
VALUE FOR MONEY STATEMENT – 2021/22 
 
Value for money (VFM) is extremely important to ccha, as we want to ensure our limited 
resources are being used effectively to achieve our strategic objectives, be able to meet the 
demand for our services, have a positive impact on our customers and ultimately bring value 
to the communities we work with and provide a home for.  We aim to manage our costs to 
maximise the resources available and identify and implement improvements in the way we 
work to bring about efficiency savings. 
 
VFM is pivotal to us achieving our ccha2025 business plan which identified five priorities key 
to the future success of our Group, with improving our Value for Money offer being the fifth 
strategic objective underpinning the others. 
 

• Resident Standards 

• Staff and Partner Engagement 

• Safety and security undertaking  

• More affordable homes pledge 

• Value for Money offer 
 
With an overarching commitment to ensure all activities are linked to our community. 
 
The targets to achieve over the five years of the plan, ccha2025, are detailed below: 

• Resident standards – Customer satisfaction 86% (2019/20 73%) and a 5% 

improvement in our Net Promoter score (2019/20 +32) 

• Staff and partner engagement – 1-star Best Companies rating (2018/19 One to Watch) 

• Safety and security undertaking – 100% compliant will all legislation and regulations 

• More affordable homes pledge – 5% growth year on year and 50% for London 

affordable rent 

• Value for Money offer – Median quartile cost and upper quartile quality 

 
The Board approved a Strategy Framework in March 2021 which has been developed to 
deliver the targets. This includes a new Value for Money Strategy (VfM) which explains how 
we will achieve best value, the optimum blend of Economy, Efficiency and Effectiveness 
through our work and embed this into the culture of the organisation. 
 
Our approach to value for money is aligned with our corporate VALUES. 
 
Since the pandemic which hit the country in March 2020, all stake holders, including ourselves 
have faced, and continue to face, pressures linked to increasing costs and scarcity of 
resources. This is in an environment where the expectations of our residents, government and 
the Regulator of Social Housing (RSH) continually increase but as a medium sized 
organisation we are agile enough to flex our practises to meet these challenges.  
 
The internal and external pressures we face are detailed in our risk register, monitored and 
controlled and mitigated where possible. This is closely monitored by the Leadership Team 
monthly and by our Board and Audit and Risk Committee (ARC) quarterly.  
 
However, we are still operating in an area where housing is in short supply compared to the 
demand. We therefore recognise that the supply of affordable housing for rent, and sale needs 
to be increased and that many people in our community, particularly those on lower income 
and on state benefits are seeing their income fall in real terms. We therefore need to continue 



to develop to meet the needs of the community and in turn will help us become more cost 
effective. 
 
Following a successful further year of working remotely, ccha are using this opportunity to take 
a hybrid approach to our permanent working arrangements and moving into a reduced ccha 
owned office space. This will bring sustained savings on our office costs and improve staff 
working practices as we gain the best of remote and face to face working.  
 
We continue to move forward in strength, with new effective and efficient ways of working, 
able to grow our capabilities and expand on our potential, to support our residents, and 
develop new affordable homes. 
 
More than ever, our strategic VfM target to achieve Median Quartile Cost and Upper Quartile 
Quality will be challenging but we are willing to meet that challenge. 
 
 
Resident Safety and Wellbeing 
The health and safety of our residents is a priority and though we believe that we have good 
controls in place already, which has been assured by our internal auditors, we have 
commissioned a further independent health and safety review to ensure that we are doing all 
we can to keep our residents safe. ccha are proud to report 100% Landlord Health and 
Safety compliance at the end of 2021-22 in all but one area. We were unable to gain access 
to one property to undertake a gas safety certificate which affected our year end position 
(99.9% compliance), but we have now gained access and have returned to 100%.   
 
We are also addressing fuel poverty and had a target for the year for our stock to achieve a 
minimum SAP rating of 58 or above. We are pleased to report that 99.46% of our stock 
achieved this and over 70% of our homes have an EPC-C rating. We are addressing the small 
number of properties not achieving this level on an individual basis and have budgeted for 
these works. This will mean that they achieve a SAP rating of over 58 by the end of the 2022/23 
financial year. 
 
We have continued to do many of our welfare checks to residents over the phone where 
residents prefer this approach. This has improved the efficiency of the service by saving travel 
time which can be better spent engaging with residents. 
 
82% of our residents feel we provide a home which is safe and secure. 

 
We are proud that our Welfare and Debt Advice officer (WDA) service provides significant 
value for money and is an effective investment that ccha has chosen to support our residents. 
This is balanced with a firm and structured income recovery policy which continues to deliver 
strong arrears performance year on year. We have made the commitment to not evict any 
residents that actively engage with us to resolve their debt. Despite this, two residents lost 
their homes last year due to non-payment of rent over a significant period of time and no 
engagement, with one subsequently found to have been sub-letting. Our rent arrears 
performance at year end was 1.5% for residents NOT on Universal Credit (Target 2.75%) and 
6.45% for those residents on Universal Credit (Target 8.00%). 
 

 
 

Actual Actual Actual Housemark

19/20 20/21 21/22 Median 20/21

Current tenant arrears as % of rent due 2.40% 3.21% 2.79% 4.84%

Value for Money Area Outcomes

0.92% 1.17% 1.01%1.16%

Rental Income Performance

Rent loss due to voids



Our void loss increase was largely due to delays in receiving suitable nominations for our 

supported housing properties and delays with our void works. We are helping to mitigate this 

by moving across to leasing arrangements with local support providers which means we 

continue to assist vulnerable residents in our boroughs but reduce our exposure to voids. We 

are also making improvements with our contractors. 

 
Generally, the WDA used to see many of the residents in person but converted to phone 
support through the pandemic and has continued to do most of their main support in this way. 
The time saved allows us to reach more residents and spend more time speaking to those 
residents to understand their individual circumstances.  
 
We are proud of the work of our income team who have managed to bring in £407k for our 
residents which, given the vulnerability of some of our residents, they may not have known 
they were entitled to. 
 
 

 
 
 



 
 
*Financial inclusion are services we provide to our residents such as Welfare and Debt Advice and the hardship 

fund. Local environment are our estate improvements and Youth is our support with Croydon Youth Zone. 

 
Customer Service 
 
The business plan consultation highlighted the need for improvements in our customer 
service. The results showed we needed to improve on communication and customer service 
skills including response times and managing expectations which required clear standards 
and procedures to be put in place. 
 
Since then, all staff have completed customer service training and an embedding programme. 
Staff also attended workshops to review resident feedback from the surveys in detail and 
discuss and agree how we could improve our overall service delivery including developing 
draft customer service standards. This would enable us to deliver a more consistent and 
responsive service and let residents know what to expect so they can hold us to account but 
also manage their own expectations. We have now consulted with residents on these 
standards which will go live from April 2022. These are a starting point and will be developed 
and improved over the lifetime of our new customer strategy. 
 
In addition to this, we have rolled out a number of other improvements as part of our action 

plan including: 

 

• A new telephone system with better functionality and reporting 

• Standard greetings, scripts, voicemail and call back arrangements  

• Changes to our emails including auto acknowledgements, standard signatures and 

better use of out of office notifications  

• Acknowledging queries received via our website 

• New appointment arrangements for residents wanting to visit staff in our office 

 
Resident Engagement and customer satisfaction 
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We now use an independent specialist provider to contact all residents to complete a 

telephone survey and there has been a good response with approximately 40% of our 

residents giving us feedback through the year. We have been able to use this feedback to 

improve things like our estate services and to inform where we need to spend more time or 

target resources such as our repairs service. Our questions have continued to evolve based 

on the feedback we receive, and we have already started to align our questions to the new 

Tenant Satisfaction Measures before they are introduced in April 2023-24. 

 

Since the business plan consultation, feedback continues to highlight customer service and 

our repairs service as the key areas to focus on. Whilst getting hold of the right person (65%), 

the way we handle enquiries (61%) and their outcome (58%) and satisfaction that we listen 

and act on views (61%) have all shown noticeable improvements in 2021-22 following changes 

we have made, they are still significantly lower than we would like them to be and remain a 

key focus for this strategy. Our customer satisfaction remains disappointingly low against our 

target but externally, Housemark noted a clear drop in overall resident satisfaction of 7% 

through the pandemic and that housing organisations in the London area have satisfaction 

levels on average 10% less than the rest of the country. In terms of our peers, our 66% 

satisfaction at the end of 2021-22 was the median average. 

 

Our new Customer Strategy approved in April 2022 focusses on improving satisfaction with a 
clear focus on customer service, clear standards and communication. We have also invested 
in our Property Services team and been working extremely closely with our contractors to 
improve our repairs and maintenance service. 
 

 
 
Feedback from residents told us that 92% were satisfied with the opportunities to get involved 
and that surveys were their preferred way to engage with us. Some residents were also 
interested in getting involved in the procurement of services and so took part in the evaluation 
and selection of our repairs and estate service contractors.  
 
In 2021/22, 75% of residents were satisfied with our engagement with them. This decline is 
likely to reflect the lack of in person engagement events held since 2020 due to the pandemic. 
 

 

 

 

Communications 

We focused on promoting opportunities for residents to get involved right through to sharing 

the results of their outcomes and recommendations for service improvements. We also 

redesigned our website in line with what residents wanted to see and made it user friendly and 

easier for residents to contact us. Following its launch, we saw a 70% increase in hits and 

Actual Actual Actual Target

19/20 20/21 21/22 21/22

Satisfaction with overall service

provided
73% 71% 66% 80%

Satisfaction with overall quality of

your home 
77% 72% 75% 85%

Satisfied views are listened to and

acted upon
59% 59% 61% 75%

Value for Money Area

Customer Satisfaction

Outcomes



received extremely positive feedback. We have continued to improve the website and now 

consistently get over 3,000 users visiting the site each quarter and have achieved almost 

20,000 pageviews in the last 3 months.  

 
Staff Wellbeing and Engagement 

It is important to ccha to have a motivated workforce, aligned to our strategic objectives and 

values. 

A committed and satisfied team are likely to provide a better service for our residents and 

perform effectively and efficiently thereby each member of staff bringing increased value for 

money. 

The teams very quickly adapted their working practises to ensure that services to our most 

vulnerable residents in supported and older persons continued. We also contacted all our 

vulnerable residents within our general rented homes and ensured that they had the support 

they needed. They continue to adapt the service to deliver value for money for both residents 

and the organisation. Our home working policy was reviewed in consultation with staff and 

provides increased flexibility in response to the “new normal”. 

 

A new Equality, Diversity and Inclusion Strategy was approved in October 2021 and the 

associated action plan will be delivered by 2025. 

 

The work of the Wellbeing Committee has been crucial during this period to address any staff 

concerns associated around working from home such as social inclusion. In recognition of 

these concerns, we introduced and publicised a better benefits and health care package for 

staff which includes additional mental health support for those who have opted out of the full 

healthcare package. The Wellbeing committee have continued to deliver several initiatives 

over the last two years to help us stay connected in the “new normal”. 

 
The Best Companies staff survey was completed in December 2021, and we achieved a one 

to watch against a target to achieve one star by 2025. It became evident from the survey that 

staff felt stressed due to work pressures and disconnected from the business plan, our values 

and their colleagues. This is not uncommon or surprising considering over 50% of staff have 

started at ccha since lockdown but we intend to focus on this through our People Strategy 

which will be brought to the Board in August 2022. We have also put into place a three year 

Productivity, Performance and Wellbeing Programme which should help to address the issues 

raised in the survey but we are undertaking six monthly pulse surveys to check that it is. 

 

 
 

Partner engagement 

 

The pandemic has hindered us from networking and building those key partnerships which we 

rely upon to deliver our initiatives around homelessness and worklessness, but we have 

continued to support the Croydon Youth Zone (Legacy) who were unable to provide the same 

Actual Actual Actual Housemark

19/20 20/21 21/22 Median 20/21

Average working days lost due to 

sickness
3.63 3.9 3.54 6.3

Percentage of staff turnover in the year 13.67% 5.80% 20.22% 14%

Staff wellbeing and performance

Value for Money Area Outcomes



services as before due to Covid restrictions but adapted those services to support the new 

needs which arose as a direct result of Covid 19. They also managed to transition many of 

their services online. 

 

We developed a new partnership with Barnardo’s and have been able to lease two of our 

properties to them to provide homes for youth adults leaving care. 

 

We continue to build on our relationship with our contractors to deliver work experience, 

training and employment opportunities for our residents through our main repairs, gas 

servicing and estate services contracts. 

 
Delivering more affordable homes 

Our new Development Strategy which was approved by the Development Committee in 

November 2021 reflects the Board’s directive to ensure that 50% of all our homes are 

genuinely affordable rented. In order to deliver this, we are going to need to find new supply 

on the market for all tenures including market sales and maximise the use of our own existing 

land which significantly reduces the cost per home. 

We delivered 24 homes this year in Bromley which included 8 for Help to Buy, 8 for Shared 

Ownership and 3 for London Living Rent as well as 5 for Discounted London Affordable Rent. 

The scheme was handed over in the middle of March and only two Help to Buy homes remain 

with viewings continuing to do well. Two of the Help to buy homes were completed before year 

end and so this is the first year that we will show a profit of £79,000 on our subsidiary ccha 

developments ltd. 

We have also identified three existing sites which have successfully been taken to pre-

application planning and will deliver an additional 25 homes in Croydon and Merton. A high 

proportion of these homes will be developed for social rent using grant from the GLA. 

This year, we had our Restricted Investment Partner status confirmed and the GLA recognised 

our good track record in delivering high quality schemes but acknowledged that this is usually 

through a partner due to our restricted in-house capacity. Our current Development 

Framework expires in January 2023, so we have looked at the options and the Board have 

approved for us to partner with Islington and Shoreditch Housing Association (ISHA) who 

deliver services for the North Rivers Alliance (NRA) going forwards. 

Through the new 21 – 26 development funding programme we successfully applied for grant 

in our own right and have had a grant allocation approved for 40 homes per year, which will 

also help us to deliver our programme of genuinely affordable homes. 

 
Value for Money Metrics 

 

We strive to maintain a high-quality service at a relatively low to medium cost to ensure that 

the expectations of our residents and stakeholders continue to be met.  

 

The table below shows the Value for Money metrics as set out in the Value for Money metrics 

technical note.  These have been benchmarked against Housing Associations with under 5000 

homes in the London Area.   

 



 
 

 
 
Reinvestment and New Supply Delivered 

We have worked with our developers to ensure a good quality for our new developments. We 

budgeted for all our committed schemes to complete by 31st March 2022. However, due to 

delays in supplies and labour shortages we were only able to complete on Tweedy Rd, with 

our other two schemes making progress and completing by end of August 2022.  Though we 

are behind with our internal growth targets, we are have produced more homes this year than 

our peers, enabling us to positively compare to results from whole sector.  

 

Gearing 

ccha’s low gearing is reflective of the commitment to our developments over the life of our 

medium-term business plan and the delay in developments leading to high cash position and 

reducing our gearing. We have drawn on loans ready to use in 2022-23 and therefore have 

the cash available to finance our development ambitions and are able to comfortably meet our 

repayment schedules.  

 

 

Year on year comparison of ccha: BUDGET

VFM METRICS 2019/20 2020/21 2021/22 2022/23

1.     Reinvestment % 11.78% 3.79% 2.82% 6.24%

2a    New Supply Delivered  Social Housing 2.51% 1.18% 1.04% 2.59%

2b    New Supply Delivered  Non-Social Housing 0.20% 0.00% 0.52% 0.00%

3.     Gearing % 41.41% 36.44% 35.90% 37.69%

4.     Earnings Before Interest, Tax, and 

Depreciation (EBITDA (MRI)) 130.06% 202.44% 212.15% 146.00%

Exc Sales 130.06% 180.00% 179.77% 145.00%

5.     Headline Social Housing Cost Per Unit 6,236£              5,208£              5,557£                5,968£                

6a.  Operating Margin % (Social Housing) 14.05% 25.98% 18.25% 21.76%

6b.  Operating Margin% (Overall) 14.92% 26.07% 19.99% 27.78%

7.     Return on Capital Employed (ROCE) 1.89% 2.28% 2.13% 6.68%

ACTUALS

21/22 Benchmark Comparison ACTUAL BUDGET

VFM METRICS Benchmark All Housing Assoc

1.     Reinvestment % 2.82% 7.90% 3.75% 5.80%

2a    New Supply Delivered  Social Housing 1.04% 3.31% 0.00% 1.30%

2b    New Supply Delivered  Non-Social Housing 0.52% 0.52% 0.00% 0.00%

3.     Gearing % 35.90% 38.72% 35.70% 43.90%

4.     Earnings Before Interest, Tax, and 

Depreciation (EBITDA (MRI)) 212.15% 151.67% 103.90% 134.00%

Exc Sales 179.77% 140.00%

5.     Headline Social Housing Cost Per Unit 5,557£                  6,482£                  5,930£                  3,730£                  

6a.  Operating Margin % (Social Housing) 18.25% 25.38% 21.65% 26.30%

6b.  Operating Margin% (Overall) 19.99% 28.48% 15.25% 23.90%

7.     Return on Capital Employed (ROCE) 2.13% 2.41% 1.80% 3.30%

RSH VFM 2021 MEDIAN QUARTILE 

GROUP METRICS

2021/22



EBITDA – Interest Cover 

ccha’s interest cover is part of our bank loan covenant along with gearing and is also 

comfortably met excluding sales at 1.8 times our interest payments due, excluding sales 

surplus’.  

 
Headline Social Housing Cost Per Unit 

The ccha Board’s aim over the past couple of years has been to invest in efficiency 

improvements in the short term, for the long-term benefit of our residents and stakeholders, 

with our focus being on increasing quality and customer care and therefore increased value 

for money for our customers. As a relatively small organisation these investments have a large 

impact on the headline social housing cost per unit. This had been anticipated and budgeted 

for to support our future growth and investment in our residents and their homes.   We have 

however gained economies of scales with the completion of one of our development schemes, 

which brings us 6.3% below the current median against other housing associations of our size 

in London.   

 

We have made £50k of savings on working remotely which is now being carried forward into 

our hybrid way of working enabling us to reduce our management costs. We have also had 

an increase in staff training, in particular a leadership training program for our middle 

managers and leadership team. This will enable our staff to work more effectively together 

towards our objectives. All staff have been upskilled to ensure a consistent approach to 

customer care for our residents, partners, and colleagues. We have also reviewed our staff 

benefits and rewards systems to ensure that staff remain motivated and committed. 

 

We have identified through our VfM Strategy this headline social cost per home will be 

maintained at the medium earlier than anticipated by March 2023. The reduction in our costs 

this year was not anticipated and was due to a reduction in planned works spend which will 

increase back to expected levels in 22-23. Our 5-year Business plan now has a Value for 

Money strategy, with performance indictors which will be monitored by Board regularly.  Our 

strategy focuses on improving the quality of our service to resident, streamlining our processes 

and increasing efficiency, providing more homes for our community and ensuring our 

investment in our homes results in safe and secure properties that our residents are proud to 

live in.   

 

Our office will be moving in October 2022 to one of our new developments, saving the 

organisation £165k per annum on lease costs which will contribute to this reduction in headline 

cost per unit. 

 
Operating Margin 

We are pleased to report a healthy operating surplus overall compared to the median for our 

peers. The rapid completion of shared ownership sales post practical completion of our new 

development in Bromley, Tweedy Road contributed positively to this surplus indicating the 

value our developments bring to the organisation. This increase in reserves will support 

improvements to be made to our existing social homes and customer service. 

 

Return on Capital Employed 

We have invested in a customer and housing management system which will improve the 

accuracy of our records and streamline processes over the next two years.  



 

Our growth, staircasing which is not part planned for and reduction in headline costs have 
contributed to an improved surplus position giving us a good return on our assets.   

 

Public Benefit Entity 

As a public benefit entity, Croydon Churches Housing Association Limited has applied the 

public benefit entity ‘PBE’ prefixed paragraphs of FRS 102. 
 


