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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. 

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



45 

A
N

N
U

A
L 

RE
PO

RT
 2

02
0

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.

 

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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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



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.

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