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As one of the largest charities in the UK, we have a responsibility to take the
lead on making positive improvements for people and the planet.

This ESG Summary Report for Investors brings together reporting highlights.
To aide investors forming a view on us and our activities and testing us against UN
development goals.
We make a direct impact and can measure our performance against ten of
the seventeen UN development goals 1. We also report annually on the other
seven indirect impacts 2.

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.

1. www.optivo.org.uk/news-events/News/Making-positive-improvements-for-people-and-the-pl.aspx
2. www.un.org/sustainabledevelopment/sustainable-development-goals
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UN Development Goals
DIRECT IMPACT

No poverty

Zero hunger

Clean water and
sanitation

Affordable and
clean energy

Decent work and
economic growth

Industry, innovation
and infrastructure

Sustainable cities and
communities

Responsible
consumption and
production

Climate action

Life on land

Reduced inequalities

Life below water

INDIRECT IMPACT

Good health
and wellbeing

Quality education

Gender equality

Peace, justice and
strong institutions

Partnerships
for the goals

We believe transparency and consistency within the social housing sector will best meet investors’
needs. With this in mind we’ve chosen to report on the basis set out in the May 2020 White Paper:
“UK Social Housing: Building a Sector Standard Approach to ESG Reporting” published by The Good
Economy 3. A piece of work we were pleased to sponsor, and which we hope will lead to a more formal
adoption of ESG reporting standards within the social housing sector. We expect to amend and adapt
this report over time to best deliver consistency.
3.	www.thegoodeconomy.co.uk/resources/reports/UK-Social-Housing-Building-a-Sector-Standard-Approach-to-ESG-ReportingMay-2020.pdf
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Summary of the criteria themes
ESG AREA

THEME
#

THEME NAME

DESCRIPTION

Affordability

This theme seeks to assess the extent to which the housing
provider provides homes that are genuinely affordable to those
on low-incomes.The theme is made up of four criteria, including
the tenure mix of new and existing properties and security of
tenure.

T2

Building Safety

This theme seeks to assess how effective the housing provider is
at meeting its legal responsibilities to protect residents and keep
buildings safe.The theme is made up of two criteria, disclosing
gas safety checks and fire risk assessments.

T3

Resident Voice

This theme seeks to assess how effective the housing provider
is at listening to and empowering residents. The theme is made
up of three themes that cover board scrutiny, complaint handling
and resident satisfaction.

Resident Support

This theme seeks to assess the effectiveness of the initiatives
that the housing provider runs to support individual residents.
The theme is made up of two criteria that cover: What support is
provided? and How successful is it?

Placemaking

This theme seeks to highlight the wider set of activities that
housing providers undertake to create well-designed homes and
places that meet local needs and provide great places for people
to live and enjoy.The theme is made up of one criterion, a space
for the housing provider to give examples of their placemaking or
placeshaping work.

T1

SOCIAL
T4

T5

T6

T7

Staff wellbeing

This theme seeks to assess the extent to which the housing
provider is a good employer to its internal staff.The theme
is made up of two criteria, the CEO-worker pay ratio and a
disclosure on being a Living Wage employer.

Climate Change

This theme seeks to assess how the activities of the housing
provider are impacting on climate change. This theme considers
current practice, as well as the changes being made to improve
performance in the future.The theme is made up of eight criteria,
including the distribution of EPC ratings and heating sources,
emissions data, capacity for renewable energy production, and
environmental strategy.

ENVIRONMENTAL

Ecology

This theme seeks to assess how the housing provider is
protecting the local environment and ecology. The theme
considers both policies and the results of the housing provider.
The theme is made up of six criteria that review different
elements that impact the local ecology: sourcing materials,
waste management, managing pollutants, water management
and biodiversity.

T9

Board & Trustees

This theme seeks to assess the quality, suitability and
performance of the board of trustees.The theme is made up of
twelve criteria including demographics of the board, ownership,
experience and independence of the board.

T10

Systems & Risk
management

T8

GOVERNANCE

This theme seeks to assess how well the housing provider
manages risks and ensure it meets its legal obligations as a
provider of affordable housing.The theme is made up of five
criteria including RSH grading, reporting against the decent
homes standard and disclosing any adverse findings.

10. https://www.gov.uk/government/statistics/statistical-data-return-2018-to-2019

Social

10. https://www.gov.uk/government/statistics/private-rental-market-summary-statistics-april-2018-to-march-2019
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Affordability
C1.

Housing provider specific “Affordability” indicator
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 average weekly rental within
each local authority area against the average weekly rental across all homes for that area. The
first of these elements we submit to the Regulator of Social Housing as part of the Statistical
Data Return 4. The second we obtain from The Valuation Office Agency’s Private Rental Market
Summary Statistics 5.
This high level analysis shows our general needs rents are on average around 44% of the market
rent level, though this varies between local authority areas from 69% in Coventry down to
18% in Kensington and Chelsea.
The table below shows analysis for the ten local authority areas where we have more than
1,000 homes.
Average Weekly Private
Market Rent

Average Weekly
Optivo Rent

Optivo General Needs
Rent Discount

Swale

£194

£95

51%

Hastings

£156

£84

46%

Wandsworth

£452

£130

71%

Croydon

£263

£123

53%

Rother

£194

£94

52%

Lambeth

£440

£116

74%

Southwark

£396

£123

69%

Bromley

£302

£116

62%

Lewisham

£304

£115

62%

Birmingham

£171

£87

49%

In total across our general needs homes we rent at a discount to average market rent of
approximately £256m per annum, equivalent to £9k per home per year.
We are working on a methodology to extend this estimation to also cover shared ownership
homes and key worker homes.

4. www.gov.uk/government/statistics/statistical-data-return-2018-to-2019

5. www.gov.uk/government/statistics/private-rental-market-summary-statistics-april-2018-to-march-2019
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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 2020 we let 41,075 of our
43,180 homes as social housing: 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 87 market rent homes.
C3.

 hare, and number, of new homes (homes that were completed in the previous financial
S
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 are investing significant sums in new social housing each year. During 2019/20 we invested
£183m in new homes, and completed 838 new homes, all of which were social housing.

C4.

How secure are residents’ tenancies?
We offer assured non-fixed term tenancies for our general needs and housing for older people
homes (HOPs). These are lifelong tenancies which only ends if a tenant leaves or breaks the terms
of their tenancies.
On 12 December 2018 Board took the decision to stop offering fixed terms tenancies in general
needs and housing for older people homes (HOPs). The 8% which have fixed-term tenancies are
being converted to assured tenancies over time.

Social
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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’re rigorous in ensuring our assets comply with regulations and are
decent and nice places to live. With as many homes as we have there are occasional shortcomings,
which we learn from and embed that learning into our operating procedures.
C5. 	What % of homes with a gas appliance have an in-date, accredited gas safety check?
At 31 March 2020 we had 99.7% of homes with an in date accredited gas safety check.
The 96 outstanding checks were due to refusals and access issues.
C6.

What % of homes have an outstanding Fire Risk Assessment?
We risk assess our assets to determine whether an annual, biennial or triennial fire safety risk
assessment is most appropriate. At 31 March 2020 we had 479 blocks on an annual cycle, 1,696
on a twice yearly cycle and 1,352 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 Optivo’s direct labour staff. At 31 March 2020, 0.086% of our homes
had an outstanding fire assessment
Fire safety in high rise buildings remains an area of national concern. We have 102 blocks over
18 metres or 6+ storeys, as well as 3,367 blocks below 18 metres. We’ve budgeted over
£80 million over the next six years to cover higher-rise block remediation where needed following
recommendations from the Hackitt review and Grenfell inquiry phase 1, and actions arising from
our own fire risk assessments. We’re currently studying the cost implications of Government’s
new approach to building safety announced in April, which includes bringing lower-rise buildings
in scope.

Resident voice
C7. 	What arrangements are in place to enable the residents to hold management to account
for provision of services?
Optivo has an excellent reputation as a leader in the housing sector on resident involvement
and has won numerous national awards for its resident engagement approach.
Residents are involved at all levels of Optivo’s work, including at the highest levels of governance
– residents constitute 25% of board membership. Through a series of resident-led panels, our
residents and shared owners are involved in scrutinising the full range of Optivo’s services. Our
Resident Strategy Group helps shape organisational policies and strategies and scrutinises
Optivo’s budget setting. Regional repairs panels hold staff accountable for repair performance,
while regional general panels allow residents to scrutinise our wider housing services.
Residents are also involved in making major procurement decisions and monitoring contractor
performance, sit on interview panels for senior staff recruitment and are involved in shaping
the future design of Optivo’s housing developments. A number of cross-cutting resident
committees allow residents to shape internal policies and monitor complaints performance, while
our resident scrutiny panel recently won an award for its work in reviewing Optivo’s fire safety
communications to tenants.
Committed to continually improving our resident engagement approach, Optivo’s Strategic Plan
2020-25 makes co-creation with residents a major priority. A review of our resident involvement
approach is currently underway, to expand our approach and create a wider range of digital ways
to engage and build new opportunities for residents to co-create service improvements.

Social
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C8.

Housing Provider specific “Resident Satisfaction” Indicator
Our Customer satisfaction in 2019/20 was 95%. In 2018/19 Optivo had the highest Customer
satisfaction score in the G15 at 96%, the next highest
score was 88%.

C9.

Housing Provider specific “Complaint handling” Indicator
As a large housing organisation handling hundreds of thousands of enquires we sometimes
get complaints. Most of the time we deliver an excellent service and overall satisfaction is high
at 95% (March 2020) and repairs satisfaction higher at 97% (March 2020).
However, like all organisations sometimes things go wrong and we have a dedicated complaints
team to put things right for customers and to learn from complaints to improve our service. Our
complaints process is easy to access and focussed on a quick and high quality solution. In 2019-20
we received 570 complaints from a customer base of over 90,000 people.

Complaints
23

47
40

44

48

54

40

53

52

68
47

47

232

207

185

202

156

54

182

223

228

227

188

18

193

23

133

62
Apr

May
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Jul
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2019
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Complaints
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Informal complaints
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2020

172

92

May

Jun
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Resident support

C10. 	 Do you have a Community Investment Strategy? How do you support your Residents?
Community Investment, or Social Impact as we call it, is a top priority for us. Our strategic
objectives are set out in our 2020-25 Strategic Plan: Co-creating Our Future 6. One of six top
priorities for the business for the five years ahead is “Creating jobs and training opportunities
in our communities”. Over the next five years to 2025 we aim to help 5,000 people into jobs and
training, involving 20,000 in personal development activities. During 2019/20 we helped 1,256
people into jobs and training and 5,189 people benefited from our support programmes.
In our day to day activities as a landlord we provide significant support to our residents. This
includes neighbourhood and estate services; tackling anti-social behaviour, financial inclusion,
digital inclusion and sensitive handling of rent arrears situations.
We surveyed 1,700 residents in 2019/20 and 90% said they were satisfied with their
neighbourhood and, 91% were happy with the condition and quality of their home. This reflects
the investment we’re making in ensuring our homes and good places to live.
In September 2019 our financial inclusion and tenancy sustainment service was independently
accredited by a leading housing consultancy HQN. The assessor awarded the accreditation and
commented:
“Optivo continue to deliver a really high quality service that seems to get the ‘firm but fair’ balance
just right. This also applies to the way in which they develop and deliver services that are specifically
designed to help support and assist more vulnerable residents to help them to sustain their
tenancies…’’
We also support residents into work, more on this below.

Courtney’s career journey 7
Our Social Impact Team supported Courtney into her
role as a Procurement Systems Apprentice at Optivo.
She felt her college qualifications were
“not opening any doors”, so she decided
to volunteer with us. And this has proved
a great stepping stone to gaining a full time job.
Jayne Jeffrey, Employment Support Officer, helped
Courtney with her CV and prepared her for job
interviews. Jayne said: “The best thing and this is why I
love doing this job, is seeing that you can help people.”

6. www.optivo.org.uk/getmedia/39c55870-0d8b-4ea3-b405-2098303cfb7f/optivo-strategic-plan.pdf.aspx
7.

www.optivo.org.uk/news-events/News/Courtney-s-career-journey.aspx
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C11. 	 How do you measure success of your resident support? What outputs and outcomes do you
measure and what are your targets?
We’re committed to maximising our Social Impact. Our corporate objectives 2020-25 include
creating jobs and training opportunities in our communities. Our objective to support a further
5,000 people into jobs and training by 2025. That‘s 1,000 lives transformed per year.
We do this by creating opportunities; inspiring residents’ to fulfil their potential through
confidence, skills, jobs and health & wellbeing activity.
Measure

People supported on programmes
People into jobs & training

People feeling more confident

Community Volunteers hosted

Service customer satisfaction level
Customer Net Promoter Score

Annual target

Achieved outputs

5,000

5,189

1,000

1,256

250

245

700

98%

70

1,235
99%

We deliver Social Impact though a whole business approach:
¢
¢
¢
¢

Leveraging Social Value via our procurement and supply chain business partnerships
Creating jobs and training in our construction and property services activities
Delivering our employment support, wellbeing, financial and digital inclusion programmes
Engineering Social performance incentives within our financial partnerships.

90

Social
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Our service data for the year shows:
 ver 1,504 black and minority ethnic participants engaged in our activities:
O
79% of participants in London, 15% in Kent, 13% in Sussex and 45% in the Midlands.
64% of our participants are women, approximately 3,320, 36% are men.
¢ 36% service users are under 30 years old
¢ 20% participants declare a disability or long-term ill-health challenges.
¢

Results analysis for 2019/20 shows our training and wellbeing programmes generated total
Social Impact Value c£44m using the HACT/ Fujiwara toolkit 8. The Optivo investment to social
impact value is £1: £23.

Covid-19 Pandemic Residents’ Resilience Support
Since March we’ve mobilised teams across Optivo in coordinated efforts to support
residents‘ resilience. We applied action to support residents and help take pressure
off the NHS, especially on social support. Our urgency work-strands included:
1. Income, financial and jobs support - Working age residents
2. Support for vulnerable over 70’s in general needs homes
3. Shielding Independent Living Scheme senior residents
4. Local urgency support projects in partnership with LAs
5. Domestic abuse and young persons’ support activities.

Overall we‘ve made over 62,000 residents’ support calls in 13 weeks.
¢
¢
¢
¢
¢
¢

48,724 income, welfare and jobs support calls made
We supported those moving onto welfare with 1,834 new Universal Credit claims.

176% up on the equivalent period last year
7,482 hits on our money and advice web-pages
704 urgency food & fuel vouchers issued
300+ additional new support cases with the Financial Inclusion Team
500+ people onto our jobs & training support since April.

14,088 calls to our most vulnerable senior residents in our communities
¢
¢
¢
¢

90%+ say our calls and welfare checks re-assured them
10% have no family or friends support
9% we helped with food and shopping access
7% we supported with access to medicines / medical support

We’ve also been distributing food help for families from 6 community venues. We’re providing
urgency support for domestic abuse survivors, and have been dispatching activity and education
packs to vulnerable young residents.

8.

www.hact.org.uk/value-calculator
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Fresh Visions Charity
Fresh Visions is a registered charity and subsidiary of Optivo. It focusses on supporting
young and vulnerable people in Optivo communities, including child survivors of
domestic abuse.
During 2019/20 Fresh Visions:
¢ Engaged with over 1,500 beneficiaries
¢ Supported 200 young people into employment and involved in positive
activities directing them away from risk and violence
¢ Helped over 90 child survivors of domestic violence
¢ Provided over 1,160 people with quality recycled furniture from our
furniture store
¢ 99% of participants have greatly valued the support we’ve given them.

Increase Valorisation Sociale (VS) Project
I ncrease VS is a cross-channel training
programme helping social housing
residents set up their own businesses and
manage their finances
 ptivo has led this £8.6 million project
O
since 2018, in partnership with nine
other housing associations and training
providers in England and France
¢ The programme operates along the
South and East Coasts of England from
Cornwall to Norfolk, and the North Coast
of France from Brittany to Pas-de-Calais
¢ 4,000 unemployed people will pass
through the training over a three year
period, creating up to 1,200 new
businesses and helping a further
¢

¢

2,000 into work
560 people have already
benefitted from the IncreaseVS

business start-up course in our
operating areas in Kent and Sussex.

Social
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Placemaking

Our assets include single properties in residential streets, homes in small villages and large estates.
Where we own significant concentrations of homes we’ve a special responsibility for place-making.
This is true both of existing assets and new sites under construction.
C12. Description of placemaking or placeshaping objectives, activities and key results
In 2019/20 90% of residents surveyed were satisfied with their neighbourhoods. We achieve
this through getting the basics of estate management right, tackling anti-social behaviour,
maintaining our homes to a good standard, and investing in the areas which will have the most
impact: lighting, shared spaces, playgrounds, security. Sometimes wholescale regeneration
is the right approach, and here are some recent case studies.

Coastal Space, Hastings
We’ve worked with Hastings Borough Council to
regenerate an area of St Leonards. We’ve refurbished
existing empty and derelict buildings including two old
nursing homes to provide 60 new general needs rented
homes.
Coastal Space also has helped nearly 400 local
residents to get involved with projects to increase their
skills and knowledge. Our dedicated employment team
worked with residents providing one to one support,
advice and guidance helping them to find employment
and training. These residents where given priority for
housing in the newly refurbished homes.

Wild Ash Croft
Swale
Wild Ash Croft is a brilliant example of
how we worked in partnership to deliver
positive outcomes for local people.
Working closely with the community we
delivered a mixed scheme, of one, two
and three bedroom homes for families
to enjoy for years to come. A landscaped
area sits at the heart of the scheme
offering communal space where all age
groups play, meet and relax. This had
previously been a difficult area, with a
high concentration of one-bed flats let to
single young adults.

The Orangery
Sidley, East Sussex
The Orangery is an extra care scheme of
58 homes for older people. The scheme
boasts a beautiful central courtyard
and communal lounge where residents
relax and engage in a broad range of
activities. The restaurant is open to
the public and has become a hub for the
community. The Orangery has boosted
the local economy providing up to 30
jobs in managerial roles, catering, care,
hairdressing, maintenance, gardening
and support staff, the majority filled by
people from the local area. The site had
been a school, prominent in the local area
– an area of some deprivation where we
have a high concentration of homes.

Social
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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” 9 is to be an inclusive employer. We aim for a diverse, engaged and motivated workforce with
high levels of job satisfaction. In 2019/20 80% of our 1,556 employees said we are a great employer
which is 2% better than target, compared to 81% in 2018/19.
C13. Accredited by the Living Wage Foundation (or equivalent)
Optivo is committed to being an inclusive and diverse employer. As part of this commitment we
pay all our employees the Living Wage as a minimum as well as the London Living Wage. We have
not yet signed up to be a Living Wage Accredited Employer and will be investigating this over the
coming year.
C14. What is the CEO-worker pay ratio?
We report the CEO-worker pay ratio based on BEIS methodology 10. 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. The STFR has been derived from: Basic Salary, Bonus and Employers Pension
Contribution. The pension value is based on an average projection of 6% of employee salaries
across the board, except for the CEO, where the company contribution is at the maximum level
of 10%. Optivo’s contribution rate doubles that of the employee contribution with a minimum
contribution made of 6% and a maximum of 10%. The STFR calculation excludes the gross value
of benefits. These values are limited and will not unduly influence the reported ratios. Hence
we have taken advantage of the limited flexibility afforded by the regulation to exclude this
component in 2020.

9.

Year

Method

25th Percentile
Pay Ratio

Median
Pay Ratio

75th Percentile
Pay Ratio

2020

Option A

9.12:1

7.4:1

6.22:1

www.optivo.org.uk/getmedia/39c55870-0d8b-4ea3-b405-2098303cfb7f/optivo-strategic-plan.pdf.aspx

10. www.legislation.gov.uk/uksi/2018/860/made

Environmental

10. https://www.gov.uk/government/statistics/statistical-data-return-2018-to-2019

10. https://www.gov.uk/government/statistics/private-rental-market-summary-statistics-april-2018-to-march-2019
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Climate change
C15. Distribution of EPC ratings of existing
homes (those completed before the start
of the previous financial year)
The distribution of EPC ratings for our
(owned, not shared ownership) homes at
31 March 2020:
EPC Band

C16. Distribution of EPC ratings of new
homes (those completed in the previous
financial year)
Results for 2018/19 are below. At the time
of publication, data for 2019/20 is still being
verified.

Count

Percentage

A

37

0.10%

A

2.4%

B

1,733

4.91%

B

97.6%

C

21,689

61.48%

Grand Total

100%

D

11,277

31.97%

E

456

1.29%

F

62

0.18%

G

6

0.02%

18

0.05%

35,278

100%

No Data

Grand Total

EPC Band

Percentage

Compliance with Building Regulations
results in new homes reaching a SAP
score of 81 or above (EPC Band B). This
includes two schemes which were built to
the Home Quality Mark (HQM) standard.
HQM provides full third party verification of
environmental features of a home.
C17. Distribution of homes by heating source
for all new homes (those completed in
the previous year)
Results for 2019/20:
Heating Type

District Heating-HIU

Percentage

5.1%

Full Gas C/H

80.3%

Gas - central boiler

14.6%

Grand Total

100%
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C18. Scope 1 and Scope 2 greenhouse gas emissions
As an organisation we provide significant amounts of heat and electrical services to our residents
including lighting, security and fire protection. For 2019/20 Scope 1 emissions from heat
production totalled: 5,520 tonnes CO2. Scope 2 emissions from half hourly (HH) and non-half
hourly (NHH) electricity usage totalled: 9,679 tonnes CO2. Total Scope 1 & 2 emissions totalled:
15,199 tonnes CO2.
Figures are based on measured consumption provided by our energy broker. They include all
on-site consumption but do not account for transmission and distribution losses. The CO2
conversion factors provided by DEFRA were 0.18351 kg/CO2 per kWh for natural gas and
0.25358 kg/CO2 per kWh for electricity.
C19. Total capacity of renewable energy production
We have 413kW of renewable energy generation from solar panels and wind turbines. This
measure doesn’t take account of biomass boilers; air source heat pumps; and ground source
heat pumps.
C20. The Housing Provider has formulated an environmental strategy with objectives aimed at
meeting government targets within prescribed timeframes.
Optivo has an Energy and Environment Strategy for the period 2019-2021 11 . The strategy
describes Optivo’s plan for maintaining and improving upon our SHIFT gold status (see C21
below), meeting the government’s fuel poverty strategy and complying with an 80% reduction
in carbon emissions by 2050 through tangible KPIs. The strategy addresses risk from climate
change (flooding, overheating, water security), health risks (fuel poverty, air quality) and
regulatory risks. Examples of targets within the strategy include:
¢ All fuel poor homes to achieve an EPC band C by 2030
¢ Reduce carbon emissions by 80% by 2050
¢ Ensure 74% of homes have EPC band C by 2021 and 100% band C by 2030
C21. The Housing Provider reports on sustainability on an annual basis
We use the Sustainable Homes Index for Tomorrow (SHIFT) accreditation scheme to measure
progress towards best practise and report on our annual performance. SHIFT is the sustainability
standard for the housing sector that demonstrates how organisations are delivering against
challenging targets. It is recognised by the Regulator of Social Housing and backed by
Government. In 2019 Optivo achieved the “gold” standard for the second year running with a
score of 65.45 out of 100. We ranked 2nd out of the 40 SHIFT landlords who were assessed.
The annual SHIFT report highlights performance against 22 environmental criteria, including CO2
emissions, water use, landfill waste and response to climate change. The criteria covers strategy
and management, existing homes, new builds, supply chain, offices and operations, thereby
providing a comprehensive overview of our environmental footprint.

11. www.optivo.org.uk/leaflets-publications/Energy-and-Environment-Strategy-2019-21.aspx
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C22. 	 Does the Housing Provider give residents information about correct ventilation, heating,
recycling etc. Please describe how this is done.
We offer a free bespoke energy advice service to residents who require help with reducing their
energy bills. The visits provide in-depth advice on switching energy tariffs to find the best deals,
information on available grants, heating settings in colder moths, and reducing consumption.
Households can save up to £250 a year from an energy advice visit. 950 such visits took place in
2019/20.
We’re installing Switchee smart home thermostats into our properties to optimise home heating
systems. Resident engagement is carried out alongside installations. The device enables Optivo
to interact with customers directly through the screen interface which enables us to deliver a
more proactive service to our residents and reduces the need for callouts.
New residents are briefed on energy use, eco-settings for white goods, water use, heating and
lighting controls. Our largest supplier of kitchens and bathrooms – Pilon - advises residents during
works on heat loss prevention, mould prevention and the correct use of heating controls.
We engage our residents on the importance of recycling and waste management and work closely
with local authorities to prevent fly tipping. Optivo’s Estate Services Team conduct regular Health
and Safety inspections where they report and deal with fly tipping incidences. We also recycle,
reuse and redistribute furniture in Swale, Medway, Sittingbourne, Faversham, Sheerness and
Maidstone through the Neighbourhood Furniture Store (a not for profit community project).
Residents can donate and buy furniture through this project. It also provides a green alternative
for the disposal of household waste, reducing the need for landfill.
We’ve partnerships with several water utility providers to deliver free home visits to residents
struggling with water bills. The water advisors find and fix any internal leaks in the property, install
the latest water saving devices, and offer bespoke advice on how to save water and money. Last
year 2,558 water efficiency visits took place, 6,556 water saving devices were installed, 208 leaks
fixed, and 437 water meter requests were made. The average water savings from this project is 53
litres per household per day.

Case study
Bukola is one resident who has really
benefited from energy advice service after
her energy company mistakenly landed her
with a £640 bill.
As well as negotiating her a refund, our
advisers were able to find her a much
cheaper deal with another company.
She said: “This is a fantastic service and I
would recommend more residents using
it. There are potentially many more people
out there like me who are paying bills that
are much too high, and I advise everyone to
double check the amounts.”

Environmental
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Ecology

C23. Housing Provider specific “Ecology & Environment” Indicator
The UK has a national target of at least 17% of land to be conserved to safeguard biodiversity
and ecosystems. This indicator is derived from the Aichi Biodiversity Target and the UN SDGs.
This target is also used for SHIFT audit scoring. 17% is the ideal protected area for biodiversity to
thrive and the “protected” status is equivalent to high biomass values (e.g. woodland).
The SHIFT biodiversity calculator shows that 49.3% of Optivo’s land is “protected”. We use
geographical information systems (GIS) to calculate the amount of open space we own and to
work out the average size of our gardens. Using this data our average garden size was estimated
at 160m2 and the average area of common area for flats was 33m2 per unit.
C24. 	 The Housing Provider has a strategy to use or increase the use of responsibly sourced materials
for building works.
Our Sustainable Procurement Statement seeks to identify the best environmental option and
review the sustainability risks when procuring products, goods and services. Contractors are
required to provide descriptions of their responsible sourcing methods as well as supporting
materials to evidence their answers. Evidence includes specification details, emails from
subcontractors, strategy and policy documents, ISO accreditations.
The most widely used responsibly sourced materials amongst Optivo’s key contractors are Building Research Establishment (BRE) Green Guide A or A+ rated products, Forest Stewardship
Council (FSC) certified timber, Programme for the Endorsement of Forest Certification (PEFC)
timber, natural paints or water based natural stains, vitrified clay pipes and recycled concrete slabs.
The results from Optivo’s supply chain survey in 2019 showed an average of 54.5% of
maintenance materials used by our contractors was responsibly sourced. The responses from
contractors were varied but we will continue to monitor and improve on this on an annual basis.
C25. 	 The Housing Provider has a strategy for waste management incorporating building materials
Good reporting and recycling practices are factored into the decision-making when contractors
are selected. Compliance with the Waste Duty of Care requirements (Environmental Protection
Act 1990) is included in all new contracts where appropriate.
We collate data annually from our top contractors (based on revenue spent) to assess their
environmental performance and compliance with the KPIs set out in their contracts. Our 2019
supply chain survey concluded 98% of refurbishment waste was diverted from landfill through
recycling or incineration.
Optivo will be producing a Waste Management Statement as part of its new Sustainability
Strategy for 2021-2025.
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C26. 	 The Housing Provider has a strategy to actively manage and reduce pollutants
(e.g. mould, water pipes containing lead).
Our Responsive Repairs Policy and a Pre-Inspection Procedure describes how we undertake
repair and maintenance works in line with best practice and legislation. This includes anything
causing immediate risk to the health, safety and security of any occupants or causing immediate
damage to the property.
We know the frustration, health impacts and cost associated with damp for our residents and
take it seriously. A regime of regular estate and block inspections means we pick up damp within
common parts and external to buildings. Residents alert us to damp within their homes. Our
energy advice service (see C22) also picks up and advises on response to damp within the home.
Depending on the severity of the issue we’ve a range of measures available to take: from home
management and cleaning advice for residents, right through to specialist surveys and structural
remediation.
Water Hygiene and Asbestos surveys are undertaken by third parties in line with our compliance
policies. Where compliance situations arise corrective actions are taken to eliminate the risk and
ensure we comply with the current requirements.
Our Pest Control Services Contract specifies that the supplier must only use approved chemical
products in accordance with the Control of Pesticides Regulations (COPR), the EU Biocides
Regulation (EU BPR), or the Biocidal Products and Chemicals Regulation 2013. The supplier must
also comply with the Plant Protection Products (Sustainable Use) Regulations and refer to the
Code of Practice for Using Plant Protection Products. Optivo’s largest grounds maintenance
contractors only use chemicals on site when necessary, using environmentally safe products
which are EPA and AISE registered. Pesticides for weed, moss and algae control which could have
a damaging effect on the environment are not used. Instead effective chemical herbicides which
have a limited effect on the environment are used.
C27. The Housing Provider has a strategy for good water management
We estimate water consumption across our homes to be 149.6 litres per person per day. Our
target - as set out in the Energy and Environment Strategy 12 - is to achieve 130 litres per day by
2030. In order to reach this target, we are carrying out a range of measures.
Our resident advice partnerships with water companies are delivering an estimated 53 litres
per household per day (see C22). We’ve also commissioned specialist advise on our most water
intensive assets – our NHS keyworker and student accommodation portfolio. Based on this work
we’re now working up an investment and behavioural change delivery plan.
We have recently trialled a water efficient product called the 3P inline in several of our metered
properties. The 3P inline device is installed into the pipework at the cold water inlet and is set
to significantly reduce consumption without affecting the water pressure. Subsequent meter
readings have concluded that the residents have reduced their consumption by 36 litres per
household per day despite an increase in their usual water usage during the lockdown period due
to Covid 19.
We carry out annual flood risk assessments (surface water, fluvial and tidal) for both stock and
offices. This information is submitted annually as part of our SHIFT audit.
A Water Management Statement will be produced as part of our new Sustainability Strategy
which will run from 2021 -2025.

12. www.optivo.org.uk/leaflets-publications/Energy-and-Environment-Strategy-2019-21.aspx
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C28.	The Housing Provider has a strategy to increase the amount of ‘green space’ and biodiversity
on or near homes e.g. gardens, parks.
We use GIS to map all the green space we own and categorise it by type. Mobile GIS enables us
to track tree maintenance work and to collect information on tees: species, ages, structure,
condition. We have mapped all the trees we own in Kent and are in the process of rolling it out
across the other regions we work in.
We are now embarking on a holistic approach to increase the biodiversity across our portfolio and
the amount of green space our residents can enjoy. We will measure success by recording the
area of land on which we have increased the biodiversity on an annual basis. Our Open Space Plan
will be produced as part of our 2021-25 Sustainability Strategy.

Optivo planting 2020 trees for 2020 13
On 19 February we planted 500
trees in Milton Creek, Sittingbourne,
launching our project to plant 2020
trees in 2020. A total of 500 trees
were planted in just over three hours.

13. www.optivo.org.uk/news-events/News/We-re-planting-2020-trees-for-2020!.aspx
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10. https://www.gov.uk/government/statistics/private-rental-market-summary-statistics-april-2018-to-march-2019
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Board & Trustees
We have adopted and are compliant with the NHF’s Code of Governance. 14
C29. What are the demographics of the board?
Details of our Board and Executive Team members can be found here. 15
Our Executive Team is 60% female and 40% BAME. Our Board is 27% female, 9% BAME. The
average length of Board members’ service is three years, with an average age of Board members
of 56. 25% of Board places are reserved for residents.
C30. Is the housing provider a registered charity?
Group parent Optivo is a charitable registered society (registration number 7561) and a registered
provider of social housing. Optivo’s subsidiary companies include charities, registered providers
of social housing, and limited companies, each with specific roles to support the charitable
purpose of the group.
C31. 	 What % of the board AND management team have turned over in the last two years
Four Board members out of twelve have departed in the last two years. One member of our
five-strong executive team has also departed during this time.
C32. Is there a maximum tenure for a board member? If so, what is it?
We limit Board member terms to nine years, consistent with our adopted Code of Governance.
C33. What % of the board are non-executive directors
All bar one of our twelve Board members are non-executives. The only executive on the Board is
our Chief Executive.
C34.  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 do not sit on the Optivo Board. Of these three have recent and
relevant financial experience.
C35. Are there any current executives on the Remuneration Committee? No
C36. 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
2019 and received regular updates as part of recruitment reports in 2020.
C37. 	 For how many years has your current external auditor been responsible for auditing your
accounts?
BDO have been responsible for auditing our accounts for 7 years. Phil Cliftlands was our audit
partner for 5 years, succeeded by Elizabeth Kulczycki for the last 2 years.
C38. When was the last independently-run, board effectiveness review?
We undertook a Governance review including Board effectiveness in 2019 through independent
consultants.
C39. Are the roles of the Chair of the Board and CEO held by two different people? Yes

14. www.housing.org.uk/globalassets/files/resource-files/nhf-gov-code-2015.pdf
15. www.optivo.org.uk/about-us/who-we-are/our-people.aspx
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C40. How do you handle conflicts of interest at the board?
Board members are required to complete an annual declaration of interests and inform Optivo if
there are any changes to their interests during the year in line with the Code of Conduct. At Board
meetings members 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 the leave the room while
the business is discussed.

Systems and Risk Management
C41. Is the organisation registered with the Regulator of Social Housing (RSH)? Yes
C42. What is the most recent viability and governance RSH grading? G1 / V1 16
C43. How long does the housing provider manage organisational risk?
We promote a risk-aware culture, and expect reporting to consider and present risks alongside
proposals. Our risk management philosophy and methodology are contained within a Board
approved Risk Management Framework.
All departments within the business have a risk register, and we have a central risk function which
advises and supports risk owners as they review risks and make use of risk registers. A peerreview Risk Panel scrutinises all departmental risk registers over a rolling 18 month period.
Our Board owns a strategic risk register which is reviewed at each Board meeting and at Audit and
Risk Committee. At 31 March 2020 our strategic risks were identified as follows:
Provide sector-leading service
¢ Significant breach in fire safety standards
¢ Information security breach
¢ Unavailability of IT systems
¢ Counterparty risk
¢ Absence of robust framework that regulates data
¢ Non-compliance with H&S legislation
Maximise our social impact
¢ Change in government policy
¢ Significant breach in regulatory standards
¢ Unable to deliver 1,500 new homes started target
Ensure a sustainable business
¢ Funding environment and covenant compliance
¢ Failure to deliver value for money
¢ Pension liabilities
¢ Fall in land values, house prices and asset / investment values
¢ Unable to manage through the Coronavirus pandemic
C44. What % of homes meet the Decent Homes Standard?
At 31 March 2020 we had 49 failures of 36,177 homes requiring decent homes standards.
C45.  Have you been subject to any adverse regulatory findings in the last 12 months (e.g. data
protection breaches, bribery, money laundering, HSE breaches or notices)? No.

16. www.gov.uk/government/publications/regulatory-judgement-optivo

10. https://www.gov.uk/government/statistics/statistical-data-return-2018-to-2019

10. https://www.gov.uk/government/statistics/private-rental-market-summary-statistics-april-2018-to-march-2019

10. https://www.gov.uk/government/statistics/statistical-data-return-2018-to-2019

10. https://www.gov.uk/government/statistics/private-rental-market-summary-statistics-april-2018-to-march-2019

