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An Introduction from our Chair and Chief Executive

It has been another extremely busy and productive 
year for the Association. The uncertainty and 
preparations for and around Brexit, with the 
reduced income from the fourth and final year of 
the Government’s Rent Reduction Policy, presented 
reasonable challenge. However, the unforeseen 
and unprecedented impact of the Covid-19 
pandemic in the final month of the financial year 
placed even those into a greater context.

It is unfortunate that much needed housing change 
discussed during a Social Housing Green Paper did 
not materialise through the year. The response 
required to the pandemic may now understandably 
push this back further. However, and on a positive 
note, it is widely recognised that building new and 
investing in improving the energy efficiency and 
decarbonisation of existing homes can significantly 
boost the economic recovery that will be necessary. 

The housing association sector appears to have 
been less directly negatively impacted in terms of 
long-term viability. Finding and providing temporary 
shelter for people without a place to call home is 
one of the short-term positives to take. Hopefully 
this can become baked into what we can expect 
going forward.

The National Housing Federation’s Together with 
Tenants project has been temporarily paused; 
however, we remain absolutely committed to 
working with and engaging our tenants as we slowly 
and safely emerge from lockdown and transform to 
a new normal.

We trust you will enjoy reviewing with us the 
highlights from our work over the last year.

John Clasper 
Chief Executive

Beth Furneaux 
Chair

Board Changes

The past year has seen a number of changes. 
Resignations were received from Amyn Fazal 
and David Wood, whilst our Vice Chair, Margery 
Manfield-Cooke retired under the 9-year rule. 
We thank all of these former Members for their 
contribution to the Association over many years.

Charlotte Quinn, Paul Foote and Rebecca White 
were elected to the Board in September 2019. 
We are delighted to be able to recruit high calibre, 
expert people willing to give up their time without 
payment.
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Together with Tenants

Scrutiny of Our Work
Our Scrutiny Panel acts as the Association’s ‘critical friend’ - reviewing services and recommending improvements. 
This year, the panel has reviewed service charges, and the Association’s empty property process.

Service charges - We spend over £75,000 every year on services like grass 
cutting, cleaning & lighting, in situations where the tenants who benefit do 
not pay anything towards the costs. 

After looking at the financial information, case law, policies and visiting 
some affected sites, the Panel recommended service charges are brought 
in for new tenancies where appropriate, to reduce financial losses. 

Empty property processes - The Panel inspected a number of empty 
properties before and after repair work. They also reviewed policy 
documentation and carried out a survey of new tenants. 

The Panel’s recommendations on our clear, clean, safe process have led to 
savings of around £100 on each empty property. 

Due to COVID-19, the Panel is now meeting virtually. 

A Message from our Scrutiny Chair
The work of the Panel is varied and interesting and can make a real difference to 
the services tenants receive from our landlord, Eden Housing Association.

As a Panel member you will be eligible for training which can assist with growing 
skills and knowledge, along with personal self-development.

We want to be flexible around how tenants engage and become part of the Panel, 
and this can be done in various different ways to suit you.

Please do get in touch with our Engagement and Insight Officer, Jenny Webb (right) 
on 01768 861400 if you are interested. We would love you to get involved!

David Croft, Chair EHA Scrutiny Panel

Jenny Webb
Engagement and 

Insight Officer

ECHO - End of an Era
Earlier in the year we saw the final meeting of ECHO. The tenants’ and residents’ assembly has been around 
in one form or another since before EHA became a new landlord in 1997. 

Member numbers had been reducing over time and 
with new ways to engage becoming the norm, the 
forum decided it was time to pass on the baton.

A celebration of ECHO’s influence and thanks to its 
participants was attended by current and former 
members.

We’re very grateful to all tenants who give their 
time to help us shape services for the benefit of all 
our tenants.
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Together with Tenants

Intergenerational Fun at Mill Gardens
The TV programme Old People’s Home for 4 Year 
Olds a few years back was the encouragement 
for us to continue our regular inter-generational 
events in our Assisted Living schemes. In October 
2019 residents in Kirkby Stephen welcomed 
children from the local pre-school. These events 
provide fantastic stimulation and learning for all.

VE Celebrations
On 8 May 2020, despite the 
limitations of the pandemic, our 
tenants marked the 75th anniversary 
of VE Day. The Knit and Natter Group 
at Sim Court set to work knitting 
hundreds of poppies which were 
displayed around the market town of 
Penrith. 

We were grateful to tenants who 
were happy to share their memories 
from the War and VE day. They 
recalled happy times of singing and 
dancing around the Musgrave Monument, but also the sad times of families struggling with loved ones away 
serving their country. VE Day proved to be a great tonic in all of our assisted living schemes. 

Pilot – Air Source Heat Pump 
Installations
With the support of volunteer tenants we have 
been undertaking a pilot scheme to install air 
source heat pump systems in 10 of our properties, 
part funded by grant received from the Warm 
Homes Fund. Following analysis of the results, we 
plan to continue further roll-out this financial year. 

Heysham Memory Walk
45 residents from our Assisted Living scheme in 
Carlisle took part and completed the Memory 
Walk challenge to raise funds for the Alzheimer’s 
Society.

The two kilometre distance, meant eight complete 
laps of our building. Our oldest participant was 95 
years young! Over £2,000 was raised and residents 
wish to make this an annual event. 
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Supporting people and providing secure accommodation

Housing Options
We carry out the statutory homelessness and 
housing advice service on behalf of Eden District 
Council. Within the year our team has successfully 
prevented and relieved homelessness in 77% of the 
152 presentations where a duty was owed. 
We provided long term security of tenure in our 
own affordable rented accommodation in 31 of 
these cases. 

Last year the most common reason for needing help was being asked to leave by family (22% of cases). 
Presentations due to domestic abuse has increased from 2018/19 (17%).

Our team provides speedy, intensive and tailored housing related support and choices to people facing such 
circumstances. We also provide a flexible supported lettings scheme for those with multiple and complex 
needs. 

Homelessness During the COVID Pandemic
During the COVID-19 pandemic, we have seen a dramatic increase 
in the number of people requiring temporary accommodation. We 
have needed to make use of local Bed & Breakfast accommodation, 
as well as sourcing additional properties from within our 
stockholding to use as temporary accommodation. We intend to 
convert these in to supported lettings, enabling households to 
remain in the properties and have settled accommodation. 

Food Banks
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 96 people.

Cumbria Law Centre

Tenants continue to benefit 
from our long-standing 
partnership with Cumbria Law 
Centre. 

Over 140 new cases were 
opened during the year 
providing help with budgeting, 
debt management and benefit 
entitlement guidance. Many 
more households were provided 
with housing law advice.

Total financial gains for the 
households involved in these 
cases amounted to over £600k.
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Maintaining Our Homes
Overall, we spent close to £3m last year in 
maintaining and improving existing homes. 
We responded to 6,653 reported repairs, of which 
1027 were emergencies.

Continuing to invest in the upkeep of our existing 
stock we carried out:

 Cyclical Painting to 298 homes

 Installed 103 replacement heating systems

 Installed new windows in 99 homes

 Installed new kitchens in 14 homes

 Replaced 43 roofs

 Installed new bathrooms in 6 homes

Safety checks conducted in the year:

 1137 gas services

 303 solid fuel services 

 82 oil heating services

Decent Homes Standard (DHS):

  18 homes (down from 32 last year) do not 
currently meet DHS

  17 of these are Grade 2* listed buildings 
requiring significant investment

Managing Our Homes
  At 5 April 2020 we owned and rented 1831 

properties
  During the year we let 209 homes
  Our average general needs rents are:

1 bed £80.65 per week
2 bed £94.31 per week
3 bed £104.13 per week
4 bed £119.99 per week

  Rent loss due to empty homes 0.97%
  Current tenant arrears 1.30%

Key Statistics
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Customer Feedback

Over the past 12 months when surveyed:

  95% of customers felt that we had provided 
value for money in the products and services 
delivered

  95% of customers would recommend us to 
family and friends

  92% of customers told us that they were 
satisfied with the way we’ve dealt with repairs 
and maintenance

  90% of customers are satisfied that we have 
listened to their views and acted upon them

A sprinkling of the positive comments received:

I just wanted to thank you for 
all of your help over the past 

few years, you will never know 
the difference you’ve all made

Staff are wonderful - courteous, 
helpful and cheerful, thank you

I really like that even when you 
don’t have the answers you say you 
will find out for me and always do

Every time I contact Eden Housing 
Association, things are dealt with 
swiftly, I have no complaints at all

Whilst it’s great to hear when we have exceeded expectations, 
it is also true that we don’t please everyone:

My repairs never tend to get 
fixed at the first appointment 
this cannot be cost effective

Our storage heaters are 
so inefficient and cost a 
fortune it’s about time 

we had a heating upgrade
We are investing in repairs diagnostics to improve 
the rate of first-time completions and plan to invest 
around £1.5m replacing old, inefficient heating 
systems in the next 3 years. 
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Our Finances & Value for Money Metrics

Statement of Comprehensive Income 2020

Turnover 10,402 10,193

Operating expenditure (7,368) (6,511)

 Y/E 31.3.2020 Y/E 31.3.2019
 £’000 £’000

Other income 96 85

Gain on disposal of fixed assets 548 373

Operating surplus 3,678 4,140

Interest and financing costs (2,070) (1,991)

Increase in valuation of properties 5,628 2,690

Surplus before tax 7,271 4,934

Total Comprehensive Income 9,999 4,514

Value for Money Comparisons
The statistics in the table are taken from the Regulator for Social Housing Annual Global Accounts, published 
in December 2019. On the plus side, our cost per unit is a lot lower than the median, which indicates we 
are managing effectively. Our gearing % is high, which is not particularly good. This shows we have a large 
amount of debt. Our plan is to reduce this debt over the coming years.

Registered
Provider (& 
no. of units)

Financial
Year End

Re-
investment

%

New Supply 
(Social 

Housing)
%

Gearing
%

EBITDA MRI 
Interest 

Rate Cover 
%

Headline 
Social 

Housing 
Cost per 
unit, £k

Op Margin 
(Social 

Housing)
%

Return on 
Capital

 %

Castles & 
Coasts HA 
Ltd (6,723)

31/03/2019 3.5 0.8 29.3 235.6 3.36 26.7 3.9

Eden HA Ltd 31/3/2020 5.1 0.8 51.1 141 3.36 30.2 4.3

South Lakes 
Housing 
(3,160)

31/03/2019 8.4 0.6 28.0 198.4 4.39 39.4 4.7

Providers 
with less 
than 2,500 
units (48)

31/03/2019 4.3 0.6 34.1 194 4.88 23.3 3.1

Lower 
Quartile

Global
Accounts

2019

4.2% 0.6% 32.6% 139% £3.18 23.1% 3.0%

Median 6.2% 1.5% 43.4% 184% £3.69 29.2% 3.8%

Upper 
Quartile 8.7% 2.5% 53.9% 238% £4.69 34.6% 4.7%

Our publicly available statutory accounts are on our website www.edenha.org.uk

Our turnover increased 
due to letting more 
affordable rent 
tenancies, supported 
tenancies and 
distribution of funds 
from Cumbria Housing 
Partners amongst other 
things. Repairs costs 
were higher in the year 
due partly to contract 
reviews. This extra 
spend impacted on our 
surplus. The value of our 
properties has increased 
significantly following an 
independent condition 
survey and valuation.
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Development Review

William Street, Penrith
We continue to invest in new affordable homes. Our main project 
through the year was our development at William Street, Penrith. 
This project was on our own land and replaced deteriorating and 
under-used garage blocks.

The project was literally days away from completion when the 
pandemic struck and lockdown was ordered.

As soon as it was considered safe to do so, working with our partners and 
contractor Thomas Armstrong (Construction) Ltd the development was 
completed and has been fully let.

The 4 houses and 3 flats have enabled all of our new tenants’ housing 
circumstances to become more secure and sustainable.

Acquisitions
In addition to our own development we have 
made a number of purchases. Five family homes 
in the rural village at Plumpton from Reiver 
Homes Ltd, ten 2 bedroom houses from Story 
Homes Ltd and a 2 bed bungalow from Atkinson 
Homes Ltd in Penrith.

Recognition of Quality
Our development completed in the previous year at Threlkeld was shortlisted for two awards, one of which 
was the Inside Housing national, Best Affordable Housing Development Award. The awards recognise 
developments that provide desirable and sustainable places to live, improving the lives of people within the 
community, so we were really pleased to see this recognition for the partners involved. 
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Do Our Staff Pass the ASID Test?
Our role is as much about people as it is about the 
properties we manage. We have high expectations 
of our staff and require them to demonstrate 
excellent Customer Service qualities at all times, 
active listening, empathy, problem solving and good 
communication skills.

Our ASID Test guides each interaction with our 
customers.

You should expect our staff to be:

Approachable     Supportive 
Informative     Diligent

Our Team at Your Service

Our Scrutiny Panel thought it would be a good idea 
to remind you of the different parts of the team you 
are likely to come into contact with and what you 
can expect:

Customer Service
Our Customer Service Team is usually the first 
point of contact. The team handles a broad 
range of enquiries from tenants, Cumbria Choice 
applicants, contractors, support agencies and other 
stakeholders and members of the public. 

Neighbourhood Officers
Our Neighbourhood Officers are responsible for 
the allocation and management of all tenancies. 
They take into account the needs of applicants and 
their wishes with regard to property type and the 
neighbourhood. Supporting tenants to maintain 
their tenancies includes liaison with other agencies 
and working to solve problems and resolve disputes.

Repairs
Our Repairs Team ensures that tenants receive an 
effective repairs service to keep their homes safe 
and comfortable. As well as logging jobs and liaising 
with contractors, advice can often be delivered 
immediately to resolve a problem. 

Cyclical and Planned Maintenance
Our Property Team liaise with tenants and 
contractors to gain access to carry out statutory 
safety checks and manage the many and varied 
contracts required to maintain our homes and 
achieve good value for money.

Assisted Living
If you live in one of our sheltered or extra care 
schemes you will definitely come across our 
scheme-based colleagues. Our scheme staff 
co-ordinate services to make sure our tenants can 
live life as independently as they choose.

Our Charity Work and Donations
Our staff have raised funds for our Charity 
Partner, Hospice at Home Carlisle and North 
Lakeland, in a number of ways. Dress down days, 
bake-offs and raffles have all proved popular. Max 
and Brad took part in the Great North Run, whilst 
Karen jumped out of a plane at 15,000 feet!

 

Date:__________________ 

£ 

www.hospiceathome.co.uk 

From: 

Thank you very much  
for your support! 

Four Hundred and 
Twenty Pounds 

17/09/19 

420.00 
Karen  

Eden Housing 

 

Date:__________________ 

£ 

www.hospiceathome.co.uk 

From: 

Thank you very much  

for your support! 

One Thousand, Three  

hundred & Forty One Pounds 

17/09/19 

1341.61  
Max & Brad  

Eden Housing 
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Looking to the Future

Going Forward in a COVID-19 Environment
The extent of the impact that Covid-19 will have on 
our plans and forecasts for the years ahead remains 
to be seen.

The pandemic has caused serious disruption and 
a short-term financial impact; however we have 
good access to cash through our agreed loan facility. 
Regular updating of forecasts and stress testing of 
our financial business plan is being undertaken to 
take account of a range of potential scenarios and 
Board alerted to additional financial risks.

We will look to provide ongoing support to tenants 
impacted by the predicted downturn in the 
economy to ensure they have security of tenure.

Whilst this will present significant challenges there 
will be opportunities too and it is likely that an 
eventual return to a new normal will embrace the 
technological advances that have become more 
widespread during this time and provide potential 
to reduce costs and increase service effectiveness 
and productivity.

We’ve been working on a new portal that allows 
tenants direct access to their own rent accounts, to 
make rent payments and report repairs. We expect 
this to go live in the year ahead.

We will have a new Corporate Plan from April 
2021, developed together with input from our 
tenants. It is anticipated that a key feature will 
be clear goals around how we play our part in an 
environmentally sustainable future.

Two potential exciting new development 
projects are being crafted and led by local 
community groups in rural Eden which we 
anticipate delivering.

Investing in Existing Homes 
We use information we hold about our homes to tell us when and where we need to spend money on 
maintenance and improvements. The table below shows the amount of money we are budgeting to spend 
and the number of replacements we intend to carry out over the next three years. 

Prior to ordering works and assist with value for 
money, each year we will update our information, 
conduct any necessary surveys and then form 
detailed improvement programmes. It's important 
we don't spend over the budget available. 

Sometimes to achieve better value for money, we 
will move money from one area to another, or from 
one year to another. For instance, if a roof really 
needs replacing, we may have to do that and delay 
replacing two kitchens. 

2020/21 2021/22 2022/23 2023/24
Roof 50 / £555,000 27/ £300,000 27/£300,000 27/£300,000
Kitchen 14 / £66,000 70 / £340,000 70/ £340,000 70/£340,000
Bathroom 5/ £19,000 15/£50,000 15/£50,000 15/£50,000
Windows 60/£232,000 50/£210,000 55/£227,000 55/£227,000
Heating* £426,000 £693,000 £359,000 £359,000
*different heating types cost very different amounts of money
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Our Voluntary Board and Committee Members

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

Our 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

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

Beth Furneaux 
Chair 

(Appointed 2017)

Fra Cooke 
Vice Chair 

(Appointed 2015)

Bob Clark 
Chair of Audit & 
Risk Committee 

(Appointed 2016)

Allan Dickson 
(Appointed 2011)

Peter Fletcher 
(Appointed 2013)

Ian Tupling 
(Appointed 2014)

Danny Roper 
(Appointed 2018)

Neil Hughes 
(Appointed 2017)

Rebecca White 
(Appointed 2019)

Paul Foote 
(Appointed 2019)

Charlotte Quinn 
(Appointed 2019)

One of the Board’s online 
meetings during the 
COVID-19 lockdown

(as at 31/3/2020)


