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Group Chair and
Chief Executive Officer’s statement

This report sets out how we are performing against the Regulatory Standards. These are the rules set out
by the government that all housing associations must ensure they follow. They are:

It has again been our pleasure to work with the Board, customers, employees and stakeholders of
Hundred Houses over the last year. We have once again focused on continuous improvement this year.

The Consumer Standards

We continue to be driven to deliver for our customers. Whilst we ensure that our services are locally
focused to achieve good levels of customer satisfaction and performance, we have continued our
investment in digital transformation so that in the future our customers will be able to access our services
in the way that suits them best. This will also help ensure continuing great value.

Tenant Involvement and Empowerment Standard
Home Standard
Tenancy Standard
Neighbourhood and Community Standard

We, like many others, have further strengthened our Health and Safety processes this last year to ensure
the safety of our customers and employees.

The Economic Standards
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Governance and Financial Viability Standard
Value for Money Standard
Rent Standard
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Looking forward
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Delivering Great Value,
Better Services and More Homes

Our governance was assessed by the Regulator of Social Housing (RSH) in April 2017 as being
(compliant) G2. Our ongoing financial stability gives us the opportunity to continue with our mission to
provide ‘Great Value, Better Services, More Homes’. We are currently strengthening the way we approach
strategic asset management and this work will be completed early in 2019. We believe that our Viability
status at (compliant) V2 demonstrates the right balance between investment and risk management. We
are grateful to everyone who continues to work very hard to achieve this.
We are delighted during the year to have delivered in partnership with Iceni Homes, 41 much needed
new properties for affordable rent and 18 shared ownership homes. The regeneration of Eastfield in
Cambridge which started in October 2016, continued with the first 50 new homes being completed
during the year. Overall, once completed, the regeneration project will provide 62 new homes in the
space previously occupied by 32.

Delivering Great Value,
Better Services and More Homes

We are proud of the work achieved this year to provide much needed safe and affordable homes.
We hope you find the annual report about our performance informative and interesting.

Nick Abbey, Chair

2

Content

Mary Gibbons, Chief Executive
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Delivering Great Value,
Better Services and More Homes
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1400 HOMES OWNED AND in management As at end March 2018

120
36 Great Value, 1252
Delivering
GENERAL
SHARED
KEY and More Homes
TOTAL HOMES
Better
Services
NEEDS
OWNERSHIP
WORKERS
OWNED
1096

72

4

72

148

GENERAL
NEEDS

SHARED
OWNERSHIP

HOMES
FOR OLDER
PEOPLE

TOTAL HOMES
MANAGED

*We also provide landscaping and cleaning management services for 65 leasehold homes
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INVOLVEMENT AND EMPOWERMENT

Standards
Delivering GreatDelivering
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Great Value,
Delivering
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Services
and More Homes
Better Services and More Homes
This year we have strengthend the formal and informal ways in
which customers can tell us their views and shape services. We have
developed a 3-year plan to increase the opportunities for customers to
influence our services and make an impact on how we do things.

CUSTOMER SERVICE, CHOICE AND FEEDBACK

We really value customer feedback. We use it to learn and improve our services. Customers can contact
us in person at our offices or by phone, letter, email, website, Twitter or Facebook to give us any feedback.

COMPLIMENTS
During 2017–18 we are delighted to have recorded 14
compliments about our services and employees. Many of these
related to the repairs service provided by contractors and our own
in-house maintenance team and we are pleased to hear that our
customers continue to be satisfied.

“I give you
10/10 for
speedy
service”

“Hundred
Houses
has been
excellent”

Performance indicator

Our level

Satisfaction with overall services

91%*

Satisfaction with repairs and maintenance service

88%*

*Satisfaction data from 2014 STAR survey (new survey data due in 2018)

COMPLAINTS
We aim to get things right the first time, but when we don’t, we work with our customers to put things
right as quickly as possible. We are keen to learn how we can further improve our
services and the information provided by complaints helps us do that.

mes

4

Service delay – 15
Repair quality – 3
Communication – 5
Policy decision – 5
Service failure – 5

Delivering Great Value,
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Delivering Great Value,
Our Residents’
Scrutiny Panel
looks at our performance,
considers
Better
Services
and
More Homes
satisfaction, with reports presented to the Operations Committee. The
Scrutiny Panel are an important part of making sure we constantly keep
our customers at the heart of all we do.

Delivering
Great
Value,
Delivering Great
Value,
Better
andMore
More
Homes
Better Services
Services and
Homes

We received
33 complaints
about our
services

With the help of our Residents’ Scrutiny Panel, we have reviewed the
content and layout of our service satisfaction surveys. We hope the
changes will make it quicker and easier for our customers to tell us
what they think of our services and where we can improve.

In October 2017, a small
group of our residents from
the Residents Association and
Scrutiny Panel accompanied
Mary Gibbons, Chief Executive
to meet with Alok Sharma,
the Housing Minister, to share
their views and experiences of
living in social housing.

Their main role is monitoring housing, repairs and customer service
performance, shaping our approach to key policies and procedures and
to undertake an annual service improvement review where they focus
on one area of our service. This year they have completed a review of
our planned maintenance programme; specifically, how well we had
undertaken our kitchen and bathroom replacements.

Hilary Bayles, Chair of the
Residents Association said
“We all really enjoyed the
session and represented
one of the smallest housing
associations at the event.”
In August 2017, members
of the Residents Association
were given the opportunity to
have a private audience with a
local MP to where they were
able to share their views on
local housing need and issues
important to them.

Delivering Great Value,
Better Services and More Homes

The Scrutiny Panel volunteered their time to contact those customers who
wished to participate and sought their views on what had gone well and
where we could do better when fitting a new kitchen or bathroom in a
home.They set out their findings in a report and identified 8 key areas where improvements can be made.
An action plan has been agreed, which will see us make changes to improve the experience for our customers
when their kitchen or bathroom is replaced.This is a great example of how our customers can help us shape
and improve our services.
Scrutiny Panel members also helped us write this report; sharing their ideas and suggestions for the
content and layout of our performance information, we hope this helps ensure our customers find it
informative and relevant.

UNDERSTANDING AND RESPONDING TO THE DIVERSE NEEDS OF CUSTOMERS
We can provide information in a way which suits customers’ needs. This year we provided printed versions
of online information and communicated in a number of ways, including Facebook, Twitter and text message.
We can adapt homes to help our customers continue to live independently. In 2017-2018 we completed 25
adaptations and provided aids; such as fitting a grab rail so customers can get and out of the bath through to
fitting walk in showers, building ramps and changing the layout of doorways. In total we contributed nearly
£7,000 to this important service and along with funds from local government, ensured customers were able
to stay in their home and manage well.
HHS ANNUAL REPORT TO RESIDENTS 2018
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Home Standard

INVESTING IN HOMES

Energy Efficiency Rating

QUALITY OF ACCOMMODATION
All of our properties comply with the government’s
Decent Homes Standard. We plan improvements and
maintenance to homes based on their condition.

A
B
C
D
E
F
G

Our Average SAP Rating is:

70
Which is the equivalent of a ‘C’
A Standard Assessment
energy efficiency
Procedure
(SAP) israting
used to
meausre energy efficiency
with 70 the equivalent
of a ‘C’ rating.

Delivering Great Value,
Better Services and More Homes

REPAIRS AND MAINTENANCE

Our repairs service is delivered via our own in-house maintenance team as well as local and specialist
contractors. During 2017-18 we completed nearly 3,000 responsive repairs and a further 240 repairs
in empty homes before re-letting. In addition, we carried out just over 300 repairs on the homes we
manage for other landlords. On average, from the repairs sampled, we took 10.2 days to complete
a repair. We have saved around £11,000 by delivering the repair services through our in-house
maintenance team and are pleased to hear that our customers welcome the service.

Delivering Great Value,
Better
Services
and
More
Homes
“I was extremely happy
“The maintenance
chap is brilliant!”

with the quick and
efficient service”

This year we have invested in existing homes, along with building new ones. Below are some examples
of where improvements and servicing has being undertaken.

Works

Amount
invested

Average cost
per home

Delivering Great Value,
Better Services and More Homes

27 new gas and oil heating installations

£53,000

£1,963

1004 gas and oil boiler servicing

£66,827

£66.56

10 new kitchens

£37,000

£3,700

12 new bathrooms

£24,000

£2,000

2 solar power replacements

£1,253

£626

A communal lift upgrade at a scheme

£4,092

N/A

17 new external doors

£18,027

£1,060

455 electrical rewires, upgrades and testing

£32,297

N/A

3 extractor systems to help combat damp

£1,796

£598

25 Asbestos surveys

£2,256

£90.24

Delivering Great Value,
Better Services and More Homes

MANAGING SAFETY IN YOUR HOME

OVERALL SATISFACTION WITH ANNUAL BOILER SERVICE
It is always pleasing when our customers tell us they are very satisfied with our service. Our gas servicing
contractor is delivering a service our customers are overall very happy with. As a result of customers
sharing with us where they think we could still do better, we have asked our contractors to ensure all of
the domesitc heating engineers show their identification when they arrive at homes.

This year we have further strengthened our health and safety processes and services to ensure the safety
of our customers and employees.
Each year we commission a fire safety expert to carry out risk assessments to communal areas and
shared spaces at our schemes and blocks of flats. Each report sets out any actions required to reduce the
likelihood and potential impact of a fire. During 2017-18 we invested £13,276 on additional fire safety
works such as new doors and closers, clearing exit routes and emergency lighting.

NEW HOMES
We are delighted to report that as part of the redevelopment of Eastfield in Chesterton, Cambridge,
we have built 50 new properties in the space where just 32 originally stood, with a further 12 still under
construction. The homes demolished were no longer sustainable and have been replaced by a range of
one, two and three bedroom homes for rent and shared ownership. We are delighted that a third of the
original residents moved back to new homes at Eastfield.

Delivering Great Value,
Delivering Great Value,
Services
Better Services andBetter
More988
Homes and More Homes
We carried out

1%

dissatisfied or
unknown

11%
satisfied

88%

very satisfied

Based on 170 survey responses received in 2017-18
(approximately an 18% response rate)

6

We also built nine new homes in Bottisham near Cambridge, six rented and three shared ownership.

gas boiler services.
(100% of those due).
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Tenancy Standard

Of the 103 lettings in the homes we own;

Delivering Great Value,
6
67
30
Better Services and More Homes

We let 115 homes during the year
including 43 newly built homes
and12 homes let on behalf of
other landlords.

were let at an
“affordable rent”
level

were let at a
social rent level
or below

were let at
rents between
“affordable” and
market rent levels

89%* of our customers were satisfied with their new home (*based on a 42% response rate to our
satisfaction survey). Of the “affordable rent” and social rented homes 29% were let to households with
children and 15% to people who were homeless.

Neighbourhood and Community Standard

Delivering Great Value,
We visit our
estates and communal
areas at least quarterly,
that they Homes
are kept clean and
Better
Services
andto ensure
More
NEIGHBOURHOOD MANAGEMENT

pleasant. We think grounds maintenance and communal cleaning are very important. We respond quickly
to any feedback about these areas and regularly review the services we provide, ensuring that communal
areas are well kept.

Delivering Great Value,
Better Services and More Homes

Throughout the year our in-house team responded to customer calls to communal areas ensuring fly
tipping, any safety concerns, and gardening issues were dealt with promptly.

The ethnicity of those housed, where data was collected:

64.4% White British

9.6% Asian British

“He is very
considerate and very,
very good at his job.”

21.9% White Irish and White Other

2.7% Black, African, Caribbean or Black British

Delivering Great Value,
Better Services and More Homes

It is important to us that we quickly let our empty homes so that our customers who need them wait no
longer than necessary. We have introduced new systems and procedures during the year to improve the
time it takes to re-let a property when it becomes empty. Despite significant improvement towards the
end of 2017-18, our annual performance was outside of our target and one where we will continue to
focus on during the coming year.

Performance indicator

Our level

Rent loss due to homes being empty
Average time to re-let homes

Our target

1.00%

0.65%

37.6 days

20 days

Our ranking

In January 2018 we were successful in winning the opportunity to manage 25 homes in Sawston, South
Cambridgeshire, on behalf of John Huntingdon’s Charity who specialise in providing homes and support
to local people.

8
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We are grateful once again to the Residents’ Association for their regular feedback and organising many
social activities, clubs and competitions for the wider community.
The Residents Association meets monthly and oversees the Tenant Bid Fund, which is an amount of
money set aside by Hundred Houses Society for residents to use each year to enhance, improve, or
make better use of a space in their community. It allows residents to enjoy and use the facilities where
they live and empowers residents to really make a difference.
Two successful Tenant Bids were made during the year;
A bin compound in Soham was removed and replaced with a shrub bed, as the area had previously
attracted unwanted rubbish. The Local Authority, supported the change and a new collection arrangement
was agreed, with customers happy with the overall improvement.
Following concerns of anti-social behaviour at a block of flats in Cambridge, a hedge was removed and
the area laid to gravel and paving, opening it up to eliminate any concealed areas.

HHS ANNUAL REPORT TO RESIDENTS 2018
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86%

*

Satisfaction
with
neighbourhood

ANTI-SOCIAL BEHAVIOUR
We work in partnership with other agencies to tackle and prevent anti-social behaviour. We act quickly
and work with partners, regularly contributing to the multi-agency Problem Solving Group, mental health
teams, the dog warden and the city rangers service..

LOCAL AREA
CO-OPERATION
We work in partnership with other
organisations in our neighbourhoods
such as local community groups, charities and
Cambridge City Council.

We work to support victims of anti-social behaviour and offer customers the support needed to enable
them to provide evidence and attend court hearings. We can also offer a professional witness and
mediation service where required.

Together with the Residents Association we attended
the Chesterton Festival in June inviting interest in our
new homes at our Eastfield development and supporting
the local community.
In October we participated in the National Customer Service
Week which included a day of experiencing reception from a
customer’s perspective with a range of different needs.
During February our team worked in partnership with
Cambridge Housing Society attending Money Essentials Training.
The training focussed on how we can help our customers budget
and manage finances better.

We received 43 reports of anti-social behaviour during the year with substance misuse and noise
nuisance being reported most.

Delivering Great Value,
Type of anti-social behaviour reported
No. of cases
No. on-going
No. closed
Better
Services
and More
Homes
Drugs/substance
misuse, drug
dealing
12
9
3
Noise

10

9

1

Verbal abuse/threats/harassment

5

4

1

Vandalism/damage to property

4

3

1

Litter/ rubbish/fly tipping

3

2

1

Pet/animal nuisance

2

2

Throughout the year we worked in partnership with
Trailblazers supporting their Homeless Reduction
Programme.

Misuse of Communal Area/Public Area/Loitering

2

2

Untidy or Overgrown Garden

2

2

Conviction of a serious criminal offence

1

1

Our team selected Jimmy’s Night Shelter as their
charity of choice for 2017-18 and we raised a
total of £352.82 during the year, through
team fundraising events.

Domestic abuse / violence

1

1

Vehicle related nuisance

1

1

Total

43

We worked with Cambridge City Council’s homelessness
prevention service to provide accommodation for three
people in a shared house.

27

16

* Satisfaction data from 2014 STAR survey
(new survey data due in 2018)
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The Economic Standards
Governance and Financial Viability Standard
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.

Value for Money Standard
We continue to focus on delivering services which provide good value, that are economic, efficient and,
most importantly to our customers, effective.
For every £1 of rent we received we have spent £1.30 by using our cash reserves to build new homes
and maintain existing homes. Our surplus for the year of £1.9 million included £1.1 million from shared
ownership sales which funded the redevelopment at Eastfield.

During this year the Board has continued to focus on improving the governance of Hundred Houses.
This has been done by further developing our assurance and risk frameworks along with our governance
processes. Our focus for the coming year will be analysing the results of our recent property surveys and
integrating these into a new asset management strategy. This strategy will balance the housing needs of
current and future customers ensuring we provide good value for money.

Total development cost in the year amounted to £6.6 million. We received just over half a million
pounds of grant from Homes England and over £2 million from the sale of shared ownership homes.

The Board and team at Hundred Houses demonstrated continuing progress to our regulator in April
2018 with a compliant G2 (Governance) V2 (Viability) rating retained.

The Regulator of Social Housing has introduced a number of new measures for us to demonstrate our
Value for Money. We are pleased that in all cases we are already better than or close to other housing
associations’ performance. Full details can be found in our Annual Financial Statements.

The Regulator of Social Housing concluded that whilst they were assured progress was being made with
embedding the required changes to internal controls, organisational culture and risk management, further
work was required on introducing and embedding the required improvements to asset management.
We have a plan in place to establish a new asset management strategy and implement the associated
processes during 2018-19.

Delivering
Great
Value,
The work of the Board is greatly supported by the work of the Residents’ Scrutiny Panel who have
successfully
completed a review
of our kitchen and bathroom
replacement
programme.
The Residents’
Better
Services
and
More
Homes
Scrutiny Panel has helped us to understand our customers and we welcomed their input into developing

The interest cost of 31p represents one of the largest areas of expenditure, reflecting the level of our
borrowing to provide new affordable housing.

By building 59 new homes this year, we have increased our social housing supply by 5% which is higher
than other Housing Associations we compare to.
Our overall annual cost per property was £2,468 which is much more efficient than the £3,982 average
that other local Housing Associations spent in the previous year.

Delivering Great Value,
Better Services and More Homes

The investment in our existing properties will be informed by the outcome of a survey of 25% of homes.
This survey was completed during Spring 2018 and will ensure good decision making on the future
investment for existing homes.

new ways customers can influence and have an impact on our services.
We continue to make good progress and the Board will seek to continually improve and provide great
value for money.

Delivering Great Value,
Interest
Better
Services and More Homes
31p

56p

New Homes

43p
Maintenance,
replacements and
repairs costs, and all
other costs related in
delivering our services
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Rent Standard
This table shows the average rent we charged in 2017-18. We have decided to cap all our “affordable
rents” to the local housing allowance level which is currently on average 65% of the market rent level.
All of our “affordable” and social rents are significantly less expensive than renting the same type of
property privately on the open market.

Average Rent Levels (per week)
£240
£210

Better Services and More Homes

We are delighted to have recruited Matt Thomas to lead the organisation as the new Chief Executive
after Mary Gibbons’ leaving in July 2018. Our thanks and appreciation go to Mary for all she has achieved
for Hundred Houses Society and our customers. Matt will continue to work in partnership with others
across Cambridgeshire to make the most of opportunities presented. We firmly believe that the work
completed to strengthen our governance and viability will position us well to deliver our ambitions
including much needed affordable homes and improved services.

£180

We have a bright future at Hundred Houses. We are committed to our mission “Great Value, Better Services,
More Homes”. Our Corporate Strategy sets out our exciting vision of the future at Hundred Houses.

£150

1. Provide more homes

£120

Our ambitious plans to provide more homes in Cambridge and South Cambridgeshire will continue
this year with 12 more new homes at Eastfield and another 23 at Coldhams Lane, Cambridge where
we will have a mix of rented and shared ownership properties completing in the spring of 2019. We
will continue to seek local opportunities working in partnership with others to provide more homes in
Greater Cambridge.

£90
£60
£30
n/a

£0
Rooms in
shared homes

Affordable rent

n/a

Bedsits

One
bedroom

Two
bedroom

Three
bedroom

Four
bedroom

Five
bedroom

Social rent

Delivering Great Value,
Better
and
Homes
Performance
indicatorServicesOur
level More
Our target
Our ranking

2. Deliver better customer services
We continue to work to deliver the best possible customer service. This year will see us making even
better use of our systems to deliver services more efficiently. We will continue to deliver against the
3-year implementation plan of our Customer Influence and Impact Framework because we believe that
the active participation of our customers in the way we organise, deliver and monitor our services is
crucial to our success.

3. Ensure great value through business efficiency

Satisfaction that the rent provides VFM*

83%*

Rent collected as a % of rent due

98.8%

100%

We will continue to develop our technology to deliver better value and more efficient services. We
will use the data on our homes and assets to make the best use of the resources we have and invest
in the areas that need it most and is most effective to do so. We will review the effectiveness of our
maintenance service and contractors. We will continue to support our customers to minimise the impact
of Welfare Reform and benefit changes.

Current tenant arrears as a % of rent due

3.5%

2.8%

4. Develop motivated and effective people

* Satisfaction data from 2014 STAR survey (new survey data due in 2018)

We continue to work closely with our customers experiencing difficulty with paying their rent, particularly
those impacted by Welfare Reform and benefit changes. We continue to support customers whilst
taking appropriate arrears recovery action and expect to see improvements in rent collection and arrears
performance during 2018-19.
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We are delighted to be recognised as a great employer through our Investors in People (IiP) Silver
accreditation, this shows we are meeting all the standards expected at a good level and will continue to
develop our employees through our learning and development programme this coming year.

We look forward to another year of working successfully together.

HHS ANNUAL REPORT TO RESIDENTS 2018

15

51 Scotland Road, Cambridge, CB4 1QW
51 Scotland Road, Cambridge, CB4 1QW
www.hhs.org.uk
www.hhs.org.uk
T 01223 315036 E info@hhs.org.uk
T 01223 315036 E info@hhs.org.uk
100 Houses Cambridge
100houses_Cam

