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Introduction

One Manchester was formed in 2015 from the merger of City South Manchester Housing
Trust and Eastlands Homes. We now own and manage around 12,000 rented homes as
well as managing over 500 leasehold properties across Manchester.
Whilst we have achieved so much already, there is a huge
amount of opportunity still ahead of us to make a real and
long-lasting difference to the people who live in our places,
something that is and always will be at the heart of what we
stand for as an organisation. Our task is to maximise our
investment in place and opportunity by working smarter,
effectively deploying our resources to maximise our impact.

We are an experienced and trustworthy landlord, providing
good quality homes that are safe, secure, warm and
affordable. Since merger we have built on the great work
of both organisations and achieved greater capacity to
grow and deliver with a very strong financial base. With
Manchester City Council (MCC) we have a shared ambition
to maintain successful and inclusive places that build the local
economy, offer choice and provide opportunities for local
residents. Over the last few years our work with partners
in the Greater Manchester Housing Providers, the Greater
Manchester Mayor and Combined Authority adds more to
our offer through collaboration.

One of the key drivers for the merger was to generate capacity
to deliver growth. From a standing start in 2015 we adopted
a growth strategy which has been about investment in place,
design and energy-efficiency, affordability and choice across
tenures. By 2021 we will have developed over 1,000 new
homes and our target is to reach 2,400 new homes by 2034.
To achieve that we will be further increasing our financial and
delivery capacity over the coming twelve months.

Manchester has reinvented itself many times in its history, to be
a city of aspiration and opportunity. With devolution, the city
becomes the hub of the region, leading the way in England
with new powers, influence and control. It has two aims –
increasing the economic growth of the region and reforming
public services to maximise residents’ opportunities and
pooling resources to deliver better outcomes.

Our five-year vision is to broaden our areas of growth
and operation and our already strong influence across
Manchester and Greater Manchester through new build,
acquisition and new service offers – individually, as part of
consortia and in partnerships. In developing new homes
and regenerating existing areas, we will be operating at a
time when the availability of affordable sites is challenging;
where costs are rising faster than values and household wage
stagnation brings affordability issues; where the private and
public developer space is crowded and seeing increasing
interest from incoming investors and national providers and
where economic outlooks are at best uncertain.

We lead or are a key partner in the delivery of new homes,
employment and training and the homelessness agendas
and our work on social investment and social value is
recognised nationally. We’ve led the way in moving the
position of registered providers locally outside of traditional
boundaries to develop our reputation as an innovative thinker
and deliverer. Our ability to maintain, grow and diversify
our influence and translate it into outcomes is critical to our
continued success.
We put place at the centre of our strategic plan, not just
building and investing in homes, but investing in places,
partnerships, capacity building, community assets and the
social economy. A home to us is not the space it occupies but
the place it belongs to and its connectivity to local residents
and the city as a whole. In addition to a home provider, we
are a connector, collaborator, resource generator and a
place builder.
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The report made 50 recommendations that we, whilst having
no requirement to do so, immediately reviewed and assessed
in a proactive response. In July our Board considered
and endorsed our proposed action in response to the
recommendations. This, and the Green Paper referred to
below, rightly place a renewed focus on customer rights and
engagement and we will take a more systematic approach
to gathering our customers’ views and acting on them,
including them in key decision-making and collaborating
with them to develop successful places and services that
meet their needs.

We will need to develop a strong pipeline of opportunities
based on key relationships with delivery partners and
increasing strategic, commercial as well as existing sector
acumen, to continue to progress and meet our targets. We
will look for willing public and private partners to deliver
stronger outcomes, sharing risk and reward and through
financial, physical and social investment and we will look
to continue using our capacity and influence to sustain and
regenerate localities across the Greater Manchester region.

Hackitt Review

Green Paper

In May 2018 Dame Judith Hackitt published her ‘Independent
Review of Building Regulations and Fire Safety’. The report
finds that the regulatory system for high-rise and complex
buildings is not fit for purpose and that there is a need for a
radical change of the whole system and how it works – the
building industry needs to work to implement a truly robust
and assured approach to buildings in which people live.

The Government published its Social Housing Green
Paper ‘A new deal for social housing’ in August 2018 and
this covers five themes:

The review identifies a number of key issues underpinning
the system failure including:
•

Ignorance – regulations and guidance misunderstood
or not even read by those who need to

•

Indifference – a motivation to do things quickly and
cheaply rather than deliver quality safe homes

•

Lack of clarity on roles and responsibilities – ambiguity
of ownership and accountability

•

Inadequate regulatory oversight and enforcement –
enforcement not pursued or ineffective when it is

•

Ensuring homes are safe and decent

•

Effective resolution of complaints

•

Empowering residents and strengthening the regulator

•

Tackling stigma and celebrating thriving communities

•

Expanding supply and supporting home ownership

It is clear from the Green Paper that the Government wants
social housing landlords to improve standards for existing
tenants, a change in emphasis from the development of
new homes, and the challenge for One Manchester and the
sector is to strike the balance between these two equally
important priorities. We believe that social housing needs
to be the best it can be for our residents and that improving
the quality of service is fundamental to achieving this. Our
Strategic Plan, as evidenced in this statement, sets out our
commitment to improving the resident experience; customer
service and organisational compliance.

The report concludes that these issues have helped to create
a cultural issue across the sector, described as a ‘race to
the bottom’ and that there is insufficient focus on delivering
the best quality building possible in order to ensure that
residents feel and are safe. Central to the report are the
principles for a new regulatory framework covering the
design, construction and maintenance of high-rise residential
buildings. A framework designed to create a more simple
and effective mechanism for driving building safety; provide
stronger oversight of duty holders with incentives for the right
behaviours and effective sanctions for poor performance;
and reassert the roles of residents.
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Our Strategic
Approach and Value
for Money

A key part of our strategic approach is recognising that the solution to a problem is not
always money. We don’t just think about what we could do with more; we look at the talent
and skills that already exist in our communities and often we can find the right mix of knowhow and experience from existing people, community groups and social enterprises –
and that can have a much bigger and longer lasting impact. We call this approach ‘social
innovation’. We encourage people to take ownership of projects, ensuring their long-term
commitment to the community cause for the weeks, months and years to come.
Our Strategic Plan (www.onemanchester.co.uk/who-weare/about-us/our-strategy) outlines seven priorities that we
focus on to ensure we deliver on our promises to our staff,
customers, communities and partners. Value for Money
sits across all our strategies and this VfM review reflects the
activity and achievements of One Manchester in its fourth
year reflecting progress against those seven aims, progress
within the business and against our savings plan.
The maturity of our organisation means we now have fewer
strategic projects but more complexity. Over the next
twelve months we will spend more time and resources on
exploratory work; thinking through our position, opportunity
and scope with the Board before establishing strategic
projects and direction. We are well positioned in a number
of areas; we have the opportunity to build on our success, but
this will involve a number of choices and opportunity cost.
The accelerated pace of change and levels of uncertainty are
factors for us and our customers as we navigate the future.

transforming services for customers and providing
digital solutions. This reduces our operating costs and
increases efficiency, ensuring that we can offer services
to current and future customers in ways they expect and
that are more responsive

•

the customer voice – ensuring that the representative
customer voice is inherent in all our activities, in ways
that suit the customer, informing and revising our
service delivery

the delivery of affordable housing options to the city’s
residents through new home provision

•

homelessness prevention and the provision of a range
of support services

•

engagement work in places and neighbourhoods with
partners and through our social investment framework

•

a refocus of our employability and skills strategy

•

the city’s carbon zero strategy – a priority for new
developments with innovation required for our
investment approach to existing homes

•

an intelligent and partnership approach to intervention
in the private rented sector

This diagram continues to demonstrate the governance
structure in place which ensures that VfM is delivered across
our business and as central themes in each strategic priority
in the central box.

Our strategic focal points include:
•

•
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The eight objectives of our VfM Strategy continue to
support the delivery of our strategic aims:
•

Our savings plan – reset this year to achieve an efficiency
target of £1.048m and intended to better support our
ambitions whilst maintaining a focus on efficiency within
core operations

•

Our costs – an understanding of our costs of service
delivery, the quality this provides and how we compare
with others

•

Our assets, place and growth – maintaining the
condition of our existing properties, investing in place
and building new homes safeguards our financial
strength

•

Procurement – procurement processes that support the
delivery of our savings plan and that maximise support
for the local economy, social value and opportunities for
our residents
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•

Regulatory compliance and scrutiny – compliance with
the economic and consumer standards including the
publication of performance against the seven VfM
metrics in our statutory accounts

•

Performance – the success and delivery of our strategic
aims is measured using strategic achievement measures

•

Customer insight and satisfaction – qualitative and
quantitative research to help us understand how we
can best support our tenants and places to thrive and
optimise service delivery

•

Investment in colleagues – continual investment in our
staff adding knowledge, understanding and skills with
an added focus on their health and wellbeing

Strategy 1
Strategic Positioning

This strategy defines our connections and position within Manchester and the Greater
Manchester Combined Authority (GMCA). We continue to take a proactive role in the
Greater Manchester region to ensure our strategies and products align in the most optimum
way. GM devolution has provided One Manchester with the opportunities to work with
key partners and influencers on the Growth and Public Sector reform agendas including
Homelessness; Private Rented Sector (PRS); Health and Wellbeing; Skills and Employment
and the upcoming Industrial Strategy.
Entrenched Rough Sleepers Social Impact Bond (SIB) –
One Manchester is a lead partner in this project within
Greater Manchester Homes Partnership. The project – a
unique collaboration between local housing providers,
social investors and homelessness charities working with
entrenched rough sleepers to get them off the streets and
build new lives – went live in January 2018. By July 2018, due
to unprecedented demand for the service, we had to cap
referrals at 519 as we had initially only predicted to work with
300 people and deliver 200 outcomes. At that time 109
people had been rehoused against a target of 55. Due to the
high volume of people wanting to engage with the service we
submitted an expansion proposal to the Ministry of Housing,
Communities and Local Government to enable us to work
with 350 people and were subsequently awarded £858k. By
March 2019 we had accommodated 275 individuals against
the initial 200 target. Of those entering tenancies, 128 had
sustained for six months, 21 were actively engaged in the job
market and others were successfully addressing health, drug
and alcohol issues to support long-term independence.
Earlier this year the success of the project was recognised by
winning the ‘Best Initiative for Tackling Homelessness’ at the
Northern Housing Awards.

Homelessness
As reported last year, a key priority is to eradicate rough
sleeping across the Greater Manchester region. More
homeless people died in Manchester than in any other local
authority area in England and Wales in 2017 according to
the first national statistics capturing the deaths among rough
sleepers and people living in homeless shelters. In 2017, 21
homeless people died in the city and official rough sleeping
counts in Manchester soared from seven people in 2010 to
123 in 2018.
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Greater Manchester Combined Authority

Housing First – in May 2018 Greater Manchester received
confirmation that it would receive £7.6m Government
funding over three years to deliver a ‘Housing First’ approach
to ending homelessness. This builds on the progress of the
SIB and the ‘A Bed Every Night’ scheme (providing a night
shelter bed for every person sleeping rough in Greater
Manchester between November and March). Great Places
Housing Group was announced as the lead organisation
earlier this year. Great Places is working with the Greater
Manchester Combined Authority (GMCA) and a host of
other key partner organisations, including One Manchester,
to deliver 400 quality, secure places to live across the cityregion for people with multiple and complex needs who are
either homeless or in precarious circumstances regarding
their accommodation.

Housing Vision
The GMCA identifies safe, decent and affordable housing
as a priority – homes to fit the needs and aspirations of
current and future citizens. Its Greater Manchester Housing
Vision, published in January 2019, gives a framework for
more detailed work to follow i.e. the Greater Manchester
Housing Strategy and the final version of the Greater
Manchester Spatial Framework. The vision for Greater
Manchester is an affordable and attractive housing offer – to
provide an excellent quality of life, connected to education
and employment, in neighbourhoods all across the cityregion that our future workforce will want to make their
home. Together, the GMCA has a significant portfolio of
land and assets, powers, finance, experience and a track
record of collaboration and they will work with communities,
the private sector, academics, the voluntary sector and
with housing providers including One Manchester to find
solutions. MCC’s aspiration is to build 3,000 council homes
over the next ten years and a target provision of 33% social
homes in new developments outside the city centre.

Royal Society of Arts Research Project
Our Board has commissioned Royal Society of Arts (RSA)
research into the expectations and housing aspirations of the
next generation. The aims of the project are to understand
and respond to the housing needs of young people in
Manchester. A focus on home ownership and first-time
buying has left many leaving education without opportunities
that are able to live up to expectations. This is particularly
critical in major cities across the UK where uninspiring
housing options risk driving out young residents. It is with
this in mind that we and the RSA have begun this project
named ‘Making Home’ – a project that will test the theory
that there is a shortfall between expectations and reality for
young people in Manchester. It will also explore the factors
which play into the decisions made by this group and devise
resident-led solutions which meet their priorities and diversify
the housing options available to them. Making Home will
culminate in the launch of a research report in summer 2019
and both One Manchester and the RSA have committed to
producing actionable results from the project. An advisory
panel of individuals with expertise in housing, young people
and the policy landscape will be formed and consulted on
how to ensure the research achieves maximum impact.

Carbon Neutral
In tandem MCC has announced its alignment with the GMCA
to be carbon neutral by 2038 with all new developments to
be built as carbon zero by 2030 onwards. Affordable homes
include the cost of keeping homes warm – quality, modern,
properly insulated and energy-efficient homes are cheaper
to run, help reduce carbon emissions and are better suited
to dealing with our changing climate. It is estimated that
Manchester housing provider stock is responsible for 8% of
carbon emissions and we estimate the cost of bringing our
own stock to carbon neutrality by 2038 will be £70m. This is
in addition to our planned asset investment spend over that
period and our future business plan modelling will need to
take account of this specific element. We have partnered with
16 other Manchester social landlords to develop a collective
Manchester Housing Providers Partnership (MHPP) Zero
Carbon 2038 action plan.
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funding project’, was focused solely on East Manchester. Its
aim is to transform place-based funding in East Manchester
and establish a replicable model which helps to improve coordination, community engagement and efficacy of placebased giving in the city. We will take an innovative approach
to countering under-investment with funders by co-funding,
increasing community engagement and co-ordinating
capacity building to deliver against community priorities. Our
partners are MCC, GM Mental Health Trust, Institute of Place
Management, Macc and the GM Chamber of Commerce.
Our submission was for £100k to fund a co-ordinator to lead
the partnership and pilot and deliver a range of approaches
to place-based giving.

Greater Manchester Joint Venture
In January our Board approved a £3m investment in a joint
venture to develop homes for outright sale in Greater
Manchester. The total investment is £32m based on £3m
contributions from each housing association and a £2m
contribution from the GMCA. One Manchester has been
an active lead in the project which is a partnership of ten
members of Greater Manchester Housing Providers and the
GMCA. The GMJV will be a substantial new entrant to the
market and will create additional capacity to build around
700 homes in its first five years of operation. Returns will
be retained in the not-for-profit sector and reinvested for
community benefit in-line with the objectives of individual
investors.

Housing and Health

East Manchester Place-Based Giving Fund

In September 2018 representatives from the MHPP and GP
Federations attended a conference aimed at identifying
ways in which health and housing can work together across
the city. The success of the conference has been built upon
with the launch of a Housing and GP Federation Steering
Group jointly chaired by One Manchester and the Primary
Care Development Team. The group is responsible for
overseeing a number of deliverables including improving
approaches to hospital discharge, improving GP access and
raising awareness of key GP and housing services available in
Manchester.

One Manchester has successfully bid for funding from
the Department for Culture, Media and Sport’s (DCMS)
‘Growing Place-Based Giving Fund’ and we are the only
North West application to receive funding from this national
scheme. Place Based Social Action is a seven year, £4.5m
programme jointly funded by DCMS and The National
Lottery Community Fund. It aims to create positive change in
places through enabling citizens, civil society organisations,
businesses, service providers and the local authority to work
together to create a shared vision for the future of their place
and address local priorities through collective community
action. Our submission, ‘East Manchester collaborative
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Strategy 2
Transforming Services
for Customers

This strategy defines how we provide intelligent, accessible, efficient and reliable services
to customers that meet their different needs both now and in the future. The Housing
Green Paper and Hackitt Review have placed a renewed focus on customer rights and
engagement, and we will involve customers in decision-making and in developing
successful places and services.
Face-to-face – we continue to offer face-to-face
contacts from our head office in Hulme and
at various drop-in locations across our stock.
Our Gorton office closed for demolition in August 2018 but
is to be replaced with a ‘one-stop-shop’ hub for GPs,
integrated health and care neighbourhood teams, and library
and housing services. The purpose-built hub will create a
resource for local people to access a range of health, social
and public services in one location that are currently delivered
by several different providers at several locations. Pulling
these services together will make accessing different support
networks much easier for local people whilst maximising
collaborative space. The hub will be Manchester’s first
integrated health and community hub once opened which is
expected by summer 2021.

Customer Access Approach
Our customer access approach is fundamental to the
successful delivery of Strategy 2. The approach involves a
move away from traditional, high-cost service delivery models
to a modern, responsive and efficient customer service that
maximises the use of digital technology. Our approach will
improve business processes and communication, reduce
the costs of unnecessary customer contact, increase service
quality and first-time resolution of enquiries, consequently
increasing both customer and staff satisfaction. Our
customers want greater choice and flexibility in how they
access our services and we will engage them through
multiple channels to meet those preferences.
Channel Choice

Phone – we recognise that telephone access
remains an important channel for our customers
but over the last two years we have promoted
the benefits of digital contact and introduced automated
telephone lines for rent payments. At 2018/19 year end total
digital contacts accounted for 16.29% of all transactions,
whilst the volume of annual calls fell to 138,196 from 152,049
in 2017/18 and 187,091 in 2016/17 – over the two-year period
a reduction of 48,895 calls / 26.13%. First time resolution
of calls increased from 80.81% to 83.66% and for 2019/20
a target of 85% is being considered and targets for digital
contact will be introduced. We believe first time resolution
and improved processes have significantly contributed to the
reduction in calls.

Website – following the launch of our website
in April 2017, we now have 2,483 customers
registered for online services who can order and
track repairs; make rent payments and check their balance;
edit their personal details; submit a complaint or make an
enquiry. We have made a number of improvements to our
online repairs offer following customer feedback – including
clearer information and signposting; a repairs confirmation
email and new prominent login and register buttons. During
2019/20 we plan to streamline the process to further simplify
and improve the customer journey.
Webchat and email – our webchat service was
launched in February 2018. Over the 2018/19
financial year we handled 2,136 webchat enquiries
in addition to 16,025 email enquiries. During 2019/20 we
plan to introduce video messaging access through social
media platforms such as WhatsApp.
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Scrutiny Panel

Together with Tenants

Contact Centre Review

In February 2019 the National Housing Federation (NHF)
published its draft plan aimed at strengthening the
relationships between housing associations and their
tenants. The plan closely aligns with the aims of the housing
Green Paper around strengthening tenants’ rights and voice
and making landlords more accountable and transparent.

Last year we reported that our Scrutiny Panel’s next review
would be the performance of our contact centre and that
review was completed over two phases. The first phase was a
review of telephone service quality and how that is monitored
and the second a review of digital service delivery. Whilst the
panel found much evidence of very good customer service
and dedicated staff, they felt more could be done to achieve
consistent excellence for customers and made several
recommendations including:
•

an improved approach to performance management

•

pursuit of a recognised customer service quality mark

•

a permanent group of mystery shoppers

•

improvements to webchat and email functionality

The plan is structured around four key areas:

In addition to these recommendations there will be a
continued focus on improving service quality, identifying
where further efficiencies can be made and promoting an
improved digital offer to increase take-up. The following
planned actions will contribute to these aims:
•

a telephone system upgrade to improve better
reporting and digital functionality

•

further research into new technologies to improve the
customer experience

•

the introduction of a workforce planning tool to predict
demands on service

•

difficult conversations training

•

weekly performance dashboards for all advisers

•

a new requirement in NHF Code of Governance for
Boards to be accountable to their tenants and residents

•

a new charter setting out what tenants and residents can
expect from their landlord

•

tenant and resident oversight and scrutiny of the charter
with a report on how their landlord is performing
against charter commitments

•

a closer link with regulation

We have signed up as an early adopter of the plan and will
be working closely with the NHF, other landlords and our
customers over the next few months to develop the charter
at a local level and test approaches to oversight, scrutiny and
reporting.
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Repairs Service

required transformation of the repairs service in that
there was little IT integration and systems were paper
based and inefficient. In November 2018 Operations
Committee approved the recommendation to enter into
a ‘managed service’ arrangement with Travis Perkins
(TP) – an established materials provider working in
partnership with over 150 social landlords to provide
materials and services to over one million tenanted
social housing properties across the UK. This is to
achieve:

The repairs service is a key service for our customers and is at
the forefront of how our customers perceive One Manchester
as their landlord. Improving the repairs service was identified
as a key strategic project for 2018/19 with three principal
workstreams of people; method and equipment.
People included:
•

•

•

Increased level and application of multiskilling and
service flexibility to reduce both the number of
operatives and appointments required to complete the
repair and increase productivity levels. Multiskilling
training was completed by June 2019.
Customer care training to improve the customer
experience and meet the different expectations of
our new customer base of market rent and shared
ownership customers. In December 2018 all repairs
managers and operatives attended a two-day training
programme.
Mechanical and Electrical teams were restructured
(saving 2.5 posts and £75k per year) into a combined
team to establish an accountable and efficient
structure to enable more effective management of
M&E compliance across all areas of our stock. This
also improved service delivery and performance
management by combining the customer liaison,
admin and access functions and realigning it to report
directly into the M&E Manager. This new unified team
is working well with 100% gas servicing compliance
at year end and in March we received a positive audit
review on gas and electric safety from our internal
auditors PWC. More work is ongoing in 2019/20 to
deliver further efficiencies and service improvements
including bringing our periodic electrical testing
programme in line with the five-year recommended
testing cycle.

•

productivity improvements by delivering more jobs
per day

•

robust reporting of spend and detailed analysis that
will be used to challenge operative performance
and materials deployment behaviour

•

a focus on ‘right first time’ to contribute to
reductions in repair volumes and the time taken to
complete a repair

•

improved scheduling of operatives’ appointments
to reduce travel time

•

the empowering of operatives to be more selfsufficient, responsible and accountable for their
own materials and performance

Under the new arrangements our stores facility at
Quattro House will remain but be operated by TP.
E-trading systems will be established along with
management and performance data. A van stock
management and replenishment system will be
established and correctly managed. The investment in
IT, improved racking and stores layout will be made by
TP at no cost to One Manchester.
•

Method included:

No access levels were at an unacceptably high level at
2017/18 year end with an estimated cost of £270,000 in
abortive, unproductive time. A target was set to reduce
no access repairs to 8% for 2018/19 with a range of new
initiatives being introduced to improve performance –
see table 1. These included:

•

•

‘Be there for your repair’ promoted by customer
service advisers

•

Rewording of the repair confirmation text to
improve clarity of repair appointment

•

Operatives were re-briefed on no access
procedures and no access numbers per operative
measured, compared and challenged

A review of stores management – a key factor in
delivering an efficient repairs service with high levels
of repairs completed in one visit is a modern, flexible,
responsive and efficient materials procurement service.
Materials procurement has been provided by an inhouse stores facility with spend circa. £1.4m/year. The
arrangements, whilst adequate, did not support the
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Equipment included:

Out of Hours Service

•

On 1st April 2018 we revised our out of hours repair service
with our partners Southway and Wythenshawe Community
Housing Group (the three organisations jointly provide an
emergency out of hours service for their 32,000 properties).
Standby and payments per job were standardised and a rota/
area split introduced to minimise excessive travel across the
city. In the first year, overall savings were £120k – the annual
cost being £200k compared to £320k in 2017/18.

Reviewing and optimising the use of our Dynamic
Resource Scheduling (DRS) software as work
planning and scheduling is one of the most critical
elements of delivering an efficient and responsive
repairs service. Consistently getting this aspect
of our service right can significantly increase
productivity, reduce costs and deliver a far more
customer-centric service. Last year our planners
moved to a more ‘hands off’ approach to scheduling,
allowing DRS to work more efficiently and the
emergency repair quotas were revised to enable the
system to absorb more emergencies over winter.

Repairs Service Performance
The following table sets out and compares 2018/19 year end
performance to that of 2017/18. There has been notable
improvement as a result of actions taken throughout the year.

Table 1: repair key performance indicators

KPI

Target

2017/18

2018/19

Comments

Emergency repairs on time

100%

95.6%

98.9%

5,634 of 5,895 in 17/18
7,108 of 7,187 in 18/19
A 3.3% improvement in performance

Appointable repairs on time

99%

92.2%

95.2%

31,644 of 34,321 in 17/18
37,207 of 39,088 in 18/19
A 3% improvement in performance

Repairs completed first visit

96.13%

85.2%

94.5%

36,396 of 42,734 in 17/18
45,855 of 48,544 in 18/19
A 9.3% improvement in performance

No access cancellations

8%

12.5%

8%

6,080 of 48,814 in 17/18
4,238 of 52,782 in 18/19
A 4.5% improvement in performance
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Customer Satisfaction

Repairs 2019
The new 2019/20 repairs project will focus on further
integration with customer service provision, further
development of the online repairs offer, a review of operational
hours to increase service flexibility, void management and
expansion of our commercial offer.

One Manchester developed its own approach to customer
satisfaction in 2017. In addition to traditional transactional
customer experience questions, we ask questions on
quality of home and neighbourhood; value for money;
communication; and trust. We conducted our first full annual
census survey of tenants and leaseholders in February 2018
and the second in February 2019.

Table 2: satisfaction survey results annual comparison

Average
Score 2018

Average
Score 2019

Trend

Overall, how easy was it for you to contact us with your most
recent enquiry?

7.76

8.42

▲

How satisfied were you that we resolved your issue first time?

6.79

7.65

▲

How satisfied were you with the level of service you received
with your most recent enquiry?

7.22

8.38

▲

How satisfied were you with the level of service you received
with your most recent repair?

7.25

7.85

▲

The condition of your home

6.70

7.28

▲

The area near your home as a place to live

6.72

7.17

▲

How the green space is maintained

6.38

6.97

▲

The cleanliness of the area near your home

5.47

6.21

▲

Overall, do you think the amount of rent you pay represents
good value for the property you live in?

7.09

7.76

▲

Overall, do you think the amount of service charge you pay
represents value for money?

6.25

7.25

▲

Overall, how easy do you find it to pay your bills each month?

7.39

7.84

▲

Overall, how satisfied are you that One Manchester acts on
your feedback?

6.37

7.31

▲

Overall, how satisfied are you that OM keeps you up-to-date
with things that might affect you as a resident?

6.98

7.71

▲

Overall, do we deliver what we’ve promised?

6.60

7.38

▲

Do you think we understand the concerns or issues you raise?

6.20

7.31

▲

Do we communicate with you in a way that suits you?

n/a

7.79

Question
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The questions are scored on a 1-10 scale (with 1 being ‘not
at all satisfied’ and 10 being ‘completely satisfied’) with a
score of 7 or above being in the ‘corridor of satisfaction’.
Encouragingly, every measure has improved with only two
scoring under 7 compared to ten last year – ‘cleanliness of
area’ and ‘green space maintenance’. Two measures score
over 8 – ‘ease of contact’ and ‘level of service with the most
recent enquiry’.

satisfied’. The 2019 results returned a 71.1% satisfaction
rating compared to 69.8% in 2018 – an increase of 1.3%.
The results for every question have also been analysed by
each place area and this insight helps inform our priorities for
each Place Plan.
Importance Gap
In addition to asking respondents how satisfied they were
with various aspects of service provision, we asked them to
score on a scale of 1-10 how important these aspects were to
determine the gap between the two as shown in table 3. This
was to gain insight into where to target improvement actions
i.e. the bigger the gap the more improvement needed.

We did ask one question with a five-point Likert response
scale: ‘Taking everything into account, how satisfied or
dissatisfied are you with the service provided by One
Manchester?’ with response options of ‘very dissatisfied’;
‘fairly dissatisfied’; ‘neither’; ‘fairly satisfied’; and ‘very

Table 3: importance gap
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Improvement
We also asked respondents to select from a list the top three areas they felt needed most improvement

Table 4: top three areas to improve

Responses

%

Keep my area cleaner

404

15.0%

Make it easier to contact the right person to help me

328

12.2%

Resolve problems more quickly

294

10.9%

Be more visible in my area

269

10.0%

Provide a better quality of repairs

237

8.8%

Understand my personal needs better

218

8.1%

Keep me updated on my problem/repair

211

7.8%

Be more honest and open

151

5.6%

Answer the phone more quickly

135

5.0%

Have more friendly/helpful staff

117

4.3%

Have more knowledgeable staff

115

4.3%

Provide a better choice of ways to contact

88

3.3%

Make it easier to use our website

81

3.0%

Provide more access to information on social media

50

1.9%

The Institute of Customer Service

Net Promoter Score

In December 2018 One Manchester joined the Institute
of Customer Service (ICS). ICS is the independent
professional body for customer service with the primary
purpose of helping its members deliver improved service
performance and professionalism. ICS offers organisational
membership for regional and national businesses across all
sectors including automotive; communication and media;
construction; education; government and local government;
transport; retail; and social housing.

ICS uses Net Promoter Score (NPS) as a means of gauging a
customer’s overall satisfaction with a company’s product or
service and the customer’s loyalty to the brand. The NPS is
based on the question: ‘How likely are you to recommend
(organisation) to friends and family?’. We asked this question
in our satisfaction survey with the following results:
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Table 5: Net Promoter Score

Housing associations are included in the Public Services
Local sector with the organisations in the above table
(‘local council’ is also included in this group but has been
removed as their NPS was minus 25.7). The NPS for housing
associations at a national level was 3.9. One Manchester’s
score of 22 is considerably higher than the national score and
only 0.4 below the UK all-sector average.
Whilst overall satisfaction with One Manchester has
improved across every measure, there are some obvious
areas and themes on which to focus improvement activity.
As well as informing Place Plans, the detailed analysis
from the satisfaction survey has been developed into a
comprehensive action plan for improving the customer
experience and thereby customer satisfaction.
Actions include:
•

development of a ‘Customer Voice Panel’ to ensure the
customer voice is central to service improvement and
development

•

development of the National Housing Federation’s
‘Together with Tenants’ agenda

•

refresh the ABC (Appearance, Behaviour and
Communication) initiative across all customer-facing
field-based teams

•

review and update customer service standards in
consultation with customers and monitor and publish
performance

•

complaints training for all managers to improve how
complaints are handled
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•

development of key performance measures for our
grounds maintenance service

•

development of grounds maintenance satisfaction
survey on a place basis

•

working with schools to reduce littering and planting
initiatives

•

recruitment of a volunteer green champion to help us
make better use of our outdoor space

•

review and revision of our online repairs offer

•

review of our waste and recycling approach and policy
to reduce waste/increase recycling

•

identification of areas for environmental improvements –
we are planning a long-term environmental project

•

review and promotion of our customer access points
and the regular drop-in sessions we already run in all our
place areas

Strategy 3
Place

This strategy defines how we will lead and influence the management and investment in
communities to ensure they develop, grow and thrive. Our role as place leaders is a key
component of One Manchester’s vision and we are an increasingly important anchor
organisation with an unrivalled opportunity to reach, influence and shape parts of the city
that are home to more than 200,000 people.
A new role of Strategic Lead for Place has been created to
lead on the development of our Place Plans which have a true
focus on the needs of each place, customer insight and real
time data to inform our approach to service delivery. The
roles at Head of Service and Director level have also been
amended to reflect the place focus. We have also established
a partnership with the Manchester Metropolitan University
Institute of Place Management. This enables us to access
their expertise and place-based data, networks and increase
our visibility.

Place Teams
Our diverse communities are among the most deprived in
the country as well as the most vibrant, but all are impacted
by local authority funding cuts, austerity measures and
economic uncertainty. We aim to act as a lead partner in all our
neighbourhoods, our city and region to create opportunities
and drive the changes needed to create places where
people thrive. To achieve our vision, in 2018, we adjusted
our approach to tenancy management and community
engagement. We realigned and renamed the Communities
Team the Place Team to enable a more effective approach
to the delivery of place and customer support. Within the
new structure, there are four Place Delivery Managers and 12
Place Co-ordinators.

Steering Group
A steering group has been created to oversee and drive the
delivery of the place strategy via six subgroups:
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•

Data and insight – we are using intelligence from
multiple sources to enable more evidence-led delivery
of services and investment. The insights will inform
longer term action plans and lead to more effective and
high impact services.

•

Business-wide place teams – to enable more effective
partnership working, our stock has been aligned to
12 place areas that mirror council ward boundaries or
combine together within them. All staff are encouraged
to use their skills, experiences and contacts to transform
these areas as part of business-wide teams that serve
each place.

•

Tower Blocks Sprinkler Systems

Place profiles – an in-depth understanding of the
people, business and environment in each place area
ensures our plans take a holistic approach that considers
the key influencers and opportunities.

•

Communications – we aim to amplify positive
messages about our communities by influencing our
staff, stakeholders and residents to generate more
engaging local content via multiple channels. We work
with customers to ensure they have a voice and will
provide regular updates and feedback regarding the
work we are doing in our places.

•

Partnership development – we actively engage with
anyone connected to the people and places in which
we work to make sure a full range of views are known
and inform our plans. This includes more established
partners through networks such as MCC’s Bringing
Services Together initiative as well as grassroots
stakeholders.

•

Behaviour change programme – we will maximise the
unrivalled opportunities we have to identify strengths
and challenges facing people in our communities. Staff
will be empowered, developed and provided with the
required training so they are skilled to connect people
to services and groups, as well as to act on their own
ideas to improve our places.

As part of our response to the Grenfell Tower tragedy we
made a commitment to install sprinkler systems in our 17
tower blocks and a budget allowance of £3.5m was set aside
for this from the overall £15.6m towers budget. Whilst there
is no statutory requirement to retrofit sprinklers, we believe it
is right to do so to reduce the risk to life of residents, visitors
and firefighters; it provides greater protection of the building
by limiting fire spread; it reduces the social and environmental
impact of fires; and it ensures compliance with Fire Safety
Orders. Consequently, earlier this year our Board approved
the installation of a copper/steel sprinkler system for each
block starting on site in quarter 3 2019/20 and completing by
the end of 2020. Tenants and leaseholders will be consulted
throughout the process and internal resources have been
identified to manage the project and carry out appropriate
liaison.

Energy and Sustainability
We own and manage over 12,000 homes comprising a
range of build types including flats, maisonettes, terraced,
semi and detached houses, tower blocks and older persons
accommodation. As of June 2019, the energy performance
of our stock has improved to a SAP average of 71.79 (SAP
band C) exceeding the national average of the social housing
sector of 66.20 and exceeding the national average SAP
of 61. The average carbon footprint of our homes is 2.6
tonnes of CO2 per annum against the national average for
the sector of 4.5 tonnes and the annual average fuel spend
per household is £546. In September 2018, Board approved
our energy and sustainability approach aimed at five key
objectives:

Eastlands Regeneration Framework
The regeneration of East Manchester has been a longterm priority for Manchester City Council. Over the last 25
years MCC has sought to transform the physical, economic,
social and environmental fortunes of the area. Employment
growth is driving demand for new homes in the area and
the Manchester Life Development Company has, since June
2014, secured planning consent for almost 1,500 new homes
in two phases. The tenancies offer a minimum tenancy term
of one year up to a maximum of three years and there is a need
to broaden and deepen the housing offer. Manchester Life
will be working with Great Places on future masterplanning in
Ancoats and New Islington and One Manchester, as the area’s
largest social landlord, has begun the process of engaging
with our tenants and other residents, businesses and other
organisations in the Grey Mare Lane area of Beswick. This is
with a view to working on a collaborative basis to regenerate
this neighbourhood and provide new affordable homes. In
2019 we will start a series of community engagement events
and consult with residents on an individual basis to involve
them in shaping the future of their estate.
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•

Reducing customers’ energy bills – e.g. PV panels/
energy-efficient boilers/smart meters/fuel provider
switching

•

Reducing our carbon footprint to as close to zero by
2038 – e.g. heat networks/travel habits/tree planting/
sustainable technologies that reduce fossil fuel use

•

Improving the thermal efficiency of our homes – e.g.
cavity, loft, floor and wall insulation/triple glazing/lowenergy light bulbs

•

Engagement with staff and customers – e.g. Carbon
Literacy Programme/staff pledges/replacing plastic
cups with recyclable cups/Sustainability Ambassadors

•

Environmental improvement – e.g. biodiversity/green
space maintenance/volunteer activities

Asset Performance Evaluation

These approaches combine a range of physical and
behavioural measures that contribute to reducing costs,
improving health and lifestyle, carbon reduction and
improved energy ratings. In doing so, this will contribute
to local and national targets in relation to carbon neutrality.
Research and new initiatives will be trialled through
pilot projects with partner organisations nationally and
internationally and where possible, external joint funding
will be sought to support programmes of work and
lifestyle change.

In 2018/19 we upgraded the Asset Performance Evaluation
(APE) model to enable enhanced data analysis and
subsequently updated the evaluation of our tenanted
housing stock of 12,034 homes. APE modelling informs
our long-term investment strategy based on a smart active
asset management approach where investment decisions
are based on financial analysis, social objectives and the
environmental performance on our stock. In addition, we
implemented new software – SHAPE - which centralises all
data into an easy to use dashboard – a vast array of data that
is also used to inform Place Plans.

Waste and Recycling
In October 2018, to reduce the volume of general waste
collected and increase recycling rates, MCC started a
programme of reducing the number of general waste 1100
litre bin collections for our tower blocks. In advance of the
new approach, our Caretaking team engaged with residents
providing recycling tips, waste management advice, new
recycling facilities, and promoted and provided recycling
products such as food caddies. We also entered into a
short-term contract with an external collection service to
collect any bins not collected by MCC. Based on previous
experience we projected 2,396 additional collections would
be needed to date. As a result of our initiative and resident
engagement work only 959 additional collections were
required – a difference of 1,437 and a saving of £24k.

Net Present Value
The 2019 APE modelling results include:

We have seen a 40% decrease in the volume of fly-tipping
referrals from 1,987 in 2017/18 to 1,201 in 2018/19 in part
due to the initiatives above. We have, in partnership with
the local authority and commercial waste management
company, carried out door knocking exercises and attended
events and networking meetings to raise awareness of the
legal consequences of fly-tipping and the effects on health,
wildlife and land. We also installed CCTV cameras at several
locations as a deterrent.

•

the 30-year Net Present Value (NPV) of the income and
expenditure associated with our stock is £305,217,322
– equivalent to an average of £25,363 per unit

•

0.46% of our stock (55 properties) have a negative NPV
within the range of -£14,322 and £1

•

within the positive NPV’s 14.69% (1,768 properties) have
a marginal cash-flow within the £1 and £15,000 range

•

the marginal stock is balanced by 84.85% (10,211
properties) having positive NPV’s between £15,000 and
the maximum of £240,234

Overall performance remains strong and represents
continued improvement in performance from the initial
2015 results as demonstrated in table 6 below (note for
2019 the ‘marginal’ range has been increased to between
£1 and £15,000 from £10,000 and subsequently the ‘good’
parameters are now £15k plus). The total NPV has increased
by over £140m and the average NPV per unit by £11,760.

As an organisation we recycled 303 tonnes of office waste
and recycled 805 electrical items through the WeeeCharity
– a not-for-profit charity that helps to relieve poverty by
recycling computers and electrical equipment. They train
volunteers – unemployed, with a disability or learning
difficulty – providing them with experience, skills and
knowledge to help prepare them for employment. The
recycled items relieve financial hardship as they are then
donated to other charitable groups or families in need
locally and nationally. We also recycled 9.98 tonnes of
metal waste generated from refurbishing our homes.
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Table 6: NPV comparison

30-year
NPV per unit

Performance
Description

Number
of units

% units

Total 30year NPV

NPV
per unit

Below £0

Poor

210

1.73%

-£1,186,631

-£5,651

£0-£10,00

Marginal

3,660

30.15%

£25,295,435

£6,911

Over £10,000

Good

8,270

68.12%

£141,036,878

£17,054

12,140

100%

£165,145,682

£13,603

2015

Total
Below £0

Poor

55

0.46%

-£153,616

-£2,793

£0-£15,000

Marginal

1,768

14.69%

£19,457,343

£11,005

Over £15,000

Good

10,211

84.85%

£285,913,595

£28,001

12,034

100%

£305,217,322

£25,363

2019

Total

The 55 properties with a negative NPV are located in six
place areas. The highest concentration (14 units) is in a
sheltered scheme of 25 one-bedroom flats. The marginal
performers are spread across all place areas with the
‘poorest’ of the marginal performers identified as 35 onebedroom flats in Gorton.

Combining the social objective scores with financial
information gives us a comprehensive assessment of
overall performance. During 2019/20 all the elements
of the poor and marginal performers will be examined
in greater detail. Options will then be developed that
include an analysis of costs and benefits that should
help us develop a value for money solution for Board
consideration. Options can include:

Social Objectives
Our sustainability indicators have been revised and renamed
as social objectives. The social indicator scores are collated
from various sources including the Indices of Multiple
Deprivation, Ordnance Survey data and our own internal
data. These are split into five key measures:
•

Environment

•

Energy-efficiency

•

Health

•

Demand

•

Financial resilience

The average social objective score is 5.51 and, as with NPV
scores, the poorest performers have been identified.
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•

initiatives to reduce underlying maintenance and
repair expenditure

•

conversion to affordable or market rent where
applicable

•

use capital expenditure to improve condition,
sustainability and the energy efficiency of buildings

•

regeneration of neighbourhoods through
masterplanning to improve desirability, sense of place
and increase the value of stock

Asset Investment

2019. Fire alarm installation has also been completed to all
communal areas. Heat detectors have been installed to 80%
of flats with the remainder being accessed on a programme.

We believe that through active asset management and
proactive investment we will achieve and sustain homes and
communities that residents value and enjoy living in. The
asset investment budget for 2018/19 was £5,420,129 and
schemes funded from this budget include:

Included in this programme was the renewal of gas supplies
at Duffield, Hornchurch and Royce Courts. This involves
replacing 1960’s individual gas supplies with a new central
plant for heat and hot water and the installation of individual
ventilation units to allow the ineffective central fan system to
be decommissioned. Over the next five years a major area
for future investment works will be heating replacement
schemes in tower blocks – potentially comprising of air
source heat pumps and possibly enabling us to access
energy-related funding.

•

conversion of the Chrysalis Centre former nursery back
to two 3-bedroom houses

•

refurbishment of a 6-bedroom property for
homelessness support

•

repair and refurbishment of the Aquarius Centre

•

Langport Avenue conversion from one previously
converted property back to two

•

Hamilton Lodge external works and entrance alterations
including garage demolition

•

roof repairs and change of use of the Alexandra Park
Boiler House to a community building

•

Alexandra Park and Patrick Roddy Court roofing
programmes

•

communal areas class ‘O’ painting

•

Duffield, Hornchurch and Royce Courts heating
replacement

•

boiler replacements

•

mop up programmes of properties still requiring decent
home improvement work – kitchens, bathrooms and
rewiring

•

CCTV improvements to 11 Hulme tower blocks

One Manchester continues to be the lead aids and
adaptations provider for MCC and other Registered
Providers. This includes alterations, extensions, domestic
lifts and hoists in addition to a range of minor adaptations.
Working in conjunction with MCC’s Manchester Services
for Independent Living we completed 150 major
adaptations over the last financial year and ordered 450
minor adaptations. The benefits of aids and adaptations,
even minor adjustments, plays a significant role in
relieving pressure on the NHS and social care and helps
reduce costs by significant sums each year. Studies show
that people’s difficulties with the ‘activities of daily living’
can be reduced by 75% – including washing, bathing,
dressing and eating. Home adaptations can increase
people’s ability to perform every day tasks by 49% and
reduce depressive symptoms by 53%.

•

Bishopton Close structural repairs

Approved Supplier List

•

adaptations programme

We believe it good practice to review our approved list
of contractors, consultants and suppliers on an annual
basis. The list focuses on all suppliers of spend more than
£10k per year where the risk is greatest and where we can
potentially secure efficiency through economies of scale. The
process also enables us to more robustly review social value
outcomes and supplier management. Standard supplier
forms ensure that a consistent selection process is adopted
across the organisation and applications for major projects
(in terms of value or complexity) are subject to stringent
scrutiny including financial health checks through the
tendering process. Operations Committee approved the list
of suppliers for the next 12 months in November 2018.

Aids and Adaptations

The budget for 2019/20 is £5,600,195. Some of the above
schemes continue in the 2019/20 financial year but some
new projects include:
•

£2m allowance for energy-efficiency initiatives

•

£250k (exc. VAT) allowance for place environmental
projects

•

Rockdove Avenue – green living roof

Cladding and Fire Safety
As reported last year, we identified 16 high-rise buildings
clad in Aluminium Composite Material. As we are committed
to the safety our customers our Board resolved to replace the
cladding on all blocks and install fire alarms and sprinklers.
Work to replace the cladding started in January 2018 and at
year end had been completed on 12 blocks. The remaining
four blocks are forecast to be complete by the end of October
22

Strategy 4
Social Innovation and
Partnership

This strategy defines how we lead and influence the management and investment of places
to ensure they develop, grow and thrive. We continue to build on our achievements and
work in partnership to deliver opportunities for residents, leading on innovative projects
and approaches.
Social Value

Social Value Award

Throughout 2018/19 we continued to embed social value
into the procurement of works, goods and services to create a
positive impact for the communities we serve. Since 2016/17,
social value has progressed into a mainstream consideration
across One Manchester when procurement is being carried
out. In 2018/19 there were nine new procurement exercises
that incorporated social value, covering the development
of new homes, an organisation wide legal services panel,
through to repairs and maintenance suppliers. This is in
addition to contracts which have been procured in previous
years and rolled over into 2018/19.

Last year saw external recognition of our approach to social
value when we were named the winner of the prestigious
National Social Value Award for Embedding Social Value
into Procurement. Our application demonstrated how we
have embedded social value into procurement and project
delivery. The judges were impressed by the steps we had
taken to take social value from a theoretical requirement to
finding solutions to practically embed it into our procurement
and contract management processes and how this has led to
significant additional value for our communities.

By incorporating social value into procurement, One
Manchester has been able to support a range of outcomes
within the community. For 2018/19 these include:
•

24 work placements, 16 traineeships and 19
apprenticeships offering pathways into sustainable
employment for local people

•

generating £8,400 in retail vouchers to support
entrenched rough sleepers as they moved off the street
into their own homes

•

leveraging £21,050 in cash and circa £5,000 in probono works to support the re-launch of the Aquarius
Centre in Hulme

•

in excess of 100 winter packs to support those suffering
from fuel poverty

•

the donation of community garden materials to support
the establishment of a community garden in Gorton

*See appendix A – One Manchester Social Value
Outcomes 2018/19

23

Greenhouse Project

In recent months, Irwell Valley and One Manchester have
become joint custodians of TGFB and have agreed to jointly
fund a pilot, recruiting an Operations Manager to run TGFB
for 12 months to trade from community and workplace
locations across Manchester. The broad aim of the pilot is
to evaluate the feasibility of the model as a social enterprise.
Specific aims include:

Last year we were selected to take part in a ground-breaking
new programme to nurture talent and ideas found across
the housing sector. The Greenhouse Project, created by
the NHF, aimed to build teams of people from different
associations to come up with ideas for products or services
to tackle big social challenges and equip us to deliver on our
social purpose in a changing world. Hundreds of ideas were
crowdsourced from housing association staff and tenants of
which five were selected for development.

•

Creating a business model that has tested demand and
demonstrated it can operate at a trading surplus

•

Establishing a governance structure that is appropriate
for attracting investment

•

Building an evidence base of the social impact created
by the enterprise

•

Evidencing the organisation has appropriate financial
management and compliance measures in place

The Good Food Bag
The Good Food Bag (TGFB) was subsequently founded
in summer 2018 by a team comprising of the NHF and four
housing providers including One Manchester and Irwell
Valley. Their challenge was to develop an idea to help
alleviate the poverty premium i.e. people on low incomes
and living in areas of deprivation paying more than others
for essential goods and services including credit, furniture
and food. The team conducted eight weeks of research into
poverty premium indicators and factors that contribute to it
such as geography, access to transport, variable incomes
and credit ratings. The team decided to focus on food
poverty after discovering the shocking statistic that 49%
of payday loan borrowing is spent on food. The team also
found that food was a recurring emotional touchpoint with
food being associated with family celebrations, security and
togetherness but also, when food is scarce, it conversely
leads to feelings of failure and despair.

Catalyst Fund
One Manchester developed the Catalyst Fund in 2017
to help engage with and support emerging and growing
businesses within our area. It helps achieve our objectives of
creating financially resilient places as well as supporting our
social investment strategy priorities. In its first year the fund
awarded 10 grants totalling £40,000 and a range of positive
outcomes were achieved. Due to its success a further fund
was launched with applications closing in November 2018.
We were able to pledge funding to 12 projects to a total
of £63,902. Winners included AJ’s Pepper Pot, a Hulmebased small food business that applied to start an at-home
cooking service with delivery; Break Dance Manchester, a
dance group aiming to deliver workshops for people of all
ages; Manchester Roller Sports aiming to build confidence in
women and young people from disadvantaged backgrounds
via sport and recreational activities; and Refugees and
Mentors, a social enterprise employment mentoring project
that provides employability courses, information, guidance
and encouragement to help build confidence and improve
job prospects.

The team conducted a series of experiments into the
core value propositions of affordability, taste, and health.
Early targeted ‘basket tests’ via social media produced
very positive results, hinting at a huge potential market.
They also put together prototype bags for test groups and
received great feedback on the customer and cooking
experience. The team continued their work beyond the end
of the Greenhouse into 2019 with additional funding from
their organisations. With a chef they developed 12 recipes
designed to meet three core criteria: ingredients costing
less than the expensive local convenience stores many are
reliant on; simple, classic, recognisable dishes that are widely
loved; and healthier than ready meals or takeaways. The team
held tasting events in their workplaces and we held an open
event in a Gorton community centre where people in our
target market participated in cooking and eating several of
the recipes.
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Community Soups

marketing and sales. We are also able to refer clients to a free
legal advice service provided by a locally based solicitor. We
also ran regular enterprise drop-in sessions across our areas
for people seeking advice on starting a business and there
were 26 new business starts in the last financial year.

When we launched One Manchester in 2015, we also
launched our Community Fund to help support individuals
and organisations to develop and deliver socially innovative
projects that use creative approaches to make a real difference
to our communities. In its first two years we invested £200k in
111 projects which benefitted more than 5,000 local people.
These projects have made a huge difference, improving
the local environment, bringing the community together,
reducing social isolation and improving people’s wellbeing
through a range of activities and support including sport,
creative arts, DIY and community shops. At the events
groups pitch their ideas to an audience who vote for their
favourite projects whilst enjoying hot food. We held another
round of soup events in early 2019 and we contributed £22k
to nine organisations including:
•

West Gorton JFC – football training, holiday clubs,
coaching and equipment for children in Gorton

•

Platt Fields Market Garden – mid-week gardening
sessions to improve mental health and wellbeing

•

Manchester Young Lives – a professional teacher for
dance classes for people using wheelchairs

We ran a further 10-week Women in Business programme
covering business plans, finance, marketing, business law,
bookkeeping, and mentoring and support. Outcomes
included 11 women starting trading or test trading; three found
employment; and 13 were referred for additional training. A
participant quote demonstrates the value of this programme
‘For me, by funding this course for women in the local area
and allowing us resources over such an extended period,
One Manchester is proving in practice that they want to help
women make real, lasting progress. So, a big thank you’.
In September we launched a free retail training programme
for new retail businesses or existing traders with no more
than 30 months in business. The training was pitched at
those wanting to trade online or become a market stall trader
and covered trading skills, real-life ideas and action points,
and the rules and regulations of running a business. Some
participants on the retail course traded with One Manchester
staff in celebration of International Women’s Day.

Social Innovation Calls

The Place

As an imaginative and innovative organisation, we constantly
seek new ways to invest, create partnerships and bring
people together in ways that have a long-lasting and positive
impact on our communities. So, in November 2018 we
launched our Social Innovation Calls having set aside £150k
to invest in projects to help us solve specific social problems
in our areas. We targeted three issues: affordable and flexible
childcare, furniture poverty and community businesses.
We received 28 applications and offered investments to
Manchester Settlement to pilot low-cost, flexible parentsupported childcare; Emerge 3RS to develop and grow their
construction waste enterprise and to support training and
learning opportunities alongside an apprenticeship post;
and Stitched Up to explore the feasibility of a fashion textile
recycling business in Gorton. We are exploring with several
providers innovative approaches to furniture that will allow
customers with limited funds to access good quality furniture
when required.

We continue to use The Place at Platt Lane (library and
community resource centre supported by One Manchester)
to deliver services, support and training. 2018/19 activities
include:
•

One Manchester Work Club

•

Basic computer skills 4-week courses

•

Accredited cleaning course delivered by
Manchester College

•

10 x enterprise courses

•

Place Co-ordinator drop in surgeries

•

Mental health support sessions run by Buzz Health
and Wellbeing Service

•

Health and social care course

We successfully secured MCC Work Club funding of £15k
over two years from 1 April 2018 and £10,250 from the
Postcode Community Trust supporting room hire costs for
previously unfunded activities associated with our tackling
social isolation programme. We successfully negotiated
a circa £5k reduction in the annual service charge for
The Place and saved a further £2k as our application for
Discretionary Rates Relief was also accepted. The 2017/18

Enterprise
One Manchester is a believer in business, and we provide
training, funding, business advice and affordable workspace
to help new or established enterprise succeed. During the
last year we ran a series of business skills workshops with a
range of themes including social media, online selling, eBay,
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Reading Challenge. The programme was funded by MCC
and ran every weekday from 23 July to 31 August supported
by volunteers. All children received a lunch purchased from
a local social enterprise – Good Mood Food – and a range of
activities all keyed into the reading theme.

accounts revealed that total income had risen by 93% from
£73k to £141k, whereas total costs rose by less than 1% from
£74,304 to £74,511. The income growth is due to two major
factors – a Tudor Trust grant of £35k to cover our second
stage refurbishment costs and £35k in donations from the
Fallowfield Brow House charity. Our self-generated income
from room hire grew by over 38% to £27,394 demonstrating
clear movement toward sustainability.

UK Fast have also hosted a cinema experience for children
and parents from our arts and crafts sessions and donated
300 sporting items to us that we distributed to over 80
vulnerable families.

Other positive trends include individual visits to The Place
rising by over 19% to 43,995; the Community Grocer opened
facilitated by a team of volunteers; and the Fallowfield
and Withington Food Bank operates from The Place each
Wednesday.

We continue to deliver our Girl Talk/Boy Talk programme
– six weekly sessions aimed to empower young people
and increase their resilience. We focus on building an
understanding of self-worth and confidence through group
mentoring, life skills training, career and academic planning
and community change. These sessions give the young
people tools to help them deal with life challenges. Two Girl
Talk programmes were for 15 young women from Abbey Hey
Sure Start and 14 from the Urban Dance Group in Openshaw.
Boy Talk was delivered to 12 young men from the Clayton
Pupil Referral Unit.

Youth Opportunities
Our successful Young Manchester Fund bid enabled us to
establish two youth activities in Clayton – a play session for
younger children and a session for young people aged 13-18.
These sessions will run for two years and the young people
will be involved in social action projects to put something
back into the communities in which they live.

In the last year we have worked with OnSide Youth Zones
to develop the name, logo and brand – the HideOut – for a
new £6m youth zone set to open in East Manchester in 2020.
Four young people from One Manchester are represented
on the Young People’s Development Group. The Zone will
offer young people somewhere to go, something to do
and someone to talk to seven days a week. For 50p a visit,
young people will have access to a climbing wall, four court
sports hall, skate park, dance and drama studio, enterprise
and employability suite, fully equipped gym, arts and crafts
studio, martial arts gym, music room with a recording studio
and more.

As reported last year One Manchester was successful in an
application to have two young people represent Manchester
on the Greater Manchester Youth Combined Authority
(YCA). This gives young people the opportunity to have their
voices heard by and influence the policy of the GMCA. As
an example, last year the GMCA talked to the YCA about
the Greater Manchester Cultural Strategy and how young
people could contribute to its development as the ambition
is to strengthen and support culture across the city region.
The Cultural Strategy will help young people achieve better
outcomes.
We hosted a session with Enabling Enterprise – a not-forprofit social enterprise whose mission is to equip young
people with the skills, experiences and aspirations they need
to succeed in life – for 30 young people from a local primary
school. We received funding from UK Fast – our neighbour
and cloud hosting provider – to run our Holiday Hunger
Programme from a local primary school. This provides food
for children at risk of food poverty and insecurity during
school holidays. We trained 12 volunteers aged 13-17 in basic
Food Hygiene who prepared 2,700 lunches over the sixweek summer holidays.

Last year we provided two opportunities for a total of 24
young people from Beswick to try water polo for six weeks.
They learned different swimming techniques, the art of water
polo and some of the young people were signed up for the
under-11 teams.

The Place was selected as central Manchester’s venue for
delivery of the Read and Feed initiative which also tackles
holiday hunger but, in addition, engages with the Summer

26

Employability

Last winter we were handed back a local office space in Moss
Side, well located and easily accessible, which we have
refurbished and rebranded as The Work Shop. Building on
the employment and skills services that we offer across the
city, The Work Shop provides support to local residents with
work placements, training and volunteering, money advice,
self-employment, one-to-one job search training and the
Working Wardrobe. The money advice service includes
helping people to set up bank accounts to ensure they are
ready for the world of work. The Working Wardrobe (WW) is a
service for men who need assistance with interview clothing.
Our team provides interview clothes, delivers interview
preparation sessions and advice on travel planning. We have
also secured a complimentary barbering service for WW
customers. We have an initial target of 50% of candidates
accessing the WW to be successful at interview and gain
employment. By the end of March two of three customers
using the service had been successful at interview.

In 2015, Manchester Athena, a strategic alliance of 11
Greater Manchester housing associations secured c. £400k
contract funded by the European Social Fund and the Skills
Funding Agency to deliver the Skills for Employment (SfE)
programme. SfE provided free one to one support for
people facing a barrier to employment or who simply wanted
support in improving their employability. The offer included
personalised skills training, qualifications, CV support,
interview techniques, work experience and help in finding
sustainable employment. One Manchester led on housing
association delivery and last year we were allocated further
funding of £239k until the end of March 2019. The majority of
SfE customers secured a placement, training or employment
offer from a range of sectors including hospitality and
construction – our partners John Southworth Builders and
Casey’s were able to facilitate a significant number. In total
the four-year programme delivered:
•

799 work experience starts (107 One
Manchester)

•

164 qualifications (39 One Manchester)

•

302 into employment (39 One Manchester)

•

9 into education

We have partnered with Learning Curve – a national training
and education specialist – who offer free accredited training
to residents in our communities. They offer 35 free level
2 courses regardless of employment status to customers
whose income is less than £15,700. This has opened up
the opportunity for learning and upskilling to those who
are under-employed, on zero hours contracts and working
part-time as previously the courses were only available to
customers on an out-of-work benefit. Our role is to recruit
to and host the training at the initial stage and then support
people post-course into work placements and employment.

Our Early Application Process launched in 2017 has been
rebranded to ‘Get Your Future Started’ with an increased
slant on employability. The project supports year 11 students
in making early applications for apprenticeships and will run
in 2019 school holidays and Saturdays. There are a range of
sessions including employability skills, personal presentation,
problem solving, workplace behaviour and competencybased recruitment.

Volunteering
We believe volunteering gives people the opportunity to
both give back to their communities and gain new skills,
confidence and friends. Our volunteers make a huge
difference to the lives of others by giving their time to get
involved in all kinds of different projects and many of the
projects we run simply couldn’t happen without them – for
instance, 400 volunteer hours were completed in October
2018 alone.

28 people completed Security Industry Authority (SIA)
training at The Place. The training qualifies people to work in
the security industry and work at events and football matches
and employment in the security sector is virtually guaranteed
– at the end of the course 22 had passed and eight already
secured employment.

Summer 2018 saw us recruit our first volunteer at the
Aquarius Centre in Hulme. The centre was relaunched as a
vibrant community hub by One Manchester in May after a
period of closure. The newly renovated centre offers a range
of drop-ins, classes and our fifth Community Grocer where
residents can buy groceries worth up to £12 for just £2.50.
By November we had recruited a total of seven volunteers as
Board members and two volunteers to launch a homework
club. Four students were recruited to support the work of
Birthday Stars children’s parties at the centre.

We were successful in securing a role as a delivery partner
for the Community Links for Health Programme – Be Well covering central and south Manchester. The programme,
launched in October 2018, aims to improve health and
wellbeing by referring GP patients to non-clinical support
focusing on social/lifestyle determinants of health. We
received over £200k funding to cover our management
costs as well as two full-time employment specialists to focus
on supporting people currently out of work.
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This project has not only helped individuals to increase
confidence, combat loneliness and find a voice but it has
helped to build communities, increase social cohesion and
improve vital communication with residents.’

A resident of one of our retirement living schemes, with an
art therapy background, has established a popular ‘Create
and Chat’ art club. Another volunteer runs a brunch club and
movie night with the small fees contributing to larger group
activities.

200 residents were directly involved in the project and
it is expected to impact many more people in the local
community. The play was performed at a number of venues
including the Royal Exchange, One Manchester, HOME and
in London at an event called ‘Being The Story’. The project
received much media attention including from the BBC who
filmed some rehearsals and interviews with participants. The
final phase of the project was digital inclusion designed to
connect participants to the digital world using photography
and film-making to creatively engage the participants whilst
teaching them to be digitally confident.

We recruited two volunteers to our Furniture Project in Moss
Side. The Furniture Project was launched to tackle furniture
poverty – to provide donated and upcycled beds, sofas,
chairs etc. – for new tenants in particular. We also recruited
volunteers to assist on the Marketplace Cultural Project (see
below). Roles include interviewing participants, reporting,
transcribing stories, assisting at events and working on social
media.
We worked with the National Citizens Service – a voluntary
personal and social development programme for 15-17 year
olds – with the young people painting bee themed planters
and planting bee friendly plants at The Place.

Marketplace – last year we successfully bid for £69k Heritage
Lottery Funding for our Marketplace project exploring
the social history, heritage and culture of local markets
over the last 100 years. In partnership with the North West
Film Archive and Manchester Central and Local Libraries,
Marketplace aimed to inspire and engage local people
to share their social, trade and civic connections to past
and present neighbourhood markets in Gorton, Longsight
and Moss Side. We linked the project to our volunteering
programme and recruited eight volunteers to help deliver the
project which ran from September 2018 to June 2019. Along
the way volunteers received the chance to visit historical and
cultural venues and training in creative writing, photography
and social media. The project culminated in a multi-media
exhibition at the Manchester Central Library in April 2019.

We celebrated Volunteers Week in June 2018 running two
volunteer fairs at which local organisations advertised their
opportunities. The week included a celebration event to
show our appreciation of the contribution our volunteers
(98 at that time) make to their communities. We also held
two successful micro-volunteering community painting and
gardening events – the volunteers mostly being university
students who can use their volunteering experience to gain
additional awards at university.

Culture
Our place-based approach to service delivery not only
includes helping people find work, start-up businesses etc.
but continues to offer a range of cultural opportunities for
our residents, most notably in partnership with the Royal
Exchange Theatre. We want people living in our communities
to have access to the many cultural opportunities Manchester
has to offer – not only as entertainment but as a means to
improve the health and wellbeing of people of all ages.

Z-Arts
A project with Z-Arts called ‘Play: Record: Perform’ aimed
at 16-25 year olds delivered 16 sessions for 12 developing
musicians. Working with music leaders they learnt new skills
in recording and production. They also took part in nine free
family rush hour jam gigs which had an average of between
60-80 attendees.

On Top of the World – as reported in previous years this
project, funded by the JP Getty Foundation and the Royal
Exchange, was launched in 2015 to engage with isolated,
elderly residents in our tower blocks by involving them in
cultural experiences. The result was the unique theatrical
stage performance ‘Can you Hear Me From Up Here?’ –
described by the Royal Exchange as:
‘an incredibly honest, moving and powerful account of
life in social housing. It is inspiring’ – the culmination of ‘an
incredibly rewarding partnership with One Manchester.
They are an organisation that recognises the intrinsic value
of the creative arts for both their customers and their staff.
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Strategy 5
Growth

This strategy defines how we will increase the range and number of homes and services
to meet the city’s growth strategy and the aspirations of our current and future customers.
Our growth strategy includes acquisitions from other Registered Providers and the private
sector to support our interventions in areas that meet our ambition to improve place and to
address homelessness.
We now face a number of challenges including:

2016-21 Homes England Programme
Our development programme, supported by £22.8m
Homes England Grant, currently aims to develop or acquire
1,043 homes by 2021. At the end of March 2019, we have
completed or approved over 90% of the programme with
just 97 remaining uncommitted. Whilst we are confident
of achieving that target it has to be acknowledged that the
development landscape has changed in Manchester since
our initial bid of August 2016.

•

land pressure values – average plot values now
reaching up to £40k+ per unit

•

Manchester space standard increase –
representing a minimum £5k cost increase

•

density and layouts – a semi-detached requirement
as the Design Guide 2017 requires as much
parking as possible to be at the side and not in
front of new houses

•

tenure changes – a change of direction to more
social rent

•

build price inflation – average build costs have
increased from £1,300-£1,400 per sq.m at the start
of the programme to now a minimum of £1,500

Overall, these pressures have led to the average indicative
cost increasing to circa £175k per unit from £150k per unit.
Nevertheless, we do expect to achieve completion of the
programme by 2021 as there are several opportunities for
direct acquisitions of existing properties and refurbishments
that negate many of the current challenges. Table 7 below
provides a programme summary by scheme and tenure as at
31 March 2019.
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Table 7: scheme summary by tenure

Schemes in programme

Tenure

Units

Bedsit conversions

Social rent

19

Hamilton Lodge

Social rent

24

Abbey Hey Lane

Market rent

10

Brow House

Market rent

1

Osborne Road

Market rent

8

Stanley Grove

Affordable rent

4

Attlee Way and Ashton New Road

Market rent

2

Humberstone Avenue

Social rent

1

Grizebeck Close

Affordable rent

2

Guinness tenanted acquisitions

Affordable rent

2

Guinness tenanted acquisitions

Social rent

5

Platt Court

Affordable rent

1

Compstall Avenue (HOLD)

Shared ownership

1

Ogden Lane

Intermediate rent

1

Columbine and Lees

Shared ownership

34

Leaf Street

Market rent

105

Royce Road

Market rent

67

Cotter Street

Market rent

1

Ben Street lease

Market rent

62

Rainshaw Lane¹

Shared ownership

10

Ranelagh and Sheldon Street

Affordable rent

5

Watts and Gordon Street

Market rent

2

Field Street

Affordable rent

8

Cornwall and Railway Street

Intermediate rent

2

Sledmere Close

Market rent

1

Springbridge Road

Rent to buy

5

COMPLETIONS

sub-total

383
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Table 7: scheme summary by tenure

Schemes in programme

Tenure

Units

Chapel Street

Shared ownership 14/Rent to buy 50

64

Stoneygate Walk²

Rent to buy

21

Princess Road³

Rent to buy

105

South Street4⁴

Affordable rent 15/Shared ownership 12

27

Oasis site5⁵

Rent to buy

26

Godley Close

Rent to buy

8

IN CONTRACT

sub-total

251

APPROVED
Gorton Lane

Shared ownership 13/Rent to buy 102

115

Ilk and Alpine Street

Shared ownership 26/Rent to buy 40

66

Sheldon Street

Affordable rent

1

Crossley Street

Shared ownership

45

Pamona site

Affordable rent

20

Dorris Street

Affordable rent

4

Ashton Old Road/Dakley Street

Affordable rent

38

Westwood Cottages

Affordable rent

6

Drayton Street (HOLD)

Shared ownership

1

Cowper Street

Social rent

1

Albert Road

Market rent

15

sub-total

312

Total

946

¹ - sales values (£159,200 2 beds/£172,500 3 beds) significantly exceeded appraisal stage (£125,000/£135,000 respectively)
² - due to complete in May 2019 these 21 homes are being built to the Passiv Haus Institute Low Energy Building Standard
³ - with Galliford Try awarded the Public/Private Partnership scheme of the year at the Insider Residential Property Awards
4

- includes 15 affordable rent bungalows designed to enable people living with cognitive conditions to remain independent

5

- includes a new community centre in addition to the 26 rent to buy homes
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Table 8: tenure split summary of the 946 homes

Tenure split

946 homes

Market rent

264

Shared ownership

156

Rent to buy

357

Affordable/Intermediate rent

143

Social rent
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Land Acquisition Approach

Board subsequently approved a set of circumstances that
would enable us to move quickly into unconditional or limited
condition offers to purchase. To date this new approach has
enabled us to purchase 15 apartments at Albert Road and
two land sites in Gorton and Reddish.

In July 2018 One Manchester adopted a new approach to land
acquisition. We have long held an aspiration to acquire land
directly to enable us to design, develop and deliver our own
profile to our own timescales. However, competition for sites
in our areas is intense owing to, amongst other issues, high
demand for a low supply of large, available and clean sites.
Some sites are being purchased very quickly by investors
and developers at a speed our Delegatory Framework
precluded. Our Growth team felt that we needed to be in a
greater position of strength – a position where we could react
swiftly and positively to secure good land opportunities.

Homelessness Initiative
Last year we reported that, due to the high numbers of
homeless families in temporary accommodation needing
larger (4+ bedrooms) properties, we were working with
MCC and other providers to identify suitable properties to
buy. MCC had committed a £5m investment to this project –
contributing 35% of the total cost and RP’s the remaining 65%.
Our 2018/19 budget of £450k equated to three properties
being purchased from the open market. We subsequently
purchased three large properties in Openshaw and Gorton
and supplemented this with the offer of an existing One
Manchester five-bedroom property in Fallowfield. All four
properties have now been let on short term tenancies and
we have committed to a further seven under this tranche
of funds. An additional six-bedroom property is being
converted into single person accommodation.
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HOLD

We aim to acquire and invest in up to 300 properties in
targeted areas to provide more good quality homes with a
stable long-term owner, linking those households into their
local communities and place. We will work with partners,
residents and other landlords – both public and private to
affect this change. We have already developed and acquired
our own properties and have commenced a 20-year
agreement to manage 62 refurbished MCC affordable rent
homes on Ben Street, Clayton. The model – One Manchester
holding liability for letting, rent and maintenance for a
standard indexed return – if efficiently managed, will provide
a return to be re-invested into core business while providing
more homes for affordable rent use. We will also work closely
with MCC’s enforcement staff to ensure that our investment
is complimented by the challenging of rogue landlords.
To accompany this move into the PRS and to strengthen our
in-house capacity we have recently recruited two new staff
members to our Commercial and Leasehold Team.

Also last year, we reported that we had agreed in principle to
purchase up to six HOLD (Home Ownership for People with
a Long-term Disability) properties within our areas as part of
our 2016-21 shared ownership programme. This initiative is
specifically for people with a long-term disability to share
in the ownership of their home with a housing association.
This scheme enables the purchaser a choice of property
from the open market, within their budget, just like everyone
else who is looking to buy a property. This provides a much
better opportunity to choose where they live and the kind
of property they will be living in, coupled with the security
of tenure that home ownership delivers. Our first HOLD
property was purchased in summer 2018 and our second has
been approved.

Private Rented Sector
To support our concept of place we hold ambitions to
positively intervene in the Private Rented Sector (PRS). Over
the last 10 years the PRS has grown significantly and is now
the majority tenure in many areas, across many rental and
property values. With a growing population in many parts
of the city, this is often the only route to a home for living
wage households. Whilst there are many good landlords
there are areas and owners where investment in homes and
place are minimal and where a sub-market of poor condition
and ad hoc tenancies exist with isolated households and
communities.

Research
To underpin our approach and to understand future trends
within the PRS market, last year we commissioned a sectorbased research consultancy to analyse and report on
market trends and issues within low-value market areas,
complementing that with neighbourhoods renting at
higher values, to understand where investment is suitable.
The research was at a GM perspective to enable its use at
a more strategic level including by MCC. In parallel, the
Mayor of Greater Manchester has been preparing a PRS
Strategy with the help of GMHP in which One Manchester
will take a lead role.
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Strategy 6
Organisational Capacity

This strategy defines how organisational design, our people and governance structure
enable us to deliver our objectives whilst protecting and maximising our resources.
Planning for the future of our organisation by ensuring we have the right skills, knowledge
and expertise to deliver our ambitions for our customers and places now and in the future.
Structure

Governance
As a Registered Provider we are regulated by the Regulator of
Social Housing (RSH). In summer 2017 we were awarded the
highest possible grades of V1 and G1 following an In Depth
Assessment (IDA) of our compliance with their Economic
Standards. These Standards set out specific expectations
and outcomes that providers have to achieve in relation to
governance and financial viability; value for money; and
rent. V1 and G1 results indicate we meet all viability and
governance requirements and that we have the capacity to
deal with a wide range of adverse scenarios. In addition to
periodic IDA’s the RSH carries out annual stability checks of
providers’ business plans and annual accounts and in autumn
2018 they reconfirmed our existing grades of V1 and G1.

We have four Committees supporting our Board:
•

Audit and Risk – responsible for monitoring
risk and risk mitigation; internal control and
business assurance; the selection of auditors; and
consideration of Financial Statements

•

Remuneration and Governance – responsible
for oversight of compliance with regulatory
requirements; the review and evaluation of our
corporate and committee structures; development
of strategies for the recruitment, advancement
and retention of suitably qualified Governance
members; and the implementation and oversight of
a formal and transparent mechanism for developing
payments and remuneration policies

•

Growth – responsible for the oversight and
monitoring of our development and growth
programme appraisal process

•

Place – responsible for the oversight and
monitoring of services to residents; maintenance
and management of assets; management and
investment in communities; resident involvement;
and the provision of social value and innovation.
This committee was renamed from Operations
Committee in 2019 as, whilst ‘operations’ does
accurately describe the work undertaken, ‘Place’
has wider implications and opportunities for
connection to our communities.

Group simplification
As mentioned in the introduction, the One Manchester
Group was formed from the merger of City South
Manchester Housing Trust and Eastlands Homes. On the
1 April 2019 the organisations, following conversion to
community benefit societies, were transferred into One
Manchester. The parent now delivers all its social housing
function, and this is consistent with the Board’s aspiration at
merger to be one organisation.
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Financial Position

Savings Plan

Overall, we generated a surplus of £16.2m for the last
financial year, against a budgeted surplus of £10.9m. A major
factor contributing to the £5.3m variance was the surplus on
the sales of housing properties at £3.9m ahead of budget.
The number of properties sold through the ‘Right to Acquire’
scheme has exceeded budget. Last year there were 96 ‘Right
to Buys’ and 40 ‘Right to Acquires’ compared with 92 and
14 respectively in 2017/18. In addition to the higher volume,
we have seen higher property valuations with average actual
receipts per property at £47k compared to a budget of £21k.

Following the budget announcement in July 2015 that social
housing rents would reduce by 1% for four years from April
2016, we developed a savings plan that looked to deliver
recurrent savings of £9.08m. As at March 2018, the original
£9.08m had delivered expenditure savings of £7.421m and
increased income and inflation changes a further £620k
giving £8.041m in total.
For 2018/19, the following are the key points to note as
well as setting out some of the work for 2019/20:

2018/19 has been a further year of change and transition
against a context of an extremely fluid national picture.
Continued rent cuts, welfare reform, further migration onto
Universal Credit, cost inflation, housing growth demand and
supply pressures and Brexit all added to business uncertainty.
However, it was the impact of the Grenfell tragedy that
continued to have the most impact on us, our tenants and
leaseholders in 2018/19. Maintaining the safety of all our
residents has been our priority during this difficult period and
the £15.6m budget is in place backed by additional funding
of £25m through Barclays Bank. Our overall housing cost per
unit has understandably increased as a result and will continue
to impact in 2019/20 as replacement and investment works
are completed. This is considered in further detail in the
‘Costs – Performance and Benchmarking’ section. Despite
the need to resource our towers safety programme, we have
also maintained the financial imperative of delivering our
savings plan whilst advancing our new homes development
programme. We continue to focus on improving and maintain
our overall operating margin (noting the cladding impact)
and our surplus and cash generated within the business to
investment in our existing and future stock.
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•

£246k Voluntary Leavers Scheme initiated in 2017/18
and monitored through 2018/19 realised a saving that
has fed into 2019/20 with three areas contributing –
Income £138k; Housing Management £65k and Risk
and Regulation £43k

•

£100k materials, procurement and working efficiency
with Travis Perkins taking over the stores function from
April 2019. This is a 2019/20 target and forms part of the
savings plan below

•

£485k budget savings. The budget work 2019/20 has
identified one off staffing savings and project savings in
the following two budget years that then fall out of the
budget for the long-term – £352k in 2020/21 and £133k
in 2021/22 giving £485k from 2021/22

Table 9: amended savings plan

March 2019 Business Plan Update (£'000)
Savings from Travis Perkins Stores

19/20

20/21

100

Additional Savings to be Achieved
Total Cumulative Savings

100

21/22

22/23

23/24

25/26+

100

100

100

100

100

100

150

150

150

150

400

400

250

250

250

250

500

500

Capital Outlay to Deliver Efficiency Savings

(1,000)

Cumulative Non-Recurring Costs 19/20 Budget

Savings Plan per the 18/19 Plan

24/25

1,048

352

485

485

485

485

485

1,048

1,048

1,048

1,048

1,048

1,048

This demonstrates £0.1m savings already achieved in the
budget year. This increases to £0.25m per annum from
2020/21 and a further increase to £0.5m per annum from
2024/25. There is an additional capital outlay of £1m
introduced in year five to support the delivery of such
efficiency savings.

Examples of training events are:

Development Conversations
As reported last year, our new approach to performance
management was introduced to managers in February
2018. This is a coaching approach that encourages high
performance through a focus on personal development. The
first development conversations concluded by September
2018, quickly followed by a review of both the process and
the experience. In November nine focus groups of staff and
managers (hosted by external facilitators) captured views on
the training, the conversation itself, the impact of the process
and suggestions for improvement. Following this review,
additional tools to support managers and staff with process
were introduced in April 2019.

•

Assertiveness in communication

•

Assertiveness for women

•

Effective networking

•

Maximising personal impact

•

Report writing

•

Time management

•

Meditation

•

Mindfulness

•

Optimising energy and wellbeing

Apprenticeships
In September 2018, seven new apprentices started work in
a range of roles – in addition to a Heating Engineer, Joiner
and Electrician, other roles in IT, Finance, Customer Services
and Development. Whilst there are business costs benefits
of apprenticeships including some Government funding
for training, we believe we are investing in the future by
training people in the skills they want and employers need.
Apprenticeships enable people to earn while they learn and
provide opportunities to work towards qualifications.

Training Programme
In January 2019 we introduced an in-house face-to-face
training programme consisting of both bite-sized and one
day courses. The programme has been designed to support
staff with their work, wellness and any development areas
identified in development conversations. We believe that
developing a learning mind-set and prioritising wellbeing is
an important investment in staff and helps us all to work more
effectively and provide a better service to our customers.
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Investors in People

commitment to inclusion. In 2019 we will develop and publish
a strategy to outline our E, D & I priorities aligned to the seven
areas of our Strategic Plan as these priorities are fundamental
to our vision, purpose, behaviours and ways of working.

The Investors in People (IIP) Standard is a simple framework
that benchmarks the effectiveness of leadership and
management practices in organisations. In 2015 we achieved
the prestigious IIP Silver level of recognition. We were
reviewed again in September 2018 and were delighted to
be awarded the prestigious Gold Award and the IIP Health
and Wellbeing Award. The accreditation demonstrates the
commitment we have made to our employees in that we have
created a culture of learning, leadership, development, skills
for the future and engagement that is aligned to our ambitious
ways of working. We believe this investment in people
creates a happy, knowledgeable and skilled workforce and
that means a high-quality service for our customers.

Housing Diversity Network mentoring
As a member of the Housing Diversity Network we have
access to their mentoring programme. We believe this is an
important investment in our staff that enables them to better
manage and adapt to business change, new responsibilities
and ways of working. The programme also builds personal
resilience, increases self-confidence and awareness. In
2018/19 eight members of staff were supported to complete
the programme with more planned for this year.
Gender Pay Gap

Annual Staff Survey

Each year we are required to report on the organisational
‘gender pay gap’. The gap is defined as the difference
between male and female average earnings regardless
of their role in the organisation. Table 10 below shows our
average pay gap data and the distribution of male/females
across four equally sized quartiles. All employees earn a
monthly salary (no bonuses) and are paid the same hourly rate
for their role regardless of gender. Our statement published
in March 2019 reports that on 5 April 2018 we employed
376 people in permanent or fixed-term roles, with an overall
gender split of 62% and 38% women in the workforce. There
is a gender pay gap of 1.71% with a median gap of 0.13%. We
are pleased that this overall data reflects our commitment to
the principles of gender pay equality. Our median hourly pay
particularly reflects this, coupled with a mean average hourly
pay gap, well below the national average.

Our annual staff survey results (92% response rate) were
published in February. The findings are extremely positive
and the decline evident in 2018 has been replaced by
improvement and progress. Last year we reported the
establishment of four working groups in response to the
2018 results who, in collaboration with staff, developed key
ideas to improve staff satisfaction and the impact of that work
is evident in the results. Belief in the organisation, leadership
and individual team-work are all stand-out areas of success
and achieved excellent results. Belief in the purpose and value
of One Manchester are at an all-time high. Customer related
measures, communication and improvement activities,
which were areas of concern last year, have improved across
the board and the communication and customer measures
in particular are performing well. The responses to open
questions are predominantly positive. A large proportion of
staff report One Manchester is a great place to work with a
good team ethos and strong community values. Managers
are well respected and seen as very supportive. The top five
words to describe One Manchester are ambitious, caring,
diverse, inclusive and supportive.

Equality, Diversity and Inclusion
We continue to progress and update our Equality, Diversity
and Inclusion (E, D & I) action plan. A particular success in
2018 was the formation of our staff Allies Group who meets
regularly to celebrate diversity, influence and support the
development of our equality agenda and act as diversity
champions for the organisation. The group is open to all
members of staff and in the last year the group has undertaken
a number of initiatives to support E, D & I including the
celebration of International Women’s Day. We also rolled
out an innovative drama-based E, D & I training programme
for all employees to both raise awareness and reaffirm our
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Table 10: gender pay gap

Mean average hourly pay gap
Male

Female

Mean Gap (%)

£17.17

£16.87

1.71

Male

Female

Median Gap (%)

£15.89

£15.87

0.13

Median average hourly pay gap

Pay Quartiles (%)
Lower Quartile

Lower Middle Quartile

Upper Middle Quartile

Upper Quartile

Male

Female

Male

Female

Male

Female

Male

Female

51.06

48.94

70.21

29.79

66.67

33.33

62.37

37.63

Staff Benefits Package

•

Cycle to Work – to encourage healthier lifestyles and to
help reduce environmental pollution

We want to ensure that everyone has the opportunity to get
the most from the benefits we offer. Our benefits package
is designed to give our employees choices to meet their
individual needs. The options available help to save money,
look after health and offer protection for our employees and
their families.

•

Gym – two on site gyms to support keeping fit as well as
keeping healthy

•

Childcare Vouchers – staff can participate in the
Government’s tax-free childcare scheme

•

Pension – we pay 14.4% into a salary sacrifice pension
scheme for those who want to join

Discounts – thousands of exclusive discount and
cashback offers on shopping, travel, holidays etc.

•

Life Assurance – a lump sum of the equivalent of three
times salary to beneficiaries on death

My Money – our My Money tool enables a view of
individual finances in one secure place

•

Value Pack – a complete overview of the value of
working for us in one total reward statement

•
•
•

Healthcare Cash Plan – a variety of everyday healthcare
can be reclaimed

•

Employee Assistance Programme – a confidential life
management and person support service

•

Health Assessment – regular health assessments focus
on preventive health

•

Digital Wellbeing Programme – to enhance wellbeing
and encourage small lifestyle changes
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Strategy 7
Financial Resilience

This strategy defines how we will support our residents to develop sustainable financial
resilience in challenging times. We will continue to help protect incomes and provide our
customers and communities with opportunities and choice.
also assist with switching tariffs either with existing or new
suppliers and discuss energy-saving tips.This is a service we
have previously tried to deliver in-house so having this offer
free for our tenants has reduced staff costs and will reduce
tenants’ energy bills. The uptake to date has been quite
low so we are looking at ways to increase this via targeted
events and social media.

One Money Team – Financial Inclusion
Between April 18 and 31 March 19 we assisted a total of
639 clients either as one-off enquiry via our triage service
or by more intensive casework. We assist customers on all
aspects of debt and benefits and can complete Debt Relief
Orders in-house which means our customers are not referred
on. We take a holistic view to the work we do and signpost
customers for additional specialist support with issues such
as mental health.

We continue to be a referring agency for people needing
emergency food parcels. Working with the Trussell Trust we
offer support and advice alongside emergency food with the
aim of stabilising people’s situations rather than them having
to rely on food parcels on a regular basis.

We can offer support by telephone, email, or face-toface at one of our 11 outreaches. Our outreaches include
community grocers where we are able to see those most in
need at a place they are familiar with and feel comfortable
attending. We are at The Work Shop in Moss Side where
we work alongside the Opportunities team and are able to
provide advice and support for those seeking employment
by carrying out benefit checks and better off calculations as
well as assisting with applications and enquiries regarding
Universal Credit. We are at Clayton Sure Start Centre to offer
support to families, again in a location they feel comfortable
in. We also have an outreach at the Pakistani Community
Centre where we can provide advice in several languages.

During 2019/20 our leads on food insecurities/poverty will
pull together all One Manchester’s different offers to ensure
they are joined up and offer better value for money. We will
identify gaps and potentially invest in new initiatives to offer
an alternative to food banks and community shops. This will
be targeted at the working poor, people who just can’t make
their money stretch until pay day.
We delivered three ‘Be Debt Aware’ courses to front line
support staff in organisations across our areas. These
sessions highlight the debt and benefit issues our customers
face and enable them to give basic information and signpost
for specialist support.

Last year we dealt with £1,025,364 worth of debt including
circa £120k council tax arrears; £228k benefits overpayments;
and £189k unsecured credit product arrears.
We also achieved financial gains for our customers
totalling £1,051,956 including circa £500k in non Personal
Independence Payment benefits; £252k in PIP/Disability
Living Allowance; and £180k Debt Relief Orders.
At the end of 2018 we teamed up with the Local Energy Advice
Partnership (LEAP) to offer our tenants free energy-efficiency
home visits. LEAP provides energy saving lightbulbs and any
adaptations needed to increase energy-efficiency such as
draught excluders and can also, in certain circumstances,
provide new boilers and radiators free of charge. They
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Stage 1 – the team developed new ways of working to
increase the quality and ownership of casework and
increase customer engagement to both minimise the cost
to the organisation and increase support for our customers.
Automation of the early stage arrears escalation process led
to improved business efficiency by increasing the capacity
of staff to focus on higher stage arrears cases. The four
automated stages are designed to alert customers at the
earliest opportunity (a missed payment) to arrears issues and
to also offer financial and debt advice including referrals to
our One Money team. The four-letter process is automated
up until court warning stage and includes the serving of a
notice of seeking possession at stage three but with the
strong message ‘we can help’. Also, in October 2018, three
geographical income zones were introduced with four
Income Recovery Officers per zone who are responsible for
maintaining contact with tenants and making affordable and
sustainable agreements with them to clear their debt. Since
the zones were introduced and embedded, higher rent
collection rates and lower arrears rates were maintained until
the end of the financial year.

Our One Money Team provided furniture packages to over
40 tenants via its furniture project pilot. Using donated
furniture and furnishings we were able to provide items for
new (including those from the homelessness projects) and
existing tenants in furniture poverty. This work has been life
changing for many of those helped and has confirmed the
need for us to continue this offer in the future. In partnership,
we are, as a strand of our social investment work, exploring
the feasibility of a project on both the supply of household
items and also waste i.e. items sent to landfill. The aim is to
redirect furniture waste to recycling depots and provide
employment and training opportunities for our customers.
Staggeringly, there are 400,000 children in the UK
without their own beds. This can result in children being
misdiagnosed with ADHD or having depression and anxiety.
One Manchester has pledged to provide a bed for every
child in our properties that does not have one of their own.
Our Bedz4Kidz project is working to identify those affected
to ensure they are provided with a comfortable new bed and
bedding (the quilt covers being made by volunteers at our
sewing circle delivered at the Aquarius Centre). To date we
have provided 12 beds including a set of bunk beds and this
project will continue over the next 12 months.

Universal Credit (UC) – rent arrears can be a long-term
consequence of Universal Credit for many social housing
tenants as the delayed payments put people, potentially
already facing difficult circumstances due to unemployment,
disability or low income, into debt. In tandem with zone
implementation, to minimise the impact UC has on both
the business and customers, we developed our relationship
with the Department for Work and Pensions and also our
processes and advice for customers regarding their UC claim.
We now have quality conversations with customers during
the first six weeks of their UC claim and an early intervention
‘offer’ and assessment of any support/debt advice needs.
We help customers apply for advance payments (in effect
interest free loans) of UC to help them get by whilst waiting
for their first payment and encourage them to pay their rent to
avoid the accumulation of debt. These changes in approach
have resulted in a steady marginal increase in collection for
customers in the first six weeks of their claim.

Commercial Tenancies
To assist new tenants moving into their homes we offer rent
deductions of between 50-100% for the first month as an
incentive and also supply washing machines and fridge
freezers to help reduce moving-in costs. Our Rent to Buy
tenures are set at 80% of the market rent with the tenant
expected to put aside the other 20% towards a deposit to
buy the property after five years. Our One Money team is to
offer a financial MOT for RtB tenants as a financial stock-take
and to help people make the most of their savings.

Income Team
Our Income team has a clear aim of maximising income
collection and reducing arrears for the organisation by
supporting tenants to pay their rent on time and providing
advice on housing benefit and Universal Credit. The team
is passionate about improving services to customers and,
throughout 2018/19, they implemented a three-stage
approach to generating income for the organisation, saving
money and having a positive impact on customers’ financial
circumstances.
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Looking ahead

Stage 2 – the team carried out two periods of targeted work
in the six-week periods up to Christmas and also financial
year end. These campaigns focused on customers in arrears
without repayment agreements in place. Working patterns
were flexed to accommodate hard to contact customers,
including Saturday calls and visits and later office hours to
enable staff to support customers unavailable during the day.
In addition, pre-recorded messages were put in place on
our contact centre telephone line encouraging customers to
continue paying rent over the Christmas period, reminding
them of the different ways to pay rent and advising how to
make contact if experiencing financial difficulties.

In partnership with external agencies we are exploring
further initiatives to promote both the financial resilience of
customers and income generation for the organisation. One
initiative aims to empower customers to manage their rent
account responsibly – providing flexibility on rent payments
(within certain criteria and under particular circumstances)
during times of financial hardship. Pilots of this approach
have seen an improvement in the financial circumstances of
over half the customers who took part and improvements
in the tenant/landlord relationship. A second initiative is an
autodialling system that direct dials customers in targeted
arrears groups. This cuts out wasted officer time analysing
accounts and making abortive outbound calls as officers will
only deal with customers who have answered and want to
discuss their rent account with us.

Stage 3 - Outreach and face-to-face direct customer support
throughout the financial year contributed not only to the
outcomes of the team but the outcomes for customers.
Customers were supported in their own homes and in our
drop-in locations to apply for UC, log into journals and
resolve delays and apply for Discretionary Housing Payments
(DHP’s). The Income team helped customers apply for DHP’s
totalling £63,669 supplementing the £9,490 of our One
Money team.
These initiatives saw the year end income collection target of
100.5% surpassed for the first time – rent collection achieved
at year end was 100.61% from 100.35% in 2017/18. As a result
of this and the above initiatives the Income team won One
Manchester Team of the Year at our 2019 staff conference.
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Costs
Performance and
Benchmarking

In 2016 the regulator reinforced its focus on VfM regulation as a response to increasing
Government scrutiny of housing association efficiency. The regulator defined a ‘headline
social housing cost per unit’ (HSHCPU) measure to analyse Global Accounts cost data.
This measure brings together management, service charge, maintenance, major repair and
other social housing costs. In addition, Registered Providers are required to report on a
suite of defined performance metrics to measure economy, efficiency and effectiveness on
a comparable basis across the sector. These VfM metrics enable providers to demonstrate
that they are making best use of their assets and resources to all stakeholders.
Global Accounts Headline Social Housing Cost Per Unit
We have used the 2017/18 consolidated Global Accounts
(GA) unit costs to benchmark our own costs performance
(OM) against the previous year and against the sector average
and median as demonstrated below.

Table 11: global accounts comparison 2017/18

Headline
social
housing CPU

Management
CPU

Service
charge
CPU

Maintenance
CPU

Major
repairs
CPU

Other social
housing
costs CPU

OM 17/18 & trend from
16/17 below

3.08

OM 16/17

2.58

1.06

0.22

0.67

0.39

0.25

GA average 17/18 (All
RP’s)

3.92

1.02

0.60

1.03

0.80

0.48

OM variance from GA
average

0.84

GA median 17/18 (All
RP’s)

3.40

OM variance from GA
median

0.32

▲

●

1.17

-0.15

▲

●

0.97

●

-0.20

0.18

0.42

▼

●

0.39

●

0.21
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0.65

0.38

▼

●

0.95

●

0.30

0.88

-0.08

▲

●

0.72

●

-0.16

0.20

0.28

▼

●

0.25

●

0.05

●

£50 to £196 – £49 lower than the sector median of £245. Of
the five costs making up the overall HSHCPU two increased.
The ‘management’ CPU increased by £111 to £1,174 which
is £200 higher than the sector median of £974. Our ‘major
repairs’ CPU increased substantially by £482 to £875 from
£393 – £155 higher than the sector median of £720.

At the median point, the sector spends £3,397 (annual
increase of £99/3%) each year managing and maintaining
each social housing unit with an average of £3,919 (annual
increase of £221/6%). One Manchester’s HSHCPU for
2017/18 is £3,075 – whilst an annual increase of £493/19.1%
this remains top quartile performance performing £322
better than the median and £844 better than the average.
There continues to be a wide range of performance across
this metric with costs of £3,010 per property in the lowest
quartile rising to £4,501 per property in the most expensive
quartile. These overall increases in costs are higher than the
2.5% CPI inflation rate for the year and are likely the result of a
combination of factors including higher operational costs as
a result of fire safety and quality assurance measures.

The significant factor impacting our 2018/19 (and 2019/20)
increase in costs is the recladding and fire safety work referred
to in ‘Place’. Our Business Plan includes an allowance of
£15.6m for the entire work and our capital and revenue costs
for 2018/19 were £4.8m. Last year we successfully submitted
an application to the Ministry of Housing, Communities
and Local Government towards the cost of the cladding
replacement and last year we received £6,024,079 with a
further £927,487 to be claimed in 2019/20.

Last year we reported that every individual measure had
improved other than ‘service charge’ CPU that had increased
slightly by £17. That has been reversed this year with a
reduction of £31 and our cost per unit of £184 is £205 lower
than the sector median of £389. Our ‘maintenance’ CPU has
decreased by £20 to £645 which is £303 lower than the
sector median of £948. Our ‘other’ CPU also decreased by

As in previous years we have carried out further analysis
for 2017/18 of our GA rank at consolidated group level
comparing ourselves against other RP’s and Large-Scale
Voluntary Transfers (LSVT’s).

Table 12: global accounts ranking

Group

OM headline social
housing CPU/rank

Lowest social housing
CPU in group

Highest social housing
CPU in group

All RP’s

3.08 – 68th of 230

1.84

24.15

All LSVT’s

3.08 – 47th of 108

1.84

7.37

LSVT 7-12 years

3.08 – 8th of 18

2.13

4.50

LSVT North West

3.08 – 10th of 27

2.13

4.83

All North West

3.08 – 12th of 42

2.13

4.83

LSVT 7-12 years North West

3.08 – 4th of 6

2.13

4.25
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This compares One Manchester’s HSHCPU against all
RP’s and all LSVT’s and also against region and comparator
organisations in age as these can influence cost variation. It
must be noted that there has been some movement between
the above groups since 2016/17 and some decreases and
increases e.g. an overall decrease of 6 organisations but an
increase of 17 organisations in the ‘all LSVT’s group’.

North West (28.6%) and ‘All RP’s’ (29.6%). We rank within the
top 50% of three groups (LSVT North West 37%; All LSVT’s
43.5% and LSVT 7-12 years 44.4%) and within the top 70% in
LSVT 7-12 years North West (66.7% from 42.9% in 2016/17).
At a regional level, available information indicates that 69
of 480 blocks in Greater Manchester failed cladding tests.
With 16, we are the landlord with the highest number of
high-rise blocks in the North West needing recladding with
many local social housing providers reporting no cladding
or no combustible cladding. This obviously impacts our
benchmarked positions in the table above. In addition, we
compared ourselves to the LSVT 7-12 years median results for
each measure and overall headline costs (which are not the
same organisation).

Given the increase in costs referred to above, it is unsurprising
that our ranked position both nationally and regionally has
declined. From the relatively strong position of being in
the top 10% in three groups in 2016/17 (All RP’s 8.1%; All
LSVT’s 9.9% and All North West 9.5%) and top 20% in two
groups (LSVT North West 15.8% and LSVT 7-12 years 19.2%)
our highest ranks are now in the top 30% in two groups ‘All

Table 13: global accounts – One Manchester v LSVT 7-12 years median results

2017/18

OM Results

LSVT 7-12
median

Headline
social
housing CPU

Management
CPU

Service
charge CPU

Maintenance
CPU

Major
repairs
CPU

Other
social
housing CPU

3.08

1.17

0.18

0.65

0.88

0.20

3.31

1.00

0.24

0.90

Our overall HSHCPU compares favourably to the median
score (£233 lower) as do service charge (£58 lower) and
maintenance costs (£257 lower). Again, our costs are
slightly higher in the major repairs category (£43 higher)
and the management costs category is higher by £169. The
difference in the ‘other’ cost is just £14.
The table below details historic actual, draft accounts for
2018/19 and budgeted and Business Plan predicted overall
HSHCPU and breakdown through to 2023/24.
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0.83

0.18

Highest
social
housing CPU

Lowest social
housing CPU

4.50
(London)

2.13
(Yorkshire &
the Humber)

Table 14: unit cost measures – actual and predicted

Total social housing CPU
Management CPU
Service Charge CPU
Maintenance CPU
Major Repairs CPU
Other Social Housing CPU

2015/16
£3,140
£1,282
£198
£765
£597
£297

Actual
2016/17
£2,582
£1,063
£215
£665
£393
£246

2017/18
£3,075
£1,174
£184
£645
£875
£196

Stock numbers

12,039

11,961

11,878

Draft
Accounts
2018/19
£3,077
£1,137
£204
£714
£873
£149
11,794

The general trend for our HSHCPU from 2015/16 is positive,
especially considering the significant increase in major repairs
expenditure, as it has reduced from £3,140 to £3,077 in
2018/19. Our predicted overall cost for this year in 2018 was
£3,238 – our performance this year better than predicted
by £161 per unit. We expect our overall costs to move

Budget
2019/20
£2,943
£1,046
£226
£637
£918
£115

2020/21
£2,979
£1,025
£237
£642
£926
£148

Business Plan
2021/22
2022/23
£2,977
£3,334
£1,044
£1,084
£240
£249
£659
£687
£891
£1,180
£144
£133

2023/24
£3,373
£1,113
£256
£705
£1,135
£164

11,948

12,164

12,236

12,091

12,031

down again in 2019/20 and remain relatively stable until
2022/23 where we can see another increase. This is driven
by increased investment in our major repairs programme as
all other measures remain relatively static reflecting good
control of costs within the business. The table below shows
the relative cost performance against the sector as a whole.

Table 15: sector comparison – actual and predicted overall cost per unit
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Please note: the estimated quartile positions are based on
the RSH sector data for 2017/18 and are an indication as to
where the organisation would sit without using mid-upper
and mid-lower markers.

by the business to consistently invest in our stock, including
the cladding replacement, which can be viewed positively.
We do, however, predict management costs will move to
median performance from 2019/20.

In sector comparative terms our overall cost per unit remains
top quartile (lower cost) performance throughout this period.
This gives an indication of the ongoing overall efficiency
of the business. The only two measures hitting red for
upper quartile (higher cost) are major repairs as above and
management costs. This reflects a significant commitment

Value for Money Metrics
This is our second report against the regulator’s VfM metrics
introduced in 2018. The table below details historic actual,
draft accounts for 2018/19 and budgeted and Business Plan
predicted VfM metrics through to 2023/24.

Table 16: value for money metrics – actual and predicted

Draft /
Actual

Actual
VfM Metrics

2015/16

2016/17

2017/18

2018/19

Projected
2019/20

2020/21

2021/22

2022/23

2023/24

1

Reinvestment

2.40%

4.17%

8.18%

7.31%

2a

% New Supply Delivered
(Social Housing Units)

0.16%

0.09%

0.15%

0.25%

2.26%

2.54%

1.34%

0.05%

1.07%

19

11

18

30

270

309

164

6

129

Closed Social Housing Units

12,039

11,961

11,878

11,794

11,948

12,164

12,236

12,031

12,091

% New Supply Delivered
(Non-Social Housing Units)

0.16%

0.00%

0.38%

1.51%

0.01%

0.38%

0.38%

0.38%

0.38%

No. New Supply Delivered
(Non-Social Housing Units)

20

0
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192

1

50

50

50

50

Closed Housing Units
(Social & Non-Social) plus
Leasehold

12,653

12,583

12,538

12,694

12,849

13,115

13,237

13,082

13,192

3

Gearing (Net Book Value of
Housing Properties)

58.2%

62.6%

64.4%

58.0%

67.7%

70.19%

70.01%

73.76%

80.28%

4

EBITDA MRI Interest Cover

182.3%

252.6%

170.4%

162.5%

173.40%

180.50%

201.69%

161.30%

140.94%

5

Headline Social Housing
Cost per Unit

£3,140

£2,582

£3,075

£3,077

£2,943

£2,979

£2,977

£3,334

£3,373

6a

Operating Margin (Social
Housing Lettings only)

24.93%

32.94%

26.35%

33.13%

31.34%

30.82%

34.09%

33.92%

33.40%

6b

Operating Margin (Overall)

23.99%

31.03%

23.41%

29.45%

28.64%

27.98%

30.69%

32.96%

33.07%

7

Return on Capital Employed
(ROCE)

8.42%

10.05%

7.98%

10.06%

7.50%

7.19%

6.97%

6.41%

5.96%

2015/16

2016/17

2017/18

2018/19

2019/20

2020/21

2021/22

2022/23

2023/24

No. New Supply Delivered
(Social Housing Units)

2b

Other Metrics
1

EBITDA MRI Social Housing
Lettings Interest Cover

-

-

196.6%

168.4%

170.39%

170.47%

193.71%

147.67%

126.55%

2

Net Debt to Social Housing
Lettings Turnover

-

-

2.2

2.1

2.6

2.9

3.1

3.7

4.5
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The table combines the key measures at the heart of the VfM
Standard. The key elements to draw out are:
•

the evolution and growth in new homes delivered
from merger is aligned to our growth strategy.The
programme started to accelerate in 2017/18 and the
business is now formulating its growth aspirations for
2021/22 and beyond.

•

in real terms our growth programme has been
expanded from 585 new homes at merger to an overall
programme of 2,812 including new homes delivered of
383 and planned of 2,429 by 2034.

•

this is impacted by increased disposal assumptions,
based on continuing sales to tenants who have Right-toBuy or Right-to-Acquire as a vehicle to home ownership.

•

our debt profile shows the combined effect of future
debt used to deliver homes through to 2020/21. Again,
future debt requirements form part of our post 2020/21
planning. The other effect of increased sales has seen us
defer some of our planned drawdowns, as we use these
increased funds to delay any borrowing required.

•

the general trend in our ability to meet our financial
covenants with our funders is impacted by the tower’s
expenditure in 2017/18 and 2018/19 (although we
remain fully compliant) before we show a strong
recovery.

•

unit costs which are detailed above.

•

our operating margin performance, which can be used
as one measure of efficiency, was generally better than
the sector norm in 2016/17, but again impacted by
towers expenditure in 2017/18 before moving back to
the sector average and steadily improving ahead of 30%
in the future.

•

ROCE peaks in 2018/19 where our strong operating
margin combined with delayed drawdowns sees us in
excess of 10%. However, as operating margin reduces
slightly, and we begin to borrow more heavily to fund
our development aspirations it reduces to 6-7% for the
next few years as operating margin remains consistently
above 30%.

•

EBITDA MRI measured here for the VfM objective 2
is similar to the measure used by our lenders within
our covenant assessments. However, there is one
main difference where our lenders covenants include
surplus on sales of housing properties within the
calculation, and the VfM metric does not. This explains
the difference on EBITDA for the VfM measure (for 2019)
of 162.5% vs the lender covenant measure of 251.8% /
255.3%.

•

EBITDA MRI Social Housing does tighten in later years
as the business continues to invest in its new homes’
growth programme with associated increased interest
costs. It does impact total EBITDA, but to a lesser extent
due to the increased non-social income generated,
timing, and with limited market sales activity.

The following table sets out how our 2018 performance
compares to relevant peer groups (NB: LSVT 7-12 Years North
West was not selected as there are only six organisations in
that group).
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Table 17: value for money metrics 2018 – global accounts sector comparison

VfM Metric

OM
2018

OM 2019
Draft

OM
Trend

All RP’s
(230 total)

LSVT North West
(27 total)

LSVT 7-12 Years
(18 total)

Median
2018

Variance

Median
2018

Variance

Median
2018

Variance

Reinvestment

8.18%

7.31%

▼

6.03%

2.15%

8.18%

0.00%

8.73%

-0.55%

New supply – social

0.15%

0.25%

▲

1.16%

-1.01%

0.76%

-0.61%

0.92%

-0.77%

New supply – non-social

0.38%

1.51%

▲

0.00%

0.38%

0.00%

0.38%

0.00%

0.38%

Gearing

64.40%

58.00%

▼

42.90%

21.50%

36.03%

28.37%

32.36%

32.04%

EBITDA MRI

170.40%

162.50%

▼

205.68%

-35.28%

215.05%

-44.65%

237.44%

-67.04%

Operating margin – social
housing

26.35%

33.13%

▲

32.14%

-5.79%

26.71%

-0.36%

31.47%

-5.12%

Operating margin – overall

23.41%

29.45%

▲

28.89%

-5.48%

24.66%

-1.25%

30.55%

-7.14%

ROCE

7.98%

10.06%

▲

4.08%

3.90%

6.09%

1.89%

6.43%

1.55%

Gearing measures the ratio of debt to assets using a concept
similar to mortgage lenders’ loan to value measure. While a
gearing ratio above the median may demonstrate willingness
to leverage assets to fund development, this measure has no
real polarity. Gearing can also be affected by funders’ lending
covenants which may set conditions in relation to borrowing
levels. The results show the majority of RP’s appear to use
borrowing prudently with ratios below 50%. Associations
with development programmes tend to have higher gearing
than those without – our result of 64.4%, higher than the
median results, demonstrates that, but only in part. It should
be noted that the majority of One Manchester historic
debt was to support decent homes ‘catch-up’ repairs and
as we move forward our debt profile increases to support
the development programme.

The reinvestment metric looks at the investment in properties
(existing stock as well as new supply) as a % of the value of
total properties held. It demonstrates that finances are being
put to good use by maintaining and improving stock as
well as adding to the asset base. Nationally, at the median,
Registered Providers (RP’s) are spending the equivalent of
6.03% of their assets’ value on reinvestment. Stock transfer
organisations have higher median reinvestment rates – we
are the LSVT NW median at 8.18% (global accounts 2018) –
which suggests we are fulfilling our promises to tenants by
investing funds to improve stock and develop new homes.
There is a moderate correlation between reinvestment and
new supply.
At the median RP’s are developing new social housing in the
region of 1% of their stock in a year. Whilst our result of 0.15%
is lower than our peers, our result of 0.38% for non-social new
supply demonstrates that whilst we have moved ahead into
developing non-social tenures the majority of RP’s have not.
At a strategic level, the additional surplus generated by these
tenure types can be used to cross subsidise the delivery of
new social homes. Our draft accounts for 2019 indicate a
positive direction of travel for both new supply metrics.
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increased which coincides with additional expenditure
on tower, fire safety and quality works. There is a strong
correlation between the overall figure and the operating
margin (social housing) figure and similarly there has been
a year-on-year decrease – again following the rent cut. Draft
accounts for 2019 indicate a positive increase in both overall
and social housing operating margins as the revenue costs
for the tower programme fall away.

EBITDA MRI measures financial performance before
factoring in financing decisions, accounting decisions or
tax environments. It is an approximation of cash generated;
presenting it as a percentage of interest shows the level of
headroom on meeting interest payments for outstanding
debt. This metric is meaningful for RP’s who borrow to invest
and cover interest payments with their operating surplus.
Whilst it is important for earnings to cover interest payments,
a high interest cover ratio could mean there is additional
capacity for investment. As a result, this measure also has
neutral polarity. At the median points, RP’s earnings are more
than double their interest payments.

ROCE – Return on Capital Employed – shows how well an RP
is using both its capital and debt to generate a capital return.
It is a commonly used ratio to assess the efficient investment
in capital resources. The metric supports RP’s with a wide
range of capital investment programmes. However, it can
be influenced by the nature of an RP’s property portfolio
e.g. balance between market and social rent, age of stock,
historic debt, basis of valuation. Generally, higher returns are
seen as better and the national median point was 4.08% with our result of 7.98% being top quartile performance and
improving to 10.06% in 2019.

The overall operating margin measures the amount of surplus
generated from turnover on an RP’s day-to-day activities and
is a key measure of operational efficiency as it is influenced by
both income and expenditure. Various factors can affect an
operating margin including rent charges (lower rents mean
lower margins). Margins of 20%+ indicate financial stability.
Nationally, compared to 2017, overall margins decreased
as did ours by 7.62%. One of the reasons for this fall is the
ongoing rent reductions to 2020 which has reduced
turnover. Over the same period headline costs for OM have
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Appendix A
One Manchester Social Value
Outcomes 2018/19

Project & department

Contract holder

Social Value outcomes – 2018/19

Alex Park roofing:
re-roofs, fascia & soffit
renewals

WRPS Ltd

Delivered
Provision of new garden seating and retail vouchers to support
gardening projects at Will Griffiths Court and ground works;
continued employment of scaffolding shared apprentice.

Assets

Lift maintenance

Please note: outputs delivered in previous years are not listed

Sheridans Lifts

Delivered
A previous work placement was offered full-time employment
in an administrative role and has now moved into an
apprenticeship with Sheridans; entry level employment
positions offered to One Manchester to promote locally (Sales
Executive & Credit Controller) via One Future service.

Assets

Pledged activity
Support ‘Meet the Professional’ careers day in Gorton; financial
sponsorship of the Entrenched Rough Sleepers 10k team
and volunteered several staff members to run on the day to
fundraise for the project; taking part in the Get Your Future
Started programme and the One Million Mentor Campaign.
Please note: outputs delivered in previous years are not listed

Chapel Street
development
Growth

Mulbury Homes

Delivered
Toilet rolls donated to the Mayor’s Bed Every Night scheme to
house rough sleepers through the winter.
Pledged
Provision of 2 x customer care operatives (joiners) for two
days to support Station South, a cycling orientated social
enterprise providing a cycle café, bar and co-working space in
Levenshulme.
Please note: outputs delivered in previous years are not listed
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Project & department

Contract holder

Social Value outcomes – 2018/19

Clockworks
development

Galliford Try
Partnerships

Delivered

Growth

Several local recruitment events held to promote local
training and labour; six hours pro-bono time supporting One
Manchester International Women’s Day; site hosted a careers
event in conjunction; 10 x work experience placements
completed; 26 x CSCS cards facilitated; provided an M&E
surveyor to identify, review and assess the condition of
the engineering and mechanical components within the
Millennium Powerhouse; providing labour and materials to
Greenheys Adult Learning Centre to develop outdoor space
including some green space and garden for staff and students;
supporting local foodbank; monthly street clean around site;
hiring room space from next door church; two sustained
apprentices (targeting six); will ring-fence entry level local
employment opportunities with guaranteed interviews for OM
residents; targeting at least 65% orders placed within GM
postcodes.
Pledged
Donation of clothes to OM’s wardrobe project and run
construction recruitment sessions from The Place; build four
planters for OM block; supporting the Little Build project in OM
sheltered scheme through construction of a stud wall; 20 Easter
eggs for youth service; meeting with the nearby Manchester
Academy to identify joint working initiatives.
Please note: outputs delivered in previous years are not listed

Field Street development

Tyson

Delivered
Safeguarding of four existing apprentices; 50% of orders
within GM; 35% employees from GM; donated surplus timber
materials to local resident; donated green netting to local
resident.

Growth

Please note: outputs delivered in previous years are not listed

Oasis Centre
development
Growth

Watson Homes

Pledged
Donating wood chippings to a local football club on an
ongoing basis; safeguarding three apprentices; targeting up to
15 work placements; maximising local employment; targeting
at least 60% orders placed within Greater Manchester; and
supporting local voluntary, community and social enterprise
(VCSE) organisations.
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Project & department

Contract holder

Social Value outcomes – 2018/19

Stoneygate Walk

John Southworth Builders

Delivered
Three apprentices safeguarded; five apprentices created;
10 work placements completed; providing design advice
and painting the walls within the Little Build project in OM
sheltered scheme; supporting five entrenched rough sleepers
in OM properties to decorate their new homes; supporting
Women in Construction day; 57.7% materials sourced locally;
37.4% subcontractors appointed locally; 46.3% local labour
within 10 miles; MacMillan Coffee morning to raise £600;
Christmas community days held with local residents to maintain
relationship.

Growth

Mobile phone contract

Daisy Group

Attended careers event in collaboration with OM; living wage
employer; nominated for award for approach to staff health and
wellbeing issues; and hold ISO14001:2004 accreditation.

IT

Tower block recladding

Wates Group

Assets

Delivered
Building Futures scheme to 12 local unemployed adults
providing accredited construction and employability training,
and CSCS card, to support participants into employment
(three participants secured offers of employment prior to the
course finishing); £21,050 grant for Aquarius Centre works;
Wates Community day initiative at the Aquarius Centre where
refurbishments worth circa £5,000 were completed; employed
a level 4 apprentice; delivered two work placements; two
14-16 year olds completed work experience; four social
enterprises engaged; one general labourer referred in from
OM employability team and still employed.

Assets

M&E heating works

Delivered

Proline

Delivered
£6,000 of retail vouchers to support GM Homes Partnership (as
entrenched rough sleepers move off the street into their homes
their support workers use the retail vouchers to help them set
up home with basic household items and groceries); supported
holiday hunger scheme with OM helping to deliver 3,000
lunches for children in central Manchester.
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Project & department

Contract holder

Social Value outcomes – 2018/19

Communal area
painting

PSN

Delivered
£2,000 retail vouchers to support entrenched rough sleepers
project; donating paint and materials to the Boilerhouse
project; donating art equipment and stationery to OM’s
homework / craft clubs; donation of 20 brushes and 10 rollers
to support renewal of Crumpsall property to support the Bed
Every Night scheme.

Assets

Legal services panel

Various

Incorporates lots for
various departments

South Street
development
Growth

Specific pledges will be developed as commissions to
different suppliers increase during the year. Suppliers are:
Anthony Collins; Clarke Wilmott; Croftons Solicitors;
Devonshires; DWF; Forbes; Gateley; Hyland Legal; Knox Ellis;
Trowers & Hamlins; Ward Hadaway; Whiteheads Solicitors

Casey

Delivered
Two work placements; three apprenticeships; targeting
60% orders placed within GM postcodes; engage a
minimum of one social enterprise as part of the supply
chain; commitment to support local voluntary, community
and social enterprise (VCSE) organisations through probono support; volunteer days; or donation of materials or
resources; provided cleaning contract to local unemployed
tenant who has recently set up own business.
Pledged
Pro-bono ground works at the East Mcr Community
Garden Group.
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Project & department

Contract holder

Social Value outcomes – 2018/19

Pest Control

Manchester City Council

Delivered
Electric van on test for two weeks to identify whether
existing diesel fleet can be replaced with hybrid vans to
reduce carbon emissions (hybrid van option is presently
not available - possibly summer 2019); volunteering at
community grocer shops; set up foodbank collection
points at Hooper Street Depot; distributed supplies to
the project in Ardwick that supports a number of OM
tenants; pest control presentation given at East Manchester
Business Network meeting; MCC have delivered briefing
session to OM Place Co-ordinators to provide greater
understanding of pest treatment plans and expectations
along with information on pest prevention; new education
leaflet for residents having a pest treatment printed and
now in use; use biodegradable products / recyclable mice
bait stations; follow campaign for responsible rodenticide
use guidelines which limits the use of poison; offer work
experience opportunities for 14-16 year olds through
Wright Robinson; support flexible working and staff to
achieve positive work-life balance; actively encourage staff
to engage with the MCC volunteering policy and take up
to three days paid leave.

Place

Pledged
Provided training to Place Co-ordinators and residents to
reduce future issues; team to complete carbon literacy
course within 12 months; adopt new treatment methods as
they are developed / lower impact chemicals; recruiting
an apprentice pest control technician to join the service;
using the My Futures scheme (three month supported work
placement) to recruit an apprentice; advise residents /
tenant champions / groups during clean up days or where
there have been particular problems with pest infestation;
and ongoing learning and development / health and
wellbeing support for staff.

Printer contract
IT

Vision PLC

Pledged
Will rebate 1% of annual contract value; will host two work
placements per annum; will forward details of local entry
level employment opportunities to OM; work with OM
to recruit any local apprentice opportunities; OM to put
forward requests on an ad-hoc basis; to provide monthly
/ quarterly report on environmental KPIs; upon request
provide working second hand printing or IT software
to community groups; inform OM of any opportunities
arising; respond to requests to support individuals from
these groups through work placements.
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Project & department

Contract holder

Social Value outcomes – 2018/19

Highway Repairs
contract

Groundwork
Landscapes Ltd

Delivered

Assets

Make up and deliver 100 x winter fuel poverty packs, including
LED lightbulb; room thermometer card; Radflek or equivalent
radiator reflector panel; and radiator key.
Pledged
120 hours of pro-bono support for Highways Repairs to
support community projects; plant hired at no rate to support
community projects; 25% contribution towards materials to
support community projects.

Internal audit

PWC

Volunteer free of charge in the community through:
skills workshops; employability interviews / career
discussions and advice; promoting opportunities and
support applications to apprenticeship schemes and work
experience programmes; work placement / shadowing
opportunities; mentoring or coaching for local social
entrepreneurs; use of office facilities for events supporting
social mobility / social enterprise; three staff will commit
one day of time per year to undertake social value activities;
supporting social enterprises in the areas we serve including
providing mentoring support – half a day per annum.

Special projects

Quattro House
fit out

Jennor

Rothwell Group

Requested
300 LED lightbulbs to support fuel poverty starter pack
initiative; Argos and ASDA retail vouchers equivalent to £3,000
to support One Manchester’s entrenched rough sleepers
project; retail vouchers equivalent to £1,000 to support Little
Build / sewing club project.

Assets

Growth consultants’
letter

Delivered
£400 ASDA vouchers to support rough sleepers initiative; and
five raised beds to support greenspace projects in Gorton.

Special projects
St Georges
emergency repairs

Pledged

TADW
Townhouse

Pledged
TADW - pledged to provide direct financial contribution,
equivalent to 1% of fee from OM to support Community
Grocer schemes.
Townhouse - pledged to provide in-kind goods, equivalent to
1% OM fee to Community Grocer scheme in Hulme.

Repairs & maintenance
contractor panel
(2019-2020)

Delph Developments Ltd;
Lyons Property
Services Ltd;
JB Atherton Builders
and Shop Fitters;
Harding Building
Services Limited (HBSL)

Pledged
For each £50,000 per cumulative value of orders the contractor
will provide an unpaid work placement lasting up to eight
weeks; contractors will provide pro-bono support or in-kind
goods or materials to support community development activity
to the value of 0.5%.
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