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      INTRODUCTION

Delivering value for money makes good business sense, prompting customer satisfaction and 
enabling us to do more with the resources and income at our disposal. Effectively embedding value 
for money within the business allows us to maintain and improve properties, invest in our technology 
infrastructure, build more new homes and deliver those services valued by our customers to yet more 
people. It is for these reasons that each of the four strategic objectives within our business plan has a 
link to value for money. By delivering on our business plan, we deliver value for money.

We are mindful and supportive of the government’s objectives of getting the best return from its 
investment in social housing (both past and present). We are also, like them, heavily focused on 
building or bringing into use more homes to help tackle the current housing supply crisis. 

Retirement housing has a particular role to play in addressing this, not only due to the shortfall in 
this type of accommodation but also because of how it can set up a chain reaction freeing up larger 
homes for younger people. Being efficient and minimising our costs in providing services of a good 
standard has allowed us to reinvest in developing these new homes despite pressure on our core 
income stream caused by the application of a 1% cut on rents. 

Our investment in new supported housing will have acted to save the exchequer money on avoidable 
health and social care costs, and has brought real personal benefit to many of our customers who are 
enabled to stay healthier and more independent for longer.   

For all the above reasons we welcome the recent renewed focus within the sector on value for 
money. It is also pleasing that the sector had a role in this through the introduction and piloting of 
the Sector Scorecard and its suite of 15 ‘value for money’ indicators. This initiative has now been 
endorsed by the Regulator of Social Housing (RSH), which as part of its new value for money 
standard, commits  all housing associations to report their performance against seven metrics they 
have set and against their own internal value for money indicators.

This focus on hard data, as opposed to primarily narrative self-assessments, increases the 
opportunities for benchmarking and greater transparency with stakeholders. It will also prompt 
organisations to better understand their data in a wider context and to explore why they may or may 
not be performing as well as others. 

Often there will be many reasons why an organisation’s data, in whole or part, may not look as 
good as their peers or the wider sector however, at other times it will just be the result of weaker 
performance. We hope the new approach works to illustrate this and acts as a positive incentive to 
bring yet further improvement in how the sector delivers value for money.   
  
This report has been written in the spirit of transparency as it gives us an opportunity to provide 
feedback to our stakeholders and customers on the plans we set out in last year’s report. Going 
forward we will work with our customers to determine the need for such a report and, if required, how 
it should look. 
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At the time of writing, Anchor is in a consultation with stakeholders over our plans to merge with 
Hanover Housing Association. 

It has been part of our business plan since 2015 to look to grow our social housing stock 
through merger, acquisition or development. We have much in common with Hanover and 
share similar values and objectives. We have already worked closely with them on issues of joint 
relevance; such as the proposals for sheltered housing funding reform and on the Communities 
and Local Government Select Committee inquiry into housing for older people. 
 
A new, bigger organisation has the potential to provide better value for money services for 
our customers now and in the future. It would also enable us to offer more career options for 
colleagues, and help us attract and retain great people.

Crucially, a single, bigger organisation could build more properties for older people than we 
could remaining as separate organisations. This could include new social rented, shared 
ownership and outright sale homes.

Planning for the merger and then, if it proceeds, investing in the integration of systems and 
ways of working will take time and, in the short term, impact on value for money outputs. This is 
reflected within this report which must also carry a caveat that some of the drivers, objectives, 
actions and targets identified for us as a separate entity in the coming year may alter or be 
impacted by the proposed merger.  
 
Should the merger take place the new organisation will develop a new business plan but in the 
meantime, Anchor remains committed to pursuing its existing objectives.

Proposed merger of

+
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     ANCHOR’S BUSINESS PLAN AND ITS ROLE AS 

A DRIVER FOR VALUE FOR MONEY
Developed three years ago, our Business Plan, with its four clear strategic objectives, has proved to 
be a successful roadmap for growth and service development; its simplicity and practicality allowing it 
to be easily translated into meaningful actions as well as to become effectively embedded throughout 
our organisation.

Value for money is not identified as a separate strategic objective rather it is inherent within all of the 
objectives. As such it is designed to be an active driver for change across the business. This is given 
practical meaning through our performance culture – colleagues’ annual objectives reference to how 
they align to our strategic priorities.  

At an organisational and operational level our strategic objectives are monitored through a series of 
performance indicators. Many of these can be easily linked to the three Es – economy, effectiveness 
and efficiency within the regulator’s code of practice on value for money.

• Economy – minimising the cost of resources used while having regard for quality
• Efficiency – the relationship between the output from goods or services and the        

resources to produce them
• Effectiveness – the extent to which objectives are achieved and the relationship           

between intended and actual impacts

The four strategic objectives are:
Best customer service – primarily focused on the value aspect of value for money and aligned to 
effectiveness it seeks to deliver simplified processes and meaningful investment in our stock. It is 
measured by high levels of customer satisfaction, on outcomes important to customers (e.g. average 
repair completion time) and ourselves, and by how well we retain and attract customers (measured 
through indicators such as occupancy levels). 

Best run company – with its aim of achieving optimum economy and efficiency it:
• Involves the monitoring of our financial performance through measures such as EBITDA and 

our operating surplus 
• Drives performance in key areas (such as the average days taken to re-let a property, arrears 

levels and percentage of emergency repairs) which reflect on our joint aspirations of maximising 
our income and minimising our expenditure 

• Looks at the costs of delivering a central support service
• Ensures targeted investment in our IT infrastructure, ensuring a sound platform whilst looking 

to minimise running costs for current and future services      

In part it is measured by how others view us, such as CQC ratings on our care homes but also by 
how we deliver on critical tasks such as health and safety performance. 

Best place to work – based on the simple premise that a happy workforce is a productive 
workforce, we direct a lot of attention to ensuring that Anchor attracts the best and most motivated 
people whilst maximising the potential of existing colleagues through training and recognition. Most 
aligned to economy and effectiveness it is measured by levels of colleague engagement, turnover 
and sickness levels. These key are indicators underpinned by a number of other people data insights 
reviewed at a local level.  
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Growth – growing through acquisition, new build, conversion of properties, maximisation of existing 
sites and selling our services to others has symbolized our approach for several years. Our appetite in 
this area is currently reflected by the proposed merger with Hanover. 

Key challenges we face in our delivery of value for money
Knowing how to deliver on value for money requires an appreciation of those factors acting against 
its delivery and then putting plans in place to eliminate or mitigate their impact. Putting these plans in 
place is encouraged by our Business Plan. Ongoing challenges we are mindful of are:

• Geographical spread of our stock – with our rented housing stock we currently operate in 
200 local authorities. High travel costs are therefore unavoidable in some areas. However, we 
remain focussed on this area of spend along with our ongoing plans for new technology to 
improve our modes of communication 

• Occupancy and sales – despite the national shortage of housing we cannot be complacent. 
We recall the 400 available to let empty rented properties we had in March 2013 and are proud 
of our achievement in reducing this down to just 180 in March 2018. Not all locations are as 
popular as others and in some parts of the country there is a need to compete with others for 
residents – as such work to market our schemes is an ongoing activity. 

           It is equally as important to maintain a focus on our care homes occupancy to ensure we 
deliver a viable service. This again can be challenged by geographical location of our properties 
and by our competitors.

            The extra income from a quick turnaround of our empty properties is essential in helping us 
meet our financial commitments, invest in our homes and deliver new properties. 

           With sales we must build in the right locations and sell our properties as quickly as possible so 
we can reinvest the money, and use it to benefit the wider business in the delivery of yet more 
new homes 

• Staff turnover – we face recruitment and retention challenges, particularly within our care 
services, with Surrey and the south regions proving most challenging. This is reflected across 
the broader care industry and all UK employment sectors to varying degrees. A number of 
factors are influencing this including the highest employment levels since records began in 
1971 (ONS May 2018) 

            Staff turnover is an event which impacts the quality of the service for customers and generates 
significant costs in recruitment and agency costs  

• Relationship with our suppliers – we have a complex supply chain with hundreds of suppliers 
providing a wide range of services and goods. We aim to ensure that we have formal 
contractual relationships with our suppliers through utilising a suite of contracts appropriate 
for the value/risk associated with delivery of the particular service. The contracts are written 
so as to provide us with both compliance against legislation and to deliver the appropriate 
commercial outcomes. In addition they are intended to provide appropriate remedies in the 
event of non-performance by the supplier

Some of these challenges will impact on our cost per unit, (CPU) performance, (see pages 25-26). 
Supported housing providers generally incur higher costs per unit – with Anchor this is exacerbated 
through our care home portfolio which significantly pushes up our figures. To therefore demonstrate 
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our performance in a way which allows better comparison with others within the sector we show our 
CPU data in a variety of ways – group level, and for our care and rented housing.

We would also mention that in keeping with our charitable and social objectives we will always aim to 
optimise but not necessarily maximise the return from our business activities. This is most relevant in 
the management and development of our care home stock but also as part of our approach to asset 
management and decisions around the retention and disposal of schemes. 

Project appraisal and value for money
As well as delivering value for money through the objective setting and performance management 
framework we have a well-developed approach to project initiation, appraisal, and delivery. 

Each significant proposal for change or development within Anchor is preceded by a business case 
developed by our in-house project team. Each business case will as applicable set out the financial 
case, (including the upfront investment and payback period if relevant), the outcomes expected, the 
inter-dependencies, the benefits, risk and opportunities as well as a consideration of other potential 
options. There is an onus on proposed projects to demonstrate a link back to one or more of the four 
strategic objectives within the Business Plan and these will either be approved by our Board or by 
our management board, (consisting of members of our executive, function heads and other senior 
officers).

Each project will have its own governance arrangements under a project sponsor. In addition to this 
our management board will monitor the projects on a monthly basis and will be alerted to any material 
change request on a project which impacts on the time, cost or quality targets set out in the initial 
project case. 
 
At any one time there will be approximately 50 projects (either in the pipeline, mobilisation, active or 
closure phases) subject to this rigorous and comprehensive project management approach. Projects 
are grouped into four areas – business change, property, technology and new developments. 

Role of Anchor’s Board
Anchor’s Board is at the heart of the organisation’s approach to value for money – through the 
Business Plan and how it links to target setting and performance monitoring of individual colleagues it 
has ensured that value for money is built into the ongoing running of the business.

The Board sets targets for value for money in the annual budget and Business Planning process, 
by reference to previous performance and external benchmarks where available. It then monitors 
performance against these targets on a quarterly basis through value for money reports, management 
accounts and a dashboard of key performance indicators.

The Board will regularly review Anchor’s value for money performance in comparison to the sector by 
way of the information provided by the RSH Global Accounts and the new Sector Scorecard. 

The Board can draw on a range of skills, backgrounds and experiences in order to challenge the 
organisation on delivering value whilst maintaining an appropriate quality of service. The operation of 
a skills matrix as part of the member selection and Board effectiveness processes helps ensure the 
necessary skills set is maintained. 
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    KEY THINGS WE HAVE DONE IN THE PAST 

YEAR TO DELIVER VALUE FOR MONEY: BEST 
CUSTOMER SERVICE

This strategic objective is very closely aligned to effectiveness and the ‘value’ placed on our services.

Within the last year we have implemented a new approach to undertaking customer satisfaction 
surveys and in the process have reduced our survey costs. Rather than rely on a comprehensive 
annual survey we now undertake surveys twice a year with a smaller but still statistically significant 
samples. These surveys are complemented by quarterly surveys in key service areas, namely 
responsive repairs, planned works and Anchorcall. 

Results from surveys are considered by operational teams and action plans drawn up where 
satisfaction levels indicate this may be necessary. 

Best customer service 2017 Actual 2018 Target 2018 Actual 
Customer satisfaction - care homes 96.9% 95.0% 94.0% 
Customer satisfaction - leasehold 78.0% 78.0% 73.4% 
Customer satisfaction - rented 90.0% 91.0% 92.7% 
Your Care Rating 896/1,000 N/A 897/1,000
Mature homes occupancy 92.2% 92.4% 89.8% 
Rented occupancy 99.1% 99.1% 99.2% 

Overall satisfaction levels  - results for rented and leasehold  
Indicator 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18
Overall satisfaction - rented 90.0% 88.0% 90.0% 91.0% 90.0% 92.7%
Overall satisfaction - leasehold 78.0% 78.0% 77.0% 79.0% 78.0% 73.4%

   
We are pleased with the rented housing satisfaction figures but remain challenged by those for 
leasehold. We are working hard to understand how and what we can do to improve services for 
our leaseholders. As part of our previous restructure of customer engagement mechanisms we 
specifically set up a leasehold topic forum to explore and agree ways to do this.

Percentage satisfaction levels - results for rented and leasehold by service 
area
Service area Leasehold Rented
Overall 73.4% 92.7%

  
Best results (leasehold)        Best results (rented)
Quality of your home 87.9% Your rent provides value for money 93.1%
Your estate as a place to live 87.1% Quality of your home 91.9%
Safety and security of your home 87.0% Safety and security of your home 90.8%
Overall service provided by your 
estate manager

79.5% Your scheme as a place to live 90.8%
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Weaker areas (leasehold)        Weaker areas (rented)
The way your service charge is 
calculated is easy to understand

66.9% The way Anchor deals with repairs 
and maintenance

85.6%

The way Anchor deals with 
repairs 

65.7% Your scheme meetings give you 
the chance to have your say about 
services

78.7%

Your service charge provides 
value for money

65.4% The window cleaning on scheme 76.7%

Anchor listens to your views and 
acts on them

53.8% Anchor listens to your views and acts 
on them

76.3%

   
Where we are seeing decreased levels of leaseholder satisfaction, we are visiting a number of 
locations to ascertain, in more detail, the underlying causes behind our satisfaction ratings. We 
acknowledge that some may be beyond our capacity to remedy, (such as necessary fluctuations 
in service charge), however others around making sure we take their views into account and 
communicate effectively will be addressed. Our Leasehold Topic Forum and our Housing Operations 
Board will agree on the actions that can be taken forward to ensure our customers are satisfied with 
what we deliver.

To further help our understanding of why some leaseholders remain dissatisfied the next survey with 
them will be conducted exclusively by phone.

Care home satisfaction levels
Our care homes have seen a slight drop in satisfaction but the Your Care Rating score continues 
to improve, having increased from 886/1000 in 2016/17 to 897/1000 in 2017/18 against a sector 
benchmark of 878/1000. We have been rated through this survey as the best large provider of care 
homes by residents as well as by their family and friends, (and are ranked 9th out of 24 of all those 
providers surveyed).

Occupancy levels
Occupancy is tied into how well the organisation fills its empty properties which may at times, be 
impacted by reliance on others (such as local authorities) to support the process. 

Our performance with rented housing remains very strong with a current occupancy rate of 99.2%, 
up from 99.1% in 2017 and 98.7% in 2016.

With care we have seen a reduction in our occupancy levels across mature homes from 92.2 % 
in 2017 to 89.8% in 2018. The enquiry management process for care homes has recently been 
updated to ensure that we are maximising our opportunity to fill our homes and this was implemented 
in the summer of 2018.
           
     

Rented satisfaction

92.7%
Leasehold satisfaction

73.4%
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      KEY THINGS WE HAVE DONE IN THE PAST YEAR 
TO DELIVER VALUE FOR MONEY: BEST RUN 
COMPANY

Our Business Plan places significant emphasis on ensuring we have an appropriate balance between 
the income generated though operations and the cost of the support services function – these 
costs are monitored monthly by our management board. To ensure we deliver a support service at 
the ‘optimum’ staffing level all support service roles are only filled once the need for them has been 
justified with final approvals signed off by the HR and Finance Director.    

Cost of support services
Year Cost of support services 

(net of support services 
income)

Cost of support services 
as a percentage of 

turnover

Cost of support staff 
remuneration 

2013/14 £46.2m 17.4% £28.0m
2014/15 £44.0m 15.5% £26.7m
2015/16 £39.8m 10.8% £24.8m
2016/17 £42.5m 11.3% £26.7m
2017/18 £44.2m 11.7% £28.0m

Alongside the ‘business as usual’ discipline, there has been more wide ranging function and support 
service reviews undertaken by the business to ensure  the delivery of value added services to 
customers and colleagues.

In the last year our IT line management and HR functions were reviewed, and as a result have seen a 
reduction in their headcount. Our property services function has also been reviewed which, although 
it has not seen a reduction in size, is now better aligned to deliver services more efficiently to our 
customers.
 
Operationally we are very focused on minimising void properties and arrears as this ensures we 
maximise our income and available cash. Voids are monitored by reference to both number of empty 
properties and time taken to re-let. Our social housing available-to-let voids have fallen to 180, a 
slight improvement on the previous year, however we have seen a rise in our unavailable-to-let voids.
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Our performance on days to re-let a property continues to improve – the monthly performance for 
March 2018 dropping to just 17 days. The chart below shows the comparative monthly performance 
compared to last year as well as how far we have come since 2012/13. 

Within our month end arrears figure we see periodic fluctuations as a result of the benefit payment 
cycle, as is the case with the arrears total at the end of March 2018. Our arrears are consistently 
managed around £2.0m, despite the growth in income year on year. It should be noted that in May 
2018 arrears had dropped back down to £1.8m.

Rental housing arrears – 2013/14-2017/18
Year Rental turnover Arrears Arrears as a % of turnover
2013/14 £133.7m £1.9m 1.4%
2014/15 £139.3m £2.1m 1.5%
2015/16 £140.0m £1.8m 1.3%
2016/17 £140.1m £1.8m 1.3%
2017/18 £141.5m £2.2m 1.6%

      
We have seen an improving picture with leasehold arrears which have seen a healthy fall over the 
same period.  

Leasehold housing arrears – 2013/14 – 2017/18
Year Arrears
2013/14 £0.44m
2014/15 £0.41m
2015/16 £0.38m
2016/17 £0.31m
2017/18 £0.31m

   
Anchorcall 
We have been promoting the value of our Anchorcall emergency lifeline service and were very pleased 
to achieve accreditation with the Telecare Service Association Code of Practice in August 2017. 
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During the last year we entered into a three-year contract with Hillingdon London Borough Council for 
the provision of an emergency and out of hours’ telecare service. With 6,500 connections it greatly 
assists our economies of scale for this service and is set to improve the return on our operating costs.    

This year our Anchorcall centre took just under 460,000 calls, a drop of 5,000, (1.1%) on the 
preceding year, despite the addition of the Hillingdon properties in the latter part of the year. This is 
seen as a success as it indicates a reduction in non-emergency calls, freeing up the service to fulfil its 
critical function of providing assistance in an emergency. Growth rates in preceding years reaching up 
to 18.0%. We would thank residents on the Anchorcall Topic Forum who helped in its delivery. 

Information technology
Fundamental to our becoming the Best Run Company is ensuring we continually improve upon our IT 
systems and infrastructure. Under the direction of our IT Strategy there are four main ways via which 
we are becoming more efficient.

1. Increasing the accessibility of services for customers – delivered through the MyAccount 
programme of work empowering customers and allowing them to do more themselves without 
the need to call or contact an advisor. In the coming year as part of our digitisation agenda we 
will be looking at making MyAccount services easier to access through PCs whilst extending 
them to more platforms such as mobile phones and tablets.  

 

MyAccount progress:
• View rent and service charge statements - delivered
• View and check personal details - delivered
• Give notice to terminate a tenancy - delivered
• Set up a Direct Debit - delivered
• Raise a complaint - delivered
• Order a repair – due 2018/19
• Make one-off payments - delivered

2. Improving the range of self-service options for colleagues and applicants – allowing them 
process tasks or resolve more of their queries without relying on support from colleagues in 
HR or payroll. The launch of MyRecruit and plans for a new HR portal being the ones with the 
highest profile at present.

3. Improving our communication pathways – we continue to invest in technology as a way to 
strengthen our approach to remote and dispersed working. Improved video-conferencing 
links in offices from PCs and laptops alongside the intention to extend access to audio/visual 
technology to more colleagues all promise to exert downward pressure on our travel costs, 
(which have fallen yet again on the preceding year).

Anchor’s travel costs – 2015/16-2017/18
2015/16 2016/17 2017/18

Cost: rail, air, car miles, car allowance, hotels, subsistence £4.9m  £4.2m £4.1m
Saving on prior year  14.0% 2.0%
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Harnessing social media applications to improve efficiency
Facebook launched their social network for business, Workplace, in November 2016. Adopted 
by us in January 2017, Anchor was the first care and housing organisation in the world to start 
using this technology. Since the launch, nearly 60% of all Anchor colleagues have activated their 
accounts. Prior to January 2017 we were only able to communicate digitally with around 30% of 
colleagues. 
Workplace proves invaluable as an aid to our support services teams who can now offer help and 
advice via the platform; and as their responses remain available and searchable, we have an ever-
growing archive of information and support.

Apple and Android Workplace apps have transformed the way we work on the move; making 
it easy for everyone to keep up-to-date and communicate. In just over a year, Workplace has 
become our most widely used and valuable digital internal communications channel.

Today, we can engage with our colleagues in ways that simply weren’t possible before.

4. Reducing software and infrastructure costs – our IT team continue to challenge on licensing 
solutions, asking questions and delivering answers to the following on an ongoing basis: 
are we over licensed, are we making the most from our existing licences, does monitoring 
of usage indicate that some licences are not being used much and is a cancellation/
renegotiating of licence terms required? 

       Our continued migration of IT systems to the cloud, where appropriate, continues apace too.  

        Often individual IT projects will be cost neutral or if taken in isolation be unable to demonstrate 
an investment return; however our continued investment in the above will continue to generate 
downward pressure on the cost of our support and operational services and/or bring real 
value benefits to how we deliver services.  

Adding value through IT
We are fully aware of the importance of health and safety and the sensitivity and focus that has, 
quite rightly, been put on this subject over the last year. Health and safety presents particular 
challenges to us largely as a result of the number of locations with communal areas, facilities 
and services which we are directly responsible for. That is why we are determined to ensure we 
manage this as effectively and efficiently as possible. 

As well as having a health and safety team and KPI performance indicators for our Board, we 
are now following a proof of concept test piloting mobile handheld devices which allow us to 
immediately capture the results of health and safety checks. As well as saving on duplication of 
effort, (no writing and then re-inputting of data) the tools allow for immediate real time dashboard 
data to be provided to managers on the progress of health and safety checks. The reporting 
of health and safety through this form of mobile device is, on the basis of the proof of concept 
testing, promising us much greater visibility on the progress of checks. This should be a useful aid 
making our approach to health and safety even more robust.  
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Purchasing the best deal
We continue to refine and improve our procurement processes making purchasing transactions 
easier for colleagues and our administration more efficient. In the past year we undertook a review of 
our vendor set-up process. We have also developed a Supplier Management Framework. This will be 
rolled out during 2018/19 and will serve to deliver a consistent process for the management of our 
supply chain. 

Our procurement function is heavily focused on delivering value for money and in monitoring how 
savings are delivered. Savings are classified into three types:

Tier Type Description
1 Actual savings 

against historical 
costs

Year-on-year difference – in price per unit for a commodity, multiplied 
by the current year volume.
A usage saving – between current and prior year volume, at consistent 
pricing, that is attributable to more efficient processes requiring less of 
the commodity.

2 Cost avoidance Reduction achieved in the asking price from the supplier of the 
commodity due to procurement activity for which there was no 
equivalent spend in the prior year.
Successful avoidance of a supplier proposed price increase 
attributable to our procurement activity.

3 Budget savings This being a reported saving when there is a reduction in the price of 
the commodity in the current year compared to an estimate set in the 
budgeting process.

In 2017/18 we made tier 1 savings of £3.4m, against last year’s target of £3m. Headline savings 
include a £0.2m rebate on our electricity costs achieved during a contract renegotiation, a reduction 
of £0.1m on our company car contract, £0.1m on catering equipment, (achieved mainly through a 
standardisation of equipment) and £0.1m on hoist and bathing equipment. 

Subject to the outcome and implications of a merger we have set a target saving of £2.7m through 
our procurement activity for 2018/19 – achieving this will be helped by now having 90.0% of our 
procurement activity managed with contractors under a formal contract. Should the merger take 
place the new organisation will develop a new Business Plan. However, in the meantime, Anchor 
remains committed to pursuing its existing objectives.

Asset management
A key part of the development of our Asset Management Strategy has been to conduct a strategic 
assessment of stock performance and return on assets. We recognise the need to manage our 
assets proactively and effectively, and to target investment to homes that are sustainable, in demand, 
meeting customers’ needs and providing a good return on investment.

In pursuance of these objectives Anchor’s new Asset Management Strategy was approved by the 
Board in September 2017. The strategy focuses on properties which are not generating income 
based on their 30 year Net Present Values (NPVs) whilst taking into account stakeholder opinions 
about the best use for the locations in question. It also looks at the more short term questions of how 
we can manage our programme of works with the funds we have available, whilst taking account of 
future developments. 

We have surveyed the majority of our locations as part of our stock condition survey cycle. With 
these results in hand we then submit locations to a two-stage, financial option-appraisal model which 
runs in parallel with assessing a location’s social sustainability; the latter picking up on factors such 
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as levels of deprivation, community cohesion, energy ratings and the local housing officer’s own 
rating. This information is then jointly used to prioritise locations for an options review using a range 
of scenarios, including disposal, regeneration, development, a change in tenure as well as stock 
swaps. 

We maintain a fully informed asset performance model as a central and critical element of our Asset 
Management Strategy. The model considers a number of factors which aim to identify the ‘real’ 
value of a property. This means that we won’t always seek to dispose of a location with a negative 
NPV if other factors such as its social, environmental and community value make a compelling case 
for it retention.

In 2017/18 full option appraisals were, as expected, carried out on 20 rented locations. Out of 
these, four locations were earmarked for disposal. The remaining locations have been “put back 
into business as usual” although some of the weaker performing locations have been identified for 
regular review to ensure their future sustainability. This will ensure that we continue to check their 
lets and lettability, and also whether high repair cost issues continue such as to affect their on-going 
viability.

Going forward a key component of the new strategy is to develop accommodation offers for 
housing, care and leasehold, or a small number of offers for each. These offers will set out to 
describe the standards we expect our homes to meet now and into the future. Funding will be 
allocated via investment envelopes ensuring that the appropriate level of return is achieved.

The accommodation offer will be designed to meet all statutory and regulatory standards, but also 
respond to local demand and the current and future needs of our customers. Some items currently 
being modelled as part of the offer are the aesthetics of a location or home, alongside additional 
facilities which informed by customer feedback should be standard where viable. Examples of these 
include scooter storage and automatic door entry systems.

This approach to developing an offer will act to ensure our homes remain places where current 
and future customers want to live. The offers are being developed via a series of workshops with 
colleagues and key stakeholders, including customers. 

Responsive repairs 
We continue to work with our contractors to reduce the number of repairs classified as emergency 
or urgent. As seen by the table below the spilt currently stands at 38% (emergency/urgent) to 62% 
(routine). This is an increase on last year but we expect a fall this summer.

Scheme repair days are now in place wherever possible and in more rural parts of the country we 
are working with our partners to cluster locations to further reduce travel costs. We are working 
directly with locations that have a higher than average rate of emergency jobs and targeting them 
with additional measures to reduce the numbers.
      
Percentage split on repair priorities 2017-2018
Repair category 2017 2018 % difference
Emergency 12.7% 12.6% -0.1%
Urgent 22.7% 25.8% 3.1%
Routine 64.5% 61.6% -2.9%

   
We have now completed three years in our long term repairs contracts and we continue to target 
average costs at the same time as ensuring the quality of the service is maintained. The average 



16

repair cost ended the year on £138.63 and we delivered just short of 60,000 repairs, (compared to 
£142 and 55,000 for the preceding year). During the year work was undertaken with the contractors 
to reduce the amount of time taken and the number of visits needed to complete a repair and this is 
now delivering a more cost-effective service.

We are now carrying out detailed work to review the contracts that support the repairs service and 
the overhead element of those contracts. We expect this work to further reduce the average cost of a 
repair in the current financial year.

Planned work - standards and costs
We use a target cost model for key customer-facing planned work activity – namely kitchens, 
bathrooms and decoration. The target cost model takes the estimated cost of the work and is used 
as a value for money baseline. For 2017/18 the actual costs incurred were coming out on average 
17% beneath the target cost, representing a saving against the planned costs. 

We are developing our approach going forward into 2018/19:
• We are re-benchmarking the target costs for key components to reflect actual costs incurred in 

2017/18. This will form a new baseline for value for money for 2018/19
• This new benchmark baseline figure will be the one we set out to beat – i.e. we will look to 

deliver the same product cheaper not only based on our own historical performance but on 
what others would be delivering it at based on our benchmark analysis

For this year we will maintain our current standards, (these being set several years ago). We know 
they operate at a higher level than many other providers but this is a ‘value’ decision we made at the 
time. These standards will be reviewed as part of the developing ‘offers’ process described above.

Planned works delivery 2017-18 
Activity Number
Bathrooms 1035
Kitchens 480
Internal decorations 45 locations

Property team restructure
Under the leadership of a new Property Director, the new approach to asset management 
and maintenance has now been implemented. There has been no reduction in headcount and 
subsequent savings, however there has been a change in how the teams work, placing renewed 
emphasis on areas deemed critical in the delivery of value to the customer and cost saving to Anchor.

With planned works, as well as having a focus on cost of components, surveyors will be 
concentrating on establishing more effective relationships with location managers as a way of 
ensuring they optimise the service received from suppliers and contractors. This role of acting as a 
more effective intermediary between the two parties will help deliver national consistency and raise 
the general quality of service received by our customers. 

With responsive repairs the repairs team has been restructured to introduce a new role of senior 
surveyor to improve the level of technical competence within the team. The focus of the role has also 
been changed so as to significantly increase the amount of time spent on locations working with 
colleagues and contractors to drive up quality and remove inefficiency.

Investment in exisiting stock £41.3m
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Savings on property rates and Council Tax
Using a consultant to review our rates and Council Tax payments on our properties this year, has 
delivered a saving of £50,000. This specialist service continues to be used by us and has been helpful 
in appealing a number of rating assessments which came into force with the new Rating List on 1 
April 2017.

Disposals
During 2017/18, we had a number of disposals including a tenanted house, (a preserved right to buy 
sale), flat and land disposals. These sales raised £0.7m. 

The flat and land were placed on the open market with the price being validated by a RICS Surveyor 
in accordance with the Charity Commission and the Regulator for Social Housing’s requirements. 
Board approval is required for all disposals.

We are currently marketing circa £11m across 14 locations - these being a mixture of social housing, 
care homes, an ex-office, land and other properties. 
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     KEY THINGS WE HAVE DONE IN THE PAST YEAR 
TO DELIVER VALUE FOR MONEY: BEST PLACE 
TO WORK 

We continue, under the direction of our Business Plan, to focus on our workforce with the intent of 
making Anchor the best place to work. The main way we monitor delivery on this objective is via the 
colleague engagement score. This score as well as picking up on the satisfaction of the workforce 
acts as an indicator of how connected they are to the organisation and in helping it to achieve its 
goals. Our current olleague engagement score is 77.0%, up 1.0% on the score for the preceding year 
and 7.0% higher than the average recorded by our survey consultant for other companies they work 
with.   

Our housing staff (at 78.0%) are the most engaged with those in support services, where most 
change has happened, being the lowest at 75.0%.

Supporting this key metric are three additional indicators - sickness levels, voluntary turnover and 
compliance with statutory training.  

Sickness - our sickness absence increased from 2.9% in 2016/17 to 3.8% this year, however this 
continues to be below our target of 4.0%.

The introduction of the Timesmart rostering and clocking-in system within our care homes has 
delivered more accurate recording of sickness and has had a positive impact on absence due to the 
direct link to hours paid. The system is set to deliver savings on the wage bill of around £0.6m per 
annum and provides the regulator, (Care Quality Commission) with a full electronic history of shifts, 
rosters and attendance as required.  

Voluntary turnover – for 2017/18 this stood at 17.0% and compares to 14.1% for the preceding year.

We work hard to keep costs of recruitment under control through a mix of innovative attraction 
methods and promoting our employee referral scheme. In recognition that recruitment and retention 
of colleagues was our number one people challenge in care services we launched a project in 
January 2018 to focus on this. This has five areas it seeks to improve: 

1. Culture and leadership – creating an overall accountability and a holistic approach for 
recruitment and retention

2. Reward and recognition – increasing awareness of Anchor benefits and grasping opportunities 
to value employees

3. Recruitment – developing managers’ ability to interview successfully and prioritise recruitment
4. Induction – improving consistency of approach 
5. Data/analysis on leavers – providing a better understanding of underlying issues

These themes were shared and explored at the May 2018 Care Services Conference. All home 
managers were tasked with coming up with a local recruitment and retention action plan for their 
homes. In addition, broader project actions have been developed and colleagues within care services 
and our HR team are undertaking an ongoing review and tracking of results.
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We are also aiming to make sure that we remain competitive on pay as a way of limiting turnover. 
In April 2018 when the national living wage, (NLW) increased from £7.50 an hour to £7.83 an 
hour we set the minimum hourly rate in care services to £7.93 (10p above the NLW). To avoid pay 
compression the increase was applied to all roles within care homes up to home manager level.

In addition pay scales and reward across roles has been reviewed and any anomalies addressed.

Colleagues have previously told us we could do more to show we value them so in November 2017 
we launched two new initiatives:

 a  Valuing You microsite - we have combined into a single website, the range of benefits and 
initiatives designed to look after our colleagues’ money, health and wellbeing. Since its 
launch, the website has been visited over 15,000 times and benefits like Anchor Shopping 
Discounts have seen a 25% increase in uptake.

 b  Valuing You Awards - any colleague or customer can nominate any Anchor colleague for a 
Valuing You Award. Since we launched the awards in November 2017, we have had more 
than 500 nominees and nearly 50 winners.

Statutory training - is 91.8% compliant which is an increase on the previous year from 91.5%, both 
above the target of 90.0%.

Our KPI tracking statutory training compliance is only one small element of our activity in this area. We 
believe training is essential in maximising the potential and value of our colleagues. Key achievements 
in the last year have included:   

• Updating our Learning Management System - which in keeping with our drive for efficiency 
through IT, gives colleagues improved access to self-administer course bookings and 
determine what is available. Additional functionality provides managers with improved reports 
and an oversight of colleague bookings and adherence to local training plans 

• Further success with our apprenticeship programme – this shows a 75.0% retention rate on 
apprentices who started with us from April 2017 to April/May 2018 (this compares to a national 
apprenticeship average rate of 65.0%). In July 2017 we were recognised as number one out of 
100 employers offering apprenticeships, (as rated by the apprentices themselves)

• Maximising internal talent – the myFuture initiative, our internal development programme for 
care services has now resulted in 25 key care services posts (home and deputy managers) 
filled internally since 2016. This is complimented by a People Management Skills programme 
for team leaders in care services. Piloted 2017, it has now been fully launched, (May 2018) and 
focuses on people management for our frontline managers helping to build their confidence, 
skills and knowledge

Our colleague survey, ‘Your Say’ highlights that colleagues in care services and housing believe that 
they have good access to relevant training. It also shows a greater level of satisfaction with the career 
opportunities available compared to colleagues in support services. This reflects we believe a return 
on our investment and focus in these areas but also the greater challenge in developing a training 
offer for support services colleagues where there are a broader range of roles and skill sets.

Colleague engagement

77.0%
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Best place to work – focus for 2018/19 
Our objectives are to:

1. Deliver on a number of recruitment and retention related actions including:

• Introducing a ‘first year’ programme to engage new starters which builds on the existing 
induction

• Embedding our new recruitment applicant tracking system (myRecruit) as well as making 
improvements to our recruitment toolkits and practices

• Maintain a strong employer presence across social media to promote the work we do 
and the benefits of working for Anchor 

• Local actions arising from Your Say and the recruitment and retention home level review 
in care services. 

2. Introduce and embed a new online HR portal supported by a telephone helpdesk.
3. Further enhance our apprenticeship offer and optimising use of the Levy. In partnership with 

a new provider we aim to improve how we attract, recruit and develop our apprentices. We 
will also be looking at how we can better utilise apprenticeship funding to support current 
employees and offer more development options. 
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    KEY THINGS WE HAVE DONE IN THE PAST YEAR 
TO DELIVER VALUE FOR MONEY: GROWTH 

As shown by our development delivery achievements and plan in the table below, we are eager to 
develop to help meet the housing needs of older people. However, we will do this in a planned and 
measured way which does not expose us to unnecessary financial risk. 

Anchor’s development achievements and plan 2014/15 – 2022/23
Year Leasehold properties Care rooms Total Status
2014/15 0 64 64 Built
2015/16 230 280 510
2016/17 82 64 146
2017/18 198 0 198
2018/19 117 0 117 In development with Board 

approval to proceed2019/20 0 0 0
2020/21 267 0 267
2021/22 0 0 0
2022/23 169 0 169
Totals 1,063 408 1,471

 
Excluding the current year the table above shows that we have a pipeline of development locations 
that, once complete, will provide 436 new homes for older people

Managing investment risk
We have internal treasury and on-lending management arrangements which are applied to determine 
how much is to be used for development purposes. This amount is managed by two Anchor 
subsidiaries – Anchor 2020, which provides design and building services, and Anchor Lifestyle 
Development Limited, (ALDL) which purchases land and develops properties for sale. Our Board 
receives a monthly analysis. 

Managing development risk
Each individual development project of the current programme of private, all for sale developments,  
must demonstrate, via a business case presented to our Board, that it will deliver an acceptable 
rate of return and gross margin - this being demonstrated at several critical stages (such as 
purchase of land and when moving to develop). Developments which do not meet this criteria will 
not be permitted to proceed as the intention is to use any surpluses to assist with developing more 
affordable products. 

Diversifying our stock offer
In the recent past our development emphasis has been primarily on non-social, leasehold for sale 
housing and the above project development parameters will have encouraged this. However, in 
the last year the barriers to the development of more affordable rented and shared ownership 
accommodation have been considered by our Board. In response to this the application of different 
internal rates of return for different types of tenure are now being considered.

One particular model under consideration will be mixed tenure. We already have development and 
management experience of such housing, for example, our scheme The Laureates in Leeds and 
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our 327 unit Denham Garden Village location, (Buckinghamshire) and they feel these models are 
appropriate for us. Such schemes would likely comprise a mix of outright leasehold sale, shared 
ownership and social rent. 

Plans to move this forward within Anchor were slightly delayed whilst attention was given to 
developing the business case for the possible merger with Hanover. A key driver behind the merger 
is the increased new development investment potential it will allow. It is anticipated that after a lead in 
period the merger will deliver a significant upscaling in the number of units developed. We currently 
envisage maximum output in units being delivered at some stage between 2022/23 and 2024/25. 
These units will be across a range of tenures.

Regardless of the outcome of our plans for the merger, we still currently have an ambition to deliver 
1471 units between 2014/15 and 2021/22 (a slight drop on our figure of 1512 reported last year).     

Sales activity
We have not in 2017/18 sold the number of units we expected. Market conditions have contributed 
to this. It does not pose a risk to us as our development investment is ring fenced. 

Reducing project development costs
Last year we pledged to firm up our property and building specifications with the aim of being able 
to reuse them for each new development. The outcome from such work expected to be a reduction 
in building errors as our contractors become familiar with the design. This will lead to cheaper 
development costs and the need for, and incidence of, costly changes going through the contract.  

This work was progressed and has resulted in the introduction of a design guide and an architects’ 
standard. The design guide is based on feedback from customers and colleagues, firming up our 
conviction that these two documents will support us in delivering a sustainable product people want 
to buy.

Due to the development timeline, the financial benefits are expected to be realised in the coming 
years.

Location manager properties
As well as building new we are also bringing back into use properties from within our existing stock. 
Sheltered schemes were historically often built with a property designed for a live-in manager. 
Typically houses or larger flats used as tied accommodation, these units have become available as a 
result of recruitment decisions about vacant roles and the effectiveness of remote emergency alarm 
centres which negate the need for a resident manager.  

Where these properties have become available we have an ambitious programme to convert them 
into housing suitable for older people. This is being done as follows:

Phase 1 (started 2017/18) – to start on delivering 74 social rent properties out of 46 location manager 
dwellings. 30 new units were finished during 2017/18. The remainder will be handed over during 
2018/19.

Phase 2 (commencing 2018/19) – work on delivering a further 64 properties out of 37 existing 
dwellings will begin.

To support this work our Board has allocated, (subject to an annual review) £2.5m each year. The 
work is also being supported by the allocation of grants from Homes England, (both new and 
Recycled Capital Grant Fund).
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Despite our plans each conversion will only be allowed to proceed if it can demonstrate a 10-year pay 
back on investment – this timeline also fits in with our location viability modelling projections. 

Space optimisation programme and infill programme
These activities are focused on maximising the other development opportunities presented by existing 
sites. It looks at identifying facilities which are not making a financial return, (such as unused/poorly 
used day care centres) or communal parts of sites, (large lounges, quiet rooms) which have space to 
fit a unit – either within an existing building or on land in our ownership which is adjacent to existing 
properties.
 
A number of potential projects have been identified and considered by our Asset Management Group 
but none has yet progressed to a firm commitment to build. The work has currently identified space 
for approximately 22-25 units, (up from the 11 mentioned in last year’s report).
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   THE THREE E METRICS

The Regulator of Social Housing has recently introduced a suite of seven metrics to be reported 
within the statutory accounts. These metrics allow each housing association to be compared to 
its peers and as such they offer greater benchmarking potential than the primarily narrative self-
assessments previously produced by housing associations. This in turn will bring about greater 
transparency for stakeholders whilst allowing organisations to better understand their data, and act 
upon the results as necessary.

The seven metrics are classified across three headings Economy, Effectiveness and Efficiency, and 
are designed to look at the financial strength, viability and potential for growth of an organisation. 
Alongside the metrics required by the regulator, we have added in our own internal metrics which are 
linked to value for money. We have also included several from the Sector Scorecard, (the housing 
sector’s own benchmarking tool on value for money indicators)  

Economy
Can be defined as driving a value for money service through minimising the cost of resources 
required, resulting in spending less. 

The cost per unit table below provides the total cost of delivering services on a unit basis. This total 
cost is broken down into five sub-categories to ensure the comparatives can be considered on a 
like-for-like basis - these elements are management, service charges, maintenance, major repairs and 
other. 

As Anchor is a diverse organisation with rented and leasehold housing as well as operating 119 care 
homes, the cost per unit table includes the group level, the housing level and care levels to provide 
increased transparency and to aid meaningful benchmarking.
  
The overall cost per unit across each of these three levels remains closely in line with the prior year 
with an increase of 0.19% at group level, 0.63% for rented housing and a slight reduction in care.  
The rented housing cost per unit is the comparator used across our peers in the sector which totals 
£5,371 for the year. Within this level the management cost has decreased on the prior year through 
the continued focus on delivering a cost-effective service across support teams.
  
The service charge cost per unit has increased by 1.2% reflecting the inflation on living costs. 
Service charges can vary up or down from one year to the next, not just as a result of efficiency of 
the organisation but through other factors such as the level and type of major works undertaken, (for 
example lifts or emergency call systems).

The planned maintenance cost per unit decreased slightly in the year as a result of the timing of 
contract work carried out. 

The cost of major repairs increased by 6.5% to £1,503 per unit as a result of the planned works 
programme delivered for the year.

‘Other costs’ includes the costs for the provision of care services in housing, which have increased in 
the year due to the growth across this service with three new independent living locations opening.



25

VFM indicator Source Type of indicator 2016/17 2017/18
Cost per unit:
- Management
- Service charge
- Maintenance
- Major repairs
- Other

RSH Group1 £10,469 £10,489
£1,672 £1,572
£6,120 £6,340

£951 £908
£1,368 £1,450

£358 £219

Cost per unit:
- Management
- Service charge
- Maintenance
- Major repairs
- Other

Housing (social 
housing)

£5,337 £5,371
£1,034 £1,016
£1,873 £1,893

£923 £840
£1,411 £1,503

£96 £120

Cost per unit:
- Management
- Service charge
- Maintenance
- Major repairs
- Other

Care (social and 
non-social

£29,367 £29,351
£4,018 £3,621

£21,762 £22,734
£1,054 £1,161
£1,210 £1,253
£1,323 £580

Sickness absence levels2 Internal 2.9% 3.8%

1. CPU figures vary from those reported in last year’s VFM report as that data has now been amended to reflect the 
published information from the RSH.

2. 2017/18 target was 4.0% and CIPD Survey 2016 benchmark was 5.0% for care homes and 3.5% for housing, (in 
connection with Simply Health) 

Benchmarking
As a provider of retirement housing throughout England the best way to benchmarking ourselves is 
with other similar providers. We have two close peers and an analysis their data indicates that the 
overall cost per unit is very similar across all three organisations. Our cost per unit is the lowest at 
£5,337 which is predominantly due to a significantly lower management cost per unit. 

Service charges are comparable, particularly with peer 2. 
 
Major repair costs differ across all three organisations however we believe this is a reflection of the 
level of investment delivered across the properties. Discussions with our peers are ongoing and will 
cover the differences behind these outcomes to identify the underlying reasons. This activity will be 
completed before the end of this financial year.  

Year Organisation Cost per unit
Headline Management Service 

charge
Maintenance Major 

repairs
Other

2015/16 Anchor £5.558 £973 £1,898 £927 £1,741 £19
2016/17 Anchor £5,337 £1,034 £1,873 £923 £1,411 £96

2015/16 Peer 1 £4,319 £1,063 £1,323 £809 £621 £503
2016/17 Peer 1 £5,624 £1,530 £1,813 £975 £814 £492

2015/16 Peer 2 £5,584 £1,562 £1,904 £838 £1,077 £204
2016/17 Peer 2 £5,436 £1,354 £1,875 £895 £1,397 £-86

Source: Peer data - HCA Global Accounts 2017 and Unit Cost Data
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Other than major repairs, we feel that the other cost per unit metrics are closely aligned or we are 
performing well.

Effectiveness
The relationship between the output from goods or services and the resources to produce them helps 
us understand if we are spending well.

Overall, we feel we are performing well in meeting the effectiveness indicators listed in the table 
below.

VFM indicator Source 2016/17 Benchmark 2017/18 Target
New supply delivered - social housing RSH 0.3% 0.1%
New supply delivered - non-social 
housing

RSH 0.3% 0.6%

Satisfaction levels (rented) Internal 90.0% 86.6%1 92.7% 91.0%
Satisfaction levels (leasehold) Internal 78.0% 73.4% 78.0%
Your Care Rating Internal 896/1,000 878/1,0003 897/1,000
£s invested in communities Sector 

Scorecard
£0 £0

CQC ratings for care homes Internal 73.0% 78.6% 70.0%
Health and safety performance
- Gas safety checks
- Lift safety checks
- Fixed wiring inspections
- RIDDOR incidents

Internal
99.8%
99.4%
95.1%

32

99.9%
98.9%
98.2%

32

100.0%
100.0%
100.0%

48
Kitchens and bathrooms delivered Internal 2124 1515
Completion levels for statutory 
training

Internal 91.5% 91.8% 90.0%

Voluntary turnover Internal 14.1% 24.8%2 17.0% 15.0%

1. Source – median performance data extracted from Sector Scorecard Analysis Report 2017
2. Source - Skills for Care
3. Source – average of all care homes taking part in the survey (2017 report) 

The regulator measures effectiveness through the number of new social housing and non-social 
housing units delivered in the year, whether by acquisition or development as a proportion of the 
total units held. A programme to convert ex-location manager properties into lettable units has been 
underway for the past year and will continue during the next year. Last year, (2016/17) a new 64-bed 
care home was opened although there have been no further care home developments in this year. 
 
Satisfactions levels have continued to improve which is a good indicator from our customers in 
relation to the services delivered and the associated cost of doing so.

Across care services the rating from the Care Quality Commission (CQC) has also improved from 
73% last year to 78.6% this year, and remains one of the most valuable measures used across this 
service.

Efficiency
The efficiency measures consider the relationship between the intended and actual results of public 
spending to ensure we are spending wisely.

From the table of efficiency related indicators below, we feel we are performing well and meeting our 
expectations. 
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VFM indicator Source 2016/17 Benchmark 2017/18 Target
Reinvestment RSH 6.6% 6.4%
EBITDA MRI RSH 392.8% 227.6%1 434.6%
Gearing RSH 41.7% 41.6% 1 39.2%
Operating margin - overall RSH 4.1% 30.3% 1 5.8%
Operating margin - social housing RSH 5.4% 31.6%1 8.3%
Return on capital employed RSH 2.0% 4.0% 1 3.1%
Occupancy levels (rented)2 Sector 

Scorecard
99.1% 99.5% 1 99.2% 99.1%

Mature homes occupancy - care Internal 92.2% 91.8%3 89.8% 92.4%
Ratio responsive repairs to planned 
works

Sector 
Scorecard

26.1% 68.0% 1 24.3%

Rent collected Sector 
Scorecard

99.8% 99.7% 1 99.4%

Overheads as a % of turnover Sector 
Scorecard

10.6% 12.3% 1 10.5%

Average days to re-let a property (as 
at March 2017 & 2018)

Internal 20 17

Number of empty properties, 
(available to let)

Internal 185 180

Arrears as a % of turnover Internal 1.3% 1.5%
% Emergency repairs Internal 12.7% 12.6%
Colleague engagement levels Internal 75.7% 77.0% 75.0%

1. Source – median performance data extracted from Sector Scorecard Analysis Report 2017. Note calculation 
methodology may not be consistent with RSH metrics data for 2017/18 

2. The scorecard requests such information is submitted for general needs only – we however publish information using 
their calculation methodology so as to support our benchmarking activity even though we are a provider of housing 
for older people

3. Colliers International Healthcare Review 2017

Within efficiency the metrics look at the reinvestment in properties for both existing stock and new 
supply. The level of investment in existing stock during the year was £41.3m, reflecting an increase 
on the prior year of £2.4m. The reinvestment in new social housing stock relates to the conversion 
of location manager properties, a significantly lower figure than the previous year where a £5.2m 
investment was made for the development of a brand new care home. The increase in non-social 
housing relates to the new properties for resale.

Linked to this is the gearing metric, measuring the proportion of assets that are financed through debt 
which often indicates the appetite for growth. Our gearing level has decreased as the cash inflows 
generated in the year from the sale of new properties has meant that net debt position is lower.  

The EBITDA MRI measure, which illustrates our liquidity and investment position, has increased this 
year as a result of the strong care home performance in the year. This was due to growth in fee rates 
and improved cost control.

The operating margin for social housing has improved this year to 8.3%. The total turnover for social 
housing has increased by 4.0% on the prior year whereas the level of surplus generated has grown 
by a significant 60.0% due to the performance across care homes. This in turn has strengthened the 
return on capital employed as the surplus has increased and the assets less liabilities have remained 
in line with the prior year.
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Housing occupancy levels continue to improve beyond our expectations at 99.2% at the end of the 
year, with a very strong waiting list for people wanting to move into our properties. This is a direct 
reflection on our efficient management of re-letting a property which has reduced from an average of 
20 days at March 2017 to just 17 days for March 2018.

Support service costs as a percentage of turnover, ( adjusted to exclude the income and costs 
associated with delivery of new developments) remains consistent with the previous year (10.5% 
compared to 10.6%), and reflects the continued investment in specialist services - continued 
implementation of the in-house IT team and a restructure across both property services and HR.

We feel we have more to do around our approach to repairs and maintenance both on cost and the 
service offer. The following actions, (subject to the merger with Hanover) are proposed in the coming 
months to address this challenge:

Maintenance
• To bring our emergency repairs under 10% by the end of the financial year
• To consult with customers and operational colleagues before the end of the calendar year and 

make a decision on the retention of the ‘urgent’ category of repair. If category is dropped we 
will rely on two categories – emergency and routine

• Introduce monthly monitoring reports from October 2018 which track ratio of responsive 
repairs undertaken as part of an on-site repair day, (or if rural a cluster visiting day) against 
number undertaken as one-off visits. By the end of the calendar year use this intelligence, 
alongside knowledge of the geography of our locations, to set targets with contractors to 
reduce (where applicable) the number of one-off visits which they undertake

• By October  2018, introduce a new comprehensive dashboard of repairs KPIs, (aligned to the 
Business Plan’s strategic objectives) 

• Start to monitor ratio of contractor’s visits to repair jobs raised – look to achieve a ratio of 1.2 
to 1 by March 2019

• By March 2019 look to deliver repairs at the same average cost as the sector average or on a 
par with our two closest peers  

• Complete re-negotiations on level of overheads paid to our regional responsive repairs 
contractors by end of the financial year

Planned works
• Complete renegotiations of the three regional planned works contracts to introduce market 

benchmarking provision. This will allow Anchor’s planned works costs to be benchmarked 
against the wider housing maintenance sector – November 2018 

• Review product specifications, (on bathrooms, kitchens, paint, carpets) and introduce revised 
standards which are linked to our accommodation offers -– March 2019

• Working in close collaboration with our regional planned works contractors, introduce across 
the whole service, a Quarterly Defined Cost (Direct Cost) audit. This will involve reviewing 
outcome costs of delivery on products, for example kitchens and bathrooms, as a way of 
identifying and learning how costs can be avoided resulting in a lower cost of delivery. First 
report and review cycle should be completed by end December 2018 

• Tied into the quarterly defined cost audits look to reduce average costs of bathrooms and 
kitchens across the planned works programme by 3% by end March 20019

• Introduce dashboard reports allowing more effective and timely management of the planned 
works programme, (based on value of work and number of projects broken down by their 
lifecycle) – September 2018

• Review process for packaging of external building envelope works so more external works 
can be completed at the same time – resulting in a reduction of scaffolding costs and impact 
on customers. We’re looking to implement as part of planning for 2019/20 and to deliver by 
February 2019 when budget is signed off
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   FEEDBACK ON 2016/17 COMMITMENTS

This section of the report provides an update on how well we have met our commitments mentioned 
in last year’s report.  

Commitment Progress 
rating

Progress

Continue to offer a range 
of ways customers 
can communicate and 
engage with us. 

MyAccount programme of works continued to deliver 
greater access and control to customers (see page 12). 

A pilot of an anti-social behaviour tool monitoring noise 
levels concluded in autumn 2017 but we have decided 
not to launch the application due to its reliance on those 
recording noise nuisance having a smartphone, which as 
yet a majority of our customers do not have.

Provide customers with 
LED light bulbs.

As at the end of July 2018, 20,000 LEDs have been 
installed in 3,500 customer properties. Their installation 
has led to an estimated reduction of 765,000 Watts 
equating to an anticipated £200,000 of savings on 
customers’ energy bills per annum. The programme of 
installation is expected to run until late November 2018 
and once complete generate over £1m in savings for 
customers.

Provide tablets at 
selection of locations to 
help with provision of 
welfare benefit advice.

A project is now funding tablets. These will be issued 
at a number of locations over a two year period, at 
locations with high arrears. Customers are trained 
how to use the tablets as part of our approach to 
encouraging digital inclusion and limiting social isolation. 
Benefit entitlement calculations will also be available 
through these tablets.    

Working with 
leaseholders to improve 
services.

We are continuing to work with the Leasehold 
Topic Forum on the root cause of complaints from 
leaseholders to help us improve the delivery of our 
services. We also have plans to carry out additional 
engagement with leaseholders directly (see page 9). 

Without being complacent we, on overall satisfaction, 
perform well compared to the benchmark data from our 
research company.

Grow our Anchorcall 
service. 

We obtained accreditation with the Telecare Services 
Authority in August 2017 and secured a contract to 
provide an out of hours’ service to Hillingdon (see page 
11). 

Reduce travel costs 
partly by travelling smart 
and also by application 
of company car policy 
based on a tightened 
‘grade or need’ 
approach. 

Travel costs have fallen by £0.1m assisted by the 
application of a tighter company car policy.  
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Deliver £3m 
procurement savings 
through price and usage 
reductions.

In 2017/18 we made tier 1 savings of £3.4m (see page 
14).

Energy efficiency 
measures.

We undertook to move forward with two energy 
efficiency measures within our care homes. Work has 
not progressed as quickly as initially planned but orders 
have now been raised to install voltage optimisation and 
burner management units in a small number of care 
homes. It is expected the outcome of this will build the 
case for further investment in this area across more of 
our stock.

Through use of 
consultant deliver 
savings on property 
rates.

Saving of £50,000 on property and Council Tax rates 
achieved.

Continue to deliver 
against our technology 
upgrade timeline.

Last year we aimed to deliver a:
• New website with improved self-service portal for 

customers
• EPOS across all retirement villages
• Improved stock control and financial reporting
• New property repairs interface
All these have been delivered or are in their final 
implementation phase. We also delivered auto-
scheduling of repairs contracts and improved workforce 
planning reporting for care, saving colleague time and 
improving visibility for managers.

Maintain our apprentice 
scheme.

We are recording good retention rates and are being 
highly rated by apprentices themselves (see page 19). 

Introduce an applicant 
tracking system – 
minimising agency 
costs, reducing time to 
hire, increase number 
of job applicants and 
create a talent bank.

MyRecruit launched in June 2018. Benefits should be 
seen and assessed during this coming year.

Introduce performance 
related pay (PRP) 
for support service 
roles. 

We applied PRP for the first time in our 1 April 2018 
review following a decision not to award a pay increase 
in 2017/18. Our distribution curve for performance 
ratings showed a normal result for the review population 
verses the business results.

Look to further 
redevelop our under-
utilised buildings.

We have identified more opportunities to develop 
existing sites but have not yet progressed to start on site 
for any project (see page 23).  

Introduce a more 
standardised model of 
housing.

Design guide and architect’s standard introduced and to 
be applied to any new development.

Documents have been shaped using customer feedback  
from those buying a property and by the experiences of 
colleagues involved in the development and subsequent 
management of new locations.
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Undertake a review 
of the interior design 
provision, (design costs 
and supply chain) within 
new developments. 

Framework for interior design has been developed 
and went live on 1 July 2018. This will provide greater 
consistency and therefore help drive value for money.

Enhance the 
development change 
process through 
improvements in 
the governance 
arrangements, especially 
around the completion 
and handover of 
developments.

Governance arrangements have been strengthened and 
include delivering greater clarity and discipline around 
the timelines for practical completion and handover of 
developments. 

Experience of a recent handover was that customers 
were moving in a week earlier.   

Introduce software to 
better manage snags 
and defects on new 
developments.

Software was introduced in the autumn of 2017. It is 
delivering significant improvements on the levels of 
post-handover work required. It also allows us to cluster 
jobs on trades across properties thereby reducing the 
number of site visits undertaken by contractors.
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