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CORPORATE  IMPROVEMENT AND EFFICIENCY PLAN 
 

 2006 - 2011 
  

INTRODUCTION  
Our Corporate Improvement and Efficiency Plan sets out The Vale Housing Association’s 
vision and strategy for the next five years.  It shows how we intend to improve our services to 
meet the needs of all our customers, through Continuous Improvement Service Reviews and 
through the targets we set for ourselves.  It also outlines our plans for making sure our services 
are delivered efficiently and provide value for money.  
 
This plan is one of a number of documents which contribute to the Association’s strategy for 
fulfilling our aims and objectives.  Other key documents are: 
 
The Business Plan – expresses our existing services and future plans in financial terms for the 
next thirty years.  This enables the Association to prove to our financial backers that it has a 
financially viable future and the necessary access to resources to meet our obligations and 
objectives. 
 
Annual Efficiency Statement – includes the Association’s plan for the year ahead to reduce 
the amount of money we spend on services without reducing the quality. It appears within this 
document. 
 
The Annual Financial Plan- sets out in detail where our money comes from and how we 
intend to spend it over the next twelve months. 
 
Policies and Procedures – sets out how the Association works as an organisation and what 
standards we work to, so that we can achieve consistency for our customers. 
 
Risk Maps – identify business risks in terms of impact and likelihood on the organisation and 
therefore our ability to carry out our responsibilities to all stakeholders.   
 

�
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Section One: The Vale Housing Association 

 
1. What we’ re about 
The mission statement of The Vale Housing Association is to be “providers of quality housing 
at affordable rents” . 
 
2. Our current position 
From the outset the Association has set out to provide a good standard of housing to those in 
need, together with a package of support services where necessary.  This ethos embraces both 
good management of the housing stock and effective services to tenants and aims to achieve 
well-balanced and sustainable communities.  All this has to be attained within a financial 
framework that is heavily influenced by our regulators. 
 
Last year we became a Charitable Industrial and Provident Society.  This has no material 
effect on our services but does improve our tax position so that we are more in line with the 
original financial forecasts set out when we first became an association. 
 
One of the Association’s values has always been to provide value for money.  This year we are 
once more producing an Annual Efficiency Statement, which sets out what efficiency gains we 
plan to make in the year ahead and what gains we made last year.  A summary of this is 
included within this plan. 
 
We aim to work efficiently but also take steps to ensure that the quality of our services does 
not diminish.  Last year the Association was accredited as meeting the Quality Housing 
Services standard, and was identified as best in class in the areas of Equality and Diversity and 
Tenant Participation.  Our services continue to be tested and audited through this standard, 
including direct feedback from tenants. We also were successfully reawarded the Investors in 
People award.  Such awards do not indicate that everything we do, we get right.  What they do 
point to, however, is an organisation that is confident enough to welcome inspection and 
criticism from outside, and willing to learn and improve the way we work wherever we can.  
This ultimately benefits all our customers. 
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Section Two: Our  Corporate Aims and Values 
 
1. Corporate Aims 
We have set ourselves four major corporate aims and everything we do should help 
accomplish these.  These aims should reflect the service that our tenants want from us. Our 
strategies, plans and objectives mean nothing if they are not similar to those of our tenants, our 
main stakeholders. 
 
a) Develop affordable solutions to housing needs 

�  We are now a member of the Sovereign Housing Consortium, a group which has 
obtained preferred partner status with the Housing Corporation. 

�  We have a target to build 150 new homes a year. 
�  In 2006/2007 we will be letting our first homes in the Cherwell District area. 
�  We will look for opportunities to purchase stock from other Housing Associations in 

the area which are looking to rationalise their stock. 
�  We will use the results of our Stock Condition Survey to ensure that all of our 

properties meet the Decent Homes Standard by 2010. 
�  We will seek to build on our shared ownership portfolio. 
 

b) Manage effectively, with financial responsibility and tenant involvement, the resources 
of the Association to deliver  quality services. 

�  We will increase rents in accordance with the Government’s rent reforms. For most of 
our tenants, this will mean annual increases significantly above the current levels of 
inflation.  This is because average rents for these tenants are currently some of the 
lowest in the south east of England.  For tenants who are already paying rent which is 
close to the assessed target rent, annual increases are likely to be nearer inflation. 

�  The Association continues to fully endorse the concept of Continuous Improvement 
and will carry out a series of reviews next year. 

�  We continue to find new ways of making use of tenant feedback and have monitored 
this through our first Impact Assessment 

�  We aim to improve access to all our services, and by following our Equality and 
Diversity Strategy aim to ensure that none of our tenants is excluded. An Equality and 
Diversity Working Group has been set up to monitor this.  

 
c) Seek and develop opportunities for  beneficial par tnerships and co-operation. 

�  We will work closely with other associations in the Sovereign Consortium, both for 
developing new properties and for other areas of work such as joint commissioning. 

�  We will continue to work with numerous agencies, local authorities and other bodies to 
ensure comprehensive service provision, particularly in order to help the most 
vulnerable in our society. 

�  We work in partnership with other organisations to benchmark and exchange good 
practice. 

 
d) Per form at the highest level of Social Landlords. 

�  Our aim is to offer more than the minimum service prescribed by our regulator.  We 
strive to provide quality services and in so doing expect to compare well against other 
housing associations.  This is measured through comparative benchmarking exercises, 
use of critical friends and networking with other providers. 

�  We aim to challenge ourselves through pursuing high standards set by quality awards 
such as Charter Mark and Quality Housing Services, to ensure that we provide services 
above and beyond that which we are required to provide. 
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Section Three: Continuous Improvement 

 
1. How do we improve how The Vale Housing Association works? 
The Vale Housing Association carries out a rolling programme of reviews which aim to 
improve our services using feedback from staff and tenants.  We use the following to help us 
analyse the services we provide: 

�  Our performance benchmarked against other organisations 
�  Opportunities for efficiency gains 
�  Relevant tenant feedback 
�  Relevant standards and recommendations from the Quality Housing Services  
�  Relevant best practice 
�  Relevant Key Lines of Enquiry from the Audit Commission’s inspection regime. 

 
2. What reviews did we carry out last year? 
Last year we carried out reviews in the following areas: 

�  Off-street parking 
�  Communal cleaning and other communal services 
�  Gas servicing  
�  Services to tenants wanting to carry out alterations to their homes 

 
We are also in the process of carrying out a review of Voids (empty properties). 
 
3. What did these reviews accomplish? 
Below is a summary of what these reviews accomplished.   
 
Off-Street Parking  

�  We produced a new leaflet giving people information about how to convert their front 
gardens into parking areas properly and safely. 

�  We sent guidance to housing and maintenance staff telling them how people can 
convert their front gardens into hard-standing. 

�  Housing officers were given the numbers of Highways to report serious cases. 
�  We wrote to councils and other partner organisations to explain our part of the process 

and ask them how we can work more closely together. 
 
Communal Cleaning 

�  We rewrote the specification used for the cleaning of communal areas, taking account 
of feedback from tenants and staff 

�  We ensured that in the future the same specification will be used in all communal 
areas, instead of different standards in different areas 

�  We made a decision to bring the cleaning contract in-house where we would have 
greater control over it.  We are currently recruiting for in-house cleaning staff. 

 
Tenant Alterations 

�  We have set new timescales and standards – we now aim to give people a decision 
within five working days if a visit is not needed and four weeks if it is. 

�  We have made sure that anyone assessing an application must consult with other 
members of staff who might be affected. 

�  We have introduced a 12 month deadline by which people must complete the work 
�  We have introduced a system for chasing up people who have not completed the work 

after 12 months, to help us ensure that post-inspections are carried out. 
�  We produced new updated guidance and helpful hints on carrying out alterations. 
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Gas servicing  

�  We have better legal methods for getting into people’s homes if they don’ t allow us to 
enter to carry out a gas service.  We received legal training and learnt how to use an 
“Order 25”  notice to make sure we gained access. 

�  We have used extra publicity to make sure that we get into people’s homes more easily 
– this included a special supplement in the tenants’  newsletter. 

�  We are trailing new technologies, such as a way to sound an alarm in someone’s home 
if they have not had their boiler serviced, though only in very severe cases. 

�  All our gas engineers carry leaflets advertising the services that energy companies can 
provide, such as free safety checks, which they can hand out to people who may need 
it. 

 
We are also currently carrying out a review of how we handle empty properties (known as 
voids). So far this has involved looking at the standards our new homes must meet before they 
can be let, how tenants can check that this has happened and the information we give to new 
tenants. 
 
4. What areas will we review next year? 
We have assessed which areas we should review next year, using feedback from tenants, staff 
and external sources to help us decide.  These are the areas for review: 
 
Review area Reason why being reviewed 
Responsive Repairs Originally a request from the tenants’  forums, 

a recent internal audit report was carried out 
on this 

Online services and our website Publication of good practice, has not been 
reviewed before.  New website being 
developed. 

Gardening assistance scheme Feedback from tenants’  survey highlighted 
concerns over gardens 

Communicating with tenants Ideas were raised last year after an external 
training session. 

 
The following areas are also being reviewed to some extent: 

�  Recharge procedures –  a group of staff is currently assessing our internal processes for 
raising recharges 

�  Equality and Diversity – the Equality and Diversity Working Group will be carrying 
out a scoping review to design a new strategy for the Association, as we are 
approaching the end of the actions to be carried out on the last one. 

�  Complaints – a group will meet to monitor how well new procedures and systems are 
working and to consider new guidance when it is published. 
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Section Four : How will we make sure The Vale Housing Association is 

providing value for  money 
 
The Vale Housing Association has a proven history of operating as a cost effective 
organisation, providing   services at a comparatively low cost, whilst maintaining a 
commitment to providing quality services. 
 
Comparison against other social landlords on costs shows we are in a very strong position. 
For the 2004.05 financial year, our unit costs for providing core housing activities, was 
equivalent to £406 per property. This compares to the average cost for those in the upper 
quartile of £428 per unit. 
 
Equally, measured against the Housing Corporation’s own performance indicators, which 
are more performance based, we operate in the top quartile for most areas of activities. The 
fact that we have a number of qualitative awards such as Charter Mark and are members of 
Quality Housing Services confirms our commitment to raising service standards. Against 
this background we are nevertheless not complacent about costs or improving services as 
exemplified in Section Three.   
 
As part of this process, it is a requirement of the Housing Corporation to publish each year 
a statement outlining the efficiency gains being sought in the future as well as to draw 
attention to the gains already achieved. 
 
Over the last year we have made real savings of over £114,000 compared to the previous 
year  through a number of initiatives such as; 
 

�  Reduction in insurance premiums as a result of re-tendering  
�  Changes in the procurement process for mobile phones 
�  Savings as a result of restructuring our Property Services Directorate following 

staff vacancies 
�  Savings in finance costs as a result of re-negotiating existing loan arrangements. 

In the current year the savings arising from these changes will be worth over £304,000. 
 
Summary of efficiency gains  
                                              Management       Commodities    Other                     Total 
                                            &  Maintenance                              incl Treasury 
                                                      £’000                £’000              £’000                  £’000 
Efficiency gains 
projected for  2005/06                         61                       6                                              67 
 
Actual gains 
Achieved for  2005/06                       101                     13                                             114 
 
Target for  2006/07                            103                     13                   189                    304 
 

Our strategy for achieving value for money is enshrined in our continuous improvement 
programme, of reviewing services in conjunction with our tenants and staff to achieve the best 
we can. Essential to this process is to listen and find solutions where there are problems. By 
doing just this, it is the intention this year to use some of the savings to improve our communal 
and estate services. Some of these have long suffered because of the difficulties over lease 
holding arrangements in many of our blocks of flats. Through the benefits of employing our 
own staff to carry out much more of these services we hope to make a real difference in the 
future. 
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Section Five: Financial and Statistical Information  

Spending and Income Forecasts 2006 –2011 

Turnover  2006.7 
£’000 

2007.8 
£’000 

2008.9 
£’000 

2009.10 
£’000 

2010.11 
£’000 

Rents 18,582 20,436 22,073 22,942 23,816 

Service Charges     960      993   1023   1053    1085 

Other Income     685     703     721     739   757 

Total Income 20,227 22,132 23,817 24,734 25,658 

 

Spending 2006.7 
£’000 

2007.8 
£’000 

2008.9 
£’000 

2009.10 
£’000 

2010.11 
£’000 

Management & Administrative Costs 2,978 2,693 2,874 2,999 3,129 

Scheme Manager Service   994   1,021 1,047 1,073 1,100 

Repair & Maintenance costs 7,869 7,953 8,405 8,788 11,215 

Depreciation Charge 1,181 1,334 1,475 1,621 1,772 

Finance Costs 4,542 5,214 5,620 6,094 6,634 

Total Costs 17,564 18,215 19,421 20,575 23,850 
 

Surplus for  the year   2,663 3,917 4,396 4,159 1,808 

 
 
Number  of homes managed 
(excluding leaseholders) 

2006.7 
 

2007.8 
 

2008.9 
 

2009.10 
 

2010.11 
 

Start of year 5188 5285 5530 5711 5831 

Additional homes to be built / acquired   97    245    181 120 120 

End of year  5285 5530 5711 5831 5951 

Other Financial Information                              2006.7      2007.8     2008.9   2009.10 2010.11 
 

Average weekly rent (48 week year) £74.97 £79.84 £82.96 £83.97 £85.40 

 
Average debt per dwelling (£’000) 18,434   19,191  20,085   21,148 22,596 

 

Rent Arrears at the end of Year (£’000) – 
calculated at  3.1% of rent due 

614 673 725 753 782 
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Section Six: Our  Per formance Information  

 
Per formance 
Indicator   

Vale Housing 
Association 
average 
2005/2006 

Vale 
Housing 
Association 
target 
2005/2006 

Vale 
Housing 
Association 
average 
2004/2005* 

National 
Average 
2004/2005* 

South-East 
Average 
2004/2005* 

Average weekly gross 
rent (including service 
charges) 

£70.13 £70.31 £65.14 £63.46 £73.21 

Average weekly 
operating cost per unit 

£47.57 £46.26 £44.60 £51.29 £53.52 

Proportion of rent 
collected 

99.7% 99.3% 99.6% 99.1% 99.1% 

Rent written off 0.3% 0.5%    
Rent lost through 
properties becoming 
vacant 

1.2% 1.0% 1.0% 1.9% 1.5% 

Percentage of 
dwellings vacant and 
available to let  

1.0% 0.6% 0.3% 1.0% 0.9% 

Percentage of 
dwellings vacant and 
unavailable to let 

0.2% 0.1% 0.2% 1.3% 0.6% 

Average re-let time  37 28 30 days 43 days 32 days 
Lettings to BME 
households 

2.5% 3.5% 1.8% 14.7% 8.2% 

Average SAP ratings 73 - 72 66 68 
Emergency repairs 
completed within target 

97% 100% 91.2% 95.2% 95.2% 

Urgent repairs 
completed within target 

94% 90% 91% 92% 91.9% 

Routine repairs 
completed within target 

88% 90% 84.5% 91.6% 92.5% 

Appointments kept out 
of those made 

95% 90% 95% 94.1% 96.1% 

Overall tenant 
satisfaction 

95% - 83% 79% 80% 

Tenant Satisfaction 
with participation 

63% - 43% 62% 61% 

 
 
*For general needs properties 


