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1 Value for Money – Introduction and Regulatory Requirements 

1.1 Regulatory requirement 

1.1.1 The Board is responsible for bpha’s compliance with the Homes and Communities Agency 

regulatory framework including the requirement to evaluate and communicate VFM 

performance. 

1.1.2 This self-assessment report has been prepared and has been reviewed by bpha’s Board 

and the customer Service Improvement Panel and is published on the bpha website 

www.bpha.org.uk.  The executive summary of this self-assessment formed the basis of the 

information included within the published audited financial statements for the year ended 

31 March 2014. 

1.1.3 This self-assessment sets out how bpha has delivered VFM across the business during the 

year to 31 March 2014.  Included in the body of the report are a number of case studies 

and specific examples where bpha has delivered VFM during the year.  For the sake of 

brevity those items are not included in the executive summary.   

1.2 Overall Value for Money strategy 

1.2.1 bpha has a Value for Money (VFM) strategy which sets out the framework by which 

efficiencies and savings are generated and how the delivery of ‘Value’ will be measured. 

When measuring value we look at quality as well as cost. Other factors considered by bpha 

in assessing value, include: 

 Offering more cost effective, improved services 

 Generating a positive impact on residents and communities 

 Ensuring decisions take a long term view rather than just considering short term 

costs 

 Whether or not activities are environmentally sustainable 

1.2.2 bpha uses various sources of benchmarking data, including the HCA Global Accounts, 

Housemark, and the published financial statements of other similar providers in our 

geographic area.  Measurement of performance is used to drive further improvement in 

delivery of VFM, with efficiency gains actively recorded and progress reported to 

stakeholders. 

http://www.bpha.org.uk/
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2 Value for Money – Executive Summary 

2.1 Return on Assets 

2.1.1 bpha built 455 new homes at a gross cost of £46.8m, of which £5.8m was supported by 

grants, and reinvested over £24.3m in existing homes. Details of the improvements to 

homes resulting from this investment included more than: 

o 24,000 responsive repairs 

o 1,000 refits of void properties 

o 1,300 new doors fitted 

o 690 boiler replacements 

o 600 properties with new roofs or roof line works 

o 400 properties with adaptations for disabled living 

2.1.2 bpha continued to have a sector leading operating margin reflecting efficiency of cost 

control and maximisation of income. 

2.1.3 Debt was refinanced which will lead to future annual interest savings for 30 years, which 

initially are in excess of £800k per year. 

2.1.4 bpha’s stock portfolio was surveyed and stock condition recorded, with complete data now 

held on 97% of all homes.  This makes future maintenance liabilities visible and enables 

bpha to plan work to deliver greatest VFM.  Increased capital expenditure on existing 

homes has been planned for the coming year, using the data gained from the stock 

condition survey.  This will help drive future improvement in customer satisfaction levels. 

2.1.5 Asset modelling software is used to efficiently evaluate bpha’s stock and identify the 

performance of different assets.  Data is used to inform reinvestment, retention and 

disposal decisions. 

2.1.6 In 2013/14 bpha improved processes and invested in new systems which deliver an 

immediate, as well as long term, improvement in operational efficiency and effectiveness.  

For example, the introduction of tablets and other handheld devices has enabled Housing 

Officers to become more productive and spend greater time with residents.  In addition, a 

new housing management system was selected and implementation commenced.  

Improvements to financial reporting were also delivered with further improvements 

currently underway. 
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2.2 Social and Environmental Returns 

2.2.1 £447k was invested in aids and adaptations to support disabled and elderly residents. This 

investment contributed to the continued independence, autonomy and well-being of our 

residents.  According to an analysis prepared for the Scottish Government every £1 

invested in aids and adaptations delivers £5.50 in social benefit and so, by this measure, 

bpha’s investment delivered around £2.5m worth of social benefits. 

2.2.2 A five year programme of replacing over 3,500 inefficient older boilers was completed 

which improved the thermal comfort of 20% of bpha’s homes.  bpha measures the success 

of energy efficiency programmes using SAP (Standard Assessment Procedure) data. The 

SAP rating of bpha homes has continued to improve, increasing from 67 to 72.4 in the last 

three years. 

2.2.3 bpha plans on increasing its SAP rating to 74 in the next five years by retrofitting all solid 

fuel heating systems with modern ground and air source systems and where possible, 

replacing electric heating with an alternative heating method. 

2.2.4 bpha volunteers worked 2,623 hours, worth almost £34,000, on community projects in 

2013/14. These projects range from individual help for residents who struggle with their 

gardens through to ‘Silver Surfer’ and ‘Fit at Sixty’ programmes. 

2.3 Customer satisfaction 

2.3.1 85% of bpha residents are satisfied with their neighbourhood as a place to live (2012/13: 

84%). bpha listens to customers and what they tell us and uses this information to improve 

services.  For example, based on feedback we are working to improve our customer 

communications and provide greater clarity around responsibility for repairs. 

2.3.2 bpha are committed to improving the quality of services offered and to improving 

customer satisfaction as a result.  Improvements to customer facing systems and processes 

will be a major priority during 2014/15 although the benefits from these improvements are 

only likely to be fully realised in 2015/16. 

2.3.3 bpha recognise and accept that some measures of customer satisfaction levels fall short of 

where we would want these to be.  We also note that some benchmark data suggests 

where we could target improvement.  We want our customers to be satisfied that the 

services that they receive represent real Value for Money.  We note that 75% of bpha 
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residents consider that their rent offers Value for Money, which has fallen from the 81% 

level in 2012/13. 

2.3.4 There is an increasing focus upon mobile working enabling bpha housing officers and other 

customer facing staff to spend more time with customers.  Investment in new IT systems 

will increasingly enable customers to access information, to request services and to make 

amendments to tenancy, payment and other data via smart phones or other devices at 

times which suit them best. 

2.4 Efficiency gains and future improvements to VFM 

2.4.1 In addition to the matters summarised above, bpha delivered over £950k in VFM efficiency 

gains during the year to 31 March 2014.  bpha has budgeted to deliver a further c.£1.6m 

operating efficiency gains in 2014/15. 

2.4.2 All of the VFM efficiency gains realised in 2014/15 will be reinvested by increasing the 

amount of capital expenditure on existing properties, particularly through replacing 

kitchens, bathrooms and windows.  Capital expenditure is budgeted to increase by £2.1m. 

2.4.3 The new business system, which will go live during 2014/15, will deliver further integration 

of our value for money and performance reporting, and will continue to ensure value for 

money is at the heart of everything we do. 

2.5 VFM Benchmark 

2.5.1 bpha’s performance on the key value for money indicators which it uses to benchmark 

itself with its peer group, together with targets for 2014/15, are set out in the following 

tables: 
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Value for money indicators
2014/15

Target

2013/14

Actual

2012/13

Actual
Benchmark*

Staff cost per unit £729 £683 £683 £952 

Planned and routine maintenance cost per home £555 £703 £632 £992 

Capita l  expenditure on exis ting properties  per home £807 £695 £609 £989 

Total  expenditure on properties  per home £1,362 £1,398 £1,241 £1,981 

Rent void loss  per home £71 £79 £61 £79 

Operating cost per home excluding fi rs t tranche 

shared ownership sa lessa les
£2,412 £2,464 £2,251 £3,883 

Operating margin - socia l  hous ing excluding fi rs t 

tranche shared ownership sa les
48.2% 46.3% 47.3% 26.9%

Operating margin - a l l  activi ties 39.5% 39.2% 45.5% 26.0%

Rent arrears  % 4.0% 4.2% 3.7% 4.8%

Bad debts  per home £39 £36 £30 £37 

Customer satisfaction with:

qual i ty of homes 80% 77% 83% 81%

neighbourhood as  a  place to l ive 85% 85% 84% 84%

overal l  service 78% 77% 73% 84%

Homes bui l t or acquired 506         455         449         NA

Total  number of homes 17,712    17,427    17,218    NA

Net debt per home £35,651 £33,079 £31,614 £19,913 

*Benchmark data taken from HCA Global Accounts 2013

 *Staff costs for other associations are taken from their 2012/13 financial statements
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2.5.2 Control of staff costs has been very effective and certainly from the perspective of some 

stakeholders represents excellent VFM.  However our conclusion is this strict control may 

now be impacting upon customer satisfaction with bpha.  It is important to have enough 

customer facing staff to enable them to perform their job to a good standard.  It is also 

important to attract, retain and reward good staff and as the economy improves there will 

be competition for talent.  We want to offer great service to our customers.  Although staff 

resource has already been refocused upon customer facing roles we believe the 

opportunity for further efficiency gains are limited and accordingly the operational plan 

includes increasing numbers of staff and thus increasing the overall staff cost per unit. 

3 Regulatory Framework for VFM  

3.1 Introduction – what does VFM mean to bpha? 

3.1.1 There are many different ways in which Value for Money can be defined and at bpha we 

have taken notice of the various published guidance.  For example, the National Audit 

Office stated “Good value for money is the optimal use of resources to achieve the 

intended outcomes”. 

3.1.2 The intended outcome at bpha is to meet housing need through providing quality homes 

to those who could not otherwise afford them.  We essentially have two distinct customer 

groups – (i) our existing residents, and (ii) those who wish to access affordable housing, 

where we help to meet need through building new homes.   

3.1.3 Our objectives include (i) maintaining and improving the quality of the existing homes we 

own, and (ii) providing new homes to help address the shortage of affordable housing.  We 

aim to deliver value for money in meeting both of these objectives. 

3.1.4 At bpha we consider that value means maximising the quantity, quality and performance 

of the outputs whilst minimising the cost that is necessary to deliver the intended 

objectives.  When measuring value of outputs we look at quality as well as cost, 

recognising that higher spend can deliver better value.  Factors considered by bpha in 

assessing value, include: 

 Offering more cost effective, improved services 

 Generating a positive impact on residents and communities 

 Ensuring decisions take a long term view rather than just considering short term 

costs 
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 Assessing whether expenditure improves the quality of bpha’s homes for the 

benefit of residents; and  

 Considering whether activities are environmentally sustainable.  

3.2 What the Regulatory Framework requires of the self-assessment 

3.2.1 The Board of bpha is responsible for demonstrating to stakeholders in a transparent way 

how bpha achieves value for money in delivering bpha’s objectives.  This self-assessment 

includes: 

 Details of return on assets against bpha’s objectives 

 Absolute and comparative costs of delivering specific services 

 Details of the value for money efficiency gains that have been, and are planned to 

be, delivered.  

3.3 Key stakeholders 

3.3.1 bpha has many stakeholders including residents, potential residents who face a shortage of 

affordable housing, local authorities, the Homes & Communities Agency, HMRC, suppliers, 

employees, banks and investors to name but a few.  In some cases the interests of these 

stakeholders may not align or may potentially conflict. 

3.3.2 bpha appreciate the importance of considering stakeholders’ different interests in order to 

deliver VFM on a sustainable long term basis whilst delivering our objectives.  bpha 

recognise the need to balance the deployment of assets and resources between the 

various competing claims.  bpha has a detailed business planning process to ensure that 

assets and resources are deployed in an optimum manner.  

3.4  Governance oversight of VFM within bpha 

3.4.1 There is a multi-layered approach within bpha to delivering VFM and to subjecting this to 

proper scrutiny.  The Executive Directors and Senior Management Team are responsible for 

delivering VFM and this is embedded into decision processes and is analysed as part of 

routine reporting. 

3.4.2 The governance oversight of VFM involves the Board of bpha, the Audit Committee of 

bpha, and the Service Improvement Panel.  As detailed in the bpha 2013/14 financial 

statements on Page 14, the Service Improvement Panel is run by bpha residents 
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independently of the Board and ensures that residents are involved in setting bpha’s 

strategic direction and decisions.  All three of these bodies have been involved in 

scrutinising reports in relation to VFM, and the Board has approved the issue of this self-

assessment.  

4 Return on assets 

4.1 Existing property portfolio 

4.1.1 Our existing properties can be summarised as follows: 

  

 

Number of units owned & managed 2014   

Owned 11,959  

Shared ownership 1,770  

Owned - managed by others 587  

Near market rents 452  

Rent to homebuy 624  

Total Owned 15,392  

Homebuy & Shared Equity 1,411  

Leaseholders 516  

Managed for others 108  

Total Other Properties 2,035  

Total Owned & Managed 17,427  
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4.1.2 In summary therefore, 2/3 of bpha’s stock is general needs properties.  It is relatively 

young with over half less than 20 years old and is predominantly conventional family 

housing concentrated in the South East of England easily accessible from bpha’s Bedford 

base.  All of these factors help to control costs, both on-going operational costs and the 

level of investment needed to maintain the stock.  
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4.1.3 Over the last six years bpha’s operating surplus has grown steadily and our operating 

margin has been consistently in the range from 43% to 48%, which is among the highest in 

the sector.  In considering whether this high operating margin represents good Value for 

Money we have considered various factors including whether: 

 The margin is evidence of very effective cost control or whether it could suggest 

under-investment in operational services; and  

 The total expenditure on properties per home, which is much lower than the sector 

average, was evidence of efficiency or had simply been achieved through cutting 

back on maintaining the stock. 

4.1.4 Before considering property expenditure as part of the VFM analysis we have considered 

staff costs: 
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4.1.5 Over the eight years ended 31 March 2007 to 31 March 2014, bpha has increased unit 

numbers by just over 50%, but staff costs have only increased by just over 30%.  If inflation 

is allowed for, this represents a fall in real staff costs per unit of about 29%.  This has been 

driven by a combination of tight controls over pay-rises and recruitment, and successive 

restructurings to maximise operational efficiency.  Growth in numbers of units through 

development has given bpha the opportunity to gain economies of scale.  

4.1.6 Control of staff costs has been very effective and certainly from the perspective of some 

stakeholders represents excellent VFM.  However our conclusion is this strict control may 

now be impacting upon customer satisfaction with bpha.  It is important to have enough 

customer facing staff to enable them to perform their job to a good standard.  It is also 

important to attract, retain and reward good staff and as the economy improves there will 

be competition for talent.  We want to offer great service to our customers.  Although staff 

resource has already been refocused upon customer facing roles we believe the 

opportunity for further efficiency gains are limited and accordingly the operational plan 

includes increasing numbers of staff and thus increasing the overall staff cost per unit. 

4.2 Return from existing properties 

4.2.1 bpha routinely has to make decisions regarding existing stock between: 

 maintaining stock in its current condition; or 

 investing to improve or redevelop the stock; or  

 disposing of the stock 

In each case bpha considers how the decided outcome leads to achievement of bpha’s 

overall objectives and whether the decision offers Value for Money.  

2014 2013

Staff numbers (full time equivalent) A 288             290             

Total staff costs £'000 B 11,904       11,755       

Total number of units C 17,427       17,218       

Staff cost per unit £ B/C 683             683             

Units per member of staff C/A 61                59                
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4.2.2 bpha takes account of various factors in reaching such decisions, including: 

 The need to ensure that all stock meets or exceeds the decent homes standard and 

the current or projected future cost to achieve this; 

 The demand for the type of property and the void experience; 

 The on-going repairs and maintenance and housing management service costs; 

 How the property fits into the wider portfolio – both by location and type – as this 

impacts upon on-going costs; 

 If the property were to be sold what this would mean in terms of recycled grant 

becoming repayable, what it means to levels of security available to charge to 

lenders / investors, whether funds released would be sufficient to support 

development of a replacement property and so forth; 

 Whether the property could be redeveloped to provide a better solution to meet 

local needs;  

4.2.3 To help answer these questions and to inform decisions, during 2013-14 bpha’s stock 

portfolio was surveyed and stock condition recorded, with complete data now held on 

>97% of all homes.  Using both a leading firm of Surveyors and internal surveying resource, 

we gathered or updated data on 10 or 11 key property components for every property (the 

number varies between property types).   

4.2.4 This detailed stock condition data makes future maintenance liabilities visible and enables 

bpha to plan work to deliver greatest VFM.  Historically our budgeting for this type of cost 

has been reliable, but the increased data makes it possible to plan specific works by estate, 

street, block or house enabling bpha to place larger contracts at more competitive prices.  

We know from speaking to customers that they would appreciate knowing well in advance 

what improvements are planned and when these will take place, which should help 

improve customer satisfaction. 

4.2.5 We have a programme of planned replacement of boilers and for many properties the 

boiler will be located in the kitchen.  If a boiler is due to be replaced this year and we know 

that the kitchen units themselves are due for replacement in the following year, we would 

look to do both at the same time.  The combined contract cost for doing both together will 

be lower and the customer will only be disrupted on one occasion.  Thus although capital 

spend has been accelerated, over two years the cost is lower and the customer will be 

more satisfied – in our view this represents VFM and is only possible due to the investment 
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made in accurate stock data. 

4.2.6 We have introduced a rolling five year programme to ensure that data quality is 

maintained through resurveying 20% of properties each year.  

4.2.7 During the year to 31 March 2014 work undertaken to maintain or improve our existing 

stock included more than: 

o 24,000 responsive repairs 

o 1,000 refits of void properties 

o 1,300 new doors fitted 

o 690 boiler replacements 

o 600 properties with new roofs or roof line works 

o 400 properties with adaptations for disabled living 

4.2.8 An 18% increase in capital expenditure on existing homes has been planned for the coming 

year, using the data gained from the stock condition survey.  This will help drive future 

improvement in customer satisfaction levels.  Equally importantly this investment in our 

relatively young stock will improve the overall stock and ensure that we avoid legacy 

problems starting to build up.  

4.2.9 At bpha we consider that we can improve upon decision processes in relation to existing 

stock in order to maximise VFM if we have better data and analytical capability.  

Historically at bpha the focus has been more upon cost and less upon the financial and 

social returns from such investment.  As detailed later in this self-assessment we plan to 

improve upon this in the coming year. 

4.2.10 Key benchmark data relating to cost is set out below and shows that costs are carefully 

controlled and compare well with other associations in the sector. 
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4.2.11 In section 4.1.3 above we posed the question whether our very strong operating margins 

represent VFM?  Our conclusion is that: 

 The operating margin benefits from the stock profile which makes it efficient to 

service and maintain and this represents good VFM; 

 Cost control has been very good, particularly in relation to staff cost, and this 

represents good VFM; 

 Stock has been maintained to a good standard, but some acceleration of capital 

spend will offer better VFM; and  

 Whilst cost control is clearly very good, given that one of our value measures is 

whether activities and expenditure generate a positive impact on residents and 

communities we feel that we could do better in this respect.   

4.2.12 Therefore, whilst we will continue to develop new homes, there will be a greater emphasis 

upon investment in existing stock, improving communities, increasing the ease with which 

customers can contact bpha and the number of customer facing staff, as these measures 

will improve Value for Money.  Accordingly, as shown in the table in 4.2.10 above we have 

planned to increase bpha’s spend on staff costs in 2014/15. 

4.3 Delivery of new homes 

4.3.1 Across bpha’s core area of operations, broadly the arc between Oxford and Cambridge, the 

Value for money indicators
2014/15

Target

2013/14

Actual

2012/13

Actual
Benchmark*

Staff cost per unit £729 £683 £683 £952 

Planned and routine maintenance cost per home £555 £703 £632 £992 

Capita l  expenditure on exis ting properties  per home £807 £695 £609 £989 

Total  expenditure on properties  per home £1,362 £1,398 £1,241 £1,981 

Rent void loss  per home £71 £79 £61 £79 

Operating cost per home excluding fi rs t tranche 

shared ownership sa lessa les
£2,412 £2,464 £2,251 £3,883 

Operating margin - socia l  hous ing excluding fi rs t 

tranche shared ownership sa les
48.2% 46.3% 47.3% 26.9%

Operating margin - a l l  activi ties 39.5% 39.2% 45.5% 26.0%

Rent arrears  % 4.0% 4.2% 3.7% 4.8%

Bad debts  per home £39 £36 £30 £37 

Total  number of homes 17,712     17,427     17,218     NA

Net debt per home £35,651 £33,079 £31,614 £19,913 

*Benchmark data taken from HCA Global Accounts 2013 
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huge demand for housing and relative economic affluence has pushed up housing prices 

and created an ever greater need for affordable housing.  bpha has long been a significant 

developer of new affordable housing, building nearly 4,000 units in the five years to 31 

March 2013. 

4.3.2 Before considering how bpha delivers / determines VFM in relation to specific 

development sites, in general terms the reason that bpha delivers VFM on developments is 

that having been a significant developer of new homes in our region for many years in 

relation to our size: 

 We employ a sufficiently large and experienced in house development team who 

have the broad range of skills necessary to undertake developments efficiently; and 

 Our development on-costs are spread across a large number of homes and 

accordingly the cost per home is kept much lower than would otherwise be the 

case.  

4.3.3 Our aim is to continue to build new homes across our operating region and in the year to 

31 March 2015 we intend to build just over 500 new homes, which will be an 11% increase 

from the 2013/14 year.   

 

4.3.4 In the coming year many of these new homes will be built around Cambridge, where an 

active local economy and high demand have led to some of the highest price increases 

outside of London which therefore has made it impossible for many people, including 

those working in low paid employment, to access housing on the open market.  As well as 

Cambridge, we are currently developing homes across 16 other locations. 

4.3.5 Since demand for new housing massively exceeds bpha’s capacity to supply bpha have 

established a process to determine where scarce financial and development resources 

should be invested to deliver the greatest VFM.  This process includes regular executive 

meetings which consider and approve or decline all development opportunities and which, 

in reaching decisions as to what represents VFM, consider many factors including: 

 The overall financial capacity of bpha to commit to development; 

Development Units 2013/14 2014/15

Rented social housing 249  252  

Shared ownership 125  172  

Care 81  82  

Total Built 455  506  
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 The Internal Rate of Return that will be achieved from the development and how 

this compares to cost of capital; 

 Risks; 

 Local demand – not only need for homes, but the types of homes in shortest supply, 

competition, and development concentration; 

 How the development fits with other housing owned by bpha, including how 

efficient it will be to manage and service; 

 How affordable the rent and service charges will be and how cheap the property 

will be for residents to live in, particularly utility costs; 

 The importance of building communities not just houses; and  

 The security value that will be achieved for the homes when the development is 

completed compared with cost net of grant and therefore whether this enhances or 

dilutes bpha’s capacity to continue to develop in the future  

4.3.6 This rigorous process means that bpha turns down more development opportunities than 

those to which it commits but ensures that those undertaken represent Value for Money. 

4.3.7 Our conclusion is that bpha’s development activity represents good Value for Money.  

5 Social and environmental returns 

5.1 Customer satisfaction 

5.1.1 There are many drivers of customer satisfaction, of which VFM is but one.  By sector 

standards, bpha’s customer satisfaction measures are not as good as we wish these to be, 

and there is work underway to analyse and understand this and to improve these 

measures.  A new customer service strategy will underpin the delivery of our aspirations in 

this area. 



Value for Money   

bpha Ltd Self Assessment for the year ended 31 March 2014 

 

 

Page 17 of 24 

building places, housing ambition 

 

5.1.2 85% of bpha residents are satisfied with their neighbourhood as a place to live (2012/13: 

84%). bpha values customer feedback and uses this information to improve services.  For 

example, based on feedback we are working to improve our customer communications 

and provide greater clarity around responsibility for repairs. 

5.1.3 bpha is committed to improving the quality of services offered and to improving customer 

satisfaction as a result.  Improvements to customer facing systems and processes will be a 

major priority during 2014/15 although the benefits from these improvements are only 

likely to be fully realised in 2015/16. 

5.1.4 bpha recognises and accepts that some measures of customer satisfaction levels fall short 

of where we would want these to be.  We also note that some benchmark data suggests 

where we could target improvement.  We want our customers to be satisfied that the 

services that they receive represent real Value for Money.  We note that 75% of bpha 

residents consider that their rent offers Value for Money, which has fallen from the 81% 

level in 2012/13. 

5.1.5 There is an increasing focus upon mobile working enabling bpha housing officers and other 

customer facing staff to spend more time with customers.  Investment in new IT systems 

will increasingly enable customers to access information, to request services and to make 

amendments to tenancy, payment and other data via smart phones or other devices at 

times which suit them best. 

5.2 Energy efficiency 

5.2.1 A five year programme of replacing over 3,500 inefficient older boilers was completed 

which improved the thermal comfort of 20% of bpha’s homes. bpha measures the success 

of energy efficiency programmes using SAP (Standard Assessment Procedure) data.  The 

Value for money indicators
2014/15

Target

2013/14

Actual

2012/13

Actual
Benchmark*

Customer satisfaction with:

qual i ty of homes 80% 77% 83% 81%

neighbourhood as  place to l ive 85% 85% 84% 84%

bpha as  landlord NA  77% 83% NA

overal l  repairs  service NA  72% 73% NA

rent provides  va lue for money NA  75% 81% NA

overal l  service 78% 77% 73% 84%

*Benchmark data taken from HCA Global Accounts 2013
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SAP rating of bpha homes has continued to improve, increasing from 67 to 72.4 in the last 

three years. 

5.2.2 bpha plans on increasing its SAP rating to 74 in the next five years by retrofitting all solid 

fuel heating systems with modern ground and air source systems and where possible, 

replacing electric heating with an alternative heating method. 

5.3 Aids and adaptations 

5.3.1 £447k was invested in aids and adaptations to support disabled and elderly residents.  This 

investment contributed to the continued independence, autonomy and well-being of our 

residents.  According to an analysis prepared for the Scottish Government every £1 

invested in aids and adaptations delivers £5.50 in social benefit and so, by this measure, 

bpha’s investment delivered around £2.5m worth of social benefits. 

5.4 Volunteers 

5.4.1 bpha volunteers worked 2,623 hours, worth almost £34,000, on community projects in 

2013/14.  These projects range from individual help for residents who struggle with their 

gardens through to ‘Silver Surfer’ and ‘Fit at Sixty’ programmes. 

5.4.2 Using the support of volunteers and a small amount of funding from bpha we have 

invested to create community gardens on garage sites that had fallen into disrepair, 

attracting fly-tipping and anti-social behaviour.  Armed with an £80k National Lottery Grant 

and support from the local community, the gardens have gone from strength to strength 

over the past 6 years, winning many Awards including the Water Conservation Garden of 

the Year.  Now totally run by the community, for the community, this project is a glowing 

example of what is possible when we work with residents to overcome problem areas in 

our neighbourhoods and we see projects such as this as providing real Value for Money.   
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6 Efficiency gains delivered and planned 

6.1 Introduction 

6.1.1 There are many specific examples of activities undertaken which have delivered efficiency 

gains during the year 2013-14.  This section summarises and gives details of some of those 

activities but there are many other examples which could have been included. 

6.2 Summary of efficiency gains delivered in 2013/14 

6.2.1 The table below summarises identified efficiency gains realised in 2013/14:  

Elliott Crescent Community Garden 

in Bedford 
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6.2.2 On a practical level it can be difficult to assess accurately the monetary value of efficiency 

gains delivered and in producing the table above we have taken a prudent and 

conservative approach to evaluating these.  Accordingly, many of the items detailed in the 

case studies below have not been ascribed a monetary value.  In the coming year we plan 

to improve our ability to capture and report upon VFM efficiency gains data. 

6.3 Case studies 

6.3.1 Property Services:  The vast majority of bpha’s repairs and maintenance is outsourced, and 

the number of contractors was reduced during the year saving £228k.  One of the key 

contractors co-located to operate from bpha’s head office improving communications and 

customer service and reducing contract overhead costs by £450k.  Investment in, and 

better use of, stock data has been discussed in 4.2.3 above.  Changed procurement 

specifications in various items, such as showers, and other operational improvements have 

generated a further £67k in efficiency savings. 

6.3.2 Housing Management:  Critical analysis of activities resulted in renegotiation of various 

contractual arrangements, saving cost and/or providing better service as a result.  

Examples include an emergency call service for elderly and vulnerable persons which has 

been outsourced, and stock on the geographic fringe of bpha’s operational area previously 

managed by bpha the management of which has now been transferred to a local provider; 

though the contract was renegotiated during 2013/14 the efficiency savings of £55k will be 

Department Summary

Efficiency gains 

realised 2013/14

£'000

Property Services Reduction in contractors / re-negotiation 

of contracts

228                                     

Co-location reducing contractor overhead 450                                     

Other procurement and operational 

efficiency savings

67                                       

Grant funding negotiated to offset 

heating replacement costs

171                                     

Information Technology Procurement savings 77                                       

Total 993                                     
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realised in 2014/15.  Grant funding has been obtained and reinvested in various 

community projects.  The use of community rangers to support local communities, as a 

jointly funded and run initiative with one of our key local council stakeholders, has been 

extended. 

6.3.3 Service Improvement Panel:  SIP undertook various reviews during the year and made 

various recommendations which included VFM related issues.  Recommendations included 

increasing use of mobile technology for housing officers, changes to repairs and 

maintenance policy to drive customer satisfaction, review of aids and adaptations, 

improvements to website and grounds maintenance policy.  

6.3.4 Marketing & Communications:  Increased in house design and use of templates reducing 

external costs.  Increased provision of resident information through on-line means, has 

reduced costs of production of resident handbook and other documents. 

6.3.5 Development:  The role of the department in delivering VFM over new developments has 

been outlined in 4.1 above.  Other VFM improvements have been delivered through 

holding major consultations with residents and shared owners at two large development 

sites that were completed in previous years to ensure that bpha learn from residents about 

what they liked / disliked, gain suggestions for improvements and so forth.  Learning points 

from these consultations have been fed into design & planning for new developments.  

6.3.6 Finance & Corporate Finance:  Finance have a key on-going role to ensure VFM is delivered 

through the budget setting process, utilising a zero-based budget to ensure that all 

expenditure is justified, and then monitoring actual expenditure and ensuring budget 

holders are held accountable.  Corporate Finance was restructured during the year, both in 

terms of bpha team members and in terms of many of the facilities and derivative 

contracts which were renegotiated around the year end and these will deliver at least 

£800k of efficiency gains per annum commencing 2014/15. 

6.3.7 IT:  During 2013-14 improvements were made to the purchasing of various hardware and 

software resulting in efficiency gains of £77k.  There is considered potential to deliver 

much more.  bpha recognised that much of the IT infrastructure, both hardware and 

software, required upgrade if the business was to continue to deliver VFM and improve 

customer service.  The decision was taken to replace the Housing Management system 

which will improve working efficiency, make better use of data and increase the ability of 

customers to self serve and access information.  The new system will be implemented 

during 2014-15 although the bulk of the expected efficiency gains will only be realised in 
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following years.   

6.3.8 HR & Facilities:  During the year an extensive review was undertaken of all staff roles and 

compensation packages.  Benchmarking had already shown that bpha staff costs per unit 

were competitive, but the review showed that changes were needed to pay in some areas 

if bpha were to retain and attract talent.  In addition there was a recognition that further 

staff were needed in some customer facing areas.  Thus the plan is to increase overall staff 

cost per unit as this will deliver greater overall value.  The move of bpha Head Office to 

more modern facilities at a new site in Bedford has improved working efficiency, internal 

communications, IT resilience, and above all has contributed to a change in culture within 

the organisation, all of which will ultimately benefit customers and offers significant VFM.   

6.4 Planned efficiency gains for 2014/15 

6.4.1 bpha has budgeted to deliver a minimum of a further £1.6m operating efficiency gains in 

2014/15. 

 

6.4.2 All of the VFM efficiency gains realised in 2014/15 will be reinvested by increasing the 

amount of capital expenditure on existing properties, particularly through replacing 

kitchens, bathrooms and windows. 

  

Department Summary

Efficiency gains 

planned 2014/15

£'000

Property Services Co-location reducing contractor overhead 450                                     

Reduction in contractors / re-negotiation 

of contracts

361                                     

Housing Management Outsourcing of emergency call service 55                                       

Corporate Finance Restructure of loan and derivative 

contracts

800                                     

Total 1,666                                 
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7 Benchmark data 

7.1 Sources of Benchmark data 

7.1.1 bpha refers to two primary sources of benchmark data in order to obtain objective and 

independent data against which we can assess our VFM performance, which are: 

 The HCA Global Accounts 2013; and 

 Information published in audited financial statements of other mid –sized Housing 

Associations which operate in a similar geographic area to bpha. 

7.2 Conclusions from Benchmarking 

7.2.1 As referred to above, cost control is good but we need to analyse and understand the 

various drivers of customer satisfaction better in order to improve this. 

8 Summary of plans for improvement to delivery of VFM  

8.1 Introduction 

8.1.1 Preparation of this self assessment has helped to focus bpha Board and management on 

areas where we can deliver greater VFM.  These were noted at various points through the 

document, but are summarised in the following paragraphs.  

8.2 Investment in systems supporting customer service 

8.2.1 Investment is being made in systems to drive operational efficiency, both to support 

customer facing staff and back office systems.  The capability of systems to facilitate 

mobile working are being extended.  This will enable customer facing staff to spend more 

time in direct customer contact.  It will also facilitate customers to be able to self serve 

from smart phones and computers to enable customers to access services at times that 

suit them.  bpha are committed to working with customers to enhance digital literacy but 

recognise that it is also important to offer customers a choice of traditional, non-digital, 

methods of contacting bpha and accordingly will continue to offer these services. 

8.3 Increased investment in existing homes 

8.3.1 Whilst remaining a strong regional developer of new homes, there will be a greater 

emphasis on improving existing homes for customers.  Making use of our excellent stock 
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data information to plan capital expenditure, we have decided to accelerate some spend as 

this will enable more efficient procurement and will help drive customer satisfaction.  

8.4 Improved data analysis and sharing of good practice 

8.4.1 We believe good decisions are built upon good analysis of reliable data.  Accordingly to 

drive VFM we are making greater use of analytical techniques and Key Performance 

Indicators.  We intend to refer to sector data and learn from good practice elsewhere.  We 

will also support other associations in the sector and make available information and ideas 

where we believe others may benefit from our experience.  This will help bpha drive up our 

VFM and, we hope, help others to do the same. 

8.5 Customer satisfaction 

8.5.1 Whilst the majority of our customers are satisfied with the service bpha offers we plan to 

do better.  Communications will play a major part in this – listening to and actively seeking 

feedback from customers, managing expectations, and making it easy for customers to 

contact us – as this will help us to meet need.  There will be increased investment in the 

staff providing the service as this will offer greater VFM. 

8.6 Ensure VFM is at the heart of all that bpha delivers 

8.6.1 Historically bpha’s approach to Value for Money was focussed primarily upon cost / 

budgetary control and through consideration of contracts.  We have now started to embed 

VFM more closely in our operational plan and internal reports.  VFM measures are now 

being considered both when making resource allocation decisions and in reports on 

performance.  This is now also routinely considered as part of Governance through Board 

and Committees and through scrutiny by the resident led Service Improvement Panel.  

 



Value for Money   

bpha Ltd Self Assessment for the year ended 31 March 2014 

 

 

building places, housing ambition 

If you have suggestions as to how bpha can deliver 
improved Value for Money, or if you have any questions 
regarding this self assessment we would like to hear 
from you. 

 

Please get in touch through any of the following means: 

 

 

Talk to us: 

 

Tel: 0330 100 0272 www.bpha.org.uk 

Fax: 01234 221229 www.facebook.com/bpha.uk 

Email VFM@bpha.org.uk 

 

 

Write to us: 

 

The Company Secretary 

bpha Limited 

Head Office 

Bedford Heights 

Manton Lane 

Bedford 

MK41 7BJ 

 


