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Our Mission
We’re a social business dedicated to improving local communities.
We provide high-quality affordable homes to rent or buy, together
with care, health and education services.
And we reinvest in our communities to help our customers.

Delivering on our Corporate Ambitions – key highlights
We will be financially strong
We are ahead of target and have realised £3.4m from the Aster Group
and Synergy Housing merger. The key savings in 2013/14 were from
efficiencies in property repairs and maintenance.
During 2013, we completed a review of our land assets and the
Land Enhancement Project . This Project is projected to deliver
significant efficiencies of over £14m over the coming years, but so
far has delivered £115,000 of income secured from external third
party organisations seeking landlords consent, and £37,000 of fee
income secured as a result of providing professional legal advice
and support services.

We will grow our business
Our strategic partnership with Tamar Housing Society has made
savings of £33,000 since 1 October 2013, reducing the cost of
housing management per property from £331 to £284 per annum.
We have successfully formed a cost sharing vehicle with our founding
partner English Rural Housing Association, which will provide
VAT efficiencies and other business benefits.
We completed 488 new affordable homes, and 105 homes for shared
ownership. We made 10 open market sales generating sales income
of £2.8m. We also formed a joint venture company with Galliford Try
which will deliver 770 homes, generating a profit of £10m for
the Group.
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We will deliver value and offer choice
Our Added Value Project is in its early stages, but has so far led to
savings within the Aster Communities and Synergy Housing 2014/15
operating costs budget of just under £346,000. We have calculated
that we spend £16m on services which are above the ‘baseline’ of a
legally and regulatory compliant service. In the coming year the
Board will be debating how the £16m should be allocated in future.
Our debt and benefit welfare advice service assisted customers to
obtain benefits and grants of over £1.5m, some of which will have
come back to us as rent payments

We will be brave and bold
We reviewed our governance structure which will deliver savings
of over £100,000 per annum, as well as providing other business
efficiencies such as improving the speed of our decision making and
reducing duplication.
We reviewed and updated our development procedures and
delivered staff savings of £80,000 whilst enabling resources to
deliver more projects.
We started our Way We Work project, which will see us drive out
business efficiencies through the way we use technology and our
business assets, and will improve our productivity as we improve the
wellbeing of our employees.

Our mission - we provide high quality homes
to rent or buy and reinvest in our communities
to help our customers
Last year we provided homes for 2,698 households in need.
2,530 were rented homes and 168 for shared-ownership.
426 households were older people plus an additional 164 housed
in extra care and a further 313 in specialist housing for the elderly.
803 homes were let to families where the head of household
was in work.
We facilitated 549 mutual exchanges of tenants, in some
instances helping people reduce the impact of the bedroom tax.
223 of our lettings were to homeless households.
We built 488 new affordable homes
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Our mission - we reinvest in our communities
The ASB dealt with 814 cases of anti-social behaviour, 203 of which were high priority. These included
the use and threats of violence, drugs, verbal abuse, harassment, domestic abuse and hate related crime.
Our Neighbourhood Teams dealt with a further 650 cases of environmental ASB, from untidy gardens
and misuse of communal areas, to fly tipping and abandoned vehicles. We supported over 1,200
victims and witnesses of ASB, and provided opportunities for behaviour change for over 900 alleged
perpetrators. We responded to 99% of those cases which were classified as high risk within 24-hours.
Our debt and benefit advice services assisted 1,575 customers.
We provided over 160,000 hours of care and support. Our Somerset Learning Disability Service,
supported 45 people and 25 families were supported in the Kennet Safe House.
137 homeless families have been housed within our temporary accommodation and 91%
moved on positively.
15 people with mental health problems have been accommodated in our specialist flats in Swindon.
We completed almost 19,000 handyperson and minor adaptation jobs, installed over 2,000 telecare
units and completed over 580 major home adaptations, helping people maintain independence in
their own home.
We took on 12 new apprentices over the year. 191 customers attended our Welfare to Work
Conference.
We provided over £350K in grants to 185 organisations and projects in our communities.
As a result of the Stock Options Appraisal Programme we sold 13 properties generating a capital
receipt of £1.13m. In each case, the income was used to support our development programme
and the provision of new affordable housing.
We progressed a number of estates regeneration projects funded from
Group efficiency savings. We completed £157,000 worth of external
wall insulation on 27 hard-to-treat properties in Somerset and
worked closely with our Customer Involvement Team and
Customer Boards and approved plans to deliver over
£655,000 of estate improvement work.
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Your Pound
- AC and Synergy Combined

How we spend the money
Interest on
our Loans,

Service Costs
eg Grounds
and communal
Maintenance,

Depreciation,

£0.12

£0.16

£0.07

Management Costs
- Staffing & Offices,

Major Repairs
- Improving your home,

£0.09

£0.10
Other,

£0.10
Planned and Routine
Repairs to your home,

£0.16
Other Social
Housing Costs,
Reserves,

£0.17
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Introduction
We are a social business, with the primary purpose of providing homes for those in housing
need. One of our Corporate Ambitions is to ‘Deliver Value and Offer Choice’, and another
is to ‘Be Financially Strong’. We are committed to improving our business efficiency so that
we can more effectively deliver our core purposes. We will work with our stakeholders to
ensure that we manage our resources economically and efficiently and deliver year-on-year
improvements in value-for-money (VFM). Over the last year, we have developed a ‘business
efficiency framework’ that we are going to launch on our website in September 2014. This
framework pulls together the work undertaken throughout the business, in every team, from
the Board down, to make us more efficient.
We have four Corporate Ambitions to help us meet our mission and these form part of our
plans, strategies and projects to make sure everything we do supports our mission.

In February 2013, the Group Board approved our Value for Money Strategy (2013 – 15).
This strategy set out 3 strategic objectives:
•

A commitment to meet the savings identified as a result of the merger between
Aster and Synergy

•

To develop an understanding of the cost base and the value (including social value)
of the services provided and to use this information effectively in business and
financial planning

•

To develop an understanding of the asset base and the opportunities and challenges
this brings to the Group

This strategy is due for review in March 2015 but rather than reinforce a message that
VFM sits outside our day to day activities, we have looked at how we can ensure the whole
business understands the role it plays in delivering efficiencies. We are consciously moving
away from the term ‘VFM’ and adopting Business Efficiency and the Group Board approved
our Business Efficiency Framework in May 2014. This framework will be embedded into our
Group website, linking together the work we do to drive efficiency and meet our
Corporate Ambitions and social purpose.
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Corporate objectives
clear targets link to the strategic aims of the organisation

P
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S

Board review
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Measurable outcomes
against targets
Merger
Savings

Stress
Testing
Benefit
Advice

LEP

Restructuring

Added
Value

Welfare
Reform

Sustainability

A Business Efficiency Steering Group (BESG) has been set up to co-ordinate and
monitor all the work streams and projects that feed into the Framework.
The Group website will present key information including any targets or planned
outcomes on our long-term plans, review and performance tools, and projects.
This will go live in September 2014. We have learned that we need to be clearer
about our longer-term plans to achieve business efficiency and how we are
performing, so this information will be updated with actual outcomes as
and when they are achieved. Our choice to use our website rather
than a printed document is aligned to our ‘digital by design’
work stream under the Way We Work project.
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Delivering against our VFM Strategy – 2013/14
Merger Savings – To date we’ve realised £3.4m of our £14.5m target savings over 5 years from
the Aster Group and Synergy Housing merger.
The key savings in 2013/14 were from efficiencies in property repairs and maintenance, including:
• Reduction in material costs by bringing Synergy in line with existing Aster prices;
• Procurement savings through the use of Valueworks;
• VAT savings from the use of internal labour on both planned and response works; and
• Continued rationalisation of teams to reflect work levels.
Since the merger our HR team has been supporting a number of internal restructures
to ensure that teams and functions can be aligned to the changing needs of the business
and our customers. An overview of completed and planned restructures is below:

Aster Living – to transfer leadership of the component parts of the subsidiary company to
Aster Property and Aster Communities, and ensure that each area is managing its costs in
line with budgets and forecasted sales;

Aster Communities – continue to combine departments with similar business models where
appropriate to drive efficiencies;

Aster Property – continue to rationalise management structures, strengthening or merging
management teams as appropriate to improve effectiveness and commercial acumen;

Aster Group (Strategic Change) – full review and restructure of all parts of the central services team,
including governance, communications and performance. Consolidation of project management
and customer insight teams within one area to enable delivery of services across the Group;
Aster Group (Finance) – new Finance structure following full review, including appointment of a
Finance Director and new senior team.
In December 2013 we successfully issued £250 million of secured bonds. The 30-year deal,
which includes £50 million of retained bonds, attracted the lowest investor margin of any housing
association debut bond outside London and has an overall yield of just 4.596 per cent. The bond
issue follows the Aster Group being given a stable AA- credit rating, after an evaluation by specialist
credit rating agency Standard & Poor’s.
Around half of the funds will be used to help us deliver more than 2,000 homes in the next few years.
The remaining funds will refinance a proportion of existing loan facilities.
The merger has generated efficiencies and enabled us to reduce
our costs and use savings to support the development
of more housing.
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Understanding our cost base – In 2013/14,36 Service Review Statements (SRS)
were completed with 18 customer facing statements scrutinised by the Customer Scrutiny
Panel (CSP). The process was effective and well received, and gave the CSP confidence
that the Aster Group is striving to provide services that customers value, at a reasonable
cost. The process has also allowed the CSP to make evidenced based decisions on areas
for further scrutiny. In 2013/14 they identified 2 areas to look at more closely:
• Mutual Exchanges and;
• Aster Group Call Centres (Aster Communities, Aster Property and Aster Living)
The Response Repairs service also benefited from a service review and a number of
efficiency recommendations have been taken forward from the service reviews this
year and worked into local plans.
The added value project (referenced in last year’s assessment as the Cost and Value
Review) is driven by strategic objectives in the VFM strategy and was a key Corporate
Objective for all Aster businesses in the 2013/14 Corporate Plan. It is also linked to the
Service Review Statement work. Understanding the cost of delivering basic services (the
base line) was the first stage of the project and the Group Leadership Team (GLT) reviewed
the first base line reports from each Aster Group Company in October 2013.
The second stage was to assess the impact of services above the base line measuring the
financial, social and operational impacts. The impact assessments were scrutinised by the
GLT in February 2014 and this has informed the following decision-making:
• Savings already made within the 2014/15 budgets (Operating costs budget reduced
by £346,000 in Aster Communities and Synergy Housing for 2014/15)
• On-going projects to improve efficiency, some within current staffing structures,
which will influence budget setting for 2015/16 (Finance and Strategic
Change restructures)
• The identification of services which could be swiftly withdrawn linking to the
project on ‘Stress Testing’ the business
• Projects which will be started in 2015/16 to influence the 2016/17 budget setting round
The Added Value approach is about ensuring that resources are allocated to maximise
delivery of our Corporate Ambitions. The new Group Board will be debating the priorities
for spend in the summer of 2014, to inform which savings should be
released, and how they should be reinvested.
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Understanding our asset base – We are developing an increasingly sophisticated approach
to dynamic asset management with a clear focus on identifying both the financial and social
returns from our assets.
Stock overview - The asset management strategy, and subsequent peer reviews, confirmed
that our stock is located in desirable areas with strong demand and benefits from relatively low
void levels. Benefiting from a robust stock condition and investment management system, the
stock has been well maintained with an average life of 45years.
We know that:
• 75% of the stock is less than 60 years old with 30% less than 30 years old.
• 1.5% of the housing stock pre-dates 1900 and may be considered as “outliers”Stock of this
age is often more expensive to maintain, is more difficult to improve to ever more exacting
modern building standard and may not meet customer expectation or need in the future.
• Over 60% of our housing stock is made up of houses or bungalows and a third of
the stock categorised as flats.
• 3% of the housing stock is made up of bedsit, studio flats or hostel
accommodation and may be more susceptible to changing customer expectation,
higher refusal rates and suffer from the effects of design obsolescence.
Despite some of these challenges, our stock is fully compliant with the Decent Homes standard,
has achieved a best in sector energy efficiency rating and good customer satisfaction with the
quality of our repairs and maintenance service. The table below shows our performance on
repairs, and the progress made from the previous year.

Number of jobs
2013/14

Number completed on time
2013/14

% completed on time
2012/13
2013/14

Emergency

9,202

9,188

99.85%

99.22%

Urgent

13,997

13,928

99.51%

97.49%

Routine

46,705

46,103

98.71%

96.32%

2013/14

2012/13

% repairs completed on first visit

94.77%

82.46%

% customers satisfied with completed repairs

95.33%

82.30%

We are working with our stakeholders through our Stock Rationalisation Strategy and
action plan to systematically appraise our stock over the next three years. We plan to undertake
strategic reviews of a number of asset types in 2014, including stock density analysis, sheltered
housing, garages and the Land Enhancement Project.
We have already completed a review of our current stock distribution by local authority and
now know that of the 30 local authority areas in which we operate, ten are classified as
strategic or key partners, nine are considered opportunity areas and eleven have
potential for further development and/or business growth.
We do not consider any of our local authority partners
as exit areas at this time.
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We have made a significant contribution to increasing the choice of tenure to our customers
through the provision of market rented properties. We increased the portfolio through the
acquisition of 82 properties from the First Wessex Group. The portfolio was secured through
a competitive bidding process and purchased for £9.425m. We expect to achieve yields of
between 6.5% – 7.25% gross from this portfolio.
Stock Appraisal - Since 2011, we have undertaken a consistent approach to appraising
the housing stock through the use of our Stock Options Appraisal Model (SOAM) supplied
by Ridge Partnership. The model utilises both NPV calculations and social value indicators,
known as demand scores, held at individual property level. Our current model has identified
that the housing stock generates an average positive NPV of £44.5K per unit taken over a
30-year period. We also know that 98.3% of the stock scores well or very well in terms of
our demand score criteria.
In 2012, we developed our approach further and introduced a more detailed Stock Options
Appraisal Programme (SOAP). The programme is managed by a specialist Property Investment
Team, which regularly report progress to a multi-disciplinary Asset Management Strategy
Group (AMSG) and the Group Investment Panel.
As a result of the SOAP, in 2013 the team sold 13 properties generating a capital receipt of
£1.13m. In each case, the income was used to support our development programme and the
provision of new affordable housing. In addition, 22 other schemes were appraised of which:
• 11 have been returned into management;
• 5 are planned for conversion; and
• 6 are in the process of being evaluated.
Looking ahead, the 2014/15 SOAP has identified a further 18 schemes that will have a full
option appraisals undertaken during the course of the year.
We have developed a set of Asset Grading Tests (AGT) that are based on 16 commercial and
eight customer perspective tests, and are applied at individual property level. The system has
been developed with dynamic reporting capabilities and will allow us to report key outcomes
at any level within our organisation.
Promaster 4 system will replace our Stock Options Appraisal Model and provide a fully
integrated asset management solution operating in real-time across the business. It
incorporates a Net Present Value (NPV) viability modelling capability.
Following a successful roll out of the system, we plan to integrate the findings with our
Neighbourhood Toolkit. Our longer-term plans will mean we continue to develop and refine
our understanding of our asset base, in particular the inherent value of both land and
property assets, in order to unlock their full potential and maximise future returns.
After

Before
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We recognise this is becoming increasingly important across the sector and have
embarked upon some important initiatives. For example:
• In addition to calculating the value of each property on a Existing Use Value – Social
Housing (EUV-SH) we have also identified indicative market values at a granular level.
• We have calculated indicative Market Values (MV) for both property and bedroom
archetypes at parish council and post code level across all of our six operating regions
and mapped the outcomes using our GIS system.
We now know that in addition to the average EUV-SH value ranging from £36,421
through to £56,962 we have also calculated the average MV for properties similar to our
own ranging from £154,000 in Devon through to £285,000 in Hampshire.
In developing the AGT, we have incorporated the rate of return as a key indicator and
calculated indicative average yields for both forms of valuation in order to inform and
support our stock rationalisation objectives. Early indications suggest yield returns of
around 4.5% based on an indicative market value through to 11% on a EUV-SH basis.
Land Management & Estates Enhancement - In support of our wider Asset
Management Strategy objectives, we have continued to develop and strengthen our
approach to managing land assets across the whole of the business. With over
3,000 registered titles owned by the Group, we recognise that effective land and
estates management is central to both our strategic and service delivery objectives.
In 2012, we identified that a more robust approach to managing land assets would
generate a number of new business streams for the Group and deliver more VFM
outcomes. We established a dedicated Land & Property (L&P) team responsible for
managing a wide range of estate management functions including title registration,
land disposal, conveyancing services, landlord’s consents, tenant permissions and
enforcement action.
In 2013, we expanded this increasingly important service area and established a specialist
Estates Regeneration team responsible for a number of VFM related projects such as a
small scale, self-funding development business model, a number of estate regeneration
projects and progressing a range of community led initiatives funded from group
efficiency savings.
During 2013, we completed a review of our land assets, including a full reconciliation
of management information with Land Registry. A new land management system was
introduced and the land reconciliation project has delivered measurable outcomes in
terms of:
• additional income for the Group
• contributing to Aster Property’s operating surplus and the Group’s efficiency savings
• £115K of income secured from external third party organisations seeking
landlord’s consent.
• £37K of fee income secured as a result of providing professional legal advice and
support services.
Consequently, we have exceeded our notional VFM target of
£100,000 for the year in this area.
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We have identified more revenue streams likely to deliver additional financial returns from
our existing asset base. For example, we are now exploring easement claims in relation to
the Electricity Act 1989 affecting over 690 properties. This initiative has the potential to
generate around £1.5m in the coming years. In the first few months, the team has successfully
negotiated claims to the value of £16,750 and expects to receive around £25,000 during 2014.
Land Enhancement Project (LEP) – Our asset management
strategy is closely aligned to the Group’s wider
development activities and a number of
initiatives have been designed to complement
our new build, regeneration and business
growth ambitions.
Aster Homes plan to develop over 1,850
properties over the next 5 years through a
variety of delivery vehicles including HCA
grant funding, Section 106, joint ventures
and market sale.

Development
Strategy

Stock options
appraisal model

LEP
Terminal
Life
PRC
Project
Strategy

Asset
Management
Strategy

In support of our Stock Rationalisation Strategy,
the L&P team has designed a GIS modelling
tool that analyses housing stock density. The model
identifies estates where stock density may be considered low
or land may be under-utilised. So far, we have identified 13 sites in
Wiltshire with low stock density that could have re-development potential. These sites are now
being appraised by our development colleagues to see which ones can be progressed.
To complement a sizeable development programme, the Estates Regeneration team has also
identified a considerable number of small scale development opportunities as part of the LEP
which has been set up to maximise the return from our assets and calculated it could deliver
redevelopment opportunities worth £10.85m in the next few years.
Starting in Wiltshire, the LEP has already identified 96 sites with the potential to yield
217 plots for redevelopment. The first phase also identified three land parcels with no
strategic or long-term economic benefit to our business. We are now seeking approval to
dispose of these assets and use the capital receipt to fund our LEP development aspirations.
We have also identified 71 plots worth approximately £3.5m that we will seek to secure
outline planning permission for redevelopment and support our self-funding development
model. Another 20 unit site has been identified and passed to Aster Homes to appraise.
Finally, 126 plots have the potential to be redeveloped for the provision of affordable housing
and we will be seeking to secure full planning permission for these sites during 2014.
Estates Regeneration – We have also progressed a number of projects funded from
Group efficiency savings. For example we have:
• completed £157,000 worth of external wall insulation on 27 hard-to-treat properties
in Somerset.
• worked closely with our Customer Involvement Team and Customer Boards and approved
plans to deliver over £655,000 of estate improvement work.
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Efficiency savings generated in 2013 form the basis of the budgets given to each
Customer Board and has been allocated on the following basis;
• Wiltshire (£207,000)
• Hampshire (£160,000)
• Dorset (£130,000)
• Somerset (£158,000)
• Devon and Cornwall (£20,000)
The projects range from the provision of bin stores and additional drying facilities through
to larger estate regeneration projects approved by the Customer Boards. The larger
projects include redesigning open spaces, provision of off-street parking, external fabric
improvements, estate access improvements and other community based initiatives.

Absolute and comparative costs
The table below shows our performance on arrears, voids and re-lets. We have
made improvements year-on-year in arrears, voids and re-let times for general needs.
However, our re-let times for housing for older people has deteriorated, and therefore
this will be a priority going forward.
2013/14

2012/13

% Current tenant rent arrears

1.9%

1.88%

% rent loss through voids

0.65%

0.89%

Re - let times (general needs)

16.62 days

22 days

Re - let times (housing for older people)

41.03 days

28 days

The next table on page 14 shows our benchmarking performance on cost and quality
Key Performance Indicators (KPIs) provided by Housemark.
We will use this data to inform our Added Value Project.

House mark benchmarking quartile key:
UQ - Upper quartile
MU - Middle upper
ML - Middle lower
L - Lower quartile
Housemark benchmarking peer group = LSVT national >7,500

Overhead
costs as %
adjusted
turnover

Cost KPI
result

Overheads

Business
activity

Major works &
cyclical
maintenance

Total CPP of
housing
management

Total CPP of
responsive
repairs & void
works

Total CPP of
major works
& cyclical
maintenance

Responsive
repairs & void
works

Housing
management

Total CPP of
estate
services
House mark benchmarking quartile key:

Estate services

2013/14

Quality KPI result

Aster
Communities
2012/13

Aster
Group
2011/12

Synergy
Housing
2012/13

Synergy
Housing
2011/12

14

Synergy
Housing
2011/12

2013/14
Synergy
Housing
2012/13

32.94%
LQ

Quality KPI

Aster
Group
2011/12

31.31%
LQ

Cost KPI
Aster
Communities
2012/13

22.32%
MU

No data

16.80%
UQ

81.70%
LQ

Overhead costs as %
direct revenue costs

87.00%
MU

13.82%
LQ

82.30%
LQ

Average number of
calendar days taken
to complete repairs

Percentage of tenants
satisfied with repairs
and maintenance

3.36%
MU

No data

87.70%
ML

25.41
MU

10.02
ML

77.00%
LQ

0
UQ

89.80%
UQ

3.33%
MU

No data

87.30%
ML

22.43
MU

8.92
ML

84.20%
MU

0
UQ

87.30%
MU

1.74%
UQ

91.92
MU

84.50%
ML

21.91
MU

No data

77.70%
LQ

0
UQ

No data

1.97%
UQ

87.21
ML

No data

18.49
UQ

10.00
ML

No data

0
UQ

Average relet
time in days
(standard relets)
Percentage of tenants
satisfied with the
service provided
(GN&HfOP)
Percentage of
antisocial behaviour
cases resolved
successfully
Current tenant rent
arrears as % of rent
due
Percentage of tenants
satisfied with their
neighbourhood as a
place to live (GN&HfOP)

85.60%
MU

Percentage of
dwellings that are
non-decent

Percentage of tenants
satisfied with the
overall quality of their
home (GN &HfOP)

205.28
LQ

554.66
LQ

638.22
UQ

1,803.53
MU

14.24%
LQ

245.40
LQ

481.32
LQ

770.76
MU

1,338.06
MU

9.95%
MU

176.62
ML

605.45
LQ

638.22
UQ

1,223.89
UQ

8.30%
UQ

1,905.24
ML

508.30
UQ

580.58
LQ

136.37
MU

UQ - Upper quartile
MU - Middle upper
ML - Middle lower
LQ - Lower quartile
Housemark benchmarking peer group = LSVT national >7,500
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Driving efficiency in the Way We Work
The Way We Work - We are a sizeable organisation with over 27,000 homes
and 75,000 customers in 6 counties across the Southwest region. We work in a fairly
traditional manner and over 50% of our 1,400 employees travel to main offices in Devizes,
Andover, Wells, Poole, Wareham and Plymouth every day.
We need to be fit for the future and flexible enough to meet the fast-paced changes in
technology and customer/employee needs so we have been reviewing the ‘way we work’.
This major project has four key themes and outcomes:
Planet - to leave a positive impact on the environment;
People - to improve the Aster working experience;
Places - to have the right working spaces in the right places; and
Performance - to improve our efficiency.
THE
2013/14 saw the start of phase one where a Group-wide project team
WAY WE
spent 6 months researching how we work now. The results of this research
WORK
phase were presented to the Group Board in May 2014, together with a high
level action for systematic change over the next 5 years. We are now at the start
of phase two and our progress can be tracked through our dedicated website www.waywework.co.uk.

Governance & Risk Reviews - Whilst our current governance structure and risk management
framework has served Aster well to date, we need to ensure they are the best they could be for
our future strategy and the changing operating environment.
In recognition of this, the 2013/14 Aster Corporate Plan contained a key target to review the
Governance structure to ensure the Group remains fit for purpose.
The new Governance framework and structure will go live in September 2014 and with a
new digital governance solution, is set make financial savings of £100.5K. It will also:
• ensure that the Group has a strong governance capability that supports the business
for the future;
• make sure that all Board Directors are high impact and add value;
• support streamlined decision-making processes and efficiency;
• make a clear distinction between various Executive and Non-Executive roles;
• encourage all Executives to be active participants in board discussions and decisions; and
• establish clear accountabilities for the board, subsidiary boards and committees, and do
regular evaluations to assess performance.
Risk Management is even more important to us as we grow and diversify. We reviewed our approach
to risk, and a new web-based risk management system called ARM Solutions has been purchased.
This system is flexible, intuitive and user-friendly and will be a useful tool to support a move
towards risk being managed at manager level. Managers will be able
to access the system via their mobiles, have access to a
suite of reports and the ability to link KPIs to risks.
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Potential for
£90K of savings

Aster Communities recently completed a procurement
exercise for the provision of customer survey activities
by an external organisation. The procurement exercise
allowed for the service to be provided for all Group
companies. With an external company managing the
majority of the administration work associated with
collating satisfaction information, we will be able to focus
on using the results from the surveys to improve services,
ensuring our survey service is providing the best possible
VFM. Based upon the estimated costs of the service, the
savings generated could be substantial, up to £900,000
over the next 5 years.
Valuing the Environment - one of our
‘Way We Work’ pledges is to ‘leave a positive impact on
the environment’. We have tapped into external funding
opportunities to drive additional business efficiency
relating to sustainability and energy.

Sustainability and Energy projects help to improve our business efficiency through the
identification and reduction of environmental impacts such as resource
use, energy and water consumption, waste disposal and business travel.
The direct financial cost of these impacts is around £2.5 million per year and the associated
carbon emissions are just under 8,000 tonnes. Through new ways of working and by adopting a
robust sustainability plan and environmental management system, these impacts can be reduced
or prevented through effective target setting, measurement, monitoring and intervention which
can result in financial and efficiency savings for the business, whilst at the same time reducing
environmental impact and delivering social value within our communities and beyond.
In the financial year 2013/14, we installed 90 solar PV units. The Solar PV units will generate a
feed in tariff income of £1,041,676 over 20 years and could potentially save each household
£200 - £300 per annum, dependent upon the size of the system installed and household behaviour
post installation. This could represent a combined saving of at least £18, 000 per year for the life of
the panels for those 90 customers.
Aster Energy recently accessed Renewable Heat Premium Payment (RHPP) funding of £175,000
to install 100 Air Source Heat Pumps. There are currently 140 air source heat pumps installed that
are eligible to claim renewable heat incentive (RHI) payments which are conservatively estimated
to generate a further income of £541,128 over the seven year period for which the payment
can be claimed.
Funding opportunities also exist to run lighter touch behaviour change projects, for example in
2013/14 we were awarded funding of £12,500 from the Department of Energy and Climate
Change and Cabinet Office to run projects aimed to change energy use behaviour of customers
and increase the knowledge of our staff. Throughout the year we used this funding to run
training sessions for over 100 colleagues and 50 customers. Our future sustainability and
energy targets are:
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10% reduction in Corporate energy bill (corporate estate and communal premises)
over the next two years subject to individual business cases;
5% reduction in business mileage and staff commute through the introduction of
a Group wide travel plan as part of the Way We Work project;
deliver business efficiency savings through effective waste management
(target to be set following waste minimisation audit);
launch Group Sustainability Plan and make links to forthcoming Corporate Strategy;
understand social value of every £ spent on sustainability projects; and
improve energy efficiency of customers’ homes through a retrofit strategy
The Wiltshire Housing PFI scheme has delivered 242 new homes – a mixture of one, two,
three and four-bedroom houses, flats and bungalows – in west Wiltshire. The homes have
been built to meet Level Three of the Code for Sustainable Homes, the system for measuring
the environmental performance of new housing, and incorporate a number of sustainable
features including low-energy light fittings and water consumption reduction technology.
The homes also achieve Lifetime Homes standard and can be
adapted to meet the needs of whoever is living there. Each property
contains extra space to make them suitable for wheelchair users.
They have also been fitted with wider than normal doors, removable
walls, and reinforced joists to accommodate customers with the
most complex needs.

Working with others

We have set up a VAT exempt Cost Sharing Vehicle (CSV)
called Aster Options Plus. This is of value to us as we are
unable to recover the majority of VAT charged by suppliers.
Apart from saving VAT, the CSV will deliver more VFM
through:
• working collaboratively;
• delivering an improved range of services;
• sharing costs;
• creating efficiencies and maximising resources;
• reducing procurement law compliance burden; and
• sharing knowledge and access to skills
The Group Board approved plans to establish a Cost
Sharing Vehicle (CSV) in August 2013, and in April 2014,
Aster and founder partner English Rural Housing Association
(ERHA) formed the CSV.
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Providing services to smaller housing associations saves the smaller associations the VAT on
the fees, giving them greater capacity. The CSV also enables us to work on other initiatives
with organisations which will lead to further efficiencies. In addition, through maximising
resources, it enables us to spread our cost base.
Our first strategic partnership went live in October 2013. The Tamar Aster Partnership
has combined our resources in Devon and Cornwall with Tamar Housing Society to reduce
the cost per unit of managing our homes and increase the collective strength of the
partners. The most recent analysis has identified a saving of £33,000 over the period of
the partnership. The housing management staff cost per property has
reduced from £331 in October 2013 to £284 in April 2014 which is
a 14% reduction in cost per unit. The Partnership has made savings
and reduced duplication. However, the real savings are non-monetary
and will continue to be so until our offices in Russell Court are sold or
relinquished when the additional cost saving from April 2015 will be
£47,832 per annum.
The Partnership supply chain is approximately
80% locally sourced investing in the regional
economy that supports the people we house.
Procuring services within the partnership has
resulted in VFM with, among others, Tamar
purchasing publishing and printing services
from Aster Group and Aster Communities
contributing to Tamar’s IT system, office costs
and overheads.

Social value with a business mind
Part of our commitment to being an ethical business is to help improve the life chances of the
people that live in our communities.
Delivering a mixed portfolio of homes for affordable housing, market rent and open market
sale enables us to provide new homes for a wider section of the community and not just
those in the greatest need. In 2013/14 we completed 488 new affordable homes and
105 for shared ownership.
We formed a joint venture company with Galliford Try to generate profits through the delivery
of homes for open market sale and we entered into contracts for over 770 homes. These
homes will generate a profit of £10m for the Group.
Delivering homes for market rent and market sale has enabled us to diversify into different
markets as well as considering opportunities for the benefit of the wider community
i.e. opportunities in education.
We ensure our new homes are well designed and in communities where
people want to live. Redeveloping existing stock improves the quality
of the housing we can offer to our both existing
and new customers.

19
2013/14
tion levels
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How satisfied are you with the overall quality of your home?		

82%

How satisfied are you with your neighbourhood as a place to live?

85%

Our future development strategy targets are:
to deliver 850 new affordable homes in 2014/15;
Aster Homes is targeted to make a net profit of £658,000 in 2014/15 which will be
gift aided back to the Group;
achieve £14m of sales income from shared ownership sales in 2014/15;
to deliver open market sales of £6m in 2014/15;
to deliver the 2011/15 HCA programme achieving grant income of £5m for the year;
to develop a suite of Standard house type templates which will deliver savings in
design fees in future years;
to rebalance the development programme in response to market conditions to deliver
80% section 106 schemes, which will generate cost savings of 11% in the programme
thereby creating capacity for an additional 300 homes;
providing development agency services to smaller Registered Providers enabling them
to unlock capacity to develop new homes; and
to identify two large scale redevelopment opportunities within the stock by end of
March 2015.
Another way we are adding value is through the Aster Apprenticeship Scheme. We have a
target to create, support and manage twelve new apprentice roles each year and to try
wherever viable to retain those apprentices in full-time roles. In 2013/14, we exceeded that
target by allocating 13 apprentice roles across the business. Twelve apprentices have been
retained by the business.
Aster Communities and Synergy Housing have worked very hard this year to mitigate the
effects of Welfare Reform for our customers and the business. Work has included visits
to affected customers, leaflets, articles on the website, a customer hotline and training and
information sessions for colleagues. The main changes which came in on April 1 2013 were
the Under Occupation Penalty and the Benefit Cap. However, there were also continuing
changes to Disability Assessments and Benefits and changes to council tax support. Despite
these changes and the continuing challenging economic climate, arrears were held steady.
In March 2014, they were 1.90% against 1.88% in March 2013. Aster also offers a debt
and benefit welfare advice service. During 2013/14, we assisted customers to
obtain benefits and grants of over £1.5 M, some of which will
have come back us as rent payments.
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During 2013/14 we worked hard to deliver value added outcomes against our mission to
‘improve local communities’. We did this through:
Our approach to Anti Social Behaviour (ASB):
• our Anti Social Behaviour team dealt with 814 cases of anti-social behaviour, including the
use and threats of violence, drugs, verbal abuse, harassment, domestic abuse and hate 		
related crime;
• our Neighbourhood teams dealt with a further 650 cases of environmental ASB, from untidy
gardens and misuse of communal areas, to fly tipping and abandoned vehicles; and
• we supported over 1200 victims and witnesses of ASB, and provided opportunities for
behaviour change for over 900 alleged perpetrators. We responded to 99% of those cases
which were classified as high risk within 24 hours.
Our approach to care and support:
• we provided over 160,000 hours of care and support;
• our Somerset Learning Disability service supported 45 people;
• our Kennet Safe House supported 25 families;
• 15 people with mental health problems have been accommodated in our specialist flats in
Swindon; and
• we completed almost 19,000 handyperson and minor adaptation jobs, installed over 2,000
telecare units, and completed over 580 major home adaptations, helping people maintain
independence in their own home.
We also:
• housed 137 homeless families within our temporary accommodation and 91% moved on
positively;
• held a welfare to work conference and 191 customers attended; and
• provided over £350,000 in grants to 185 organisations and projects in our communities.

tion levels
Customer satisfac s a t i s f i e d )
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How satisfied are you with the landlord service we provide?

85%

How satisfied are you with the advice and support you receive
from us re. claiming housing benefit and other welfare benefits?

75%

How satisfied are you with the advice and support you receive from
us re. managing your finances and paying rent and service charges?

69%

How satisfied are you with the way we support the community
in which you live?

68%
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Plans for next year
We could improve the way we make decisions on how we use our resources to
deliver value, and understand the trade offs and opportunity cost of our decisions
The work on the ‘Added Value’ project has shown the level of resource given to different
services, and has identified the level of money that is ‘discretionary’ spend. Work has begun
on assessing the level of impact these services have in delivering our Corporate Ambitions.
However, to improve our decision making the new Group Board will be clarifying the value
we want to achieve. This debate will include the way in which we apportion resources across
delivery of homes, services, and investment in stock. Clarity around the social value we want
to achieve will also ensure that our resources are targeted in the right areas.
We understand our asset base and have a strategy for optimising the future returns
and appraising potential options for improving value for money in line with our
purpose and objectives
Our approach to asset management means that we understand our assets and have a
strategy for ensuring we maximise our return on investment in line with our core purpose.
We can improve our performance management and scrutiny functions to ensure
that they are effective at driving and delivering improved value for money
We are introducing a new performance management system, which will give us have
real time data to proactively manage performance. We will also make better use of
benchmarking, and are progressing the use of out-of-sector benchmarking.
We have an understanding of the costs and outcomes of delivering specific services
and which underlying factors influence these costs and how they do so
Our service review statements, and the ‘Added Value’ project have ensured that we have
a good understanding of the costs of providing services. We will be carrying out further
work to understand the outcomes of providing services, and whether they are delivering our
Corporate Ambitions and providing services our customers value.

