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‘Owning our future’

OWNING OUR FUTURE
Our core mission
To be a good, trusted social landlord and employer
with a strong sense of place
As a good social landlord, we want to provide:
■■
■■
■■
■■
■■
■■
■■
■■

Long-term security of tenure
Homes to a minimum of the Decent Homes Standard
The right type of accommodation in sustainable locations
An effective repair service
Housing options guidance
Tenant support to maintain tenancies, independence and choice
Evidence-led, sound tenancy management
New developments to meet demand

We will also demonstrate:
■■
■■
■■
■■
■■
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Excellent governance
Long-term viability
Regulatory compliance
Accomplished and accountable performance
Effective cost management

Church Field Close,
Coniston

On a more positive note, we are
pleased to have signed up to the
National Housing Federation’s
5 Star Rural Plan. This aims
to secure more sustainable
investment for rural areas and
to ensure the challenges and
issues we encounter are not
overlooked.

The financial year 2017/18
witnessed the tragic events
at Grenfell Tower in London
that shocked and impacted
upon the affordable housing
sector and beyond.
In our rural heartland of
Eden, we have no high rise
blocks and none of our
buildings are clad with the
materials that so disastrously
combusted at Grenfell Tower.
Nevertheless, all things
related to keeping our
tenants, public and staff safe,
have been of great focus, and
we have invested time and
effort to ensure our systems
and processes are robust.

More affordable rented homes
are needed right across Cumbria
to ensure there are enough
places for the future workforce
to live. Given the ageing Eden
population, this is even more
vital, to keep our economy
thriving.
During the year we finished our
major organisation restructure
which began last year in
response to the Government’s
1% Rent Reduction Policy. The
review touched every area of
our business to identify savings
and efficiencies. It resulted in
the need to cut our employee
costs by 7%. Whilst this may
not seem a high percentage, it
presented a real challenge to
our relatively small organisation.
A year on, we have ensured that
we still have the right skills and
capacity to take the organisation
forward.

Appointing Jenny Everingham
to the role of Director of
Operations, completed the
new look Executive Team and
recruitment to other Senior
Management positions finalised
our leaner structure, bringing
great experience, expertise
and momentum to securing a
positive future.
Following a business review and
towards the end of the financial
year, we made the decision
to transfer our Independent
Living Service to a larger, more
specialist provider. Our aim was
to offer the greatest potential
for sustaining and strengthening
the service in the area for the
future. This transfer has created
more capacity to focus on our
core activity of developing,
letting and managing affordable
rented homes.
Finally, my period on the Board
of Eden Housing Association
ends at the September Annual
General Meeting. I have really
enjoyed chairing the Board and
supporting the great work done
by our team during the last 9
years. I wish my successor Beth
Furneaux, and the Association
every success in the future.
Henry Barker, Chair
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Neighbourhood working - a proactive approach
Our existing housing
team have incorporated
community value
activities into their day
to day work and now
have a more holistic
neighbourhood focus.
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During 2017 we achieved the
Chartered Institute of Housing
(CIH) Neighbourhood Working
accreditation, having worked
with a small number of other
housing associations from
around the country, looking at
good practice in this type of
management.
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We have developed individual
Neighbourhood Plans that cover
our distinct neighbourhoods,
based on a natural fit of market
towns, villages and other areas
where we have homes.
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This new way of working is
based on evidence gained
from listening, reporting and
monitoring and will help us be
more effective in targeting our
resources. We are becoming
more proactive (and less
reactive) to neighbourhood
issues and trust this will lead to
greater tenant satisfaction and
value for money.

Tenants’ feedback highlighted
they prefer a dedicated officer
they can contact - we now have
specific Neighbourhood Officers
in each of the areas we manage.

d
g
n
s
fixin
tting
lead
e-ha
4 R ndles, fi diators, nsion
,
ra
ha
ulbs
exte
ht b
ding phone
g
e
li
le
g
b
le
g te
-fittin
fittin
d re seats
n
,
a
ins
cing s, toilet
urta
epla
e
ils, c helves,
4 R pshad
,s
ain ra
lam
curt ictures
p
u
p
s
g
,
l rail
rors
uttin
en,
4 P nds, mir nd towe
gard a
a
bli
the
rails
s in tes, and
b
jo
grab
a
ll
sma arden g
l
g
oing
sefu
4 D tting on en tidy
lly u
ard
pu
g
ecia
ff
-o
, esp
rs
one
e
utt
ing g
lean
4 C Autumn
in
ne?
e do
gas
ot b
d to
ann
c
c
t
e te
onn
Wha
rk c
o
w
y
8 An
ng
steri
ht
es
heig
8 Pla
lianc
g at
app
orkin
ical
W
8
lectr
e
g
in
end
s
8M
pair
g re
ofin
8 Ro

There are numerous ways that
tenants can get involved in
shaping the service we deliver. If
you would like to find out more
please contact us on 01768
861400 and ask for a member of
the Neighbourhood Team.
andy

IL H

98-E

1310

ndd

aflet.i

n Le

Perso

1

Resident Involvement
During the year we worked with
the Tenant Participation Advisory
Service (TPAS) on training and
development of tenants and
residents who are members
of ECHO (our primary tenant
assembly) and our Scrutiny
Panel.

The aim is to ensure that
our tenant involvement and
scrutiny contributions remain
effective and value for money.
This training and engagement
will help inform the resident
involvement review we are
undertaking during 2018.

Our tenant representatives
continue to meet and exchange
experiences and benchmarks
through the Cumbria and North
Lancashire Tenants’ Forum.

Working in partnership - enhancing value for money
Cumbria Law Centre partnership
Last year, Cumbria Law Centre worked on 140 full cases. We invested £45,000 in this
strategic partnership with total gains for our households amounting to £780,105.
Total payments coming directly to EHA in the year were around £575,000.

Homeless prevention
Ahead of the introduction of the Homelessness Reduction Act in April 2018, the Association secured an
extension of its contract to deliver the statutory homeless service on behalf of Eden District Council.
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Our Handy Person Service, a partnership with Eden District Council and local
business One Call Services, continues to provide much needed support to
eligible people. The focus is on small repairs or jobs around the home and
garden and it doesn’t matter if the person is not a tenant of the Association.
Eligibility criteria is around supporting older people, people in receipt of
benefits, people living in a household with members who have a disability
or life limiting illness.
Customers are reassured that they are receiving a good job done at a
fair price, by a local trustworthy contractor.
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Support services highlights
As well as providing safe and secure accommodation
in our sheltered and extra care housing schemes, we
continue to deliver activities that aid healthy living,
independence and social inclusion.

Inter-scheme ‘Olympic’ Games
25 tenants from Mill Gardens, Sim Court and
Rampkin House took part in an event that was
massively enjoyed by the tenants and staff.

Inter-generation activity
We are always looking for collaborations to assist
with organising inter-generational activities. Last
year, our team successfully secured a grant and
partnered with Brough pre-school. The youngsters
made regular visits to our Mill Gardens extra care
scheme in Kirkby Stephen.

Sparkle with Markle
A number of schemes enjoyed celebratory tea’s
and garden parties to celebrate the royal wedding.
Feedback from these events was hugely positive.

Forging relationships with conversation
At Heysham Gardens, our extra care scheme in
Carlisle, we established a Story Telling and Themed
Conversation group. Recent topics include ‘First Love,’
‘The Railway’ and ‘Cycling.’ The group reminisce
and share stories which are written down to create
a memory archive. There have been some inspiring
conversations that sparked deep memories - especially
for those with poorer short term recollection.
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Brent Road, Penrith

During the year we completed twenty two
new affordable homes across three projects,
twenty for rent and two for low cost shared
ownership. Two of these small scale projects
(Brent Road and Sim Court, in Penrith) were
undertaken on former garage sites owned
by the Association. One had increasing antisocial behaviour issues, so these new homes
are a really positive outcome. The bungalows
enabled older people to downsize, freeing up
high demand family houses.
Jacobite Gardens, Clifton
Threlkeld development
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During the financial year our Board adopted
a revised Value for Money (VFM) Strategy
to take account of the Regulator for
Social Housing’s (RSH) new VFM Standard
introduced from April 2018.
Our VFM Strategy in simple terms is to make best
use of every pound we spend to:
■■
■■
■■

Goldington Drive, Appleby

Deliver more new affordable rented homes
Invest in our existing housing stock
Provide better services for our tenants

88% * of our tenants are more than satisfied
that the rent charged for their home by EHA
represents value for money (* survey of 229
respondents).

How do we compare? Our Cost Per Unit (CPU) comparisons
The table below highlights our
year on year performance and
shows real efficiency gains
compared to the previous year.
Some one-off costs were incurred
during 2016/17 due to our major
staff reorganisation.

Our comparison Peer Group is
made up of neighbouring, local
Cumbrian housing associations
Two Castles (as was), Impact and
South Lakes Housing plus two
others of similar size, one rural and
one urban (Axiom and Pierhead).

The end column shows the
national median (middle) taken
from the Annual Global Accounts
issued by the Regulator for Social
Housing , formerly Homes and
Communities Agency.

2016/17

2016/17

Peer Group
from HCA
Accounts

National
Median from
HCA Accounts

EHA 2017/18
Accounts

EHA 2016/17
on like for like
basis

Closing Housing Stock –
Social Housing units

1,980

1,812

Headline Social Housing
CPU

£2,712

£3,199

£3,763

£3,300

Management CPU

£988

£1,254

£1,046

£940

Service Charge CPU

£249

£247

£576

£370

Maintenance CPU

£819

£921

£922

£930

Major Repairs CPU

£375

£548

£922

£680

Cost Category

CPU: Cost per unit

_

_

FY: Financial Year

As a relatively small rural based organisation, delivering a locally based service across the large and sparsely
populated district of Eden, it is always a challenge to match national averages on CPU. However, our headline Social
Housing Cost Per Unit stands positive in comparison. We aim to continue reducing costs and absorbing inflationary
increases during the life of our new 3 year corporate plan.
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The vast majority of our income is from tenants’ rent.
As a Non-Profit, charitable organisation, we continue
to re-invest surpluses into managing, monitoring and
improving our existing stock as well as developing
new homes. However, our largest percentage spend
is paying interest on our loans. The weighted average
interest on our borrowings is 5.07%.

How our money is spent

18%

22.5%

Repairs and
Maintenance

Employee
costs

The average number of people employed during the
year equates to 55 full-time staff.

3.7%

For a full set of statutory accounts,
please call un on 01768 861400 or
visit our website www.edenha.org.uk

Insurance
and legal and
other housing
activities

15.2%

Depreciation

5.5%

12.2%

Independent Living,
Care, Support
and Community
Investment

22.9%

Management
& Governance

Interest on loans

Statement of Comprehensive Income 2018
Year ended
31 March 2018

Year ended
31 March 2017

£’000

£’000

Turnover

10,534

10,132

Operating expenditure

(6,801)

(7,132)

57

82

383

446

4,173

3,528

(2,074)

(2,169)

Increase in valuation of properties

1,602

1,925

Surplus before tax

3,702

3,284

Operating surplus as % of Turnover

41.9%

34.8%

Other income
Gain on disposal of fixed assets
Operating surplus
Interest and financing costs
10
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Lowther village

Church Field Close,
Coniston

Regulation - In November 2017, We
received confirmation from the Regulator
for Social Housing that we continue to be
compliant in meeting its standards around
governance and financial viability G1/ V2.

Average Weekly Rents of our General
Needs properties
Bedsit

£69.75

1 Bed 		 £81.72
2 Bed 			 £95.43
3 Bed 				 £105.66
The Crescent, Penrith

4 Bed 					 £122.97
Lonsdale Court bungalow,
Penrith

Supported & Housing for Older People*
Bedsit

£73.47

1 Bed		 £81.05
2 Bed			 £91.87
3 Bed				 £104.58
*A service charge is normally payable in
addition - to cover housing support
We continue to evidence strong performance on
current tenant arrears and rent loss due to empty
homes when compared with national averages. We
are not complacent and are already seeing changes
in demand that we will need to plan for.

Current tenant arrears at 31 March
Rent loss due to voids at 31 March
2018			 1.32%
2017
1.06%
				1.4%
12

2016						 1.7%
					 1.6%
2015		 1.18%
						 1.7%

2018

1.06%

2017
1.23%
							

4.4%

2016
0.89%
							

4.5%

2015
1.32%
							

4.6%

Eden HA

UK Average

Satisfaction levels:
Tenant Satisfaction

“Taking everything into account how satisfied
are you with the service provided by EHA?”
2017/18

2016/17

2015/16

Very satisfied

57%

53%

58%

Combined satisfaction

86%

84%

91%

Staff Satisfaction
A Staff Survey was conducted in December 2017. A response rate of 85% was achieved and
93% of staff said they would recommend the Association as a good employer to their friends and family.

Repairs and maintenance: Appointments

Service area of complaints: Repairs 12, Customer

Complaints: 33 complaints were reported and

The total number of complaints received is
tiny in the context of the number of contacts
and transactions we undertake each and every
working day.

are routinely made to carry out works at a time
convenient for our tenant. 6,510 repair and
maintenance jobs were completed throughout the
financial year. 1,016 were reported as emergencies
and our policy is to respond or attend where
necessary within 4 hours.

and Support Services 8, Anti-social behaviour 3,
Allocations 2, Rents and service charges 2, Tenancy
management 3, other 3.

fully resolved during the year. None escalated to
the final stage of our complaints process.

Compliments: April 2017 – March 2018
“Eden Housing came to my aid when I was
being evicted from my previous house. They
supported me and helped me every step of
the way. I now have a home for me and my
children that I can call my own thank you.”
“Love where I live. This has been the safest
place I have lived in 15 years. Cannot thank
Eden Housing enough.”

“I wish to thank you for the recent
improvements made to our kitchen. It has
made such a difference to us. Your workers
have the patience of a saint, I cannot speak
high enough of their professionalism, the
time and precision of their work, it was
unbelievable. Thank you very much.”
“I have just had new windows put in today. I
would just like to say thank you as they have
made a huge difference to every room. Also,
the guys who put them in were top class.”
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We are now in our 21st year
and our new 3 year Corporate
Plan, ‘Owning our Future’, sets
out our SMART objectives over
the life of the Plan. Our Board
continues to have ambition to
develop new homes, especially
in Eden.
We want to play our part in
supplying the affordable rented
homes needed to keep pace
with economic growth plans of
our local authority partners and
the demographics of our ageing
population, which is higher than the
national average in Cumbria.
Of course, being a good social
landlord is more than just
developing new homes. We aim to
continue investing properly in our
existing homes and specifically look
to improve the energy efficiency and
heating running costs of our stock.

Brent Road bungalows
Many of our rural properties are
not connected to the national gas
network which can limit options.
Our objective is to have no Band
E or lower rated homes by the
end of March 2021. Currently 340
properties require investment to
meet this.
Investment in technology is high
on our agenda, from ensuring we
mitigate the increasing threats from
cyber-attacks, to improving selfservice options for our tenants and
other customers.

It is important we evidence value
for money in all that we do. We plan
to continue cost reduction plans to
achieve an Operating Margin of at
least 33.3% each year.
None of this is possible without
dedicated and committed staff. We
are very fortunate in this regard
and we will continue to invest in
professional growth opportunities
and in our ‘one-team’ strategy.
We are always open to exploring
better ways to do things
and welcome forming new
collaborations in the year ahead.

Chair Succession
A Chair succession plan was agreed by Board at its
meeting in January 2018. Our current Chair, Henry
Barker, retires at the 2018 AGM under the 9-year rule.
Henry will be much missed when he leaves us, as was
Member, Simon Hunt when he resigned in March 2018.
We are fortunate to have been able to continue to

recruit highly skilled new Members in the appointments
of Beth Furneaux, Neil Hughes and Danny Roper.
Our Executive Team: The Board delegates the day
to day running of the Association to the Executive
Team who are skilfully and very ably supported by the
Management and staff across the organisation.

Chair’s Group: Fra Cooke, Beth Furneaux, Henry Barker
(Chair), Margery Manfield-Cooke

Executive Team: Jenny Everingham Director of
Operations, John Clasper Chief Executive, Kristina
Thrush Director of Finance & Corporate Resources
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Members of the Board (2018)
(Chair) Henry Barker:

Margery Manfield-Cooke:

Allan Dickson:

Appointed
January 2009
– Appointed
Chair 2011. In
depth knowledge
of housing and
community
issues and governance in
education. Experience in
Scrutiny and Governance, skilled
in ICT including social media.

Appointed
September 2010
– Appointed
Vice Chair
September 2015.
Extensive senior
level experience
with national registered
provider; skills/knowledge of
supported housing provision, HR
and strategic management.

Appointed
September
2011. 40 years
experience
in Housing
Building and
Environmental
Health in Local Government.
3 years experience in Project
Management and Consultancy in
private sector housing.

Peter Fletcher:

Ian Tupling:

Fra Cooke:

Appointed
September 2013.
Extensive senior
officer/board
experience in the
social housing
sector. Former
Director/owner of housing and
social care consultancy. Company
Director and Secretary of a
Community Development Trust.

Appointed
December
2014. Previous
Vice Chair of
Lowther &
District HA. Close
involvement
with Rural Housing provision
and issues. Secondary school
governor and visiting volunteer
for an alarm provider.

Appointed March
2015. Chair of
Audit & Risk
Management
Committee since
September 2015.
20+ years as Board
Member/Chair of commercial and
not for profit organisations. Focus on
strategy development, organisational
change and financial management .

Rev David Wood:

Bob Clark OBE:

Anne Cradock:

Appointed
January 2016.
Former dairyherdsman and
van driver, now
vicar of four
parishes in Eden.
Director of Eden Community
Alarms for 11 years - last two as
Chairman before a merger with
Eden Independent Living.

Appointed
January 2016.
Formerly CEO
of Cumbria
Rural Enterprise
Agency.
Extensive
knowledge of rural and
economic development and the
need for more businesses and
affordable housing.

Appointed July
2016. Former PE
teacher, lecturer
and consultant
working for 30+
years with disabled
people in sport.
ECHO member since 2010 (currently
Secretary). Member of EHA Scrutiny
panel 2012 – 2016. Community
representative in Kirkby Stephen.

Neil Hughes:

Beth Furneaux:

Danny Roper:

Appointed July
2017. EHA tenant
and previous EHA
Board Member
(2002-2011). A
Cumbria County
Councillor. 2015
- 2017 Chair of Cumbria’s Health
Scrutiny Committee. Member of
group that kept the 106 PenrithShap-Kendal bus service on the road.

Appointed
September
2017. Extensive
experience in the
social housing
sector, serving as
a former Cumbria
County Councillor, leading on
housing and Adult Social Care.
25 years working with people
experiencing homelessness.

Co-Opted
January 2018.
Local Chartered
Accountant
specialising in
Business Services
and Corporate
Tax. Has practical business
experience from helping out in
his family plumbing and heating
business.
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‘Owning our future’
We are a successful small independent provider of affordable
homes with a rural focus

Housing Stock:

1835

properties at
31 March 2018

We will do what is reasonable to provide information in alternative formats
on request. If we encounter difficulties meeting your request, we will
discuss the best solution with you.

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

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

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

@EdenHousingUK
EdenHousingUK

