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The Abbeyfield Society was the inspiration of Richard Carr-Gomm. Shocked 
by the isolation and loneliness of older people he witnessed in his local 
community, he decided to do something about it. In 1956 The Abbeyfield 
Society was established as a charity focused on the care and support of older 
people. Today, The Abbeyfield Society continues to champion older people 
through its work, supporting them through dedicated staff and volunteers truly 
making time for them and enriching their lives.
 
Today we demonstrate our commitment to value for money through the 
efficient delivery of services that maintain the highest levels of resident 
satisfaction. This fundamental discipline allows Abbeyfield to continue to invest 
in our homes and the services we deliver to our residents now and into the 
future. The following self assessment sets out how we will deliver against the 
guidance issued by the Homes and Community Agency.

Chairman

Our values
Caring, openness, honesty and respect.

Our mission
To enhance the quality of life of older people.

About us
We are a charitable organisation providing residential care, 

accommodation and support to older people.



The Abbeyfield Society owns and operates 127 

housing and care services for older people in England. 

Our ranges of services are provided through supported 

housing, care homes and an increasing number of 

independent living with care (sometimes called extra 

care) apartments. 

In addition to our owned properties, The Abbeyfield 

Society is an umbrella body for around 160 local 

Abbeyfield Member Societies in the UK and 

internationally, who provide exactly the same range of 

services. Our Membership and owned estate together 

forms the Abbeyfield Movement.

Our Value for Money statement for 2016/17 

demonstrates how we continue on this mission, 

providing dedicated care and compassion to those 

that live with us whilst maintaining services that 

are fit for purpose and value for money. Through 

our commitment to quality of service, a focus on 

maximising the efficiencies and effectiveness of 

our finances, we commit to ensuring we maintain 

the quality of our services, the substantive training, 

development and reward of our staff and importantly, 

happy, vibrant communities for our residents. The self 

assessment sets out how we deliver our Value for 

Money across our key themes against the guidance 

issued by the Homes and Community Agency (HCA). 

Our statement has been prepared for our Regulators 

and all of our stakeholders, including our residents, 

employees, volunteers, partner organisations, funders, 

families and the wider public. It will be published on 

our website, alongside our annual report and accounts 

and annual review.

Our commitment to Value for Money is led by our 

Board members which is integral to our charity. We 

are positioned within the care and housing market as 

a provider of quality services, which are affordable to 

everyone, but due to the high level of service provision 

may not be the cheapest available.

The Society is clear that our Value for Money 

objectives assist with delivering our overall strategic 

and business plans and our key strategic themes are;

• Our Finances
• Our Homes
• Our Quality
• Making time for older people
• Abbeyfield as a Charity

Introduction

4



5



The Abbeyfield Movement as a whole

571 Houses in 9 countries spread 

over 5 continents

127 Supported Houses, Care Homes 

and Independent Living apartments with 

care

£2.93M fund raised to support our 

objectives (an increase of £1.63m from 

2015/16)

125,664 of regular volunteer  

hours 808 hours of corporate  

volunteers together gifting a total  

of £1M in time

A skilled and valued workforce with a low 

staff turnover of 2.4%

£8.7M generated from property  

disposals, to be reinvested in new  

developments

6,600 Abbeyfield residents in the UK  

- 1,300 across the world

2,015 homes for older people

£63.9M invested in 5 new  

development projects

94% of our residents are  

satisfied with our services

6 coveted industry awards for  

dementia innovation

Average age of our residents in housing 

is 86 with 13% of our residents are over 

95

£143.3M turnover of Abbeyfield 

movement £103.8M cash and  

investments

£38.6M operating turnover

81 new homes opened in 2016/17  

representing nearly £13M of investment

We invested £5.1M in year on repairs 

and capital improvements in our homes

274 Companionship at Christmas 

events held across the UK

Our typical supported house has three 

staff, 11 residents and provides 2 meals 

per day

4,500 volunteers provide their time 

across the movement – equivalent to 

over £3M

£148.3M of assets including  

£24.8M cash and investments

Effective procurement to safeguard 

excessive cost increases (e.g. Gas unit 

price 37% reduction)

Over £300K of support to the Research 

Foundation to support pioneering new 

research

502 hours of care at home  

provided

82% of our residents consider our ser-

vices excellent Value for Money

Value for Money at Abbeyfield
At a glance for 2016/17

The Abbeyfield Society
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The Board and the Chief Executive are leading on 

the response to the HCA’s Value for Money agenda. 

A Board member was appointed as our Value for 

Money Champion and has led on ensuring the 

Value for Money culture is factored into the Society’s 

thinking and activities. 

The Board is actively developing improved 

mechanisms to monitor our performance and 

is challenging and scrutinising the Executive 

Committee’s work in relation to achieving business 

objectives, and driving the Value for Money 

performance of the Society. 

At Board level, the governance structure ensures 

that all decisions are reviewed with Value for Money 

considerations balanced with our aspiration to 

provide excellent services to all our residents. Whilst 

day-to-day management of services rests with the 

Chief Executive and the Executive Committee, they 

are accountable to the Board. 

  

Performance and operations are scrutinised 

through a wide range of KPIs, including business 

critical measures such as income collection, voids 

management, repairs performance and safeguarding, 

which includes complaints management.  

The Finance Committee has responsibility for making 

recommendations to the Board on investment 

decisions, based on clear business cases, and 

ensuring a balance between the need to invest 

in existing stock and services and maximising 

investment in new homes. 

The Finance Committee also scrutinises the 

development of the Value for Money strategy, which 

supports our “United In Excellence” Strategy  

(2015-2020).

Scrutiny is provided by our Audit and Risk 

Committee, which in addition, considers 

management accounting and audit information in 

detail, receives a range of financial performance 

reports, including controls and internal audit reports 

on the organisational structure to ensure it delivers 

value for money. This committee also reviews overall 

risk management and considers any control failures 

resulting in financial loss or near misses to ensure 

that lessons are learned and processes improved for 

the future.   

The Safeguarding Panel provides security to our 

residents, monitors failures and complaints.  It also 

scrutinizes value for money improvements. 

These three committees report directly to the 

Board, enabling the Board to meet the regulatory 

requirement to have a strategy for Value for Money 

and mechanisms for ensuring it is delivered. 

Operating performance and the business plan is 

structured around improved financial performance, 

business growth and continuous efficiency gains. 

Our five year strategy is reviewed on an annual 

basis. During 2017/18 we will review this in depth to 

reflect that we have reached its half way point. 

How our Board manages and 
monitors Value for Money
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Our Finances and  
Performance

Financial summary

Our Value for Money program from 2012 to 2016 was 

partly aimed to improve our services and build strength 

and long term viability, having experienced a period of 

low surpluses. In 2017 we have a strong balance sheet 

with £148.3m of assets and we hold £24.8m of cash 

and investments to meet future development needs of 

our strategy, to grow by 750 new homes for residents. 

To date 87 new homes have been added over the past 

two years. Total revenue reserves have risen to £138m, 

with a further £10.3m restricted reserves. The Board 

proactively manages a gearing limit of no more  

than 25%.

 

The reduction in our surplus in 2016/17 occurred 

because of a decision to spend more money on repairs 

and higher depreciation not being offset by a full year 

income from new units. Following an internal review 

of our fixed assets accounting and related policies, 

some equipment items were found to be incorrectly 

categorised as structure. This has resulted in a £2.6m 

reduction in operating reserves. 

Our overall performance for 2016-17 is reported in the 

Annual Report and Accounts 2017 and summarized 

in the Annual Review 2017. The results show an 

operating surplus for the year of £8.5m which included 

the benefits gained from 7 mergers into the Society.

Turnover from operations has advanced by 4.6%.

  

Our management costs are more expensive than many 

other housing providers (this is described in more detail 

in page 12). We have invested in key areas to provide 

improved support to further our strategy in a planned 

manner. We have committed to a further review in 

2017/18 to reduce our operating costs and increase 

efficiency in a planned programme over the next  

three years.
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Financial Summary   

The Abbeyfield Society - Income and  
Expenditure    

Turnover

Surplus/ (deficit) from Managed Operations

Surplus/ (deficit) after Membership and 
International

Surplus/ (deficit) after property sales

Surplus/ (deficit) for the year

2016-17
£k

38,581

(1,471)

(2,648)

(2,526)

8,550

2015-16
£k

(restated)

36,927

(88)

(1,412)

(1,360)

1,944
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Central Costs 

Cost Per Unit
 

Unit Count Total

 •  Housing

 •  Care

 •  Independent living  
    (Extra Care)

2015
£k

4,069

2.1

2015

1,915

1,112

686

117

2016
£k

4,078

2.1

2016

1,931

1,146

662

123

2017
£k

4,412

2.2

2017

2,015

1,111

735

169



The Abbeyfield Society, like all other housing 

providers, places great importance on occupancy 

levels within our services. Higher occupancy 

rates generate better Value for Money for all of 

our residents. Higher occupancy not only ensures 

consistent income levels and achieving our surplus 

targets to reinvest in our stock; but our ethos founded 

around alleviating loneliness through a shared home 

environment would be lost if our homes are not full; 

and our commitment for more older people to have a 

place to call home.

Our overall occupancy has improved in 2016/17 and 

is significantly better than in previous years. 

We have continued to focus on enhancing our 

marketing support with improved communications 

to potential new residents which improves their 

customer journey. We have dedicated support 

within our central marketing team which has been 

supplemented by Improving Occupancy Leads 

based within the regions to work on a range of 

marketing and staff training initiatives to support an 

improvement in our occupancy.

Overall our re-let times for all services types 

combined has improved from 97 days to 69 days in 

2016/17. This improvement has been driven by better 

performance within our care homes and independent 

living with care apartments. 

Our supported housing re-let times have not 

improved. This is in part due to planned investment 

with an increase in major works and refurbishment to 

make our identified properties more desirable into the 

future. However we also recognise that some of our 

homes have been difficult to let and expect this trend 

to continue. 

We remain realistic to the extent that we can further 

reduce our void losses within our older supported 

housing stock. The strategic focus of the Board 

remains on continuing our planned approach to 

disinvesting to invest in new homes over the coming 

years.

Occupancy management

Supported Housing - Monetary void  
loss against gross income

20.0%

15.0%

10.0%

5.0%

0.0%

16.6%

FY12 FY13 FY14 FY15 FY16 FY17

15.1% 15.1% 12.4% 14.6% 9.7%
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Procurement

We have implemented new procurement procedures 

since 2015 that govern how we go about buying goods 

and services. These procedures are wide ranging and 

include a requirement for our employees to obtain 

multiple quotes, or undertake a tendering process, 

depending on the value of the contract or purchase. 

We recognise that our regionally based business 

model continues to require a focussed management 

approach to transform how we buy and procure things 

across the whole society. 

Our approach proportionately manages risk through 

challenging and comparing suppliers on everything we 

buy costing more than £1,000. We are systematically 

improving Value for Money as a matter of operational 

routine. 

We have recognised the need to protect our Charity 

and residents from above inflation increases in goods 

and services within a changeable economic climate 

and continue to look for additional savings wherever 

possible. Last year we sought a specialist tendering 

and procurement consultancy to identify the best value 

for money suppliers. 

During 2016, we expected a number of quantifiable 

savings on the back of the formal tendering, the benefits 

of which will ultimately result in lower resident charges, 

or increased resources for direct services to residents.

10



Landline charges increased by 6.5% on average in 

the UK in 2016/17. By changing provider we secured 

a better deal to ensure that our contract costs were 

within the average increases.

In the last year we have joined two procurement 

consortia. These are delivering a range of savings, for 

example, on fire safety works in our head office we 

were able to save a total of over £4,000 on the cost 

of the works, a saving of over 15% of the contract 

value. We are currently procuring a new Fire Risk 

Assessment contractor. We anticipate that we will save 

at least 20% on the overall cost as well as ensuring 

we obtain the high quality assessments we require to 

keep our residents safe.

We have recently purchased new online accident 

reporting software. This will allow improved accident 

reporting, better performance management and improved 

ease of use. We anticipate that it will save 24 working 

days of administrative time and will recoup the costs of 

implementation within three months of its implementation. 

Abbeyfield’s new property developments and 

extensions to existing care homes are procured through 

Abbeyfield Properties Ltd; a design and build company 

that allows Abbeyfield to maximise its efficiency in 

recovering VAT paid on development services. In 16/17 

£141k VAT was recovered.

11

During 2016 the following corporate contracts were 

retendered: 

• Gas and electricity

• Telecoms

• Broadband

• Gas Servicing

By moving our gas supplier, we significantly reduced 

the average cost per KwH for every property from 

an average of 0.025 to 0.0158 from 01/04/16 (a 

37% reduction). A further fourteen properties saw an 

additional reduction of 9% during the year on top of 

this better deal. 

Through changing electricity suppliers, we protected 

ourselves from an average 25% wholesale price 

increase. National prices have increased on average 

by 15% across all suppliers by the end of 2016/17. 

Against this market, our electricity unit usage costs 

rose by only 3.3%, with a reduction in the standing 

charges applied.

This smarter and proactive approach ultimately 

resulted in a much smaller increase in costs, 

protecting our residents. 

By moving our mobile phones contract to a new 

provider, our call charges per second decreased  

by 73%. 



Benchmarking – performance 
and cost comparison

An important component of demonstrating Value 

for Money is benchmarking against our peers. We 

recognise that by the nature of our different services 

that detailed meaningful benchmarking covering all 

aspects of our services is difficult to achieve. We have 

this year joined the Supported Housing benchmarking 

club (SPBM). This enables us to compare ourselves 

against other supported housing providers who all 

provide current in year information. This improves 

upon our previous approaches to understand our cost 

base. The information within the benchmarking club is 

freely shared; however the confidentiality arrangement 

prevents us from publishing externally the names of 

other providers with their data. 

Our benchmarking reveals that compared to other 

supported housing providers that we are within the 

upper quartile for a range of criteria and compare 

positively. Our resident satisfaction is good with 

significantly lower staff turnover and sickness 

compared to other providers, based on a pay and 

reward programme. Our current tenant arrears are 

lower than our peers evidencing our early intervention 

to support current tenants that may be facing financial 

difficulty. 

We have performed less well in comparisons with  

our peers;

• Our overhead costs are higher 
There are a number of factors that underpin this 

figure. For example, Abbeyfield has a geographically 

dispersed stock. We also invest in social value 

projects such as research, volunteering and 

fundraising. These will add to our overhead costs but 

deliver additional benefits. The age of our residents 

mean that we have additional staffing levels, which are 

higher than peers which add to cost.

• Housing occupancy
We will always have relatively high turnover of people 

due to age profile of our residents. We are actively 

working to improve in this area and our approach is 

described on page 9.

• Average Cost of Voids and repairs
Abbeyfield’s properties are very widely dispersed 

and our services are provided in a higher number 

of converted houses. This means that costs will be 

higher than our peers, for example, who own newer 

purpose built housing. We also require specialist 

features due to the age and ability of our residents 

(such as lifts to all levels) which require ongoing 

maintenance adding to costs.

• Re-let times 
The re-let time is higher than a number of our peers 

and we have outlined the main reasons on page 9. We 

continue to focus on this at an operational level.  

We recognise that additional benchmarking within 

the organisation with our membership and with other 

smaller care providers will further our understanding of 

our performance and costs.

Our results are detailed in the table opposite 

comparing organisations with a similar number of 

homes.

12



Category

Stock units
(supported housing)

Re-Let Times
(days) - housing

Resident satisfaction - 
housing 

Occupancy - Housing

Overhead cost

Staff Turnover

Average number of days 
sickness

Gas Safety checks

Average costs of repairs & 
void work

Average cost of major & 
cyclical repairs

Current tenant rent arrears

2016/17

The Abbeyfield 
Society

1,111

139 

94%

 
88.0%

17.3%

2.4%

8

 
100%

£743

 
£967

 
1.48%

2015/16

The Abbeyfield 
Society

1,146

84

93%

86.7%

18.2%

2.2%

9.7

 
100%

£899

 
£682

 
2.19%

Provider 1

1,764

231

 
89.8%

 
93.1%

12.2%

22.0%

3.5

 
100%

£896

 
£1,103 

7.2%

Provider2

1,285

156

 
89%

 
92.3%

6.2%

26.3%

4.2

 
100%

£374

 
£784

 
5.93%

Provider 3

1,768

X

 
90.8%

 
95.2%

15.2%

5.0%

5.3

 
100%

£637

 
£1,720

 
4.9%

Provider 4

2,262

40

 
86%

 
93.7%

X

X

9.9

 
100%

£883

 
£439

 
8.9%

Provider 5

1,694

6

 
95.6%

 
97.3%

11.1%

22.4%

6.7

 
100%

£732

 
£4,543

 
4.5%

Quartile
position

3

 
2

 
4

4

1

2

 
1

3

 
2

 
1
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Our Homes

Our future investment in new homes continues in line 

with the models within our strategy:

•  Independent living with care (sometimes called  

 extra care)

•  Care Homes – with a focus on dementia

•  A mixture of the two on one site

We are not planning to invest in building further 

sheltered housing accommodation in line with our 

current strategy, however we recognise its importance 

within certain communities, particularly in rural areas.

Strategy – investing in our assets 

Our five year strategy has committed the Abbeyfield 

movement to deliver 750 new homes by 2020. 

Our development activity delivery over the next three 

years will focus on the addition of independent living 

with care apartments and new care homes providing 

more specialist care. The geographical areas have 

been agreed to meet the future demand alongside 

social, charitable and financial needs and objectives. 

Within our centrally managed estate we have added 

new 81 homes with the opening of a 62 bed specialist 

dementia care home in Winnersh (Berkshire) and 

19 apartments with care in Tonbridge Wells (Kent) 

investing nearly £13m in these new schemes.

Over 2017/18 a further 203 homes will open across 

Wiltshire, Tyne and Wear and West Yorkshire. 

Currently a further 163 homes are under construction, 

123 homes have obtained planning permission, 62 

homes are in the planning process with a further 195 

homes at the pre-planning phase moving us well 

towards meeting our strategic target.

The review of our current stock remains ongoing in 

terms of viability and investment. We have developed 

a new asset management strategy tool that assists us 

in this ongoing evaluation and this has enabled us to 

identify how our stock is performing. 

We recognise that as an organisation we have been 

dependant on relatively small supported housing 

schemes and it is essential to ensure that the standard 

of these properties will meet the needs and aspirations 

of current and future residents. However we recognise 

that over time some houses will close in a planned 

manner. This will allow for further investment in 

sustainable new services and developments through 

capital released from closed house sales. In 2016/17 

we sold 10 properties releasing £8.7m of capital to 

further our strategy.

Stock at 31st 
March 2017

Care homes 

Independent 
living with care

Supported  
housing 

Total

Number of 
schemes

26

6

 
95

 
127

Number of 
rooms/lettings

735

169

 
1,111

 
2015
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Asset Management

15

We understand asset management goes beyond 

investing in good repair and improvements. Asset 

management is about reviewing and changing the 

asset base to end up with the right accommodation 

in the right location, supported by excellent flexible 

services for our residents. It must consider quality and 

value for money, particularly the whole life of a home 

and how future running costs will affect customers. By 

applying an effective asset management strategy to 

our 2,015 units, the benefits include:

• Assets aligned with corporate aspirations and  

 customer needs;

• A more environmentally sustainable housing stock;

• The right mix of homes to meet local and  

 demographic needs;

• Lower “whole life” running costs;

• Identified long term capital investment needs and  

 active borrowing management with our relationship  

 bank – Barclays and other lenders;

• Value for Money through effective procurement and  

 via exploring opportunities for partnerships;

• Clear understanding of maintenance needs and clear  

 investment decision making; and

• Appropriate disposal of assets, enabling investment  

 in new homes and reinvestment in existing homes.

We invested £5.1m in year on repairs and capital 

improvements in our homes.



Our Quality

A key measure of quality of the services we provide is 

what customers think about us. It is therefore vital that 

we understand their needs, views and expectations 

about the cost and quality of the services we provide. 

It helps us to understand what is important to our 

residents and focus on areas for improvement. 

Keeping an ongoing dialogue with residents is one 

of our key Value for Money principles. We collect 

their thoughts in a variety of forms including resident 

meetings, surveys, ad-hoc scrutiny reviews and 

resident focus groups. We recognise that, it may be 

hard for some customers to get their voices heard in 

particularly some of our very frail residents or those 

living with dementia. We are therefore committed to 

engaging with customers that are hard to reach.

We have been working with our residents in a 

number of workshops and have been able to track 

whether they feel we are achieving Value for Money. 

Overall residents feel that we offer slightly less value 

for money in 2015/16 although the headline figure 

remains high. A target for the coming year will be to 

explore why this figure has slipped slightly. However, 

it is pleasing to note that residents feel that we are 

offering better Value for Money through our valued 

staff and volunteer teams, meal provision and 

modernisation programmes. The areas of greatest 

concern in the last two years’ feedback around repairs 

have stabilised and in the case of modernisation have 

improved slightly. This reflects the continuing approach 

to a more local and regional service.  

 

Our residents feedback via the “Your care Rating” 

survey reflect overall satisfaction with scores on 

satisfaction and happiness and “choice and having 

a say” increasing by 28%. Other key measures are 

having access to maintained outside space at our 

housing schemes, home comforts, choice in routines 

and good quality food which embodies our approach to 

empowering our residents to lead in terms of their  

service provision.

Question ( scored  from 1-10 when 10 is excellent)

Do you think Abbeyfield offers Value for Money?

Does the day to day repairs service offer VValue for Money?

Does the modernisation program offer Value for Money?

Has the repairs service got better or worse in the last year? 

Do meals offer Value for Money 

Does the maintenance of the communal areas offer Value for Money

Are the staff Value for Money 

Does the work of volunteers represent Value for Money 

Is Abbeyfield offering better or worse Value for Money than last year?

Trend Average 
2016/17

8.2

7.3

7.0

7.6

9.0

8.9

9.2

8.4

7.4

Average 
2015/16

8.3

7.5

6.9

7.7

8.9

8.9

8.8

8.2

7.5

å
å
¢
å
¢
©†
¢
¢
å

16

Overall Performance Rating & Theme Scores
YCR Average 
OPR: 880

Your OPR: 
887

Staff & Care

Home comforts

Choice & having a say

Quality of life

878

865

895

932

The Overall Performance Rating (OPR) and theme scores 
are out of 1000. The OPR is based on the theme scores.



Volunteering  
Our founder was our first volunteer, giving time to 

help lonely and isolated people in his community. 

Today, over sixty years later, 900 volunteers across 

our 118 services continue his legacy, bringing 

their skills and personality to our homes to foster 

friendships, alleviate loneliness and encourage 

community spirit through support and service. 

Volunteers enable us to make time in three main ways:

•  Volunteering directly with our residents, in roles  

 such as befrienders or activity coordinators

•  Volunteering behind the scenes in our houses, for  

 example supporting in administration tasks or  

 running events

• Volunteering in the community promoting Abbeyfield  

 as a fantastic place to grow older, through  

 fundraising and networking
 

The result of our volunteering approach not only 

provides much needed time and support for our 

residents but ensures that we do not increase our 

cost to provide this additional support.

Making time for older people
Over £1 Million 
in kind support

Total volunteer hours in a year = 126,472

125,664 hours     808 hours
Regular volunteers     Corporates

Hours given by role (regular 
volunteers) in a month

At Abbeyfield, we know the importance for older 
people to get outdoors, particularly those living with 
dementia. Our home at New Malden offers specialist 
dementia care to thirty six residents and is situated 
in large grounds where the residents are actively 
encouraged to walk, sit and enjoy the outdoors. 
 
This summer, the garden’s flower beds received a 
make-over to improve the quality of experience in the 
garden by creating a sensory experience. 
 
The Royal Horticultural Society donated seed packets 

through their Membership Seed Scheme and BT 
staff, who are encouraged to volunteer up to three 
days a year, were on hand to dig over the beds and 
plant the seeds.  

Suzy Christopher, Charity and Community Director at 
BT remarked “We’re proud to support our people to 
volunteer for such an important project - it’s fantastic 
that they are making a difference and giving back to a 
cause they care about”.

Case Study
Corporate Volunteering: Creating a sensory and wildflower garden for our residents at New Malden
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Abbeyfield as a Charity –  
how we add social value

Research
Abbeyfield’s commitment to research is now entering 

it’s fourth year. Our commitment to research is 

enshrined within our Charitable Objects. The 

Abbeyfield Research Foundation’s aim is to enhance 

our sectors knowledge to improve the health and 

social care of older people with the aim of developing 

practical solutions to improve care. As our population 

ages we recognise that for some they will live longer 

with complex health conditions. The Research 

Foundation provides grants for pioneering new 

research and will continue to develop its fundraising 

activities for this purpose. 

 
Fourteen grants have been awarded since 2014/15 

with the results of two completed projects now being 

published. Six grants worth £360k have been awarded 

during 2016/17 as detailed in the table below. The 

outcomes of this research may well have implications, 

not just for older individuals and their carers, but in 

sector wide knowledge development which will be 

independent of commercial and political drivers and 

change. Such research will undoubtedly influence 

how Abbeyfield approaches and plans care within our 

services. The return on such investment is wider than 

short term savings or increasing revenue for Abbeyfield. 

Fundraising
Abbeyfield’s impact is through building quality of 

life through creativity and innovation, by providing 

companionship and promoting friendships.  

Abbeyfield has always been dedicated to investing 

in our services, spending fundraised revenue on 

supplying improved services to meet the needs of our 

residents of today and the future.

Voluntary income is very important to us and 

necessary for us to continue to bring beneficial impact 

to our communities. Fundraising allows Abbeyfield 

to go above and beyond on our promises to make 

time for older people, not just our residents and to 

make later life an enjoyable and fulfilling experience – 

namely through our Golden Moments campaign. The 

Golden Moments campaign centres on enriching the 

lives of older people everywhere through events and 

activities that create connections with communities. 

Institution    Summary of Project

University of Worcester  Green dementia care in extra care and residential care settings

University of Southampton  Understanding access to and the value of apprenticeships in  
     care homes

King’s College London  Improving faecal incontinence in care homes

University of Sheffield   Development of dysphagia management protocols in the care  
     home setting

Cardiff University   Investigation of pain and discomfort associated with anti-VEGF  
     injections

University of Surrey   Ethical implications of spiritually for care recipients and care  
     givers in residential care for older people.

18



Where does it go?  

New developments

Whilst our income goes a long way towards building 

our new developments, our fundraised money helps 

them become much more than just bricks and mor-

tar. It supports the build costs of community areas 

and allows for them to be enriching, enlightening and 

exciting environments; places that offer a home-from-

home for older people to enjoy their later years. 

At our groundbreaking new dementia care home 

in Winnersh, £20,000 was given in support by the 

Beatrice Laing Trust. This money was used towards 

the fit-out of the home, ensuring it was to the highest 

standard of the most suitable, high-quality dementia 

friendly furniture. 

Elsewhere around Abbeyfield, fundraised money 

has been put to good use at our upcoming home 

in Silksworth, Sunderland. Indeed, £57,000 will be 

put towards a community room to benefit the wider 

community, providing a space for community groups 

to use and for residents and local older people to 

socialise, continue with group hobbies or simply relax 

with friends and family. 

Seasonal events

Fundraised money makes a particularly big impact 

around Christmas. Our annual “Companionship at 

Christmas” campaign, which runs right across the 

festive period with the intention to alleviate seasonal 

loneliness, is made possible by voluntary donations.

The campaign offers free meals, activities, events and 

overnight stays at our houses and homes for older 

people who may otherwise be alone. The entirety 

of the £24,000 raised for the 2016 campaign went 

towards providing food, decorations to add to the 

festive cheer and transport for beneficiaries. In 2016, 

690 older people spent Christmas with company as a 

result of the campaign.

One beneficiary said: “This was the second time I 

visited my local Abbeyfield in Solihull for Christmas 

and I’m so glad I did. The food was delicious but it 

was really the company that made it. I met so many 

new people and they all welcomed me into their home 

with smiles and great conversation. I only spent the 

day there but by the time I left I felt like part of the 

furniture!”

An increase of £1.63m raised compared to 2015/16

How did we do last year? 
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Fundraising for education and training

In 2016, Abbeyfield partnered with Training2Care to 

become the first charity in the UK to use The Virtual 

Dementia Tour (VDT) as a training tool  

for staff.

The tour provides an immersive sensory-deprivation 

experience and shows participants just how challenging 

life with dementia can be. Over £7000 raised enabled 

the official launch of the tour at our Abbeyfield House 

in Surrey, followed by visits to multiple Abbeyfield sites 

around the UK, including our National Office. The VDT 

sessions are open to everyone; staff, volunteers, family 

and the wider community – with an aim to educate 

as many people as possible about the condition and 

spread awareness around how to support those living 

with it.

Supporting relationships

Abbeyfield’s fundraising is not just about the money 

raised, it is truly about the positive impact the 

programmes and facilities this income enables and 

what they in turn bring to peoples lives. This impact 

will not only help us to raise funds in the future, but 

raise the profile of both Abbeyfield and our charitable 

message amongst communities, helping the people 

who need us the most know where we are.

“I would now be far more comfortable 
in knowing how to approach someone 
with dementia and be more aware 
and understanding of how that person 
might be feeling. It was definitely a 
worthwhile experience and effective 
because it was so impactful.”  
Abbeyfield staff member.
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Last year, we set ourselves a number of Value for Money initiatives. We discuss our progress 
against these initiatives and targets below:

Initiative

Quality

Implement the new Asset Management 
Strategy and use it to better plan 
Target Ongoing

 
Improve overall performance on re-letting 
empty homes by 10% compared to 
2015/16
Target Met

 
Improve benchmarking with other 
organisations 
Target Met

Evaluate the benefits of the care at home 
service 
Target Met

 
Delivering at least 105 homes in 2016/17, 
funded through a combination of 
borrowings, asset sales receipts and social 
housing grant
Target Part Met

Improve work with residents by setting up 
additional focus groups to look at Value for 
Money – Target Met

Deliver average savings of 7 % from 
all services procured using our new 
procurement framework
Target Met

Progress in 2016/17

We have developed our asset management strategy during 2016/17 to enable us to understand the impact of all property 
related investment and effect on each services viability over the next 30 years. This will enable us to make judgements in 
ensuring that we are delivering best value and use of Abbeyfield’s funds when investing in our properties. This analysis will be 
ongoing through the coming year as will a valuation of all our properties.

Our performance in re-letting homes improved by 28.9% over 2016/17. In our Supported Housing our performance 
deteriorated. This result as we undertook improvement in newly acquired stock (via merger) and major works projects to 
improve homes took precedence. In identified houses lower demand has also been a contributory factor. Although the overall 
target has been met, we feel that the performance of our supported housing re-let times requires continued close monitoring to 
ensure that it improves wherever possible.

We have joined the Supported Housing benchmarking club (SPBM) benchmarking club. This has enabled us to appropriately 
compare our performance and costs with other providers of supported housing and drive improvements. Comparison details 
have been described on page 12.

Our care at home services were evaluated for their success and benefits during the year. An internal audit was completed 
alongside an internal review. This resulted in recommendations to assist us in further shaping our current services and 
planning for future ones. We are committed to expanding our provision of affordable and high quality care at home services to 
our current residents demands and this provision is included within our planned developments in line with our strategy.   

We delivered 81 new homes as the result of two new developments opening providing modern purpose built apartments and 
dementia care in line with our strategy. The practical completion of our development in Bingley was delayed until this current 
year due to construction delays which are being claimed back with the contractor. A further 20 new homes were added in year 
to our existing stock as part of the new rooms project in the West region. We are on track to meet our strategy target of 750 
new homes across the Abbeyfield movement.

An increased number of Value for Money focus groups have been held to ensure that we understand our resident’s views, 
which have been largely positive. During meetings held to agree rents for 2017/18, Value for Money was a key topic. 

 
We have continued to challenge and compare suppliers on everything we buy costing more than £1,000. This systematically 
improve Value for Money as a matter of operational routine. We have reduced unit cost prices through appropriate 
procurement for gas and electric, telecoms and broadband, and safeguarded our residents from excessive rent increases in 
these areas.

Our Achievements - progress 
against our initiatives. 
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Progress in 2016/17

The new asset strategy model has been developed and this is now being used in 2017/18. However performance for all 
houses is monitored in a robust manner as described in the 2015/16 Value for Money statement.

 
We have continued to implement our new management systems to continue to improve our efficiency in streamlining our 
processes. We have rolled out training for front line staff so that by using one main reporting system this continues to reduce 
the administrative burden on our staff teams and increases the ease of monitoring our performance indicators. 

Value for Money is embedded within our organisation at every level. We have taken the view that named employees are not 
required as all key managers take responsibility for evaluating the quality of service against cost and benefit for our residents.  

We have continued to develop our approach to be an employer of excellence in our sector. Our approach remains to inspire, 
motivate, value, reward, develop and manage our staff. The launch of the Abbeyfield Academy is designed to support staff to 
increase their skills and confidence and career development. We will assess progress at our next planned staff survey in 2017/18.

 
A detailed consultation and evaluation exercise was conducted with the membership to determine their views on the services 
and benefits that we continue to deliver. The results of this project identified ten key work-streams with varying timescales for 
completion that include the range of services, how they will be delivered and their cost linking to the business need of each 
society. We anticipate that this will culminate in a new agreement to be formally adopted in 2019. Members are happy with the 
Brand but want to see clearer service provision and better access to these services, which is included in the work streams.

The chaplaincy service extended into all three divisions during the year. Their key role is spiritual counselling and welfare 
alongside significant input toward shaping our policies and input into works streams. Our chaplaincy service has been central in 
the continuing development of our end of life care approach. Overall there have been 81 cases supported by our chaplains which 
bring the benefits of improved employee welfare. This evidence supports our views that a spiritual approach is beneficial to all.  

The development of our Everyone Matters programme has been completed within our anticipated timescale. This programme 
focuses on bringing our core values and philosophies to life in our employee’s everyday work. A team of people have been 
delivering the programme to our geographically disperse staff teams to bring the realisation of Everyone Matters to life. Our 
initial feedback has been overwhelmingly positive. The impact on engagement will be further assessed in 2017/18 through our 
planned staff and resident surveys. 

Initiative

A detailed evaluation of the best and worst 
performing 5% of the stock using our new 
asset model
Target Ongoing

Making Time 

Continue to implement the new IT system 
(QL) and use it to deliver improved 
services 
Met and Target Ongoing

People 

Develop a series Value for Money 
champions across all areas of the 
business  
Target Met

Continue to monitor the impact of the 
Peoples Work stream Program 
Target Met

One Abbeyfield

Member Societies to develop a new 
agreement that clearly defines the range, 
quality and cost of services delivered by us
Target Ongoing 

Spirituality 

Evaluate the impact of the extended 
chaplaincy service
Target Met

 
Develop the everyone matters programme 
of cultural change and assess the impact 
on staff and resident engagement
Target Part Met and ongoing
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The Abbeyfield Society has 
consistently demonstrated our 
commitment to delivering Value for 
Money in all aspects of operating 
our services and in our charitable 
objectives. Our five key themes 
continue to drive this commitment in 
the present and into our future.

Our Finances and Performance
We have a clear understanding of our financial return 

and performance. We manage our finances to invest 

in the right assets, improve void management, deliver 

savings through operational efficiency and improve 

systems. 

•  We will review our operational costs during this year  

 and plan accordingly to reduce these over a three  

 year programme by 4%. This will ensure that our  

 services remain affordable to our residents.

• We will continue to benchmark our services within  

 and outside Abbeyfield and review the areas where  

 we perform less well than our peers. We will work  

 towards improving identified areas highlighted in the  

 report and evidence our improvement. 

• We will continue to focus on our occupancy  

 management and improve the re-let times in our  

 identified long term retained supported housing  

 services by 2%.

• We will continue to look for savings in procurement  

 by using procurement frameworks to protect our  

 residents from above inflation rises in their service  

 charges. Specifically we will look for 3% saving in  

 newly procured property maintenance contracts due 

 for review.

• We will continue to carry out detailed stress  

 testing to ensure that we can be responsive to the  

 potential changes and impact in evolving  

 government legislation (changes to funding).

Our Homes
We have an active property disposals programme and 

a clear strategy for new developments.  

•  We will deliver 203 new homes in 2017/18 through  

 our development programme in line with our  

 strategy to provide modern homes to meet the  

 needs of current and future residents.

• We will complete the asset management strategy  

 work started last year and present our finding to  

 the Board in November 2017. This will be used to  

 plan our ongoing programme of closing older homes  

 and replacing them with modern homes in areas  

 of geographical priority and offer social value in our  

 communities.

• We will look to reduce our carbon footprint and  

 through the use of new technology piloted in one of  

 our care homes.

Our Quality
We are dedicated to be making time for older people, 

through excellent quality care, housing and support 

services, as well as through direct involvement 

Our Priorities –  
looking forward  
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within local communities. We have high rates of 

resident satisfaction, low staff absenteeism and 

are now developing a quality assurance and staff 

reward programme to retain this high level of resident 

satisfaction. Low demand for many of our supported 

living schemes is caused because of the unsuitable 

nature of the buildings, and we have plans to 

modernise our asset base by 2020. 

•  We will use self assessment with validation based  

 upon identified risk in our quality programme (core  

 standard) to reduce the management costs of our  

 programme.

• We will review our resident’s opinion arising from  

 our focus groups to ensure that we improve upon  

 the delivery of our maintenance programme.

• We will provide a greater number of personalised  

 care services through the addition of at least two  

 new care at homes services to enable us to meet  

 resident needs and expectations.

Making time for older people
Staff structures were reviewed in 2015 and further 

minor changes were made in 2016/17 to improve our 

services. This has enabled additional time to be made 

available to residents and volunteering action plans 

are prepared on a regular basis.  

• We will continue to work with our volunteers and  

 increase numbers to keep pace with our new  

 homes. We will expand on the number of corporate  

 volunteers provided by 10%.

• We recognise the need to continue to streamline  

 business systems, to enable staff to spend more  

 time with individual residents. We will continue to  

 implement our new IT systems over this year in line  

 with our plan.

Abbeyfield as a Charity
We have recognised the need to continue to develop 

a more comprehensive programme for evaluating the 

social impact and value of our community-based and 

volunteering activities. We embody our care ethos 

through initiatives such as our Golden Moments 

campaign, Companionship at Christmas and research 

into older persons’ care needs. 

• We will continue our commitment to our fundraising  

 targets of £2.98m in 17/18 to support our charitable  

 activities.

• We will support the Abbeyfield Research Foundation  

 to raise funds of £200k to further our sectors  

 knowledge to improve the health and social care  

 of older people with the aim of developing practical  

 solutions to improve care.



What the Regulation says

1(a) have a robust approach to making decisions 
on the use of resources to deliver the provider’s 
objectives, including an understanding of the  
trade-offs and opportunity costs of its decisions.

 
1(b) understand the return on its assets, and have 
a strategy for optimising the future returns on 
assets – involving rigorous appraisal of all potential 
options for improving Value for Money including the 
potential benefits in alternative delivery models– 
measured against the organisation’s purpose and 
objectives.

1(c) have performance management and scrutiny 
functions which are effective at driving and 
delivering improved Value for Money performance.

1(d) understand the costs and outcomes of 
delivering specific services and which underlying 
factors influence these costs
and how they do so.

The Assessment shall 

2(a)Allow stakeholders to understand the return 
on assets measured against the organisation’s 
objectives

2(b) set out the absolute and comparative costs of 
delivering specific services

How does Abbeyfield meet the Regulation for 2016/17?

•  We have a clear communicated “United in excellence” strategy which is used to plan and prioritise our objectives and priorities. 

•  Monitoring is in place for predetermined KPI’s, both financial and non-financial. 

•  Our annual budget cycle with zero base principles is operated and a clear business case is required to obtain funding (business  

 cases include an assessment of risks, consequences of inaction and alternative solutions). Individual house Business Plans take  

 account of local demand and surplus generation.

•  Investment in new or major projects is only made after robust business planning and Board-approved development appraisal  

 criteria. Results are then monitored against stated aims.

•  There is clear service level, divisional and national budgeting and business planning to demonstrate an understanding of the  

 financial effectiveness and returns of each business unit. 

•  Improving stock information is enabling better planning of stock investment. 

•  10 property disposals were completed in 2016-17 as a result of ongoing business appraisals. This released over £8.7m of capital  

 for reinvestment in our new developments/major projects.

•  Abbeyfield is investing in new housing in line with our strategy to better meet the needs of older people by replacing houses that  

 are no longer fit for purpose or do not deliver an effective financial return.

•  Historic and forward-looking financial and operating performance is reported regularly to the Board and its Committees.

•  Budget is managed using, detailed short-term and longer-term actions via the Business Plan. Forecasts are owned by budget  

 holder.

•  A detailed management ‘pack’ of performance information is prepared each month for managers and is reviewed with finance staff.  

• The Executive Team undertakes a monthly review of financial and operating performance. 

•  Focus groups and meetings are held with residents to discuss Value for Money priorities.

•  The Self-Assessment Statement has analysed the age, size and nature of our stock as well as the specific and complex needs of  

 our residents. 

•  The delivery of Care, Care at Home and Extra Care services has given Abbeyfield an understanding of the costs and outcomes of  

 these differing services. 

•  Comprehensive budgeting allows an understanding of the detailed components that make up the costs and income for each house. 

•  The Value for Money self assessment clearly shows how Abbeyfield achieves a return on its assets and how this links to our  

 mission and objectives.  

•  Abbeyfield has run a number of focus groups with residents to discuss Value for Money.

•  The statement shows where there are costs which can be attributed and illustrates the costs of delivering specific services against  

 other providers.

HCA Requirements Value for Money Statement - How we demonstrate compliance with the guidance.
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HCA Requirements Value for Money Statement - How we demonstrate compliance with the guidance.
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