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I’m delighted to share this, our second ESG report.
Optivo has been a consistent supporters of a drive to develop a standard ESG reporting
framework for the social housing sector. Last year we co-sponsored the development
of the Sustainability Reporting Standard for Social Housing1, and were the first to
report against it. I have now joined the Board of Sustainability for Housing which has been
set up to oversee the social housing sector’s sustainability standard.
This year we hope we are just one of many within
our sector to adopt this standardised approach.
A standard approach facilitates comparisons
within and outside our sector. Where possible
we’ve included comparisons against last year’s
report to show the progress we have made over
the year.
In reviewing this report you will see our
commitment to our charitable objectives
is unshaken, and that over time as we borrow to
invest in new social housing our social impact
increases. You will see we remain committed to
sound and ethical governance principles.
You will also see that while we’re making
incremental improvements to our environmental
impact, the energy performance of our homes
remains a significant challenge and will continue
to be so for some time to come. While the
estimated costs of achieving net zero are baked
into our financial plans, we do not underestimate
the level of technical, financial, and operational
coordination required to achieve Band C rating by
2030 and net zero carbon by 2050.

We’re conducting a two-phase research project
in conjunction with the Department for Business,
Energy and Industrial Strategy (BEIS) into
property archetypes and net zero investment.
100 of our homes of differing archetypes with an
EPC of E – G will be improved to at least EPC B.
The findings from the project will help inform our
future net zero investment strategy, as well as
the wider Social Housing sectors.
We use HACT2 methodology and toolkit to
assess Social Impact Value’s achieved from our
Social Impact activities. We run assessment
reports twice a year. We use these to help inform
investment decisions on new Social Impact
projects. We’re among a group working with
HACT to upgrade their methodology, which will
closer align Social Value Impact analysis with ESG
outputs and outcomes.
Much more information is available on our
website, and links are included within this
document. Any unanswered queries please do
contact us: treasury@optivo.org.uk.
Sarah Smith
Chief Financial Officer

1www.un.org/sustainabledevelopment/sustainable-development-goals
https://esgsocialhousing.co.uk/wp-content/uploads/2020/11/SRS_final-report-2.pdf
2www.un.org/sustainabledevelopment/sustainable-development-goals
https://www.hact.org.uk/hact-value
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UN Development Goals

We’re one of the largest charitable organisations in the UK and recognise the
responsibility we have to take the lead on making positive improvements for
people and the planet. We make a direct impact against 9 of the 17 Sustainable
Development Goals (SDGs)3, as shown below, with a particular focus on “Sustainable
Cities and Communities”. Through this report we indicate which of these SDGs are
particularly relevant.

3 www.un.org/sustainabledevelopment/sustainable-development-goals
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Affordability & Security

C1. For properties that are subject to the rent regulation regime, report
against one or more affordability metric: 1) Rent compared to median private
rental sector (PRS) rent across the local authority. 2) Rent compared to Local
Housing Allowance (LHA)
We do not have an up to date market rent estimate for all our homes. It’s not
something we often need in the normal course of business. Our methodology to
estimate the discount we offer to market rent on general needs homes is as follows.
We compare our median weekly rental within each local authority area against the
median weekly rental across all homes for that area, which we obtain from
The Valuation Office Agency’s Private Rental Market Summary Statistics.

This high level analysis shows our general needs rents are on average around
46% (2019/20: 44%) of the market rent level, level, though this varies between asset
types, tenures and local authority areas. Amongst the 22 local authority areas where
we have more than 200 general needs rented homes our rents were at one extreme
26% of market in Kensington and Chelsea and at the other 65% of market rent
in Arun. Our general needs rents are on average 56% of the Local Housing Allowance.
In total across our general needs homes we rent at a discount to average market
rent of approximately £259m per annum, (2019/20: £256m). This is likely to be an
underestimate, as we have included all service charges within the Optivo median
rent, and these often cover services which would sit outside of the regular PRS rent.
We are continuing to work to refine this analysis.
We let at a further aggregate discount £2.5m through our NHS keyworker
accommodation portfolio, an average of £1,786 per bed we let.
We have not yet been able to complete this analysis for our shared ownership homes.

C2. Share, and number, of existing homes (homes completed before the
start of the previous financial year) allocated to: General needs (social rent),
intermediate rent, affordable rent, supported housing, housing for older
people, low cost home ownership, care homes, private rental sector.
Affordability goes to the heart of our charitable purpose. At 31 March 2021, we let
41,322 of our 42,599 homes as social housing: 97% (2019/20: 95%). This includes all
our homes let as: social rent, affordable rent, supported housing, housing for older
people, key workers, temporary and intermediate housing and shared ownership.
The only homes we let at market rent levels are our student accommodation
investment portfolio and 64 market rent homes.

Social
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C3. Share, and number, of new homes (homes that were completed in
the previous financial year), allocated to: General needs (social rent),
intermediate rent, affordable rent, supported housing, housing for older
people, low cost home ownership, care homes, private rental sector.

We’re investing significant sums in new social housing each year. In 2020/21 we
invested £208m in new homes (2019/20: £183m) and completed 577 new homes of
which 516 were for social housing.

C4. How is the Housing Provider trying to reduce the effect of fuel poverty
on its residents?

We operate an energy retrofit programme for homes which have a low energy rating.
We’ve a strategic target to have 80% of our homes reach EPC Band C or above by
2025 and to reach 100% by 2030. We aim to help residents to reduce their heating
bills by improving the energy efficiency of our homes through better insulation.
We procure £6 million worth of energy on behalf of our residents each year, much of
which supplies communal lighting and services. Through open competition we’ve
consistently secured good value contracts which results in lower service charges.
The electricity we purchase comes from 100% sustainable sources.
Our energy advice service also helps residents reduce their fuel costs. Free to all
residents, it provides independent advice on everything from switching to the best
deal, helping with supplier disputes, home efficiency tips and tutorials on how to set
thermostats and radiator valves. We are piloting smart thermostats and Internet
Of Things technologies to test their impact on residents’ fuel bills. Lighting surveys
currently underway will enable us to plan conversion of all remaining communal
lighting systems to LED.

C5. What % of rental homes have a three-year fixed tenancy agreement
(or longer)?

We want to build strong and sustainable communities and believe lifetime tenancies
fit best with this ambition. We began transferring tenants from fixed-term tenancies
to lifetime tenancies in December 2018. Just 4.4% (2019/20: 8%) of residents in our
general needs housing or homes for older people have fixed terms tenancies. We’re
working to convert these to assured tenancies.
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Building Safety

Maintaining high quality assets is fundamental to our purpose as a charitable landlord
and makes good long term business sense too. We have 42,599 homes, of which
36,248 are subject to the Decent Homes Standard. We’re rigorous in ensuring our
assets comply with regulations and are decent places to live.

C6. What % of homes with a gas appliance have an in-date, accredited gas
safety check?
At 31 March 2021, 99.9% of our homes had an in date accredited gas safety check
(2019/20: 99.7%). The 36 outstanding checks were due to us facing access issues.
We’re working proactively with residents where there has been a reluctance to
allow our staff into their homes. We service all our gas supplies, installations, and
equipment every year. In fact, we go further than that, using Gas Safe Engineers,
we’ve an 11-month servicing cycle.

C7. What % of buildings have an in-date and compliant Fire Risk Assessment?
We risk assess our 3,457 blocks to determine whether an annual, biennial, or triennial
fire safety risk assessment is most appropriate. At 31 March 2021, we had 454 blocks
on an annual cycle, 1,158 on a biennial cycle and 1,845 on a triennial inspection
cycle. Inspections are undertaken by appropriately qualified independent fire risk
surveyors. Follow on actions are then delivered by appropriate contractors or our
direct labour staff. At 31 March 2021, none of our homes had an outstanding fire
assessment (2019/20: 3 blocks, 0.086%).

C8. What % of homes meet the Decent Homes Standard?

At 31 March 2021, 99.9% (2019/20: 99.9%) met the Decent Homes Standard. Out of
36,248 homes, 29 failed to meet the standard. We invest around £20m each year to
keep our homes well maintained.
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Resident Voice

C9. What arrangements are in place to enable the residents to hold
management to account for provision of services?

Aligns with:

We continue to be recognised as a sector-leader on resident involvement.
Monica Barnes, an involved Optivo resident and Chair of Optivo’s Resident Strategy
Group, was awarded an MBE in the 2021 New Year Honours list for her leadership
on resident engagement. Rosemary Ley, also an involved Optivo resident, and chair
of our resident scrutiny panel, was recognised with a British Empire Medal in the
Queen’s 2021 Birthday Honours List. Rosie has played a national role in championing
fire safety in social housing, including advising MHCLG (Ministry of Housing,
Communities and Local Government).
Residents are involved at all levels of Optivo’s work, including at the highest levels
of governance – four of twelve places on our Board are reserved for residents. Our
residents and shared owners are involved in scrutinising the full range of our services
through a series of resident-led panels. Our Resident Strategy Group helps shape
organisational policies and strategies and scrutinises our budget setting.

Board*

Customer Experience
Committee*

Resident Strategy Group

Reps from each of the Regional Residents’ Panel,
Complaints Panel, Policy Panel and independent residents.

Regional Residents’ Panel

London

Kent

Sussex

Midlands

Services Panels
Complaints Panel
Scrutiny Panel
Resident Policy Panel

Resident Design and
Quality Forum
Procurement Panel
*Optivo Governance Structure
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C9. What arrangements are in place to enable the residents to hold
management to account for provision of services? (continued)

We work with residents to continually improve our approach. During the last year, we
implemented actions arising from a 2019 Resident Governance Review to modernise
our formal scrutiny approach. We launched our first Co-creation Framework after
a working group of residents, staff and board members engaged with co-design
experts from a wide range of organisations. We’ve already started co-creation
projects on fire safety, anti-social behaviour and biodiversity.
Our involvement work has risen to the challenges of Covid-19. We’ve successfully
shifted to a range of digital engagement options, ensuring residents can scrutinise,
shape and co-create our work, even through lockdown.

C10. How does the Housing Provider measure Resident Satisfaction and
how has Resident Satisfaction changed over the last three years?
We carry out surveys to monitor the level of our customer’s satisfaction.
Our Resident Satisfaction over the last three years:
Satisfaction with overall service

2020/21

2019/20

2018/19

89%

95%

96%

Satisfaction levels have dipped because of the pandemic but increased for the
third month in a row to March 2021. Our Net Promoter Score remains stable at
58 at 31 March 2021 and higher than the 55 achieved in 2019/20. Latest Housemark
research shows London based landlords were more likely to find decreases in
satisfaction levels. At 89% satisfaction is high and we remain number one amongst
out g15 peers as we have done for more than a decade.
The feedback from dissatisfied residents has identified to delays to repairs, and
communication on handling of Anti-Social Behaviour (ASB) cases. Both areas
became harder to manage during the pandemic. We’ve increased responsive repairs
capacity and are holding a co-creation ASB service review workshops with residents
and other key stakeholders to improve performance.
Our Strategic plan 2020-25 sets our target of 92% resident satisfaction with the
quality of their homes (2020/21: 92.5%) and by 2025, we aim to achieve sectorleading resident satisfaction of 95%.

Social
Environmental
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C11. In the last 12 months, how many complaints have been upheld by the
Ombudsman. How have these complaints (or others) resulted in change of
practice within the Housing Provider?
In 2020/21, 18 complaints were upheld by the Ombudsman (2019/20: 19):
¢ 2 related to Anti-Social Behaviour (ASB)
¢ 7 related to repairs and maintenance
¢ 3 related to estate services
¢ 6 related to tenancy management and other

Learning from these has led to the following improvements:
¢ Updated our arrears policy to reflect procedure for vulnerable residents
¢ Installed a sales customer relationship management system to record and
monitor all communications
¢ Provided further training to Housing Officers on handling ASB
¢ Enhanced our No Access policy and procedures where a water leak has been
detected.

Environmental
Social

Aligns with:
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Resident Support

C12. What support services does the Housing Provider offer to its residents.
How successful are these services in improving outcomes?
We mobilised urgency support in 2020/21 in response to the pandemic, alongside
our social impact service and Fresh Visions Charity work.

The pandemic amplified demand for our training and employment support. We
switched most of our services online through the pandemic while retaining on-site
urgency support for vulnerable residents in crisis. This suited many residents and
enabled us to maintain the tempo from last year. The labour market has changed
considerably over the year, and we’ve placed many into roles in health care, NHS
urgency, hygiene cleaning, logistics and delivery.
Overall we had 4,702 people on programmes (2019/20: 5,189),
of whom 1,246 (2019/20: 1,256) progressed into jobs and training.
Our support services profile shows:
¢
¢
¢
¢

34% BAME participants
(London 79%, Kent 20%, Sussex 18%, Midlands 39%)
65% of participants are women
31% service users are under 30 years old
20% declare a disability or long-term health challenges

During the year we secured £3.3 million external investment to support ongoing
activities. Our Social Impact work into 2021/22 is supported by 49% Optivo
investment matched by 51% inward investment in our activities.
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Our multi-channel support campaign from April 2020 to March 2021

Supporting Vulnerable
Residents

Supporting Residents’
Resilience

Supporting Housing
Incomes

What we did:

What we did:

What we did:

3,700 Independent

Living scheme residents
were given safe and easy
access to medicines
and food.
Contacted another
2,288 isolated residents
over 70 years old
living alone.
Made 16,612 calls to
our most vulnerable
senior residents in
our communities.

Invested £105k
in digital support.

We made 134,457
pro-active support calls.
Sent 26,500
emails and texts.

Worked with schools to
identify and support child
victims of domestic abuse.

Our outcomes:

Our outcomes:

We ensured the most
vulnerable were registered
for medical support and
appropriately shielded.

Distributed
554 Chromebooks
and provided digital
training to households
in greatest need.

328 very isolated
residents with no friends
or family support were
provided much needed
social assistance.

Distribution of
home education learning
packs to vulnerable
young people.

704 food and fuel
vouchers issued and
2,444 bags of surplus
www.un.org/sustainabledevelopment/sustainable-development-goals
redistributed food.

Supported 618 residents
with access to shopping
and medicines.

www.un.org/sustainabledevelopment/sustainable-development-goals

Had 9,378 hits on
our urgency money and
advice web pages.
Delivered finance and jobs
support to 3,493 people.
Enabled 1,300+
more residents to
avoid rent arrears
compared to
last year.

Our outcomes:

2,734 were people

helped to make the
transition to benefits while
avoiding rent arrears.

250 people supported
with self-employment
training.

Reduced rent arrears by
£980k, with
£5.3 million more paid
in rent than last year.
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Jades’s Story
Jade reached out to us last year for support to
set up her own business in the food industry.
Employment Support Officer Whitney helped
her to complete vital qualifications, and referred
her to Increase VS to get her business idea off
the ground.
But when lockdown hit, Jade needed a new plan
and income to help her get by.

Jade said

“I would like to thank both
Whitney and Tanya for their
Employment Officer Tanya was able to step
support throughout my
in to help Jade access further training and
courses. You have both been
qualifications, which have helped her thrive in a
really helpful and I am so
new construction manager
role.
www.un.org/sustainabledevelopment/sustainable-development-goals
grateful to you both.”
www.un.org/sustainabledevelopment/sustainable-development-goals

ESG Summary Report

Social

15

Fresh Visions Charity
Our added-value charity Fresh Visions accelerates work supporting young and
vulnerable people in Optivo communities. The charity works with the most
vulnerable people, including child survivors of domestic abuse, young people isolated
and at risk. We’re delivering on a newly adopted strategy and charity business plan
2020-254. During 2020/21, Fresh Visions:
Engaged with 428
beneficiaries (2019/20: 1,500)

Supported 261
vulnerable young people in
positive activities (2019/20: 200)

Counselled 81 survivors
of domestic violence
(including 44 child victims to rebuild
damaged young lives) (2019/20: 90)
Raised over £350k
charity funding

Secured a new corporate
sponsorship of £17k

A total of 99% of participants
greatly valued the support we’ve
given them (2019/20: 99%)

4 https://www.freshvisions.org.uk/
documents/Fresh-Visions-CharityStrategy-2020-2025.aspx

Key charity targets for
next year are:

Supporting over 600 young
and vulnerable people
Securing over £500k
of fundraising.
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Placemaking

Our assets include single properties in residential streets, homes in small villages and
large estates in urban centres. We’ve a special responsibility for place-making where
we own significant concentrations of homes. This is true both of existing assets and
new sites under construction.

C13. Provide examples or case studies of where the Housing Provider has
been engaged in placemaking or placeshaping activities.
Lower Lodge Farm, East Sussex
8 homes for rent and 22 for shared ownership
Lower Lodge Farm is a brilliant example of how we work to preserve the local
environment for future residents.
As part of the purchase of the land for the development we received
woodland area. This had been used by locals for many years. We worked with
the Parish Council and formed a group called the Community Land Trust. We
transferred ownership of the woodlands to this group so it’s retained within
the parish for the community.
We installed bark pathways and erected signs to ensure easy access for
all to the woodlands.

ESG Summary Report
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Forstal Lane, Kent
50 homes for rent, 34 for shared ownership
and 25 for open market sale
We’ve provided electric car chargers on
all resident parking spaces. We also
provided a number of publicly available
car charging spaces.
The development also includes an open
space of 1.85 hectares featuring a play area
and landscaping, ensuring it’s in keeping with
its surroundings.

Banky Fields, East Sussex
20 homes for rent and 20 for shared
ownership
Working closely with the community we
delivered a mixed development, of two- and
three-bedroom homes for families to enjoy
for years to come.
We created landscaped area at the heart
of the development, offering communal
space and play area where all age groups can
meet. We’ve passed ownership of the space
to the local council to ensure it’s retained
and managed by the community for future
preservation.

ESG Summary Report
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Climate Change

We achieved SHIFT Gold for the third year running in 2020/21. The SHIFT
sustainability standard is specific for social landlords and enables us to assess the full
impact of our activities on the environment.
The SHIFT assessment measured how we’re doing against 22 environmental criteria,
including CO2 emissions, water use, landfill waste and response to climate change.

C14. Distribution of EPC ratings of existing homes (those completed before
the start of the previous financial year)

‘These EPC ratings are based on a combination of SAP scores, lodged EPCs as well as
modelling to apply specific assumptions and formulas where gaps may be present in
the datasets. In the last financial year we’ve improved the completeness of energy
datasets for around 3000 homes. Our current modelling shows that the number
of our homes reaching EPC C has increased from 66.50% in 2019/20 to 70.78% in
2020/21.
Our energy modelling software applies a confidence rating to our existing energy
data which reduces over time, resulting in changes to EPC bands. We’ve a five year
plan to improve the quality and completeness of our dataset, focusing on energy
performance data over the next two years, and we’ll continue to refine assumptions
within our modelling.
EPC band*

2020/21 Count

2020/21 %

2019/20 Count

2019/20 %

1

0.01%

37

0.10%

C

22,365

63.24%

21,689

61.48%

E

531

1.5%

456

1.29%

A
B

D
F

G

No data
Total

% Homes reaching
EPC Band C

2,663

9,736

7.53%

27.53%

54

0.15%

0

0.05%

10

35,360

70.78%

0.01%

100%

1,733

11,277
62

6

18

35,278

66.50%

* EPCs are based on actuals and modelled data, subject to change as we progress our data
improvement plan

4.91%

31.97%

0.18%

0.02%

0.05%

100%

ESG Summary Report

Environmental

19

C15. Distribution of EPC ratings of new homes (those completed in the
previous financial year)

All the 577 homes we completed in 2020/21 were EPC Band B (2019/20: 2.4% new
homes were EPC Band A, 97.6% were Band B).

C16. Scope 1, Scope 2 AND Scope 3 greenhouse gas emissions

Streamlined Energy & Carbon Report (SECR) is a replacement for the Carbon
Reduction Commitment (CRC) Energy Efficiency Scheme.
We commissioned Beond Group to carry out a SECR compliance report for us
covering our operations, buildings, processes and fleet. The key metric we measured
is CO2e per home managed, our performance has improved to 0.3883 tonnes per
home per year for 2020/21 from 0.4628 for 2019/20.
Measure

Energy consumption used
to calculate emissions
Emissions from
combustion of gas

Emissions from combustion
of fuel for transport
Emissions from air
refrigerant leaks

Emissions from purchased
electricity (location based)

Emissions from combustion
of fuel for transport
Total gross tonnesCO2e

Scope

2020/21

2019/20

Total Energy
(kWh)

68,447,730

78,654,734

8,544

9,697

522

544

45

64

4,450

5,564

169

456

13,730

16,325

Scope 1
(tonnesCO2e)
Scope 1
(tonnesCO2e)
Scope 1
(tonnesCO2e)

Scope 2
(tonnesCO2e)
Scope 3
(tonnesCO2e)

Scope 1,2 and 3
(tonnesCO2e)

Around 86% of our carbon impact comes from our homes. The remainder of carbon
impact comes from gas (9%) electricity (5%) with other carbon impacts from
transport (fleet and business miles) and air refrigerant leaks. Overall we have reduced
our total energy use by 13% since 2019/20, though we believe some of this decrease
has been a result of lockdown measures during the pandemic.

Environmental
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C16. Scope 1, Scope 2 and Scope 3 greenhouse gas emissions (continued)
Scope 1 – All Direct Emissions
These cover all of the activities under our direct control, including fuel combustion
on site such as gas boilers, fleet vehicles and air-conditioning leaks. We measure our
direct emissions through SHIFT such as office and communal dwellings heating, air
conditioning and lighting as well as fleet vehicle information.
Scope 2 – Indirect Emissions
These emissions come from the electricity we purchase. Emissions are created
during the production of the energy. We obtain our energy data from our energy
broker for half hourly and non-half hourly electricity contracts for buildings where
we are the energy supplier. These indirect emissions are calculated annually and
included in our SECR report.
Scope 3 – All Other Indirect Emissions
These come from our activities, occurring from sources that we do not own or
control. These are likely to create the largest share of our carbon footprint, covering
emissions associated with business travel, procurement, waste and water as well
as the manufacture of goods and the construction/demolition of buildings. Scope 3
emissions include the embodied carbon present in the goods or service provision.
Currently some Scope 3 emissions are measured in our SECR report but does not
fully cover the embodied energy in our supply chain. We currently survey our top
20% suppliers (by contract value) on their sustainability performance in terms of
energy and resource use. This is an area where we need to more accurately measure
their impacts, as the majority of our greenhouse gas (GHG) emissions lie outside our
own operations. By measuring Scope 3 emissions, we can understand the emission
risks in our supply chain. We can also identify which suppliers are performing well and
which ones need to improve their carbon reduction performance.

C17. What energy efficiency actions has the Housing Provider undertaken in
the last 12 months?

In the past year, 199 of our homes have received energy retrofits and been improved
up to EPC Band C. These retrofits required multiple measures on each home,
including roof and cavity wall insulation, new heating systems such as air source heat
pumps and high heat retention electric radiators and low-energy lighting.
We spent £10.3 million on energy efficient windows, doors and other modifications
as part of our planned upgrades programme.
We’ve also saved £133k through energy monitoring activities and bill validation on
our group energy contract.
We continue to support the rollout of smart meters and fibre broadband across our
estates to drive future innovation and energy saving.

Environmental
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C18. How is the Housing Provider mitigating the following climate risks:
Increased flood risk, Increased risk of homes overheating.

Geographical Information System (GIS) mapping is our primary tool in identifying and
quantifying flood risk, especially when combined with external data such as that from
the environment agency. 95% of our stock is protected against flooding using the
Suss Housing SHIFT reporting methodology. Where homes are at risk of flooding we
work with local agencies to implement protective measures.
When building new homes we carry out risks assessments to ensure future
developments are not at risk of flooding. It’s crucial we provide sustainable places
for our residents for many years to come. Where a potential site is deemed to have a
high flood risk we won’t go forward with the development.
All our new homes undergo a CIBSE TM:59 overheating assessment at the planning
stage and we regularly use this opportunity to make passive and active changes
to the building fabric or layout. On existing properties overheating is always
made a consideration, which frequently results in additional ventilation being
installed alongside efficiency measures. Using the SUSS Housing SHIFT reporting
methodology 5, 93% of our homes are at low risk of overheating.

C19. Does the Housing Provider give residents information about correct
ventilation, heating, recycling etc. Please describe how this is done.

We provide residents with information about sustainability through our website,
social media and via MyAccount, our online management portal which now has
over 60% of residents signed up. We actively engage with 20% of our residents
each year through projects and direct liaison through events, resident panels,
energy retrofit schemes and the energy advice service. We passively engage with
100% of our residents each year on energy efficiency and sustainability initiatives.
Covid 19 restrictions meant direct contact with residents has been through virtual
workshops and events.

5 https://shiftenvironment.co.uk/what-is-shift/shift-sustainability-standard/

Environmental
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C20. How is the Housing Provider increasing Green Space and promoting
Biodiversity on or near homes

Our Geographical Information System enables us to track tree maintenance work
and to collect information on tree species, ages, structure, and condition.
We’ve co-created our approach to increasing green space with residents. We’re
piloting different ways of bringing dis-used open space back into use for the
benefit of communities. In Croydon the local community will choose how to
transform a forgotten play park into an oasis of food growing and nature. In Kent,
residents are coming together to design a space in their estate to allow nature
to flourish. And in Sussex a new community garden will teach local people about
sustainable urban farming.
We’re also embarking on an audit of biodiversity across our portfolio and are
conducting a review of the amount of green space our residents can enjoy.
We’ll measure success by recording the area of land on which we’ve increased
the biodiversity on an annual basis. A Biodiversity Action Plan is being co-created
with colleagues and residents for completion this year. We’re also preparing for
the upcoming 10% Biodiversity Net Gain (BNG) planning legislation by assessing
how our existing developments would score and testing different options to
achieve 10% BNG.

C21. Does the Housing Provider have a strategy to actively manage and
reduce all pollutants? If so, how does the Housing Provider target and
measure performance?
We monitor, report, and take action to mitigate the impact of the following
pollutants:
¢ CO2 and GHG emissions Scope 1, 2 and 3 (tonnes CO2e)
¢ Waste including landfill (tonnes)
¢ Refrigerants (tonnes CO2e)
¢ Asbestos (kg)

We measure Scope 1, 2 and 3 emissions as part of our SHIFT analysis. We monitor
Refrigerants through our yearly SECR reporting.
Through our procurement processes we encourage our suppliers to supply good
environmental options for materials which are potentially pollutant. All products
supplied must comply with national environmental standards and suppliers must
ensure that strict controls are in place during use. We carry out our own risk
assessments on products used and reviews these regularly.
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Resource Management

C22. Does the Housing Provider have a strategy to use or increase the use
of responsibly sourced materials for all building works? If so, how does the
Housing Provider target and measure performance?

Our procurement process requires our suppliers to provide information about
the sustainability of goods and services purchased for the construction and
maintenance of our homes. The Procurement Project Plan is produced at the
start of each procurement process and this requires us to set out our requirements
for the sustainability of the products purchased. We measure the amount of
responsibly sourced products for our SHIFT reporting process on an annual basis.
In 2020/21 58% (2019/20: 54.5 %) of materials used by our suppliers was classed as
responsibly sourced.

C23. Does the Housing Provider have a strategy for waste management
incorporating building materials? If so, how does the Housing Provider target
and measure performance?
We require suppliers to adhere to our specification requirements. Our procurement
process requires suppliers to report on their waste disposal and recycling policies.
In most cases, we require our suppliers to recycle at least 95% of their waste. The
exception is where waste cannot be recycled due to contaminants.
We also require our suppliers to provide us with information about their process to
reduce, re-use and recycle waste arising from their products and services.
On our building sites we require Contractors to comply with Site Waste Management
Plans Regulations 20086. Contractors must ensure a site waste management plan is
kept, detailing who will be removing waste from the site with a written description of
the waste, and where the waste is being taken to.
At a minimum of every six months, we require the Contractor to review this plan,
record the types and quantities of waste produced and how the waste has been
disposed of. Within three months of the work being completed the Contractor
provides a comparison of estimated and actual quantities of each type of waste and
an explanation of any deviation from the plan
We measure the waste and recycling amounts being generated in our offices and
record this as part of our SHIFT monitoring process each year. We generated 49.7kg
in of waste per employee in 2020/21 (2019/20: 70kgs). This is another measure which
has been impacted by lockdown measures, and in particular less use of our office
spaces by staff.

6 https://www.legislation.gov.uk/uksi/2008/314/contents/made
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C24. Does the Housing Provider have a strategy for good water
management? If so, how does the Housing Provider target and measure
performance?

We report on the average water usage of our stock which is currently 147 litres
(2019/20: 149.6 litres) per property per day. This is calculated via building archetype
using the SUSS Housing SHIFT reporting methodology.
We’re actively working to reduce this figure in partnership with the regional water
providers. Optivo has a unique working relationship with water utility companies
who carry out water advice visits and phone calls to Optivo residents. In 2020
Thames Water carried out 2,932 water efficiency advice visits and phone calls to
Optivo residents and gave out hundreds of ‘water hippos’ (devices residents place
in WC cisterns and fit taps which diffuse water to reduce to reduce usage).
We also carried out 36 ‘green doctor’ water efficiency advice visits to
Optivo residents.
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Structure & Governance

C25. Is the Housing Provider registered with a regulator of social housing?
Yes

C26. What is the most recent viability and governance regulatory grading?
The Regulator of Social Housing reconfirmed our G1/V1 judgement after an
In-Depth Assessment in December 20207.

C27. Which Code of Governance does the Housing Provider follow, if any?
Up to 31 March 2021 we adopted and were compliant with the National Housing
Federation’s Code of Governance 20158. From 1 April 2021 we’ve adopted the
National Housing Federation’s Code of Governance 20209.

The 2020 Code has introduced a new structural framework. To simplify the code, the
eight requirements have been replaced with four principles:
¢
¢
¢
¢

Principle 1 – Mission and values
Principle 2 – Strategy and delivery
Principle 3 – Board effectiveness
Principle 4 – Control and assurance

C28. Is the Housing Provider Not-For-Profit?
Yes

C29. Explain how the Housing Provider’s board manages organisational risks

We promote a risk-aware culture and expect reporting to consider both risks and
opportunities. Our risk management philosophy and methodology are contained
within a Board approved Risk Management Framework. Risk management is led by
the Business Risk & Assurance team. They advise and support risk owners, maintain
the framework and deliver training to embed risk management in our culture. Each
department has its own operational risk register. A peer-review Risk Panel scrutinises
all departmental risk registers over a rolling 18 month period.

7 https://www.gov.uk/government/publications/regulatory-judgement-optivo
8 https://www.housing.org.uk/globalassets/files/resource-files/nhf-gov-code-2015.pdf
9 https://www.housing.org.uk/globalassets/catalog/publications/code-ofgoverance-2020/code-of-governance-2020---additional-guidance.pdf
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C29. Explain how the Housing Provider’s board manages organisational risks
(continued)
Our Board owns the strategic risk register which is reviewed at each Board and Audit
and Risk Committee meeting. At 31 March 2021, our strategic risks were identified
as follows:
Provide great customer experience
¢ Unavailability of IT systems
¢ Failure to manage counterparty risk
Invest in the quality, safety and environmental sustainability of homes
¢ Failure to comply with health & safety legislation
¢ Breach in fire safety standards and inadequate planning for new fire & building
safety regulations
Be a leading provider of high-quality affordable homes
¢ Fall in house prices and asset values
¢ Failure to support funding needs of the business and achieve covenant
compliance
¢ Fail to deliver the Homes England / GLA strategic partnership targets
for new homes.
Be an inclusive and diverse organisation
¢ Poorly managed staff leading to low staff morale, a lack of inclusivity, diversity
and engagement, poor performance and poor customer service
Run an efficient business
¢ Failure to deliver value for money
¢ Absence of robust framework that regulates data management
¢ Information security breach
¢ Significant breach in regulatory standards
¢ Failure to anticipate and respond appropriately to government policy changes
¢ Fail to manage Coronavirus pandemic implications
¢ Failure to manage and collect leaseholders recharges arising from
Fire Remedial Works

C30. Has the Housing Provider been subject to any adverse regulatory
findings in the last 12 months (e.g. data protection breaches, bribery, money
laundering, HSE breaches or notices) – that resulted in enforcement or other
equivalent action?
No.
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Board & Trustees

C31. What are the demographics of the board? And how does this compare
to the demographics of the Housing Provider’s residents, and the area that
they operate in?
Board
2020/21

Gender
Male

Female

Ethnicity

White British
BAME

67%

Board
2019/20

Optivo
residents

Optivo
operational
areas

33%

73%

27%

38%

49%

75%

60%

75%

71%

25%

40%

62%

25%

51%

29%

Four of twelve places on our Board are reserved for residents.

C32. What % of the board AND management team have turned over in the
last two years?
We’ve had a 42% turnover in our Board since April 2019.

The Executive Team includes five individuals, one of whom has left in the last two
years and replaced. This equates to a 20% turnover rate. The team has remained
stable for several years, with three out of five members of the Executive Team having
been with Optivo since establishment in 2017.

C33. Is there a maximum tenure for a board member? If so, what is it?

We limit Board member terms to a maximum of nine years. All appointments from
1 June 2021 will be for six years in line with our new adopted Code of Governance
(NHF 2020 edition), although Board will be able to extend up to nine if essential.

C34. What % of the board are non-executive directors

91.2% of our Board are non-executive directors (eleven) as at 31 March 2021. The
only executive on the Board is our Chief Executive.
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C35. Number of board members on the Audit Committee with recent and
relevant financial experience

Our Audit and Risk Committee has five members, two of which are Board members
and three are independent members who don’t sit on the Optivo Board. Three have
recent and relevant financial experience.

C36. Are there any current executives on the Remuneration Committee?
No

C37. Has a succession plan been provided to the board in the last 12 months?
Oversight of our Succession Plan is delegated by Board to the People, Governance
and Remuneration Committee. The Committee considered the full Succession
Plan in November 2020 and the Committee received regular updates as part of
recruitment reports during 2020/21.

C38. For how many years has the Housing Provider’s current external audit
partner been responsible for auditing the accounts?
BDO LLP have been responsible for auditing our accounts for eight years.

C39. When was the last independently-run, board effectiveness review?

We undertook an independent Governance review, including Board effectiveness, in
2019 through external consultants.

C40. Are the roles of the Chair of the Board and CEO held by two different
people?
Yes.

C41. How do you handle conflicts of interest at the board?

Board members are required to complete an annual declaration of interest and
inform Optivo if there are any changes to their interests during the year in line with
the Code of Conduct. Board members are required at every meeting to raise any
potential conflicts of interest for the business being discussed. The member will be
asked not to contribute/vote on the decision or be asked to leave the meeting while
the business is discussed.
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Staff Wellbeing

One of our six top strategic priorities in our strategic plan “2020-25 Strategic Plan:
Co-creating Our Future”10 is to be an inclusive and diverse organisation. We aim
for an inclusive, diverse, engaged and motivated workforce with high levels of job
satisfaction. In 2020/21 our staff satisfaction was 88.6% (2019/20: 79.3%).

C42. Does the Housing Provider pay the Real Living Wage?

Yes. Our lowest rate of pay of £11.03 in London is higher than the Real Living Wage
of £10.85 and a minimum salary of £9.56 in all other areas of the UK, against the
RLW of £9.50.

C43. What is the gender pay gap?

We’ve been reporting our Gender Pay Gap11 since its introduction for non-public
sector organisations in 2017. We also report our Ethnicity Pay Gap.
The table below shows the data we’re required to report, and the comparison of
our reported data over the last three years. The data relates to the snapshot date
of 5 April 2020.
Comparison

Average gender pay gap
as a mean average
Average gender pay gap
as a median average

Average bonus gender pay gap
as a mean average
Average bonus gender pay gap
as a median average
Proportion of males
receiving a bonus payment
Proportion of females
receiving a bonus payment

2020/21

2019/20

2018/19

12.01%

13.40%

12.60%

5.77%

7.80%

7.80%

2.81%

4.70%

5.00%

0.00%

0.00%

0.00%

77.34%

71.70%

33.40%

86.68%

78.80%

40.60%

10 https://www.optivo.org.uk/getmedia/39c55870-0d8b-4ea3-b405-2098303cfb7f/
optivo-strategic-plan.pdf.aspx
11 https://www.optivo.org.uk/getmedia/f994b0e2-9bca-498e-97f8-3618b1d55dac/
Gender-Ethnicity-Pay-Gap-report-2020_FINAL.pdf.aspx
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Overall, the data shows our gender pay gap, in both mean and median terms has
reduced, with a mean average gap of 12.01% and a median gap of 5.77%, down from
13.4% and 7.8% respectively in the previous reporting period. This shift has been
caused by the sale of our care services, which had many women working in this area,
in roles which tended to be at some of our lowest salary levels.
This has also impacted the quartiles data. The balance of men and women now more
evenly matches the overall gender balance of the organisation.
This year we’ve changed the way we define BAME, removing white ethnic minority
groups in line with our G15 counterparts. This change does mean comparisons from
2018/2019 and 2020 are less meaningful.
Optivo’s Ethnicity Pay Gap as a mean average is 4.1% in favour of non-BAME
colleagues. This represents the difference between the average salaries of nonBAME and BAME colleagues. Optivo’s Ethnicity Pay Gap as a median average is
0.86%. This year we’ve seen a pleasing reduction in our mean and median pay gaps.
We know there is more to do. We’ve created an evidence-based action plan and are
determined to reduce our gap.

C44. What is the CEO-worker pay ratio?

We’ve taken advantage of the flexibility afforded by the regulation to comply based
on Option A as prescribed. The methodology followed applies a ranking from low
to high of all permanent and fixed term employees identifying Single Total Figure of
Remuneration (STFR values) at each of the 25th, 50th (median) and 75th percentiles.
Our ratios remain broadly consistent with the ratios reported in 2019/20.
Year

2020/21
2019/20

Method

25th Percentile
Pay Ratio

Median Percentile
Pay Ratio

75th Percentile
Pay Ratio

Option A

8.94 : 1

7.31 : 1

6.13 : 1

Option A

9.12 : 1

7.4 : 1

6.22 : 1

The Single Total Figure of Remuneration (STFR) has been derived from: Basic
Salary, Bonus and Employer’s Pension Contribution. The CEO bonus is calculated
at 2.28% of salary where all employees outside of the Executive Scheme and those
receiving performance bonuses in our Development & Sales teams received a Gain
Share bonus of a fixed amount up to £500. The pension value is based on an average
projection of 7.8% of employee salaries across the board, except for the CEO where
the company contribution is at the maximum level of 10%. Whilst Optivo has a
number of legacy defined benefit schemes, the defined contribution scheme open
to new members enables employees to contribute a minimum of 3% of salary each
month. Optivo doubles the employee contribution up to a maximum of 10%.
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The STFR calculation excludes the gross value of benefits. It’s anticipated these
values are limited and will not unduly influence the reported ratios.
As previously highlighted, our executive bonus scheme is in the process of being
phased out. This is likely result in some changes in the profile of the CEO ratio over
the next two years until the pay policy normalises and year-on-year consistency
follows.

C45. How does the Housing Provider support the physical and mental health
of their staff?
We’ve a framework to raise awareness of the importance of wellbeing and positive
mental health to build understanding and knowledge with all colleagues. Our
approach focuses on the five pillars of wellbeing, which research shows are the key
factors in achieving good wellbeing and are used by mental health charity, Mind.
They are:
¢ Connect
¢ Keep learning
¢ Be active
¢ Give
¢ Take notice.
Wellbeing is a key part of our People and Inclusion strategy12 and as such is central
to our working environment. We promote and resource opportunities that place
colleagues’ wellbeing at the centre of everything we do, recognising that everyone
holds a responsibility for this key ethos.
We have a Wellbeing Intranet site and a wealth of resources including our Employee
Assistance Programme, provided via an independent provider. In the last year we’ve
launched:
¢ 60 trained Mental Health First Aiders across our organisation
¢ A network of Wellbeing Champions to support all areas of the organisation
¢ Mental Health Awareness Training available to all colleagues
¢ Time to Talk – Virtual Staff Rooms
¢ Master Classes on various wellbeing areas e.g., Health & Nutrition
¢ Meditation and mindfulness sessions
¢ Stress Awareness Assessments.
We believe this work is a key driver of our 2020/21 staff satisfaction of 88.6%
(2019/20: 79.3%).

C46. Average number of sickdays taken per employee
For 2020/21 the average was 7.0 days (2019/20: 7.9 days).

12 https://www.optivo.org.uk/leaflets-publications/Our-commitment-to-inclusion.aspx
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Supply Chain

C47. How is Social Value creation considered when procuring
goods and services?

Leveraging social value, creating jobs and training opportunities in our communities
is one of our strategic priorities in our “2020-25 Strategic Plan: Co-creating Our
Future”13. This commitment to Social Value is reflected in our procurement
process. Our Procurement Project Plan (PPP) identifies the proportionate and
linked opportunities we can secure through the tendering and contracting process.
Our Social Impact team and Resident involvement group evaluate and score the
commitments.
Once a project is underway our contract managers use our contract management
framework with support from our Social Impact team to monitor and measure
supplier social value creation. Where applicable we create KPIs to assist with
monitoring and reporting.

C48. How is environmental impact considered when procuring
goods and services?

As part of our PPPs we ensure we define the sustainability requirements and set
these out within our Project Brief, specification or contract clauses. Reports for
our approval committees include our requirements for energy efficiency, waste
management and water consumption as well as our requirements for sustainable
travel, protecting green spaces and encouraging biodiversity. We monitor supplier’s
environmental impact through our contract management framework.
Each year we survey the top 20% of our suppliers to find out about their
sustainability and carbon impacts and this data informs our SHIFT submission.
The results are recorded as part of our submission for SHIFT accreditation.

13 https://www.optivo.org.uk/getmedia/39c55870-0d8b-4ea3b405-2098303cfb7f/optivo-strategic-plan.pdf.aspx

www.un.org/sustainabledevelopment/sustainable-development-goals
www.un.org/sustainabledevelopment/sustainable-development-goals

