
 

Value for Money Statement 

2020-21 

Introduction 

Alpha Housing’s mission is ‘To be the landlord of choice for, and to improve the quality of the lives of 

our tenants through the provision of affordable, good quality, sustainable housing and services.’  

We believe this mission has been fulfilled in 2020-21, especially in relation to value for money. 

Alpha is committed to taking an increasingly strategic approach to delivering Value for Money (VFM) 

for our tenants. According to sector benchmarking organisation Housemark, VFM ‘is the balancing 

act of achieving the ideal relationship between the value that is created for the money and 

resources available. It is achieved through adherence to the three ‘E’s - economy, efficiency and 

effectiveness. Achieving value for money requires organisations to be clear about their respective 

purpose to define what value means in their own context and being able to present that information 

in a way that allows all stakeholders the opportunity to access and understand it.’ 

High-Quality Services 

Although assessments of value for money often start with considerations of cost, Alpha prefers to 

start with the quality of services and tenant satisfaction. 
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Alpha’s second independent, random sample ‘STAR’ survey of customer satisfaction, completed by 

275 tenants over the phone in March 2021, found that 91% of Alpha Housing customers were 

satisfied with the service they receive from their landlord. Also, for the seven core ‘STAR’ questions, 

Alpha has achieved top quartile performance in four areas [within IFF Research’s diverse peer group 

of UK social landlords]. 

Although slightly down from the level of overall satisfaction in 2019, in common with most UK 

landlords, this is still one of the highest levels achieved by NI social landlords. Indeed, Housemark 

analysis suggests that only Triangle Housing Association achieves a higher level of overall satisfaction 

among NI social landlords: 

 

Furthermore, Alpha prioritises upholding the quality of the support services in our sheltered 

housing. This has included sustaining service levels despite repeated cuts in the public funding 

received from the Supporting People programme. When asked specifically about the services 

provided at the sheltered schemes in the STAR survey, Alpha tenants responded as follows: 

 

For the 2020-21 business year, supporting tenants and staff to safely negotiate the COVID-19 

pandemic became the overriding priority. It is therefore very pleasing that 92% of tenants are 

satisfied with Alpha’s response to COVID-19, with 68% very satisfied. 
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Although Alpha is pleased with such positive feedback from our customers, we are in no way 

complacent. There are certainly things we need to do better. 

Response repairs is such an area we are prioritising for improvements. For example, after tenants 

repeatedly raised concerns, in 2020-21 we appointed Refresh Services as our new plumbing 

contractor. Although this entailed some additional costs, we believed this investment was necessary 

to achieve a better, more reliable service. Tenants have been very pleased with the resulting 

improvements in the quality and reliability of service. 

Similarly, Alpha needs to improve how we listen to and act on tenants’ concerns. Partly this entails 

ensuring all staff are equipped to deliver effective customer service and that complaints are 

addressed promptly and consistently. This is being addressed. 

Controlling Costs and Investing in our Homes 

Alpha benefits from full participation in the UK-wide Housemark benchmarking exercise. This 

provides valuable cost and performance comparisons with other NI and UK social landlords. The 

latest analysis is based on data for 2019-20. 

Across the UK, it is recognised that housing associations providing mainly specialist and supported 

accommodation (including sheltered housing) face higher costs, and generate smaller surpluses, 

than housing associations providing mainly mainstream family (‘General Needs’) accommodation. 

Despite this, Alpha’s organisational overheads of £778 per property are just over the NI median of 

£764 per property. Also, housing management costs per property are exactly at the median of local 

housing associations at £276 per property. 

 

It is pleasing that Housemark concludes that both Alpha’s housing management and housing 

maintenance services are performing well.  Slightly higher than median costs may simply be a 

function of Alpha’s stock being mainly sheltered housing. 
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It is recognised good practice in asset management to invest pro-actively in planned maintenance, 

maintaining homes to a good standard, therefore minimising spend on reactive repairs. Alpha is 

following such an approach, investing significantly more than most sector peers in major works and 

cyclical maintenance at £1,617 per property. As a result, response repairs and void works are costing 

just £608 per property, much less than the NI median of £733. Alpha believes this high level of 

investment in our housing stock has been important in helping achieve top quartile scores in tenant 

satisfaction for both ‘Quality of Home’ and ‘Neighbourhood’ in our latest STAR survey. 

  

Reasonable Rent Levels 

As well as delivering quality services that tenants are highly satisfied with, Alpha is charging our 

mainly older tenants reasonable rents. This is evidenced on the latest NIFHA benchmarking exercise 

information available (again based on data from 2019-20, the most recent available). 

In our few ‘General Needs’ properties, rents are below sector averages.  However, most of Alpha’s 

tenants live in our sheltered housing schemes. For the most common property type – a one bed 

sheltered home – mean rent and service charge is £82.87 per week, which is in the lowest quartile of 

NI sheltered housing providers.  

 

For 2020-21, a rent increase of 2.7% was applied to decontrolled rents. This compares favourably to 

the 3.9% increase in state pensions most of our tenants received from 6 April 2020. 

However, most of our tenants are in sheltered housing and therefore pay a weekly charge 

comprising ‘core’ rent, service charge and support charge. Changes were made to our service charge 

policy from April 2019 to cover the costs of providing services more fully, to help make services more 

sustainable and bring our practice in to line with other housing associations. As for 2019-20, this 

Mean N Minimum Maximum Mean N Minimum Maximum Mean N Minimum Maximum +/- above Av % £46.03 Lowest quartile
Abbeyfield & Wesley £67.11 91 £49.94 £80.12 £17.14 91 £11.86 £19.94 £84.76 91 £67.24 £94.11 1.2% £111.00 Highest quartile
Alpha Housing £65.06 782 £57.99 £77.49 £16.74 782 £3.47 £24.83 £82.87 782 £67.62 £99.14 -1.1%

Apex £57.65 339 £48.76 £105.01 £30.57 334 £6.25 £42.87 £87.45 339 £74.77 £130.99 4.4%

Ark £59.81 72 £51.92 £67.18 £22.76 72 £25.92 £28.17 £86.81 72 £80.09 £93.10 3.6%

Choice £59.17 1699 £45.74 £84.52 £14.40 1825 £3.68 £28.20 £75.73 1699 £52.89 £96.32 -9.6%

Clanmil £70.70 904 £46.20 £94.33 £26.25 888 £3.00 £42.26 £97.09 904 £59.29 £128.56 15.9%

Habinteg £64.30 35 £58.79 £74.57 £41.23 35 £41.23 £41.23 £105.53 35 £100.02 £115.80 25.9%

NB Housing £68.07 63 £62.84 £75.00 £27.61 63 £27.29 £27.97 £95.68 63 £90.13 £102.29 14.2%

Newington £69.22 65 £55.85 £78.22 £17.84 65 £16.51 £21.37 £87.06 65 £77.22 £95.61 3.9%

Radius £60.43 3021 £41.68 £81.27 £23.00 3021 £14.05 £34.74 £83.43 3021 £64.87 £111.84 -0.4%

South Ulster £80.00 4 £86.00 £86.00 £8.36 4 £8.36 £8.36 £94.36 4 £94.36 £94.36 12.6%

St Matthews £77.00 3 £77.00 £77.00 £14.52 3 £14.52 £14.52 £91.52 3 £91.52 £91.52 9.2%

Woodvale & Shankill £58.77 86 £52.31 £71.26 £27.26 86 £26.13 £29.09 £86.03 86 £79.61 £99.21 2.7%

Total £62.03 7160 £41.68 £105.01 £21.77 7157 £3.00 £42.87 £83.79 7160 £52.89 £130.99 0.0%

The average housing association weekly rent for 1 bed sheltered accommodation is rose 2.3% from £81.89 (19/20) to £83.79

Sheltered 1

Sheltered - 1bed

Housing Group

Rent Service Charge Rent & SC
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meant that in 2020-21, most tenants’ service charges increased by more than inflation through the 

resulting adjustments. 

A major ongoing challenge for Alpha as a mainly sheltered housing provider is the sustainability of 

funding support services, given the ongoing squeeze on Supporting People funding. Grants were 

again frozen for 2020-21, another real terms cut given the effect of inflation. This meant that 

tenants’ support charges had to be frozen again, leading to a £20k deficit in this area, given the need 

to sustain Scheme Co-ordinators hours during the pandemic. 

Overall, the 2.7% rent increase, above inflationary increases in most service charges, and continued 

freeze in support charges meant that most sheltered tenants’ weekly charges increased by 3-4% for 

2020-21. Given the 3.9% increase in pensions, this increase was considered reasonable and 

appropriate by the Board. 

 

Building New Homes 

Having not developed for many years, Alpha recognises our obligation to help contribute towards 

meeting significant unmet housing needs in NI. Therefore in 2019-20, the Board committed to an 

aspirational target of building 220 new social homes over the next five years. In 2020-21, a new 

Development Manager started work on establishing a pipeline of schemes; and a competitively 

priced £10 million loan facility was agreed with Danske Bank to fund this development activity. 

Alpha completed 15 new social homes during 2020-21. This included 14 exemplar ‘Category 1’ 

apartments in Stormont, east Belfast, incorporating the ‘HAPPI’ principles, the blueprint for high-

quality homes for older people. Another family home in Ballymena was bought back as an ‘Existing 

Satisfactory Purchase’ (ESP), having previously been sold through the House Sales Scheme. We also 

started construction of 14 further ‘Cat 1’ apartments in Broughshane, which are being delivered in 

partnership with local construction firm Martin and Hamilton through a competitive design and build 

project. 

Alpha’s level of reinvestment (one of Housemark’s key ‘Sector Scorecard’ metrics) increased 

significantly from 7.5% to 9.9% in 2020-21. Alpha has always prioritised reinvesting in our existing 

assets, doing so in an efficient and planned manner, and in 2020-21 we spent £1.4 Million on 

planned cyclical maintenance and major repairs. However, our reinvestment in the development of 

new homes during 2020-21 also contributed to the significant percentage increase on this measure. 
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2020-21 financial performance 

Alpha’s headline financial results for 2020-21 were: 

Turnover       £6,010,951 

Operating costs       £5,479,726 

Operating Surplus      £531,225 

Total comprehensive income for the year   £490,385 

Turnover increased by 1.9% compared to 2019-20. With operating costs having increased 

significantly, as expected, from 2019-20, the operating surplus reduced to £531,225 from £793,636. 

Total comprehensive income for the year decreased accordingly to £490,385. 

The Board believes this was a satisfactory financial performance during an especially challenging 

year. 

 

Conclusion 

Alpha continues to make good progress in our mission to deliver value for money to tenants.  

Overall, tenants remain highly satisfied. During the unprecedented pressures of a global pandemic, 

services have continued to be delivered as effectively and safely as possible. 

Rental increases have aligned with increases in tenants’ pension incomes, at a time when increases 

in maintenance and other costs have been far outstripping inflation. Benchmarking demonstrates 

that Alpha’s sheltered rents are reasonable in comparison to those of other housing associations.  

Management and overhead costs are being effectively controlled. Alpha continues to invest at a high 

level in our stock, especially through strategic planned maintenance. Therefore Alpha Housing’s 

sheltered stock continues to be among the best maintained in NI. 

Although the delivery of 15 new homes in 2020-21 was a modest contribution to the Social Housing 

Development Programme, it signals Alpha’s commitment to leverage our largely unencumbered 

assets to help meet housing need in the years ahead.  

We will continue to liaise closely with customers, especially through our Tenants Committee and 

Tenants Forum, in agreeing and monitoring the delivery of VFM priorities in the year ahead.  

In summary, Alpha continues to perform well in delivering VFM services to our tenants through a 

comprehensive and strategic approach. 


