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Our Corporate Objectives

This report sets out how we are performing against the
Regulatory Standards. These are the standards set by the
Government which all housing associations must ensure they
follow.

Deliver better
customer service

Provide more
homes in Greater
Cambridge

Develop
motivated and
effective people

Ensure great
value through
business
efficiency

Welcome and Introduction
from the Chair and the
Chief Executive
Welcome to our Annual Report to Residents
for the financial year 2018—2019. We hope
that you will enjoy reading about what has
been achieved during the last year.

Best Employers Eastern Region survey). While
this was great news, we are still trying to be
even better, so please let us have your
feedback about how you think we can continue
to improve.

Our mission at Hundred Houses remains:

Great Value
Better Services
More Homes
One way we have been trying to deliver Great
Value is by working closely with our residents
on the Residents’ Association and Scrutiny
Panel who, for example, completed an
excellent piece of work looking at how we
deliver major works programmes, such as
fitting new kitchens and bathrooms (see page
4). We are always very grateful for the time
residents spend helping to improve the
services we deliver. If you would like to get
involved with other residents and Hundred
Houses to help shape the services you receive,
please let us know.
One of the things you have told us is your top
priority, is how we look after your home.
During the year we developed a new Asset
Management Strategy which sets out the way
in which we will maintain your home and keep
it safe. This includes how we will improve
energy efficiency in the homes that cost the
most to run, which we know is very important
to you.
We also know that to provide residents with
Better Services, we need to have a great team.
During 2018, we were really pleased to be told
that Hundred Houses had won an award for
being the Most Improved Company (in the

All housing associations have to show that they
are meeting the standards set by the
Government’s Regulator. In April 2019, the
Regulator of Social Housing told us that
Hundred Houses Society meets the highest
standards for both Governance (the way that
we are organised and managed), and for
Financial Viability, (showing that we are
spending money on the right things and have
enough to keep your homes in good condition
and pay all our bills in the coming years).
Many More Homes are still needed in the area
around Cambridge. During 2018, Hundred
Houses celebrated its 85th anniversary, and we
are particularly proud that, at the same time,
we completed over 60 new homes at Eastfield
in Chesterton - the area where our first 100
houses were built many years ago (see page
17). This says a lot about the important role
that Hundred Houses continues to play in
providing
affordable
homes in
local
communities for people who need them.
We hope that you will agree it has been a really
positive year. It has been our pleasure to work
with you and we look forward to 2019—2020
being another great year.

Nick Abbey, Chair

Matt Thomas, CEO
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Tenant Involvement and
Empowerment Standard
This standard is about all residents being treated with fairness and respect. It sets out the
requirements to provide you with accessible, relevant and timely information, and includes our
approach to complaints. It also describes the wide range of ways in which you can influence, and be
involved in, housing-related decisions.

Our Scrutiny
Panel test and
challenge our
service
delivery

Scrutiny Panel
We have a strong and committed panel of
volunteering residents who meet four times a
year. Their main role is to scrutinise our
performance, and consider tenant satisfaction,
reporting on their findings to the Operations
Committee, and making
suggestions for
improvements.

The Scrutiny Panel is integral
in making sure that our aims and
objectives place residents at the
forefront of everything we do.
Throughout the year, we continued to build on
our 3-year plan to increase the opportunities
for you to provide your feedback, influence our
services and help shape the way we do things.
The Scrutiny Panel check quarterly that we are
on track, and that the ways in which you can
provide us with feedback continually evolves.
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Members of our Scrutiny Panel
inspecting a newly fitted kitchen

Annual Service Improvement
Review
Every year, the Scrutiny Panel considers our
performance and levels of satisfaction and
decides on a relevant area to undertake a
Service Improvement Project.

Listening to your views about the length of
time taken and standards of work carried out
by our contractors, the focus over the last year
has been reviewing our replacement kitchens
and bathrooms programme.

Following the Scrutiny Panel’s Annual Service Improvement Review on kitchens and bathrooms, we:

Changed contractors
Strengthened contracts to enable better accountability
Updated our Code of Conduct which all contractors agree to and which states the service you can
expect
Improved communication with residents about timings and expectations when having a new kitchen or
bathroom
Offered more support to people to help them prepare for the work on their home
Reviewed and upgraded the quality of materials and fittings we use
Agreed that a dedicated surveyor is regularly onsite and oversees the works being carried out

The Scrutiny Panel has already decided to look
into the time taken to complete repairs as their
Service Improvement Review topic for 2019—
2020. They have looked at the average time it
takes us to complete a repair and would like to
find out more about why repairs take the time
they do; “is it the availability of the contractor,
the part or getting access to the home?”

These are all questions the Scrutiny Panel will
look at during their review.
If this sounds interesting and you would like
to consider joining the Scrutiny Panel, then
please get in touch by calling us on 01223
376987 or emailing info@hhs.org.uk

Residents’
Association
We have a stable and long-running Residents’
Association at Hundred Houses. It is open to
all current Hundred Houses residents,
leaseholders and shared owners.

The Residents’ Association
represent all residents of
Hundred Houses and promote
the interests of all occupants.
They work with us to identify and solve residents’
concerns, and encourage resident participation,
community spirit and equal opportunities for all residents.
In September, a small group of the Residents Association and
Scrutiny Panel members accompanied Matt Thomas, CEO, on a trip to
Norwich to speak with Kit Malthouse, (the then) Housing Minister, to
share their views on the Green Paper. Members said:
”The set up of the day was well put together with
a facilitator and note taker assigned to each
table. The Housing Minister sat with us to capture
our views of social housing and how to improve it.
He seemed genuinely interested, and we felt
listened to”.
D Russell, Residents’ Association member and
Scrutiny Panel Chair

The
Residents’
Association
is run
by

you.

“It was a real privilege to be able to speak
personally with someone at the cutting edge
of our government, and to relay, as residents,
our concerns and ideas about social housing”.
W Gockelen, Scrutiny Panel member
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Get Involved to:
Make a difference where you live
Help improve local services
Gain Committee experience
Develop knowledge of housing and the community
Build positive relationship skills
If you are over 18 years of age and would like further information
about our Residents’ Association, please ring us or email
hhresidentsassociation@hotmail.com

64%
Get
Social
in your
Community!
Some of our Cambridge residents hold social clubs. These groups
give participants a great opportunity to enjoy a hobby, develop a
new skill or just meet up with neighbours for a chat.

 Art Club
 Knitting Club

 Coffee Mornings
 Photography Club

Newcomers are always welcome. See our website or ring us for
further information.

Have you seen our website?
We have a wealth of information available on our website
including how to access our services such as repairs, paying your
rent, moving to another property or buying your home, advice on
anti-social behaviour and your community, foodbanks and Citizens
Advice, and information about our Board and Executive Team.

...And did you know?
You can now register for our online portal. Our portal is available
24 hours a day, making it convenient for you to manage your
tenancy. It will give you secure access so you can view your rent
account, see your repairs history, and check the contact
information we hold for you. Visit us at www.hhs.org.uk
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In our recent Survey
of Tenants and
Residents (STAR), 64%
of you said the
telephone is your
most preferred
method of
communication with
us. 53% of you also
preferred letters, and
51% of you preferred
emails.
If you wish to change
your contact
preference, email us
at info@hhs.org.uk
WATCH THIS SPACE:
We are also looking to
introduce a new text
message service to
alert you of repair
appointments or rent
due dates.
Expect this service
delivery in 2019.

Follow us on:

You said,
we did.

We don’t always get things right and, when
we don’t, our priority is to work with you to
put things right as quickly as possible.
During 2018—2019, we received 22 complaints (11 for Property
Services and 11 for Housing Services and Customer Services). This was a
third less than the previous year.
These complaints related to service delay (12), poor quality or delayed communication (7),
Tenancy (2) and Allocations (1).
16 complaints were resolved at Stage 1 and seven were upheld*
six complaints escalated and were resolved at Stage 2, with two upheld*
*Upheld: where we agree there has been a service failure.

As a result of analysing complaints made over the year,

we have improved:
Our management of contractors by reviewing complaints with them to specifically
improve their working practices
Our communication with you regarding contractor visits / appointments
Employee awareness of repair history when speaking with you about repair queries
Employee knowledge and awareness of ways to manage anti-social behaviour,
introducing an Anti-Social Behaviour Review Panel, delivery more training for the team,
and improving our communication with you when dealing with reports of Anti-social
behaviour
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Your views help us to
improve
We use the STAR survey as one way to get
your views and feedback about your
perception of our services. In the STAR
survey carried out in February 2019, you told
us:

86% of you were satisfied
with the service provided
by Hundred Houses
Results based on 366 returned surveys which
provided a response rate of 26% (314 general
needs tenants, 25 from residents living in
housing for older people, 25 from Shared
Owners, and 2 from other residents).
Our Net Promoter score is +26.
*One important customer satisfaction metric is a Net
Promoter Score (NPS). The NPS is adopted across a
wide range of industries across the world as a means
of gauging customer loyalty. Respondents are offered
a 0 to 10 scale. The score given helps us to understand
whether you would talk positively about us and
recommend us to others, or not. In calculating the
NPS, marks of:
0-6 are classed as detractors
7 and 8 are neutral
9 and 10 are promoters
The NPS score is calculated by deducting the total
number of promoters from the total number of
detractors.

During 2018—2019,

we received
50 compliments
about our services and employees.
Over half of these related to the repairs
service provided by contractors and our
in-house maintenance team.

“Your excellent
customer service
skills have been
much appreciated
during this
challenging time”

“I would like to say a huge thank you for
sending me such a brilliant engineer. He fixed
my shower and my taps and he did a grand job.
Please do let his supervisor, HHS and the
engineer know how happy I am with the work
which has been done today”.
Mrs P, Resident

“I had an issue with keys last week and your
maintenance officer attended within the hour. I
was both amazed and delighted at the quick
response! He was a top bloke, speedy ,and also
gave me full instructions on how to use the new
locks. You are very lucky to have someone like
that on your team”.
Mr C, Resident

“What a great setup you have at HHS! My client
seemed to like the flat and amenities. After
speaking with him by phone, he has decided to
decline although just wanted to say that your team
member was very good at explaining the scheme,
showing us all the relevant areas and answering all
our questions and in no rush...”
Mr S, Social Worker
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Neighbourhood and
Community Standard
This standard is about us keeping neighbourhoods and communal areas clean and safe, and
co-operating with relevant partners to help promote wellbeing in the area in which you live. It also
includes us working in partnership with others to prevent and tackle anti-social behaviour.

We regularly visit our estates
and communal areas to ensure
that they are kept safe, clean
and pleasant.
Throughout the year, our in-house Maintenance Team responded
to your calls about neighbourhood and communal area issues, and
promptly dealt with a range of issues such as fly tipping, safety concerns
and gardening.

Tenant Bid Fund
The Residents’ Association (see page 5)
oversees the Tenant Bid Fund which is an
amount of money set aside annually by
Hundred Houses Society for enhancing,
improving, or making better use of a space in
your community. There were two successful
Tenant Bids over the year:
Freeman House: Solar powered
lighting bollards were installed to
illuminate the pathway across the
communal garden.
Vinter Terrace: Lockable parking
bollards were erected to ensure that
designated parking spaces are free
when residents return home.

87% of you

are satisfied
with your
neighbourhood
as a place
to live

In addition, the communal gardens in
Southside Court and Heath Court were
cleared of overgrown ivy, and the shrubs and
trees were cut back.
Further improvements were also carried out to
the lighting and parking at Bradmore Court,
and the alcoves were closed off to address
issues with rough sleepers using the communal
areas overnight.
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We work in partnerships with other
agencies to tackle and prevent
anti-social behaviour
We received 64 reports of anti-social behaviour last
year. These included:
22 about noise nuisance
14 regarding verbal abuse and threats
8 alcohol related disturbances
We meet with residents to understand, investigate and resolve
reports of anti-social nature. Sometimes, we need to use other
methods to resolve cases including mediation, issuing warnings
or serving a Notice to start legal proceedings for ongoing
serious anti-social behaviour.
Whilst 7 cases remain ongoing, 57 were successfully resolved
during the year. Here are some of the steps we took:
Through joint work with the local
Council’s Environmental Health Teams,
a Noise Abatement Order was obtained
to tackle a noise nuisance complaint.
We employed a professional witness,
installed a temporary CCTV system, and
worked closely with police to obtain
evidence to evict a resident for causing
serious anti-social behaviour and using
their home for selling drugs.

75% of residents
experiencing
Anti-Social
Behaviour were
satisfied
with how their case
was handled.

We obtained a court injunction to stop
disruptive behaviour caused by a resident
in their local community, and made
referrals to specialist agencies for ongoing
support for those involved.

We referred a number of people to an
independent mediation service who
resolved disputes between neighbours.

Make a Stand Pledge
We have signed up to the Chartered Institute of
Housing’s ‘Make a Stand’ pledge, which is a set of
promises we have undertaken to put in place by
September 2019 to take action and support
victims of domestic abuse.

The most important thing you can do if you or a member of your
household is a victim of domestic abuse is to tell someone.
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We believe a home should provide safety and
security and have committed to make
information about national and local support
services available, support employees who may
be experiencing domestic abuse, and have a
senior member of our team leading this activity to
ensure we are doing all we can to support people
experiencing domestic abuse.

Working
within
Communities
Hundred Houses’ employees have been very
proud to support Jimmy’s Night Shelter in
Cambridge as our main employee charity for
the year. We raised a total of £364.56 by
holding fun team fundraising events such as
dress down days, a “Wear Your Christmas
Jumper” day, a Valentines Day raffle and sports
sweepstakes.

Did you see us
at the
Chesterton
Festival?
We had a Hundred
Houses stall at the
Chesterton Festival in
June 2018 and June 2019.
Enticing passers by with a
go at our electromagnetic
maze, we assisted local
people with their
enquiries on how to
apply for housing in the
Cambridge area, and
gathered a lot of interest
in Shared Ownership (part
rent, part buy properties).

We also donated to other charities, including
MacMillan Cancer Support, BBC Children in
Need, Oxfam, the local Cambridge Food Bank,
and the Samaritans’ “Operation Christmas
Child”.

We participated in National Customer Service
Week in October 2018 which saw our teams embark
on a range of activities, including job swaps, a
Complaints Masterclass, and our CEO, Matt Thomas,
spending some time answering calls and dealing with
enquiries at Reception. The week really helped us see
our services from a customers’ perspective
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Home Standard
This standard is about making sure your homes are safe,
well-maintained and meet your needs. It covers the quality of
your homes and us having a cost-effective repairs and
maintenance service that offers you choice and aims to
complete repairs “right first time”.

Providing safe and well
maintained homes
is our top priority
We own and manage 1,400 properties. We carry out regular
planned maintenance, using our Stock Condition Survey data to
decide the areas to invest in next. This includes replacing items
such as kitchens, bathrooms, doors, windows, roofs and boilers,
for example.
Over the last year, the key areas of spend for our planned
maintenance budget was:
£

Number of
Properties

Heating

157,000

67

Kitchens

51,000

20

Bathrooms

23,000

17

Windows and External

91,000

40

Total

312,000

144

Planned Investment Type

89% of you
are satisfied
with the
quality of
their home
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In 2019, we published a new
Asset Management Strategy .
Our strategic aim is “to
manage and invest in our
residents’ homes to make
sure they are safe,
well-maintained and meet
residents’ needs”.
All our homes meet the
Decent Homes Standard but
we know we can help make
your homes more energy
efficient. In 2019, we
measured the energy
performance of homes using
“Standard Assessment
Procedure” (SAP) ratings. This
is the official, government
approved system for assessing
the energy rating of your
home.
Overall, the average SAP
score was 74 (band C),
with individual properties
ranging between 48 and
93. We are prioritising the
properties with the lowest
scores to increase their
energy efficiency over the
next few years. We will do
this by carrying out cavity
wall and external wall
insulation, fitting radiator
valves and room
thermostats, insulating
tanks and fitting low
energy light bulbs.

Fire Risk Assessments

Boiler Servicing

Every year, we commission a Fire Safety expert
to carry out risk assessments to all properties
with communal areas and shared spaces. The
risk assessment outcome gives us action points
to complete to ensure homes are kept safe and
compliant.

We carry out annual servicing of all boilers. Over
the year, we spent £75,500 on servicing 1,043
gas boilers, and 16 oil boilers (at an average cost
of £71 each).

100% of you
told us you were
satisfied or very
satisfied
with your
annual gas
service

Some actions are relatively simple (like keeping
corridors and meter cupboards free from
possessions and rubbish). Other actions require
us to replace and refurbish doors, and improve
fire alarm systems.

Over the year,
we invested £72,600
in keeping your homes fire safe
Although all the actions identified by the last
Fire Risk Assessments have been completed, fire
safety is essential and it therefore remains a
rolling programme of works for us with new
risks assessments and actions each year.

£312,000
on planned
investment,
including works to
replace kitchens,
bathrooms,
windows
and doors

£269,000
on repairs to empty
homes to bring
them up to
standard before
re-letting to a new
resident

Electrical Testing
We carry out full testing of electrical systems in
all homes at least once every 10 years. This
year, we continued with our programme and
completed 381 Electrical Installation Condition
Reports (EICR), and spent £54,500 on carrying
out essential electrical works.

£529,000
On routine
maintenance,
including
day-to-day and
emergency
repairs

£186,000
on cyclical and
compliance works,
including gas
servicing, fire safety,
asbestos works and
redecoration
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Keeping Asbestos in check
Did you know? Properties built after the mid1990’s are very unlikely to contain asbestos.
Also, if asbestos materials are in a good
condition and are in a place where they are
unlikely to be disturbed, they should not
cause any harm.

Hundred Houses
Society is a
not-for-profit
Housing
Association

We ensure that where asbestos is
identified in a home, it is
photographed and checked annually
to make sure it has not been
disturbed.
In 2018, our trained team visited all homes where we know
asbestos is present to check the asbestos survey
recommendations have been followed.
If you are planning any major decorating projects or alterations
to your home, please contact us before you start.

Over the year, our
contractors completed 3,486
day-to-day and emergency
repairs, and a further 313
individual repairs on empty
homes.

How are we performing?
Performance Indicator

Average number of days to complete a repair

In addition, we carried out
608 repairs on properties in
the homes we manage on
behalf of other landlords.

Our in-house
Maintenance Team
completed 442 of these
repairs, saving over
£20,900.

Number of repairs fixed first time

Our
Performance

9.8 days

14.1 days

80%

90.6%

Aids and Adaptations
Did you know that if you, or someone you live with has a disability
or health issue which affects independence at home, we may be
able to help.
Over the year we have commissioned 17 Aids and Adaptations
related works at a total cost of £10,174. These works included:

Your home could
be adapted or
fitted with special
aids that help
make everyday life
easier
14

Our
Target

fitting handrails
providing pillow fire alarms
installing stair lifts
making wet room modifications
installing level access showers
completing a ground floor bedroom extension
For larger projects, the Local Authority manage and pay for Aids
and Adaptions and we pay a contribution to the cost.

Tenancy Standard
This standard includes how we let homes, the types and lengths of tenancies offered, how we decide
who to let an empty home to, as well as how we facilitate residents moving and how we can help
maintain tenancies and prevent evictions.
Over the last year, we let 103 homes. This included
two newly built homes and 30 homes let or managed
on behalf of other landlords.

It is important to us that we let
our empty homes quickly so that those
who need them do not wait longer than
necessary.
We have introduced new systems and
procedures to address the time it takes to
re-let a property, with significant improvements
made. In 2018—2019, empty homes were re-let in
14.5 days less than the previous year.
Performance
Indicator

Our
Target

Our
Performance

Rent loss due to homes being
empty

0.65%

0.76%

Average time to re-let homes

22 days

23.1 days

We helped
12 of you
to mutually exchange
your homes.

91% of
residents were
satisfied with
their new
homes

We let our homes at the following rent levels:
 21 properties at Affordable Rent* levels
 78 properties at Social Rent levels
 4 properties between Affordable and Market Rent levels
*Affordable Rent is no more than 80% of Market Rent levels

We understand the importance in the security of having a home. We work with residents to
maintain their tenancies but sometimes the tenancy breach is so serious that we find ourselves
with no option but to end the tenancy and force people to leave their home. In 2018—2019, we
evicted two residents.

If you are in any doubt about your tenancy, come and talk to us.
We are here to help.
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We have set up a
partnership
with Cambridge
Housing Society’s

“Money Matters”

“W

Worried about
your rent
payments?
Come and
talk to us.

e continue
to work closely
with residents
experiencing difficulty
with paying
their rent,
particularly those
impacted by
Welfare Reform
and
benefit
changes.

“

Throughout the year we worked in partnership
with the Cambridgeshire and Peterborough
Homelessness Trailblazers project, supporting
their Homeless Reduction Programme.
We have worked with local and national
charities to obtain support in helping some of
our residents in difficult situations. This has
16

service which
provides
information, advice
and guidance to you
on a wide range of
money related
issues.

In preparation for the introduction of Universal
Credit, we implemented our Welfare Reform
Strategy. This included:
Sending targeted information and advice to
residents who were likely to be affected
Training our team so they can advise and
support you through the claims process
Having regular meetings with employees at
the local Department for Work and Pensions
(at Job Centre Plus), to establish links and get
up to date and appropriate advice about
Universal Credit
Enhancing our assessment process to ensure
all new residents receive the support they
need to successfully manage their tenancy

included grants to provide furniture, carpets
and white goods to help set up a new home.

We continue to support vulnerable
residents by referring them to specialist
support agencies, social services and
groups offering specialised advice and
assistance.

Eastfield, around 1934

Eastfield, 2019

The Redevelopment
of Eastfield
One of our proudest achievements this year
has been completing the redevelopment at
the heart of where Hundred Houses Society
began in 1934, in Eastfield, Chesterton.
Hundred Houses founder, Mrs Dorothy
Stevenson, had a keen interest in housing,
including house design. She wanted to ensure
there was always affordable housing in the
city.
Hundred Houses Society continues to deliver
Mrs Stevenson’s aim with a development
programme which ensures that new homes
are available to rent in the Cambridge area
each year. In a three-phase partnership
project with Iceni Homes and Lovell, we
redesigned and developed some of the
original Eastfield homes and replaced 34 of
the existing homes with 62 new build homes.
The new neighbourhood includes green
spaces and integrated cycle paths, with
homes having high quality insulation, high
efficiency boilers, and thermally efficient
windows and doors, to ensure they are
economic to run.

We are
committed to
developing new,
truly affordable
homes every
year.

The new neighbourhood consists of 37
new homes for rent, 21 Shared Ownership homes, and 4 sold on the open
market.

Of those who had to leave their
homes for the redevelopment of the
area, a quarter have chosen to return
to a new home at Eastfield.
The remainder of homes welcomed new
residents to the Eastfield area with a new
community forming.
As a new venture in conjunction with
Cambridge City Council Homelessness
Prevention service, we also built a shared
house for 3 individuals to rent a room.
Through this initiative, we have enabled
three people facing homelessness the
safe space they needed to build a new
future.
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Rent Standard
This standard ensures we charge rents in accordance with the government’s direction, and that our
rents conform with the formula set out in the Rent Standard Guidance. It also includes a requirement
for us to provide clear information to residents explaining how rents and service charges are set and
reviewed.
The table below shows the average rent we charged per week in 2018—2019. We cap our
“Affordable rents” to the Local Housing Allowance level, which is currently, on average, 65% of the
Market Rent Level.
Affordable Rent
(incl. Service Charge)

Social
Rent

£79.98

£67.33

n/a

£87.61

One Bedroom

£122.02

£90.99

Two Bedroom

£134.81

£105.04

Three Bedroom

£154.80

£115.42

Four Bedroom

£186.87

£132.58

Five Bedroom

£222.45

n/a

Type of Property
Rooms in shared homes
Bedsits

83% of
residents

are
satisfied
that their
rent
provides
Value for
Money

Performance Indicator

Our
Target

Our
Performance

Rent collected as a
percentage of rent due

99.5%

100.2%*

Current resident arrears as a
percentage of rent due

3.1%

3.3%

*This takes into account that some
rent accounts are in credit.

83% of our
residents are
satisfied that their
rent provides
value for money.
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Governance and Viability Standard

Our Corporate Objectives

Provide safe and
well-maintained
homes

This standard sets out the need to have effective governance
arrangements which are transparent and deliver our aims, objectives
and intended outcomes for residents. It also covers us effectively
managing our resources to ensure we remain a viable organisation
and that we do not put social housing at undue risk.

Deliver better
customer service

Provide more
homes in Greater
Cambridge

Develop
motivated and
effective people

Ensure great
value through
business
efficiency

“The Regulator has assurance
that HHS’s financial plans are
consistent with, and support,
its financial strategy. The
provider has an adequately
funded business plan."
Regulator for Social Housing

Our Board sets the strategic
direction for Hundred Houses
and monitors performance
against our plans. They are
responsible for governance,
which is how decisions are
made and how we are
managed.
During the year, the Board
continued its focus on
improving governance. This
included developing a new
Asset Management Strategy,
and embedding our assurance,
risk
management
and
governance processes.
The Residents’ Scrutiny Panel
provided invaluable feedback
from a tenant’s perspective to
support the work of the Board
when reviewing the Asset
Management Strategy.
The Board and Hundred
Houses team demonstrated
continuing progress to the
Regulator for Social Housing
during 2018—2019.

In April 2019 we were
delighted to be upgraded to
G1 (Governance) V1 (Viability)
ratings — both the highest
possible grades. We believe
that our upgraded status
clearly demonstrates that we
have struck the right balance
between investment and risk
management.
We raised an additional
£17million of new funding in
January 2019 to ensure we
have sufficient funds for our
current plans. We have “stress
tested” our financial plan and
developed clear strategies to
manage a wide range of risks
that could arise.
Our focus for the coming year
will be implementing the new
Asset Management Strategy,
and refreshing our Corporate
Strategy which will balance
the housing needs of current
and
future
customers,
ensuring we continue to
provide good value for money.
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Value for Money Standard
This standard requires us to clearly set out our strategic objectives and have an agreed approach to
achieving value for money. It sets out that we must have a strategy for delivering homes that meet a
range of needs, and ensure that we fully consider the costs and benefits when making decisions. We
must ensure we deliver services in an economic, efficient and effective way.

We continue to focus on ensuring that the
services we deliver provide good value. We
recognise the importance of them being economic
and
effective
for
our
residents.

Of our £1million surplus for the year, £500,000
was generated from selling new shared ownership
homes, which helped to fund the redevelopment
at Eastfield in Cambridge.

For every £1 of rent we received last year, we
have spent £1.03, by using our cash reserves, to
achieve our objectives to build new homes and
maintain existing homes.

The interest we paid to our funders on the money
we have borrowed to provide more new homes is
the equivalent to 30p out of every £1 rent
received and is our largest single area of
expenditure.

The total we spent in the year developing new
homes amounted to £1.7million. This is lower
than previous years due to the timing of our
development programme.
We received £45,000 of grants from Homes
England and £900,000 income from the sales of
shared ownership homes.
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The Regulator of Social Housing (RSH) has a
number of measures to demonstrate how we
deliver Value for Money (VfM). The table on page
21 is a summary of some of these metrics along
with others we use to assess our VfM
performance. When we compare against other
landlords we use the latest data from 13 other
housing associations based in the eastern region
owning less than 5,000 properties:

HHS
2018—2019

Other HA average
for 2017—2018

1. Gearing

45%

47%

2. Operating Margin (overall)

34%

36%

3. Overall average spend per home

£3,145

£3,173

4. Maintenance spend per home

£1,227

£795

5. Management spend per home

£1,077

£942

6. Rent collected

100.3%

99.8%

Metric

(1) Gearing
This tells us the extent to which our properties are
funded by loan debt. We are slightly lower than
our peer group and target but expect this to
increase as we develop more properties.

(5) Management spend per property
This is the average amount we have spent
per home during 2018-19 to run the
business and provide a housing and tenancy
service.

(2) Operating Margin
The Operating Margin measures the surplus
generated as a proportion of our turnover. Any
surplus is reinvested back into delivering our
Corporate Strategy.

(6) Rent collected
This is the percentage of total rent due in
2018-19 that has been collected. We have
managed to collect over 100% of the rent
due in the year as we have received
payments towards rent arrears that
accumulated in previous years.

(3) Overall average spend per home
This metric assesses the average amount spent
per home during the year.
(4) Maintenance spend per home
This is the average amount we have spent per
home during 2018-19 on repairs and maintenance.

Full details can be found in our
Annual Financial Statements,
which are published on our
website at www.hhs.org.uk

Great Value Better Services More Homes
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Meet Our Board
Nick Abbey, Chair of the
Board
Member of the Remuneration and
Nominations Committee

Keith Carter

Member of the Audit and Risk
Committee

James Prestwich

Member of the Operations
Committee

Member of the Operations
Committee

John Crowther

Jacqueline Stoggall

Chair of Audit and Risk Committee
Member of the Remuneration and
Nominations Committee

Jonathan Davis
Member of the Audit and Risk
Committee

Steve Hampson
Chair of the Operations Committee
Member of the Remuneration and
Nominations Committee

Alan Lewin
Chair of the Remuneration and
Nominations Committee
Member of the Audit and Risk
Committee
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Bruce Mew

Member of the Operations
Committee

Sharon Wilson
Member of the Remuneration and
Nominations Committee

Doug Livingstone
Member of the Audit and Risk
Committee

Our Board have been supported by the following
Committee members:
 Alistair Barry, Member of the Remuneration and
Nominations Committee
 Mairin Lennon, Member of the Operations Committee
 Roger Wilson, Member of the Operations Committee until
April 2019

Looking
Forward

Twelve months on from Matt Thomas joining
Hundred Houses as our new Chief Executive, I hope
you will agree that much has been achieved again this
year and that we are in a strong position to continue
improving.
As we look forward and plan for the future, we are
delighted to share with you that we have added a
fifth strategic objective to our Corporate Strategy,
ensuring we are really clear that investing in existing
homes is a top priority for us, as well as for you.
Over the coming year we will continue to work in
partnership with others to make a difference to our
services and the communities where you live. Our
priorities are to:

Deliver better customer services
Our new Customer Service and Influence Strategy sets
out how we will use your views and feedback to
further shape our services. We will use the results of
the Survey of Tenants and Residents (STAR)
undertaken earlier in 2019 to prioritise improving
services and agreeing new standards with you, which
will meet your needs both now and in the future. This
includes how we make it easier for you to contact us
in a way that suits you and how we will communicate
better and keep you updated.
Provide safe and well-maintained homes
Our revised Asset Management Strategy prioritises
providing existing residents with a well-maintained
and safe home. We have used the recent condition
survey of homes to inform a planned programme
which will see improvements to homes over the
coming years. We will also further invest in improving

energy efficiency in the homes which cost the most
for you to run.
Ensure great value through business efficiency
You have told us that the way we carry out repairs
and maintain your home is a top priority for you
and, during the year, we will review our
maintenance and service contracts to ensure the
services delivered are providing you with good
value. We will continue to support residents to
minimise the impact of Welfare Reform and benefit
changes, making the transition to Universal Credit as
smooth as possible.
Provide more homes
Our plans to provide more homes in the Greater
Cambridge area will continue this year with 23 new
homes to rent and part-buy at Coldhams Lane,
Cambridge, being completed. We will continue to
seek opportunities to increase the number of homes
we have for rent and shared ownership in and
around Cambridge, with exciting possibilities
currently at the planning stage.
Develop motivated and effective people
We recognise the link between employee
satisfaction and customer satisfaction and will
continue to prioritise investing in developing and
motivating our team, enabling people to reach their
potential when delivering corporate priorities.

Our many thanks go to the members of
both our Scrutiny Panel and Residents’
Association who volunteered their time to
help us write this report.
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Our Housing Team

Hundred Houses Society
51 Scotland Road
Cambridge
CB4 1QW
Tel. 01223 315036
Email. info@hhs.org.uk
www.hhs.org.uk

We use your
feedback to
shape and
improve our
services.

Hundred Houses Society Limited is a Registered Society under the Co-operative and Community
Benefit Societies Act 2014 Register No. 11577R
Registered Office is as above. Hundred Houses Society Limited is an exempt charity.

