Great Value,
Better Services, More Homes

ANNUAL REPORT TO RESIDENTS 2015 - 16

Group Chair and
Chief Executive Officer’s statement
We were both delighted and honoured to be chosen to take up our roles during the past year.
As a team, we have worked to improve the way decisions are made and the organisation
is managed. We have made great progress and will seek to continually improve and provide great
value for money.
Looking forward the future is bright. We have developed a new mission “Great Value, Better Services,
More Homes” to guide our new Corporate Strategy which sets a clear direction for the next five
years. We plan to make an important contribution to the housing situation in and around Cambridge.
We will deliver much needed new homes for rent and shared ownership through our partnership
with Iceni Homes.
Our successes would not be possible without our committed team of involved customers, partners
and employees. We want better services for our customers and to do our part to help meet housing
needs locally.
We hope you find the annual report about our performance interesting.

Nick Abbey,
Chair
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Mary Gibbons,
Chief Executive
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This report sets out how we are performing against the Regulatory Standards. They are:
The Consumer Standards
Resident Involvement and Empowerment
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Home
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Tenancy
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Neighbourhood and Community
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The Economic Standards
Governance and Financial Viability
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Value for Money
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Rent
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HOMES IN MANAGEMENT 2015-2016
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*We also provide landscaping and cleaning services for 65 leasehold homes
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The Consumer Standards Resident Involvement and Empowerment
CUSTOMER SERVICE, CHOICE AND COMPLAINTS
We value customer feedback. We use this to learn and improve our services.
COMPLIMENTS
We are delighted to have received 35 compliments about our services, these related to the
promptness in responding to repairs and the helpfulness of staff in dealing with issues. We are
pleased that repairs and contractors continue to provide a high level of service.
COMPLAINTS
We aim to get things right the first time, but when we don’t, we want to work with our customers
to put things right as quickly as possible.

We received 40
complaints with
services about...

Performance indicator

4

Quality of works 12
Service failure
12
Policy issues
4
Attitude of staff 12

Our level

Our target

Satisfaction with overall services

91%

89.2%

Satisfaction with repairs and
maintenance service

88%

84%
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Our ranking

I N V O LV E M E N T A N D E M P O W E R M E N T
We have a range of formal and informal ways for customers to shape our service.
• Residents’ Discussion Group meetings in June and December each year.
• Four Estate Walkabouts with our housing team per year.
• Our Residents’ Scrutiny Panel reports directly to the Board, with four meetings a year.
• We are grateful to the Residents’ Association for providing us regular information about our
services and organising social activities for the wider community.
• We work with the Residents’ Editorial Team to suggest articles and approve the content
of our newsletter.

U N D E R S TA N D I N G A N D R E S P O N D I N G T O T H E D I V E R S E N E E D S
OF TENANTS
• We can provide information in a range of formats and languages.
• We will adapt your home to make it more suitable for your needs.
• We will provide interpreters for meetings if required.
In 2016/17, we will be launching Facebook and Twitter to allow for quicker response times, be more
efficient and greener, and allows customers to contact us at a time and in a way that suits them.
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Home Standards Quality of Accommodation
All of our properties comply with the governments ‘decent
home standards. We plan improvements and maintenance
to homes based on the condition of the property.

Our Average
SAP Rating is 73

R E PA I R S A N D M A I N T E N A N C E
Our repairs and maintenance service is delivered to a high
standard and in a way that is flexible to suit your needs.

Which is the equivalent
of a ‘C’ energy
efficiency rating.

We carried out 2,462 repairs and 998 gas boiler services.
EXPENDITURE ON IMPROVEMENTS AND SERVICES:
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Works

Amount invested
(inc VAT if paid)

Cost per home

48 New bathrooms

£224,552

£4,678 per bathroom

30 Boiler or heating replacement

£91,521

£3,051 per boiler

62 New kitchens

£303,192

£4,890 per kitchen

37 Facia and soffit replacements

£107,600

£2,908 per property

145 External redecoration

£122,000

£841 per property

998 Gas and oil boiler servicing

£72,000

£72 per service

58 Air source heat pump services

£5,846

£101 per service

62 Asbestos surveys

£7,440

£120 per survey
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Performance indicator

Our level

Our target

Repairs completed at the first visit

97%

93%

Percentage of emergency repairs
completed within time

97%

Not measured

£1,122

£983

£781

£923
G

Cost per home of major and
recurring works
Total cost per home of repairs
and empty home works

“I would like to thank
Hundred Houses for their
quick response to the repair.”

“Repairs are always carried
out very quickly and to
an excellent standard.”
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Our ranking
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The Tenancy Standards
We let our homes using the Cambridgeshire Choice-Based Lettings Partnership which captures
the housing needs and aspirations of our customers and potential customers.
We supported 44 households to manage their tenancy.
We helped 22 households mutual exchange their homes.

We let 44 homes during the year
n
n
n
n

24 of these were at an affordable rent
14 were let at a social rent
2 were let to people increasing their independence
4 were let at rents lower than the private market rent

The ethnicity of those housed were
n 89.2% White British
n 8.1% Asian British
n 2.7% White Other

Of the affordable
and social rented stock
19%

of homes
were new
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70%

of homes
were let to
households
with children
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10%

of the homes
were allocated
to homeless
households

56%

of homes
were allocated
to people
aged 25-38
years

Performance indicator

Our level

Our target

Rent loss due to homes being
empty as a % of rent due

0.47%

0.54%

Percentage of tenancy turn-over

4.85%

6.11%

Average time to re-let properties

18.3 days

17.4 days

Our ranking

The Neighbourhood
and Community Standard
NEIGHBOURHOOD MANAGEMENT
We visit our estates and at least communal areas quarterly, to ensure they are kept clean
and pleasant for our customers. This year we carried out 239 Site inspections and consulted our
customers at Norman Hurst about their window cleaning service.
We provide funding to customers who are keen to make improvements to their neighbourhood
through a budget called the ‘tenant bid scheme’. The Residents Association decide where the
money should be spent. This year three neighbourhood improvements were made.
1. Moving bin area and creating new fencing around it at Lilley close.
2. increased garden security, new fencing and drying area at heath house.
3. Landscaping around communal carpark at Worland Way.
HHS Annual report to residents 2016
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LO C A L A R E A C O - O P E R AT I O N
We work in partnership with other organisations
in our neighbourhoods such as local churches,
charities and Cambridge City Council.

1. We work closely with cambridge city council to have
community Action Days in our neighbourhoods.

2. We worked in partnership with cambridge city council
on a Loan Shark awareness day.

Performance indicator

Star
survey

Our
target

Satisfaction
with neighbourhood

86%

81%

Our
ranking

3. We supported The Besom to provide our customers extra support.
help was provided with garden clearance, extra furniture, painting
bedrooms and helping a customer to unpack belongings after a move.

4. We worked with Sustainable ventures and the
Department of Transport to bring E-bikes to
cambridge for our customers to use. We will be
providing the government with important
information which will help to make
future transport policy.
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A N T I - S O C I A L B E H AV I O U R
We work in partnership to tackle anti-social behaviour (ASB). Our partners include, the Police,
Environmental Health, Community Mental Health Teams and the Dog Warden. We will always
act quickly and work with partners. An example of this is our involvement in the multi-agency
Problem Solving Group.
We work to support victims of ASB and our ASB policy and lettings policy both reflect this. We
offer victims the support needed to enable them to attend court hearings and can provide alternative
accommodation, we will also utilise the services of a professional witness where required.
We had 38 reported cases of anti-social behaviour during the year from 1st April 2015
to 31st March 2016.
noise nuisance

10

verbal Abuse/intimidation/harassment

12

Pet nuisance

5

Other

8

Performance indicator

Our level

Our target

Anti-social behaviour issues
acknowledged within 5 days

100%

100%

Visited within 5 days

28%

100%

An action plan agreed within 5 days

58%

100%

Support for customers following
incidents of violence within 24hrs

100%

100%
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Our ranking

11

The Economic Standards Governance and Financial Viability
The Board sets the strategic direction for Hundred Houses. It is also responsible for governance
which means how decisions are made and how we are managed. In November 2015 our
regulator the Homes and Communities Agency downgraded our governance and viability ratings
to G3 and V2. The Board learnt a lot from being downgraded and following an investigation
acted quickly to strengthen our governance arrangements.
The work of the Board is greatly supported by the Residents’ Scrutiny Panel who have successfully
completed a review of our mutual exchange service this year. The Residents’
Scrutiny Panel is a great way of understanding what our customers really
want and together we can design and improve our services.
2

5
Poor performance
High cost

Good performance
High cost

4

6
COST

VA L U E F O R M O N E Y
The above chart shows our performance for the
year from 1st April 2015 to 31st March 2016
compared with 11 other housing associations,
with less than 5,000 homes in the Eastern Region.
This peer group has been updated from the one
we used last year so that it is more relevant to us,
and more challenging too. It compares our
performance against our per home cost for each
area of service. This helps to reassure us that we
are not reducing costs at the expense of service quality.

7
1
Poor performance
Low cost

Good performance
Low cost
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PERFORMANCE

KEY
1 - Responsive repairs and void works
2 - Rent arrears and collection
3 - Anti-social behaviour - data not available
4 - Major works and cyclical maintenance

5 - Lettings
6 - Tenancy management
7 - Resident involvement
8 - Estate services

It is encouraging to see that on most areas of service in 2015/16 our performance is in the
“Good Sector”. However four aspects of our performance are in the high cost sector, which
will clearly need to be addressed. We have produced a Value for Money Self-Assessment,
the full report can be accessed on our website.
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RENT
These tables show the average rents we charged in 2015/16.
We have decided to cap our affordable rents to the lower amount of either the local housing
allowance level or 80% of the market rent level. Our rents are based on the government’s rent
setting formula which is based on the value of a home and local earnings. All of our rents are
less expensive than renting the same type of property privately on the open market.

Affordable

Social

Rooms in shared homes

-

£69.32

Bedsits

-

£92.05

One bedroom

£113.51

£93.69

Two bedrooms

£131.99

£107.87

Three bedrooms

£155.94

£118.85

Four bedrooms

£185.41

£136.83

Five bedrooms

£212.26

-

Performance indicator

Our level

Our target

£1,045

£899

83%

83%

Rent collected as a % of rent due

99.89%

100.55%

Current tenant arrears as a %
of rent due

2.36%

3.1%

2015 - 2016

Cost per home of housing management
Satisfaction that rent provides
value for money
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Our ranking
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Looking forward
The Future is bright. We are committed to “Great Value, Better Services, More Homes”.
We will start the regeneration of Eastfield, our first ever neighbourhood. The regeneration will
create 68 new energy-efficient homes of mixed size.
We will launch an exciting new corporate Strategy to:
• Provide more homes in cambridge
• Deliver better customer service
• Ensure great value through business efficiency
• Develop motivated and effective people

We look forward to sharing our journey with you.
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51 Scotland Road, Cambridge, CB4 1QW
www.hhs.org.uk
T 01223 315036

E info@hhs.org.uk

