on youth unemployment
and on helping people not in employment,
education or training.

2.

We have already taken
advantage of the
Government’s Kickstart
programme to provide
six-month placements to
local people starting out their
careers or looking to get back into work.
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Supporting our customers to be more
independent and healthy, and our
communities to flourish.
Action taken and when?
Deliver new training, education and work
opportunities for our customers and staff as
well as supporting the humanitarian hub and
its work in the borough.

3.

Our purchase of units and
land at Trinity Retail
Park in Bolton in 2021
affords us the opportunity
to attract funding to deliver
a centre for training and
employment for the local community
and our staff, in a hub that will
encourage innovation, enterprise and
learning. We will specifically focus on
reskilling people to install and maintain
new green technology as part of our
climate change plans.

Success
measures
•	We provide services to address fuel and food
poverty and promote financial and digital
inclusion
•	We support customers into work or training
and opportunities such as apprenticeships
are provided across the Group.
•	As people get older, they can continue live
independently in their homes for longer.
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Update our approach to supporting the aging
population and our customers with complex
needs.

1.

We are implementing
zero-based budgeting and
carrying out a review of all
services, so we know where
to focus our efforts or where we need to do
things differently, including making better
use of technology.

2.

We are reviewing the longevity of our
stock and the type of housing we provide
to make sure we can provide appropriate
housing options for the changing
demographic.

3.

We provide a range of
person-centred support
services and supported
housing, which we will
continue to provide to
those with complex needs.
We have successfully worked with health
partners to reduce ‘bed blocking’.

4.

We will update our offer to our residents in
our Extra Care schemes to include care
provision.

5.

We are working with Bolton
Council on their Aging Well
initiative and modelling
should be complete in spring
2021. We will continue to
be involved in this and the housing work
streams within the Greater Manchester
Housing Providers group.

We are Bolton at Home Group
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Our aims & objectives

Objective 3
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Ensure that our business is well run,
responsible and financially secure
Why?
Strong governance is essential for the Group so
that we are assured of being well managed, financially
viable and providing value for money.
As part of the regulatory framework,
the Regulator of Social Housing carries
out regular checks on our governance
and viability and other regulatory
standards. Good governance and
financial viability give our funders and partners the
confidence to work with us and invest in us, which in
turn is crucial for us to be able to deliver the services
our customers need.
Bolton at Home and Arcon are charitable
Community Benefit Societies and the Group is
committed to being a responsible business.

As we come out of the worst of
the pandemic, we are anticipating
opportunities to apply for and attract
funding to enable new initiatives that
contribute to the recovery from Covid as
well as to fulfil other ambitions.
Our staff are integral to delivering our aims. The
pandemic has presented many challenges but
also brought flexible and innovative ways of
working, which we can build on going forward
for the benefit of everyone. In the new operating
environment in which we find ourselves following
the events of 2020, our workforce plans may need
to change to enable them to continue to make their
fullest contribution.

Action taken and when?
Design a new operating model and budget for the business beyond the pandemic.

1.

2.

The impact of the Covid-19 pandemic
has been felt far and wide but has also
been the catalyst for a great deal
of change in the way we deliver our
services. A more flexible and agile culture
has evolved which we want to build on
and consolidate into our new operating
model. It will encompass all aspects of
our business, including how and where
our staff work. We plan to have agreed
our strategy for this in 2021/22.
We will update our Finance Strategy
in 2021 to make sure we can resource
our new business plan and we are taking
a zero-based budgeting approach to
our budget setting. Our refinancing will be
complete in 2021, enabling the delivery of
our plans.

3.

We will look at opportunities to increase
value for money across our Group for
example by using common IT systems,
aligning processes and looking at how we
make best use of Arcon’s Customer Hub.

4.

Our people are our greatest asset and our
People Strategy will consider revisions
to workforce planning in the new world
that we find ourselves in.

5.

We will continue to identify technology-led
initiatives that support agile and flexible
working and reduce our reliance on fixeddesk working and paper files so we can
support the new operating model
and maximise service delivery.
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Ensure that our business is well run,
responsible and financially secure
Action taken and
when?

Success
measures

Have a clear strategy for governance and our
subsidiaries and for their role in supporting
the delivery and key objectives of the Group.

•	We are well governed, financially viable and
provide value for money across the Group.

1.

We will complete a
governance review in
2021/22.

2.

We will review the governance
and effectiveness of our subsidiaries
on a regular basis.

•	We have the right people, in the right roles
with the right behaviours.
•	We have strong partnerships at a local,
regional and national level which enable us to
deliver effectively to our residents and their
communities.
•	We have a group approach to social value
which enables us to maximise the social value
we deliver.

Maximise the benefits from partnership
and funding opportunities that support
our ambition as an anchor institution and
regional influencer.

1.
2.

3.
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Work has already started on developing
Group resources so that we are
well placed to submit bids for funding
and maximise opportunities to attract
funding.
We are committed to supporting the
“Bolton Pound” and are reviewing
our impact on the local economies in
which we work though our procurement
activity and the support of local small
and medium-sized businesses. We aim
to have our Procurement Strategy
reviewed by September 2022 and will
be using the new Bolton Business Portal
to advertise our procurement from April
2021.
We will continue to work on our
Growth Strategy to reflect the current
operating environment and consider new
business growth and opportunities for
collaboration and merger. We are actively

looking to take advantage of Arcon’s
unique position in Greater Manchester
and its separate identity from Bolton at
Home to develop new partnerships.

4.

We will be looking to access funding from
different national and regional funding
streams to assist in the recovery and
resilience of Bolton and beyond.
To influence national frameworks,
national, regional and local policy and
feed this into our strategy for stakeholder
management.

5.

We will develop our strategic approach
to influencing national, regional and local
policy. We will update our approach to
stakeholder management and provide
clarity on our key messages and campaign
themes/public affairs agenda.

We are Bolton at Home Group
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Our
financial
framework
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Our strong financial position helps us achieve
our plans and provides stability and confidence
Our strong financial position helps us achieve our
plans and provides stability and confidence. We must
maintain this financial strength and ensuring we
deliver value for money helps contribute to this. A strong
balance sheet, income generating capability, prudent
investments and acquisitions and well-considered
allocation of capital will provide assurance to our
customers of sound financial decision making.

Our financial framework interlinks with our risk
appetite and golden rules.
These rules are financial trigger points which indicate the
plan may be off course and require action to be taken
We recognise that we may achieve better outcomes
by working in partnership and by diversifying our
business to create new income streams.

Our golden rules
Rule

Description

Our position as at
31/03/21

1

Maintain at least 60% of debt on fixed rates

100%

2

Keep £2m of headroom within the current facility

£27m for 2021/22.
Refinancing in progress for
22/23

3

Maintain 24 months of liquidity (cash and loan facility)

18 months Refinancing
underway

4

Asset gearing < 45%

16%

5

Interest cover test 1 >1.1

3.96

6

Interest cover test 2 >1.2

4.98

7

Level of sales income from RTB / RTA met in full measured quarterly
on a cumulative basis

247%

8

Rent arrears to remain below 90% of business plan assumptions

49%
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Our approach to value
for money (VfM)
We consider VfM in all our decision making and Group
Board also expect this when setting the annual budget
and cashable savings targets. They seek assurance
on our compliance with the VfM regulatory standard
and evidence that we will achieve the targets outlined
in this plan and our strategic programme. Further
information on how our Group Board lead and drive
VfM can be found in our Business Planning, Risk &
Assurance Strategy 2020-21.
Generally, we operate to a five-year planning horizon
and this plan is subject to our VfM framework, which
is reviewed by our Group Board on an annual basis.
We have a good understanding of the costs to deliver
our services, the returns we achieve on our assets as
part of our Group Asset Management Strategy and how
our performance compares to our benchmarking peers
using the RSH metrics.

We consider the impact our decisions have on our
communities and recognise that many of our services
are accessible to residents who are not our tenants. We
also know that many of our activities help other public
services, such as Bolton Council, save money. These
services are mainly delivered through our Community
Investment Teams, UCAN centres and Housing
Services Teams.
Therefore, when making VfM decisions we will
consider:
•	Our commitment to being a place-based
housing provider;
•	The total financial and non-financial costs to our
business;
•	The full lifetime benefits for our business, customers
and communities;

Our Group Audit & Risk Committee and other key
committees also review our performance against our
key operational service plans.

• The impact on our risk appetite and profile;

Our approach to VfM is to find the optimum blend
of cost and quality and recognise that this blend
may be different across different services and areas of
our business. When considering what represents VfM,
we will consider the full lifetime costs of a particular
activity, the outcomes for our customers and wider
impact on staff and business.

• Any other implications.

Our aspirations are to continue providing strong
and effective services that acknowledge our
local geography and the needs of our customers and
communities, and that allow us to take advantage of
investment opportunities and be a more influential
voice in the region. Therefore, we accept that this may
make some parts of our business more expensive when
compared to our peers.
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• Our roadmap for future growth and ambition; and
Our most recent report on VfM can be found in our
annual report and financial statements on our website.
We monitor the VfM metrics identified by our regulator
and additional indicators designed to give a complete
picture of how well we are meeting our objectives

We are Bolton at Home Group

Our performance measures / VFM measure (those in bold are VFM
metrics set by the Regulator of Social Housing (RSH))

Our Group objectives
Meeting the housing needs of our
current and future customers

% of homes that are classed as non decent
% of areas legally compliant with asset based health and safety
Reinvestment (%)
New homes delivered (%)

Supporting our customers to be more
independent and our communities to
flourish

% of customer satisfaction
Total financial gains generated for customers via our Money Advice Service
Number of positive outcomes achieved by work club members
Deliver our tackling poverty programme to our customers via our Tenancy
Support and Sustainment Service
Support our customers into training and employment
Number or % of customers supported through Careline
Number or % of customers supported through the Care and Repair Service

Ensuring our business is well run,
responsible and financially secure

Operating Margin (%)
ROCE (%)
Gearing (%)
Headline Cost per unit (£)
EBITDA (Interest cover) (%)
Number or % of customer complaints

Our performance on the metrics laid out by the housing regulator is shown in the table below.
Neither our Group nor any of our comparator organisations have delivered non-social housing units in the past
three years and we have no plans to deliver non-social housing units in the next five years.
RSH metrics (Bolton at
Home RP)

2018/19

2019/20

2020/21

2021/22

2022/23

Actual

Actual

Forecast

Budget

Budget

Reinvestment

14.2%

19.4%

17.6%

23.0%

23.8%

New Supply Delivered
(Social Housing Units)

0.5%

0.5%

0.7%

1.7%

2.5%

New Supply Delivered
(non-soc. Housing Units)

0.0%

0.0%

0.0%

0.0%

0.0%

Gearing

8.7%

12.5%

18.4%

23.7%

32.0%

EBITDA MRI Interest
Cover

-86.2%

-21.5%

-54.4%

-76.5%

-63.0%

Headline social housing
cost per unit

£4,476

£4,410

£4,381

£4,522

£4,674

Operating Margin (social
housing lettings)

13.1%

13.2%

5.1%

4.7%

6.8%

Operating Margin (overall)

7.2%

7.3%

6.1%

2.4%

4.7%

Return on capital
employed (ROCE)

5.9%

3.7%

1.7%

0.6%

1.0%

BH comparator group – Northern LSVTs <12 years old
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RSH metrics (Arcon
RP)

2018/19

2019/20

2020/21

2021/22

2022/23

Actual

Actual

Forecast

Budget

Budget

Reinvestment

4.3%

7.0%

15.1%

10.3%

3.7%

New Supply Delivered
(Social Housing Units)

1.0%

1.6%

3.4%

3.2%

3.8%

New Supply Delivered
(non-soc. Housing Units)

0.0%

0.0%

0.0%

0.0%

0.0%

Gearing

33.5%

31.1%

37.6%

27.4%

26.6%

EBITDA MRI Interest
Cover

142.0%

176.0%

167.2%

128.7%

217.3%

Headline social housing
cost per unit

£3,345

£3,600

£3,492

£4,130

£3,621

Operating Margin (social
housing lettings)

22.5%

19.0%

12.0%

16.8%

0.0%

Operating Margin (overall)

22.3%

19.8%

18.0%

23.8%

0.0%

Return on capital
employed (ROCE)

2.4%

1.8%

2.1%

2.7%

0.0%

Arcon comparator group – Northern Traditional RPs <2,500 units of stock

Our VfM focus in the next 3 years will include the following areas:

2.	Continued investment in
our homes to ensure they
are safe, secure and meet the
Decent Homes standard. We
are part way through a full
stock condition survey which
will inform our priorities for
the next five years of stock
investment.

2.

3.	Improving the VfM of our
property maintenance
service in Bolton at Home.
Having moved away from an
internal charging regime, we
are focussing on improving
VfM of this service, which
HouseMark has identified
as being high cost but is
also an essential service
for our customers. Arcon
is progressing significant
changes in how it manages
the performance of its repairs
contractor, Liberty, which

3.
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will inform decisions on the
longevity of this relationship.
4.	Review our approach to
procurement and contract
management to ensure we
achieve optimal benefits.

4.

5.	Implementing common
systems across the
Group to make best use
of our investment in IT and
improve efficiency. Bolton at
Home has invested in a new
finance system, which will also
be adopted by Arcon. Bolton
at Home are implementing
a new housing management
application, which will be the
main system for managing our
key operational activities such
as property management and
customer interactions.

5.

6.	Improving how we assess
and evaluate our investment
business cases and
undertaking detailed reviews
of previous investments to
ensure our Group objectives

6.

have been achieved.
7.	Begin a programme of
reviews to reduce costs
across the organisation
in order to deliver the savings
assumed in the business
plan (see chart below) and
strengthen our financial
position.

7.

Savings assumed in the
business plan
800
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Across Bolton at Home (not Arcon)
in the next two years, we expect
the delivery of 1 and 2 above will
drive our performance on the
reinvestment metric back into the
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top quartile whilst pushing the ROCE
metric into the bottom quartile as
the historic cost of our homes is
forecast to increase by 120% over
three years. At the same time,
the drawing down of additional
borrowing is likely to take our
gearing metric from top quartile to
second quartile.
In Bolton at Home, our headline
cost per unit is high. This, coupled
with our low rents (almost half
of our homes are let at subsocial rent levels following the
end of rent restructuring), feeds
through to our low operating
margins and poor performance on
interest cover metrics.
We recognise that there are some
factors which contribute towards our
high costs within Bolton at Home,
specifically:
1) An accounting adjustment for
our defined benefit pension scheme
added over £360 to our cost per
unit in 2019/20. We have closed our
pension scheme to new entrants
and secured a valuable guarantee
from Bolton Council which helps
keeps the future contribution rates
stable.

2) We deliver a property
management service for private
landlords which provides an extra
200 properties for letting at
sub-market levels but increases
our costs by around £1m per
annum. This is recovered through
rental income.
3) To meet our objective
‘Supporting our customers to
be more independent and our
communities to flourish’, we have
a strong commitment to
community investment and
supporting our customers with
additional services that add value
such as:
•	A Debt and Money Advice Service
that has generated circa £5.7m
for our customers in 2018/19 and
helps our customers to sustain
their tenancies with us;
•	A Domestic Abuse & Violence
Team;
•	Committing a budget of £2m
for our Community Investment
Teams who also generate £300k
in external income for our
organisation. This is reinvested
to extend the range of activities
we deliver.

This is a long-term investment in
creating sustainable communities.
4) From our comparator group of
17 Registered Providers, Bolton at
Home has the second highest
proportion of supported
housing and housing for
older people at just over 15%.
We provide an extensive sheltered
housing service and a mobile
warden service which serves
over 2,000 private customers in
addition to our tenants. The support
costs total >£3m per annum and
over the next three years we will
be introducing a new charging
structure which reduces the amount
of subsidy provided by Bolton at
Home.
Arcon will review its revenue
streams to identify new
opportunities to strengthen their
asset base and maximise the
income they produce.
We intend to focus on further
partnership working to generate
better outcomes requiring less
financial investment and learn with
others to provide and implement
best practice.
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VFM focus for next 3 years
Expenditure per 19/20 accounts

BH Objectives

Expenditure per
19/20 accounts

VFM focus

Ensuring that our
business is well run,
responsible and
financially secure

Management £25.1m

Reduce areas of high cost
management spend

Repairs £17.6m

Expenditure on services and
improvement to houses and
interest payments £84.8m

Meeting the housing
needs of our current
and future customers

Planned maintenance
£6.2m
Improvements to
properties £13.9m

Aim to bring down cost of repairs
and maintenance services to
compare with other GM LSVTs
with the aim of moving the
resources released into planned
maintenance and improvements
No plans to reduce the overall
level of resources going into
stock investment

Interest paid and
other £3.4m

Supporting our
customers to be more
independent and our
communities to flourish

Development of new properties £23.4m

Meeting the housing
needs of our current
and future customers

Delivering support
services and
community support
£10.6m

Continue to invest in the
services important to our
customers in line with our
objectives

Non-social housing
£7.9m

Deliver services complementary
to our social housing provision
which break even or make a
surplus

Development of new
properties £23.4m

Increasing development of new
properties

Principles:

1.

Increase the efficiency of the repair and maintenance and voids service with all savings being reinvested
in planned maintenance and property improvement.

2.

Continue to invest in delivering support services and community support given it is a key objective of
Bolton at Home.

3.

Continue to deliver non-social housing services which complement our social housing activities and which
break even or make a surplus to reinvest in social housing.

4.

Aim to deliver the majority of our savings target for the next 3 years from our management costs and
within this, provide protection for customer facing services.
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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
boltonathome.org.uk

