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About Derwentside Homes Ltd. 
Our organisation has grown and developed significantly in 
recent years, and on April 3rd this year Derwentside Homes 
amalgamated with two other social landlords in the North East 
under the new name of Karbon Homes.
Until that date, Derwentside Homes was a landlord, 
based in the North East of England and our principal 
activity was the provision of homes for rent. Across 
the Derwentside Homes Group, including our 
subsidiaries, we had 7,146 properties under our 
ownership and management which generated a 
turnover of almost £33.5million and we employed 
208 staff.

Following consultation with our residents, staff and 
partners, Derwentside Homes amalgamated with 
Cestria Community Housing and Isos Housing to 
create Karbon Homes.

By combining the collective strengths of these 
organisations into one new company, we have 
created a financially strong, more flexible and 
resilient organisation, that is:

•  better placed and more efficiently structured to 
meet future challenges;

•  able to maximise opportunities for new 
developments and service improvements;

•  able to maintain investment in existing properties 
and the long term viability of the business;

•  sufficiently versatile and robust to respond to 
changes to meet the needs of its customers.

This Value for Money Self-Assessment covers the 
period of 2016/17 for Derwentside Homes Ltd., 
preceding the amalgamation.

Further information is also provided in respect of 
the Futures Programme, which was created as part 
of the amalgamation of Derwentside Homes and 
the Isos Housing Group and also the vision and 
strategic aims of Karbon Homes. Our organisation 
has grown and developed significantly in recent 
years, and on April 3rd this year Derwentside Homes 
amalgamated with two other social landlords in the 
North East under the new name of Karbon Homes.
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Our Commitment 
to Value for Money
The regulatory framework for the sector includes a 
specific standard for Value for Money. Our regulator, 
the Homes and Communities Agency (HCA), expects 
us to ‘articulate and deliver a comprehensive and 
strategic approach to achieving value for money in 
meeting their organisation’s objectives’.

The HCA requires Boards to publish, on an annual 
basis, a robust self-assessment that is transparent 
and accessible to all stakeholders and which enables 
them to make an informed judgement as to how 
they are achieving value for money.

There is also a specific expectation that registered 
providers will have a robust approach to making 
decisions on the use of resources to deliver the 
provider’s objectives, including an understanding of 
the trade-offs and opportunity costs of its decisions.

Value for money has come strongly into focus 
for housing associations over the last five years 
following increased regulatory attention. At 
Derwentside Homes the Board and staff recognise 
that VfM is fundamental to sound business practice. 
Making money go further enables the Association to 
devote more resources to achieving and exceeding 
its business objectives: providing more and better 
homes, improving service quality.

Derwentside Homes published a Business Plan for 
the period April 2017 through to March 2022. This 
plan will now form part of the wider strategy for 
Karbon Homes to ensure that we focus our efforts 
and resources on those activities that will impact 
most positively in our communities and on the lives 
of our customers. We roll forward our plan on an 
annual basis to ensure that a five-year planning 
horizon is set as the basis of our work.
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 The Board is clear about its VfM strategy, how 
the business is structured and how its resources 
are applied to deliver its plans. It also sets out our 
plans and priorities for the future. VfM is important 
to Karbon Homes and all its stakeholders for many 
reasons:

•  There is a sustained demand for social housing 
during an economic downturn.

•  The impact of long-term demographic trends on 
services provided by the social housing sector 
and support agencies.

•  Reduced household incomes and increased 
poverty.

•  The impact of direct and indirect job losses 
caused by the contraction of the public sector 
as well as the Government’s radical welfare 
reforms which are impacting upon disadvantaged 
communities throughout our area of operation.

•  Higher customer expectations of product and 
service quality

Our VfM strategy has been refreshed as part of our 
overarching performance management framework 
and will be embedded across the organisation to:

•  support our vision, values and objectives;

•  ensure that all our resources are 
effectivelymanaged;

•  ensure that governance and staffing structures 
are fit for the future and the right skills are in 
place for effective oversight and delivery of 
VfMservices;

•  reflect our tenants’ priorities; and

•  obtain the best possible value for money across 
the organisation.

Our strategy supports our determination to deliver 
enhanced services and improved outcomes for 
residents as well as cost savings in all of our 
activities. We will continue to achieve savings 
through service reviews and by promoting the 
efficiency agenda within the culture and framework 
of the organisation.

Derwentside Homes’ strategy has always been 
supported by robust procurement and treasury 
management strategies; and this will continue to 
be the case under the Karbon Homes banner. Our 
financial forecasts are based upon appropriate 
and reasonable assumptions; planning sufficiently 
considers the financial implications of risks to the 
delivery of plans and is supported by robust stress 
testing. The Board receives business assurance via 
quarterly monitoring and reporting on compliance 
with funders’ financial covenants.

The Board’s overriding objective is therefore to 
make VfM regulation work for the organisation not 
simply as an ‘add on’ but as a business tool that is 
fully integrated with the way it plans, delivers and 
evaluates the long-term success of the business.
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How Derwentside Homes 
managed and monitored 
Value for Money
Registered providers are expected to have 
performance management and scrutiny functions 
which are effective at driving and delivering 
improved value for money. This section describes 
Derwentside Homes’ approach to managing and 
monitoring value for money and highlights some of 
its successes in this area.

We supports the view taken by the NHF that 
‘a static approach to service improvement’ is 
unacceptable and embraces the philosophy that 
recognises the need for continual change and for 
the delivery of services to improve progressively 
over time. Accordingly we recognise that ‘a level of 
performance that is excellent by present standards 
may be merely adequate in five years’ time and 
unacceptably poor in ten’.

Our performance management and scrutiny 
functions are integral to the delivery of improved 
VfM performance. Our VfM strategy puts value for 
money at the heart of the organisation and forms 
part of an integrated service and financial planning 
process which is underpinned by:

•  A robust financial strategy into which efficiency 
targets are explicitlywritten.

•  Efficiency targets reflecting the prioritisation of 
business objectives in the combined business plan 
and budget document.

•  Quarterly reporting on KPIs and efficiency savings 
against annual targets to both the Performance 
and Quality Assurance Committee and the 
Scrutiny Panel.

•  A clear understanding of costs and comparisons 
with similar organisations in a similar operating 
environment through major benchmarking 
organisations such asHouseMark.

•  An up-to-date procurement strategy linked to the 
priorities for service delivery and improvement.

•  Improved financial and performance 
management frameworks complemented by lean 
systems reviews.

•  Ensuring that all reports to the Board include 
a VfM dimension and a description of how the 
decision being taken will improve VfM.

•  Reviews of individual services by the Scrutiny 
Panel.
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The Board supports a co-regulatory system, with a 
clear role for tenants in scrutinising performance 
and the standards of local services that are 
delivered. A Scrutiny Group operated in Derwentside 
Homes since May 2011 and completed a number 
of reviews which resulted in many improvements to 
frontline services such as customer profiling, baby 
changing facilities in reception toilets at Greengates 
House, improved signage, telephone surveys of 
customer satisfaction, through to the launch of the 
‘Learning Hive’ at Catchgate, in partnership with 
the Northern Learning Trust to provide community-
led initiatives and accessible learning to boost 
employability.

Following the UK Government’s budget 
announcements in the summer of 2015 in respect of 
social housing rent legislation, and the requirement 
to then submit revised Financial Forecast Returns to 
the HCA in October 2015, the Derwentside Homes 
Board focused on achieving savings which allowed 
the organisation to protect frontline services, 
despite the rent reductions imposed on the sector. 
Derwentside Homes Board established that it would 
need to identify savings of £11.1m, to be achieved 
cumulatively over the above 5 year period to March 
2020.

During the financial years to 31st March 2016 and 
31st March 2017, Derwentside Homes saved £3.5m 
and £2.9m respectively. In achieving cumulative 
savings of £6.4m by the end of March 2017, 
Derwentside Homes was already well on its way to 
achieving its £11.1m target. The recurring savings 
put in place to date have been retained as the 
Association amalgamated with Isos Housing Group 
and Cestria Community Housing Association on the 
3rd April 2017, to form Karbon Homes. This means 
that, not only is Karbon Homes benefitting from 
the solid foundations put in place by the legacy 
Derwentside Homes Board, in maintaining value for 
money for its customers, but that the group is well 
placed to deliver further additional savings due to 
amalgamation. These targets are explained later in 
this document.

Making savings in the work we carry out is a priority 
for the Association and its tenants as all money 
saved is reinvested back into tenants’ homes and 
services. Tenants’ rents pay for the services we 
provide. With increasingly fewer opportunities to 
access funding from other sources, it is vital that 
Karbon Homes makes the most of every penny 
it receives. The Association’s approach goes 
way beyond ‘bricks and mortar’ to ensure that 
its business helps individuals and communities 
adversely affected by the economic recession. 
Our holistic approach to efficiency has enabled 
us to deliver genuine service improvements and 
efficiencies and to invest in communities to protect 
our investment in homes and neighbourhoods 
through a range of measures to maximise tenants’ 
incomes and employment opportunities.
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Maximising Return on Assets
Under the standard a registered provider is expected 
to understand the return on its assets, and have 
a strategy for optimising the future returns on 
assets- including rigorous appraisal of all potential 
options for improving value for money including the 
potential benefits in alternative delivery models- 
measured against the organisation’s purpose and 
objectives.

Asset Value
Derwentside Homes achieved a huge amount in its 
10 years of operation. The Association delivered a 
£70million, 5-year investment programme and kept 
every one of the 63 promises made to tenants at 
the time of transfer including meeting the Decent 
Homes Standard (November 2010) and building its 
first new homes.

Following the delivery of the initial programme the 
value of the Group’s stock increased from £2.4m at 
the date of transfer to £108m at 31st March 2012. 
At 31st March 2017 the Group’s stock achieved 
a valuation of £184m – a more than seventy-fold 
increase in 11 years.

The organisation operated a comprehensive asset 
management strategy. The aim of the strategy can 
be summarised as:

‘Maintaining and investing and managing 
existing homes, and providing new homes...

as effectively as possible...

creating places where people want to live...

at a cost which both they and the business 
can afford...’

There are several key strategies which supported the 
delivery of the priorities in the asset management 
strategies. These include the Association’s 
Community Investment Strategy, its Corporate 
Social Responsibility Policy and its Environmental 
Sustainability Strategy and Action Plan.

Derwentside Homes always had a clear 
understanding of the value of assets in the context 
of delivering the organisation’s objectives and used 
the INSIGHT strategic asset management tool to 
understand and make the most of the linkages 
between investment, demand and viability of each 
of its 62 estates. The model enabled the Association 
to shine a light on the financial and non-financial 
performance of estates.
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This model combined long-term financial 
assessment with a broader insight into popularity 
and prospects to help to shape judgments on where 
to focus investment in both the housing stock in 
different localities as well as investment in the wider 
community. INSIGHT produced a sustainability 
matrix which allowed us to develop and apply 
sound strategic and financial plans based on a clear 
understanding of stock performance and trends, 
using the basic management information that we 
have readily available:

•  Key “Financial” information utilising Net Present 
Value of expenditure and net rental streams (over 
a 30 year period), including:

•  Rent charges (Finance);

•  Current tenant arrears (Finance);

•  The capital investment required to maintain 
each individual property at the Derwentside 
Homes standard (key components within 
Keystone);

•  Repairs and maintenance costs (Orchard);

•  Housing Management costs (Business Plan 
adjusted/weighted utilising the Housing 
management assessment of neighbourhoods).

•  “Wider Picture” and “Service Performance” key 
non-financial indicators closely related to the 
current performance, future performance and 
prospects of our stock, including:

•  Stock turnover (Orchard);

•  Average void period (Orchard);

•  Tenancy duration (Orchard);

•  Housing management assessment of 
neighbourhoods (Housing);

•  Tenants’ satisfaction with their neighbourhood 
and home (STAR);

•  Social deprivation (Index of Multiple 
Deprivation);

• SAP

The outputs of this strategic asset management 
tool are then reviewed annually to highlight stock 
that requires: a closer focus/further study prior to 
investment; consideration of coordinated action 
within a neighbourhood both with internal and 
external stakeholders; and/or options appraisal. Our 
sustainability model ensures that our attention is 
focused; delivering the maximum benefit from the 
resource we have available.

The Association’s understanding of costs and asset 
values enables staff to make informed decisions 
on maintenance and capital investment at an 
estate and granular level, and, whilst there are no 
properties which are under currently review, the 
tool enables the Association to make any future 
decisions on retention, conversion/disposal of 
stock or estate interventions based upon a clear 
understanding of the differing financial and non-
financial values of properties by location and stock 
type.
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Derwentside Homes’ Sustainability Matrix
Sustainability Matrix March 2017– Overall Summary
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All Stock Average £27,817 10.4 11.8 8.4 30.6 70.2

6,541

Stock NPV £ NPV 
Weighting

Service 
Performance

Wider 
Picture

SHV 
Total

SAP

144 22,262 10 14 10 34 69

73 24,852 10 13 7 30 67

22 37,002 10 14 8 32 63

28 15,919 20 16 9 45 70

371 24,576 10 13 11 33 70

175 36,552 10 11 8 29 69

143 25,273 10 12 8 30 70

38 32,713 10 9 7 26 72

51 30,296 10 12 9 31 71

41 37,642 10 12 7 29 68

125 28,304 10 10 8 28 69

34 22,577 10 10 7 27 67

82 37,814 10 10 8 28 75

181 32,176 10 11 7 28 71

250 31,234 10 11 9 30 72

237 30,606 10 11 8 29 70

128 31,300 10 11 8 29 71

207 21,087 10 11 8 29 70

16 27,150 10 11 9 30 68

331 30,703 10 11 8 29 70

5 50,362 10 10 7 27 86

221 23,421 10 11 8 29 71

174 37,931 10 12 8 30 71

137 28,707 10 11 8 29 71

237 25,672 10 11 8 29 72

94 20,662 10 10 11 31 75

58 28,150 10 12 8 30 69

5 19,140 20 9 7 36 67

89 26,720 10 12 9 31 71

54 29,129 10 10 7 27 67

116 15,561 20 11 7 38 70

69 25,382 10 13 9 32 71

39 31,175 10 11 7 28 68
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Stock NPV £ NPV 
Weighting

Service 
Performance

Wider 
Picture

SHV 
Total

SAP

107 37,669 10 12 9 31 74

19 29,387 10 14 9 33 68

159 26,081 10 14 8 32 70

188 26,272 10 13 10 33 70

97 19,026 20 15 10 45 68

128 32,567 10 13 10 33 71

133 28,966 10 11 8 29 69

20 23,999 10 14 7 31 69

14 39,184 10 9 7 26 71

221 28,501 10 12 7 29 69

45 22,923 10 15 7 32 71

11 42,446 10 9 8 27 71

5 38,259 10 13 7 30 76

44 25,465 10 13 7 30 76

274 34,365 10 12 9 31 69

99 33,218 10 12 8 30 70

43 31,088 10 11 8 29 68

83 22,545 10 13 8 31 69

168 21,950 10 11 10 31 69

5 45,680 10 9 7 26 76

108 26,653 10 12 7 29 70

25 29,841 10 16 7 33 69

65 22,817 10 15 6 31 68

56 27,801 10 12 9 31 70

155 22,805 10 12 7 29 69

79 25,009 10 12 6 28 68

176 22,765 10 13 9 32 70

47 30,668 10 12 9 31 72

122 23,229 10 14 9 33 69



Stock Condition
We operate a “live” stock condition database 
(Keystone) which is populated with data from actual 
stock condition survey information, live data input 
from capital programmes/completions and historic 
information gathered from servicing regimes.

Staff members have supplemented these data 
sets by way of specialist sustainability surveys 
of sheltered accommodation and dwellings of 
non-traditional construction. These data sets 
are combined with data on the sustainability of 
all properties and tenant aspirations, to develop 
plans for the repair and maintenance and capital 
investment in our properties.

The stock condition database, which includes the 
surveys carried out as part of the externally verified 
major revaluation exercise with our funders in 
2012, produced a 30-year investment requirement 
of £396.3m (inclusive of inflation and fees) for 
modernising and improving the stock. The resources 
to undertake this programme are included in the 30 
year business plan.

New Homes 
Development
During 2016/17 Derwentside Homes Group 
developed 129 homes (108 homes in 2015/16). 
This brought the number of homes that Derwentside 
Homes Group owned/managed to 7146 as at 31st 
March 2017.

Derwentside Homes Limited was also successful 
in securing £29.5 million to deliver 965 new 
homes under the HCA’s ‘Shared Ownership and 
Affordable Homes programme 2016-2021’ prior 
to the amalgamation. These have been pulled 
into a consolidated, multi tenure Karbon Homes 
development programme, with any respective grant 
bids of both Isos Housing and Cestria CH where 
applicable. This will see Karbon Homes develop 
3,072 new homes up to the year 2022.

Valuation of Stock and Return on Assets

Rents
We have taken account of the Government’s policy 
on rents and from 2016/17 to 2019/20 rent levels 
reduce by 1% annually, returning to CPI plus 1% 
from 2020/21. The assumptions of Derwentside 
Homes, Isos Housing and Cestria CH, have been 
aligned in the production of the Karbon Homes 
consolidated business plan.

As Karbon Homes we will be delivering the savings 
identified in the 2017/18 Interim Strategic Plan to 
enable the group to trade successfully throughout 
the period 2017/18 when rents paid in the social 
housing sector are reduced by 1% a year.
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Property 
Valuation
£’000

Turnover

£’000

Operating 
Surplus
£’000

Operating
Margin
%

Yield

%

Social Housing Lettings 136,524 29,773 9,066 30.45% 6.64%

Non Social Housing 41,977 3,772 2,370 62.83% 5.64%

Total 178,501 33,545 11,436 34.09% 6.40%

Ben Watson won a Rising Star award



Headline Social Housing Costs per Unit

Prior to amalgamation, Derwentside Homes had 
undertaken a detailed analysis of its social housing 
cost per unit (CPU) from both a retrospective 
viewpoint and also looking forward to 2021. 
‘Headline social housing costs per unit’ is made up 
of the main components of management, service 
charge costs, maintenance, major repairs and other 
social housing costs. It is a broad measure and so 
is not generally affected by different approaches to 
apportioning costs between narrow lines. It is a ‘proxy 
cash’ measure that excludes notional expenditure 
items – depreciation, impairment and bad debts – 
that are sensitive to different accounting policies and 
presentation of data within financial statements. It 
excludes costs of sales and includes capitalised as 
well as expensed major repairs. It is divided by social 
housing units. 

Prior to amalgamation, the Association had 
undertaken a detailed analysis of its social housing 
cost per unit (CPU) on both a restrospective viewpoint 
and also looking forward to 2021. Our analysis shows 
that over the period 2011/12 - 2020/21 the headline 
CPU would have reduced from £4,980 to a projected 
£3,005 by 31st March 2021 for Derwentside Homes. 
Further more, this is also well below the benchmark 
average for our chosen peer group of £3,660.

The Board is, therefore, confident that it will respond 
effectively to the challenges of the rent regime 

over the period to 2020, by sustaining high levels of 
performance across all services and by demonstrating 
that it has a robust approach to delivering significant 
future efficiencies while continuing to meet its mission 
and strategic objectives. Moreover, the cost savings 
initiatives generated by Derwentside Homes are 
being carried forward into the new amalgamated 
organisation, Karbon Homes, and form part of the 
strategic plan and future budgets.

In conclusion, the Board will continue to ensure that 
its governance and approach to VfM:

•  explicitly takes into consideration the absolute and 
relative costs of service provision (including the 
unit costs calculated by the HCA);

•  can explain and evidence a clear thread running 
from the organisation’s mission and strategic 
objectives to its use of resources, return on assets 
and plans for future efficiency gains;

•  is robust and persuasive in arguing that the 
organisation will be able to deliver significant 
future efficiencies while continuing to meet its 
mission and strategic objectives; and

•  demonstrates that Board Directors are alive to 
the need to maintain vigilance on VfM and will 
continue to deliver cost reductions.
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Headline Social Housing Cost per Unit (£000s): 2011-2021
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GatleyConsult Ltd and the Housing Quality Network and the specific headline CPU results of our HouseMark peer group.



Social returns using 
the Housing Associations’ 
Charitable Trust (HACT) 
model
Our tenants’ social and economic needs are not 
met by bricks and mortar alone: our homes cannot 
be seen in isolation from the communities in which 
they are located. The wellbeing and prosperity of our 
tenants is essential to our success. We will therefore 
support and invest in the communities in which we 
work to ensure they are strong and sustainable.

We work in a diverse area with a number of different 
communities, each with its own needs and unique 
characteristics. Wehave some of the most deprived 
neighbourhoods in the country and people living in 
many parts of Derwentside suffer from significant 
issues of low income, worklessness, poor health and 
low educational attainment.

We have developed several engagement projects 
to address some of these needs. Measuring the 

impact of investment in these projects is critical to 
assessing the extent to which need is being met, 
and ensuring value for money. Research has shown 
that the value of goods or services is subjective and 
as such measuring the value of our engagement 
work is often difficult to quantify. To address this 
we have applied a combination of the Wellbeing 
Valuation (WV) method developed by HACT as well 
as the financial outputs of the projects to attempt to 
quantify our work.

We have implemented the HACT model and 
stringently evidence the outcomes of our 
investment.

We have successfully attracted grant funding 
to support our community work which has 
supplemented the investment we have made in 
several projects.

Our contributions to these projects have been 
through the provision of staff resources without 
direct financial assistance and hence are not 
included in our ‘rate of return’ calculations but 
are further evidence of our engagement and 
investment activities.

Understanding costs 
and outcomes
Under the standard, registered providers are 
expected to demonstrate that they understand the 
costs and outcomes of delivering specific services 
and which underlying factors influence these costs 
and how they do so.

We understand our costs and the key drivers for 
those costs. We subscribe to HouseMark’s core 
cost and performance benchmarking service 
which helps housing organisations to assess the 
effectiveness and efficiency of housing management, 
maintenance and development activities and back 
office functions.

We continue to use the HouseMark data to:
•  support annual planning processes, informing 

priorities for investment, improvement and 
efficiency savings;

•  inform priorities for service review; and

•  enable Board Directors and the Scrutiny Panel 
to better understand the Association’s relative 
performance and costs.

14



Benchmarking
The following tables summarise our key VfM 
measures against our Peer Group (Appendix 1). In 
2016/17 Derwentside Homes used the same peer 
group as in 2015/16 which incorporated other 
organisation types rather than just LSVTs to include 
organisations with a wider range of properties 
in order to evaluate ourselves against the larger 
registered providers in the region. The peer group 
continues to focus on organisations which serve 
similar geographic and demographic profiles of 
communities within the northern areas of the 
country.

The Cost Per Property 
(CPP) of key services:
While costs across the benchmarking group have 
increased in general between 2015/16 and 2016/17, 
Derwentside Homes improved its relative position 
for Total Housing Management, Rent Arrears, 
Lettings, Tenancy Management and Responsive 
Repairs and Void Works costs.
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Key 
Performance 
Indicator

Sample 
Size

Upper Median Lower Derwentside Homes 
(2016/2017) 

Derwentside Homes 
(2015/2016) 

Result Rank Quartile Result Rank Quartile

Direct CCP 
of House 
Management

24 211.69 251.63 286.81 168.39 2 162.46 2

Direct CPP of 
Rent Arrears 
& Collection

24 70.19 78.07 92.45 73.22 8 69.37 9

Direct CPP 
of Resident 
Involvement

24 16.89 27.83 34.24 9.31 3 8.51 3

Direct CPP of 
Anti-Social 
Behaviour

24 27.82 34.39 42.62 14.34 1 11.73 1

Direct CPP of 
Lettings

24 35.55 39.71 49.94 33.43 5 35.03 8

Direct CPP 
of Tenancy 
Management

24 44.77 62.92 77.28 38.09 3 37.82 4

Total CPP of 
Major Works 
& Cyclical 
Maintenance

24 1203 1379 1530 1211 8 1,203 8

Total CPP of 
Responsive 
Repairs & 
Void Works

24 710 788 916 606 2 624 3



 

Value for Money Scorecard for 2016/17

Some of the reasons for lower or worsening performance during 2016/17 were as follows:

Process Value Previous Trend Median Quartile

Rent collected from current and former tenants as 
% rent due (excl. arrears b/f)

99.6% 99.4% 99.5%

Average re-let time (standard re-lets) 17.8 21.4 30.4

Percentage of dwellings with a valid gas safety 
certificate

100% 100% 100%

Average no. of calendar days taken to complete 
repairs

5.0 7.7 9.9

Value Value Previous Trend Median Quartile

Satisfaction with services provided % 92% 87.7% 87.6%

Satisfaction with repairs and maintenance % 83.0% 85.7% 85.0%

Satisfaction with neighbourhood % 84.0% 87.7% 85.0%

Satisfaction rent provides value for money % 84.0% 88.5% 84.0%

Satisfaction with overall quality of home % 89.0% 91.4% 86.9%

Standard units development as % current stock 0.5% 1.6% 0.4%

Appointments kept as % appointments made 99.3% 98.6% 98.7%

Percentage of calls answered 97.6% 97.8% 95.8%

People Value Previous Trend Median Quartile

Sickness absence average days/shifts lost per 
employee

8.1 9.3 9.5

Staff turnover in the year % 6.9 22.7 13.5

Business & Financial Value Previous Trend Median Quartile

Total CCP of Housing Management 275.85 277.01 424.79

Total CCP of Responsive Repairs & Void Works 606.00 637.00 788.00

Total CCP of Major Works & Cyclical Works 1211.00 1228.00 1369.00

Total overhead costs as % adjusted turnover 10.60% 10.20% 10.80%

Current tenant arrears as % rent due 2.23% 2.31% 2.60%

Rent loss due to voids as % rent due 0.88% 1.26% 1.09%

Gross arrears written off % rent due 0.52% 1.13% 0.52%

Growth in turnover -0.9% 3.6% 0.8%

Operating Margin 30.5% 30.7% 30.5%
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•  Reduced growth in turnover being mainly due 
to the government rent policy which saw rental 
incomes set at -1% for the year.

•  Derwentside Homes continued to work with 
tenants to mitigate the effects of welfare reform 
to ensure that rental income streams were 
maintained with a slightly lower current rent 
arrears balance at the end of the year.

•  Derwentside Homes undertook a Survey of 
Tenants and Residents during 2016/17, three 
years since the last one. The results showed 
a disappointing decline in tenant satisfaction 
across most key indicators with the exception of 
overall satisfaction with services provided. This in 
some part may be due to the timing of the survey 
which coincided with the tenant consultation 
on our amalgamation. The results of the survey 
are being considered as part of the new Karbon 
Homes plan.

•  Despite the percentage of telephone calls 
answered having reduced slightly since the 
previous year, our performance continues to be 
top quartile.

The profile of service cost and performance has 
continued to improve over the last two years as 
shown in the table above. Notable improvements 
have occurred in:

•  reduced time taken to relet empty homes and 
the savings in lost rent that this has brought;

•  the average days lost due to staff sickness  
has fallen significantly, resulting in increased 
productivity;

•  staff turnover has returned to expected levels 
following the unusually high figure in 2015/16 
due to the restructure of building services; and

•  the average number of days taken to 
complete repairs and the percentage of repair 
appointments kept.

Value for Money Dashboard 2015/16
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Performance 
quartiles

No. of performance indicators

2014/15 2015/16 2016/17

Upper quartile 17 22 23

Upper middle 
quartile

8 8 10

Lower middle 
quartile

9 8 2

Lower quartile 7 2 2

Total 41 40 40

Value for Money

1. Responsive repairs and void works

2. Rent arrears and collection

3. Anti-social behaviour

4.  Major works and cyclical 
maintenance

5. Lettings

6. Tenancy management

7. Resident involvement

8. Estate services

Performance

Co
st

Poor performance 
 High Cost

Poor performance 
 Low Cost

Good performance 
 High Cost

Good performance 
 Low Cost

7

5
6

8
1

2 4



Value for Money Dashboard 2016/17

As highlighted by the Value for Money Dashboards 
above, Derwentside Homes remained vigilant 
against rising costs whilst maintaining high 
performing services.

Due to revisions in HouseMark’s benchmarking 
framework, the value for money Dashboard for 
2016/17 does not include points for Anti-social 
behaviour, Major Works and Cyclical Maintenance 
or Resident Involvement. However, as demonstrated 
above, Derwentside Homes continued to delivery 
high quality services at lower than average cost.
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Value for Money

1. Responsive repairs and void works

2. Rent arrears and collection

3. Anti-social behaviour

4.  Major works and cyclical 
maintenance

5. Lettings

6. Tenancy management

7. Resident involvement

8. Estate services

Performance

Co
st

Poor performance 
 High Cost

Poor performance 
 Low Cost

Good performance 
 High Cost

Good performance 
 Low Cost

56

8
1

2

Performance Trend

   Your performance result is in the upper quartile 
of the peer group (top 25%)

   Your costs are lower than three quarters of 
your peer group (lowest 25%)

   Your performance result is in the middle upper 
quartile of the peer group (between 25% & 
50%)

   Your costs are less than the average for your 
peer group

   Your performance result is in the equal to the 
median of the peer group

   Your costs are equal to the median of your peer 
group

   Your performance result is in the middle lower 
quartile of the peer group (between 50% & 
75%)

   Your costs are higher than the average for your 
peer group

   Your performance result is in the lower quartile 
of the peer group (between 75% & 100%)

   Your costs are higher than three quarters of 
your peer group (highest 25%)

Key to KPI symbols



Conclusions and Future Plans
Under the standard registered providers are 
expected to publish a statement of compliance with 
the HCA’s VfM standard or to explain areas of non-
compliance.

Derwentside Homes’ VfM strategy supported its 
determination to deliver enhanced services and 
improved outcomes for residents as well as cost 
savings in all of its activities. As Karbon Homes, we 
will continue to achieve savings through service 
reviews and by promoting the efficiency agenda 
within the culture and framework of the group.

The group performance management and scrutiny 
functions are integral to the delivery of improved 
VfM performance. VfM is at the heart of the 
organisation and forms part of an integrated service 
and financial planning process.

Derwentside Homes has a clear understanding of 
the value of assets in the context of delivering the 
organisation’s objectives and is able to make the 
most of the linkages between investment demand 
and viability of each of its 62 estates at both an 
estate level and in granular detail.

We understand our costs and both the financial 
and social value of our services. The group also 
recognises that a focus on delivering operational 
efficiencies will enable staff to focus their efforts 
and resources on initiatives that will impact most 
positively in local communities and on the lives 
of our customers, many of whom live in the most 
disadvantaged areas in which we operate
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Performance Trend

   Your performance trend (the actual change 
in your year-on-year performance) is upper 
quartile when compared to the trend for your 
peer group

   The actual change in your year-on-year costs 
shows that your costs are decreasing more 
quickly (or increasing more slowly) than three 
quarters of your peer group

   Your performance trend (the actual change 
in your year-on-year performance) is in the 
middle upper quartile when compared to the 
trend for your peer group

   The actual change in your year-on-year costs 
shows that your costs are decreasing more 
quickly (or increasing more slowly) than half of 
your peer group

   Your performance trend (the actual change in 
your year-on-year performance) is equal to the 
median when compared to the trend for your 
peer group

   The actual change in your year-on-year costs 
shows that your costs are increasing (or 
deacreasing) at the median rate for your peer 
group

   Your performance trend (the actual change 
in your year-on-year performance) is in the 
middle lower quartile when compared to the 
trend for your peer group

   The actual change in your year-on-year costs 
shows that your costs are increasing more 
quickly (or decreasing more slowly) than half of 
your peer group

   Your performance trend (the actual change 
in your year-on-year performance) is lower 
quartile when compared to the trend for your 
peer group

   The actual change in your year-on-year costs 
shows that your costs are increasing more 
quickly (or decreasing more slowly) than three 
quarters of your peer group

Our team at the Housing Games in 2012



Karbon Homes
Towards the end of 2016 and in early 2017, we 
held a series of consultation workshops with senior 
managers, staff, customers and Board Designate 
with the purpose of considering our identity (building 
on the best of our three organisations’ existing 
cultures), to develop our new name and identify our 
priorities. Strong themes emerged which informed 
the development of our new name, Karbon Homes, 
along with clarification of our core purpose, our 
promise to customers and a description of our 
unique characteristics: 

Our Purpose 
To provide a strong foundation for life
This is the reason we exist as an organisation

Our Promise 
The possibility to develop the life you want
This is what we offer our customers

Our Characteristics 
A strong business head and a strong social heart
This is who we are as a business, our personality. We 
are efficient, effective, agile and sustainable, as well 
as being caring, friendly, understanding and fair. 

Our vision and strategic aims are aligned with 
our collective strategic priorities as shown in our 
Interim Strategic Plan 2017-18. Over the course of 
the Interim Strategic Plan, we will undertake further 
consultation with a view to developing our longer-
term vision, strategic aims and values. This will 
help to build a strong culture that recognises and 
embraces our new vision, values, and behaviours.
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Our Vision
‘We will be financially strong, flexible and resilient 
and one of the biggest contributors of new homes 
amongst northern housing associations, helping 
people meet their aspirations across a range of 
tenures. Our services will enable customers to lead 
successful, independent lives, sustain our business 
and communities and make maximum use of 
technology. Our customers will be very satisfied and 
our brands seen as a guarantee of high quality’.

‘We will improve continuously and be highly efficient, 
helped by additional income from our successful 
commercial activities. We will be a valued regional 
provider of services, including through cost-sharing, 
and welcome others into our Group. We will have 
a strong reputation and significant influence 
regionally and nationally and will grow throughout 
the North East and beyond as the first choice for 
customers, partners and employees’.
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Our Strategic Aims 
Aim 1 
To provide as many good quality 
homes as we can
We will build and continue to supply new homes 
across the North of England providing a range of 
tenures including homes that are truly affordable, to 
meet the acute level of housing need and strengthen 
our asset base.

We will aim to be as efficient as possible using 
innovative construction methods; recycling increased 
income from property sales, including Right-to-
Buy; redeveloping under-performing assets and by 
operating through subsidiary companies.

We will continue to explore joint ventures, form 
partnerships with private house-builders and seek 
suitable opportunities to acquire stock from other 

housing providers who want to review their stock 
profile.

We will optimise our investment standards to 
increase customer satisfaction, strengthen 
demand, reduce reactive repairs and maximise our 
procurement advantage.

We will improve our competitiveness and customer 
offer by addressing low demand, out-dated homes 
through a range of investment solutions; improving 
our neighbourhood environments and investing 
in homes that are ‘harder to heat’ to reduce fuel 
poverty, improve affordability and comfort levels of 
customers in these homes.

Aim 2 
To deliver excellent, modern services 
to all our customers
We will seek to make a real difference to our 
communities by eliminating discrimination, 
advancing equality and diversity and fostering good 
relations between different people. We will be locally 
responsive and offer a diverse range of services that 
are efficient and effective to meet the needs of our 
customers.

We will be active in a wide range of housing markets 
to enable us to meet a broad range of housing 
need for current and prospective tenants. Through 
improved customer profiling we will understand our 
customers’ requirements based on effective and 
powerful insight into their needs, preferences and 
behaviours.

We will provide specialist housing and support 
services for older people, those living with long-term 

conditions, mental health problems, people with 
physical or learning disabilities and people fleeing 
domestic violence and other issues.

We will follow a practice of ‘right first time’ and seek 
to improve continuously through innovation, process 
improvement using lean techniques and by learning 
from the best organisations within and beyond our 
sector. We will have a focus on improving those 
services that address our customers’ priorities with 
the objective of making it easier and more cost 
effective for them to access.

Our services will be accessible 24 hours a day, 365 
days a year, at a time and place convenient to our 
customers. We will make our services available 
digitally via mobile and other devices, as well as in 
more traditional ways.
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Aim 3 
To build successful and sustainable communities
We will contribute to the development of balanced 
and sustainable communities.

We will deliver schemes to improve the 
environmental fabric of our neighbourhoods, 
ensuring that priorities for these schemes, alongside 
our property investment decisions, are driven by 
customers through improved consultation and 
feedback mechanisms.

A community investment strategy will be developed, 
giving priority to areas of activity which strengthen 
the organisation in the future. This will include 
facilitating and sign-posting to build more resilient 
communities.

Our approach will be selective and driven by 
business need, learning from the evaluation of our 

investment to date. Strategic partners such as 
charitable foundations will be commissioned and we 
will encourage our staff to volunteer.

We will make every effort to conserve natural 
resources. We will make a strong commitment 
to environmental sustainability which will be 
reflected in the management and development of 
our housing stock and other assets, particularly 
where this delivers a direct financial benefit to 
our customers. We will help to reduce fuel poverty 
for our customers, minimising our impact on 
the environment and reducing our contribution 
to climate change wherever possible. We will 
continually assess our environmental impact and 
actively work to reduce it.

Aim 4 
To grow the business and its reputation
We believe that our increased scale will enable us to 
develop strategic relationships with key stakeholders 
where our capacity and preferred partner status will 
be valued. We will be better placed to bid for and 
access start-up funds, grants and other initiatives 
that may be offered.

With our presence largely focussed in the north east 
of England, we will link into the developing regional 
agenda in terms of the delivery of housing and 
complementary service offers to support economic 
and social development.

We have many ongoing partnership opportunities 

and will continue to seek partnerships with other 
like-minded organisations which share our vision. We 
will develop key strategic relationships with other 
stakeholders, especially developers, local authorities 
and partners in health and education.

We will continue to support the growth of social 
enterprises and build on their successes. Existing 
projects already support people into employment 
and provides many services for Karbon Homes such 
as maintenance and gardening services, and the 
supply of low cost furniture and white goods to our 
residents.

Aim 5 
To maximise capacity to deliver our ambitions
We will focus on driving real efficiencies as measured 
by improvements to operating surplus, and 
reductions to total unit costs. We have identified 
efficiencies rising to a recurring £3 million per annum 
(£10 million over the first 5 years) generated from 
amalgamating. This is a minimum ambition and 
will be delivered over the next 5 years. Thereafter, 
the next planning period between years 6 to 10 will 
deliver a further £17.5 million.

Our increased scale as an organisation will allow us 
to deliver some services directly, where they have 
previously been outsourced, but only where this 
represents the best value-for-money.

We will seek further reductions in our costs 
over the period of our Interim Strategic Plan 
and beyond, taking a balanced and measured 
approach, primarily through the ongoing Futures 
transformational programme.
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Futures Programme 
and Efficiency Savings
In anticipation of the amalgamation of the Isos 
Group and Derwentside Homes in April 2017, we 
put in place a robust programme of alignment 
and transformation which we named the Futures 
Programme.

Via the Futures Programme we will also develop 
an agile, ‘fit for the future’ structure including 
attractive, flexible terms and conditions which are 
appropriate to a modern employer. The programme 
is aimed at aligning people, process, technology and 
best practice to deliver our strategic aims.

We have identified efficiencies generated from 
amalgamating including the capacity to more 
than double the existing development programme 
from c5,000 to c11,000 homes over the lifetime of 
the business plan. We have identified a recurring 
£3.5 million per annum saving by year 5 from 
consolidating our business, including over £10 
million within the first 5 years.

The Futures Programme is over 3 phases:

•  Pre-amalgamation - the point to which we 
become the new organisation, Karbon Homes;

•  Integration – 1 April 2017 to 1 July 2018 - the 
point when the new structures are all in place;

•  Transformation - when we begin work in earnest 
to fulfil our new vision, building on all the 
foundations we have put in place.

The programme has a clear governance structure 
and comprises 14 work-streams, from a strategic 
and operational level, which collectively contribute 
to the overall transformation of Karbon Homes. 
Colleagues are working collaboratively to develop 
efficient, customer-focussed service delivery models 
which will be supported by the implementation of 
systems designed to deliver the service models in the 
leanest way possible.

The Futures Programme, is a substantial undertaking 
and this will be balanced with the need to maintain 
high standards of service delivery and performance.
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VFM Plans for Next Year 
As we look back over the 12 months of 2016/17 at 
what Derwentside Homes achieved, we know some 
great strides were made towards achieving the 
vision and strategic aims.

We believe that this robust self-assessment 
demonstrates how we provide a VfM service to all 
our stakeholders, but we recognise there are still 
challenges.

The self-assessment also demonstrates we can do 
more through our future plans, so we will be well 
placed to deliver on our strategic aims.

Informed by this self-assessment, over the next year, 
Karbon Homes will:

•  continue to deliver the Futures programme 
which is one part of a wider transformational 
programme which includes a review of office 
accommodation, ICT requirements, staff terms 
and conditions and other benefits. We will also 
be reviewing our staffing structure to ensure that 
it is fit for purpose, enabling us to transform the 
business to deliver our strategic objectives. This 
will enable us to deliver the efficiency savings set 
out in the business case for the amalgamation;

•  continue to embed the core principles of 
VfM through our lean systems approach to 
streamlining our current processes and practices. 
We also plan to train up to 12 staff in the 
principles of lean and we will complete a review 
of rechargeable repairs;

•  continue to work with our Board to understand 
how our costs and performance compare with 
others and how we can make improvements. We 
will also obtain the findings from the pilot of the 
Sector Efficiency Scorecard;

•  continue to focus on cost control during the 
budgets process;

•  maximise the use of technological advancements 
and core systems to support solutions 
implementation, for example we will be focusing 
on the digital agenda and how we can improve 
customer access to our services via self-service;

•  look to extend the services provided via our cost 
sharing vehicle in order to increase efficiencies 
and enable us to reduce overhead costs;

•  listen and respond to feedback from our 
customers, including carrying out a customer 
satisfaction survey in order to improve our 
services. We will also make improvements to the 
customer journey as a result of the lean review of 
our complaints process;

•  deliver against our target of completing 431 new 
homes and selling 43 new build home ownership 
properties.
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Derwentside staff present a cheque to the Crisis homelessness 
charity after a sponsored bike ride

Children see garages demolished to 
make way for new homes



Appendix 1: Peer Group
Derwentside Homes’ 
HouseMark Benchmarking 
Peer Group
Berneslai Homes

Bernicia Group

Bolton at Home

Broadacres Housing Association

Cestria Community Housing

Coast and Country Housing

Dale and Valley Homes

Durham City Homes

Durham County Council

East Durham Homes

Endeavour Housing Association

First Ark

First Choice Homes Oldham

Four Housing

Gateshead Housing Company

Gentoo Sunderland

Great Places Housing Group

Halton Housing Trust

Helena Partnerships

Home Group (The Association)

Housing Pendle

Irwell Valley Housing Association

Isos Housing

Johnnie Johnson Housing Trust

Leeds Federated Housing Association

Livin

Magenta Living

North Tyneside Council

Northwards Housing

Ongo

Peaks and Plains Housing Trust

Regenda Group

Riverside Group

Salix Homes

South Yorkshire Housing Association

Teesdale Housing Association

Thirteen Group

Two Castles Housing Association

Yorkshire Coast Homes

Your Homes Newcastle

Your Housing Group
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Haydn Clark was our first 
ever housing apprentice, 
aged 17.
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