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Eden Housing Association 
(EHA) 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).

Wider Leadership Team including John Clasper 
(Managing Director) and Kristina Thrush (Director of 
Finance & Corporate Resources).

Introducing our Leadership Teams:
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A warm welcome

Our theme for this year’s report is ‘Relationships Matter’
The year 2015/16 was unprecedented for providers of affordable and social 
housing for rent.
The proposed changes within the Welfare Reform and Work Bill, and Housing 
and Planning Act, will impact on our capacity and resources and challenge 
our ability to maintain the very high levels of service our tenants and 
residents have come to expect from us.
Of course change is all around us and it is a fact that new and more efficient 
ways of working are needed, and developing new partnerships and alliances 
with like-minded organisations is part of our future.
Our Board is more determined than ever to deliver on our core purpose:

 � To deliver a high quality, locally delivered housing service
 � Going beyond our landlord obligations with an investment in related 
services that are around sustaining the independence of people living in 
their own homes

 � To deliver new affordable housing to meet local need
Relationships are vital in our achievement of this.
In January 2016 we completed our merger with Eden Community Alarms 
(you can read a little more on this elsewhere in this report).  A great example 
of our two organisations coming together to sustain, strengthen and grow 
the range of practical support services available to residents and other 
customers to help them remain independent in their own homes.
We anticipate further investment in our relationships with others over the 
coming year.

Henry Barker - Chair John Clasper - Managing Director

Board members left to right: Anne Cradock, David Wood, 
Hugh Harrison, Henry Barker (Chair), Ian Tupling, Fra Cooke, 
Margery Manfield-Cooke. 
Inset: Peter Fletcher, Simon Hunt, Allan Dickson, Bob Clark
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Management Cost Per Managed Property  
Our management costs per unit in 2016 at £1,158 is above the UK average, but around 6% lower than 
our own costs in 2015 

Year UK Average Eden HA Rural HA Urban HA Cumbrian HA
2015 1,034 1,230 663 868 1,800 

2014 990 1,019 637 820 1,758 

2013 952 1,092 637 767 1,715 

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

Eden HA  deeply rural with an Independent Living Service
Cumbrian HA  traditional HA operating nearby
Urban HA  similar sized traditional HA operating in an urban area
Rural HA  traditional rural HA with an Independent Living Service

Operating Margin*
Our 2016 operating margin is 39%. This increase is the highest we have reported during the last 5 years indicating our 
focus on efficiency and ‘Value For Money’. Some large one-off expenditure on legal and pension contributions during 
2015 resulted in a lower operating margin in that year.

Year UK Average Eden HA Rural HA Urban HA Cumbrian HA
2015 28.3% 27.81% 24.4% 28.9% 21.0%

2014 26.5% 32.2% 23.8% 25.9% 20.6%

2013 25.9% 30.0% 22.1% 19.4% 16.0%

2012 23.4% 30.2% 21.2% 16.1% 13.6%

*Operating margin is the surplus available for investment after paying the costs of running the business (excluding interest).

Maintenance Cost Per Owned Property 
Our maintenance costs per unit in 2016 is £1,090. This is lower than in 2015 and in line with the UK average

Year UK Average Eden HA Rural HA Urban HA Cumbrian HA
2015 1,017 1,110 996 1,136 881

2014 1,234 983 972 1,603 895

2013 992 1,066 906 1,740 888

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

Our Board has set us a target of achieving a management  and maintenance cost per unit of £999 by March 2018

The percentage of our stock failing the Decent Homes Standard is higher than average because:
 � An outdated sheltered scheme at Alston needs refurbishment and we continue to explore options with Cumbria 

County Council and the Health Authority. We still invest in low cost improvements.
 � 24 properties transferred from Lowther and District Housing Association remain ‘non-decent’ against the standard. 

An investment programme is underway, together with selective sale of a few empty homes, to secure the provision of 
social and affordable rented homes and the continuing viability and sustainability of the village.  

How do we compare?
The following information compares our 
operational and financial performance 
against associations taken from the 
Homes & Communities Agency (HCA) 
publication ‘2015 Global Accounts of 
Housing Providers’. The 2016 report is not 
yet available.  We have also compared 
ourselves to similar size associations. 

www.edenha.org.uk
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How satisfied or dissatisfied are you with the service 
provided by EHA?* 

Tenant satisfaction continues at a high level with 
9 out of 10 tenants expressing positive levels of 
satisfaction. Overall satisfaction is down 2% but 
proportion of very satisfied remains strong.

 Oct-13 Oct-14 Oct-15
Combined Satisfaction 88% 93% 91%
Very Satisfied 57% 58% 58%
Fairly Satisfied 31% 35% 33%
Neither 7% 4% 3%
Fairly Dissatisfied 3% 1% 3%
Very Dissatisfied 3% 4% 3%

How satisfied or dissatisfied are you that your rent 
provides value for money?*  

Rents are due to reduce by 1% in each of the next 
4 years. This can be seen as good news for tenants, 
however, we will have to watch this closely as 
reduced income may impact on the standard of 
service we can deliver.

 Oct-13 Oct-14 Oct-15
Combined Satisfaction 81% 86% 84% 
Very Satisfied 48% 45% 46%
Fairly Satisfied 33% 40% 37%
Neither 6% 6% 10%
Fairly Dissatisfied 9% 6% 4%
Very Dissatisfied 4% 2% 2%

How satisfied/dissatisfied are you with the way EHA 
deals with repairs and maintenance?*
 Oct-13 Oct-14 Oct-15
Combined Satisfaction 84% 87% 90% 
Very Satisfied 55% 60% 56%
Fairly Satisfied 28% 27% 34%
Neither 7% 5% 2%
Fairly Dissatisfied 8% 5% 4%
Very Dissatisfied 2% 3% 3%

Mr C

Thanks for your support with the poly 
tunnel - this is a good team, I could not 

ask for better.

Our performance    and customer satisfaction

 � Our current tenant arrears at the end 
of March 2016 was 0.89%, our lowest 
end of year figure. Our collaboration 
with the Cumbria Law Centre has been 
important in working with and helping 
tenants in debt, maximise their 
disposable income and assist with 
budgeting priorities.

 � Our rent loss due to voids at 1.7% is 
greater than we have experienced 
in recent years. Holding properties 
empty following the floods of Storm 
Desmond for displaced households 
was a contributory factor. We expect 
to improve on this next year.

Year Uk Average Eden HA 
2015 4.6% 1.32%

2014 4.7% 1.14% 

2013 4.80% 1.5%

Rent Arrears

Rent Loss Due to Empty Homes
Year Uk Average Eden HA 
2015 1.70% 1.18%

2014 1.80% 1.17%

2013 1.70% 1.50%
annual report 2016

Mrs M

Eden Works are 
fantastic, great 

workmanship and 
very polite.  Special 

compliments to 
Paul whose work is 

always very tidy.

*Please note: due to rounding of figures not all  
 combined satisfaction totals 100%
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Ms S

I just wanted to say thank you for a top class 
service.  I have had two downstairs windows 

replaced.  Your man was polite, friendly, 
conscientious and a tidy worker.  What a 

superb job.  One very happy tenant.

Ms K

On behalf of all the residents, I would 
just like to thank you for provision of 
the barrier.  We are always quick to 

complain but slow to praise.  Thank you 
once again for all your efforts.

Ms D

Whenever I ring, 
everyone is always very 

helpful.

Our performance    and customer satisfaction

How satisfied/dissatisfied are you with the overall 
quality of your home?*

We spent around £2m last year in repairing and 
investing in our homes. We plan to continue to invest 
similar amounts in future years.

 Oct-13 Oct-14 Oct-15
Combined Satisfaction 86% 84% 86% 
Very Satisfied 53% 49% 49%
Fairly Satisfied 33% 35% 37%
Neither 4% 8% 7%
Fairly Dissatisfied 7% 6% 4%
Very Dissatisfied 4% 2% 3%How satisfied or dissatisfied are you with your 

neighbourhood as a place to live?*  

It is important that we are involved in matters 
affecting our neighbourhoods. We were actively 
involved last year in supporting residents to create 
and improve play areas in or near our homes.

 Oct-13 Oct-14 Oct-15
Combined Satisfaction 88% 87% 91% 
Very Satisfied 66% 62% 65%
Fairly Satisfied 22% 26% 26%
Neither 3% 5% 4%
Fairly Dissatisfied 5% 6% 4%
Very Dissatisfied 4% 2% 2%

How satisfied or dissatisfied are you that EHA listens to 
your views and acts upon them?*   

We would like to improve this rating. It is not always 
easy to reach agreement on everything. Occasionally 
this may be perceived as us not listening. We will 
work hard to explain our decisions and be as flexible 
as we are able, to reach agreement with customers.

 Oct-13 Oct-14 Oct-15
Combined Satisfaction 77% 80% 79% 
Very Satisfied 49% 49% 41%
Fairly Satisfied 28% 31% 38%
Neither 10% 9% 11%
Fairly Dissatisfied 9% 4% 6%
Very Dissatisfied 4% 7% 4%Mrs W

Thank you.  It is a very difficult time for 
me at the moment and I am finding it 
difficult to trust people.  You put me at 
ease from the start and are an excellent 
listener as well as advisor, that makes all 

the difference.
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Rural Housing – working with tenants in our   homes and communities
Proud tenant presents at PlaceShapers conference
In November 2015 one of our tenants, Ian 
Douthwaite, was invited to speak at the 
PlaceShapers National Housing and Health 
Conference in London. He was one of only 
four tenants across the country who spoke, 
contributing to the theme ‘Proud to be a 
tenant’. Ian made a real impact with his 
presentation and was also asked to be 
involved in National Housing Day. 

PlaceShapers is a network of more than 100 housing 
associations, who all share a community  focus and 
a commitment to put residents at the heart of what 
they do, principles that make them more than just 
a social landlord.  We are proud to be part of that 
network and it was great to see Ian speak.

Ian’s presentation captivated the audience who heard about his tenant history with our association. Ian, his wife 
and two children became tenants in 1999, having been made redundant from the pub he ran with his wife Pauline. 
With impending homelessness, the family contacted us and we found them a family home in Kirkby Thore. 

Ian worked as a freelance chef until his wife was diagnosed with a life changing illness affecting mobility.  Their two 
children had grown up and the family sized house was difficult to manage. EHA assisted in relocating Ian and his 
wife to a bungalow in Greystoke with an all-important garden. Ian has become his wife’s carer, but in 2011 he did 
find time to attend gardening training classes organised by the EHA Community Development Team.

Based at Newton Rigg, Ian was naturally green fingered 
and the college encouraged him to study a BTEC in 
Horticulture. He did fantastically well and even enjoyed 
work placement at Hugh Fearnley-Whittingstall’s River 
Cottage – the most famous of kitchen gardens.

Coming full circle, Ian now also helps EHA with 
gardening projects, encouraging others to get the 
green finger bug. As a thank you for speaking at the 
conference, we arranged for Ian to visit Kew Gardens  
– a visit high on his bucket list.

John Clasper EHA MD said “Ian’s story is a great 
example of how security of tenure and the right 
kind of support can make a world of difference. 
Ian and his family have been tenants for 16 
years and we have enjoyed a great landlord 
and tenant relationship, working alongside 
them as their needs have changed.”

annual report 2016
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Rural Housing – working with tenants in our   homes and communities
Appleby’s new residents celebrated during Rural Housing Week

We used Rural Housing Week in July as a 
platform to shine the spotlight on seven new 
affordable rural homes in Appleby. 
Rural Housing Week is focused on issues of 
affordable homes and aspirations for a living, working 
countryside. National census figures highlight that 
more than 1 in 5 of England’s population live in rural 
areas. Eden District is the least populated district in 
England, with just 25 people per sq. km – that makes 
us entirely rural.  

Appleby’s new ‘Orchard Place’ development from 
Story Homes is a mixed scheme of 142 dwellings, 

nineteen of which are designated as ‘affordable homes’ shared between ourselves and Two Castles Housing 
Association.  EHA acquired seven of these properties; a mix of two and three 
bedroomed homes offered in three phases and now all occupied by local 
families who appreciate the fact their homes are intermingled throughout the 
new development to help create a strong community feel.

Thomas and Kim Airey, their 12 year old son TJ and sheepdog Nell were the 
first to move in to their new home which has two bedrooms, a garden and off 
street parking.  Kim said “It’s like a dream come true. It’s everything I could 
have wanted and I already feel it’s my forever home.”

Kim works as a nursery nurse and Tom is a self-employed stonemason. In the 
past they’ve looked at buying a home, but because Tom is self-employed, 
getting a mortgage was difficult. 

There was a higher than normal demand for these homes, mainly because it is 
a new build that’s part of a mixed development. There was a local occupancy 
clause on the homes, which meant local families were given priority. All seven 
homes are now let.

Supporting residents during the floods
EHA is managing agent for Eden District 
Council’s Homeless and Housing Options 
Service in Eden. During the floods of 
December 2015 we were very involved 
in ensuring people had somewhere to 
live. The resilience of our community is 
such that of the 400+ homes flooded, 
only 37 cases came forward for help with 
rehousing.
We also assisted in re-housing non-EHA 
tenants who were flooded in the Carlisle 
area. Our own property portfolio suffered 
flood damage in Keswick, Appleby and 

Glenridding. We have now installed flood 
resilience measures:
Keswick:  5 properties were flooded but 
have had additional tanking and flood 
gates installed.
Appleby: 3 properties were flooded. We 
have provided floodgates and self-closing 
airbricks in respect of flood resilience 
measures.   
Glenridding: 5 properties suffered minimal 
flooding. We have supplied floodgates and 
installed additional drainage.
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Partnerships add value for money

Cumbria Housing Partners - saving made
Cumbria Housing Partners (CHP) is a member 
organisation of social landlords and local authorities 
working together and enabling their combined buying 
power to save time and money. It helps to secure 
better deals on materials and labour for repair and 
maintenance work on their properties. 
CHP is the only local procurement group for social 
housing landlords in Cumbria. As members of CHP we 
benefit from their frameworks. An independant review 
conducted by Ark Consultant found that collectively 
members of CHP made savings of £2.6m on their 
planned maintenance and a further £775,000 in time 
savings. 
Our proportion of these savings enable us to reinvest 
in our properties and communities.

Apprentices
CHP offers bursaries to encourage member organisations 
and contractors to take on apprentices. EHA received their 
support for one of our own apprentices and we continue 
to support our other apprentices, looking at other funding 
where available.

 

It’s been great to get such broad experience. It’s different every day. I work alongside 
customer advisors and one day a week with the repairs team. It’s all valuable business 
experience and I know it will stand me in good stead for the future. Brad Renwick

Cutting the cost of finance with Eden District Council
In 2015 Eden Housing Association successfully bid for a 
loan from Eden District Council’s Affordable Housing and 
Innovation Fund (AHIF).  
The emerging opportunity to convert the shop building 
at Pategill into four apartments, met the local authority’s 
criteria and as a result over £135,000 funding for the 
design and works involved was approved and a successful 
collaboration resulted. 
The empty shop at 
Pategill was beginning 
to attract anti-social 
behaviour and the 
investment in this 

housing scheme enabled this to be overcome. A much nicer appearance 
and environment has been re-established. At a cost of £242, 876, the 
property took 21 weeks to renovate from a shop to four homes, with 
tenants moving during December.
Letting these homes has also resulted in better use of our stock. A couple 
of our tenants have been able to downsize, releasing larger houses nearby 
that have been allocated to families in need.
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Cumbria Law Centre
Since 2013, we have partnered with the Cumbria 
Law Centre (CLC), an independent charity offering 
specialist legal advice and casework in housing, 
debt, welfare benefits and employment matters.   
Case workers and solicitors work two days each 
week, using EHA offices in Penrith as a base to meet 
tenants. As well as help with debt relief, the team 
will negotiate with creditors and provide budgeting 
advice.

This year, we organised drop in sessions with CLC 
to ensure tenants in more isolated rural areas were 
aware of the help available.

In the last twelve months the balance of caseloads has shifted from most work related to a mix of housing, welfare and 
debt advice. Now, most cases (over 80%) relate to welfare reform issues. 

This year our partnership with the Cumbria Law Centre has resulted in tenants 
benefitting by over £1/2 million. 

2015 – 16 results: 229 full cases, advice to a further 19. 17% increase in cases since last year. 

 � 9 housing cases

 � 39 debt / money advice cases

 � 180 welfare benefit cases (80%)

Brilliant! Can’t fault the 
service!  Even my other 
half talked to them and 
he won’t talk to anyone.  
They helped with our PIP 
appeal

Miss H, Penrith

Partnerships matter for community investment

Total gains 
for tenants: 

£586,682

Cost to  
provide service: 

£44,852 

There is positive news for EHA too:  Benchmarking statistics against other 
social housing providers indicates EHA continues to be well below the 
global average for ‘rent arrears’. 

Our annual current tenant arrears figure has been historically low, 
compared with other housing associations. We anticipated our arrears 
increasing as welfare reform changes were implemented. However, our 
investment in close working relationships with the Cumbria Law Centre 
and local housing benefit officers has enabled us to support financially 
hard-pressed tenants. Our year-end figure of 0.89% is a fantastic value for 
money result.

Pete Moran, Head of the Cumbria Law Centre said “Many social landlords 
offer support to their tenants in matters of debt, benefits and budgeting, 
but what is unique about this partnership is that EHA has chosen to work 
with an independent legal advice organisation. The arrangement also 
means tenants can speak to expert advisors whom they know will only 
ever act in their very best interests, will maintain their confidentiality and 
are fully audited by a legal practice accreditation scheme.”



...10

Rooted in our community, we believe in more than ‘just a landlord/tenant relationship’. We 
support families and young people in our communities as well as our older tenants in supported 
housing and extra care schemes. Our Community Development Team works in partnership to 
maximise the impact of our community support, to organise events and training.

PPM Ltd, the Cumbrian property maintenance 
company, has been providing day to day property 
maintenance service to Eden Housing Association 
(EHA) for three years. Keen to develop its 
investment in the community, PPM Ltd joined 
forces with EHA to develop an apprenticeship 
roadshow. This involved visiting Kirkby Stephen 
Grammar School to talk about apprenticeships 
with year ten and eleven students. 

This visit led PPM Ltd to consider how they could 
stimulate students to think more about their 
community and possibly discover a new range of 
job opportunities. Liaising with Sarah Bowman, our 
Community Development Officer and teacher Mrs 
Modlin, (also Careers Advisor for the school), they 
launched a creative project to design a PPM van 
bonnet. The results were outstanding and instead 
of one design winning – there were two chosen to 
go on the front of PPM Ltd vans.

Our project was nationally recognised by being short-
listed for a Tenant Participation Advisory Service 
(TPAS) award.

Partnerships and collaborations are making  a difference

Award shortlist

EHA represented Cumbria in a national 
award category that recognises excellence 
in engaging with contractors. It is the first 
time we have ever been nominated at 
the awards and were proud to be in the 
category that recognises excellence in 
engaging with contractors. 

Our shortlisted entry focused on 
the ‘Creative Van Art’ project 
with ‘Partnering in Property 
Management Ltd’ (PPM), 
Kirkby Stephen Grammar 
School (KSGS) and the 
Construction Industry 
Training Board (CITB). 

Case Study: Creative Van Art Project



Thanks to our regular partnerships – and some new 
ones, families from across Eden enjoyed a wide 
variety of activities at our Fun Day, including hook-a-
duck, tombola, designing a crown, jewellery making, 
trying some disability games, letting off steam on 
the bouncy castle and meeting the police and fire 
services. All activities were kept to £1 or less to 
ensure the best value for families, but also raising 
money for EHA’s nominated charity Hospice at Home 
Carlisle and North Lakeland. Total raised this year was 
£747.75.

New partnerships included ‘Ernies Shed’, Eden Valley 
Model Aero Club, Pete Osborn the wood turner 
who demonstrated making spinning tops for the 
children, plus the team from PACT (Penrith Action for 
Community Transition) who highlighted lots of really 
useful recycling ideas and Silverband Falconry.

Fun Day – working with local partners

Theatre by the Lake workshops
Heysham Gardens, in Carlisle, is one of our extra-care housing 
schemes for people who may be frail or vulnerable. 

‘Setting the Scene’ theatre workshops organised in partnership 
with Theatre by the Lake gave Heysham Gardens’ residents of all 
abilities an opportunity to stimulate their senses and get involved.

‘Setting the Scene’ was a series of five creative sessions designed 
to encourage people to share, create and connect with a blend 
of simple drama exercises, singing, music and movement, 
storytelling, crafts and conversation. 

Designed for participants and carers to enjoy together, 
activities were built around a theme and adapted to 
suit our residents needs. 

Residents talked about no longer being able to 
go away on holidays, so one session focused on 
‘something exotic’. They enjoyed a mix of dance, 
songs, colourful craft and chance to try or rediscover 
exotic fruits like papaya, dragon fruit and mango.

Feedback has been very positive, it was a 
chance to share new experiences and focused 
very much on what people can do, rather than 
the abilities they have lost. 

Our Tenants’ Training Programme delivered 8 
different courses across 10 different venues with 
over 150 attendees. Courses included: Get Growing, 
Bulbs & Blooms, Energy Health Checks, Good Taste 
(cooking), Car Maintenance, Heart Start. The current 
training programme also includes new partnerships: 

Partnerships and collaborations are making  a difference

It was friendly and well produced
Mr W, Carlisle

The longest I’ve stayed out of my flat
Mrs B, Carlisle
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Merger with ECA 
January marked a new beginning for services to 
support older people living in Eden. The merger 
of Eden Community Alarms (ECA) with Eden 
Housing Association (EHA) was completed in 
time to start the New Year under our brand 
‘Eden Independent Living’ (EIL). 

For months, a joint merger group of trustees and staff 
worked to ensure a seamless transition of services to 
customers, as well as working to refresh and rebrand 
the Eden Independent Living service and the former 
ECA offices at 12 St Andrew’s Churchyard in Penrith.  

Speaking on behalf of Eden Community Alarms, Chair 
David Wood said “The merger is a significant step 
forward in enabling the vulnerable people of this area 
to remain independent in their own homes for longer. 
A renewed and enlarged Eden Independent Living can 
take forward our work with confidence, not because 
it has the technology, but because it has the people at 
every level, who care about the needs of others. We 
are, as one observer remarked, a people organisation 
and it is the people who make the difference between 
providing an alarm and providing a service.”

The honour of officially cutting the ribbon fell to Lady 
Inglewood who was Patron of ECA for seven years; 
she said “The merger and change of name is a very 
positive thing – it makes it much clearer what we do.”

Good relationships bring growth and   new opportunities

Very pleasant lady who made the visits, 
very patient & understanding. I was treated 
with the utmost respect; a great pleasure.   

Mrs B.  Kirkoswald.

Mr G Penrith. Winton. 

When I had to use the alarm the  
service was fast & help arrived quickly.

annual report 2016
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“What has already been achieved since January is remarkable. We have developed as a stronger EIL service, with 
a team of staff and volunteers who really put customer needs at the heart of what they do. Working closely with 
other organisations, we are continuing with very valuable collaborations across the county. We are proud of 
the speed and effectiveness of the new NCIL emergency response service in North Cumbria and look forward to 
developing that further in the coming year.”

www.edenha.org.uk

Good relationships bring growth and   new opportunities

The transfer of the 
emergency response 
service was part of a 
carefully planned strategy 
to ensure all existing 
Riverside clients still have 
the option to access the 
service.

Over 80% transferred to our service.
Named North Cumbria Independent 
Living Service (NCIL), we began operating 
from offices at Heysham Gardens (our 
extra care scheme in Carlisle) on 1st June 
2016 and the team are reacting to a 
steady stream of call outs each day.

The NCIL Response car is fully 
equipped to deal with most emergency 
situations, with essential equipment like 
defibrillators, lifting cushions and first aid 
kits.

Development in North Cumbria
In May 2016, Carlisle’s Emergency Response Service 
provided by Riverside Careline closed. As we 
already operate a 24 hour response service in Eden, 
this was seen as an opportunity for us to step in 
and take over the emergency response service. 

With over 560 customers, EIL has 
continued to expand and now has a 
team of twenty – including 
EIL Support Advisors and 
volunteers. Existing care 
alarm,  home care, handy 
person and gardening 
services continue to 
grow. The shop has a 
new look, enabling 
the team to display 
and sell more Aids for 
Daily Living – and there are 
plans to launch a catalogue later in 
2016.

Growing numbers  
        growing business

Summing up the progress of the growing Independent Living services provided by the association, Henry Barker, 
EHA Chair said: 

Our team of volunteers
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Income and expenditure account for the year ended 31 March 2016

 2015/16 2014/15 2013/14 2012/13 
 £’000 £’000 £’000 £’000
Turnover (excluding grants) 9,869 9,350 9,408 9,546

Grant income 810 5,177 - -

Other income 146 577 90 74

Less: Cost of sales - (65) (361) (759)

Less: Operating costs (6,664) (7,475) (6,083) (5,971)

Operating surplus 4,161 7,564 3,054 2,890

Surplus/(deficit) on sale of fixed assets 521 (177) 196 13

Less: Net interest costs (2,050) (2,029) (2,205) (2,359)

Decrease/(increase) in property valuations (10,180)  102 - -

(Deficit)/surplus for year (before tax) (7,548) 5,460 1,045 544

Operating Margin % 38% 50% 32% 30%

Operating Margin % (excluding grant income) 34% 24% 32% 30%

How we’ve spent our money

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

28%
Interest on loans

7%
Management 

and Governance

2%  
Non-staff costs  
like insurance  
and legal

29%  
Responsive Repairs 
and Planned 
Maintenance

7%  
Care, Support 

and Community 
Investment

27% 
Employee 
costs (mainly 
salaries)
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A deficit has been reported for the year due to the 
downwards revaluation of our housing properties. 
Housing properties are valued each year by an 
independent assessor and this year property values 
have fallen, the forecast reduction in future rental 
income from the government rent reduction policy, 
having a significant impact on the valuation of our 
properties.

Changes to accounting legislation have also 
impacted on the financial results of the company, 
grant income now included within turnover. 
Allowing for this change you can see that our 
operating surplus of 34% is the highest we have 
reported over the last 5 years, indicating our 
continued focus on improving efficiency and ‘Value 
for Money’, whilst still achieving high levels of tenant 
satisfaction.
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Maintaining people’s independence in 
their own home: In the last few years we have 
seen a significant increase in people and households 
presenting to us with multiple and complex needs. 
The money and other resources we invest in our 
added value work will increasingly be focused on this 
objective.

Strategic Relationships: We will explore potential 
partnerships with like-minded organisations in order to 
discover what we can do better together, rather than 
on our own, where this will achieve our core purpose.

Reviewing our assets: During the last 12 
months we have voluntarily sold 6 empty homes that 
could not be repaired or improved at a reasonable 
cost.  The capital receipt from these sales will be re-
invested in our homes and services.  We intend to 
continue this approach.

Staffing structure and offices: We are 
reviewing our staffing structure and will reduce our 
ongoing annual employee costs by around 7%.  We 
will do this by increasing efficiency and productivity 
through implementation of our ‘one team’ approach.  
We have plans to review our office requirements and 
see if we can make better use of these.

Looking to the future  

www.edenha.org.uk

Evidencing Value for Money is increasingly important in these financially constrained times.

Our plans in the next 12 months to demonstrate our commitment to this, include:



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.

One Stop Shop for Support Services:
01768 890657   www.eil.org.uk

12 St Andrew’s Churchyard, Penrith, Cumbria CA11 7YE

Our housing stock 
as at 31st March 
2016 = 1818

Eden Housing Association
Blain House, Bridge Lane, Penrith, Cumbria CA11 8QU

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

www.edenha.org.uk
@EdenHousingUK

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 under the Co-operative and Community Benefit Societies 
Act 2014 and an exempt charity Number: 28435R  
Homes & Communities Agency Registration No. L4140

Maryport 9

Keswick 8

Coniston/Satterthwaite 18

Tebay 34
Kirkby Stephen 55

Brough 21Shap 59
Appleby 71

Penrith 824
Threlkeld 15

Rural Eden 492
Hesket Newmarket 5

Alston Moor 109

Rural Carlisle 18
Carlisle 80

Emergency Response in North Cumbria: 
01228 580909   www.cil.org.uk

Heysham Gardens, Carlisle, Cumbria CA2 7RN


