




















We know our neighbourhoods and communities well, and we 
have the strength of partnerships and resources to achieve the 
best we can for them. Our tight-knit location across Hampshire 
and 3 adjoining counties also gives us the ability to involve and 
engage with our customers in a wide range of ways, to listen 
and understand what matters most to them, hear their opinions 
and for them to help us shape how our services are designed 
and run. We value this partnership and it ensures we put 
customers at the heart of everything we do. 
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A safe and secure home is a right 
everyone should have and it’s also a lot 
more than purely the four walls we live 
in. It’s the green space around it, the 
community facilities it has, the people 
we interact with and the opportunities 
and enterprise that brings. The focus of 
our annual stakeholder event this year 
was “A new era of life in town centres” 
with well-known retail consultant Mary 
Portas sharing her thoughts on the 
renewed importance of ‘local’. 

She also talked about “The kindness 
economy” where kindness is no 
longer a nice to have but a necessity 
encompassing empathy, connection, 
community, home and putting people 
first. This really struck a chord with me 
as I said at the start, and it’s something 
we’ve continually reinforced whether for 
our customers or colleagues, to support 
each other and to be mindful what 
others may be going through.
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You can read more on our plans here covering 
our approaches to building safety, mapping our 
way to a carbon zero future, and the strength 
of our development performance to continue 
delivering more affordable homes across a 
range of tenures. 

My 900 colleagues have shown outstanding 
resilience throughout a difficult year balancing 
home, work and caring responsibilities. We 
transitioned well to remote working, our 
trade staff have shown amazing commitment 

There are many factors influencing the direction 
our business takes. We’ve revisited our plans to 
reflect where society is today, what the future holds 
and the even greater role we can play to meet the 
needs of our customers and communities working in 
partnership with others. 

delivering our essential frontline repairs services 
with safety and hygiene measures in place – all 
this resulting in improvement to the majority of 
our performance measures including customer 
satisfaction of 80.4%. We know there are still areas 
to improve on and we’ll continue to develop our 
skills, methods and technology to enable the best 
customer experience possible. 
 
It’s incredible the journey we’ve been on, 
continuing to demonstrate our progress, resilience, 
our capacity and energy to meet our ambitions. 

On behalf of my executive team, I’d like to thank 
our customers, partners and people for your 
ongoing support. I’d also like to pay a special 
thanks to Mike Kirk for his time as Chair. Mike 
successfully led the Board and its creation during our 
merger in 2017, providing the steer and challenge to 
create the leading housing association we are today. 
He leaves a fantastic legacy for our new Chair, Charles 
Alexander, to take forward. 

                     Mark Perry
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COVID-19  
and our approach
By Mark Perry

We’ve done all we can to provide the best support 
for our customers, local communities and our people 
through the coronavirus pandemic, with safety, 
wellbeing and strong partnerships central to our 
approach. The pandemic has disrupted public life in 
ways none of us have ever experienced before and 
we’ve seen it as part of our responsibility to help make 
a difference during this time of crisis.

INDEX
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Regular, clear and empathetic 
communication has been important to 
keep everyone informed, connected 
and visible to each other. During 
periods of rapid change we took the 
approach that no communication 
was too much for our customers and 
people. We’ve run regular virtual 
live events to inform and engage as 
well as video broadcasts from the 
leadership and a wide range of others 
across the business. 

Like many businesses, we’ve had 
to take quick action following 
government announcements 
to adapt our services and then 
reintroduce them. 

When the country went into lockdown 
1, we quickly needed to roll out new 
working procedures and equipment  
to enable us to continue to support 
our customers. This more remote  
way of working has successfully 
continued throughout the year. 

We’ve worked together well  
through this challenging time. Our 
services are now all back and up  
and running, we’re significantly 
through the backlog of repairs from 
lockdowns and we’re working in a 
flexible way with safety and wellbeing 
at the heart of all we do.

Throughout the year we’ve also turned 
our focus to what lies ahead for the 
longer-term as a result of the pandemic 
and the impact it’s had on people’s 
lives. This includes more investment in 
support and place-shaping activities 
through VIVID Plus, the increasing 
need to support many more customers 
who are struggling to pay rent, provide 
benefits advice, access mental health 
and wellbeing services, and the even 
greater need for more affordable 
homes. You can read more on all of this 
in the following sections.

Finally, I’d like to end by saying, as a 
result of everyone’s hard work and 
dedication, our performance is strong, 
and as we emerge out of lockdown 
we’re in an excellent position and more 
focused than ever on providing even 
more homes and bright futures for our 
customers.

INDEX
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Our plan sets out our ambitions and enablers for 
the next 3 years. It represents an evolution in our 
development as VIVID. We’ve achieved more to 
date than we initially planned and continue to 
drive forward with even greater ambition and 
determination. 

The world has changed around us since the 
outbreak of COVID-19 and it’s right that we 
reflect through this plan on how we respond 
to these changes, and what our customers, 
communities, staff and stakeholders now require 
of us in the future. You can read the full plan on 
our website here. Each ambition also links to  
our 3 value for money objectives explained on 
page 45.

Our plan

https://www.vividhomes.co.uk/media/2790/our-plan-for-2020-2023.pdf


We’re here to help our customers 
achieve their aspirations, with the 
homes and the neighbourhood they 
live in playing an integral role. Our aim 
is to provide excellent services and 
support, and invest in place-shaping 
activities so everyone is proud of where 
they live.

Helping customers thrive in  
their homes and communities

INDEX
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CUSTOMERS HELPED  
BY WELLBEING SERVICE 

234
CUSTOMERS ENROL  

IN TRAINING COURSES 

HELPED

139 
SECURED

OF UNCLAIMED BENEFITS 
/INCOME FOR CUSTOMERS

£5.7m 

DIGITAL CUSTOMER  
CONTACT 

47% 
CUSTOMERS SATISFIED 

WITH HOW EASY TO 
GET IN TOUCH WITH US 

8.2/10  

CUSTOMER  
SATISFACTION

80.4%
CUSTOMERS GET 
BACK TO WORK

HELPED

589 CUSTOMER  
CONTACTS 

RECEIVED BY  
CUSTOMER  

EXPERIENCE TEAM

350,761 PROVIDED 
TENANCY 

ADVICE TO 

CUSTOMERS
2,790 

89%
CUSTOMER CONTACTS 

RESOLVED FIRST TIME BY 
CUSTOMER EXPERIENCE 

8.8/10 
CUSTOMER SATISFACTION 

WITH REPAIRS

INVOLVED
CUSTOMERS

1,362 8.9/10 
SATISFACTION WITH HOW 
ENQUIRY WAS DEALT WITH 
BY CUSTOMER EXPERIENCE 



We’re pleased to have achieved 80.4% overall 
customer satisfaction for the year against our 
target of 80%. Satisfaction with repairs alone 
was 8.8/10. We’ve worked harder at keeping 
customers informed of their tenancy or 
repairs issues as well as resolving complaints 
at the first point of contact. 

As part of our drive to put customers even more at 
the heart of our business, we established a Customer 
Service Committee during the year which oversees 
the effectiveness of service performance and related 
standards. Importantly the committee has 3 members 
who are customers, who work closely with staff and Board 
members. This gives them vital insight into the work we 
do and us a deeper knowledge of what it’s like to live in 
the homes we provide.

Customer service 
excellence
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More of our neighbourhoods, lettings 
and support services that have 
traditionally been delivered in person 
on estates and home visits have had 
to be carried out differently this year 
using phone and online. Our customers 
have welcomed the efforts we’ve made 
to continue to deliver as much of our 
repairs and maintenance services as 
possible, as we progressed during the 
year in and out of lockdowns. 

We’ve been innovative to remain effective. This 
includes being able to view homes for rent and sale 
online and when needed under lockdown, ensuring 
we could still let properties in a safe way. We’ve learnt 
a lot from this experience and there will be aspects 
we continue to take forward to offer customers more 
flexibility in our approach.

We also saw an increase in positive feedback, 
including the following from our customer, Sharron:

“Can I just say how fantastic VIVID’s 
been throughout this awful time, from 
regular updates, to the huge donations 
you’ve made to local charities, to just 
knowing that you’re still there on the 
end of the phone.”

Being transparent about our performance gives 
customers and other stakeholders a useful view 
on how we’re doing. It’s important to be able to 
know how well we’re delivering our services and 
improvements we’re making, so the services that 
matter most are prioritised. We work closely with 
customers to review our performance and make 
recommendations, including introducing quarterly 
reporting on how we’re performing. More of this will 
be shared over the coming months.



INDEX
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It’s essential that we listen, learn and understand our 
customers’ evolving needs and expectations. This 
insight helps us to develop and deliver what’s needed 
most, and to improve the way we provide good 
quality homes and services. 

Here are examples of what’s been achieved:

•	� Through webinars, we’ve worked with customers in 
our coronavirus guidance group on 8 topics relating 
to our approach during the pandemic, including 
communication, repairs, customer experience, 
understanding customer priorities and our approach 
to lockdown 3. The group helped us identify the 
best option for handling the backlog of repairs and 
following their guidance we agreed to prioritise 
those repairs that are likely to get worse first, rather 
than those reported first. 

•	� Our Customer Services Committee which includes 
3 customers, 3 non-executive directors and some 
of our staff, reviewed our 11 service offers and 
standards, which have been written and published 
to provide transparency and clarity on what to 
expect. Feedback from customers included the 
recommendation to create a twelfth standard 
specifically for shared ownership customers.

•	� Our consultation group suggested that some of our 
payment methods such as paying over the phone 
were difficult. So we’re using this feedback to make 
the process simpler and easier to use. 

Involving our 
customers

We have over 1,300 customers who work with us 
to shape what we do, how we do things and the 
customer experience. There are many ways to get 
involved from taking part in surveys, joining a focus 
group or residents’ group, becoming a neighbourhood 
volunteer or digital mentor, or through our scrutiny 
panel run by customers called VIVID Impact. There’s 
also our coronavirus guidance group which has 
continued to guide our approach to delivering services 
throughout the pandemic.



INDEX
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Customer involvement
We have a total number of 1,362 
involved customers. From this group, 
we have a number of customers 
active in certain activities or group.

Some examples are:

More details about our customer involvement can be found on our website here.

CUSTOMERS ON  
VIVID PLUS BOARD

2 3
CUSTOMERS WORKING 

ALONGSIDE EMPLOYEES

CUSTOMER SERVICES 
COMMITTEE

IMPACT
CUSTOMERS

NEIGHBOURHOOD 
VOLUNTEERS 

40
CUSTOMERS

RESIDENT GROUP 
OFFICERS

12

CUSTOMERS

COVID GUIDANCE 
GROUP

636 INVOLVED IN FOCUS  
GROUPS, TASK AND FINISH  

GROUPS AND VIRTUAL  
FORUMS

CUSTOMERS367
INVOLVED IN POLICY 

CONSULTATIONS, PROCUREMENT 
CONSULTATIONS AND SERVICE 

CONSULTATIONS

CUSTOMERS924

CUSTOMERS
9

https://www.vividhomes.co.uk/my-home/account/get-involved
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We provide a wide range of tailored 
support services for customers to ensure 
they can sustain their tenancies and 
create brighter futures for themselves. 

Our new charitable arm, VIVID Plus, 
was launched this year which brings 
strengthened focus to our support and 
place-shaping activity in partnership 
with other organisations. We plan to 
invest £21 million over the next 5 years. 

Bright futures

To represent the views and voices 
of the community and ensure the 
best investments are made, two of 
our customers are on the VIVID Plus 
advisory board. In partnership we 
can make a long-term difference by 
helping people through a wide range 
of services, projects and initiatives - 
from helping to maintain independent 
living, providing support through 
money and benefits advice and 
offering employment and training 
initiatives; running wellbeing and 
mental health services; and investing in 
neighbourhood improvements, youth 
engagement and social enterprises. 

A series of projects are 
already underway including:

Helping to address homelessness

One of the seven outcomes we wish 
to achieve in partnership with local 
authorities, is to participate in homeless 
reduction initiatives such as Housing 
First. Housing First prioritises access 
to housing as quickly as possible and 
eligibility for housing is not contingent 
on any conditions but a willingness 
to maintain a tenancy. We’ve always 
said that as a major landlord in a tight 
geographical area we want to have an 
impact on tackling all housing needs. 
This year we’ve entered into a number 

INDEX

of Housing First arrangements with local 
authorities in Hampshire in partnership 
with homeless support provider Two 
Saints in Gosport, Rushmoor and 
Basingstoke to provide more people 
with a safe place to call home and the in-
depth support they need.

Peer-to-peer mentoring

We’re working on a peer-to-peer 
mentoring project alongside social 
enterprise, Outcome Home. This enables 
individuals who have recently experienced 
homelessness to have access to the 
individual support they need to help re-
build their lives and find a path that helps 
them to succeed, to help promote social 
inclusion within the community. 
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The Housing Ombudsman Service (HOS) 
published a new complaint handling code in 
July 2020 to set out good practice that will 
allow us and other landlords to respond to 
complaints effectively and fairly. 

We’ve completed a self-assessment against the code and 
published this on our website, following approval by our 
Board in December 2020. Our self-assessment shows 
that we do comply with the new code, and our policies 
and processes support the requirements, but we know we 
still have some improvements to make in our complaint 
handling. 

We’ve already taken some actions as a result of the code, 
including reviewing our definition of a complaint in our 
policy and focusing on resolving complaints within the 
timescales required. But in some areas further action is 
needed to consistently meet the requirements, such as 
making sure we follow our process for keeping customers 
updated during their complaint. Our Customer Services 
Committee regularly monitor and review how we’re doing. 

Here is an overview of how we performed during 2020-21.

A clear approach 
to complaints

INDEX

	 Complaint Performance	 2020-21	 2019-20

	 Number of compliments received	 989	 952
	 Number of complaints resolved	 1316	 1571
	 % Resolved at frontline	 44%	 24%
	 % Resolved at stage 1	 52%	 73%
	 % Resolved at stage 2	 4%	 4%
	 Average resolution time	 11.4 days	 13 days 
	 at stage 1
	 % of complaints resolved	 83%	 73% 
	 within target
	 Complaint handling satisfaction	 4.4	 3.7 
	 (average score out of 10)
	 % of cases investigated by 	 1.1% (15)	 0.8% (12) 
	 the HOS	
	 Of HOS cases investigated 	 40% (6)	 8% (1)	
	 % with service failure

We’re also reviewing how we learn from 
complaints and identify improvements. Here are 
some examples of action we’ve taken. We have:

•	� Reviewed and updated information on 
our website to provide specific advice for 
leaseholders including details about service 
charges 

•	� A full review of the service charge process 
underway

•	� Amended our tenancy forms so we’re able to 
provide more information to new customers 
moving into our homes 

•	� Reviewed our Compensation Policy in line with 
the Housing Ombudsman code 

•	� Reviewed and updated our CCTV procedure, 
training staff on the change 

•	� Provided training to our customer experience 
team about responsibilities for pest control and 
we’re developing information for our website 

•	� Started using an app to reserve materials, meaning 
we can fix more heating issues on the first visit 

•	� Changed the type of communal doors we are 
installing to increase security on all blocks 

•	� Created a new team to assist with enquiries where 
there are outstanding defects with our new build 
properties and developed a section of the website 
about the defects period and NHBC warranties

•	� Sourced and trialled new software to identify 
repeat repairs that may need enhanced 
investigation

•	� Appointed a member of staff to assist with 
enquiries regarding our managed agent  
properties 

To improve resolution of complaints 
we’re re-shaping how we do things 
to ensure better ownership by our 
teams from the start of a complaint 
through to resolution; more regular 
updates to keep customers informed; 
and we plan to resolve more at first 
contact before it escalates.



Looking  ahead
Some of our key focuses in the year ahead 
include operating with clear and consistent 
service standards that are co-designed with 
customers and which reflect their changing 
priorities. This includes improvements to 
ensure customers can access our services 
and new and improved customer contact 
channels. We’ll also embed the work of 
VIVID Plus and part of this will include being 
able to demonstrate the social impact and 
value of this in our operating area.
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The safety and security of our 
customers is our top priority so our 
customers can get on with their 
lives and enjoy their homes. 

Providing affordable, 
safe, well-maintained 
homes to a consistent 
standard

AMBITION
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Building safety
We continue to take action so that our 
buildings are compliant and prioritised work 
throughout the year according to the latest 
government recommendations.

Work was completed in the Spring of 2021 to 
replace the ACM cladding at 3 of our blocks in 
Portsmouth. We’re also prioritising the safe removal 
of HPL cladding from 3 blocks in Southampton at 
Empire View and Gantry Court, and work is now 
underway. We’re pleased that our application to the 
government’s Building Safety Fund was successful. 
The funding to be granted will cover the costs of the 
HPL cladding replacement works that would otherwise 
have been charged to our leaseholders at these 3 
Southampton blocks. This means leaseholders in these 
properties won’t have to pay any costs in relation to 
cladding remediation works.

Whilst this work was being planned, we moved quickly 
to put in and cover the cost of additional safety 
measures from the outset. This included installing a 
fire detection system, a 24/7 ‘waking watch’ fire patrol, 
extra checks on communal doors to ensure they were 
fire resistant and effectively self-closing.

Following government advice, the priority has been 
on our 14 residential buildings over 18 metres or 
where they have a known issue such as ACM cladding. 
As well as these higher buildings, we’ve also been 
reviewing fire risk assessments and undertaking 
detailed intrusive inspections of our other buildings 
where necessary. During the year, we’ve upgraded fire 
doors and improved compartmentation in many of our 
more complex buildings where the impact of fire could 
be the greatest. Our buildings have current safety 
certificates and some external building materials that 
need to be replaced are not a threat to safety and will 
be replaced over time. 

As always, we are working closely with Hampshire Fire 
and Rescue Service and can confirm that all blocks 

are safe. Fire risk assessments for our buildings are 
reviewed in line with the risk that each building poses 
and any recommendations are dealt with immediately 
or added to a programme to be completed as soon  
as possible. 

We’re also closely monitoring and taking action in 
preparation for the Fire Safety and Building Safety Bills 
being introduced by the government. We’ve created a 
customer fire safety group to support the introduction 
of any new changes. In addition, we’re working to 
support the owners of buildings which we don’t 
own, yet do have an interest in individual flats. These 
buildings are often managed by small management 
companies who don’t have the knowledge and expertise 
of building safety, and so help them where we can.



Despite the challenges the 
lockdowns have brought 
through needing to restrict 
some of the repairs and 
maintenance services,  
we’ve still managed to  
invest in our homes. 

Our in-house repairs team look after 
our homes, communal areas and 
neighbourhoods. We deliver these 
services by our team of around 250 
multi-skilled operatives and are 
immensely proud of the work they’ve 
done to keep our services running as 
much as possible during the year. 

Improving our homes
We realise the importance of having 
safe homes which are in good working 
order. For that reason, emergency 
repairs remained in place throughout 
the year, as well as some urgent repairs 
such as heating and hot water issues, 
and essential checks against health and 
safety standards. 
 
We have a health and safety team to 
instil high standards across the business 
and to protect our customers and 
people. A bespoke electronic accident/
incident reporting system is accessible 
for anyone in the business to report an 
incident on, whether the incident has 
impacted customers in their homes or 
neighbourhoods or our staff. We carry 
out accident investigations and identify 
root causes to help prevent further 
incident to others. 
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During the year we completed 72,357 
repairs, working at pace to complete 
the backlogs that had built up due to 
service restrictions. 
Customer satisfaction with our repairs service is 8.8/10. With 
lockdown easing and the future looking more positive with the 
vaccine programme advancing at pace, we’re confident we’ll have 
completed the majority of the backlog from the third national 
lockdown by the summer whilst keeping all the necessary COVID-19 
safety measures in place. 

Over the last 12 months this is what’s been achieved:

After a repair is completed, we send 
customers a survey so they have 
the opportunity to provide instant 
feedback to us. Customers are asked 
to give us a score out of 10 based on 
their recent experience. We contact 
customers who give us a particularly 
low score to see what we can do to 
resolve and improve.

£45.2m invested in improving, 
repairing and maintaining our homes 

2,116 window 
replacements

72,357 responsive 
repairs completed

Average 6 hrs 42 
mins to complete 
emergency repair 

Average  
re-let time of 
52.2 days

972 door 
replacements

23,088 
properties with 
gas certificates 

468 kitchen 
replacements

259 bathroom 
replacements

1,143 heating 
replacements

125 roof replacements 
including 8 roofs of 
apartment blocks

8.8/10 repairs 
satisfaction 

1,581 homes 
refurbished ready 
to be re-let

£3,486 operating 
cost per unit 

£

LET
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Our ambitious programme to deliver more 
new homes has continued strongly this year. 
Despite construction coming to a halt in 
the first lockdown from March 2020, we’ve 
continued to deliver on our promises with 
1,010 new homes built.

AMBITION
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Building more homes to meet 
the needs and aspirations of 
local communities
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We continue our focus of 
making a large contribution to 
help address the short supply of 
housing in our area of operation, 
covering Hampshire, Surrey, 
Berkshire and West Sussex. 

Last year we announced our expansion into West Sussex 
and we’re pleased to report we have 786 homes in the 
pipeline in the county. We work closely with local authority 
partners and developers to ensure that the type of homes 
we build are tailored to local plans, and the needs and 
aspirations of people in the area.

We were delighted to announce our partnership 
with BoKlok UK, the sustainable, quality low-cost 
home provider, jointly owned by Skanska and 
IKEA. Together we’ve created a new innovative 
joint venture to deliver modular homes and 
introduce a place-making concept that integrates 
communities and provides sustainable quality for 
both owner occupiers and affordable tenures. 
Partnerships like this will play an important role 
in our drive towards net zero carbon targets and 
innovative construction technologies.

	 Number of new homes delivered in 	 Total	
	 2020/21 by local authority area

	 Basingstoke & Deane 	 223 
	 Bracknell Forest 	 16 
	 Chichester	 5 
	 East Hampshire 	 9 
	 Eastleigh	 317 
	 Guildford	 44 
	 New Forest	 37 
	 Southampton	 29 
	 Test Valley	 55 
	 Winchester	 212 
	 Wokingham	 63 
	 Total 	 1,010 

We have one of the strongest development 
programmes amongst housing associations in 
England, ranked 8th in Inside Housing’s Top 50 
Biggest Builders 2020.

As we continue to develop at scale, we’re set on 
delivering 17,000 homes by 2030. To make this 
happen we already have significant control of 
new development land comprising over 10,500 
plots. This provides certainty to us delivering our 
ambitions in the region.

Instrumental to our approach is the strength 
of our partnerships. Our acquisition of private 
developer Bargate Homes in 2019 has diversified 
and consolidated our expertise and knowledge 
in land, development and sales. 

INDEX
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We’re one of largest developers through Homes 
England Strategic Partnership with a grant 
allocation of £186m. A major benefit of our 
partnership is that we’ve been able to increase 
our supply of social rented and shared ownership 
homes, and we’ve been able to exceed target 
dates on our affordable home delivery plan.

We continue to deliver a range of 
tenures to suit our current and futures 
customers’ needs and circumstances. 
Our long-term aim is that we will 
provide 25% of new homes for social 
rent, 35% for affordable rent, 23% 
for shared ownership and 17% for 
outright sale, making sure that we 
improve access to housing for all 
customer groups.
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We’ll use the strength of our 
finances and our development 
expertise to build more than 
we have before. You can find 
details of our most current sites 
at www.vividhomes.co.uk/about-
us/more-homes and here are 
some examples.

	Number of new homes completed	 2017	 2018	 2019	 2020	 2021

	 Social rented	 37	 44	 144	 202	 226

	Affordable rented	 367	 360	 265	 333	 194

	Shared ownership	 180	 189	 312	 408	 319

	Market rented	 0	 0	 122	 74	 44

	Market sale	 26	 156	 162	 355	 227

	 Total	 610	 749	 1,005	 1,372	 1,010

http://www.vividhomes.co.uk/about-us/more-homes
http://www.vividhomes.co.uk/about-us/more-homes


The redevelopment of this important town 
centre site completes this summer. In 
partnership with Barratt Homes we designed 
and built this flagship scheme which includes 
a large open space, refurbishes the iconic 
award-winning art-deco White Building on the 
site, and delivers a mixed tenure and popular 
housing scheme in keeping with the existing 
architecture.

The 25.6 acre site has 618 new homes, 272 of 
which are affordable for both rent and shared 
ownership. Throughout the development we 
worked closely with Basingstoke and Deane 
Borough Council. The architect was PRP 
Associates and IDP Group.

The White Building at the heart of site earned 
Barratt Homes two prestigious awards in 
November and December 2020. It was declared 
the winner of ‘Best Refurbishment Project’ at 
the Housebuilder Awards, and it won bronze for 
‘Best Renovation’ at the WhatHouse? Awards. 

Chapel Gate, Basingstoke
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This 56-acre site which we’ve bought in 
partnership with Foreman Homes has outline 
planning permission for up to 400 homes, a 
70-bedroom care home, local centre, primary 
school and community facilities. 

We will deliver the affordable homes through 
a mix of section 106 and our Homes England 
Strategic Partnership grant. The remainder 
will be sold on the open market by Foreman 
Homes. The final mix of house type is still 
being determined but there will be a mix of 
accommodation and tenure types to suit the 
needs of the local community working closely 
with Arun District Council.
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Pagham, West Sussex



Selborne Road has full planning permission for 
242 new properties and work is underway on 
the infrastructure and new homes which are 
being delivered in 3 phases.

We will provide 49 Section 106 affordable 
homes as well as extra affordable homes for rent 
and shared ownership supported by our Homes 
England Strategic Partnership grant. The open 
market homes are being delivered as a joint 
venture between Vestal and Foreman Homes. 

There will be a mixture of accommodation 
types, ranging from 1 and 2 bedroom 
apartments and 2-4 bedroom houses, with the 
first new homes for rent and purchase becoming 
available this summer.

We were delighted to hear that in March this 
year Foreman Homes site manager at Selborne 
Road won an award from Local Authority 
Building Control for the consistent quality of 
workmanship and site management.
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Selborne Road, Alton 



Located walking distance to the picturesque 
village centre of Bishop’s Waltham, we’re 
delighted to have delivered 27 properties in 
partnership with Bargate Homes for social rent, 
affordable rent and shared ownership. 

We’ve delivered the affordable homes under the 
section 106 agreement, and the rest for private 
sale. All homes have photovoltaic panels to help 
generate electricity and are now occupied with 
residents having provided positive feedback on 
the quality of their homes, in particular room 
sizes, finishes, sizeable gardens and location.
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Deer Walk, Bishop’s Waltham
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More 
homes 
2020-21

NEW SITES SECURED, 
WHICH WILL DELIVER 

HOMES 
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11
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NEW HOMES 
BUILT 

OF PROGRAMME 
DELIVERED 

THROUGH JOINT 
VENTURES OR 

LAND-LED

OF THE NEW SITES 
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FROM HOMES 
ENGLAND FUNDING

1,010 
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TO SUPPORT  

DEVELOPMENT  
PROGRAMME

£41.2m
HOMES BUILT  
FOR SOCIAL  

AND AFFORDABLE 
RENT

42% 

SHARED 
OWNERSHIP 

HOMES

319

HOMES IN 
CONTRACT OR IN 

THE PIPELINE

10,617

60% 

AVERAGE  
SALES TIME

31
DAYS

RECEIVED  
FROM SALES  
TO REINVEST 

£133m



INDEX

We have a clearly defined and highly successful 
approach to our development programme but 
we’re not complacent. To achieve our ambitions, 
we’ll continue to explore and adopt methods 
to develop factory-built/offsite manufactured 
homes. We’re focused on building homes that 
help to reduce our carbon footprint and on 
having a clear roadmap for carbon neutrality in 
construction.

Above all, we’ll also take steps to ensure our 
building programme remains based on need, 
type and location, is customer led and not just 
about the numbers built.

Looking  ahead
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A vibrant culture that supports  
and attracts the best people

ENABLER
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As a housing association and not-for-profit 
business, we can truly say that people, not 
profit are our driver and reason for being. 
Our vision, “More homes, bright futures”, 
is focused on creating safe, secure homes 
and communities, laying the foundations for 
people to thrive, and creating bright futures 
for all. Our values, created to support 
this, are to work as one team, encourage 
challenge and change, and deliver a great 
customer experience. 

We’ve established the business as an 
enjoyable and vibrant organisation to work 
for, where people can achieve their best 
and can see how their roles contribute 
to the bigger picture. The nature of our 
business means we have a strong social 
purpose, and our staff feel their job gives 
them a strong sense of helping to make a 

difference to society whether they are in 
a customer-facing position or supporting 
function such as finance or IT. 

Our first Best Companies employee 
engagement results recognise the 
strong position we’re in and provide us 
with the insight and knowledge that 
we have an excellent base to improve 
upon. According to Best Companies, 
this is a significant achievement 
that shows we’re taking workplace 
engagement seriously and signifies 
‘very good’ levels of workplace 
engagement. These results show 
we’ve worked together well throughout 
the pandemic showing adaptability and 
resilience, and we’re pleased that our 
collective efforts to stay connected with 
each other have been recognised in this way.





We aim to provide a stimulating 
learning environment so our 
people can realise their potential 
and be the best they can be. 

We’ve continued our leadership development 
programme called “From good to great” 
which focuses on embedding our leadership 
and management behaviours with a range 
of specially tailored training courses. We 
introduced our Optimise programme which  
is specifically designed for first time or  
aspiring managers. 

Embedding a learning culture
In the year ahead, we’ll continue to work 
with our people on a number of key areas. 
Through increased “smart working” we’ll 
drive employee engagement to ensure that 
working practices benefit the organisation 
and staff. We’ll develop our diversity 
and inclusion culture so that all staff can 
contribute equally. The wellbeing of our 
people underpins everything we do and 
helps create the positive culture we have in 
the business today.
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We’ve the capacity to achieve 
our ambitions, deal with 
uncertainty and respond 
effectively when things change 
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	 	 2017	 2018	 2019	 2020	 2021

 Turnover	 211,117	 228,488	 250,158	 326,660	 310,994

 Operating surplus	 82.639	 86.354	 102,039	 106,988	 92,088

 Net surplus before tax	 49,420	 66,699	 73,071	 71,115	 62,357

 Housing properties at cost	 1,950,358	 2,075,570	 2,221,752	 2,517,019	 2,698,300

 Long-term loans	 955,248	 985,456	 1,050,125	 1,273,718	 1,312,444

 Net current assets	 92,818	 85,913	 105,463	 161,720	 136,546

 Net assets	 393,892	 459,548	 516,533	 600,005	 640,499

 Operating costs per unit	 3,447	 3,496	 3,157	 3,380	 3,512

All figures are £’000 unless otherwise indicated. Figures are stated in accordance with FRS102.

ENABLER



Funding risk
Our business plan identifies when and 
how much funding is required to fund our 
development programme. We spread our 
sources of financing and ensure we’re not 
reliant on a single investor or bank.

Liquidity risk
Our treasury policy includes a Golden 
Rule which calculates the level of 
liquidity we need to maintain a strong 
business. On 31 March 2021 we had 
£375m of liquidity.

Counterparty credit risk
We’ve set minimum credit ratings for 
each lender, investment counterparty 
and banker in our treasury policy. 
We deposit surplus cash with various 
counterparties. The credit ratings of 
counterparties, rather than the returns, 
are the primary consideration when 
deciding how to invest cash balances. 
We monitor counterparty credit 
ratings weekly. 

Interest rate risk
Our treasury policy sets parameters 
for the percentage of fixed, floating 
and index-linked debt within our loan 
portfolio. On 31 March 2021 91% of 
our drawn debt was at fixed rates to 
protect us against future interest rate 
volatility. None was index-linked and 9% 
was exposed to variable interest rates.

Compliance risk
Through our business planning 
and budgeting process we monitor 
the corporate financial covenants 
within our loan agreements. Our 
treasury policy requires us to 
maintain headroom above these 
covenants and we set a budget to 
exceed each lender’s requirements. 
Performance against the budget is 
monitored monthly.

Funding and treasury management
During a turbulent year we’ve maintained high levels 
of liquidity and managed the associated risks. 

We borrow from a range of investors to make sure 
our business plan and development programme 
are fully funded.

Key treasury risks
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Our approach to value 
for money 
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To us, value for money means providing 
a standard of service that meets our 
purpose as efficiently as possible. 

We have 3 value for money (VFM) 
objectives:

• �Provide efficient and effective 
landlord services

• �Maximise our contribution to  
tackling housing need

• �Continually improve the return  
on our assets

We have 20 VFM measures that 
track our progress with each of these 
objectives. And we compare our 
performance with a group of 11 selected 
peers using the Sector Scorecard. We 
have reported 5 year trend data and 
summary for each VFM objective of 
our performance in the year. We’ve also 
reported our targets for 2022.
 
With the outbreak of COVID-19 our 
focus continues to be on supporting 
our customers in these extremely 
challenging times and applying our 
resources accordingly.
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We measure customer satisfaction through 
independent perception surveys run by The Leadership 
Factor (TLF) Research twice a year. 

We’ve achieved a score of 80.4 in March 2021 which 
places us towards the top of the second quartile of 190 
other housing associations who measure satisfaction 
in the same way. This is an improvement of 2.5 on the 
previous year where we scored 77.9. 
 
This was our first full year of measuring transactional 
satisfaction for our key services areas using our new digital 
survey platform. The platform also allows us to measure 
customer sentiment and it gives us the opportunity to put 
things right more quickly for our customers if something 

does go wrong. Over the year we saw an increase in 
satisfaction across all of our major touchpoints, reflecting 
the level of support and services we continued to provide 
to our customers during this difficult year.
 
In the coming year we’ve set ourselves a target of 81% to 
further improve our satisfaction. We’ll be reviewing our 
customers’ priorities and focusing on improving areas 
that are most important to them to make their overall 
experience better.

Our operating costs are among the most competitive in 
our sector. Our operating cost per unit has increased in 
the year as we met an increase in demand for repairs but 
still leaves us in the top quartile.

In 2022 we’re increasing our operating costs by £5m to 
deal with a backlog of repairs from the 3rd lockdown of 
COVID-19.

Our financial strength and history of top quartile 
performance gives us the capacity to do this.

Looking ahead, our VFM Strategy sets a Growth 
Efficiency target to absorb the marginal costs of new 
rented homes (100% in the next 3 years and 50% in 
the following 7 years). With a potential saving of £3.5m 
per annum by 2030. It also sets a Repairs Productivity 
target to improve work scheduling efficiency and 
right first time fixes, that will generate £1m per annum 
savings by year 3.
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VFM objective 1:  
Providing efficient and 
effective landlord services

	Measure	 2017	 2018	 2019	 2020	 2021	 2022 	Benchmark Top 
							      Target	 Quartile 2020

	Overall customer satisfaction	 -	 79.6	 77.3	 77.9%	 80.4% 	 81.0%	 82.1%

	Operating margin *	 39%	 38%	 41%	 33%	 30%	 32%	 28%

	Operating cost per unit	 £3,447	 £3,469	 £3,157	 £3,380	 £3,512	 £3,596	 -

	Operating margin (social housing lettings) *	 44%	 45%	 49%	 46%	 45%	 42%	 34%

	Social housing cost per unit *	 £3,006	 £2,816	 £2,752	 £2,893	 £2,909	 £3,499	 £3,941

	Properties managed per FTE staff	 31.9	 36.2	 38.4	 37.6	 36.9	 37.1	 -

	Overheads as % of adjusted turnover	 7.88%	 7.03%	 6.63%	 6.02%	 6.3%	 6.00%	 9.5%

*Regulator for Social Housing VFM metrics 
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VFM objective 2:  
maximising our contribution 
to tackling housing need

	Measure	 2017	 2018	 2019	 2020	 2021	 2022	 Benchmark Top 
							      Target	 Quartile 2020

	Number of new homes completed	 610	 749	 1,005	 1,372	 1,010	 1,400	 -

	Reinvestment in homes *	 7.3%	 7.9%	 8.26%	 13.1%	 8.1%	 12.9%	 9.8%

	New supply delivered (Social Housing) *	 2.2%	 2.2%	 2.4%	 3.1%	 2.4%	 4.2%	 1.95%

	New supply delivered (Non-social Housing) % *	 0.1%	 0.5%	 0.6%	 1.4%	 0.8%	 0.7%	 0.9%

	Funding for our developments (£m’s)	 2017	 2018	 2019	 2020	 2021	 2022 
							      Target

	Grant funded	 4.9	 4.6	 4.0	 82.0	 78.0	 8.0

	Debt funded	 57.5	 74.2	 71.4	 100.4	 2.2	 117.3

	Self-funded	 97.8	 149.7	 164.5	 229.1	 204.8	 197.4

	Total	 160.2	 228.4	 239.9	 411.6	 285.0	 322.7

*Regulator for Social Housing VFM metrics 

One of our ambitions is to increase our output of new 
homes, delivering 17,000 over the next 10 years.

We can develop more than our peers because we 
generate more of the funding ourselves.

This commitment includes the aspiration to build 25% 
of new homes at social rent and 35% at affordable rent.
 
For our size, we’re one of the biggest developers in 
the country and we’re committed to maximising the 
number of new affordable homes we build each year. 
We achieve this by generating a healthy surplus and 
using it to subsidise our development costs.
 
We manage the mix of our programme to generate 
a profit from sales which subsidises our affordable 
rented housing, taking care not to over-expose 
ourselves to the housing market.

We’ve locked in low interest rates by fixing the rates 
on 91% of our debt for an average term of 12 years, 
enabling us to put more resources into development 
without worrying about rising interest rates.

We’re clear that building homes for social rent is a vital part 
of meeting housing needs, making maximum use of our 
surplus to make our new homes as affordable as possible. 
We’ve also committed to all 3 and 4 bedroom homes being 
let at social rent, keeping them more affordable.

Looking forward, our VFM Strategy sets a Matched 
Funding target to secure £1m of external grant funding 
towards community investment activities, which 
equates to less than 10% of the overall investment 
VIVID will make in these areas over the next 5 years.
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We have continued to improve our rent collection and 
our level of arrears. In these areas we compare well 
against our peers. But we need to improve the time it 
takes to re-let homes and this will reduce our rent loss 
and improve our operating margin.

Looking forward, our VFM Strategy sets a Matched 
Funding target to secure £1m of external grant funding 
towards community investment activities, which 
equates to less than 10% of the overall investment VIVID 
will make in these areas over the next 5 years.
 
We’ve continued to increase the value of our business 
by achieving a return on assets that exceeds our 
effective interest rate. 
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VFM objective 3:  
continually improving the 
return on our assets

	Measure	 2017	 2018	 2019	 2020	 2021	 2022 	 Benchmark Top 
							      Target	 Quartile 2020

	Gearing % *	 51%	 50%	 47%	 49%	 47%	 51%	 41%

	EBITDA MRI interest cover *	 207%	 268%	 268%	 234%	 229%	 199%	 151%

	Return on capital employed (ROCE) *	 4.8%	 4.8%	 4.6%	 4.5%	 4.5%	 3.6%	 4%

	Occupancy rate	 99.72%	 99.44%	 99.5%	 99.08%	 99.45%	 99.0%	 99.7%

	Rent collected	 99.33%	 98.67%	 101.1%	 101.99%	 103.4%	 99.1%	 100.8%

	Current tenant arrears %	 3.3%	 3.4%	 4.7%	 4.6%	 4.45% 	 4.5%

	Average re-let days	 20.5	 27.8	 31.5	 39.7	 52.2 	 28.0

	Void loss %	 0.59%	 0.57%	 0.57%	 1.06%	 1.28%	 0.7%

*Regulator for Social Housing VFM metrics 

We calculate the return on our assets 
by comparing our operating surplus 
with the historic cost of our assets. 
And we compare this with the average 
interest rate on our debts.

Return on Assets and Average Cost of Funds

2017/182016/17 2018/19

Return on Assets Cost of Funds

2018/19 2020/21

6.00%

5.50%

5.00%

4.50%

4.00%

3.50%

3.00%


















































































































