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Introduction from our Chair and Chief Executive

Welcome to our Annual Report which we hope you 
find informative.

The financial year ending March 2021 saw an 
unprecedented working and living environment. 
The Covid-19 pandemic has dominated every 
aspect of our lives.

During this period, our team of staff have proved 
to be very resilient. They demonstrated fantastic 
flexibility and have gone above and beyond right 
from the beginning of the first national lockdown, 
where we shifted quickly to home-working for the 
vast majority of our people. 

With the help and assistance of all our key partners, 
especially our contractors, we have managed to 
maintain safety and attend to urgent and emergency 
repairs throughout. We are especially thankful for 
the co-operation of our tenants too, who have been 
considerate of our challenges and worked with us to 
keep safe working practices, whilst meeting urgent 
demands.

Throughout the pandemic we have maintained an 
on-site presence at all of our assisted living and 
extra care schemes and we know from feedback 
that tenants here have really appreciated this 
commitment and the tailored support we were able 
to continue to offer.

April 2020 saw the end of the Government’s rent 
reduction policy and our Board, with the support 
of tenants, decided to increase rents following four 
consecutive years of reduction. The feedback we 
received was that tenants recognise the importance 
of rents at least keeping pace of inflation to enable 
continued investment in their homes.

This increased rental income is important to our 
planning and preparedness for changes coming 
from new building safety legislation, and also from 
the Social Housing White Paper in future carbon 
reduction and environmental targets. 

At the beginning of this year our Board agreed 
new objectives for the years ahead. These were 
informed by extensive engagement with tenants 
and others we work closely with. The resultant plan 
Succeeding Together 2021-2024 sets out our new 
3-year priorities: a) Tenant Voice and influence, b) 
Investment in assets, c) Value in collaboration, d) 
Outstanding organisation. This signals our intention 
to work with others to achieve more than we are 
able to alone. It recognises and places first our tenant 
priorities around safety in the home and repairs and 
maintenance. Additionally, our Board is aspirational 
in its expectations on providing good value and 
pursuing improvement in everything we do.

We hope you enjoy reading this document and if 
you have any comments or questions please contact 
us at corporateplan@edenha.org.uk.

John Clasper 
Chief Executive

Beth Furneaux 
Chair

Board Changes

The past year saw a couple of changes.  Danny 
Roper resigned, whilst Allan Dickson retired under 
the 9-year rule.  We thank these former Members 
for their contribution to the Association over many 
years.

Douglas Ross and Michael Baker were elected to the 
Board in September 2020.  We are delighted to be 
able to recruit high calibre, expert people willing to 
give up their time without payment.
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Resilience Through Covid

In putting this report together, our tenants guiding and steering the content wanted to acknowledge 
that the Covid pandemic has caused various levels of emotional distress, anxiety and sadness for almost 
everyone. However, they wished us to share some positive examples of what we achieved and witnessed 
during the year.

Clearly, there are many stories we could tell of fantastic community spirit and mutual support provided by 
neighbours and friends, but we’ve chosen a couple of pieces of interest from tenants in our Assisted Living 
Schemes.

Lockdown revealed some hidden talents
Life in lockdown has revealed some hidden creative talents amongst 
EHA residents, especially in our Assisted Living Schemes. 

Retired Teacher Clem Greenhow put pen to paper and created a 
poem titled ‘A War Without Bullets’, describing his take on life in 
lockdown:

 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
Donald Walker produced a series of watercolours of well-known 
places around the town of Kirkby Stephen. These have been 
displayed along the corridors and communal areas at Mill 
Gardens. It is intended the pictures will create a more homely 
look and feel, and can be interchanged within the scheme, 
giving everybody an occasional change of scenery.

Describing his lockdown experience, Donald said “Lockdown 
did me a favour in getting me restarted in painting again. 
The project has given me the opportunity to try out many 
different painting techniques and the sense of achievement 
has given me so much pleasure.”

Clem’s complete poetry recital and Donald’s painting gallery 
can be viewed on Eden Housing Association’s Facebook page  
https://www.facebook.com/EdenHousingUK.

Clem Greenhow

Donald Walker

Donald’s watercolour of Mill Gardens, Kirkby Stephen

A war without bullets

The world is experiencing World War 3

Coronavirus the common enemy

A reliable vaccine we must see

Before from lockdown will we be free

Nations must then support each other

To make sure we all fully recover

Nation to nation must try to be friends

So that terrorism finally ends

Our industry must get back on its feet

As well as small shops on the High Street

Our farmers must get help with their crops

Enabling retailers to put food
 in their shops

Educational establishments badly affected

Exams in particular sadly neglecte
d

Cafes closed, also restaurants
 and pubs

So lift current clamp down on these and on club
s

Clem’s full poetry recital can be viewed at   

https://www.facebook.com/EdenHousingUK/videos
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Tenant Voice and Influence

Engagement Culture

We’ve been working hard this year to make sure customers are at the heart of decision making. Our 
Engagement and Insight Officer has helped embed our new approach to engagement with all teams across 
the Association.

We’ve set up some new processes so we can involve tenants right at the start of developing changes and 
new services. Where we make a change which cannot be influenced (ie it’s a legal requirement), we will 
make sure we keep our tenants informed. 

We also started circulating our tenants’ Newsletter, Viewpoint, more frequently (every other month) so we 
can share more up to date news. Viewpoint is interactive, so within the newsletter you will find quick links to 
websites, emails and relevant staff for added convenience. 

Tenant Opinion Panel

We launched our new Tenant Opinion Panel in May, it’s open for any of our tenants to join. The Panel is up 
and running with those who already told us they would be interested in being involved in our work. 

Being part of the Panel allows you to have your say on the services we provide, in your own time, from the 
comfort of your own home.

You can join our Facebook group to be part of our online community, access surveys and information… or if 
you prefer, we can send our surveys and information via email. 

There is no commitment to complete each survey… just dip in and out on things you’re interested in, 
knowing that you will be entered into a prize draw if you do. More importantly, any feedback that we 
receive is used to shape our services and you should see your views in action. 

Most recently as an example, we asked the Panel which of our possible IT projects were important to them 
as customers. We have prioritised our intended improvements based on what matters most to our tenants. 

If you’d like to take part in our panel please email myviews@edenha.org.uk.
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Tenant Voice and Influence

Scrutiny Panel
Despite the pandemic, we continue to work 
together to make recommendations to improve our 
Association’s services. We’ve been meeting regularly 
by video call, working on smaller projects. 

Since last year, we’ve made recommendations 
around the following areas:

 How EHA measures against the Chartered 
Institute of Housing’s Equality and Diversity 
Charter

 How EHA presents key performance information to us as tenants so we can see when things could be 
improved (we think it’s much clearer now)

 EHA’s performance against the Regulatory Consumer Standards
 The new Tenant Opinion Panel, and how it should work
 The new Neighbourhood Management Policy for monitoring our estates

As a Panel, we are productive and hard working but our approach is relaxed, and there is always room for 
fun. We were pleased to be joined by our newest member, Avril this year who feels like she’s always been 
part of the group!

We’ll continue to meet on video call until it’s safe, then we are looking forward to, some of us at least, 
returning to the office to meet. 

If you’re interested in finding out more or want to join us, contact Jenny, Engagement and Insight Officer on 
01768 861435 or email myviews@edenha.org.uk.

Dave Croft, Scrutiny Panel Chair

Complaints Panel
In line with Housing Ombudsman recommendations, 
we removed stage 3 of our complaints process to 
speed up the complaints process and allow earlier 
contact with the Housing Ombudsman service if we 
fail to find a satisfactory resolution. 

To ensure our Board retain a clear understanding 
of the complaints our tenants pursue, and we 
improve our services as a result, we’ve established a 
Complaints Panel. 

The Panel is Chaired by one of our tenants, and 
comprises 2 Tenants, 2 Scrutiny Panel members, 
and 2 Board Members. The Panel will review our 
anonymised quarterly complaints data twice a year 
and meet virtually to establish and investigate trends, 
and make recommendations for improvement. 

We will include all Panel progress in future editions 
of Viewpoint so you can see where changes have 
been made. 

TPAS
We are members of TPAS (Tenant Participation 
Advisory Service). Our tenants can access lots 
of resources about current national issues, like 
the Social Housing White Paper, carbon zero and 
complaints guidance, by signing up. TPAS also run 
lots of online training sessions - if you are interested 
please contact us on myviews@edenha.org.uk.

Tenant Scrutiny Panel in action
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Investment in Assets

We know from regular and consistent feedback that for the vast majority of our tenants, a safe home, a good 
repair service and investment in home upkeep and improvements is most important to them.

It is critical that we spend our income wisely to invest now and in the long-term to maintain our housing 
stock and to meet the requirements and aspirations of tenants.

Here are some key statistics to underline our commitment:

Maintaining our Homes
We spent close to £3 million last year in 
maintaining and improving homes. We responded 
to 5,258 reported repairs, of which 860 were 
emergencies. 

We repaired and carried out safety checks on 162 
properties prior to their re-letting to a new tenant. 

Upkeep of our existing stock
During the last financial year, despite the impact of 
the pandemic we carried out:

 Re-painting to 76 homes with 87% customer 
satisfaction

 Installed 105 replacement heating systems* 

 Installed new windows in 71 homes with 94% 
customer satisfaction

 Replaced 50 roofs*

 Our plans to renew bathrooms and kitchens 
were severely curtailed due to access 
difficulties inside people’s homes. We did 
manage to carry out installations in some 
empty properties prior to re-letting. 

 * no satisfaction survey due to resources 
during pandemic

Safety Checks conducted in the year
 1099 Gas Services

 261 Solid Fuel Services

 140 Oil Heating Services

 45 Air Source Heat Pump Services

 14 Solar Thermal Services

 234 Electrical Safety Tests

Early stages of roof replacement

Completed roof works

Installing cavity wall insulation

6



Investment in Assets
Air Source Heat Pump Pilot
Of around 550 ‘off gas’ properties, fewer than 150 have full central 
heating. The primary heating source is oil, solid fuel and/or electric. 
The heating of these homes can prove difficult to control and 
expensive to run. 

We have been piloting installation of air-source heat pumps in 100 of 
these properties to see whether this is a better solution.

Initial signs are that most households have benefited from reduced 
electricity bills, although there are exceptions, and several have 
commented that a full 12 months will be needed before a full cost 
comparison can be made.

Our pilot will complete this year and we will look to evaluate whether 
air source heat pumps should continue to be part of our future 
heating upgrades.

Electric vehicle charging point
Two electric vehicle charge points and two charging sockets for e-bikes were installed at our office at Blain 
House in Penrith.  

The chargepoints, installed by Charge My Street, were provided at no cost to EHA and are able to be used by 
staff and visitors as well as members of the public who either already drive an EV or want to switch to one. It 
was great to see them immediately in use by key workers from the local hospital.

2021 – 2022 Plans
Due to the continuing uncertainty 
around Covid-19, we plan to 
concentrate on predominantly 
external works (re-roofing, new 
windows) but also replacement 
heating installations where we 
need to.

In addition, we are carrying out 
grant funded cavity wall insulation 
at some of our properties, working 
in partnership with Warmfront Ltd.

Electric vehicle charge point installation at Blain House

Development 
The pandemic had delayed the completion of our 
development programme at the end of March 2020. 
Once the first national lockdown was eased we were 
able to take completion of our new development in 
William Street, Penrith. The scheme, funded with 
the help of a grant from Homes England, cost over 
£1m. 

The development consists of 4 x 2Bed Houses and 
3 x 1Bed Flats. The building phase encountered 
several different challenges along the way but it was 
great to eventually see it completed and replace the 
downtrodden block of garages that were previously 
located there. 

We also completed the purchase of a bungalow in 
Penrith.

New development of William Street, Penrith

New acquisition in Penrith
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Outstanding organisation    

There are various ways in which to judge the worth of an organisation. We have certain regulatory 
obligations to set out key performance indicators in prescribed ways (see our VFM metrics on page 10).

Our aspiration is to be perceived as an outstanding organisation by all and anyone who comes into contact 
with us.

We conduct rolling tenant surveys throughout the year. The table below conveys our findings over the last 
12 months based on 446 surveys conducted:

 % of tenants surveyed who would recommend us to family and friends  97%

 % of tenants surveyed satisfied with the way that the Association deals with repairs 
  and maintenance  90%

 % of tenants surveyed agreeing that long-term security of tenure the Association 
  offers provides peace of mind  100%

 % of tenants surveyed satisfied that the Association listens to your views 
  and acts upon them 93%

 % of tenants surveyed satisfied that the Association is providing value for money 
  in the products and services we provide 95%

 % of tenants surveyed that feel the Association is committed to supporting 
  the neighbourhood in which they live 90%

 % of tenants surveyed who feel that our staff are Approachable, Supportive, 
  Informative, Diligent (our ASID test) 99%

Naturally, we don’t get things right all of the time. We want to be transparent about this and try to learn 
from any mistakes and feedback on how we could do better. The table below shows our complaints data 
over the last year. The vast majority of complaints have been on our repairs service. It is true that the 
pandemic has caused great challenges in meeting everyone’s expectations. We prioritised emergency and 
safety works above all else and this, coupled with dips in contractor capacity over the year, has contributed 
to more complaints in a year than we usually see.

 Number of Stage 1 Complaints  33

 Number of Stage 2 Complaints (tenant not satisfied with our response at stage 1) 6

 Number of Stage 3 Complaints (tenants not satisfied with our response at stage 2) 0

 Number of complaints upheld 25

 Number of complaints partially upheld 7

 Number of complaints not upheld (one complaint remained open at the year end) 6
8



Outstanding organisation    

The key theme coming through from the complaints has been around 
communication. Below is an indication and the changes we have made:

•	 The communication from your contractors is poor, they are moving or 
cancelling appointments at short notice.

	Our call handlers now explain at first contact that jobs may be  
re-scheduled if an operative falls ill or is required to self-isolate.  This 
allows us to manage expectations and to pick up any vulnerabilities that 
may require urgent attention.

•	 Why do your contractors insist on cancelling or moving my repair appointments via text, I’d much prefer 
a phone call?

	We’ve instructed our contractors to telephone as their first method of contact to rearrange jobs.

•	 I feel that there is a lack of communication between staff at EHA and the repair contractors, contractors 
don’t seem to keep you up to date with what’s going on.

	We now receive a daily update from contractors detailing rearranged jobs.  This helps call handling staff 
keep communications open with customers until jobs are completed to their satisfaction.

Key Indicators
Other indicators on which we measure our performance closely are:

Green shading - meeting target
Amber shading - close to target
* We are currently undertaking condition surveys of these homes to form the best value plan for our 
investment

Current Tenant Rent Arrears  - % of annual rent debit 1.12% 
(Target 1.39%)

Void Rent Loss  - % of potential rental income that is lost due to a property  
standing empty

1.12% 
(Target 1.32%)

Gas Safety - the number of properties (all 1135 homes with gas supply) inspected  
and receiving an annual safety certificate 

100% 
as per target

The number of homes not meeting the Decent Homes Standard*
17  

(down 1  
from last year) 
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Our Finances & Value for Money Metrics

The financial year was greatly impacted by 
the Covid pandemic.

The vast majority of our income (turnover) 
comes from rent paid by our tenants. 
Despite the challenges faced by everyone, 
our tenants have clearly prioritised paying 
rent. Our income has therefore held up 
really well, whilst our budgets to spend 
on longer-term home improvement works 
like bathrooms and kitchens, for example, 
were underspent due to access and 
contractor capacity issues.

Accounts 2021
 Y/E 31.3.21 Y/E 31.3.20
 £’000 £’000

Turnover 10,853 10,402

Operating expenditure (6,538) (7,368)

Other income 78 96

Gain on disposal of fixed assets 274 548

Operating surplus 4,667 3,678

The full accounts can be viewed at www.edenha.org.uk/find-a-home/about-us/

Landlord and 
no of units 
managed

Financial
Year End

Funds  
re-invested 
as % of total 

value of stock

New homes 
supplied as 
% of total 
managed

Gearing - level 
of borrowing 
as % of assets

Interest Rate 
Cover %

Costs to 
manage per 

unit £k

% annual  
surplus 

achieved

Return on 
capital -  

surplus as % 
 of assets

Castles & 
Coasts HA Ltd 

(6,711)
31/03/2020 2.8 0.4 27.4 282.5 3.43 28.6 4.2

Eden HA Ltd 
(1,823)

31/03/2021 1.8 0.5 47.5 196.7 2.86 40.2 5.4

South Lakes 
Housing 
(3,153)

31/03/2020 8.2 0.5 28.1 137.6 4.41 17.3 2.1

Providers with 
less than 2,500 

units (45)
31/03/2020 5.6 0.7 34.5 199 4.60 20.3 3

Lower  
Quartile

Global  
Accounts  

2020

4.9 0.7 33.0 126 3.34 18.1 2.6

Median 7.2 1.5 44.0 170 3.83 23.1 3.4

Upper  
Quartile

10.0 2.4 54.7 227 4.86 28.6 4.4

The table below shows the latest comparable statistics from the Regulator for Social Housing Annual Global 
Accounts. Direct comparisons are difficult and should be treated with more caution than usual. The March 
2020 figures included for other Associations clearly do not factor in the full impact of the Covid-19 pandemic.

It is difficult to draw any meaningful conclusions from this data however it is fact that our gearing is reducing 
and the operating margin has increased, whilst our headline costs have also reduced. 

Value for Money Comparison

Overall the net result was to end the year with a greater operating surplus than we would have planned for. 

The planned replacements will need to be caught up and so the accounts show a snapshot position at a 
point in time. Our future surpluses are forecast to be less, as we spend money on those catch up works.

The Association has a loan facility in place (similar to a mortgage) and pays just over £2m each year in 
interest.

Our plan over the next couple of years is to reduce the amount of debt owed to create better opportunities 
and more options for re-financing.
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Looking Forward

At the time of writing, despite excellent take up of a vaccination, there remains uncertainty as to the future 
course of the Covid pandemic and its continuing impact on our everyday lives.

This, on top of the new arrangements arising from Brexit, 
are likely to have significant influence on how the economy 
operates over the next couple of years.

It is hoped our local Cumbrian economy can continue to 
respond positively and thrive.

Another external change to come our way is the planned 
reorganisation of Local Government within Cumbria. The 
Government has very recently announced the creation of two 
new unitary authorities on what it calls an east/west basis to 
replace the existing County Council and six District Councils.

The Association will look to build positive working relationships 
with the new organisations planned for April 2023.

In terms of what the Association has direct control of, our new 
Corporate Plan, Succeeding Together, will guide our work over 
the next few years.  The plan is shaped around what matters most to our tenants.

The following key objectives from the Plan are what you should hold us to account on:

 Improve how we engage with tenants, measure and pinpoint the resulting changes

 Evidence and transparently communicate on the safety of our homes

 Increase the number of reported repairs requiring only one visit to resolve

 Reduce the number of empty homes by tenants choosing to stay longer

 Provide better, more timely communication on forward maintenance and improvement programmes

 Understand and get ready for future investment needs for emerging carbon reduction and   
 environmental legislation 

 Compare our performance, learn from the best and share this information with you

Probably the most important issue going forward is putting together a viable plan for reducing carbon across 
our businesses and our homes. There is no simple solution and major investment from others as well as the 
Association will be required. Our air source heat pump pilot and tenants’ experience can provide us with 
valuable feedback to help shape our future plans.

Our Chief Executive and Neil Hudson MP  
following a recent meeting

Early drawing from next planned development in Eden
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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)

Peter Fletcher 
(Appointed 2013)

Ian Tupling 
(Appointed 2014)

Neil Hughes 
(Appointed 2017)

(as at 31/3/2021)

Rebecca White  
(Appointed 2019)

Paul Foote 
(Appointed 2019) 

Charlotte Quinn 
(Appointed 2019) 

Douglas Ross
(Appointed  
Sept 2020)

Michael Baker 
(Appointed  
Sept 2020)

Allan Dickson
(Retired Sept 2020) 

Danny Roper
(Resigned May 2020)

Earlier in the year we sadly learnt of the death of 
our former Chair, Joan Johnstone.

Joan was one of our founder Board Members  in 
1997 and became Chair in 2007. Joan voluntarily 
served Eden Housing Association for 14 years before 
retiring in 2011.  

Joan was a fully involved Board Member, who cared 
very much about residents and staff.  Joan was very 
proud of EHA and gave her time freely and willingly.   
In 2015 Joan kindly returned to officially open our 
re-modelled extra care development at Mill Gardens. 

Joan will be deeply missed by those that knew 
her at the Association, her family, and the wider 
community of Kirkby Stephen where she was still 
actively involved with the Church and Parish Council.

Tribute to Joan Johnstone


