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1. Executive Summary 

1.1 Plexus recognises that Value for Money (VFM) is a  fundamental consideration for all Registered Providers 
and is committed to maximising VFM to ensure that the highest level of service is delivered to our 
customers. 

 

1.2 Our mission is ‘to provide sustainable and affordable temporary and permanent housing solutions for 
people in housing need and the communities where they live.’  For Plexus, there are three key VFM drivers 
–our business plan, our desire to seek continuous improvement and to be fully regulatory compliant.  

1.3 These VFM key drivers are supported by our three VFM pillars which are: 
 

- Strong governance, scrutiny & performance management. 
- Ensuring we maximise the Return on Assets. 

- Clear measures, evidence and comparisons; including understanding of costs and outcomes. 
 
1.4 The VFM pillars are  underpinned by a strong VFM culture where information is transparently available and 

accessible to stakeholders. In order to deliver social value we need to be financially sound and make the 
most of our resources to deliver the services that our customers need.We also need to provide assurance to 
our freeholders and where necessary their funders. 

 
1.5  This VFM strategy builds on the objectives expressed in the Business Plan and expressly articulates our 

further commitments to ensuring VFM is integral to the mechanics of the whole operation. Plexus are 
committed to: 

 
- Improving and understanding  our current value for money position 
- Promoting and embedding a value for money culture 
- Achieving year on year efficiency savings 
- Working with, and agreeing with customers how value for money gains are used 
- Optimising the future returns on assets 
- Directing resources to achieve the right balance between frontline services, maintaining existing 

assets and providing new homes 
- Achieving a high level of customer satisfaction with value for money 
- Achieving top quartile performance in recognised value for money indices 

 
 
1.6 Ensuring that our strategy considers  short, medium and long term financial implications and will be 

reviewed annually, with a detailed action plan created for at least the year ahead. 
 
1.7 Responsibility for VFM lies with everybody and is not restricted to those with performance or financial 

responsibilities. It is intended that every employee  considers the service delivery measures attached to every 
item of expenditure.  

 
1.8  A VFM steering group has been established to monitor progress against the strategy and the action plan.   

 
1.9 We will know that VFM is being delivered when: 

- the mission, values and objectives are being achieved, 

- The services that customers want are being provided when and where they are needed, and 

- Top quartile performance is being achieved in comparison with similar registered providers for 
key cost and performance indicators.  
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1.10    Our key VFM indicators are: 
 

 Reinvestment Gearing 
 EBITDS MRI 
 Operating Margin 
 Return on capital employed 
 Housing management cost per property 
 Debt per unit 
 Growth in turnover 
 Overheads as percentage of turnover 
 Number of new properties acquired 
 Number of properties handed back 
 Percentage of rent collected 
 Tenancies terminated as a percentage of tenancies managed 
 Current tenant arrears as a percentage of rent roll 
 Former tenant arrears as a percentage of rent roll 
 Void losses as a percentage of rent roll 
 Amount of debt written off 
 Average number of days taken to complete a repair 
 No of repairs appointment made and kept 
 Number of repairs completed first time 
 Number of repairs carried out per property 
 Average re-let time 
 Cost per property of major works and cyclical maintenance 
 Cost per property of responsive repairs  
 Cost per property of  void works 
 % and number of properties with a valid gas certificate 
 % and number of properties with a valid fire risk assessment 
 % and number of actions from the fire risk assessment completed within timescale 
 % and number of properties with a valid electric certificate 
 % of annual legionella tests carried out  
 % of annual lift inspections carried out 
 % of propertied with valid asbestos survey 
 Percentage of residents satisfied with the service provided 
 Percentage of residents satisfied with the quality of their new home 
 Percentage of residents satisfied with their neighbourhood as a place to live 
 Percentage of residents satisfied that their rent provides value for money 
 Percentage of residents satisfied with repairs and maintenance 
 Percentage of residents satisfied that their views are being listened to and acted upon 
 Direct cost of resident involvement 

 
1.11 We will know that progress is being made in embedding VFM when year-on-year improvement can be 

demonstrated and sustained on these measures of success. 

 

2. What is VFM? 
 
 
2.1 Value for money (VFM) is a concept that we apply daily in our lives. We are constantly choosing which items 

or services to buy and judging what is the right balance between quality and cost 
 
2.2 VFM is the relationship between economy, efficiency and effectiveness, sometimes known as the               

‘value chain’.  
 
2.3 Economy is the price paid for what goes into providing a service, for example, the salary cost of employees, 

material costs of a repair, payments made to contractors and consultants. 
 
2.4  Efficiency is a measure of productivity, i.e. how much you get out in relation to what is put in. Efficiency is 

primarily associated with the process and delivery of procurement. 
 

2.5  Effectiveness is a measure of the impact achieved and can be quantitative or qualitative. Effectiveness is 
primarily associated with the outcomes for customers. 
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2.6 VFM is high when there is an optimum balance between all three; relatively low costs, high productivity and 

successful outcomes.  
 
2.7  VFM gains are classed as either ‘cashable’ or ‘non cashable’. Cashable gains are produced by    achieving 

the same level of outputs from reduced inputs or costs. Non cashable gains are achieved when additional 
outputs are achieved from the same level of inputs, or a proportionately greater increase in outputs is 
achieved from a smaller increase in inputs. 

 
2.8 Best value for money has been defined as the ‘optimum combination of whole-life costs and benefits to meet 

the customer’s requirement’. To maximise VFM, the needs of customers must be met by ‘doing the right thing, 
in the right place, at the right time and at the right price’ 

 
2.9 We will aim to achieve optimum economy, efficiency and effectiveness in the delivery of our strategic 

objectives, recognising the need to balance factors such as available resources, risks and other 
responsibilities to ensure long term financial viability. 

 
2.10 In terms of deriving “optimal benefit” from resources and assets, we will take a measured and proportionate 

approach, taking into account the requirements of all the Regulator of Social Housing (RSH)’s Standards, in 
particular the Value for Money and Governance and Viability Standards. In optimising the financial return 
from assets and activities, we will ensure that the approach taken is consistent with our overall mission and 
strategic objectives. 

 
2.11 This VFM framework supports our business plan and our underlying strategies. As such, this is not an isolated 

document but part of a wider approach to continually improve and enhance what we do whilst embracing 
innovation and new technologies. 

 

3. Why is VFM important? 

 

3.1  The principles of value for money make good business sense, after all, why would any organization not 
strive to optimise such benefits? For Plexus, it is about obtaining the maximum benefit with the resources 
available in order to deliver on our corporate plan and objectives. 

3.2         It is a way of doing things that underpins everything we do; from performance management to procurement, 
from business planning to consultation. Value for money is integrated within all areas of our business 
planning and operational delivery.  

3.3       Evidencing that we achieve optimum value for money is a regulatory requirement. The Value for Money 
Standard 2018 requires social housing providers to clearly articulate their strategic objectives, have an 
approach agreed by Board on how value for money will be achieved, have an expressed appetite for 
delivering new housing supply, and to ensure that optimum benefit is derived from resources and assets in 
order to optimise economy, efficiency and effectiveness in delivering strategic objectives.  

  

3.4  The key elements of the VFM standard are as follows: 
 

• There should be a robust approach to achieving value for money. This will include 
a robust approach to decision making and rigour in appraising options for improving 
performance. 

 
• There should be regular and appropriate consideration by Board of potential 

value for money gains. 
 

• Value for money should be a whole business approach, and where there is 
investment in non-social housing activity, consideration should be given to whether 
the return from such activity is commensurate with the risk involved. Where this is 
not the case Board should seek justification. 
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4. Key VFM drivers 

 
There are a number of internal and external business drivers influencing VFM, all of which have been considered 
in developing this strategy:  
 

 Business Plan 
 Financial planning 
 Benchmarking and past performance 
 Survey/resident involvement 
 Regulator of Social Housing (RSH) value for money standard 
 Governance and risk management 
 The economic climate. 

 
These are underpinned by our 3 VFM pillars and a culture where information is transparently available and 
accessible to stakeholders. In order to deliver social value we need to be financially sound and make the most 
of our resources to deliver the services that our customers need. We also need to provide assurance to our 
freeholders and where necessary their funders. 
 
 

5. Our VFM pillars 
 

5.1  Strong governance, scrutiny & performance management. 

 
 This pillar is about how we will ensure that VFM is embedded into our culture and continuing to monitor and 

measure its effectiveness. The philosophy that we embrace with regard to VFM is about leadership, 
ownership and accountability. It is also about ensuring that we get the right strategic balance between cost 
and quality and meeting customer needs. 

 
5.2         Ensuring we maximise the return on assets. 
 

 We aim to demonstrate a good understanding of our assets, their value, their sustainability and how they 
are used to support the cost effective delivery of our business plan. We will understand the financial return 
and social values on all of our assets and make informed choices to invest or divest as appropriate; 
 

 Focusing on the whole lifecycle of a home, our asset management framework will ensure that we invest in 
the right physical assets to the right standard, in the right places for the right cost and for the right return. 
We will resource a plan to implement measures to improve the financial return on our assets 

 

5.3   Clear measures, evidence and comparisons; including understanding of costs and outcomes. 
 

 It is essential that we maintain a robust performance management framework in order to support the effective 
delivery of customer services, and to enable the Board and the Executive leadership team to understand 
current performance and identify areas for continued improvement. 
 

 We will continue to have a robust performance management framework in place, enabling informed targets 
to be set and monitored and corrective action to be taken where appropriate, ensuring the objectives within 
the Business Plan are successfully achieved. We will routinely measure the cost and quality of our services 
to inform service planning and delivery, seeking to ensure that we deliver cost effective services, whilst using 
benchmarking comparisons to identify best practice and assess the capacity to improve. 
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6. Strategic Outcomes in our 2019‐2022 business plan 

 
At the heart of our Business Plan are four strategic objectives that will help us provide more homes, deliver better 
services and improve the lives of our customers. Each is supported by a series of operational plans and KPIs designed 
to ensure we can deliver them over the life of the plan.  VFM means using our resources wisely to deliver good quality 
products and services to our customers. We think VFM is important in helping us to do just that. That’s why it’s a key 
strand of our 2019-2022 business plan and reflected in all aspects of our work through our VFM framework. 

 

 
6.1     Customers 
 
We will carry out a review of how we deliver our services during 2020 to ensure that our core customer offer supports 
the delivery of sector-leading service and we will embed all the necessary changes following this review.  We have 
targeted ourselves to: 
 

 Listen to our customers to improve what we do 
 Improve our customer experience and interactions. 
 Invest in new technology to make it easier for our customers to do more online. 
 Maintain the safety of our homes 
 Increase overall customer satisfaction to 85% 
 Offer an enhanced online service to reduce the number of repair calls to Mears 24/7 by 50% 
 Increase the number of customers that access services online to 50% by 2022 

 
 Customer Engagement 
 
We have recently developed our Customer Engagement strategy and to measure satisfaction and dissatisfaction and 
these indices will be linked to our VFM scorecard. Panel groups will be consulted on the VFM objectives with their 
views sought in relation to: 
 

 Which services we should focus on in terms of performing to the highest standard, and 
 How any savings achieved by improving VFM should be spent. 

 
Panel groups will also be consulted on the budget each year and any feedback will be considered by the Board prior 
to the budget being finalised.  

 
 
6.2    Financial Sustainability 
 
As a growing business we can work more efficiently, and in order to deliver efficiencies we will: 
 

 Drive out waste from our processes and embed a culture of cost awareness, efficiency and 
value. 

 Continue to make the most of our assets and housing stock. 
 Measure our costs and benchmark them against relevant registered providers, then use this 

information to deliver services more efficiently 
 Become financially stronger to secure the future of our services. 

The aim of this strategy is to deliver VFM and improve understanding of our  performance, cost  and quality of services 
and by taking action to ensure that the right balance is achieved. Taking account of our current position and the VFM 
strategic goal, our  VFM objectives are to: 

 Deliver the business strategy, and achieve year on year efficiency gains of 5% of operating costs  
 Achieve top quartile performance in comparison to similar organisations in recognised sector 

indices 
 Direct resources to achieve the right balance between frontline services, maintaining existing 

assets and providing new homes 
 Embed a VFM culture throughout the organisation 
 Maintain customer satisfaction levels. 
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6.3    Growth 

 
We are ambitious to expand our services and respond positively to the challenges around us by: 
 

 Acquiring interests in properties within a sensible operating distance of areas of 
existing portfolios. 

 Expanding into new areas where we don’t currently operate, if the scale and 
duration of development is large enough to deliver services effectively and 
efficiently and there is a clear, sustained need for what we can provide. 

 Work with a range of investors to identify funding solutions to support our growth 
plans. 

 Continuously review our existing portfolio to ensure it fits into our future plans. 
 
       We have set targets to: 
 

 Increase the number of homes in management by 250 per annum identifying 
growth opportunities, portfolio acquisitions, and management agreements. 

 Work in partnership with local authorities, investors, and others to  
 Maximise the number of homes we are able to build for them. 
 Develop a strategy to create a framework for the acquisition and rationalisation of 

properties. 
 Maintain the confidence of our regulator and investors. 

 
 
6.4  Organisational Readiness 
 
In order to deliver our objectives and vision we’ll ensure that: 
 

 The services provided by Mears are fit for purpose and represent value for money 
and are valued by our customers 

 The right governance and legal structures are in place to support our vision. 
 We are fully compliant with all legal & regulatory legislation 

7. Regulator of Social Housing (RSH) Standard 

The RSH determines the regulatory framework including the regulatory standards  that social housing providers must 
meet. The value for money standard is one of three economic standards that the board is responsible for meeting, 
and which are actively and rigorously regulated. The standard sets out the following required outcomes and specific 
expectations: 

Required Outcomes: 

Registered providers must: 

a.  clearly articulate their strategic objectives 

b. have an approach agreed by their board to achieving value for money in meeting these  objectives 
and demonstrate their delivery of value for money to stakeholders 

c.  through their strategic objectives, articulate their strategy for delivering homes that meet a range 
of needs 

d.  ensure that optimal benefit is derived from resources and assets and optimise economy, efficiency 
and effectiveness in the delivery of their strategic objectives. 

Specific Expectations: 
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Registered providers must demonstrate: 
 

a.  a robust approach to achieving value for money – this must include a robust 
approach to decision making and a rigorous appraisal of potential options for 
improving performance 

 
b. regular and appropriate consideration by the board of potential value for  money 

gains – this must include full consideration of costs and benefits of alternative 
commercial, organisational and delivery structures 

 

c. consideration of value for money across their whole business and where they invest 
in non-social housing activity, they should consider whether this  generates 
returns commensurate to the risk involved and justification where this is not the 
case 

 

d. that they have appropriate targets in place for measuring performance in 
achieving value for money in delivering their strategic objectives, and that  they 
regularly monitor and report their performance against these targets. 

Registered providers must annually publish evidence in the statutory accounts to enable 
stakeholders to understand the provider’s: 

 
a. performance against its own value for money targets and any metrics set out  by the 

regulator, and how that performance compares to peers 

 

b. measurable plans to address any areas of underperformance, including clearly stating 
any areas where improvements would not be appropriate and the  rationale for 
this. 

 
8. Governance and Risk Management 
 

Good governance is crucial to achieving VFM, and the organisations arrangements 
including standing orders, financial regulations, codes of conduct, counter-fraud  policies, 
risk management processes, etc. all contribute to securing VFM, not least by helping to 
minimise loss and waste .Mears Group risk register will include Plexus VFM and monitor progress 
against targets and commitments made.  
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9. Culture 
 
Through this strategy we aim to develop a culture of efficiency and value for money throughout the organisation. 
Each strand of our organisation has a role to play in ensuring we achieve our VFM objectives. These are set out 
below: 
 
 

 
 
 
We will develop these values in the organisation though training, briefings, team meetings and individuals’ 
performance management. Our VFM culture will be essential to the achievement of our VFM strategic goal. 
 
The annual business planning process will ensure that proposals are matched by the appropriate level of resources 
and that all significant proposals undergo a business case review or options appraisal. VFM will be a standard 
consideration for every Board and committee decision. 
 
We will also created a VFM Steering Group,chaired by the Managing Director and supported by the Senior 
Management Team. This group will  monitor progress against the strategy and action plan and reports to the Board. 
The group also contributes towards the development of the strategy. 
 
 
 
10. Reporting on VFM and efficiency activities 
 

An annual VFM assessment will evaluate our financial, social and environmental performance. Ongoing and regular 
reporting on VFM and efficiency activities will take a number of forms, as summarised below: 
 

‐ VFM strategy and regular VFM Reporting to the Board and committees 
‐ Annual report to tenants 
‐ Ongoing review of performance against targets in all areas through the performance management 

framework 
‐ As part of the budget setting process, VFM and efficiency gains will be  identified and reported to Board 
‐ All proposals for new schemes, investments, staffing structures and projects will include details of how VFM 

will be achieved 
‐ Delivery of service improvement review reports 
‐ Updates to residents on progress through the website 
‐ Reporting on customer satisfaction surveys 
‐ Annual benchmarking reports. 
‐  

In terms of demonstrating VFM, the annual statutory accounts should contain updates in respect of performance 
against our own value for money targets, performance against metrics set out by the regulator, and how our 
performance compares to our peers. Where underperformance is evident, plans should be disclosed which clearly 
detail our plans to improve that performance, or if there are areas where improvements would not be appropriate, we 
should set out the rationale for this. 
 



•Set strategic 
direction 

•Provide leadership 

•Ultimately 
accountable 

•Create a VFM 
culture 

•Monitor VFM 
delivery 

Board 

•Lead by example 

•Deliver VFM 

•Create empowered 
workforce 

•Create a VFM 
culture 

Executive 

•Deliver on VFM 
actions 

•Challenge managers 
where appropriate 

•Identify efficiencies 
and better ways of 
doing things 

Staff 

•Scrutunise 
performance and 
cost of services 

•Give feedback on 
quality of services 

Customers 

•Actively seek out 
efficiencies to 
benefit us and our 
tenants as well as 
themselves 

Other stakeholders 
and partners 
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11. Benchmarking 

 
 We are committed to continuous improvement and, in addition to managing and improving year on year 

performance, will benchmark through House Mark using ten years of benchmarking data.  
 

 Costs and performance will be compared to our peer group. This will allow us to compare our costs in relation 
to overheads, responsive repairs and void works, and major works In terms  of quality.  We will also compare 
our re-let timescales, tenant satisfaction, rent arrear levels, staff turnover. The House mark Value for Money 
scorecard will be available in 2021 

 
 Our key VFM cost and performance indicators have been identified and the results will be compared with the 

organisations in the HouseMark peer group. Targets for improvement will be agreed uppon completion and 
publication of the results. 

 
 In terms of demonstrating VFM, the annual statutory accounts should contain updates in respect of 

performance against our own value for money targets, performance against metrics set out by the regulator, 
and how our performance compares to our peers. 

 
 Where underperformance is evident, plans should be disclosed which clearly detail our plans to improve that 

performance, or if there are areas where improvements would not be appropriate, we should set out the 
rationale for this. 

 
 
12. Conclusion 

 
VFM is a concept of which the principles should apply every minute of every day and should be ingrained and 
embedded in everything that we do. As well as being a regulatory requirement, the concept and principles of VFM 
make good business sense. 
 
Our new business plan puts VFM at the heart of everything we do. Successful delivery of our business plan will 
depend upon the achievement of our four strategic objectives: 
 

a. Customers 
b. Financial sustainability 
c. Growth 
d. Organisational Readiness 

 
We have a performance management framework that encompasses regulatory requirements, supports the delivery 
of our targets and reports success against the measures as set out in our strategies. We have very clear roles and 
responsibilities in the delivery our Value for Money framework. We believe that we have all the key elements of 
success. 
 
 
 
 


