
Value for Money 
Strategy
2025 – 2028
You can find out more about how our income 
was spent, our management costs and 
Director’s pay in 2024/25 on our website here. 

https://tch.org.uk/value-for-money/


What is Value for Money? 

Town and Country Housing’s (TCH’s) new corporate strategy 2025-2028 sets out our 
ambition to provide better homes for our customers to enjoy, and to provide better 
services to help them maintain this enjoyment. Underpinning this is the need to 
provide better tools and support to enable our colleagues to provide a great customer 
experience. These aims are distilled into three strategic priorities for the whole 
organisation:  

•	 Better services for residents

•	 Better together for colleagues

•	 Better homes and places

We recognise that a vital part of achieving these priorities is obtaining value for 
money. 

We define value for money (VfM) as ‘producing as much social, financial and 
environmental value as possible from the resources we use to deliver quality homes 
and services, in neighbourhoods people choose, with the goal of improving lives’. 

For an activity to achieve value for money, it must be economical, efficient, and 
effective. 

Economy

Minimising the cost 
of resources used 

while having regard 
to quality

Efficiency

The relationship 
between the output 

from goods or 
services and the 
resources used to 

produce them

Effectiveness

The extent to which 
objectives are 

achieved and the 
relationship between 
intended and actual 

impacts. 

As a registered provider of social housing, we must meet the VfM standards set 
by the Regulator of Social Housing (RSH). These include agreeing clear strategic 
objectives and a value for money approach with our board and ensuring that we 
derive maximum benefit from the resources we have. Our strategic approach must 
also include a plan for delivering homes that meet a range of needs and stakeholders, 
such as our customers, must be given information on how we are delivering value for 
money. 

This means that the drive for VfM must extend across all our activities, not just the 
purchasing of goods and services. It also requires a group-wide, strategic approach, 
which we achieve by aligning value for money activities with our corporate strategy 
(in turn, this is fully aligned with the Peabody group strategy).



We operate as a lean organisation, and this is reflected by our 2024/2025 overall 
operating margin of 30.5%, significantly higher than our peers. Over the past financial 
year, our costs have mainly been driven by additional repairs costs. Our performance 
against the RSH’s economy, efficiency and effectiveness metrics are set out below: 

Actual 
2024/2025

Target 
2025/2026

Peer group 
Average 
2023/2024

Business Health

Operating margin – overall 30.5% 29% 19.1%

Operating margin – social 
housing lettings

32.3% 30.4% 23.8%

EBITDA – MRI % 122.2% 114.4% 156.4%

Development (capacity & supply)

New supply delivered 
(social housing units) as a % 
of the number owned

1.3% 1.0% 2.6%

New supply delivered (non-
social housing units) as a % 
of the number owned

0.0% 0.0% 0.0%

Outcomes delivered

Re-investment % 4.0% 4.6% 8.2%

Effective asset management

Return on capital employed 3.6% 3.5% 2.7%

Operating efficiencies

Headline social housing 
cost per unit

£5,195 £5,734 £5,412

Going beyond financial value, we have also launched a new cultural change initiative, 
OneTCH, which encourages colleagues to consider how we can work more simply, 
safely, and smartly. The resulting changes have already delivered greater value for 
residents. For example, resulting from OneTCH discussions, we have changed our 
repairs process for independent living schemes to provide operatives with access 
codes upon first contact. This has resulted in less wastage of operative time, as well 
as greater customer satisfaction. 

Moreover, looking outwards into the places we serve, our dedicated community 
investment team drives forward various initiatives to achieve social value in our 
communities. This includes leveraging social value requirements in our contracts. For 
example, one of our asset investment contractors recently provided a free health 
check event, which over 80 colleagues and residents attended. Our tenancy and 
money support team are also available to provide targeted support and signposting 
to residents, which helps prevent them becoming at risk of homelessness as well as 
reducing the loss of rental income for TCH.  

There is no doubt that the wider sector is experiencing significant challenges, 
including rising inflation levels, construction skills shortages, higher borrowing costs, 
and an ever-expanding regulatory environment. But we are pleased with our current 
performance and are always seeking to find ways of generating even further value 
when delivering our social purpose.

Where are we now? 



We have ten VfM aims that will support the delivery of our three strategic priorities:

Better services for residents
We want:

•	 Our customers to be satisfied that our customer facing services are fit for purpose 
and provide them the good outcomes they should expect. 

•	 Our partners, including contractors, to generate social value within our communities. 
•	 To manage our arrears effectively by proactively supporting our customers to 

maintain their rent payments.

Better together for colleagues
We want:

•	 To procure goods, works, and services at competitive rates, whilst not compromising 
quality of provision. 

•	 The way TCH is organised and governed to be as efficient as possible. 
•	 Our ‘behind the scenes’ systems and processes to be as efficient and user-friendly 

as they can be. 
•	 To safeguard our financial health now and into the future. 

Better homes and places
We want: 

•	 Our new developments to be high quality and fulfil residents’ current and future 
needs. 

•	 To invest wisely in our existing homes to make them environmentally and financially 
sustainable for the future, including disposing of low performing homes where this 
would secure better VfM when compared to refurbishment.  

•	 To be proactive in ensuring our homes meet current and upcoming regulatory 
standards, such as the Building Safety Act 2022 and, once available, the revised 
Decent Homes Standard due in April 2026. 

Team Plans and 
Individual Objectives

These translate the high-
level actions contained in 
the Annual Delivery Plan 
into operational actions.

Annual Budgets

These are agreed by the 
board in order to achieve the 

position set out in the business 
plan. 

Annual Delivery Plan

This also includes our VfM 
action plan and sets out 

specific actions that will be 
taken during the year to 

help deliver our objectives 
and to deliver efficiencies.

30-Year Business Plan

This shows our overall financial 
plans for the organisation to 
help achieve our objectives, 

including income and 
expenditure, balance sheets 

and cash flows.

What do we want to do? How will we do it? 

We use various tools to guide our decisions and actions, and so to embed value 
for money in our organisation. These inform each other to form a golden thread 
throughout the organisation: 

Corporate Strategy

This sets out our mission, vision and overall objectives, and is fully aligned with the 
Peabody group strategy. 

Sub-Strategies

These describe how we will achieve our vision and objectives in specific service areas. 
For example, resident engagement, customer experience, and sustainability.

Value for Money Strategy

This contains our value for money objectives, targets and specific actions that will be 
taken to improve value for money and is informed by the Regulator of Social Housing 

VfM Standard.



These tools are developed with and driven by our board, who are committed to 
continuously reviewing the way we operate. We are a flexible organisation and are not 
afraid of considering and adopting alternative structures and ways of working if they 
provide better VfM. For example, after extensive consideration of various options our 
board has decided to make systemic changes to our Kent and Sussex repairs service, 
moving from a joint venture to a direct labour organisation (DLO) model. In addition, 
we include a finance & VfM impact statement on the covering page of all board 
reports, to assist the board in assessing the VfM implications of current activities and 
future proposals. 

The activities resulting from OneTCH will also be key for continuously improving our 
VfM performance. We will encourage colleagues to be innovative when considering 
how to work simpler, safer, and smarter, including through proposing ‘spend-to-save’ 
initiatives that will enable us to invest now to benefit residents in the future. We 
also recognise that, during the lifetime of this strategy, artificial intelligence is likely 
to be a driver for innovation in the social housing sector. We will seek to embrace 
developments and pilot solutions that could deliver VfM benefits. 

Our annual delivery plan linked to our corporate strategy 2025-28 also serves as our 
VfM action plan and sets out the detailed steps we will take to achieve our VfM goals. 
This combined approach promotes consistency and allows us to track our progress 
efficiently. Some of our key plans include to:

Better services for residents
•	 Improve our overall resident satisfaction TSM score to at least 76% in 2026, 78% in 

2027, and 80% in 2028.
•	 Improve our overall leaseholder satisfaction to at least 56% in 2026, 58% in 2027, 

and 60% in 2028.
•	 Increase the number of service improvements under consideration resulting from 

resident feedback by at least 50% in 2026, a further 25% in 2027, and a further 25% 
in 2028. 

•	 Maintain or improve current TCHR TSM performance levels (satisfaction with repairs, 
with time taken to complete most recent repair, and with repairs completed within 
target timescale) during the transition period up to 2025-26, followed by improved 
performance in 2026-27 and 2027-28.

•	 Demonstrate lessons learned by reducing the proportion of stage one complaints 
escalated to stage two to 22% in 2026, 17% in 2027 and 12% in 2028. 

•	 Demonstrate lessons learned by reducing the proportion of all complaints related to 
communication failure by 20% by 2026, 40% by 2027 and 50% by 2028.

Better together for colleagues
•	 Achieve or exceed annual business plan operating margin objectives, including 

achieving an operating margin before disposals of 32.4% in 2026, 33.8% in 2027 and 
34.2% in 2028.

•	 Reduce our office and mileage costs by 15% in 2026, 20% in 2027 and 25% in 2028. 
•	 Rationalise and merge IT systems, specifically migrating Fortem provided IT 

systems to TCH by August 2025, legacy Rosebery systems to TCH by July 2026 and 
TCH user accounts & systems to Peabody systems by December 2026.

•	 Identify gaps in the KIM (Knowledge and Information Management) self-
assessment and produce an action plan to address them including a data strategy 
by end of 2025-26.

•	 Successfully procure and mobilise a new gas services contract to commence in 
April 2026, with resident influence, whilst maximising social value and value for 
money.

Better homes and places
•	 Reduce the number of SAP D or below homes to 2,270 by the end of 2025/2026, 

1,620 by the end of 2026/2027, and 970 by the end of 2027/2028.   
•	 Generate a 15% margin on home sales every year (excluding Athena House).
•	 Deliver the development strategy in accordance with long term financial planning/

business plan targets, by delivering 263 new home starts (or get into contract) in 
2025/2026

•	 At the end of each year, have no more than 0.5% of our homes failing the Decent 
Homes Standard. 

•	 Reduce void loss to 1.5% in 2025-2026.

What steps will we take to deliver 
value for money?



In addition to keeping the annual delivery plan up to date and reviewed quarterly by 
our Executive Management Team (EMT) and board, and we publish various VfM KPIs in 
our monthly financial reports. EMT also has regular oversight of operational activities 
to ensure that VfM remains a key focus. Residents will also have the opportunity to 
scrutinise our value for money progress through quarterly tenant satisfaction measure 
publications, as well as reporting on the RSH VfM metrics in our published annual 
accounts.  

How will we measure our success? 

Equalities statement 

An equality impact screening assessment is undertaken when all TCH policies, 
strategies or services are developed or subsequently reviewed. This enables 
TCH to determine any negative impacts on the nine protected characteristics 
and plan any mitigations to reduce or eliminate these as required. Given this 
is a VfM strategy designed to set out TCH’s commitment to this subject matter 
and benefit residents, no negative impacts have been identified.  

Resident consultation 

A draft of this strategy was published on our website to invite feedback from 
residents. It was also presented to the Resident Voice Panel in June 2025. The 
panel were asked to comment on the accessibility of the language, structure 
of the draft and whether the VfM priorities identified were correct. The panel 
spoke about the need to improve resident communication when undertaking 
repairs. They also requested that progress against the annual delivery plan is 
regularly published on the website and in the resident newsletter to provide 
assurance to all residents that we are delivering on the actions and success 
measures.  



Monson House, Monson Way, 
Tunbridge Wells, Kent, TN1 1LQ
Tel: 01892 501480
www.tch.org.uk

http://www.tch.org.uk

