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Foreword from 
our Chair

Claire Winfield (Chair) 

Here at NCHA, we’re as committed as ever to providing 
quality services, whether that be a home, care, or support to 
live independently. To make sure we can continue to do this 
and do it well, we need to achieve value for money in all areas 
of our business. Embedding this approach will mean we’ll be 
able to do more, and do it better than ever before.

Value for money is a principle that’s so important to us, we’ve 
developed this top level strategy to support it becoming 
part of our everyday culture. We’ve identified three areas to 
focus on: economy, efficiency, and effectiveness – and we’ve 
highlighted throughout this plan how each objective, project 
or initiative will support one or more of those areas.

We’ve got big plans to turn the principle of value for money 
into a reality. We’ll make the most of what we’ve got, reduce 
waste, and generate savings to reinvest into our services. 
We’ll bring in funding to help us to do more than we would 
otherwise be able to, and we’ll design our services to better 
meet our customers’ needs, making sure our Care and Support 
services are sustainable. All of this will help deliver better 
experiences and higher satisfaction. 

This Value for Money Strategy is key to delivering our vision 
of providing more homes, great services and better lives, and 
over the next five years our teams will be working hard to 
make sure this happens.
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Our big value for 
money challenge

Our guiding 
principles
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During the length of this strategy we’re going to be delivering 
value for money in all areas of our business, addressing some 
significant challenges along the way.

We need to continue to invest in our existing and new homes to ensure 
they’re safe, warm and affordable. We’ll do this by improving our 
responsive repairs services via a new contractor procurement, and by 
accessing government grants to improve our existing homes and to build 
new ones.

We’ll fund our development plans by raising £172m of new finance and 
reduce our interest rates each year. We’ll be returning more gift-aid to 
NCHA from our commercial activities by delivering our build programme. 
We’ll make savings through effective procurement planning via our new 
Procurement and Value team.

Our customers deserve high levels of value for money from their rents 
and service charges, and our Customer Committee are in place to hold 
us to account if that doesn’t happen. To make sure we achieve this, 
we’re enhancing our digital services to customers and redesigning and 
streamlining our housing services.  

Attracting and retaining the best people to work with us is something 
that’s fundamental to the success of our organisation. We’ll do this 
by proactively supporting the health and wellbeing of our colleagues, 
continuously improving colleague engagement, and providing colleagues 
with modern technologies and workspaces to help them do their jobs.

Putting our 
customers at the 
heart of our plans 
We’ll listen to our customers 
and focus our plans where 
customer feedback tells us we 
need to improve. We won’t 
compromise our effectiveness
to achieve savings elsewhere.

Reflecting on the 
Housing and Social Care 

White Papers
We’ll reflect the aims of the 

‘Charter for Social Housing 

Residents’ (the Housing White 

Paper) and ‘People at the Heart of 

Care’ (the Adult Social Care Reform 

White Paper). We’ll align our targets 

and measures to the emerging 

tenant satisfaction measures in the 

Regulator Social Housing (RSH) draft 

Tenant Satisfaction Standard. 

Achieving best 
practice in regulation 
We recognize the importance 
of value for money in relation 
to the Regulator of Social 
Housing (RSH) regulation. 
We’ll meet all the requirements 
of the RSH Value for Money 
Standard and the associated 
Code of Practice.
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• 2% real terms savings target achieved through our procurement plans
• Savings realised through Group Structure changes
• Reductions in average interest rates

• 90% satisfaction target for landlord services
• 90% satisfaction target for repairs services
• 99% satisfaction target for Care and Support services

Our three top priorities
New places 

New homes developed 

Delivering homes to meet a range of needs

NCHA Build

Managing programme costs

Satisfaction with new homes

Improved places

Repairs services

Review re-let standard

Grant funding subsidies for fabric-first retrofit

Meeting our sustainable finance targets

Stock appraisal

Operational geographies

Our four working areas for delivery 

Our places
More on pages 10-13

Treasury

Procurement and value

Group structure

Commercial activities

Benchmarking

Our business
More on pages 18-19

Customer contact

Shaping our housing services

Value for money of service charges

Customer insight project

Customer Involvement

Our customers
More on pages 14-15

Colleague health and wellbeing

Developing a culture of value for money

Meeting our sustainable finance targets

Our people
More on pages 16-17

Economy: 

Efficiency

Effectiveness

Minimising the cost of our resources

Getting the most out of what we put in

Meeting customers’ needs and delivering on 
our objectives

• 90% responsive repairs completed right first time
• Average re-let less than 26 days for Affordable and Social Housing
• £4m gift aid from Pelham Homes over the next five years
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We’re continuously working to increase efficiency 
across the organisation. Some of our key projects will 
support this.

• We’re adopting digital technologies and 
 applying business transformation principles to  
 improve productivity
 
• We’re improving the percentage of repairs that we 
 get right first time to 90%

• We’re targeting a reduction in our re-let times to 
 26 days for Affordable and Social housing improving  
 efficiency and reducing waiting times

• We’ve increased our target of gift-aid from Pelham  
 Homes to £4m over the life of this plan.

We’re committed to meeting our customers’ 
needs and delivering on our objectives. 
Customer satisfaction is at the heart of our plans and 
we’ve targeted increases in satisfaction with our landlord 
services, in Care and Support and with repairs services. 
We will achieve this through:

• Delivering our customer-focused projects in our 
 housing and care and support services
 
• The procurement of a new responsive repairs service

• The delivery of our development plans to build 
 2100 homes to meet a range of needs over the 
 next five years.

Achieving 
efficiency 

Achieving 
effectiveness

We’ve identified three priorities for our value for money 
activities, and any related projects will drive towards at 
least one of these areas. 

We currently spend over £100m each year building new 
houses, maintaining and improving our customers’ homes 
and delivering services. We’re committed to achieving 
‘economy’ by seeking to minimise our costs, whilst being 
mindful of quality. We’ve identified three key areas for 
improvement over the course of this Strategy:

• Through our effective approach to procurement 
 we’ll achieve a 2% real terms saving on all 
 planned procurements
 
• Through our group structure plans we’ll save money on  
 administration across the Group

• Through our refinancing work we’ll reduce our 
 average interest rates ensuring we get best 
 value from interest payments of £12m per year

Achieving 
economy 
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Our places
New places
The long-term vision
Over the next five years our ambitious development programme will have provided 2100 new 
homes across the East Midlands. We’ll have met a range of housing needs including social 
rent, affordable rent, supported housing, shared ownership and outright sale. We’ll have met 
all of the commitments of our Homes England Strategic Partnership 2 funding agreement, and 
accessed over £90m of central government funding.

Our current position
We’re recognised as a key developer in our region, and were ranked 42nd in the Inside 
Housing 50 biggest builders in 2021. Our ‘new supply’ percentage (the number of new homes 
acquired or developed in the year) totalled 3.46% in 2021 compared to 1.5% across the sector 
as a whole (median 2020, Global Accounts). 

We’re piloting our ‘NCHA Build’ approach to seven new homes in Ollerton, with our own in-
house team acting as principal contractor. We’ve secured Homes England development grant 
funding for new homes under the Strategic Partnership 2 programme. 
Satisfaction with our new homes is 82%.

Value for Money Strategy

Our new places 2022-2027
Area Current 2024 Targets 2027 Targets

New homes 
developed

We forecast to complete over 450 
new homes across the Group in 
2021/22, an increase from 347 in 
2020/21 and 210 in 2019/20.

Deliver 420 new homes on average 
per year. 

370 homes for rented and affordable 
home ownership in NCHA.

50 homes for outright sale in Pelham 
Homes and via development joint 
ventures.

2,100 new homes over a five-year 
period.

Delivering 
homes to 
meet a range 
of needs

Our Strategic Partnership 2 
agreement includes targets for 
modern methods of construction 
(MMC), rural and supported 
provision.

Commence MMC, rural and 
supported developments towards 
Strategic Partnership 2 targets.

Deliver 825 MMC, 78 rural homes 
and 150 supported housing homes 
by 2028.

NCHA Build NCHA Build pilot scheme nearing 
completion at Newark Road, 
Ollerton.

Complete value for money appraisal 
of pilot scheme.

Agree strategic plans for future 
NCHA Build projects.

Deliver strategic plans.

Managing 
programme 
cost

Positive Net Present Value (NPV) 
achieved across development 
programme.

Maintain a positive programme 
NPV whilst increasing EPC A 
development.

Maintain a positive NPV whilst 
complying with Future Homes 
Standard 2025.

Satisfaction 
with new 
homes

Satisfaction with new homes 
currently 82%.

Increase satisfaction with new homes.

Our project, NCHA Build allows us 
to deliver small new-build housing 
schemes using our in-house team, 
which is a great opportunity for us 
to deliver value for money in our 
development programme.

Allan Fisher 
Director of Development and Assets
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Improved places
The long-term vision
Our new responsive repairs contract will be embedded, and will deliver high ratings for 
customer satisfaction due to quicker completion times for routine repairs and increased right 
first time fixes.  We’ll have made significant energy improvements to our homes through the 
Social Housing Decarbonisation Fund, and by improving the SAP rating of our customers’ 
homes, we’ll realise interest savings on our NatWest loan. Our re-let processes will be efficient 
and our customers will be satisfied with their homes when they move in.

Our current position 
In a benchmarking exercise with similar organisations (using Housemark), our responsive 
repairs achieves top quartile performance on cost. Whilst we’re happy with this, we’d like to 
increase our customer satisfaction in this area from 85% to 90%, and reduce visits per property 
by delivering a more proactive property service. Our planned competitive procurement 
process will give us the ability to benchmark and achieve better value for money. We want to 
reduce our re-let times and will review our re-let standards.

Our improved places 2022-2027
Area Current 2024 Targets 2027 Targets

Repairs 
services

Responsive repairs procurement 
contract notice issued, competitive 
dialogue commencing.

85% satisfaction with repairs and 
maintenance overall (STAR).

Average time to complete a 
responsive repair (non-emergency) 
18.8 days (Housemark 2021).

79% responsive repairs right first 
time (Scottish measure).

Pilot the introduction of ‘complete 
property service’ and evaluate. 

Increase to 90% satisfaction with 
repairs and maintenance overall 
(STAR).

Improve average time to complete a 
responsive repair to 12 days.

Improve to 80% (contract measure) 
responsive repairs right first time.

Consider wider roll out of ‘complete 
property service’. 

Maintain 90% satisfaction (STAR).

Improve average time to complete a 
responsive repair to 10 days.

Improve to 90% responsive repairs 
right first time.

Review re-let 
standard

78% satisfaction with  condition of 
property at move in.

High re-let times of 36 days in 
Affordable and Social Housing and 
39 days in Care and Support (2021).

Review re-let standard and 
implement changes.

Improve re-let times Affordable and 
Social Housing <26 days Care and 
Support <31 days.

Achieve 85% satisfaction with 
condition of property at move in.

Continued improvement in re-let 
times.

Grant funding 
subsidies for 
fabric-first 
retrofit

Funding bid submitted for wave 
one of the Social Housing 
Decarbonisation fund.

Deliver wave one works, if successful. 

Apply for wave two Social Housing 
Decarbonisation fund.

Deliver wave two works, if successful.

Meeting our 
sustainable 
finance 
targets

Sustainability linked loan agreed 
with NatWest including target to 
upgrade energy performance of 
our existing homes (to SAP 69, our 
‘environmental’ NatWest KPI).

Achieve year one and year two 
targets, upgrading cumulative 370 
homes to SAP 69+ and realising 
interest savings on the loan.

Achieve year three and four targets, 
upgrading a further 400 homes (770 
cumulative) to SAP 69+ and realising 
interest savings on the loan.

Stock 
appraisal

Stock appraisal profiling introduced 
in 2020.

Establish stock appraisal group. 

Profiling and appraisal data informs 
all disposal decisions.

Strategic approach to profiling taking 
account of social value, financial 
performance and environmental/ 
sustainability factors.

Operational 
geographies

Lead, influence, follow, exit (LIFE) 
model in place for local authority 
areas.

Renew LIFE model to inform 
geographical strategic options 
report.

Implement decisions and 
recommendations from strategic 
review.

The launch of the Social Housing 
Decarbonisation Fund provides us with 
an opportunity to subsidise our energy 
improvement works. This is great 
news as it could reduce the timecales 
we’ve set ourselves to deliver on our 
sustainability targets.

Allan Fisher 
Director of Development and Assets
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Our customers
The long-term vision
We’ll deliver excellent services for our customers, and our rent and service charges will provide 
great value for money. Customers will have a wide range of ways to contact us and to get 
involved, and our housing services will be efficient and effective.

Our current position 
We have top quartile overall satisfaction of 88% (STAR) and we’re striving to improve this to 
above 90%. Our projects to redesign our housing services are underway and will deliver both 
value for money and a great customer experience. In our Care and Support services, we’re 
achieving our target of 99% satisfaction. We’re committed to increasing customer satisfaction 
with service charges, and we’re targeting improvements in our grounds maintenance services. 

Value for Money Strategy

Our customers 2022-2027
Area Current 2024 Targets 2027 Targets

Customer 
contact

Service redesign completed and 
management structure unified, 
alongside complaint handling.

Procurements commenced for 
contact centre management system 
and MyNCHA portal. 

Implementation of technical 
solutions for contact centre 
management and MyNCHA.

Relocation to new office premises.

Develop SMaRT assistive technology 
offer.

Deliver Knowledge Base solution 
ensuring that customers receive 
consistent information.

Review existing technology 
capabilities to identify, report and 
prevent repeat contact.

Shaping our 
Housing 
Services

Review of all housing processes and 
colleague restructure completed – 
saving £350k on annual costs.

Embed new team structures, 
processes and training plans.

Review impacts by June 2023.

90% customer satisfaction with 
overall landlord services.

Customer 
insight 

Mapping and discovery project on 
customer insight data 
now complete.

Centralise and co-ordinate customer 
sentiment data including technology 
solution.

75% customer satisfaction that 
views are listened to and taken 
into account.

Improved 
value for 
money of 
service 
charges

78% satisfaction that rent provides 
value for money and 72% satisfaction 
that service charges provide value for 
money (STAR 2021).

Improvements targeted in grounds 
maintenance contract.   

Increase to 75% satisfaction that 
service charges provide value for 
money.

Target satisfaction with grounds 
maintenance >70%.

Maintain 75% satisfaction that service 
charges provide value 
for money.

Customer 
involvement

Established a new formal governance 
structure and embedded new 
Customer Committee, launching 
new Scrutiny panel and Homes and 
Neighbourhood panel.

New Care and Support 
involvement project. 

Embed Scrutiny and Homes and 
Neighbourhood panels.

Value for money assessments 
included in all scrutiny reviews. 

Clearly defined and successful 
delivery of customer influence. 

Benchmark our involvement offer 
for VFM.

Deliver a digital engagement offer.
Holly Dagnall 

Director of Homes and Wellbeing

We’ve been working hard to redesign 
our housing services, and we’re 
confident that these changes will not 
only improve the customer experience, 
but deliver efficiency savings via our 
new digital platforms.
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Our people
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The long-term vision
Our people will be value for money champions, upholding a culture of value for money which 
is reflected in all that we do. We’ll be recognised as a great place to work, with high levels 
of colleague engagement driving excellent services for our customers. Tailored colleague 
resources will support wellbeing and improve health, attendance and retention. The diversity 
of our managers will be representative of our communities, and will therefore better serve our 
customers, achieve our sustainable loan linkage and pay a lower interest rate on our NatWest 
funding agreement.

Our current position 
We have top quartile levels of colleague engagement (currently 77%), and we’re recognised as 
a good employer, but we’re striving to be great. Our complete package of pay, benefits and 
support provide a good overall offer, and our salary levels are reviewed regularly to ensure we 
pay to median levels. 

We seek to minimise sickness absence and we’re targeting a reduction over the next five 
years. To support this we’re developing wellbeing initiatives and programmes focussed on 
targeting support for the biggest causes of colleague ill health. Our Equality, Diversity and 
Inclusion Strategy includes a target to increase BAME representation of our managers which 
we’ve embedded in our NatWest loan agreement. 

Our people 2022-2027
Area Current 2024 Targets 2027 Targets

Colleague 
health
and wellbeing 

Colleague wellbeing programme 
agreed 2021. 

Colleagues experiencing ill health. 

Over half of all absences are due to 
mental health or musculoskeletal 
causes.

Wellbeing toolkit and online 
resources in place.

Colleagues accessing self-directed 
interventions to support personal 
wellbeing.

Introduction of direct physiotherapy 
and mental health support to reduce 
two main causes of colleague 
absence.

Develop bespoke training solutions 
to tackle absences related to gender, 
age or occupations.

Colleague Voice group identifies 
performance improvement areas 
from colleagues’ perspective.

Increased colleague engagement 
>85%. 

Reduced colleague absence levels 
less than 9 days per year.

Developing 
a culture of 
value for 
money

Opportunity to further embed value 
for money in all activities, decisions 
and at all levels of the business.

Ensure documented policies and 
procedures comprehensively reflect 
VFM approach.

VFM training programme developed 
for all NCHA managers.

Review NCHA’s culture to ensure 
we get the best from colleagues 
in relation to performance and 
attendance.

Ongoing VFM training.  

Meeting our 
sustainable 
finance 
targets

Sustainability Linked Loan agreed 
with NatWest including target to 
increase BAME managers across 
NCHA (our ‘social’ NatWest KPI).

Achieve year one and year two 
target, increasing representation and 
realising interest savings on the loan.

Achieve year three and four targets 
increasing representation and 
realising interest savings on the loan.
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Naomi Dobraszczyc
Director of Finance and Resources

Our focus on colleague wellbeing and 
organisational culture will help to 
increase engagement, supporting our 
ambition to deliver value for money in 
all people-based activities.
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The long-term vision
Over the next five years we’ll raise £172m in new finance to fund our development 
programme, and our new lending will provide excellent value for money. We’ll have realised 
2% real term savings via the power of procurement, and our commercial activities will generate 
increased profits to subsidise our work. Our care and support services will be sustainable, and 
we’ll have a culture of continuous improvement embedded in all that we do.

Our current position 
Our latest £50m NatWest facility completed in 2021, through which we’ll achieve interest 
savings through our sustainability linkages. Our new £55m financing application is in progress. 
We have a dedicated procurement and value function, and Pelham Homes, our commercial 
subsidiary generates profits for reinvestment in NCHA, forecasting over £1m to be gift aided 
in the next two years. We use benchmarking activities to inform our future plans. 

Our business 2022-2027
Area Current 2024 Targets 2027 Targets

Treasury £50m financing 2021 includes 
sustainability linkages.

Weighted average interest rate 
3.78% 2021.

SRS adopted, first ESG report issued. 

New financing for two years - £75m.

Reduce weighted average interest 
rates in years one and two. 

Develop ESG reporting including 
increased enhanced measures. 

Five year financing of £172m total. 

Further reductions in weighted 
average interest rates. 

Ongoing annual reporting on a wide 
range of ESG measures.

Procurement 
and value

Annual procurement plan in place 
supporting an effective approach to 
procurement planning.

High number of direct awards 
through framework agreements or 
exceptions granted to incumbent 
suppliers.

Annual procurement plan which 
covers >75% of NCHA procurement 
activity.

Two year procurement pipeline 
identified.

2% real terms savings on 
procurement plan items.

>50% of all new requirements have a 
competitive process.

Annual procurement plan which 
covers >90% of procurement activity.

Five year procurement pipeline 
identified.

2% real terms savings on 
procurement plan items.

All new requirements are considered 
for a competitive process.

Group 
structure 

Mergers complete for Nottingham 
Community (Second) Association 
and Nottingham Annuity Charity. 

Annual review by Board of merger 
indicators.

Complete merger of Blyth Cottages. 

Appraise/ establish Development 
Company.

Annual review by Board of merger 
indicators. 

Annual review by Board of merger 
indicators. 

Commercial 
activities

Pelham Homes has returned £180k 
gift aid for NCHA in 2021/22.

First profit distribution from Access 
Training this year 2021/22.

Pelham Architects currently generate 
£375k in external fees. 

Pelham Homes to return > £1m gift 
aid to NCHA over next two years.

Ongoing annual profit distribution 
from Access Training.
 
Increase external fees from Pelham 
to £500k p.a. 

Pelham Homes to continue 
developing on average 50 homes 
per year.

Increased profitability from  
Access Training.

Pelham services continuing to grow.

Benchmarking Regulatory metrics are benchmarked 
against a peer group with forecasting 
introduced in 2021.

Annual Housemark benchmarking 
review.

£350k ongoing savings in housing 
management costs.

Review peer group for NCHA metrics 
to improve comparability.

Introduce consolidated reporting for 
NCHA Group and review forecast 
performance.

Annual Housemark benchmark 
review.

Our ongoing reporting drives 
increased performance in regulatory 
metrics and accuracy in forecasting.
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Paul Moat
Chief Executive

We welcome the increased interest 
from lenders in linking environmental, 
social and governance (ESG) factors to 
financing, as this approach not only 
supports our wider organisational 
strategies, but offers us cost savings 
on our funding.
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NCHA Board
Our Board is responsible for the approval of the Value for Money Strategy, and 
the monitoring of its delivery through regular performance reporting. A year one 
delivery report will be reported to Board on the first anniversary of the strategy, 
followed by a full strategy review at the end of the second year.

Customer Committee
Our Customer Committee will be consulted on the content of this strategy prior to 
Board approval, and will receive regular performance reports on satisfaction and 
other customer measures.

Executive team 
Our Director of Finance and Resources is the overall value for money lead within 
the Executive team. The Executive team are responsible for preparing the strategy 
for recommendation to Board.

Senior Leadership team
Our Assistant Director of Finance is the overall value for money lead within the 
Senior Leadership team. Individual Senior Leadership team members have been 
assigned responsibility for each of the working areas identified within this strategy. 

Procurement Panel
A quarterly steering group chaired by the Head of Corporate Services, comprising 
the Procurement and Value Manager and key procurement colleagues across 
the organisation will have responsibility for monitoring the achievement of the 
procurement plan.

To ensure we deliver on the outputs of this strategy, we’ll 
have processes to measure our targets which will be 
reported to the following groups:

This strategy has 
been approved by 
the NCHA Board in 
March 2022, and will 
be reviewed in March 
2024 and March 2026.

21
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Economy Minimising the costs of resources used, whilst being mindful of quality (an input cost measure 
of VFM).

Efficiency Ensuring we get the most out of what we put in through our processes and our approaches 
(an internal process measure of VFM).

Effectiveness Ensuring we deliver our intended outcomes including meeting our customers’ needs (an output 
measure of VFM).

Environmental, social governance 
(ESG)

Environmental, social and governance criteria are used to assess an organisation’s wider 
performance in these three areas.

Governance The systems and processes by which an organisation is controlled, including the operation of its 
Boards and Committees.

Homes England Government housing agency providing funding for housing development.

Housemark Provider of data, insight and benchmarking services to the housing sector.

Modern methods of construction 
(MMC) A framework to regularise and refine a broad spectrum of innovative construction techniques.

Regulator of Social Housing (RSH) The national regulator of Registered Provider housing associations.

Standard Assessment Procedure 
(SAP) rating Used to determine the Energy Performance Certificate (EPC) of a home.

STAR survey Survey of Tenants and Residents (STAR) is a nationally benchmarked customer satisfaction survey.

Sustainability linkages Performance targets associated with ESG areas which are embedded in a loan agreement.

Sustainability Reporting Standard 
(SRS)

The Sustainability Reporting Standard for housing is a voluntary ESG reporting framework for the 
housing providers.

Value for money (VFM) The optimal balance between economy, efficiency and effectiveness.

Wellbeing A state of feeling good and functioning well.

Glossary
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