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Trevor Murphy - 
Building and Grounds 
Attendant for Clúid’s  
schemes in Cork

Delivering Robust 
Services

Clúid continued to provide a high 
level of service throughout 2020. 
This achievement is only possible 
through a joint commitment to 
cooperation between residents 
and staff. Clúid has made 
substantial progress across a 
whole range of areas in 2020. 
These include: our Data Strategy, 
Health and Safety policy and 
procedures, and new operational 
ways of working to adapt to the 
Covid19 pandemic
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SECTION THREE

Improving  
Our Services 



36 

C
LÚ

ID
 H

O
U

SI
N

G
   

37 

A
N

N
U

A
L 

RE
PO

RT
 2

02
0

OUR DATA STRATEGY

Clúid’s Data Strategy was adopted 
at the end of 2019 and 2020 was its 
first full year of implementation. The 
strategy has three main objectives: 

>  To improve the quality, accuracy 
and amount of data available  
to Clúid

>  To increase staff awareness of this 
data and their ability to use it

>  To use this data to inform and 
achieve the key objectives of our 
corporate strategy. 

The strategy has resulted in several 
different initiatives in 2020:

1. Communications - Clúid recognises 
that culture change is necessary 
across all levels of the organisation, 
so that we can become a data-
driven business. To underpin 
Clúid’s Data Strategy, a dedicated 
internal communications campaign 
called #Clúid data was rolled out, 
raising awareness of the benefits 
of data for decision-making and 
continuous improvement across the 
business. The campaign consisted 
of the publication of nine articles, 
five videos, one live event, and two 
competitions. To show the value, 

key performance indicators (KPIs) 
were shared with staff every two 
months through engaging posters. 

2. Data Quality Programme – To 
support the objectives of the 
Data Strategy, there was a need 
to create a cross-functional Data 
Quality Group (DQG) to lead the 
Data Quality Programme. This 
group was tasked with increasing 
the accuracy and reliability of 
core business data, resulting 
in operational efficiencies and 
increased confidence in the use of 
data to inform business decisions. 
Since the creation of the DQG, 
the group has completed a range 
of data cleansing activities and 
embedded system change. These 
activities have reduced data 
errors and gaps, with subsequent 
improvements in the reliability 
of customer mailings and the 
estimation of travel times for Clúid 
Works staff doing essential repairs.

3. Capacity building - Clúid aims to 
improve people’s ability to use data. 
To address this need, we started 
a data skills training programme, 
to ensure that staff can make 

The Clúid Data Quality Group was tasked with 
increasing the accuracy and reliability of our 
core business data, resulting in operational 
efficiencies and increased confidence in the use 
of data to inform business decisions.

Clúid recognises 
that culture change 
is necessary across 
all levels of the 
organisation, so 
that we can become 
a data-driven 
business.

the best use of the information 
that we hold. It was important to 
develop the right skills in-house 
to analyse, visualise, and interpret 
this data. A competency framework 
for data skills was developed 
throughout 2020. This framework 
covered everything from data 
protection and data management 
to analytics. It is an important tool 
to understand the competencies 
required at recruitment and 
induction, as well as for ongoing 
learning and development. An 
all-staff interactive online data 
protection course was developed 
and completed in 2020. A training 
needs analysis reviewed key 
staff groups, including senior 
management and individuals 
involved in reporting. The 
implementation of the skills training 
programme to address gaps will 
continue during 2021. 

4. Business Intelligence (BI) 
Reporting - BI reporting provides 
real time data insights and reduces 
the need for manual reporting, 
which is time consuming, prone 
to error, and quickly out of date. 
During 2020, Clúid developed 

its first reports through Power BI, 
including a number of dashboards 
on the property and resident 
profile. BI enables Clúid to collect, 
visualise, and analyse business data, 
in order to gain insight and identify 
key trends in our KPIs. BI reporting 
will allow Clúid’s decision makers to 
monitor live visual KPI dashboards, 
to inform decisions and report on 
performance. This development 
required a change to Clúid’s data 
architecture and involved setting 
up a data warehouse and Extract, 
Transform, Load (ETL) layer. Work 
is ongoing to prioritise reporting 
requirements in 2021.

#Clúid data

A training needs 
analysis reviewed 
key staff groups, 
including senior 
management and 
individuals involved 
in reporting.

Business Intelligence 
enables Clúid to 
collect, visualise,  
and analyse business 
data, in order to  
gain insight and 
identify key trends  
in our KPIs.
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CUSTOMER 
CONTACT CENTRE 

Working from home allows for a greater 
work life balance and the delivery of a great 
customer service experience.

Clúid’s Customer Contact Centre (CCC) 
was established in-house in January 
2012. It was a milestone moment for 
the organisation, highlighting our 
commitment to continue improving our 
residents’ customer service experience.
 
We want our residents to be able to say:

I have a comfortable home and  
Clúid helps me if I have a problem.  
I am treated fairly and equitably. I  
have choice when possible. My issues 
and problems are resolved quickly  
and accurately.

When Covid restrictions were 
introduced in March 2020, our team of 
15 staff in the dedicated CCC switched 
to working from home. The rollout of a 
cloud-based phone system ensured no 
break in customer service delivery for 
residents and suppliers. 

To move to an online environment, staff 
at the CCC received all the necessary 
training and equipment, including a 
second monitor, USB hubs and Wifi. 
The CCC team stayed in constant 
contact, using video conferencing and 
instant messaging. This allowed team 
members to work apart, but also to 
maintain close contact.

Working from Home in 2020

NATIONAL REPAIRS 
SERVICE

Clúid Works, our dedicated in-house 
property repairs team, gives residents access 
to a national repairs service, providing a 
quicker response time and resolution. 

Clúid Work’s has adapted how it 
operates to overcome obstacles caused 
by the Covid-19 pandemic. 

Out of crisis comes opportunity. This 
was the mantra adopted by Clúid 
Works, as it faced into the significant 
lockdown restrictions imposed 
throughout 2020, as a result of Covid. 
The Clúid Works team struck a balance 
between the health and safety of our 
staff and residents and maintaining an 
effective and efficient service in very 
difficult conditions.

The government guidelines allowed
emergency and essential works only. In 
response to the restrictions, a number 
of procedures were developed and 
implemented to ensure continuity 
of service delivery. The Clúid Works 
team worked with our Health and 
Safety Manager and prepared a series 
of relevant Covid questions. These 
questions were then put to residents as 
they phoned the helpline to report an 
issue and, again, when our repairs team 
arrived at the resident’s home.  

New ways of working were also 
necessary to maintain social distancing. 

Staff were required to wear Personal 
Protective Equipment and to observe 
specific hygiene protocols. The 
additional resource that became 
available as a result of responding to 
emergency and essential work was 
directed back into Clúid’s voids
work stream. The repairs work carried 
out within voids brings vacant homes 
up to standard for reallocation. The 
availability of resources within the team 
has allowed for a greater proportion 
of this important work to be delivered 
in-house. 

Engagement with staff who were 
working remotely was maintained by 
moving our monthly tool-box-talks to an 
online environment. This allowed for the 
continuity of team connection.   

Clúid Works supported the wider 
business during the pandemic. The 
team assisted in the deployment 
of sanitiser and equipment to staff 
members and schemes across the 
country. Clúid Works staff were also 
engaged to fit screens and carry out 
augmentation works to reception areas 
in many of our offices, making them 
safer for both staff and visitors. 

288,579 
Customer  
Service Contacts 

49,051 
Calls answered

55,039 
Emails sent 

106,900 
Post delivered

74,650 
SMS sent

2,939
Webchat contacts 

Customer 
Contact Centre 
at a glance

95%
Satisfaction rate 
with repairs

3.3 
Jobs per  
man per day

40 
Daily average  
number of repairs

1.69
Average number of 
repairs per property 
per year

7 
Average number  
of days to complete 
a repair

14,413
Total number  
of repairs for  
the year

Clúid Works 
at a glance

Elizabeth and her 
family live in Clúid’s 
Park Avenue scheme 
on the South Douglas 
Road in Cork
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An average wait time 
of 40 seconds, with 
81% of calls answered 
within one minute
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PROPERTY SERVICES

A regional network of professional 
building surveyors and other property 
maintenance specialists is supported
by a central investment and asset 
management planning team. 

The duties of the team include 
developing long-term programmes for 
managing repairs, maintenance and 
servicing contracts. The team works 
across the business to ensure that the 
homes Clúid provide meet the needs 
of our residents now and into the future 
and that they are safe, comfortable and 
sustainably maintained.

Clúid’s Property Services 
team is responsible for 
the repair, maintenance 
and improvement of 
Clúid’s homes.

Asset 
Management

FUNDING 
DELIVERY 2020

Ernedale Heights, Ballyshannon 
in Donegal has been 
transformed into a pioneering 
development of cosy, A-rated, 
nZEB homes. Ernedale Heights 
was the first project in the 
country to secure funding under 
the SEAI’s deep retrofit pilot 
programme

Asset Management in 2020

€4.25m
Planned 
Programme 
2020 (asset 
enhancements)
 

€1.34m
Cyclical Works

€3m 
Invested
(including grants)
to tackle
Fuel Poverty

Invest  
to Save

Stock Condition 
Surveys

Clúid’s primary focus is to provide good 
quality, affordable, long-term housing to 
those in need. Our 675 new homes were 
funded from a mix of sources:

Private Finance 

 604
Management 
contracts 

 46
Capital Assistance 
Schemes 

 25

Funding Stream

We handed over 
the keys to 675 new 
homes in 2020675

>  New kitchens fitted – 133
>  New boilers and heat pumps 

installed – 83
>  New doors and windows 
 fitted – 485

>  Gas boiler service schedule 
 compliance – 99.9%
>  Electrical inspections completed 

– 455

>  BER unit upgrade programme, 
resulting in an average upgrade 
from a D1 to a B1 rating in 

 146 homes
>  Grant funding secured – €1.7m
>  Heating cost savings for 

residents through home 
improvements – approximately 
€250,000, resulting in a 
reduction of approximately 7.6 
metric tonnes in CO2 emissions

>  Clúid has saved over €6,000 in 
2020 by installing energy-

 efficient lighting in apartment 
blocks, resulting in a reduction 
of 6 metric tonnes in CO2 

 emissions

> Surveys completed – 1,402 
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FUNDING OVERVIEW

Over the past 26 years, Clúid’s funding 
model has enabled the organisation 
to build a diversified portfolio across 
Ireland to meet the need for social 
housing. 

At the end of 2020, Clúid had 8,114 
homes under management, property 
assets of €1.15 billion and other 
assets, including offices and computer 
equipment of €6 million. 

Clúid’s funding model has drawn 
from a variety of sources and, as of 
December 2020, the funding mix for
these assets is shown in the Clúid 
Funding diagram below.

Financing new homes
When managing Clúid’s growth to 
build new homes, we have looked to 
ensure that the debt financing risks are 
controlled. Even though our growth is 
debt funded, our debt financing risks 
for Clúid are minimal. Our key debt 
ratio was 48% at the end of 2020, up 
from 44% at the end of 2019. This 
is comfortably within the regulatory 
threshold of 60%.

The Capital Assistance Scheme (CAS) 
and Capital Loan and Subsidy Scheme 
(CLSS) grants are not expected to be 
repayable once the grant conditions 
are complied with, while all Housing 

Finance Agency (HFA) loans are being 
repaid with interest over the life of the 
loan. Payment and Availability (P&A) 
Agreements have funded the latest 
phase of growth, along with Capital 
Advanced Leasing Facility (CALF) 
loans of between 20% and 30% of the 
acquisition cost of the property. The 
CALF loan is repayable, with interest, at 
the end of the life of the loan. 
 

Turnover and expenses
Clúid’s finances performed strongly in 
2020, with annual income increasing 
to €59.4m and a surplus of €12.5m. A 
significant element of the increase in 
income was the growth in payments 

Clúid has always sought to innovate
and maximise its financial capacity 
to enable growth in the supply of 
social homes.

Baile an Rí, Dunlo, Ballinasloe in 
Galway, a new, age-appropriate 
scheme for residents of Clann

Clúid Funding
    HFA loans - €486 million

    CAS & CLSS grants - €424 million

    CALF loans - €154 million

    Other loans - €2 million

€486m

€424m

€2m

€154m

under the P&A Agreements (58% 
of 2020 income, compared to 
approximately 52% in 2019). Driving 
this growth in P&A income has been 
a key strategy in sustaining increased 
funding and supply of new social 
housing units. An additional 675 units 
came into management during the year 
which generated €0.5 million additional 
new rental income and €3 million 
additional P&A income.

Operating expenses increased over the 
period from €39.3m to €44.3m. This 
was driven by growth in units coming 
into management and the management 
of an enlarged development pipeline 
which has required additional staff 
across the organisation. 

Increased interest payable relates to the 
loans received to fund the growth in 
new units.  

Consultancy costs increased during the 
period as Clúid explored diversifying 
its funding base to reduce reliance in 
the future on government and Housing 
Finance loans. 

Sustainable Supply 
Clúid has always sought to innovate 
and maximise its financial capacity to 
enable growth in the supply of social 
homes, while also ensuring the long-
term security and quality of tenure for 
its existing residents. A key strategic 
objective for Clúid is to meet housing 
need across different tenure types. To 
achieve this, Clúid will look for new 
sources of funding and continue to 

work with existing funders, to develop 
new social and affordable schemes and 
deliver more housing. 

There is a robustness to the Clúid 
financial model and to its capacity 
to grow to meet housing need. This 
has been achieved through informed 
decision making over the last 26 years. 
Clúid intends to use this strength to 
further increase the number of homes 
our team delivers and to ensure that 
these are good quality and financially 
sustainable homes.

Clúid Turnover Clúid Surplus Operating Expenses
€59.4m

2020       2019

€46.9m

€12.5m
€7.2m

2020       2019 2020       2019

€44.3m
€39.3m

 
€59.4m

Clúid’s finances  
performed strongly in  
2020, with an annual  

income of €59.4m
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VALUE FOR MONEY
STRATEGY

Our Value for Money strategy is 
focused on achieving this mission, by 
fully utilising our assets and resources 
in a cost efficient manner. Cost savings 
and financial improvement are critical 
to the delivery of the best service to 
our customers. 

Governance
The VfM strategy is agreed and 
monitored by the board. The board 
reviews management accounts, KPI 
reports, performance benchmarking 
and customer satisfaction surveys, to 
gain insight into our financial and 
service performance and to ensure that 
the strategy is being delivered.

Ensuring delivery
Clúid’s Operations Team manage and 
report on progress through the Joint 
Leadership Team. There are three 
recognised delivery strands:
 
1. Continuous improvement - 

examining daily activities
2. A twelve-month Action Plan - 

reviewing tasks requiring  
resources for improvement

3. Long-term strategic projects -  
often requiring more significant 
resource input.

 

The VfM strategy has several 
fundamental principles:

1. Embedding the strategy at all levels
2. Procuring goods and services using 

transparent procedures
3. Designing efficient systems and 

processes to deliver quality services
4. Understanding our costs and how 

they relate to performance
5. Sharing performance data and 

benchmarking to learn and improve
6. Exploring new partnerships and 

alternative service delivery methods 
to improve value

7. Adopting robust decision-making 
processes and rigorous appraisal of 
potential options

8. Communicating progress against 
VfM objectives to our staff, board 
and customers

9. Raising awareness of risk and 
developing risk management 
strategies.

Performance Benchmarking
Clúid is a member of the Housing 
Alliance (HA) Benchmarking Club, which 
was established in 2019. The table on 
the next page presents a score card of 
relevant measures.

 

Clúid’s Value for Money (VfM) strategy ensures
that we get the full benefit from our resources
and our assets. Clúid’s vision is a society 
where everyone has a great place to live. We 
aim to achieve this vision by providing quality 
housing and services to enable people to create 
homes and thriving communities. 

Performance Benchmarking 
Highlights
Operating margin – The operating 
margin has continued to perform ahead 
of the sector median and is up 7% on 
2019. This increase is partly due to the 
additional contribution from the new 
properties that have come on stream 
during the year, but also the reduced 
property management service that 
we were able to deliver during the 
pandemic, as non-urgent maintenance 
works were delayed. This resulted in 
lower operating costs and contributed 
to a bigger margin.

Earnings Before Interest, Tax, 
Depreciation, Amortisation, Major. 
Repairs Included (EBITDA MRI) 
(as % of interest) – This calculation, 
which is commonly known as interest 
cover liquidity, shows a significant 
improvement on 2019. It is a good 

indication that the organisation 
continues to be well placed to service 
its interest payments and is well above 
our minimum requirements. 

Gearing – The change in this ratio 
reflects the level of growth we are 
funding through new borrowing. 
Our growth in gearing was at a slower 
pace in 2020 than it was for the sector, 
as a whole.

Headline social housing cost – The 
average social housing costs were lower 
in 2020 than 2019 and slightly above 
the sector median. The drop in costs 
is a direct result of the impact of Covid 
and decisions not to undertake non-
essential work.

Units developed – The sector is going 
through a period of rapid growth, with 
significant opportunities available. We 

succeeded in delivering 675 properties 
into management in 2020, despite 
Covid restrictions. Properties that 
were delayed will now be delivered 
during 2021. We plan to deliver 
1,032 properties this year, but this is 
contingent on Covid restrictions being 
lifted quickly, so that construction  
can progress.

Rent collected and arrears – In spite of 
Covid-19 and the resulting difficulties 
progressing cases with the Residential 
Tenancies Board (RTB) where required, 
rent and arrears management has 
shown improvement during 2020. 
Rent collection is forecast to reduce 
slightly overall, due to the 2021 
implementation of a programme to 
reimburse overpayments to those with 
rent accounts in excess credit.

 

Cost savings 
and financial 
improvement are 
critical to the 
delivery of the 
best service to our 
customers. 

 1,032
properties planned for 

delivery this year, but this 
is contingent on Covid 
restrictions being lifted 

quickly, so that construction 
can progress

Measure 2021 
Target

HA Benchmarking Club 
2020

HA Benchmarking Club 
2019

Clúid Median Clúid Median

Operating margin (overall) 38.0% 36.0% 32.0% 29.0% 27.5%

Operating margin (social housing) 38.0%  36.0% 35.0% 29.0% 29.0%

Earnings Before Interest, Tax, Depreciation, 
Amortisation, Major. Repairs Included (EBITDA 
MRI) (as % of interest)

167% 194.0% 194.0% 178.0% 192.0% 

Gearing 55% 48.0% 52.0% 44.0% 43.0%

Headline social housing cost per property €4,055 €3,847 €3,773 €4,059 €3,717

Percentage units developed   11.2% 9.1% 10.9% 11.3% 13.1%

Rent collected 102.0% 104.0% 100.2% 103.0% 99.45%

Arrears 2.8% 2.7% 3.21%  3.4% 4.75%

Average re-let time in days 80.0 96.8 109.0 68.3 103.0

Average new let time in days 50.0 51.8 60.0 46.6 46.6

Percentage of customers satisfied with the 
service delivered

92% 92.0% 86.0% 92.0% 86.0%

Ratio of responsive repairs to planned 
maintenance spend

0.91 0.91 0.73 0.95 1.07

Repairs per property 2.01 1.69 1.88 1.88 1.87

Gas safety compliance 100% 99.9% 95.5% 99.8% 95.0%

Employee Net Promoter Score (NPS) 55 51.75 
Two 

respondents 

36 Clúid was 
the only 

respondent
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residents’ homes and will save, on 
average, 7,900kg of carbon dioxide 
annually. We were also able to avail of 
grant funding in excess of €1m from 
SEAI for this work.

Maintaining resident communication
Clann identified areas where regular 
interactions with residents would help 
combat loneliness and isolation during 
Covid. Clann created online activities 
or events to help empower, enable and 
encourage community involvement. 
Clúid residents over the age of 65 were 
included in these initiatives, creating 
better engagement and maintaining 
residents’ independence in both Clann 
and Clúid schemes across the country. 
To enable the development of these 
services, grants totalling €55,000 were 
received from various organisations. 
This funding also allowed for 
improvements in communal areas and 
enhanced accessibility across schemes 
and their environment, as a whole.

2021 planning
A key activity for 2021 will be the 
preparation of a five-year business plan, 
which will enable Clúid to fully identify 
the short to medium term impact of the 
initiatives implemented, following the 
operational service reviews carried out 
in 2020.

The team will continue to focus on 
improving how we measure the 
value added by new VfM initiatives. 
Whilst assessing cost savings is 
often straightforward, we will also 
seek to develop ever more robust 
methodologies for measuring and 
capturing the value of efforts  
centred on social, customer and 
sustainability improvements.

When making investments in areas 
such as our digital, environmental 
and resident engagement strategies, 
it is vital to consider and determine 
the expected outcomes. Looking five 
years ahead at the financial, social and 
environmental consequences, in detail, 
will ensure that we have a route map 
to clearly guide us in delivering the 
anticipated efficiencies, savings and 
value benefits.

We will continue with the resident 
engagement and customer feedback 
programmes that were so successfully 
launched in 2020 and we will be alert 
to opportunities to improve value for 
money in our daily work.
 
 

In the arena of external influence, 
and having been rewarded with the 
opportunity to be part of the cost 
rental pilot, we will continue in our 
efforts to address the following sector 
wide issues:

>  Government classification of 
approved housing bodies

>  The future of unsold affordable 
properties

>  The single differential rent and 
annual review process.

Performance Benchmarking
Highlights (continued) 
Average re-let and new let times – 
We are leading the sector in this area, 
with the shortest average ready to let 
times. This has been made possible 
through the responsiveness of Clúid 
Works. Due to continued work with the 
Housing Alliance and the wider sector, 
it is expected that progress will be 
made in reducing the delays in other 
parts of the letting process.

Customer satisfaction with 
service delivery – A score of 92% 
demonstrates a strong performance 
and shows that we are providing 
services that are appreciated by 
residents. During 2020, a full customer 
satisfaction survey programme and 
two Resident Advisory Groups have 
been established in order to better 
understand how the services are 
received and how they can  
be improved.

Responsive repairs and planned 
maintenance spend – The cost of 
repairs and planned works were 
both slightly reduced in 2020, due 
to Covid19. The timing of the easing 
of the lockdown during the summer  
allowed the completion of the majority 
of the planned programme, leaving 
the ratio in line with expectation.                

Repairs per property – Clúid 
properties are, on average, twelve and 
a half years old, but the repair rate is 
generally lower than the average of 
3.5 repairs per property per annum 
commonly seen in mature stock. Due 
to Covid restrictions, repairs work 
was limited to emergency works 
and essential jobs only in 2020. An 
allowance for a potential backlog of 
work has been budgeted for in 2021.

Gas safety compliance – Following 
a health and safety assessment, gas 
servicing was suspended throughout 
2020. Servicing will be resumed and 
a full programme will be completed 
during 2021.

Employee Net Promoter Score (NPS) 
– Our employee Net Promoter Score 
(NPS) improved across the business 

to +55, indicating that employees are 
feeling very engaged and supported 
in their work and are closely aligned to 
our vision, mission and values.

2020 Achievements
As part of our VfM journey, we 
developed a measurement 
methodology in 2020. This was used 
across the entire business to measure 
our VfM performance.

The four main areas measured were:

>  Sustainability
>  Customer
>  Financial
>  Process improvements.

We delivered 102 VfM initiatives in 
2020. These included:

>  A carbon saving of 34,000kg
>  21 customer focused initiatives
>  €3.78m in financial savings
>  41 process improvements.

Flagship initiatives delivered include:

Introduction of Microsoft Teams, as 
part of our ongoing Cloud Strategy
Covid brought many organisational 
challenges, one of which was 
maintaining business as usual 
(BAU). ‘Teams’ was introduced across 
the company to allow us maintain 
relationships with partners, suppliers 
and our own internal teams. This also 
ensured that the National Residents 
Advisory Group, was able to continue 
to operate unimpeded and allowed us 
to maintain contact with other resident 
groups online. Through this initiative, 
we achieved savings of €100k across 
the business, by reducing travel time 
and expenditure.

Upgrading existing homes
Clúid continually endeavours to 
improve the quality of our homes. 
Through our work with SEAI, we 
identified properties which were 
performing poorly in terms of their 
energy efficiency. Through the Better 
Energy Communities Scheme we were 
able to upgrade 146 homes from an 
average D1 rating to a B2 rating. This 
will reduce the cost of heating the 

A Customer 
satisfaction with 
service delivery score 
of 92% demonstrates 
a strong performance 
and shows that we are 
providing services 
that are appreciated 
by residents.

 
€3.78m

In financial savings  
delivered through  

VfM initiatives in 2020

A key activity 
for 2021 will be 
the preparation 
of a five-year 
business plan. A
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