Magenta Living Annual Report 2017/18

Chair’s Introduction
As Chair of the Magenta Living Board, it is my pleasure to introduce
Magenta Living’s 2017/18 Stakeholder Annual Report.
As an organisation that aims to plan well and effectively deliver
against those plans, the format of this year’s annual report is to
outline how we performed against the objectives contained within
our Company Plan for 2017/18. We agreed four strategic objectives
designed to help us achieve our mission of ‘Providing homes and
building communities where all can thrive’. The four objectives are:
• Providing – for our current and future customers
• Diversifying – to create a resilient business
• Adding value – effectively managing our resources
• Leading by example – ensuring our board and staff have the 		
appropriate skills to deliver the vision, values and objectives
This is the final year of a three-year Corporate Plan that was first
initiated in 2015. Throughout the report we will look back at what
we have done to achieve each objective in a ‘we said, we did’ format.
Since 2015, Magenta Living has faced many challenges, but I believe
we have delivered real improvements in the quality of homes and
services we provide to our customers and the wider community. We
have also evolved in response to the rapidly changing world around us
and we have diversified to provide new services and housing products
to communities in Wirral and beyond.
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David Clark - Chair of Magenta Living Board

Infographic summary of Company Plan 2017/18

OBJECTIVE 4 : LEADING BY EXAMPLE - Ensuring our board and staff have
the appropriate skills to deliver the vision, values and objectives

IMPROVE
ACCESSIBILITY

WIDENING OUR
CUSTOMER OFFER

ENSURE QUALITY
SERVICES

UNDERSTANDING
AND ENABLING

Telephony

Attract new customers

Assurance

Neighbourhood insight

Website

New tenure types

Customer satisfaction

Area based plans

Efficient core services

Improve Lettability

Performance management

Work with strategic partners

Reducing income
Falling demand from
traditional customers
Competition from
private rental sector

VISITING

ENSURING OUR BOARD
AND STAFF HAVE THE
APPROPRIATE SKILLS

DEVELOPMENT OF NEW HOMES
Expand into new local authority areas
100 homes for sale by Hilbre Homes

Succession planning board
appropriate training and
development

Stock replenishment

Assess against investor in people
framework

PROMOTING THE GROUP AND
ITS MEMBER ORGANISATIONS

BUILD PARTNERSHIPS

Develop strong brands in order to
attract new commercial opportunities
in line with our objectives

100 homes through Bamboo Estates
Negotiate with another registered
provider

Stakeholder perception survey

DEVELOP EXISTING PLANS AND
DEVELOP NEW CORPORATE
PLANS

SEEKING COMMERCIAL
OPPORTUNITIES AND GROWTH

Effective implementation of 2017/18
plan

Optimise commercial return of 24/7
services

Develop a corporate plan for 2018/21

Economy
Efficiency
Effectiveness

£

OBJECTIVE 2: DIVERSIFYING - Diversifying to create a resilient business

On behalf of the Board and staff of
Magenta Living, I hope you find this
report an informative and interesting
read and do please share any input,
comments or feedback you may have to
communications@magentaliving.org.uk

‘Providing homes and building
communities where all can
thrive’ - through four strategic
objectives

Risks
JUST

We have had a fantastic year and I am
already looking forward to the great things
Magenta Living will achieve over the
coming years and you will find some more
detail on our exciting future plans towards
the end of this document. It has been a
pleasure working with the Board, staff and
customers of Magenta Living this year and
I look forward to continuing doing so as we
continue our journey.

GO

OBJECTIVE 1 : PROVIDING - For our current and future customers

External contracts for Building Services

INCREASE CAPACITY

ADD VALUE THROUGH
PROCUREMENT

BUILDING COMMUNITIES

OPTIMISING RETURN
ON ASSETS

Save at least £3.67m

1% of materials supply contract

22 neighbourhood plans

Active asset management

Increase not operating margins

Make use of purchasing power

Brand as ‘Magenta Communities’

Develop new VFM strategy

Challenge contributor to offer
job opportunities

Create social value

Enhance stock evaluation
process

Additional revenue
streams to return to
Magenta Living’s core
objectives

MAGENT A LIVING

SOCIAL VALUE

OBJECTIVE 3: ADDING VALUE - Effectively managing our resources

David Clark
Chair of Magenta Living Board
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Magenta Living at a glance
The following is an overview summary of our
achievements from April 2017 to March 2018,
which includes key information that our tenants
and residents have told us they find useful.

Turnover

£64,123,000

Collected 100.4%
of rent due
Generated £17m in
social value

12,798 properties with
483 leaseholders and 17
shared ownership homes
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Built 184 new homes
Sold 57 properties under
Right to Buy

97.2% satisfied with

outcome of their ASB case
(140 out of 144 cases)

26,335

repairs completed
Dealt with 134,560
phone calls

100% of stock meets

decent homes standard
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Objective 1:
Providing – for our current
and future customers
2017/18 was the final year of Magenta
Living’s mission of ‘Providing homes and
building communities where all can thrive’.
This confirmed our commitment not only
to existing customers but also future
ones by placing a strong emphasis on our
continuing efforts to improve the delivery
of services. One of our four key objectives
was therefore to ensure that our customers
and stakeholders continue to receive quality
services that demonstrate real value for
money.
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“Providing
homes and
building
communities
where all can
thrive”

Bulb planting with local school children

Improving accessibility to our
services

www.magentaliving.org.uk

One of our goals for the year was
to implement a strategy to enhance
and improve telephony services,
communications and customer access
and our web-based service offer. During
2017/18 we enhanced our mobile offering
to staff so that Neighbourhood Housing
Officers now have instant access to tenancy
and property information and with the
introduction of electronic forms, staff are
empowered to update systems out of the
office and whilst in people’s homes.
Systems have also been upgraded to provide
a single point of access for telephony, email
and social media and Live Chat on our web
site has subsequently gone live. During the
year our Contact Centre received 134,560
calls, a reduction from previous years,
but we are seeing increased interactions
through other channels such as social media,
which shows customers can contact us via
their preferred method of choice. More and
more customers now prefer to access our
website from their mobile phone.

18,418

website visits per
month
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Interest in our social media accounts
are growing and customer queries are
becoming more frequent via social media.
April 2016 March 2017

120,782

April 2017March 2018
Mobile

March 2017: 4,282

131,769
Tablet

25,971

Followers on social media:

March 2018: 5,210

24,220

March 2017: 962
March 2018: 1,171
March 2017: 2,202
March 2018: 2,587

69,729

65,550
Desktop

Breakdown of access to our
services by devices
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March 2018: 140
Facebook
messenger
conversations
with customers
(not individual
messages): 563

Hartley Place - Ellesmere Port

Widening our customer offer
In order to further widen our customer offer, we reviewed our housing
and allocations policy and in February 2018 approved a new Allocating
Homes Policy. The effect of this will see our properties allocated via
two routes. The first route is through nomination from Wirral Council
with a minimum of 75% of empty homes allocated in this way. The
second route is through direct application to Magenta Living with a
smaller proportion of available homes being advertised on our website
and on Rightmove. Homes will be offered to the first applicant who
expresses interest, providing the applicant has a basic need for housing
and meets our letting criteria.
In 2017 we completed our first Extra Care Scheme, the £9 million, 75
home Hartley Place in Ellesmere Port which allows for independent
living with 24-hour support and care available. In Wirral we received
planning permission to start building a 21 home Extra Care in the
grounds of the existing Barncroft scheme. However, this was put on
hold after the government announced that supported housing rents
would be subject to the Local Housing Allowance cap. Now that this
issue has been resolved construction will start in late 2018.

£9m

invested on 75
extra care homes
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Ensuring our services achieve high levels of
quality
We want services for all that are efficient, effective and excellent with
the customer at the heart of our approach to service provision. With
this in mind, Customer Service Excellence (CSE) has been developed
to offer a practical tool for driving customer focused improvement. In
preparation for the audit, a self-assessment document was completed
providing evidence against 58 separate elements including Customer
Insight, Information and Access and Timeliness and Quality of Service.
The independent CSE auditor spent three days in total holding
focus groups with management, staff, stakeholders and customers.
Following the assessment, Magenta Living successfully retained the
CSE award with four elements highlighted as meeting the above and
beyond ‘Compliance Plus’ standard.
In order to achieve high levels of quality, we have also achieved
several internationally recognised accreditations including:
• ISO9001 provides a management framework to improve business
practices and helps provide services that meet our customers’
expectations
• ISO14001 for the environmental management of the business,
prescribing controls for those activities that have an effect on the
environment
• OHSAS18001 is a standard for occupational health and safety
management which enables us to manage risk and helps ensure
compliance with legislation.
Overchurch clean up
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Garden Competition 2017 - Winner

We recognise that we don`t always get
things right and the views of our customers
are important to us as their feedback is vital
in helping improve our services. Last year
we resolved 774 complaints and upheld 429
with 89% of complaints responded to within
15 working days. Our web site includes
further information on both complaints and
compliments received.
Adaptability is a company value and there
have been many challenges we have had to
respond to in order to keep our customers
secure in their tenancies. Full service
Universal Credit (UC) was introduced in
Wirral in November 2017 with the rate
of new claims increasing from 5 to 25 per
week. Currently there are just over 1,350
tenants claiming UC and the number is
expected to peak at around 4,500.
The sheer number of new cases has
impacted on rent arrears. This is to be
expected as it generally takes around 40
weeks for a tenant who claims UC to bring
their rent account back to the position
prior to claiming UC. The evidence to date
indicates we are dealing with new claims
effectively under full service as our income
collection performance for the year was
100.4% which included former tenants
arrears collected.

Collected

100.4%
of rent due
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Understanding and
enabling neighbourhoods
and communities
The Crossways and Dacre Hill estates
in Wirral have been key projects
throughout 2017/18 for Magenta
Living. We have been working hard to
not only deliver new homes but also to
ensure existing properties are improved
and tenants are happy in their homes
and neighbourhoods.

Receiving keys to home on Crossways Estate in Bidston
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It was a successful year for the
Crossways Improvement Project with
Phase 2 of the scheme being completed
with properties in Hoblyn and Collin
Road now having the gilbury units
demolished and bathrooms successfully
relocated upstairs. There is now roughly
a 50/50 split between two and threebedroom properties thus offering
greater choice and a more sustainable
future for the estate. Satisfaction with
the works carried out remains very high
with 93% of residents very satisfied
and 7% satisfied with the improvement
work carried out to their home. At the
beginning of the year there were 14
voids in these two roads with the figure
dropping to four at the end of the
financial year.

All residents have been kept informed of
updates and progress of the works. Phase
3 of the scheme involves identifying a
contractor who will consider building new
homes on the cleared site and finalising the
works for residents of Naylor Road.
The improvement works to Dacre Hill
properties continue with specific works to
eradicate damp including internal flooring
replacement, reducing levels outside the
properties, plastering, installation of whole
house ventilation, chimney stack removal
and replacement of kitchens where required.
52 out of 73 Phase 2 properties were
improved and handed over during 2017/18.
We are currently working on a programme
to ensure access is gained to the remaining
properties.

100%

of Crossways
residents satisfied
with work carried
out to their home

Specific works to a property
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Our lettability budget is aimed at
focusing investment on increasing
the sustainability of our homes and
in some cases the surrounding areas.
Some of the budget has been used for
the installation of PIV (positive input
ventilation) units and we have reduced
condensation in over 600 homes.
We have also seen a significant
reduction in the number of inspections
for damp/condensation problems. The
budget has also been used to install
metal railings to deter anti-social
behaviour at some low-rise blocks in
Wallasey, Central Birkenhead and at
Hoole Road shops in Woodchurch.
Since their installation there have
been no further reports of anti-social
behaviour.

Condensation
reduced in over

600 homes
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Keeping in touch with our tenants

We said, we did

Deliverable

				

We said (target)
		

We did (performance)

% Urgent repairs completed within target

98.0

99.4

% Non-urgent repairs completed within target

98.0

89.1

% Tenants satisfied with outcome of ASB cases

90.0

97.2

% Contact centre customer satisfaction

95

95.7

Website visits per month

16,000

18,418

% New tenants satisfied with new home

97.5

97.1

Working voids (units)

175

206
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Objective 2:
Diversifying to create a
resilient business

Our operating
environment is an
increasingly challenging
one. In order to sustain
viability and to mitigate
risks to improve value
for money, we need
to diversify into new
service areas and new
geographical locations.
McGarva Way, Ellesmere Port
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Increasing housing supply and diversifying
the tenure of our housing portfolio

Hilbre Homes : Barleyfield scheme, Pensby

Magenta Living has been looking to expand within the Liverpool City
Region and into the Cheshire region and we completed three projects
in Cheshire West and Chester. Hartley Place and McGarva Way were
completed in Ellesmere Port and we bought 10 houses at Backford
Park, just outside of Chester.
We have submitted a planning application for 71 homes on Halton
Road, Runcorn and acquired a site for construction of around 250
homes in Widnes. We are also looking for opportunities for affordable
housing sites in Cheshire East.
Hilbre Homes is our build for sale subsidiary in partnership with a
construction company, Starfish. Hilbre Homes will build new homes
for outright sale in areas including Wirral. Income from sale receipts
from homes built for sale by Hilbre Homes will go towards funding
to provide the subsidies for future homes and services provided
by Magenta Living. Our first scheme went live in April 2017 at
Barleyfield, Wirral comprising of 14 two, three and four-bedroom
houses. Since then, Hilbre Homes has acquired five more sites which
provides a strong build programme for the next 18 months and
will supply a further 122 units for sale. Barleyfield has been a great
success with nine out of 14 plots reserved off-plan, and with the
development due for completion in summer 2018 we hope to see
Hilbre’s first sales coming through very soon.

250

new homes
in Widnes

BARLEYFIELD
2017

BUILDING BETTER HOMES AND COMMUNITIES
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Hardshaw House

1,073

properties let

Bamboo Lettings is a private lettings
joint venture with Torus Housing
Association. Social housing units are
leased to Bamboo on a five-year basis,
during this time Bamboo lets the units
in the private rent market and achieves
a rental uplift of around £30 per week.
All profits generated are gift-aided back
to Magenta Living and Torus to use to
subsidise the development of additional
new homes. Since August 2017, we
leased 59 properties to Bamboo
Lettings and aim to lease 100 in total.
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Building partnerships to
deliver increased financial
capacity
In January 2018, we successfully completed
the purchase of over 400 affordable
homes from Your Housing Group following
a successful consultation process. The
properties transferred included rented,
supported, leaseholder and shared
ownership properties as well as several
garages across a range of different
neighbourhoods throughout Wirral.
A partnership between Wirral Ark and
Magenta Living saw the renovation of Mary
Cole House, a homelessness prevention,
support and accommodation service. The
renovations included a part demolition and
refurbishment of the existing building with a
wraparound new build extension which was
completed in March 2018. Magenta Living
project managed the development whilst
Wirral Ark provided specialist knowledge
into homelessness in the local area. The new
facilities and improved layout allow for a
much more relaxed environment which will
ultimately help improve the lives of many
people in need of support in our community.
We will continue our valuable partnership
with Wirral Ark throughout 2018/19 and
help support the great work they are doing
in our community.

400

Over
affordable homes
purchased from
Your Housing
Group

Mary Cole House renovation
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Mary Cole House opening by Mayor of Wirral

Partnership event

We are also proud to work in
partnership with Wirral Met College
who provide us with local, talented
students who are enthusiastic about
starting an apprenticeship leading to a
successful career. In January 2018, we
signed a Partnership Commitment with
Wirral Met which agreed the college
will provide insight and expertise,
which will allow us to create more of
a strategic workforce. We will provide
feedback and input to the development
of Wirral Met’s curriculum to ensure
it meets the needs of our business
as well as providing work experience
and apprenticeship opportunities for
students

We hired

Renovations in progress
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5
new trade

apprentices

Seeking commercial
opportunities and growth

Trade to Measure

One of Building Services’ key objectives
is the development of activities in new
business areas which complement
our core business activities. We have
had success recently in tendering for
public sector and registered provider
contracts, notably Sanctuary, Wirral
Council and Your Housing Group.
Our contract to provide maintenance
services for Prima Group has been
extended. The anticipated value of our
external activities is approximately
£660,000. We are also currently
carrying out a pilot project, Trade
to Measure, for the direct selling of
building maintenance services to the
public through a joint initiative with
Rand Associates.

Value of external
activities

£660,000
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Contact Centre in Partnership Building

134,560
calls dealt with

Another key area for growth is the
Contact Centre and we have identified
great opportunities for diversification
and growth in our ‘business to business’
offering. In March 2018 we successfully
completed our first year of delivering
an out of hours call handling contract
for Onward Homes. This was our first
venture into competitive tendering,
bidding for an out of hours emergency
repairs call handling contract. Onward
Homes have over 36,000 properties
across the North West and winning
this contract is a huge achievement
for Magenta Living. Feedback from
Onward Homes stated:
“The service provided by Magenta
Living is excellent and it’s a massive
benefit working in partnership
with a fellow social landlord who
have exceptional knowledge and
understanding of the needs of our
customers and how to deliver a great
out of hours customer experience.”
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We said, we did

Deliverable

				
Partners to work with Magenta
Bamboo lettings
New homes delivered on target (units)

We said (target)

We did (performance)

1

1*

96

59

124

184

*Partnering with YHG to purchase all their Wirral properties
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Objective 3:
Adding value – effectively
managing our resources

CCTV control centre at Magenta Living

At Magenta Living,
Value for Money
(VfM) runs through
everything we do
and as it is such an
important issue we
set out not only our
achievements for the
year 2017/18 but also
our challenges and our
plans for the future.
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Crossways Estate

Our Operating Environment, and how it
affects our VfM objectives
Since 2016 all housing associations have been required to reduce
the rents they charge by 1% per year until 2020. This means that
Magenta Living was required to make savings of approximately
£25m to return our business plan to its original position. We are
achieving this in two main ways:
Barncroft Extra Care Scheme

• We made early and significant cuts to our management costs.
These were balanced and spread across the company so that all
the services upon which our customers and stakeholders rely are
maintained.

Barncroft Extracare for Magenta Living

Proposed 3D View

P4086 - 002 A

Scale @ A3
September 2015

• We have reprioritised and re-profiled some elements of major
repairs and improvements expenditure. This has and will deliver
the efficiency savings required without negatively impacting the
condition of our housing stock.
We are ahead of target to deliver the required savings and in
doing so, have generated additional capacity in our business plan
to deliver additional new homes across a range of tenures.

Clifton Avenue

We are committed to working with Government to build the
homes the country needs. We have plans to significantly
increase investment in new homes over the next five years to
meet different needs, with properties built for rent, sale and
shared ownership. We aim to build 839 homes across a variety
of tenures by 2022. 655 of these are still to be built. We are
seeking to raise additional finance to increase the size of our
development programme to 2,270 homes.
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Hardshaw House

As highlighted in the ‘Diversifying’ section of this report, we have
established two joint ventures to support the delivery of our
development aspirations. We aim to transfer up to 100 social
rented properties into Bamboo Lettings to be let at market rents to
households who would not qualify for a social letting. This activity is
expected to make a budgeted gross return of £2.1m over five years.
This surplus will be recycled in our core social housing business to
provide an in-house subsidy to support the building of homes for social
rent. We have also established Hilbre Homes which will build up to 326
homes for sale and generate profits of £3.8m over the next five years
with these profits also being recycled into core social housing business.
As well as building new homes over the next five years we will continue
to invest in our existing homes to ensure they remain up to a modern
standard. We are awaiting the recommendations from the official
inquiries into the tragic fire that took place at Grenfell Tower in North
Kensington. Magenta Living will ensure a full response on its eight high
rise blocks is provided.
As highlighted in the ‘Providing’ section of this report, Universal Credit
still represents the biggest risk to our income. We now have just over
1,350 tenants claiming Universal Credit and we anticipate a further
3,150 customers will eventually receive this benefit. Despite the
challenges this poses, our performance on rent collection remains very
strong at over 100%.

Projected
gross return of

£2.1m
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over five years

Optimising our return on assets through active asset
management
In 2017/18 we developed our Active Asset Management Strategy which sets out how
we will seek to understand and maximise the performance of our assets. To do this we
need to ensure that the information we hold on our assets is accurate and up to date.
We have therefore commissioned property consultancy company Savills to carry out a
40% stock condition survey of our properties with the remaining 60% of surveys being
carried out over the next couple of years. Using this information, along with other business
intelligence, we will ensure that we are investing in the right properties in the right areas at
the right time.
We also need to be able to demonstrate that we understand how much money is spent on
maintaining and managing our properties and how much income they generate through our
rents. This is known as the Net Present Value (NPV) of the property. Where our properties
are not achieving the maximum expected NPV we need to make a decision about what to
do with those properties so they provide VfM. Properties with a negative NPV are subject
to an options appraisal which is a process used to decide the future of any properties
which don’t represent effective VfM.

Brackendale

The Towers

The option appraisal process involves staff carrying out site inspections and gathering
all the information relating to that specific property and its surrounding area. A panel of
senior managers considers data about the property and other information such as demand
for that particular property type, demand for the area and other information including
economic, social and environmental factors. Using the ‘DRIPS’ methodology we then
make a decision to either Dispose, Repair, Improve, Postpone or Sell. A small number of
properties have been already identified and have gone through this process.
In 2018/19 we will continue to invest in our improvement programmes such as renewing
kitchens and bathrooms. We will also develop neighbourhood plans for each of our 22
neighbourhoods using our asset data, business intelligence and data relating to health,
education, social and the economic environment. We will share these neighbourhood plans
with relevant stakeholders and regulators so they can be clear of our intentions in relation
to the future of our assets.
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Building communities by investing in targeted
services and activities
In addition to our investment in new and existing homes, we also
invest heavily in the communities we operate, promoting community
regeneration, financial inclusion and improving the physical
environment. Our community regeneration work under the brand
of ‘Magenta Communities’ has continued through 2017/18 and our
Social Value Statement demonstrates how partnerships are key to
both achieving our social value targets and attracting investment
for such activities. We continue our approach of applying wellbeing
valuation to our community activities to highlight the huge social
value we create whilst operating in neighbourhoods locally. The
wellbeing valuation assigns a value to increases in an individual’s
wellbeing, thus enabling social impact to be given a monetary, social
value. Using wellbeing valuation to measure the social value created
by Magenta Living’s work in neighbourhoods during 2017/18,
we calculate a total social value of just over £17m. The outcomes
contributing to this figure include:
• Community regeneration activities with a social value of £3.0m
• Environmental activities with a social value of £7.3m
• Financial inclusion activities with a social value of £6.7m
The full social value statement can be found on our website
magentaliving.org.uk/annualreports which explains the methodology
in greater detail. In addition to the wellbeing valuation figures, the
Magenta Communities document also features case studies, further
detail on our activities within neighbourhoods and logic maps.
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Created social
value of over

£17m

Community event: HYPE

‘Adding value’ through procurement

Travis Perkins Community Legacy Fund project

Whilst seeking to minimise costs through the procurement of
contracts we also seek to secure work opportunities, funding for
community initiatives and ensure local suppliers are prioritised
where possible. In 2017/18 we procured 15 major contracts with a
total value of £5.3m. In doing so we achieved savings of £928,000
compared to the previous price or market rate for those goods and
services. We also continued to benefit from £556,000 savings on
previously procured contracts still in place.
A great example of using procurement practices to add value to the
communities we serve is our relationship with our material’s supplier,
Travis Perkins Managed Services. Part of the social value commitment
within the contract to provide materials for repair and maintenance
of our properties is the establishment of a ‘Legacy Fund’ which is reinvested into community regeneration activities including training,
employment creation and environmental projects. For example,
a partnership project between and Magenta Living and Tranmere
Rovers Football Club (TRFC), funded through the Travis Perkins
Legacy Fund, has offered eight young people living in Magenta Living
properties a pathway to employment as a sports coach. All eight
participants have gained qualifications and have identified the next
steps in their career with three gaining employment with TRFC and
two being offered jobs with other employers.

Contract
procurement

£5.3m
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Increasing capacity through effective financial
resource management
We continue to deliver the cost savings required in response to the
1% rent reduction and have achieved in excess of £5m more than
our original target to date. We have also maintained the level of
revenue we generate from non-social housing activity at £2.1m which
exceeded the target set of £1.6m. Amongst other things this has
enabled us to successfully acquire over 400 homes from Your Housing
Group, increasing our stock holding on Wirral and ultimately helping
reduce management costs in the medium to long term. Looking ahead
it will enable us to invest in the building of more new homes and
improved services.
Staff five-a-side tournament

We also seek to increase capacity within our workforce and in
2017/18 we saved £303,000 on staffing costs by reducing staff
turnover and also by reducing staff sickness absence from 7.9 days
per employee to 6.7 days.
Staff summer hike up Mount Snowdon

£303,000
savings on staffing
costs
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We said, we did

Deliverable

				

We said (target)

We did (performance)

Footfall community houses

28,500

32,053

Number positive outcomes through the
Working on Wirral (WOW) project

180

251

Number opportunities through procurement

15

61

% Stock achieving decent homes standard

100

100

% Void rent loss

3

2.9

Budgeted v actual expenditure

100

92.6
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Our performance against the
Regulator of Social Housing’s
VfM metrics
In 2018 the Regulator of Social Housing
(RSH) requires all housing associations to
publish their performance against a defined
suite of value for money metrics.
Our operating margin has changed from
29.6% to 17.2% due to the changes outlined
in our Headline Cost per Unit calculation.
Our Headline Cost per Unit has risen to
£3,436 compared to the 2016-17 figure of
£2,970. This is mainly due to an increase
in pension service costs of £114 per unit;
increased major works expenditure of £231
per unit and increased routine maintenance
works of £78 per unit. (The median figure
for the sector as a whole for 2017-18 will
be published in the RSH’s global accounts
in winter 2018/19. In next year’s annual
report, we will be able to compare our
performance against that of other housing
associations).

METRIC
New Supply
Social Housing

1.38%

Non-social Housing

1.41%

Gearing

39.70%

EBITDA MRI Interest Cover

467.10%

Operating Margin
Operating margin SHL

15.63%

Operating margin overall

17.20%

Return on capital employed

8.10%

Headline social housing cost per unit

£3,436

We developed 184 new homes for rent and sale.
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PERFORMANCE

HEADLINE COST PER UNIT
£27
£576
£982

£1,065

£467
£249

£1,065

£747

£792

£991

£910

£3,298

£1,500

£1,494

£1,321

£1,207

MAGENTA LIVING,
£2907

NORTHERN
HOUSING
ASSOCIATIONS >
7500 UNITS,
£3158

SECTOR
AVERAGE,
£3699

2016/17
Management and Service Costs		

Maintenance Costs

Major Repair Costs				

Other Social Housing Costs

£1,065

MEDIAN. £3298

MAGENTA LIVING,
£3436

2017/18
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The table below sets out our Headline cost per unit for 2016/17 compared to our peer group of northern housing
associations with more than 7,500 homes.

Northern Housing Associations with more than 7500 units
Organisation

Region with 50%+ of social
stock owned

Headline Social Housing Costs per Unit
£’s

Livin Housing Limited

North East

2,101

Ongo Homes Limited

Yorkshire & the Humber

2,245

Adactus Housing Group Limited

North West

2,444

One Manchester Limited

North West

2,582

Coast & Country Housing Limited

North West

2,638

Liverpool Mutual Homes Limited

North West

2,641

Torus62 Limited

North West

2,664

Knowsley Housing Trust

North West

2,754

Together Housing Group Limited

Yorkshire & the Humber

2,758

Gentoo Group Limited

North East

2,874

Wirral Partnership Homes Limited

North West

2,907

Incommunities Group Limited

Yorkshire & the Humber

2,911

Wakefield And District Housing Limited

Yorkshire & the Humber

3,030

New Charter Housing Trust Limited

North West

3,065

Plus Dane Housing Group Limited

North West

3,074

County Durham Housing Group Limited

North East

3,121

Thirteen Housing Group Limited

North East

3,136

Wythenshawe Community Housing Group LTD North West
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3,206

Northern Housing Associations with more than 7500 units
Organisation

Region with 50%+ of social
stock owned

Headline Social Housing Costs per Unit
£’s

Isos Housing Limited

North East

3,219

Shoreline Housing Partnership Ltd

Yorkshire & the Humber

3,238

Onward Homes Limited

North West

3,249

ForViva Group Limited

North West

3,336

One Vision Housing Limited

North West

3,450

First Choice Homes Oldham Limited

North West

3,525

Trafford Housing Trust Limited

North West

3,618

Your Housing Group Limited

North West

3,688

Bernicia Group Limited

North East

3,720

Rochdale Boroughwide Housing Limited

North West

3,904

Bolton at Home

North West

3,984

Progress Housing Group Limited

North West

4,595

Salix Homes Limited

North West

5,656

Median Cost Per Unit

3,121
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Performance against our own targets
Measure

Performance
2016/17

Target
2017/18

Performance
2017/18

If we didn’t achieve our target, what are we going to
do?

Costs, Efficiency and Revenue
Headline cost per unit

£2,970

£3,340

£3,436

We will continue to manage our costs to achieve the
savings we need to make whilst also increasing capacity
to support the building of new homes.

Net Operating Margin

29.6%

20.0%

38.0%

As above

Revenue from non-social
housing

£2.3m

£1.4m

48

48

184

Target met

7

80

7

100%

100%

100%

We have increased the pace of our development for sale
programme for Magenta Living and Hilbre Homes
Target met

Target met

Active Asset Management
New housing supply - rental
(units)
New housing supply - for sale
(units)
Compliance with the decent
homes standard

Responsive Repairs and Voids
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Numbers of stock vacant
(working)

202

175

206

Numbers of stock vacant
(strategic)

191

N/A

143

We have increased the resources to manage empty
properties and have set a target of 70 working voids by
31/3/19
As above

Void rent loss

2.8%

2.8%

2.9%

As above

Measure

Performance
2016/17

Target
2017/18

Performance
2017/18

If we didn’t achieve our target, what are we going to
do?

Rent Collection and Arrears
Rent collection and arrears
Benefits secured by in-house
advisors

100.3%
£2.3m

99.2%
£2.3m

100.4%
£2.2m

Target met
We will continue to support our customers in securing all
the benefits to which they are entitled.

77.3%

73.3%

73.3%

Target met

71.9

72.0

72.2

Target met

22.3

20.0

16.3

Target met

53

60

61

Target met

174

180

251

Target met

£256,000
7.9
78.8%

N/A
7.9
80%

£303,000
6.7
88.3%

n/a
Target met
Target met

Major Works and Cyclical Maintenance
Energy efficiency of ‘C’ or
better (% of props)
SAP rating

Lettings
Average days to relet a minor
void

Building Communities
Jobs and apprenticeships
secured through procurement
Positive outcomes through
Working on Wirral (WOW)

Our People
Savings on staff turnover
Staff sickness (days)
Staff engagement
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Contact Centre staff training

Objective 4:
Leading by example –
ensuring our Board and
staff have the appropriate
skills to deliver the vision,
values and objectives
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This priority seeks
to ensure that
Magenta Living has
the appropriate
organisational
form, governance,
legislation, culture
and people to deliver
on our mission.

Ensuring our Board and staff
have the appropriate skills
Through our ‘Vibrant Futures’ organisational
development strategy, we have taken steps
to ensure we have the right staff, with the
right skills, that are aligned to our values,
objectives and future direction of the
company. We have also ensured our Board
Directors, in partnership with our Executive
Leadership Team, have the necessary skills
to provide strategic leadership and direction
for the organisation.

1600 training

courses available to
staff

Staff training during 2017/18 was increased
to fully utilise the funding available from
the Apprenticeship Levy. We were able to
upskill 19 technicians through a bespoke
multi-skilling training programme utilising
this additional funding and supporting
Building Services to achieve their objectives.
In addition to traditional training, we
launched our new e-learning platform in
September 2017. This web-based system
has transferred most of our mandatory
training on line, enabling easy monitoring for
managers and giving greater flexibility with
access available from home and work for all
employees to approximately 1,600 courses.
Board Director appraisals are undertaken
annually, and a development plan
is produced to address training and
development requirements identified.

Apprentices from Wirral Met College
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All collective areas of development were
addressed via in-house and external training
as well as attendance at conferences and
seminars. Board Director re-appointments
are subject to continued satisfactory
performance and a successful annual
appraisal.
Sickness absence amongst staff reached a
record low at 6.7 working days lost at the
end of March 2018. This is from a position
of 10.9 days in March 2016 and is the result
of changes to sick pay entitlements and the
absence policy. The current performance
is in the top quartile in Housemark when
compared against others in the sector.
Magenta Living carries out a self-assessment
each year against the NHF Code of
Governance requirements and we were fully
compliant in 2017/18 with details reported
to Magenta Living’s Board as part of the
annual governance report.

Staff summer hike up Mount Snowdon
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Promoting the group and its
member organisations
Failure to protect and enhance our
reputation amongst key stakeholders could
lead to decreasing levels of customer
satisfaction and loss of future opportunities.
We therefore conducted a stakeholder
perception survey in September 2017
with stakeholders including tenants and
residents, contractors, local businesses,
Wirral Council, politicians, other housing
associations and local public-sector
agencies. The findings were very positive.
For example, when asked ‘How likely are
you to recommend Magenta Living to a
colleague as an organisation to do business
with’ the average score, out of 10, was 8.5.
Our strengths were viewed as being
an experienced provider of quality
housing, whose staff are approachable,
knowledgeable and tenant focused. Key
weaknesses identified were that we are still
seen as being part of Wirral Council, not
building enough new homes and not seen as
a commercial organisation.

‘An experienced
provider of quality
housing’

WIRRAL NHS Community Foundation Trust Chief Executive Karen Howell
with Brian Simpson, Magenta Living Chief Executive
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Key findings of stakeholder
survey

Don’t build
enough new
homes

79%

68%
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Magenta
Living: Key
weaknesses

Seen as being part
of Wirral Council

27%

Wider range of
housing types
available

Magenta
Living: Key
Strengths

Provider of good
services to tenants

21%

22%

We carried out an independent stakeholder
perception survey which delivered our target
set of a 40% response rate. The following gives
an overview of the results. We have developed
an action plan to ensure our engagement with
stakeholders improves.

Experienced
Landlord

Not seen as
a commercial
organisation

53%

Competetive
Advantages

Approachable staff

67%

Affordable rents

47%

More tenant
focussed

40%

10

Quality of
accommodation

Getting Things Done
(delivering our
promises)

Stock Survey/
Repairs/
Empty Houses/
Refurbishments

8.2

Professionalism of Staff

7.9

Working in Partnership

7.6

Meeting Wider
Community Needs

7.5

Quality of Services

7.3

Delivering Plans
(finishing what we
started)

Ratings
received on
a scale of 1
to 10

1

15.9%

Short-Term
Focus

Acquiring/ Building
New Homes

14.8%

Building/ Providing
More Housing

39.3%

Longer-Term
Focus

Property
Development Tenures/ Sites/
Diversifying

68%
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We said, we did

Deliverable
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We said (target)

We did (performance)

Days sickness per employee

7.9

6.7

% Staff great place to work and great future

80

88.3

% Board director meeting attendance

94

96.3

% Board director training attendance

95

96.8

Final words from Chief Executive,
Brian Simpson
Looking back, 2017/18 has been a very positive year for Magenta
Living and through our four strategic objectives, I believe we have been
successful in delivering our vision of ‘Providing homes and building
communities where all can thrive.’ Throughout the year we were
planning for the future by developing a new Corporate Plan that sets
out the direction for the organisation over the next five years.
The new plan has been developed and approved by Magenta Living’s
Board with involvement from our customers, staff and stakeholders. This
is an exciting time for us as we launch our new framework for our plans
which includes our new Vision, Values and VIBE.

Corporate Plan
Vibrant ... homes, lives,
neighbourhoods

Strategic objectives:
ibrant, values
driven culture
(People)
nvesting in our
current and future
homes (Assets)
usinesslike to deliver
greater Value for Money
(Resources)
xcellent services and
neighbourhoods (Customers)

Ambitious -

being bold in
our pursuit of
excellence

Adaptable -

being innovative
to help us achieve
excellence

Accountable -

acting with integrity
and engaging with
partners to ensure
continued excellence

Brian Simpson - Chief Executive, Magenta Living
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Corporate Plan 2018 - 2023
Our new vision is based on what we want to achieve and our ambitious
goal: “Vibrant…homes, lives, neighbourhoods.”
Our Values reflect what to expect from our staff and how we operate to
ensure we deliver our Vision. These values are:
• Ambitious – being bold in our pursuit of excellence
• Adaptable – being innovative to help us achieve excellence
• Accountable – acting with integrity and engaging with 		
partners to ensure continued excellence
We have created four strategic objectives (our VIBE) which we use to
measure progress towards the achievement of our Vision. Our VIBE
makes use of a balanced scorecard approach incorporating effective
people, effective use of our assets, efficient processes and use of
resources and engagement with our customers.
•
•
•
•

V
I
B
E

ibrant, values driven culture
nvesting in our current and future homes
usinesslike to deliver greater Value for Money
xcellent services and neighbourhoods

Value for Money (VfM) is an important part of everything we do and
the VfM roadmap takes key strategic activities, projects and deliverable
outcomes from our Corporate Plan and explains how, when taken
as a whole, they will enable us to demonstrate in an accessible and
transparent way to all of our stakeholders the extent to which we are
delivering improvements in VfM. The activities are intrinsic within our
four VIBE strategic objectives, but they describe our VfM journey in a
slightly different way.
Magenta Living - Partnership Building , Birkenhead
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Our VfM Roadmap is
presented in a graphical
format below and is
followed by our VfM
metrics and targets.

Our Value for Money Roadmap 2018-2023

Leadership
Staff engagement
Ambitious, adaptable and
accountable
Health and wellbeing

VfM core services
Procurement
Marketing core services
Treasury management
Transparency

Vibrant
Values driven
culture
(People)

Excellent
Services and
Neighbourhoods
(Customers)

Businesslike to
deliver greater
VfM
(Resources)

Investing in
our current and
future homes
(Assets)

Digitalisation
Engagement with tenants
Agile and responsive services

Asset investment
New supply and aquisition
Diversification
Strategic activity
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Our VfM metrics and targets

Vibrant, values-driven culture
Measure

2017-18
(estimate)

Benchmarking
information

2018-19 target

Measure

2017-18 (estimate)

Benchmarking
information

2018-19 target

Investors in People

We currently hold an
IiP Gold accreditation

Not applicable

Retain IiP Gold

Headline social housing cost
per unit*

£3060 (peer group
median for 2016-17)

A year-on-year
improvement in
staff engagement, as
measured by our inhouse staff survey.

79%***

NA

83%

£2912***
(£3,340 based upon the
approved budget)

£3,778 ( £2m
increase in major
works costs.
£1m increase in
management and
support)

Operating Margin (overall)*

27.4%

17.71%

Ongoing staff sickness
levels at below peer
group average

6.7 days

Approximately 8 days
anticipated for 2017-18
for Housemark peer
group

Maintain at 6.7 days
(likely to be top
quartile)

28.7%***
(34%)

Operating Margin (social
housing lettings)*

28%***

30.5%

23.26%

248%

415%

(91.4%)

Q1 for peer group
92.1% (Q1= 92.1%
median = 89.7%)

Maintain at over
90%

EBITDA MRI %(as a
percentage of interest)*

567%***

Customer satisfaction
with the services
provided by Magenta
Living**

Gearing %*

41.65%***

50.1%

44.2%

Return on Capital Employed
(Capital ROCE)*

10.78%***

5.32%

5.4%

Rent collection**

(100.7%)

NA

99%

Key to Symbols
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Businesslike

* = HCA Value for Money metric
** = Sector scorecard metric
*** = 2016 - 2017 figure

Excellence

Investing
Measure

2017-18
(estimate)

Benchmarking
information

2018-19 target

Measure

2017-18
(estimate)

Benchmarking
information

2018-19
target

Units developed (as a percentage
of units owned) (A-social)

0.38%***
(1% based on 134
completions /
13,386 social units
at year end)

0.63%

0.1% (estimate
based upon 13 social
completions. We
will start 427 social
units)

Customer satisfaction with the
neighbourhood**

(89.6%)

89.7%
(QI=88.7% median
=87.0%)

90%

N/A

37.5%***
121% (based upon
17 units developed
/ 14 units in
ownership at year
end)

0.06%

To be completed
pending
development of
digital strategy

Development programme
delivery Magenta Living and
(Hilbre)

Target is 13
completions
Magenta (14 Hilbre)

N/A

Target is 27
completions

Reinvestment %*

7.44%***

7.7%

To be confirmed
following approval of
2018 - 19 budget

Customer satisfaction with the
home

90.4%

90.6%
(QI=90.6%
median=87.76%)

90%

Units developed (as a percentage
of units owned) (B-non-social)*

Key to Symbols

N/A (we will start 68
non-social units).

Increases in digital service
contacts

N/A

Occupancy**

N/A

N/A

97%

Tenancy sustainability – the
percentage of new lettings
maintained longer than 12
months

(92.9%)

N/A

93%

Customer satisfaction that their
rent represents Value for Money

(94.1%)

92.9%
(QI=90.2% median
= 86.5%)

94%

* = HCA Value for Money metric
** = Sector scorecard metric
*** = 2016 - 2017 figure
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Income – how each £1 is received
In order to help our stakeholders better
understand the finances of Magenta Living an
infographic has been produced which I hope
is both clear and concise. The charts on the
right hand side show how each £1 is received
and where each £1 is spent.
Our operating environment is changing at an
ever-increasing pace and we will therefore
review our Corporate Plan annually to ensure
it remains current and relevant. We will also
ensure we deliver Value for Money to our
current and future customers to achieve
our new vision of Vibrant…homes, lives,
neighbourhoods.
If you have any feedback, thoughts or
comments on our annual report please
contact our Communications Team on
communications@magentaliving.org.uk
Brian Simpson
Chief Executive
Magenta Living

Housing rent received

79p

Grants

13p

Shops & garage rent

2p

Service charge income

1p

Other social housing
activities

2p

Other income

3p

Expenditure – where each £1 is spent
Works to existing properties

29p

Management costs

10p

Housing services

9p

Financing costs

5p

Development & acquisition of 46p
new housing
Other social housing costs
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1p

Magenta Living
Partnership Building
Birkenhead
CH41 5AA
Registered in England: 491 2562
NHF Registered: 86239
Registered charity: 1106969

0808 100 9596		

magentaliving.org.uk

magentaliving		 MagentaLive
magentaliving		 contactus@magentaliving.org.uk
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