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It has been another successful and productive 
year for the Association - despite operating 
within a context of many challenges and 
uncertainties. These include Brexit, ensuring 
compliance with General Data Protection 
Regulations (GDPR) and the third year of the 
Government’s Rent Reduction Policy which 
restricts our rental income.

Over the past year, we have invested in 
strengthening evidence that we meet our health 
and safety obligations. This is naturally a top 
priority for our tenants, and we will be ready for 
new fire safety requirements coming out of the 
Dame Judith Hackitt review, which was set up 
following the Grenfell fire tragedy.

During the year we published our new Corporate 
Plan, Owning our Future. It reaffirms our mission 
to be a good, trusted social landlord and employer 
with a strong sense of place. We pride ourselves on 
providing good, safe, affordable accommodation 
and aim to support tenants, enabling long term 
security of tenure, independence and choice.

Our Board is committed to improving services and 
our offer to tenants in Eden and rural Cumbria. 
Mindful of this, we explored a possible merger with 
another local, independent Housing Association. 
However, after initial discussions, both Boards 
agreed there was insufficient benefit when 
compared with the likely distraction and disruption 
to services, so they agreed not to proceed further. 

Last summer, our work successfully passed the 
test of an In-Depth Assessment, conducted by the 
Regulator for Social Housing (RSH). The assessment 
rates the effectiveness of the Association’s 
governance (G) and the depth of our financial 
viability (V). We were pleased with the outcome 
G1/ V2 which, as expected, was unchanged from 
previous grades. The Association therefore remains 
fully compliant in the eyes of the Regulator.  

We hope you enjoy reading our Annual Report, 
sharing some of our stories and performance from 
the last year. 

Our Board  

An introduction from our Chair and Chief Executive

At our Annual General Meeting in September 
2018, Beth Furneaux was elected Chair.  We 
send our thanks to retiring Chair - Henry 
Barker and to Anne Cradock who resigned 
from the Board in 2018. They made great 
contributions to our work over many years. 

We continue to be fortunate, attracting highly 
skilled voluntary, unpaid Board Members and are 
pleased that Danny Roper, a Partner in a local 
accountancy firm and Amyn Fazal, retired Chief 
Executive of Penrith Building Society, were both 
elected to the Board in September 2018. (All are 
featured on the back cover).

Our Board  

An introduction from our Chair and Chief Executive

John Clasper 
Chief Executive

Beth Furneaux
Chair
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Tenancies starting any day
Our tenants value the long-term security 
of tenancy we offer. In March 2019, 
we introduced new tenancies that can 
start any day of the week – not just on a 
Monday.  Within 2 months of this new 
policy, we gained an additional 63 day’s 
worth of rent that would not normally be 
recovered, and we’ve provided greater 
choice and convenience for new tenants 
moving in.

Viewpoint – entering the digital age

During the year we surveyed tenants 
to find out their preferences for 
receiving our Viewpoint newsletter in 
the future.  A previous survey revealed 
89% of our tenants use the internet 
and 76% have communicated with us via 
email. Following the survey and support 
for a digital format, we launched our new 
digital edition in April 2019. 

EAC Bronze Awards
Two of our assisted living schemes gained recognition at the 
Elderly Accommodation Counsel (EAC) Awards Ceremony. 

The awards celebrate the best specialist housing for older 
people and aims to help shape the future of housing in later life.

Improving influence and choice for tenants 
ECHO turns 21
Eden Community Homes and Organisations (ECHO) is the united 
voice of tenants, residents and other customers of the Association. 

ECHO celebrated its 21st birthday, and alongside our Scrutiny Panel 
forms the core of our involved tenant and resident offer. 

Last year, involved tenants, supported by the Tenant Participation 
Advisory Service (TPAS), were at the heart of influencing our new 
customer strategy and our tenant involvement policy introduced in 
November 2018. The Association has always had tenants serving on 
the Board and this continues. This timely review ensures we keep 
demonstrating our commitment to involving tenants. We’re also well 
placed to meet any new regulatory requirements likely to come from 
revision of the Regulator for Social Housing’s consumer standards.

“We were delighted that 
residents thought enough of 

the Association’s service to take 
it upon themselves to make a 

nomination” 

Improving influence and choice for tenants 

John Clasper with Hugh Harrison

Heysham Gardens tenants and The Crescent tenants receive the awards

Viewpoint – entering the digital age

the future.  A previous survey revealed 

and 76% have communicated with us via 
email. Following the survey and support 
for a digital format, we launched our new 
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Cumbria Law Centre

We have now collaborated with Cumbria Law 
Centre for over six years. Our tenants can 
access specialist advice and representation 
in matters relating to housing, debt, 
employment and welfare benefits. This has 
proven valuable to tenants during the roll out 
of Universal Credit.

Last year we spent £64,750 on this 
collaboration. Through the year, 117 cases 
were completed, generating savings of 
£1,036,359 for our tenants. Of this sum, 
£592,545 came directly to the Association to 
cover rent costs.

Pete Moran, Head of Cumbria Law Centre: 
“It has been a privilege to be involved with 
this excellent collaboration. Eden Housing 
Association has been very progressive in 
its thinking and its tenants have benefitted 
greatly from this.“

Avoiding Evictions
Evictions are an absolute last resort and we are 
saddened when our collaborative efforts fail to prevent 
this happening. 

It is almost three years since we have evicted anyone 
on the grounds of rent arrears. Despite best efforts, 
two evictions took place during the year because of 
rent arrears. This is clearly two, too many, so we will 
continue to do everything possible to prevent evictions. 

Homelessness prevention & housing options

We carry out a homelessness prevention and housing 
options service on behalf of Eden District Council. 

During the year, our team successfully prevented or 
relieved homelessness in 72% of the 172 instances 
where a duty was owed. 29 of these cases were 
provided with long term security of tenure in Eden 
Housing Association accommodation.

The end of a private rented tenancy remains the most 
common reason for people leaving their last settled 
accommodation - accounting for 23% of all cases. 

Domestic abuse is also a prevalent factor in cases 
presenting as homeless, accounting for over 10% of 
all cases. 

Our team, funded with help from Cumbria County 
Council, provide speedy, intensive and tailored housing 
related support and choices to people facing such 
circumstances. 

Helping underpin sustainable tenancies

“We believe the business case 
is clear too, since for every £1 

spent on the service, around £8 is 
returned to clients and therefore in 

circulation locally”

Helping underpin sustainable tenancies
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Providing Value 

Upper Eden Foodbank 
Collaborating with the Upper Eden 
Foodbank, we are a distribution point 
for helping to deliver parcels across the 
area. Over the last year the Association 
supported this cause in the distribution 
of food parcels to 365 people.

Repairs and maintenance contract
During the year we re-tendered our Responsive and 
Void Maintenance Contract. We collaborated with 
neighbouring Castles and Coasts Housing Association, 
to increase the volumes of work tendered. Our 
Tenants’ Scrutiny Panel were involved in the selection 
process and we appointed local contractors Top Notch 
and PPM Ltd in November 2018. This new deal is 
estimated to potentially save us up to £150k a year, 
based on a like for like, average basket of jobs.

Inter-Generational ‘Mini Olympics’
Last year, Channel 4’s “Old people’s home for four-year 
olds”, brought together the very young and the very old, to 
scientifically prove that these two generations can transform 
the physical, social and emotional wellbeing of the older 
residents for the better.

Over many years, we have regularly worked to open our 
assisted living schemes to the local communities. This year, 
children from Brough pre-school visited Mill Gardens in 
Kirkby Stephen, to raise awareness of the benefits and to 
challenge each other to some mini Olympic fun and games.   

Providing Value 

365 
food parcels  
distributed
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Rooted in Rural Eden and Cumbria

Transfer of Independent Living Service
During the previous year following a review of our 
Independent Living Service, it was concluded that the 
Association could not achieve a sustainable financial 
model and could no longer look to provide this service 
in the future. 

Our objectives of finding a business partner that 
could secure the vital community alarm services for 
customers and employment for our staff was finally 

achieved after a long and 
detailed process. We 
were pleased to be able 
to successfully transfer 
this part of our business 
to Welbeing, part of 
Doro AB in June 2018, 
enabling this vital support 
service to continue under 
a respected and expert 
company.

Rooted in Rural Eden and Cumbria
Partnerships

In addition to operating the homeless 
prevention and housing options 
service on behalf of Eden District 
Council, we continue to support the 
work of other organisations across 
Eden and Cumbria.

Our role as Managing Agent for Mitre 
Housing Association has been longstanding and fruitful 
for both. During the year, we supported Mitre in its 
development of ten new affordable homes to rent in 

Coniston and also helped them work through issues 
involving rehousing residents from a scheme in 
Allonby, where the building is beyond economic repair.

We continue to provide 
support to Lyvennet 
Community Trust in its 
management of 12 social 
housing homes in Crosby 
Ravensworth.

Charitable contribution
our staff arranged and got involved in simple 
activities such as dress down days and office bake 
off’s as well as joining more strenuous walking 
groups to raise funds for the local Hospice at Home 
and MacMillan Cancer Research charities. 

“Money raised for charity this year 
was equivalent to £25 donated from 

every member of staff”

Period Poverty North Cumbria (PPNC)
Period poverty means not being able to afford sanitary 
products.  PPNC is a group of volunteers formed 
in June 2018 after discovering that period poverty 
was happening in our local communities.

The aim of the project is to allow girls and 
women struggling to get appropriate sanitary products, 
to have access to sanitary protection with dignity and 
respect through community-based services and agencies. 
The Association became one of around 57 collection 
points in Carlisle & Eden for Period Poverty Cumbria. 
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Trusted employer
Our People 
We could not do anything without our skilled and 
committed staff. We have a system of Personal 
Development Reviews in place and invest in teamworking 
and leadership development across our business.  

We employ around 70 people, many in 
part-time positions, which equates to 
around 54 full time equivalent roles.

“91% of staff responding, said they would recommend 
Eden Housing Association as a good place to work”

Employee Relations
We aim to keep our employees informed and 
engaged on all matters affecting them and on the 
progress of the Association.  This is carried out 
in several ways, including formal and informal 
briefings and meetings.

Annual staff survey: Our latest survey was 
independently carried out in December 2018.  
The response rate was just short of 90% and we 
were pleased to hear that:

Trusted employer

and leadership development across our business.  

Our Executive Team 
included here are John 
Clasper Chief Executive 
(top right), Jenny 
Everingham Director of 
Operations (bottom right),  
Kristina Thrush Director 
of Finance & Corporate 
Resources (top right inset)

Our Management Team:
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Performance 

Key Statistics - how we measure up
Our Board monitors performance against a suite 
of key metrics (statistics). The following table 
demonstrates how we have performed during 
2018/19 against some of these metrics with 
comparison against prior year results, our peers 
and the sector average.

Generally, we compare well with the sector and 
against our peers, however the proportion of debt 
being carried relative to our size means we are 
more highly geared than the sector generally.  

*In 2014/15 we selected a group of organisations to use as our benchmarking peer group (ie Axiom HA Ltd, 
Impact HA Ltd, Pierhead HA Ltd and South Lakes Housing).  They were chosen because of their similar size 
and/or primary location. Retaining this reference group allows consistency of comparison over time. 

Performance 

204 
lettings made 

through the year

 

2018/19 2018/19 2017/18 2017/18 2017/18

EHA 
Actual

EHA 
Target

EHA 
Actual

Housing 
Association 

Average

* Peer 
Group 

Average
Reinvestment % 3.6% 6.9% 5.3% 6.0% 5.0%
New social homes % 0.8% 0.6% 1.0% 1.2% 0.6%
New social homes units 14 11 19 84 17
Gearing (borrowing ratio) 56.7% 62.3% 61.9% 42.9% 33.4%
Total Cost Per Unit £2,673 £3,294 £2,638 £3,360 £4,236
Operating Margin (Social 
Housing Lettings) 37.8% 29.6% 38.9% 32.1% 32.6%

Return On Capital Employed 5.4% 4.1% 6.2% 4.1% 3.4%

Management Cost per Unit £991 £1,119 £988 £974 £1,298

% of Rent Debit Collected 102.2% 98.0% 97.5% n/a n/a
% of Void Rent Loss 1.51% 1.20% 1.27% n/a n/a
% of tenants would 
recommend EHA to family 
and friends

97.2% 90.0%
Introduced 
from April 

2018
n/a n/a

Affordable rented homes demand
Demand for social rented housing in Eden 
continues to be high. At the end of the year, 
1075 applicant households were registered 
for housing in Eden.
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Financial Accounts 

Statement of Comprehensive Income 2019

The Board explored (but decided against) refinancing 
and taking on further debt on value for money grounds, 
so as not to expose the Association to substantial 
greater risk for only a modest higher return, in the 
number of new homes that could be built. 

Our new financial business 
plan allows new development 
to continue, whilst we have 
locked down our borrowing 
at peak debt and are agreeing 
a repayment profile with our 
funders. Our Board is keeping 
under review the optimum time 
to refinance.

Financial performance in most 
areas have exceeded our targets 
though our rent loss due to 
voids has presented more of a 
challenge this year. 

A combination of difficult to 
let properties and inconsistent 
contractor performance leading 
up to the new contract resulted 
in a loss over budget. There 
has been a keen focus on 
this in recent months and an 
improvement should be seen in 
the year ahead.

2.6%
Care, Support, 

Independent Living & 
Community Investment

6.1%
Service 
charge 

costs

19.6%
Responsive 

Repairs & Planned 
Maintenance

6.5%  
Other

23.3%  
Management & 
Governance (inc 
Employee costs & 
other overheads)

23.4% 
Interest & 

Loans

23.4% 
Interest & 

Loans

Other 6.1%

19.6%

Y/E 31/3/19 Y/E 31/3/18

 £’000 £’000

Turnover 10,193 10,534

Operating expenditure (6,511) (6,801)

Other income 85 57

Gain on disposal of fixed assets 373 383

Operating surplus 4,140 4,173

Interest and financing costs (1,991) (2,074)

Increase in valuation of properties 2,690 1,582

Surplus before tax 4,934 3,702

Total Comprehensive Income 4,514 3,843

How our money is spent

Financial Accounts 

 

2018/19 2018/19 2017/18 2017/18 2017/18

EHA 
Actual

EHA 
Target

EHA 
Actual

Housing 
Association 

Average

* Peer 
Group 

Average
Reinvestment % 3.6% 6.9% 5.3% 6.0% 5.0%
New social homes % 0.8% 0.6% 1.0% 1.2% 0.6%
New social homes units 14 11 19 84 17
Gearing (borrowing ratio) 56.7% 62.3% 61.9% 42.9% 33.4%
Total Cost Per Unit £2,673 £3,294 £2,638 £3,360 £4,236
Operating Margin (Social 
Housing Lettings) 37.8% 29.6% 38.9% 32.1% 32.6%

Return On Capital Employed 5.4% 4.1% 6.2% 4.1% 3.4%

Management Cost per Unit £991 £1,119 £988 £974 £1,298

% of Rent Debit Collected 102.2% 98.0% 97.5% n/a n/a
% of Void Rent Loss 1.51% 1.20% 1.27% n/a n/a
% of tenants would 
recommend EHA to family 
and friends

97.2% 90.0%
Introduced 
from April 

2018
n/a n/a

18.5%
Depreciation

Our Statutory Accounts summary show healthy year on year surpluses being generated which are reinvested 
back into meeting tenant priorities and business objectives. A full set is available at www.edenha.org.uk
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New rented homes – 14 completed this year:
Nightingale Terrace Penrith. Three bungalows were built 
on our own land – it was previously a block of underused and 
unsightly garages. The tenants moving in have released family sized 
accommodation elsewhere. 

The Fairways, Penrith. Four properties were bought direct 
from Story Homes - a local constructor.

Spring Close, Threlkeld. Featured on our cover, seven new 
affordable houses were completed in the Lake District National affordable houses were completed in the Lake District National 
Park Planning (LDNP) Authority area. The properties  are occupied 
by people with a local connection and a housing need.     

Building and investing: the right homes, in the right places

Maintaining existing homes
During the year, we invested over £2m to maintain During the year, we invested over £2m to maintain 
our existing properties. Work carried out included:our existing properties. Work carried out included:

£1m + on routine, voids maintenance and 
adaptations 

Cyclical painting of 325 homes

51 replacement heating systems installed

7 bathroom replacements

74 properties had new windows installed

Contract to replace 30 roofs 

13 new kitchens installed

Warm Homes Fund
Working with manufacturer Daiken 
we secured Warm Homes Fund 
grant of £350,000. This will 
help us fund a programme to 
install 100 air source heat pump 
heating systems to improve energy 
efficiency. 

Building and investing: the right homes, in the right places

New rented homes – 14 completed this year:

Kitchen after renovation

Nightingale Terrace
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Preparing for new affordable rented homes in Eden

Looking to the future

Preparing for new affordable rented homes in Eden

Looking to the future

We look forward to the changes likely to come from 
the Green Paper, A New Deal for Social Housing 
and we have signed up to the National Housing 
Federation’s Together with Tenants campaign. It is 
expected that a new tenants charter will emerge that 
can hopefully also help begin to address the stigma 
that is still faced by tenants in renting social housing.

Our new Chair and Board is working on a clear line of Our new Chair and Board is working on a clear line of 
sight to understand tenant views and what tenants 
really value in order that it is this that drives what the really value in order that it is this that drives what the 
Association does in the next few years.

We are pleased that the Government’s Rent Reduction We are pleased that the Government’s Rent Reduction 
policy is coming to an end in 2020 and it is imperative policy is coming to an end in 2020 and it is imperative 
that the income received from the return of rent 
increases is aligned with effective use of resources to increases is aligned with effective use of resources to 
deliver on tenants’ priorities.

It is planned to undertake a strategic review of our stock It is planned to undertake a strategic review of our stock 
to ensure we are squeezing the very best performance to ensure we are squeezing the very best performance 
from it. We are likely to continue to have limited 
resources and it is really important that we think and 
act creatively to generate capacity from within as 
well as working with partners on wider strategic 
agendas such as fuel poverty and social isolation.

More attention needs to be given to our environmental 
impact and understanding how we can do this most 
effectively will be a priority for us in the short term.

By this time next year, we expect that our investment 
in technology will have led to improved efficiency but 
a success measure to judge us on will be the operating 
of self-appointed repairs, where tenants will be able to 
report repairs on-line.

1836 
Housing stock 
as at 31-3-19

The building of new 
affordable rented 
homes are underway 
for completion during 
2019/20 at William 
Street in Penrith and 
also in Plumpton.

Plumpton

Penrith
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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.

Registered Society under the Co-operative and Community Benefit Societies 
Act 2014 and an exempt charity Number: 28435R 
Regulator for Social Housing Registration No. L4140

Eden Housing Association
Blain House, Bridge Lane, Penrith,  

Cumbria CA11 8QU

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

www.edenha.org.uk

            @EdenHousingUK

         EdenHousingUK         

            @EdenHousingUK

Our Voluntary Board and Committee MembersOur Voluntary Board and Committee Members

Allan Dickson:
Appointed 2011 

(Chair) Beth 
Furneaux:  

Appointed 2017 

(Vice Chair)
Margery 

Manfield-Cooke: 
Appointed 2010

(Chair Audit 
Committee)  
Fra Cooke: 

Appointed 2015 

Peter Fletcher: 
Appointed 2013

Ian Tupling:
Appointed 2014 

Rev David Wood:  
Appointed 2016 

Bob Clark OBE: 
Appointed 2016 

Rebecca White: 
Co-opted Audit 

Committee 2017

Neil Hughes: 
Appointed 2017 

Danny Roper: 
Appointed 2018 

Amyn Fazal: 
Appointed 2018




