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Merthyr Housing Value for Money Report 2017/18 

Our VFM strategy sets out how the Association ensures staff at all levels understand 

and can evidence how they provide Value for Money. Value for Money is not just 

based on the minimum purchase price (economy) but also on the maximum 

efficiency and effectiveness of the purchase.  This is known as the ‘3 Es’:  

Economy: Achieving the best price for what goes into providing a service 

Efficiency: Doing something well and eliminating waste to deliver the best service 

for the cost (doing things right) 

Effectiveness: Achieving our objectives and improving customer satisfaction with 

the outcomes (doing the right thing) 

Equity: A 4th ‘E’ is also a key element in Wales – this is spending fairly to ensure 

those in greatest need are considered 

We demonstrate Value for Money by reporting Economy, Efficiency and 

Effectiveness through a range of Key Performance Indicators (KPIs) and 

Performance Indicators (PIs).  Our performance can also be measured against other 

associations through our use of HouseMark and the Global Accounts information.  

Our satisfaction figures are also key to evidence how our tenants view the services 

we provide to them. 

Global Accounts  

All Welsh Housing Associations prepare financial information for the global accounts 

comparison to Welsh Government every year.  The full report is available on the 

CHC website: 

https://chcymru.org.uk/uploads/general/CHC_Global_Accounts_2017.pdf 

Wales wide Value for Money measures have been agreed by the sector and form 

part of the global accounts.  There are 10 measures and these include: 

a) Operating costs for lettings per social housing unit 

b) Management costs per social housing unit 

c) Reactive Repair costs per social housing unit 

d) Major repairs and component costs per social housing unit (Capital Exp) 

e) Major repairs and component costs per social housing unit (Capital & 

Revenue Exp) 

f) Bad debt per social housing unit 

g) Weighted average cost of capital 

h) Free cash flow 

https://chcymru.org.uk/uploads/general/CHC_Global_Accounts_2017.pdf
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i) Gross arrear/social housing turnover 

j) Total turnover per social housing unit 

k) Rental void loss per social housing unit 

The table below shows the figures for the Association for the previous 2 years.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The graphs below indicate where the Association sits compared to the other Welsh 

Associations.  The blue organisations represent the LSVT (former Local Authority 

housing) associations and the red organisations are the traditional associations. 
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a) The operating costs include all the overheads of the business including 

housing management, maintenance and service charges.  The graph 

indicates that the Association is performing well compared to the sector.  

 

b) The management costs form part of the operating costs and represent how 

much it costs the Association to provide all the services.  Again the 

Association compares well to the sector. 
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c) This includes all costs associated with the repair including the contractors 

time and materials needed.  Again the Association compares well with the 

sector.   

 

 

d) This includes all major repairs and component costs (kitchens, bathrooms, 

doors, windows and central heating units).  The Association  has very low 

costs in relation to this indicator and has one of the lowest costs in the sector 

due to significant investment in stock in earlier years to achieve Welsh 

Housing Quality Standards (WHQS)  
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e) This does not include any major repairs just component parts and again when 

compared to the sector the Association has the lowest costs.  One of the 

reasons for this is that components are lasting longer than anticipated. 

 

f) This includes current and former tenant rent arrears, and is the provision 

made for debts which may be irrecoverable.  Our bad debt provision is high 

compared with other associations but this is simply the provision made, they 

may not all materialise.   
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g) This includes our short and long term loans and represents the interest paid 

divided by the average loans over the previous 2 years, or put more simply 

the cost to the Association for having the loan.  Again the Association 

compares favourably with the sector. 

 

h) This is the income and expenditure cashflows – the cash that has come into 

and goes out of the business, but excludes the purchase of properties, grants 

and the movement of loans. 

 

 

 



7 
 

i) This includes the total arrears divided by the rental income due and includes 

Housing Benefit and service charges.  The Association is performing well in 

this area compared to the sector. 

 

 

j) This represents the rental income due divided by the number of units.  
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k) This refers to the rent lost due to the property being empty and only includes 

those in management.  It would not include the empty properties in Taff and 

Crescent Street since these are due for demolition.  When compared to the 

sector the Association is performing very well, having the second lowest void 

loss percentage. 

 

Some of the information reported in the global accounts is similar to the information 

submitted to HouseMark.  The results however can vary and this is due to a 

difference in the definitions for information to be included in HouseMark compared to 

the global accounts. 

HouseMark Information 

We submit annual and quarterly information to HouseMark in a number of areas 

which allows us to compare our performance to other housing associations 

throughout the UK and also whether our own performance has improved from the 

previous year.  This information can help us evaluate whether we provide VFM in 

relation to the services we provide.  For example one service we provide may be 

more expensive than another association, however other information may show high 

levels of satisfaction.  So whilst the service may be slightly more expensive we can 

argue that it provides VFM as tenants are happy with the service they have received.  

Similarly we may be providing a service that in terms of HouseMark indicates we are 

performing well, however satisfaction levels are low which could suggest we are not 

providing VFM.  

Our annual report from HouseMark provides information for comparison in over 30 

areas.  We analyse this data to see where we can improve and also where we are 

performing well. 

Our performance is categorised into 4 quarters (see below).  Where a low value is 

deemed preferable ‘group 1’ consists of the lower numerical values. The order of the 
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groups is reversed for Performance Indicators (PIs) where a high value is deemed 

preferable. 

 

 

 

 

 

 

 

A key goal of the Association is to try and have as many service areas as possible 

performing in the top quarter, whilst ensuring that we provide value for money. 

Our main area of concern is in relation to our ‘overheads as a percentage of our 

adjusted turnover.’  As a small organisation our overheads are high due to the small 

stock size, however we are looking to understand why we are in the fourth quartile 

regarding our overheads. 

 

Overheads as a percentage of our adjusted turnover 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This PI has increased from 16.71% 

to 16.86% a 0.92% increase 

compared to a 2.86% decrease for 

our peer group.   

The majority of organisations sit 

between 9.5% and 18%, so we are 

not at either extreme, and our 

overheads have increased by less 

than 1%.  When the data is further 

analysed, when compared to our 

peer group our higher percentage is 

in relation to central overheads 

whereas for finance, IT, 

communications and office 

premises costs we compare 

favourably with our peer group (see 

chart below). 
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Total cost per property: Housing Management 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This PI has increased from £681.26 to 

£729.25 a 7.04% increase compared to 

a 7.33% decrease for our peer group. 

Again we are in the 4th quartile which 

would imply that we are performing 

poorly in this area, and have an 

increased spend in this area compared 

to our peers showing a decrease. 

Our Housing Management costs do 

however include our Community 

Development Team, so this could 

explain why our costs appear to be 

higher than our peers.  We will 

continue to ensure that we understand 

why our costs are higher and that the 

services provide VFM.  
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Major works management spend as % of service provision spend 

 

 

 

  

 

 

 

 

 

 

 

Whilst there are a number of areas in HouseMark where our performance shows we 

are in the lower quartile, there are many more areas where we are operating in the 

top quartile.  Some of these areas are included below: 

Total cost per property: Major Works and Cyclical Maintenance 

 

 

 

 

 

 

 

 

 

 

 

 

 

This PI has decreased from 74.68% to 

42.80% a 42.69% decrease compared 

to a 17.09% decrease for our peer 

group.   

Although we sit in the lower quartile 

for this indicator, our maintenance 

team have not had high costs in 

relation to major work and the team 

isn’t split into planned and reactive.  As 

a result, if the costs are low then the 

percentage of management spend in 

relation to service provision spend will 

be high.  In order to improve our 

performance in relation to this 

indicator we would need to have 

increased major works costs which 

would not necessarily provide VFM.  

 

This PI has decreased from £661.69 to 

£636.08 a 3.87% decrease compared to 

a 2.37% decrease for our peer group.  

Again we would expect our 

performance in this area to be in the 

top quartile as our major works cost is 

so low.  If these were higher, then our 

total cost per property in relation to 

this indicator will increase. 
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Our satisfaction results across all areas are extremely positive, and we are in the top 

quartile for all areas of satisfaction including: 

 Satisfaction with the overall service 

 Satisfaction with repairs 

 Satisfaction that rent provides VFM 

 Satisfaction with neighbourhood 

 Satisfaction with ASB complaint outcome 

 Satisfaction with ASB complaint handling 
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In some of the satisfaction areas - especially in relation to ASB handling, we are one 

of the top performing associations in the UK.  Satisfaction rates play a significant role 

in relation to VFM.  For instance a service area may appear to be expensive when 

compared to other organisations, however if the satisfaction levels are also high then 

savings could be made elsewhere.  For example higher satisfaction levels could 

mean tenants being happy in their home and not wanting to move.  This in turn could 

lead to lower void costs, so if costs appear high in a certain area then there are other 

costs that need to be taken into consideration.     

The table below shows a comparison of our satisfaction levels over the previous 2 

years.  As you can see there are some areas where our performance has improved 

and others where it has not.  We will be looking into these areas and seeing where 

we can improve for the following year. 

Question Very 
Satisfied 

Fairly 
Satisfied 

Neither Fairly 
Dissatisfied 

Very 
Dissatisfied 

How satisfied are 
you with: 

2016 2017 2016 2017 2016 2017 2016 2017 2016 2017 

1. The service 
provided by 
MTHA 

77% 77% 17% 15% 5% 5% 1% 1% 0% 2% 

2. Your 
neighbourhood 
as a place to 
live 

67% 67% 24% 24% 5% 4% 3% 1% 1% 4% 

3. Rent provides 
Value for 
Money 

65% 69% 25% 23% 8% 3% 1% 2% 1% 3% 

4. The way MTHA 
deals with 
repairs and 
maintenance 

66% 62% 20% 20% 9% 9% 0% 4% 5% 4% 

5. Are you happy 
with the way 
MTHA deals 
with ASB 

Yes 
88% 

Yes  
73% 

No  
12% 

No  
10% 

 

 

Complaints and compliments 

We record all complaints and compliments on our housing management system.  

Whenever a formal complaint is received a complaints team will be assembled to 

look into the issues raised.  The complaint will be thoroughly investigated and 

whenever possible a formal response will be sent to the tenant within 10 working 

days.  It will not always be possible to respond within the time period if there are 

ongoing issues, and a complaint may not always be resolved to the satisfaction of 

the tenant.  We do however keep the tenant up to date with any progress. 
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During 2017/2018 we received 34 complaints.  These comprised of the following 

issues: 

 

      

 

 

 

 

 

 

 

 

 

 

 

The following table shows the status of those complaints as at 31st March 2018: 

 

 

 

 

 

 

 

 

 

 

 

 

 

8.82% 
2.94% 

17.65% 

2.94% 

17.65% 
8.82% 

2.94% 

5.88% 

2.94% 

8.82% 

8.82% 

2.94% 
8.82% 

Maintenance work not done on
time
Equipment not fit for purpose

Complaint about contractor

Land surrounding MTHA property

Not happy with response

Variety of issues

Seeking compensation for issues at
property
Complaint about a bill/recharge

Complaint about MTHA property

Lack of response to an issue raised

Damp/condensation issues at
property
Complaint about MTHA vehicle

Not happy with attitude of staff

 

20.59% 

2.94% 

76.47% 

Ongoing - Still Active

Final letter sent to close
complaint

Resolved
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Complaints are received via a number of methods and there is no need to put a 

complaint in writing for it to be investigated.  During 2017/18 we received complaints 

via the following methods: 

 

 

 

 

 

 

 

 

During 2017/18 we received 68 compliments relating to the following areas: 

 

 

 

 

 

 

 

 

  

As an Association we are constantly looking for ways to make savings and ensure 

we provide VFM for the services we provide and the contracts we enter into.  The 

following table shows the savings made during the financial year 2017/18.  Financial 

savings may not have been recorded for all savings made, so there may have been 

additional savings.        

Description of efficiencies achieved  Savings 
achieved 

The site accommodation at a new development used an 
empty building, saving on the cost of portakabin hire 

£5,700 

A contract was renewed with the contractor entitled to an 
uplift in line with CPI over the last 12 months. The 
contractor agreed to hold the previous costs with no uplift 
giving a saving of 2% on a budget of £24k 

£480 

 

26.47% 

44.12% 

26.47% 

2.94% 

Letter

E Mail

Telephone Call

In person

 

1.47% 4.41% 

7.35% 

55.88% 4.41% 

2.94% 

23.53% 

Repairs General Compliment

Maintenance Staff
Compliment

Contractor Compliment

DLO Compliment

Reception Staff Compliment

Supported Housing

General MTHA Compliment
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We sourced a free defibrillator to be kept in the office and 
available to the public during office hours 

£1,000 

We saved on our Document Management System by not 
having to add a new licence but adding to the number of 
licence users 

£150 

Savings through value engineering at a new development 
scheme 

£58,375 

Sitex savings in Taff & Crescent Street.  Approx. saving 
when comparing blockwork with screens for front elevation 
is £40 per property x 61 properties 

£2,440 

The scaffolding hire cost for no rear access was £1,800 per 
use.  We purchased a smaller unit for £1,600 plus VAT 
which will be reused for other jobs – totalling 4 to date 

£1,200 

We have brought the annual asbestos checks in house with 
25% audit each year by an appropriate company 

£9,000 

We undertook a number of PAG (Physical Adaptation 
Grant) projects for the Local Authority. For each of these 
the Association will receive £1,000 per project. Throughout 
the year 6 projects have been completed. Each project 
takes around 2 days to complete. 

£6,000 

We investigated the costs of our current diesel cards and 
what different cards were available and their costs.  It was 
decided to use the Barclaycard for any purchase of diesel 
in the future. 

£793 

Rent statements are now printed & distributed off-site £978 

We have changing from a 5 year to a 7 year cyclical 
painting contract - for 2017/18 onwards 

£12,414 

By using air monitoring and tenant liaison approach we 
have reduced the need to upgrade ventilation units 

£8,727 

Total savings realised £107,257 

 

Contracts entered into by the Association ask for the supplier /contractor to agree to 

a 1% payback on the amount of the contract or for some type of community benefit 

payback.  For example our External Auditor agreed to audit the Global Village 

accounts free of charge.  This equated to a saving of £1,700.  The majority of 

contractors agree to this and we will be looking into other ways they can provide a 

community benefit other than by giving a ‘cashback’ amount. 

We use the funding provided by our contractors to carry out work within the 

community and undertake activities with our youth group.   

Community Improvement Fund 

In December 2017 staff from across the Association undertook a large scale project 

to rejuvenate Georgetown Boys and Girls Club.  The project also coincided with the 

50th year celebrations of the Club.   

The Boys and Girls Club have recently taken ownership of their own property and 

have undertaken a major new refurbishment to the fabric of the building. 
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It became clear that what was needed was a complete internal redecoration of the 

building plus some work to the external landscape.  This would mean that no further 

external maintenance would be required.   

The Boys and Girls Club, which is used extensively by the local community and the 

Association, is now in a much stronger position to move forward and the Chairman of 

the Club Ray Davis said “I’m amazed how much better the club looks and how much 

was done in such a short time; everyone who comes into the club is saying how 

much better it looks!” 

The project was the first of its type funded through our new scheme called the 

‘Community Improvement Fund’.  

 

 

 

 

 

 

 

 

 

 

 

The total cost of the materials was £1,195 and the value of MTHA staff time equated 

to £2,484. This equated to a total project cost of £3,679 which was a saving to the 

Boys and Girls Club. 
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Other areas where we have spent this money includes: 

Uniforms for 2 maintenance trainees      £266 

First Aid qualifications for 6 young people                     £600 

Accredited outdoor education for 6 young people £886 

Summer residential for 16 young people                      £2,304 

Boots for trainee £40 

TOTAL £4,096 
 

The following table shows the value of the contracts and 1% payback due from our 

contractors/consultants for 2017/18.  If the 1% is received from these contractors we 

could potentially receive over £25,000 to put into our Community Improvement Fund.  

Some contractors will not provide a ‘cashback’ amount but will provide other benefits 

such as apprentice placements or training.     

Contractor / Supplier Value of 
contract 

1. Contractor A  £122,577 

2. Contractor B  £18,111 

3. Contractor C £12,900 

4. Contractor D £36,795 

5. Contractor E £2,815 

6. Contractor F £25,958 

7. Contractor G £6,036 

8. Contractor H £4,775 

9. Contractor I £965 

10. Contractor J £780 

11. Contractor K £10,169 

12. Contractor L £945,469 

13. Contractor M £336 

14. Contractor N £6,060 

15. Contractor O £5,712 

16. Contractor P £64,520 

17. Contractor Q £9,356 

18. Contractor R £7,518 

19. Contractor S £5,135 

20. Contractor U £397,417 

21. Contractor V £9,034 

22. Contractor W £314,486 

23. Contractor X £41,670 

24. Contractor Y £120,139 

25. Contractor Z £3,234 

26. Contractor AA £5,264 

27. Contractor AB £32,098 

28. Contractor AC £4,556 

29. Contractor AD £27,101 

30. Contractor AE £28,397 

31. Contractor AF £123,497 

32. Contractor AG £14,527 

33. Contractor AH £66,954 
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34. Contractor AI £7,604 

35. Contractor AJ £57,820 

36. Contractor AK £17,168 
TOTAL £2,556,953 

    

We will continue to use local contractors whenever possible.  This provides value for 

money and also ensures that our reactive repairs and planned expenditure is spent 

locally.  

The amount received from contractors will be used to assist tenants back into or to 

find employment.  This can include training, purchasing of equipment, help with CVs 

etc.  An evaluation will be undertaken on how this money has helped tenants once it 

has been allocated.  This evaluation will also be shared with the contractors who 

have contributed.  In future all contracts with the Association will continue to include 

the 1% payback.   

 

HACT/Value Wales and Value for Money  

Demonstrating value for money remains a priority for the housing sector. HACT, 

together with Simetrica, created the Social Value Bank – the largest bank of 

methodologically consistent values to measure the impact of activities from 

employment through to health. The methodology is now widely used across the 

sector and beyond. By working with HACT Value, we can learn how and where 

social value is generated most effectively, from in-house projects to the value 

generated by the supply chain. 

The Value Wales Toolkit is a measurement tool designed to capture added value 

generated through procurement activities within the goods and services from both 

the private and voluntary sectors in Wales.  The toolkit provides a framework for 

including community benefits into contracts for all amounts and ensures there is a 

focus on ensuring additional benefits to the whole community.  The toolkit provides a 

financial apportionment to the additional benefit that including community benefits 

into contracts delivers to the wider community. 

In 2017/18 the social value generated by MTHA activities through the HACT 

measurement tool from community development activities amounted to £825,624. 

Additional value generated through development activities calculated via the Value 

Wales multiplication tool was £4,576,496.  This means a £1.84 benefit to the 

economy in Wales from every pound MTHA has spent. 

Additional value generated through planned and reactive maintenance spend 

calculated via the Value Wales multiplication tool of £350,936 also means a £1.84 

benefit to the economy in Wales from every pound MTHA has spent. 

In total we have an additional value to the local economy & community through 

recognised multiplication tools of £5,753,056. 
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Contractor contributions to community benefit activities in 2017/18 amounted to 

£4,156 and MTHA direct investment in community organisations was £4,679. 

We completed 11 Value Wales Toolkit submissions to Welsh Government, an 

increase of 10 for the previous year.  

Direct finances raised through community benefit clauses and grant management 

costs for re-investment in the local community amounted to £10,952. 

As an Association we will continue to ensure that Value for Money is integral to all 

our activities and programmes of work and that we are able to demonstrate to our 

partners and customers how we continue to invest in the local community.   


