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This Statement outlines our Value for Money aims, ensuring that we work as effectively 
and efficiently as possible. Whilst driving efficiency and performance is critical to delivering 
the best service we can to tenants, we believe in the importance of being accountable for 
how we spend money and achieve value for that expenditure. 
The Statement shows how Family Housing has performed over the last 12 months in key 
areas such as repairs, customer service, rent collection and empty homes. In the last 
year, savings have been made in the way we procure goods and services, by reviewing 
our staffing structures as well as reviewing our procurement processes. These resources 
have been used to help and support tenants to sustain their tenancies.

Value For Money Statement

Introduction
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Our mission is to create strong, vibrant and resilient 
communities where people can live active, fulfilling, lives – 
living independently and safely.

Our vision is that by 2020 we will be a strong and financially 
viable association; a landlord; employer and partner of choice 
that continues to make a positive difference to the health and 
well-being of our tenants and the communities we work in.

Our values determine how we behave towards our customers, 
our colleagues, our partners and our work; our values influence 
the decisions we make as individuals and as  an organisation.

Our Vision, Mission, 
Values & Priorities
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Our business priorities are:-

To secure the best possible future for our current and future tenants

To be a financially strong organisation that is resilient to the changes in 
the external environment

To be able to develop and innovate

To provide security for FHA staff; for our staff to have a great 
environment to work in and opportunities for development, growth and 
progression

In order to deliver our vision it is essential that we make the best use of the resources 
available to us, and therefore we will:

  1.Create a culture that enables everyone to contribute towards VFM

  2.Concentrate on those things that add value to our customers, as interpreted
  by them

  3.Ensure what we do must be done as efficiently and cost effectively as possible

  4.Where possible, achieve added value from the resources we use to enhance
  the lives of our customers.

Value For Money Statement

Last year we achieved a surplus 
of over £2.2m which will support 
further investment in our homes 
and services to tenants
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Our Approach and 
Commitment

Value For Money Statement

The traditional definition of value for money is “the optimal use of resources to achieve 
the intended outcomes”. This should be achieved with a balance of economy, efficiency, 
effectiveness and equity.

Economy - the careful commitment of resources to save cost, time and effort.

Efficiency - ensuring that processes are lean by cutting out waste while maintaining the 
quality of the outcome that is being aimed for. Alternatively it is about achieving more for 
the same amount of effort.

Effectiveness - delivering the goals and expectations that our customers want, in a timely 
manner.

Equity - spending fairly to ensure that those in greatest need are 
considered.

Our approach to VFM will be embedded in our Self-Evaluation 
process and will consider:

86% of tenants surveyed told us 
that they are satisfied with us as 
their landlord

Costs, and cost drivers

Areas where savings can be made, with least impact on      
satisfaction

Areas where improvements can be made with maximum 
impact on satisfaction

Peer benchmarking and comparison
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Deliver wider social investment activity /adding social value

In addition to the direct benefits to our customers and stakeholders, delivered through 
the association’s services, our position as a dynamic social company enables us to 
achieve added benefits to our tenants and the community in which they live through 
our business activities. The association will strive to maximise the value that it derives 
from all of its activities e.g. seeking opportunities to invest in the local economy; seek 
volunteering, employment or training opportunities for our tenants; local community or 
environmental enhancements.

So how are we doing?

Since 2016 Family Housing Association has been working 
to improve governance and financial performance. 
Improvements can be seen across the Association, in 
particular, increased headroom along with increased 
investment in our housing stock.  

2014 2015 2016 2017
FHA Sector 

Average FHA Sector 
Average FHA Sector 

Average FHA Sector 
Average

Operating 
Surplus 24% 20% 25% 20% 29% 22% 29% 19%

Pre Tax 
surplus 0.2 - 0.1 - 1.3 - 1.1 -

Pre-tax 
surplus / 
turnover

1% 11% 0.3% 8% 7% 7% 6% 9%

Loans per 
unit £29,600 £14,900 £30,200 £22,100 £27,996 £23,056 £27,906 £30,931

Gearing 63% 54% 63% 53% 65% 63% 41% 68%
Interest 
Cover 1.37 2.50 1.29 1.88 1.02 2.00 1.60 1.53

Cost of 
funds 5.1 4.2 5.6 4.1 5.7 3.8 5.7 4.5

Financial Performance 

In its annual review of the audited accounts of the 26 largest housing associations 
in Wales, Social Housing magazine demonstrates the improving performance of the 
Association as well as highlighting the most significant challenge for FHA – how it can 
reduce its borrowing costs. 

81% of tenants 
surveyed told us that 
the rent they pay 
provides value for 
money 
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Sector benchmarking

We regularly compare our financial performance with the housing sector. It is important 
to us that we understand our cost base to run the business, but also to make sure 
that we are delivering the best value to our tenants and stakeholders. The following 
table shows how we are performing against the sector on number of the financial 
performance indicators. The Welsh Government also publishes a set of VFM indicators 
for housing organisations, these are attached in Appendix 1. We will be working 
through them to further understand our performance in these areas.

We want to be more resilient to external shocks and be able to develop more homes, 
invest in our current stock and services and to be able to recognises & support our staff 
to grow and development – in order to achieve these business priorities we need to 
create greater financial capacity. 

We have undertaken the following actions last year:- 

• Undertake a Treasury review
• Renegotiation of banking covenants
• Review options to refinance bank loans

 

As a result of expanding 
our Direct Labour Team we 
have saved £40k in cyclical 
decoration programme. This 
will be re-invested back into 
our services to tenants

Following a review of banking 
services, we have achieved a 
savings of £6k by utilising the 
most cost-effective payment 
transaction services

Working with our insurance 
broker, we negotiated savings 
on our premiums of almost 
£10k last year
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Financial Performance 
indicators

FHA 
2016

FHA 
2017

Sector 
Average

performance

How do we 
compare?

Management costs per social 
housing unit £313 £361 £444

Reactive repair & void costs per    
social housing unit £712 £675 £878

Major Works Cyclical 
Maintenance per social 
housing unit

£1,120 £1,048 £1,269

Gross arrears/social housing 
turnover 5.2% 6.2% 3.3%

Total rent as a % of Rent due 99.95% 98.92% 99.7%

Rental void loss 1.3% 2.5% 1.1%

Total overhead costs as 
adjusted turnover 11.8% 6.6% 12.1%

Our performance indicates that our cost base in relation to housing management and 
repairs service is better than the sector. This means that we are delivering good value for 
money in these areas of the business; and this is even more evident when we triangulate 
this performance with customer satisfaction.
 
However, it is also evident that our gross arrears and void rent loss performance is 
weaker than the sector average. We have done a lot of work to bring down voids in 
our extra care schemes and these areas have been prioritised within our business and 
operational plans. 

Working with Carmarthenshire County 
Council we have significantly reduced 
voids in our extra care schemes, 
increasing income and housing more 
people
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Service Costs 

Family Housing is a member of HouseMark benchmarking 
club. Through this club we are able to compare our cost and 
performance of key service areas. The heat map below shows 
our performance relative to the housing sector in Wales for 
2016, and 2017 data is still under validation by HouseMark. 
It is pleasing to see we are performing particularly well on 
Responsive Repairs and Void Works, Major Works and 
Cyclical Maintenance and Tenancy Management with our 
costs being much lower than average. However, Rent Arrears 
Collection and Lettings are areas that we need to focus on as 
the comparison data indicates that our performance is below 
average. 

Service Costs Value 
for Money Dashboard

Value For Money Statement

We talked to tenants 
in two of our Extra 
Care schemes 
and they told us 
that they wanted 
more contact with 
staff.  As a result, 
we restructured 
our team to allow 
tenants more ‘front 
of house’ hours and 
at the same time we 
made a saving of 
£28k
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Area of Satisfaction FHA
2017

FHA
2018 Trend

Sector
average

performance

How do we 
compare
with sector?

Satisfaction as a 
landlord 89% 86% 84%

General quality of your 
home 87% 82% 81%

Neighbourhood as a 
place to live 85% 85% 85%

Maintaining the home 84% 79% 79%

Value for money - Rent 81% 81% 82%

Value for money - 
Service Charge 80% 75% 71%

Listen to views and act 
upon them 76% 73% 67%

Provide information that 
is helpful and accessible 83% 85% - - 

 

 

 

 

 

 

 

Tenant Satisfaction

We ask our tenants how satisfied they are with the homes and services we provide. 
This enables us to understand satisfaction with our services and to benchmark our 
performance against other housing associations to identify areas we can improve. 
Although the respond rate was slightly down from the previous survey we have seen an 
increased online response.
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Overall services 

85% of tenants surveyed are satisfied with the overall service provided by Family 
Housing, although this is slightly down from previous survey the indication is that we 
are still performing better than the sector average. Again, it is the same with regards to 
quality of home, with 82% satisfaction rate, we are performing just slightly better than 
the sector average in this area. Tenants feel their neighbourhood is a good place to 
live, this is seen in the level of satisfaction with 85%. In regard to maintenance, 79% of 
tenants are satisfied with the way Family Housing maintains their home and results in 
this area indicate that our performance is on par with the sector, although down slightly 
from last year’s performance.

Communication 

73% of tenants are satisfied that Family Housing listens to their views and acts upon 
them. This however is slightly lower than last year, but we perform better than the 
Welsh sector average. 85% of tenants are satisfied with the information that is provided 
to them, agreeing that it is helpful and easy to understand, this is an improvement on 
last year’s performance.

Rents & Service Charge - Value for money 
 
81% of tenants surveyed are satisfied that their rent provides value for money. 
However, we still fall slightly short against the sector average performance. In relation 
to service charge 75% are satisfied that it provides value for money and the results also 
indicate we are performing well above the sector average in this area, but slightly down 
from the last survey undertaken.

We held 13 ‘engaging with 
tenants’ sessions in local 
communities, with over 100 
tenants engaged with, on matters 
such as car parking and new 
kitchen installations

We invested over £1m in 
planned improvements and 
a further £3m repairing and 
looking after our tenants’ homes

Staff provided resources to tenants at their request at Llys Pentre in Swansea 
to manage a communal garden, where they now grow flowers and herbs. This 
is helping tenants to take pride in their neighbourhood and keep active
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When we asked our tenants to provide us with feedback through the tenant 
satisfaction survey, we utilised the data we hold on tenants to identify 
communication preferences and sent out the survey in the required format, 
particularly those who required information in large print.

Our social value Impact 

We recognise we have a role to play in helping our tenants sustain their tenancies, 
to build independence and to be part of their community. We contribute towards the 
alleviation and prevention of homelessness. We know that to do this we need to have 
productive partnerships with other organisations working in the communities that we 
serve and keep our empty homes to a minimum.  

Over the last 12 months we have helped meet the housing needs of 340 people and 
supported our partner local authorities in meeting their homelessness responsibilities

We helped tenants deal with £46k of debts, making sure that they are able to sustain 
their tenancy and support their family

79% of the people who received housing related support are now able to manage 
their lives more independently 

We have restructured the housing team to enable staff to spend more time with 
tenants within their own homes and communities

At Family Housing we deliver in-house Dementia Friend sessions to our tenants, staff 
and communities. 

We were proud to be part of the DIY 
SOS team which involved building 
transitional accommodation for a 
care leavers project. Our staff worked 
alongside independent trades, local 
community, volunteers to complete 
the project

82% of tenants surveyed told 
us that they are happy with 
the quality and condition of 
their home
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We have been working in 
partnership with the Trussell Trust 
to combat food poverty amongst 
our tenants.  Sadly, food poverty is 
a real issue amongst our tenants, 
and some are very ill and are 
unable to cook for themselves

We held 7 digital inclusion events in 
local communities helping tenants 
to be more digitally able. In addition, 
we have trained our staff members as 
Digital Champions to provide support 
to tenants in their homes

Staff and tenants have raised over £10k for various charities; undertaking a variety 
of events such as the 3 peaks challenge, cycle rides, cake sales, tea parties, BBQ’s 
and much more

Children from the local school visit our extra care schemes to work with tenants 
to help improve their digital skills. They have currently been helping access social 
media and emails. The next phase of the project will be focusing more on practical 
skills like online shopping and video chats with family and friends. The tenants and 
children have great fun in sharing and learning together

We look at our tenant’s environment, adaptations and assistive technology are all 
areas that we take into account with someone living with dementia. Having the 
correct environment can enable them to live at home for as long as possible.
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Delivering value to tenants 

Over the last year we worked hard to improve our homes making sure they are energy 
efficient and comfortable. We worked with our partners to deliver new, affordable 
homes to help alleviate homelessness and to meet local housing need. We specialise 
in providing services to older people and to people experiencing mental ill health.  
Commissioners recognise these “specialist services” as key to delivering a range of local 
and national health, housing and social care strategies.

We have helped our tenants access housing and other benefits totalling over £278k

Our tenants and staff have 
raised over £5K for Dementia 
UK through various activities, 
including ‘Time for a Cuppa’ 
campaign

We worked with our partners to deliver 57 
new homes 

We installed 163 new kitchens; 36 
bathrooms, 148 new boilers, and 22 new 
windows

We have developed partnerships with support agencies and local authorities to 
make a positive contribution to the well-being of our tenants and to support them in 
sustaining their tenancies.

We took over a contract for providing care and support to older people with mental 
ill health from Gofal and were able to reduce accommodation costs for tenants as a 
result.
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Our plans for the year ahead

This self-evaluation shows that the Association has 
made good progress. The overall VFM is a continuous 
process and we recognise that the quest to improve 
is never complete. We are committed to improve our 
performance and efficiency to deliver best value for 
money to our tenants and stakeholders. We know we 
have a lot more to do, below is our VFM action plan 
which details areas where we intend to focus our 
efforts. These areas have been prioritised within our 
business and operational plans. 

Value For Money Statement

We provided 20 
students with work 
placements in our care 
and support section 
of the business, 
making sure that the 
next generation of 
workforce has the right 
skills and experience 
for the sector

Understand and address areas of tenant satisfaction that have declined

We need to continue to closely monitor and maintain improvements to our financial 
performance 

We need to further understand how the homes we own make a positive or negative 
impact to our tenants and our business, as a result make further investment in our 
stock where required

We want to explore options and opportunities to develop new homes and services

We want to continue to improve how we identify and support tenants who will be 
affected by welfare reform 

We want to ensure our IT systems:
• Allow us to make better use of the information we have to support and provide 

services to our tenants
• Enable our tenants to access services online

We will be reviewing how the Association’s finance is structured with a view to 
reducing the cost of our loans and future borrowing
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As a responsible business we will contribute our fair share in achieving the 
ambitious vision set by the Welsh Government in its Well-being of Future 
Generations (Wales) Act

We are going to review the staffing structures in care and support to ensure that 
they meet tenants needs and are fit for purpose

We want to continue to develop our people at all levels of the association, 
embedding innovation, leadership, responsibility, autonomy and accountability

We need to improve reporting and effectively communicate our performance and 
how well we are doing against other similar organisations 

We want to continue our journey in tailoring our services to those that need it at the 
same time improving how we identify, support and meet the changing needs of our 
tenants in the future

We want to develop collaborative approaches with our tenants and partner 
organisations to effectively respond to community issues

We want to support our tenants with skills development, helping them become more 
“work ready”

We recognise that some tenants prefer to ‘self-service’ and want to improve our 
offer to them.  This is also the most cost-effective interaction with tenants

We will aim to spend 95p in every pound in Wales, supporting local businesses and 
the Welsh economy

We supported our tenants to successfully access over £440k of grants to adapt 
their homes, helping them to live in their homes for longer
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 Family Housing Association 
(Wales) Rating Value Median
Operating costs for lettings per 
Social Housing unit 2015 3,853 2,867
Operating costs for lettings per 
Social Housing unit 2016 3,855 3,012

Management costs per Social 
Housing Unit 2015 1,783 979
Management costs per Social 
Housing Unit 2016 1,842 981

Reactive repair costs per Social 
Housing Unit 2015 1,141 957
Reactive repair costs per Social 
Housing Unit 2016 1,158 1,052

Major repairs and component 
costs per Social Housing Unit 
2015 330 648
Major repairs and component 
costs per Social Housing Unit 
2016 364 679

Bad debts per Social Housing Unit 
2015 30 27
Bad debts per Social Housing Unit 
2016 31 28

Weighted average cost of capital 
(previous year) 5.96 4.5
Weighted average cost of capital 
(current year) 5.95 4.56

Free cash flow (before draw down 
or repayment of loans) 2015 1,445 1,289

Free cash flow (before draw down 
or repayment of loans) 2016 2,408 1,729

Gross Arrears/ Social Housing 
turnover 2015 3.44 4
Gross Arrears/ Social Housing 
turnover 2016 4.03 4

Total rent per Social Housing Unit 
2015 6,591 4,889
Total rent per Social Housing Unit 
2016 6,607 5,027

Rental void loss per Social 
Housing Unit 2015 119 70
Rental void loss per Social 
Housing Unit 2016 119 64

Headline social housing cost per 
unit 2015 4,183 4,008
Headline social housing cost per 
unit 2016 4,218 3,881

Appendix 1


