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“Overall customer
satisfaction results
demonstrate a
significant improvement
from 74% in 2007
to 88% in 2017.”
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Chairman’s Statement

An exciting year of change at IDS began this March with 
the arrival of our new Chief Executive, Suzanne Wolfe.   
Led by the Board and new Corporate Management 
Team, we have begun the process of reviewing services 
and opportunities, seeking to get more from our 
resources and so maximise Value for Money.

We are proud of our Homes & Communities Agency 
(HCA) V1 Finance Viability rating, which reflects our 
strong financial position, our ability to deliver our 
ambitions and meet the demand for more new homes 
in London and surrounding areas.  Once again, we are 
pleased to have received an unqualified external audit 
report with a clean auditors’ management letter.

We have responded to the HCA’s recent G2 Governance 
rating by implementing an independent Governance 
Review and completing the selection process for new 
Board and Committee members, who offer specific 
skills needed to deal with the strategic challenges 
facing the social housing sector.  

The Board has sufficient assurance that IDS continues 
to offer our residents VfM and that this remains a 
key driver for the organisation.  In addition, we are 
confident that the Governance Action Plan resulting 
from our review will fully address the matters raised by 
the HCA.

It is pleasing to report our overall customer 
satisfaction results this year demonstrates a significant 
improvement from 74% in 2007 to 88% in 2017.  
During the same period, customers satisfied that their 
rent represented VfM increased from 77% to 89%.  

Over many years the IDS Board has taken a prudent 
view around our pension fund, which will result in a 
saving to IDS of £160,000 per annum from 2017/18. In 
addition, the Board agreed an initiative to create the 
new role of a dedicated Rental Income Officer, resulting 
in a top quartile performance in this service.  Looking 
ahead, the Board has commissioned a Stock Condition 
survey, which will inform our decisions regarding 
future investment.

There is still much to do and we look forward to building 
on our proud heritage and robust track record in the 
forthcoming year.

Jonathan Davies, Chairman 
September 2017.
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We were formed in 1885 as the Four Per Cent 
Industrial Dwellings Company with the aim of relieving 
overcrowding in the East End of London where the 
large population of new Jewish immigrants faced very 
poor housing conditions.  Today we strive to continue 
our founding ethos by providing good quality and 
affordable accommodation for both individuals and 
families and deliver accommodation which fulfils the 
particular religious and cultural needs of the 
Jewish community, from starter homes to elderly 
care schemes. 

We currently own and/or manage 1,505 properties, of 
which 78% are low-rise flats in estates built between 
1895 and 1934.

Despite the age of our stock and the fact that many are 
of architectural importance, it’s clear that significant 
efficiency improvements can be made in terms of 
programmed and reactive maintenance.  Aside of 
benchmarking against comparable organisations, we 
have begun a fundamental re-evaluation of current 
arrangements and practices to deliver excellent, cost 
effective services to our beneficiaries, commensurate 
with the present economic and housing climate.  We 
will never do this at the expense of health and safety.

About Us

Formed in

1885

1,505 
Properties
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Our Approach

Our strong financial position illustrates how well we 
have performed; this self-assessment documents 
our approach to delivering our commitments and 
demonstrate our Value for Money performance in 
the context of delivering our strategy and plans for 
the future.  

To achieve Value for Money throughout the business, 
we aim to maximise our returns on investment by 
focusing on the relationship between costs, efficiency, 
effectiveness and achieving social value for 
our customers.  

1

2

3

4

Cost
We aim to acquire goods and services 
at the most competitive rates. When 
choosing to spend we decide on the 
basis of a balance of cost and quality, 
not the cheapest price, taking into 
account ‘whole life’ costs.

Effectiveness
Effectiveness means 

making sure that the result 
of an activity is helping 

achieve the outcome we 
want - ‘doing the right 

things’. We measure this 
throughout the business 

using quantitative and 
qualitative indicators.

Efficiency
To increase productivity 
we utilise resources (e.g. 
staff time) to deliver 
the required result of an 
activity proficiently - ‘doing 
things the best way’.

Social Value
Our business is to improve our 
customers’ lives and the local 

communities we work in. Our aim is to 
contribute to the reduction of social 

deprivation, poverty and promote 
social enterprise by maximising the 

value of our resources. We do this 
through strategic partnerships with our 

customers and stakeholders.

To develop and embed a ‘Value for Money’ culture 
within the business, we have integrated VfM principles 
into our business planning processes and routine 
activities with its delivery subject to scrutiny through a 
formalised framework.
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Internal Review System

The IDS Board is responsible for the development and 
delivery of a clear strategy to drive Value for Money 
improvement within a framework that complements 
other key strategic business objectives, which include 
those related to Asset Management, Development, 
Investments and Information Technology.  

To ensure there is a solid chain of accountability and 
scrutiny in our decision making process we have a 
robust internal review system.

We understand that benchmarking can lead to 
significant gains when striving to improve value for 
money. We undertake internal benchmarking of key 
service delivery functions and employ services provided 
by HouseMark to benchmark our performance against 
other Registered Providers.  We use this service to help 
establish and investigate sector trends, service delivery 
costs and understand our cost per property in the 
context of organisations with similar geographical and 
stock characteristics.

Peer Group

We have been members of HouseMark for several years 
and are part of a ‘peer group’ which consists of 10 
organisations operating in London who each manage 
between 1,000 and 8,000 properties:

Christian Action Housing | Croydon Churches Housing 
Association | Gateway Housing Association | Hexagon 
Housing Association | Inquilab Housing Association 
| Newlon Housing Trust | Octavia Housing | Salvation 
Army Housing Association | Women’s Pioneer Housing

• VfM Statement

• VfM Strategy – VfM Action Plan

• Procurement Plan

• Asset Performance

• Management Accounts

• Performance Reporting – 
Benchmarking

• IDS Board

• Risk Management Committee

• Value for Money Champions Group

• Corporate Management Team

VfM Processes

VfM Reviews
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Our Value For Money Performance

Assets

Total capital and reserves at the year-end amount 
to £29.4 million. The cost of properties held for social 
housing purposes amounts to £80.9 million which is 
part funded by long term liabilities of £39.2 million 
including grant. Accumulated depreciation on these 
properties amounts to £18.3 million, giving a net book 
value of £62.6 million. At the year-end our investment 
properties had a value of £2.7 million, cash balances 
were £2.6 million and the Pension Fund showed a 
surplus of £1.4 million. 

Overall our operating margins are strong, return on 
capital employed is increasing and coupled with low-
gearing ratios and high interest cover, we are confident 
in our ability to fulfil our responsibilities and aspirations.  
In light of this, not least our low gearing, IDS has begun 
a review of assets, the findings of which will inform the 
emerging 5-year Corporate Strategy. This will provide 
insight into future investment and development.

A loan facility of £5 million is available to fund the on-
going development programme. Our existing loans 
have been fixed for the duration of their respective 
terms, removing the risk of fluctuation.   However, 
interest payable is higher than the current variable rate 
finance. In light of current market rates we will consider 
taking some loans on floating rates while always having 
regard to controlling risk.

2016 – 2017 
%

2015 – 2016 
%

2014 – 2015 
%

2013 – 2014 
%

Growth In Turnover 1.5 3.6 3.0 2.6

Adjusted Net Leverage 11.6 11.1 9.7 8.3

Weight Average Cost Of Capital 5.8 5.8 5.8 5.6

Operating Margin 35.2 31.6 18.1 25.9

Return On Capital Employed 3.7 3.6 1.6 2.3

Gearing 11.9 12.2 13.1 13.6

Interest Cover- EBITDA (MRI) 452.0 437.0 237.0 202.0

Notes: From 2015/16 calculations for these measures are subject to the changes in accounting practices relating 
to FRS102. 
Source: IDS audited accounts.

Financial Performance 2013/14 - 2016/17

A payment of £180,000 was made to clear the accrued 
deficit in our final salary pension scheme disclosed in 
the last tri-annual valuation at the 31st March 2016.  
This will result in a £160,000 annual saving in future 
contributions to the scheme from 2017/18. The annual 
valuation of the scheme showed a projected £1.4 million 
surplus. The scheme has been closed to new members 
for a number of years.

During 2016/17 we explored opportunities to maximise 
income from our commercial rental units and other 
non-housing activities.  The completion of this review 
resulted in an additional £271,000 to the valuation of 
our high-street commercial properties. The associated 
rent review is expected to generate an additional 
£40,000 of rental income per annum from 2017/18.  

We have reached a point of renaissance and want 
to capitalise on that.  Our current development 
programme of new build property continues and we 
have begun the process of reviewing our existing 
portfolio. We also maintain a rolling capital planned 
investment improvement programme.  The 21 homes 
added to our rental portfolio during 2016/17, costing 
£4.3 million, have increased our social housing rental 
income by £200,000 per annum.  The application 
of surplus funds to finance these developments 
has negated the need to use external loan facilities, 
ensured a higher on-going return on investment and 
saved £60,000 in annual interest payments.
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Income and Expenditure 

Source: audited IDS annual accounts

Income Source Income

General Needs 6,541,000

Service Charges 1,754,000

Sheltered 
Accommodation

704,000

Amortised Grants 625,000

Commercial Property 175,000

Other Income 75,000

Turnover 9,984,000

Sales (profit) 189,000

Total 10,063,000

Total Income 2016-17  

Total Spend 2016-17  

In summary, our turnover increased by 1.5% while our 
operating expenditure increased by 5.4%. The latter is 
due to: 

• Additional resources to cover maternity leave and 
long-term sickness

• Restructuring costs

• Catch up works

• Investment in service items

• Costs associated with the recruitment to senior 
management roles 

Our operating margin increased  to 30.43%. The net 
outcome of this was a surplus of £2.61million, on a 
turnover of £9.87 million; a 6.5% increase from 2015/16.

The following contributed to the improved result for 
the year:

• Profit from shared ownership sales of £189,114

• Reduction in routine repairs and cyclical work costs 
of £210,000

• A valuation gain on the investment properties of 
£271,000 compared to a loss of £70,000 for 2016.

• A year- on- year reduction in the cost of the 
defined benefit scheme from £390,000 to 
£239,000.

 

Cost General Needs Supported & Housing 
For Older People

Total Spend

Responsive Maintenance 1,440,000 254,000 1,694,000

Service Charges 1,492,000 263,000 1,755,000

Housing Management 1,229,000 220,000 1,449,000

Depreciation & Amortisation 1,001,000 174,000 1,175,000

Planned Maintenance 201,000 36,000 237,000

Major Repairs 407,000 72,000 479,000

Bad Debt 17,000 3,000 20,000

Other Costs 0 0 331,000

Total 7,140,000

Growth in rental income is expected to continue to be 
constrained by the Government’s policy for at least 
the next three years and any increase will only come 
increasing the number of units rented. Other than 
the sale of shared ownership homes, no units were 
disposed of last year.
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“Formed in 1885 
to relieve overcrowding 
in the East End of London, 
today we remain true to 
our founding ethos by
providing good quality and 
affordable accommodation 
to meet acute housing need.”
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Trend Analysis

Benchmarking

In June 2016 the Homes and Communities Agency 
(HCA) published guidance for Registered Providers 
(RPs) for the completion of VfM self-assessments. 
A set of comparative Headline Social Housing Costs 
indicators, measured in Cost per Unit (CPU), were 
included. The HCA’s overall 2015 average sector Social 
Housing CPU - including all types of RP and all stock 
types - was £3,950, with a median of £3,550.  We have 
shown a reduction in unit costs over the four years up 
to and including 2016/17 and unit costs have fallen 

Whilst the HCA’s regression analysis of costs is helpful, 
our local peer group offers a more nuanced reflection 
of our comparative costs and performance.

Our performance (see next page) compares favourably 
against the peer group and we remain top quartile in 
relation to: 

• Cost of Housing Management

• Cost of Major Works & Cyclical Maintenance 

• Rent collection

• Re-let times

• Staff turnover

• Overall satisfaction

Action has been taken to address a number of areas of 
weakness, as follows:

• HouseMark data rates our gas servicing 
performance as bottom quartile in 2015/16. 
Changes were subsequently made to the 

during that time from £5,073 to £4,789. (The costs for 
2015/16 were distorted due to a shortfall in the delivery 
of the planned maintenance programme for that year.)

In future years we will adopt the proposed headline 
HCA metrics (once confirmed) measuring operating 
margins, headline social housing costs per unit, return 
on capital employed, re-investments, gearings, 
EBITDA, and delivery of new housing supply.

2016/17 2015/16 2014/15 2013/14

Management 996.56 904.53 915.56 822.75

Service Charge 1,207.02 999.30 1,055.13 923.94

Maintenance 1,328.06 1,491.99 1,593.16 1,688.76

Major Repairs 1,085.28 841.11 1,131.89 1,505.93

Other Social 
Housing Cost

171.94 128.92 268.67 131.19

Cost Per Unit 4,788.86 4,365.85 4,964.41 5,072.57

HCA Unit Costs 2013/14 - 2016/17

management of this service, including introduction 
of a 10- month cycle, to ensure 100% compliance 
in future. 

• 19.5% of the void expenditure was spent on major 
works required to bring properties back into use.  In 
future, this will not be allocated as expenditure on 
voids, so that the actual cost of re-servicing voids 
will then be on a like for like basis for the purposes 
of comparison.

• In 2015/16 we did not collate information for the 
average number of calendar days to complete 
repairs; we have now introduced systems to 
measure this. 

• We are currently reviewing our IT system and 
tendering repairs, voids and out of hours 
emergency services. We will measure data on 
‘repairs completed on the first visit’ and compare 
this against HouseMark data.   In addition new Key 
Performance Indicators ( KPIs) will be introduced to 
measure the performance of repairs contracts due 
to be let in May 2018.
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Benchmarking

Core Benchmarking Cost & Performance Summary 2015/16

Headline Measures Your Value Quartile

Costs Headlines

Overheads as a % adjusted turnover 13.2

Total CPP of Housing Management 505.58

Total CPP of Responsive Repairs & Void Works 988.87

Total CPP of Major Works Works & Cyclical Maintenance 1,145.96

Operating Margin 29.6

Operational Performance Headlines

Rent arrears of current tenants net of unpaid HB as % of rent due (HAs only) 1.92

Average re-let time in days (standard re-lets) 17.32

Rent loss due to empty properties (voids) as % rent due 0.99

Average of number of calendar days taken to complete repairs N/A

% of repairs completed at the first visit N/A

% of Properties with a valid gas safety certificates 99.87

Staff turnover in the year % 6.1

Sickness absence average working days/shifts lost per employee 7.1

Satisfaction Headlines

Satisfaction with the service provided (%) 83

Satisfaction that views being listened to (%) 71

Satisfaction with the repairs & maintenance (%) 72

Satisfaction with rent VFM (%) 81.5

Satisfaction with quality of home (%) 78

Satisfaction with neighbourhood (%) 83

Key to KPI Symbols 
Performance

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

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

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

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

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

 

NB: 2016/17 data has not been published at 
time of writing
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Repairs and Maintenance

Responsive Repairs

Planned Maintenance
All of our homes meet the Housing Quality Standard, 
and we continue to invest in existing properties in 
accordance with a planned programme of major repairs 
and improvements.

During 2016/17, £1.1m was spent delivering our 
capitalised Major Work programme.  This included 
replacement of 250 components such as kitchens and 
bathrooms across our stock, ensuring that 100% of our 
properties continued to meet the Housing 
Quality Standard. 

Our direct costs have risen in 2016/17 due to the 
increased commitment to Major Works.  The increased 
costs equate to a 3.44% increase per property, which is 
in-line with our projections.  We are scheduled to spend 
a further £1.35 million on Major Works in 2017/18.

In 2016/17 we spent £1.69m undertaking responsive 
repairs to our stock, a decrease of £133,000 (-7.28%) 
from 2015/16.   In total we carried out 4,362 responsive 
repairs, an average of 3 repairs per property and an 
increase of 400 in the number completed in 2015/16.  
Despite the increase in number of repairs completed, 
the average cost of these reduced by 10.7% to £194.44 

 2016/17 2015/16 2014/15 2013/14
2015/16 
Quartile

2014/15 
Quartile

2013/14 
Quartile

Repair Service 
Satisfaction

86% 72% 72% 72% 2 2 2

Housing Quality 
Standard

100% 100% 100% 100% 1 1 1

Average RdSAP 
Energy Efficiency 
Rating

 73% 73% 73% 73% 1% 1% 1%

Repairs & Maintenance Service Performance 2013/14 – 2016/17

Source: HouseMark Benchmarking Service

To ensure VfM and ensure a high quality final product 
we operate a competitive tendering process for Major 
Works. As part of this process, where appropriate, we 
include our In-House Direct Labour Team.  At 100% 
capacity our In-House Team delivered 46% of our total 
planned Major Works.

On occasion, decisions have been made to end 
contractual arrangements which have been judged to 
fall short of expectations.  Consequently, in 2016/17, we 
cancelled an external decorations contract due to poor 
contract delivery (and incurred no exit costs). 

per property from £217.73 in 2015/16.  A key factor 
in reducing the average cost has been our in-house 
caretaking team undertaking 20 per cent more of all 
repairs within the existing workforce capacity.  This has 
reduced reliance on external contractors and saved 
money.
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Voids Expenditure

Our voids costs are higher than the £1,854 median for 
the peer group in 2016/17. 19.5% of the void budget 
was spent on Major Works items required to bring 
vacant properties back into use.  This spend heavily 
skewed our void cost per unit.  From 2017/18 this 
expenditure has been allocated to major works.

Reducing void costs has remained a VfM Strategy 
target for three consecutive years.  Several policies 
introduced have resulted in void servicing cost 
reductions, along with the associated average cost per 
unit.  Despite this, voids costs rose in 2016/17 because 
of expenditure on Major Works and damp proof works 
were included with void re-servicing costs. As a result 
of not allocating major works to expenditure on voids 
this problem will be eradicated in future.

Finally, we have made very significant improvements 
in our void turnaround and re-let times as shown in 
the table above. We believe there is further room for 
improvement in this service area; consequently, we 
are retendering this work and re-examining our re-let 
standards in 2017/18. New contracts are due to be let in 
May 2018.

 2016/17 2015/16 2014/15 2013/14
2015/16 
Quartile

2014/15 
Quartile

2013/14 
Quartile

Re-Let Times; All 
Housing Units Days

13 17 20.8 22.1 1 2 2

Void Turn Around Days 48 47 48 64 3 - -

Stock Vacant Available 
at Year End

0.34% 0.40% 0.27% 0.33% - - -

Void Works Average Cost Per 
Repair 2016/17–2014/15

Void Service Performance ‘General Needs’ Property 2016/17 - 2013/14

Average cost of a void repair £

2014 / 2015 2,845.26

2015 / 2016 2,989.08

2016 / 2017 3,608.17
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Housing Management Costs

 

Cost Per Property Median Average IDS
2015/16 
Quartile

2014/15 
Quartile

2013/14 
Quartile

Total Housing Management  £619.32  £630.33  £505.58 1 1 2

Housing Management  £342.69  £361.04  £341.62 2 N/A N/A

Rent Arrears & Collection  £98.77  £104.68  £58.13 1 1 1

Resident Involvement  £53.66  £55.35  £50.45 2 2 3

Tenancy Management  £104.86  £106.17  £107.06 3 3 4

Lettings Management  £49.74  £47.99  £48.87 2 2 2

Cost Per Property Of Delivering Housing Management By Function 2013/14 - 2015/16

Source: HouseMark Benchmarking Service

*excluding voids Source: IDS rent accounts system

During 2016/17 our Housing Management function 
costs increased by 11.6% as a direct result of cost re-
apportionment in overheads and staff costs previously 
applied to other services.  

In the face of welfare reform and the pressure on 
resident finances, we have continued to work closely 
with our communities to maximise benefit take-up and 
maintained a collection rate of 104%.  

During this period we are proud to report that not a 
single eviction for rent arrears occurred. Customer 
arrears for 2016/17 were 2.13%, continuing a trend of 
year on year reductions.

 2016/17 2015/16 2014/15 2013/14
2015/16 
Quartile

2014/15 
Quartile

2013/14 
Quartile

Rent Collected 104% 98.9% 99.8% 98.2% 1 2 2

Customer Arrears* 2.1% 4.3% 5.5% 5.8% 2 4 4

Bad Debt 0.2% 0.5% 0.2% 0.3% 3 1 1

Void Rent Loss of Rent Due 1.1% 1.0% 1.1% 1.3% 3 3 3

Rent Related Activity Costs 2013/14 - 2016/17

Income Maximisation

89% of residents responding to the 2016 STAR Survey 
stated IDS rent charges represented good Value for 
Money, compared to 81% of respondents in 2013.  

Despite this re-apportionment, our overall Housing 
Management costs remain in the top quartile when 
compared to our peer group.
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Service Charges 

Anti-Social Behaviour (ASB) Service Delivery

Overhead Costs

We are committed to the identification of high- cost 
service charge items and exploring methods to 
effectively manage, and where possible reduce, on-
going costs to our customers: 

• The retendering of our Lift Maintenance Service 
contracts during 2016/17 is projected to deliver an 
annual saving of £27,000. 

In 2016/17 we introduced a new ASB Procedure, which 
we developed with our Tenants’ Forum to reduce 
case resolution times and costs. Most significantly, 
we agreed to ensure compliance with current legal 
protocol, policy requirements and industry standard 
and assist in risk reduction.  

These management changes resulted in a significant 
reduction in the use of legal intervention. The 
result was a £43,000 reduction (96%) in legal and 
professional fees paid.  Unless there are major ASB 
intervention requirements in 2017/18, we will maintain 
the reduced costings.

Using the HouseMark benchmarking peer group, 
our overall overhead costs compare favourably to 
our peers. However our Finance costs are relatively 

 
Total CPU 

£

Direct cost 
per ASB case 

£

2016 / 2017 65.66 811.74

2015 / 2016 101.48 27,605.08

2014 / 2015 84.51 8,156.69

ASB Service Delivery Cost 2016/17 – 2014/15

 
Central overhead costs as % adjusted turnover 
 
Finance costs as % of adjusted turnover

Overhead costs relative to peers

14.07.0 10.53.50
%

2.0 3.0 2.3

2.1 3.2 3.4 4.5

6.0

 
IT costs as % of adjusted turnover 
 
Office premises costs as % of adjusted turnover

• We have maintained price competitive services 
with suppliers where customer satisfaction and 
performance has been regarded highly.

higher, this could be due to how other costs had been 
allocated.  Therefore in 2018/19, this service area will be 
subject to a specific VfM review.

IDS (2015/16)

Office

Office

Finance

Finance

Overhead

Overhead

IT

IT

Others
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“Rent arrears reduced to 2.3%;  
89% of tenants responding to 
the 2016/17 STAR Survey 
told us that their rent represents
good Value for Money.”
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Outcomes

Delivery of 

21
new homes

BME Group 
collaboration

Reduction of 20% 
in legal costs  

Reduction in 
homelessness 

Welfare 
Support

Hackney 
Housing 
Co-op 

contract

Reduced overall 
cost per 

unit by 5%

250
households with 

99% tenant 
satisfaction

Social welfare 
debt advice

Tenant-led 
work (£100K)

Enhanced 
neighbourhoods 

and improved 
satisfaction

92
households 

assisted, 
accessing 
£31,000

Arsenal in the 
Community

Sanctuary 
Housing 

development 
partner

Shared expertise 
& knowledge & 

delivery of 14 new 
homes

Jewish Blind 
& Disabled 

Offering 
specialist support 

to vulnerable 
clients

Using HACT 
model £281,000 

contribution

Social Value Targets

Partnership Work Targets

Outcomes

2016/17 Value for Money Results Social Value Targets
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2016/17 Value for Money Results Target Outcome

Target Outcome

Office relocation £60,000 annual savings

Capital IT investment Previously delivered

Rent Collection Contract - Allpay Saving £2,000

Managing long-term sickness Cost neutral 2015/16

ASB service review & processes Savings of £43,000

Major Works re-tendering Deferred to 2018/19 (as per draft 
procurement strategy)

Boiler Servicing in-house Deferred to 2018/19 (as per draft 
procurement strategy)

Commercial Portfolio rent review 4 units reviewed increasing annual rent 
by £10,000

Lift Servicing £27,000 saving

Boiler & Central Heating replacement Saved £8,000 on boiler purchases

Voids savings Turn-around times reduced but 
expenditure increased

Bad debt reduction by 5% Saved £30,000 from approved budget

Extending Loan £5m draw down facility Savings of £60,000

Additional rent from workshops £58,000

Increase number of minor works 
done by caretakers

Additional 250 repairs done, 
saving £15,000

Total savings £313,000
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2017/18 & Beyond - Value for Money Strategic Targets

In order to further embed our VfM culture, the following improvements will be 
delivered during 2017/18

• Reinstate the use of the VfM register

• All team meetings will have VfM as a standard agenda item

• Review the role of the VfM Champions Group

• Provide training to the Tenants’ Forum on VfM to hold the landlord to account

• Publicise and promote the importance of VfM in publications and notice boards.

Strategic Targets Outcomes

Repairs & Maintenance, Voids & Out of Hours 
Emergency Service

Amalgamate these services & re-tender as two 
contracts – anticipated savings circa 15%, to the 
value of £171k per annum from 2018/19

Stock Condition Survey
Develop a Asset Management Strategy to optimise 
the balance between reactive and planned 
maintenance

Asset maximisation
Portfolio analysis - decisions regarding potential 
intensification and disposals

Facilitate Digital Shift/IT renewal
Agree IT strategic priorities including tenant and 
contractor portals

Maximising value from development sites 
Achieve improved overage agreement on 
Glenhaven site

Explore shared services with other landlords and 
charities

Aim to improve overhead costs

Planned Major & Cyclical Repairs
Evaluate and retender these works. Anticipate 
10% savings, to the value of £169K per annum 
from 2019/20

The Board will use the intelligence from the above targets to make strategic decisions that will directly drive our 
VfM agenda. 
 
The majority of IDS’s units are in Victorian and Edwardian blocks of flats. A key project for 2017/18 will be a full 
portfolio analysis to assess the real costs of ownership of all of IDS’s properties and the potential for innovative 
asset management strategies to enhance value for money over the longer – 10+ years – term.
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2017/18 & Beyond - Value for Money 
Anticipated Operational Targets

Operational Targets 2017/18 Efficiency Savings

Savings in deficit contributions to Pension Scheme £160,000

Bulk purchasing of In House Team materials £15,000

Legal costs – HALA agreement £10,000

Review Out of Hours Call Centre £10,000

Office overheads £5,000

Purchase of computers & monitors £5,000

Changeover to Internet Phones in Estate Offices £2,000

Reduce employer pension contributions £30,000

Re-tender Insurance Services £10,000

Review Stoke Newington commercial units £30,000

Re-tender Cyclical Decorations Improved quality and performance delivery

Increase in stock numbers Reduction in cost per unit

Total £277,000
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“Our HCA V1 Finance Viability
rating reflects our strong
financial position and ability
to meet the demands for
new homes in London and
surrounding areas.”
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Chief Executive’s Summary

Star Satisfaction Rates, Overall Service Delivery 2007-2016 

 Year of survey 2016 2013 2010 2007
% 

Increase 
since 2007

Overall % satisfaction with service 88 83 77 74 14

Rent provides Value for Money 89 81 75 77 12

Service charge provides Value for Money 80 72 n/a n/a n/a

Satisfaction with repairs and maintenance 86 72 73 75 11

Views taken into consideration 77 70 54 69 8

I am delighted to have joined an organisation with 
such high levels of customer satisfaction and top 
quartile performance in several areas of service as 
demonstrated by the HouseMark Core 
Benchmarking Report.

We manage some of the oldest stock in the country 
but have consistently maintained Housing Quality 
Standards.  We invested £3.5 million in our stock 
during the year and achieved an overall SAP energy 
assessment rating of 73%.

There are a number of challenges ahead, including 
implications from Brexit, further welfare reform, 
rent control/reductions, right to buy, demands 
of maintaining our legacy stock and pressure to 
simultaneously deliver VfM.  We are proactively seeking 
solutions that support the continued delivery of our 
ambitions and also protect our residents from the 
harshest impacts.  In addition, we take health and 
safety and risk seriously.  In May 2017 we implemented 
a comprehensive programme to ensure robust 
management of the ‘big five’ compliance  
issues - fire, water hygiene, gas, electric and 
asbestos management.  

During 2016/17 we were able to deliver over £300,000 
of efficiency savings. Undoubtedly 2017/18 will be 
an even more challenging year for IDS as we seek 
to deliver greater savings and further embed a VfM 
culture. This will include seeking external challenge 
and rolling out a programme of training for engaged 
residents, all staff and Board members.

Suzanne Wolfe, Chief Executive 
September 2017.

Our VfM self-assessment summary can be found in 
our Financial Statements and the full statement on our 
website www.ids.org.uk and sign-posted in 
our publications. 
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“During 2016/17 we achieved 
over £300,000 efficiency savings.
In 2017/18 we will seek 
to build on this through our 
emerging Strategic Plan.”
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