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This report outlines how well we are performing. It looks at our financial 
performance and also compares us with other UK Housing Associations.

A Warm Welcome...

At Eden Housing Association (EHA), we believe delivering VFM means: 

...what this report tells you 
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We hope you enjoy looking 
through our 2014 Annual Report.

Themed around ‘Value for Money’, 
it aims to report on the work and 
activity we have been involved in 
over the last year or so and our 
outline plans for the next year.

Our main focus is to deliver a 
great service for our tenants and 
residents and I am delighted that 
results from our recent tenants 
satisfaction survey indicate strong 
performance.

Headline tenant satisfaction is 
at 93% which is fantastic given 
the austerity and pressure on 
resources over recent years.

Our collaboration with Cumbria Law Centre 
is a great example of working in partnership. 
It means we are improving our service offer 
to tenants and residents. In parallel, it is 
helping us to manage the risk around our 
future rental income that is threatened by 
welfare changes. This collaboration has 
secured over £200,000 of direct benefits for 
EHA tenants.

A report like this can only scratch the surface 
of the detail but hopefully conveys a flavour of the activity we are involved 
in and the value it holds.

If you would like to see more of what we do, then please give us a ring and 
we will be only too happy to give you more information or show you around. 

Meanwhile, we will continue to value the strong relationships we have 
with our tenants - a product of our size and location! We also promise to 
continue improving in the areas that our residents say matter most.

Henry Barker (Chair), John Clasper (Managing Director) 

“Getting the most from our current assets and buying services economically to 
support the rural and market town communities we serve. At the same time, ensuring 
continuous improvements in how we deliver our services efficiently and effectively.” 

Eden Housing Association 
owns or manages over 
1900 homes in Eden and 
the surrounding districts of 
Cumbria. As a rural housing 
specialist we are well 
aware of the higher costs of 
providing and running homes 
in more isolated areas.  

Providing an effective, efficient and economic 
service is important, one that we can 
benchmark against other similar housing 
providers. It is also essential that we deliver 
Value For Money (VFM).

We have a duty to keep our tenants and 
residents, stakeholders, Board Members and 
staff informed of our progress.

John & Henry

Main cover photograph: New bungalows at Low Hesket.
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Benchmarking our financial 
and operational performance

The tables below compare our operational and financial performance against all Associations taken from the 
Homes & Communities Agency (HCA) publication ‘2013 Global Accounts of Housing Providers’. We have also 

identified some individual Associations to compare ourselves with who are of a similar size to us. 

www.edenha.org.uk

The number of properties failing the decent homes standard is higher than  
average – mainly because of ‘Grisedale Croft’ in Alston which is an  
outdated sheltered scheme which we plan to refurbish. We have already  
completed some updates to improve the quality of these homes.

Rent lost due to empty properties is lower than average and  
improved in the last year.

On paper, ‘bad debt’* increased 
significantly in 2013 – because we 
changed our accounting practices. 
Our bad debt has reduced in 2014.

Turnover was inflated 2012 - 2014 
because of property sales at our Heysham 
Gardens Extra Care scheme in Carlisle. 
We expect turnover will reduce next year.

Our surplus increased significantly in 2013 due to favourable  
interest rates and slippage in the planned maintenance programme.

The key points arising from this analysis are:

Rent Loss Due to Empty Homes

Year Uk Average Eden HA 
2014 N/A 1.17%

2013 1.70% 1.50%

2012 1.80% 0.70%

2011 1.80% 1.00% 

The table below shows that the number of properties we manage is 
increasing, whereas the number of staff and management costs are 
reducing – our efficiency is improving.  

2009 2010 2011 2012 2013 2014

Number 
of Units in 
Management

Staff Costs 
Per Unit 

2,000
1,750
1,500
1,250
1,000

750
500

£ 
or
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ni

ts

* Bad debt is an amount owed that  
 is unlikely to be paid.
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Rent Arrears

Year Uk Average Eden HA 
2014 N/A 1.14% 

2013 4.80% 1.47%

2012 4.80% 1.60%

2011 5.10% 1.50% 

Management Cost Per Managed Property  
Management costs/property are above average but have improved in the last year. 

Year UK Average Eden HA Rural HA* Urban HA* Cumbria HA*
 £ £ £ £ £
2014 N/A 1,020 N/A N/A N/A 

2013 952 1,092 1,802 767 1,715 

2012 908 1,068 1,711 716 1,678 

2011 873 919 526 729 1,743

Operating Margin*
Operating margin is high, due to Heysham Gardens sales mentioned earlier.

Year UK Average Eden HA Rural HA* Urban HA* Cumbria HA*
 % % % % %
2014 N/A 32.8% N/A N/A N/A

2013 25.9% 30.0% 22.1% 19.4% 16.0%

2012 23.4% 30.2% 21.2% 16.1% 13.6%

2011 21.4% 17.0% 22.0% 19.6% 12.0% 

Maintenence Cost Per Owned Property 
Maintenance costs/property appears lower because our planned maintenance programme 
slipped. Figures will increase next year, in line with the UK average.   

Year UK Average Eden HA Rural HA* Urban HA* Cumbria HA*
 £ £ £ £ £
2014 N/A 969 N/A N/A N/A

2013 992 1,066 906 1,740 888

2012 979 1,032 893 1,488 1,106

2011 1,009 1,627 1,011 1,819 1,125 

Tenant arrears are significantly 
lower than average, reducing 
further in 2014.

Cumbria HA* – similar size to EHA
Urban HA* – has mainly traditional family housing
Rural HA* – rural with an Independent Living Service

*Operating margin is the cash available after paying the costs of running the business (excluding interest).
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37%
Employee Costs

mainly comprising salaries

3%  
Care and 
Support Costs

27%  
Planned Maintenance 
such as replacement 
bathrooms  
and kitchens

6%  
Non Staff Costs 
such as insurance

27% 
Routine 
Maintenance

How we’ve spent 
our money*

*For a full set of statutory 
accounts please call us on  
01768 861400 and we can 
supply in the format you 
require.

Income and expenditure account  
for the year ended 31 March 2014

 2013/14 2012/13 2011/12
 £’000 £’000 £’000
Turnover 9,498 9,620 8,862

Less: cost of sales -361 -759 -475

less: Operating costs -6,083 -5,971 -5,711

Operating surplus 3,054 2,890 2,676

Deficit/surplus on sale of fixed assets 196 13 140

Net interest costs -2,206 -2,359 -2,398

Surplus/deficit for year 1,045 544 418

Scaws Penrith



...6

Corporate Objective:

Improving Key Services 
During 2013/14 we have achieved the following:

Corporate Objective: 

Strengthening The Business
During 2013/14 we have achieved the following:

This year, in 
consultation with 
residents and staff, 
we produced a new 
Customer Focus Strategy. 
It is already delivering 
value for money 
improvements, including 
40 ‘quick wins’. For 
example the introduction 

of a ‘chip and pin’ 
machine in reception 
to make rent 
payments easier.

We improved how we respond and 
process calls by introducing a new 
telephone system that routes calls 
effectively. 

Our new strategy also identifies how we can 
improve the way we handle complaints of 
Anti-Social Behaviour (ASB). We are no longer 
classing minor nuisance like untidy gardens 
and parking issues as ASB. These issues are 
now dealt with in a simpler way, devoting 
more time to dealing with serious ASB. 

“Our Satisfaction Survey results show 93% of 
tenants are satisfied with the service we provide. 

The national median* for 2013 is 85%.”

“40 quick wins identified 
and implemented”

annual report 2014

Excellent customer 
satisfaction with new  

repairs service:
 Target 95%
 2013 96%

99%  
work completed  

on empty properties  
on time.

20%  
of all repairs in 
2013/14 were 

emergencies – our 
target is to cut this  

to 10%.

8 days 
the average time 
for contractors to 

complete work on an 
empty property.

93% 
of appointments 

were kept  
(target 95%).

97%  
non-emergency 

repairs completed  
on time.

98%  
emergency repairs 
completed on time.

Repairs and Maintenance Improvements:

“Satisfaction with repairs 
and maintenance in 2013 
EHA 84% vs national 80%”

“Our Satisfaction Survey results: 
82% tenants satisfied that we listen 
to their views and act on them. The 
national median* for 2013 is 69%.”

Resident Involvement:
Our Tenants’ Scrutiny Panel looked at a number of our key services including:

Anti-Social behaviour (ASB) service standards

Empty home turnaround 

Service charges 

Recommendations for service improvements and value for  
money efficiencies were approved by the Board and implemented.

*Median is the ‘middle’ 
value in a list of numbers
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Corporate Objective:

Improving Key Services 
During 2013/14 we have achieved the following:

Corporate Objective: 

Strengthening The Business
During 2013/14 we have achieved the following:

www.edenha.org.uk

“We saved 
£132,000 in 

interest for the 
financial year 

2013/14.”

Treasury Management:
A £3 million fixed term loan ended in June 2013, 
and was replaced with a variable rate loan at 
0.49% interest - saving £132,000 per annum.

We have a £10 million revolving loan facility* 
which is used to limit spare available cash to 
a maximum of £250,000 over the year. This 
reduces the cost of interest payments. Alston

Development Strategy:
4 new homes were built during the year – 
a further 27 new homes are anticipated for 
2014/15.

We build new homes as part of the 
Affordable Homes Programme, jointly 
funded by the Homes and Communities 
Agency and ourselves.

£250,000 additional external funding came 
from Cumbria County Council towards 
the cost of building the Mill Gardens Extra 
Care scheme in Kirkby Stephen.

Homes are built through a framework 
arrangement where contractors and 
pricing are pre-approved.

“27 – the 
number of 

new homes we 
plan to build 
next year” 

Low Hesket

Eden Independent Living: 
Customer growth: in 2013/14 we have increased the average 
number of new customers per month from 10 – 13 (30%)

Refining our costs: we are reducing the annual deficit 
year on year. At the current rate 
of growth, costs in 2014/15 are 
expected to be £24,000 reduced 
from a starting point of £70,000+.

£9,000 external funding secured 
for our Handyperson Service from 
Eden District Council and the 
Neighbourhood Care Initiative.

“We’re growing 
30% faster than 

last year and 
becoming more 
cost efficient” 

Independent  
Living Advisors

* A ‘revolving loan’ is where the borrower has the flexibility to decide how 
often they want to withdraw from the loan and at what time intervals.
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Corporate Objective: 

Strengthening The Business
During 2013/14 we have achieved the following:

Repairs and Maintenance savings:
In 2012 the Association secured a new responsive 
and empty property repair contract. During the full 
2013/14 year, this generated savings of 20%: that’s 
£184,000 per year.

We work in collaboration with other Cumbrian 
Housing Associations to save money on maintenance 
contracts for bathrooms, roofing, doors and windows. 
It saved over £20,000 in consultants’ tendering fees.

Making the most of our housing stock:
During 2013/14, we sold a property in Aldby – the £92,000 
is reserved for reinvestment in new development. 7 more 
properties are earmarked for future sale.

Managing Agent services:
£295,421 income was received 
for managing stock and providing 
services for other organisations. 
We aim to review costs next year.

“New repair contract achieves a 20% saving – that’s £184,000 per year”

“Disposal strategy results in capital for investment”
“Our return on assets 

improves year on year”
Return on Assets:

Since 2009/10 the return on assets from the net 
book value (NBV) of housing properties has improved 
from –1.51% in 2009/10 to 1.39% in 2013/14. During this 
period our NBV has risen from £66.899 million for 1,605 
homes to £75.486 million for 1,694 homes.

2013/14
£000’s

2012/13
£000’s

2011/12
£000’s

2010/11
£000’s

2009/10
£000’s

Suplus 1,047 544 417 -852 -1,010
Total assets 77,284 73,741 73,510 74,685 70,614

% return 1.35 0.74 0.57 -1.14 -1.43

Total assets less 
current liabilities 76,018 72,692 72,219 72,577 67,050

% return 1.38 0.75 0.58 -1.17 -1.51
Net book value (NBV) 
of housing properties 75,486 71,458 70,396 71,761 66,899

% return 1.39 0.76 0.59 -1.19 -1.51

annual report 2014

Our Repairs Team

Tebay
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Corporate Objective: 

Supporting and improving the health and 
well-being of residents and communities

During 2013/14 we have achieved the following:

Corporate Objective: 

Strengthening The Business
During 2013/14 we have achieved the following:

“144 tenants took up training opportunities in the year”

“81% of respondents rated our ASB service 
as brilliant or good during the year.”

Maximising tenant income:
We formed a partnership with Cumbria Law Centre 
(CLC) who offer FREE Welfare Benefits and Debt advice 
to our tenants and Eden Independent Living customers.  
It cost us £42,900 to provide  the service in 2013/14. 

Despite the implementation of the bedroom tax, rent 
arrears reduced from 1.47% in 2012/13 to 1.14% in 
2013/14; this is due to the close working with Eden District 
Council Housing Benefits Team and the Law Centre. 

We formed a partnership with the newly formed 
EdenSave Credit Union enabling our tenants to join with 
part funding from the Association.

Anti-Social Behaviour:

Community Investment: 
Our in-house Community Development (CD) Team and 
the Community Development budget cost £67,450 in 
2013/14. The team accessed £26,000 in grants which 
benefitted tenants and the wider community. Working 
in partnership with other organisations, they also 
accessed free training and support.

The CD team use an ‘evaluation tool’ to calculate the 
value of projects. We are refining this to roll out across 
the business.

144 tenants attended our Tenant Training Programme 
covering subjects from Gardening to First Aid and 
Car Maintenance. Much of the training was provided 
free by partner organisations like the Citizens Advice 
Bureau and Cumbria Fire and Rescue. Barnardo’s 
also provided a free crèche for some courses. 76% 
of attendees rated the training as brilliant, 24% 
rated it as good.

CLC opened 166 
full cases and 

offered advice to 
an additional 29 

customers

CLC have 
brought in 

£200,000+ for 
our tenants 

We have seen a 
£22,953 reduction 

in tenant rent 
arrears compared  

to 2012/13 

www.edenha.org.uk

Community Involvement in action
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Valuing our Staff:
We are a ‘Living Wage Employer’ which 
means that our minimum hourly rate is 
set above the national minimum wage, in 
line with recommendations made by the 
independent ‘Low Pay Commission’ based  
on the cost of living. 

Improving Operational Efficiency:
Operating mainly in Eden (the second largest 
and most sparsely populated district in 
England and Wales), we consider ourselves 
to be rural specialists. This does present 
significant geographical challenges. Despite 
this, in 2013/14 we reduced staff travel by 
approximately 14,000 miles (18%). This is an 
estimated saving of £10,000, taking into account 
time and mileage driven.

Corporate Objective: 

Valuing Our Staff 
During 2013/14 we have achieved the following:

Staff, Board and Tenant training to 
improve effectiveness:

The Housing Team attended a course on 
‘Managing Conflict Behaviours and Difficult 
Situations in Social Housing’. We plan to deliver 
this training to more staff next year.

Staff took up 261 training opportunities using 
external trainers and e-learning which is more 
cost effective. Staff survey results show 85% 
were happy with the training offered. 

Ten members of staff took part in our 
Leadership Development Programme delivered 
by a local training provider.

In-house finance training was provided for 
Board Members.

“Staff took up 261 training opportunities”

“Improving our efficiencies, our staff drove 
14,000 miles fewer miles this year”

“IIP Gold achieved November 2014”

annual report 2014

Meet our Housing Team

Recognising staff 

Staff Conference
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Corporate Objective: 

Valuing Our Staff 
During 2013/14 we have achieved the following:

Value For Money  
improvement objectives 2014/15: 

During 2014/15 we intend to:

Better understand the costs for different elements of our service  
- especially Anti-Social-Behaviour and our Management Services. 

Offer more services like Affordable Warmth, Financial Advice 
and Support and investment in the community - without 
increasing our costs.

Grow the Eden Independent Living service.

Complete the merger with Lowther and District Housing 
Association, which will achieve efficiencies and strengthen the 
business. The merger was completed on 1st December 2014.

Implement our organisational development strategy entitled ‘Discovering 
our Potential’. This involves developing our leaders, implementing our 
Customer Focus Strategy and working towards Investors In People Gold 
accreditation which has now been achieved.

Maximise the value of our assets by maximising loans on our 
properties, where it is financially sound to do so.

Implement our staff training and development programme.

Improve our ratings at the next Value for Money Internal Audit 
due to be carried out in March 2015; our aim is to move to 
‘reasonable’ or ‘substantial’ assurance.  

Take external advice on our Treasury Management Policy, our liability for 
Corporation Tax and VAT.

www.edenha.org.uk

Leadership Team Discovering our potential

Community Fun Day

Lowther Village

Affordable Warmth 
partnership 



We are a successful small independent provider 
of affordable homes with a rural focus.

We aim to be more than a landlord by supporting the 
sustainability and growth of rural and market town 
communities in Cumbria.

Eden Housing Association
Blain House, Bridge Lane,  

Penrith, Cumbria CA11 8QU

Tel: 01768 861400  
Email: enquiry@edenha.org.uk

www.edenha.org.uk
@EdenHousingUK

One Stop Shop for
Support Services:

0800 038 3161
or 01768 861468

www.edenindependentliving.org.uk

Our housing stock 
as at 31st March 
2014 = 1694*

Repairs Hotline:
0800 358 1401

or 01768 861434

This publication is also available in other languages and 
audio format. We will do what is reasonable to provide 
information in alternative formats on request, including 
tape, Braille, large print and translations. If we encounter 
difficulties meeting your request, we will discuss the best 
solution with you.

Registered Society Number: 28435R  
Homes & Communities Agency Registration No. L4140

annual report 2014

* Mill Gardens properties demolished to 
make way for new Extra Care Scheme.
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