
Annual Report

general needs

extra care

sheltered

young
people

homeless

2015

Key partners
Harrow, Hillingdon and Hounslow Councils
and Creative Support

Registered office
Harrow Churches Housing Association
Ewart House, Ground Floor, 9 Richards Close, 
Harrow, Middx, HA1 2BE
tel  020 8424 2776
fax  020 8424 9257
email  info@hcha.org.uk
web  www.hcha.org.uk

Bankers
Barclays Bank plc
1250 High Road, Whetstone, N20 0PB

Solicitors
Carter Lemon Camerons
10 Aldersgate Street, London, EC1A 4HJ

Auditors
Nexia Smith & Williamson
25 Moorgate, London, EC2R 6AY

Registered with the Homes & Communities Agency, regis-
tration number L0923. A charity exempted with the Charity 
Commissioners by the Charities Act 1992. Harrow Churches
Housing Association is a registered society under the  
Co-operative and Community Benefits Societies Act 2014
No 17410R.

Member of the National Housing Federation.

Our Board of Management

Our Senior Management Team

Barry Ingate
(Chair)

Michael Shelton
(Vice Chair)

Petra Gratton

Norman Shurrock

Christopher Holley
Chief Executive

Andrew Hall

Robert Goodman
Maintenance and 
Development 
Manager

Ray Green

Tracey Baldwin
Finance Manager

Philip Dean

Harrow Churches Housing Association

Delivering social housing in Harrow, Hillingdon & Hounslow

Rev Karlene Kerr

Michael Condon
(Tenant Representative)

Dick Van Brummen

Written and edited by Soni Shah
Graphic Design by Mike Reed www.korsenndesign.co.uk
Photography by Lucy Baker & Soni Shah
Printed by CPMS on 100% recycled paper



his year has been an exciting time that
has seen the completion of our latest 

development at Paxfold and the finalisation 
of a merger with Harlington Rectory 
Housing Association in Hillingdon.
Our merger took place in February 2015 

and we are very pleased to report that the 
residents there are now beginning to feel 
some benefits of the change. Following 
on from the merger, we were pleased to 
welcome Dick Van Brummen to the Board 
of HCHA to represent the interests of that 
Association.
We also welcomed Rev Karlene Kerr and 

Michael Condon (Tenant Representative) 
to the Board. I wish to express my thanks 
to our Board members and our staff for 
their work and efforts during another 
challenging year and to say how much  
it is appreciated.
From a financial point of view, this has

also been another successful year despite
the difficulties arising from the continuing 
cuts having to be made by local authorities. 
We also know that the Government has 
decided that rents are to be reduced, 
therefore it is vitally important that HCHA 
has sufficient resources to absorb these 
reductions in revenue and still be able to
meet our financial obligations to our lenders.

I cannot stress how important it is to both 
the Board and our staff, that our tenants, 
whether young or old or in between, feel 
that they are at the heart of what this 
organisation seeks to achieve, which is 
the provision of outstanding service and 
accommodation for all in a safe and caring 
environment.

Barry Ingate, Chair

The Board of Harrow Churches  
Housing Association

T

3

Foreword by Barry Ingate, Chair
Introduction by Christopher Holley, CEO
Value for money
Highlights
Service standards
HCHA merger with Harlington Rectory
Helping young people find their feet
Extra care celebrates 5th anniversary
More sheltered homes for older people
Homeless project for the over 25’s
Staff
Resident engagement and involvement
Ensuring wellbeing and a sense of community
Digital inclusion
Adapt service
Repairs and maintenance
Our figures
How we spend your rent
Board of Management

3
4
6
7
8
10
12
14
15
16
17
17
18
19
20
21
22
23
24

Contents
Foreword by Barry Ingate

2

   (Above sitting left to right) HCHA Board Members: 
Andrew Hall, Ray Green, Barry Ingate (Chair), Michael 
Shelton (Vice Chair), Philip Dean. (Above standing left to 
right) Reverend Karlene Kerr, Petra Gratton, Christopher 
Holley (Chief Executive) and Michael Condon.
Absent: Dick Van Brummen.
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elivering our mission against the backdrop
of the most radical shake up of social 

housing in recent times presents challenges 
not just to us, but all large and small 
housing associations. However, at HCHA 
we are flexible and adaptable enough to be 
able to seek out new ways of working with 
like-minded organisations and partners and 
continue to do what we do best. In fact, this
year I’m very pleased that our efforts have 
achieved a 26% growth in our housing 
stock, that’s 87 more units acquired through 
building new homes and a merger. HCHA 
now owns and manages a total of 416 
properties across three London boroughs.
As ever, our close working partnerships 

with the councils in Harrow, Hillingdon and 
Hounslow, means we are able to deliver 
social housing to vulnerable groups, but 
we are always having to look at ways to 
do more with squeezed local budgets. It is 
only by keeping a keen and careful eye on 
the quality and costs of our services that 
we continuously ensure we obtain value 
for money with our suppliers, contractors, 
partners and staff to achieve the best use 
out of our assets (see page 7). As you read 
this report you’ll see that our key strategic 
partnerships help to ensure the quality 
of our service is kept high, and I’d like to 
extend my thanks to those who make  
this possible.

Our social enterprise initiative, Adapt, 
is now one years old; it provides aids and 
adaptations speedily to local people 
without the need for an Occupational 
Therapist assessment. This paid for service 
not only reduces our reliance on funding 
from councils, but continues to deliver 
social value to the wider community in the 
context of falls prevention in the elderly.
Being situated in North West London 

we are proud of the rich and diverse 
community we work in; this is reflected 
both in our tenants and in our workforce. 
In this year’s tenant satisfaction survey it 
was heartening to hear that 90% of tenants 
surveyed said we treat them with fairness 
and respect (survey results on page 8).
We have stepped up our communications 

activities; this year we launched the interactive
section of our website (www.hcha.org.uk) 
where tenants have a quick and efficient 
way of making a rent payment or checking 
their balance online whenever they want, 
at the same time this frees up our staff. 
Our popular quarterly tenant newsletter is 
appreciated by 86% of tenants surveyed, 
and we have started using Twitter to keep 
our tenants informed of events and issues 
in real time. I do hope that you will follow 
us on our account: Twitter@HCHA.org.

You said, we did
•	 You	told	us	that	the	rent statement 
 needed to be clearer. So we improved this  
 by adding a more detailed breakdown. 
 We will also be offering a large print  
 version to those who want it.
•	Many	tenants	living	in	our	sheltered		
 properties told us they do not have access  
 to a computer or the internet. In response  
  to this we have launched a programme of  
 digital inclusion to help tenants get online.
•	 Some	of	our	tenants	asked	for	more	help		
 to ensure their rent was paid on time.  
 We have created the new post of Housing  
 Manager to support tenants and staff.

•	One	quarter	of	tenants	wanted	more		
 activities in our sheltered schemes.  
 We have created a new post of Activities  
 Coordinator to enhance the quality of life  
 of our resident community and add  
 further social value to our service.
•	71% of tenants said they were satisfied  
 with how we dealt with their complaints.  
 We want to do better, so we have put
 in place a new complaints procedure  
 which involves training frontline staff  
 and  improving the way we collect and  
 manage data.
In the coming year we will be looking at

ways of keeping our existing schemes up 
do date and fit for purpose.

4 5
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Introduction
by Christopher Holley, Chief Executive

   (Below) On 4th February HCHA organised a ‘meet and 
greet’ event for residents at Harlington with staff & Board 
members from HCHA. This was a good opportunity to 
capture views and listen to our residents. 

<

HCHA’s mission is to provide accommodation and services to our 
tenants and service users that will enable them to enjoy a quality  
of life that delivers choice, independence and dignity.
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This year there’s been a 51% increase in code level 4, lifetime standard homes - these 
are homes that are energy efficient and take tenants out of fuel poverty.

Seventy percent of tenants say that they think their rent provides value for money.
‘Flats in the Stanmore area are very expensive - ours are good value’ from HCHA 2015 Tenant 
Survey. HCHA rents represent value for money for our tenants, many of whom would be priced 
out of the local housing market in Harrow, Hillingdon and Hounslow. For example, in Harrow 
our general needs tenants on HCHA assured tenancies pay an average weekly rent of £124 for 
a two bedroom flat, that’s 58% less than they would in the private rented sector (£294), and 
for a 3 bedroom house they pay £157, which is 57% less than in the private sector (£373).

Over 300 events took place across our schemes for residents. These events help to 
reduce social isolation and build strong communities adding social value to our work.

Our rent collection performance was 97%. A new Housing Manager post has been created to 
deal with rent arrears & manage anticipated changes resulting from the new Universal Credit system.

Value for money Our 2015 highlights
26%
increase

in additional housing units in past year.

£3.5m spent
on building new
homes in Harrow.

£372,458 spent
on maintaining 
existing homes.

81%
increase
in the number of 
our general needs 
properties for 

families and couples since last year.

Extra care 100% 
of tenants have a care or 
support plan in place.

HCHA provides 
60% of the Extra Care 
homes in Harrow.

Anti-social behaviour
reported by 9% of tenants surveyed.

50% of tenants were 
satisfied with how 
we dealt with their 
complaint.

7 new kitchens 
and bathrooms

77% of our 
young people
(age 18-24) are in 
education, training, 
apprenticeships, work or 
actively looking for work.

22% increase
in the number of HCHA’s 
physical disability flats 
in Harrow.

Gas safety 100%
of properties have a valid  
gas certificate.

97% of 
all repairs
completed on time 
(2,211 jobs) by our 
in-house maintenance team.

£3.5M

60
%

60%

A.S.B

A.S.B■ White British - 47.46%
■ White Irish - 6.35%
■ White Other - 4.31%
■ Mixed - White and
    Black Caribbean - 1.02%
■ Mixed - White and
    Black African - 1.02%

■ Mixed - White and
    Asian - 0.25%
■ Mixed - Other - 0.25%
■ Asian - British - 2.79%
■ Asian - Indian - 8.63%
■ Asian - Pakistani - 0.76%
■ Asian - Other - 5.08%

■ Black British - 3.30%
■ Black Caribbean - 5.84%
■ Black African - 9.64%
■ Black Other - 0.25%
■ Other - 3.81%

Our tenant information has revealed the 
following diversity profile of our residents:

Ethnic diversity
Our tenants reflect
the diversity of the
North West London
boroughs we serve

26%

81%

Our sheltered schemes for older people provide a value added service enabling people 
to live longer and more independently in their own homes. With 30% of tenants over 

the age of 80, the provision of better designed buildings and 
free fitted home adaptations means we prevent falls and 

thereby reduce hospital admissions and costly transfers 
to nursing homes.
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of tenants said we treat them 
with fairness and respect
‘They have respect, they don’t discriminate 
against anyone, no matter who.’

of tenants rate the service provided 
by HCHA housing and support 
staff as very good or good
‘Staff are very polite and do their best 
to help you. They do you proud!’

were satisfied or very satisfied 
with the way we dealt with 
their complaint

are satisfied with the last repair 
carried out
‘My lights and heater were fixed 
very quickly.’

like or love living in their 
neighbourhood
‘A quiet cul-de-sac alongside a lovely 
park, trees showing the seasons. What 
more could one want?!’

of tenants were very or fairly 
satisfied with the quality of 
their home
‘It is clean, warm and safe.’

feel safe or very safe in their home
‘I feel independent. I feel secure. I am 
happy to find there is someone to say 
good morning to and find out how I 
am getting on.’

of our tenants rate the newsletter 
as good or very good
‘I find the newsletter interesting and 
informative.’

said they do not have access to 
a computer or the internet in 
their own home
‘I’d like to learn about the internet but 
I am not so sure if I could manage.’

of tenants are happy with the 
amount of activities offered
‘I think it could probably be improved 
with a few more trips.’

said they trust HCHA to manage 
their housing
‘I trust them because they’re always 
good with managing my house.’

Respect 90% Level of service 87%

Complaints 71%

Repairs 83%

Neighbourhood 82%

Quality of home 90%

Safe & secure 90% Tenants newsletter 
86% No internet 

access 61%

Activities 73%Trust 88%
We are proud of the satisfaction levels 

expressed by our tenants. Once again 
HCHA scored highly on matters of trust, 
quality of home, respect, staff, safety and 
communications. In areas where we need 
to improve, we will use the feedback to 
help shape our service.

*Note all HCHA tenants were sent the survey and we 
received 167 completed surveys (40%), the results of 
which are summarised on this page.

Service standards
2015 tenant satisfaction survey

thought the rent and service 
charges represented good 
value for money
‘What we get is well worth what  
we pay for.’

Rent and service 
charges 70%

said they would feel very 
confident or quite confident 
talking to us about abuse 
against themselves or others

Confident to report 
abuse 85%



n 1st February 2015 the Hillingdon based
Harlington Rectory Housing Association 

merged with Harrow Churches Housing 
Association. For the fifty-four tenants and
their families living in Woodforde Court and 
St Pauls Close, the merger has meant that
they have a new landlord with sound experience
of building and managing social housing.
On announcement of the merger in February

2015, John Baldwin, who stood down as the 
last Chair of Harlington Rectory explained,
‘Harrow Churches Housing Association can 

provide better management and governance. 
It can do this by putting it on a stronger 
financial footing, offering a wider range of 
services, and it has various professionals in 
its employment and on its Board.’

Christopher Holley, CEO of HCHA added, 
‘Harrow Churches Housing Association and 
Harlington Rectory share a common past 
and I hope that the shared future will bring 
benefits to all the tenants of the new
association. This merger builds upon our small
but high quality provision. We look forward to
building upon our partnership with Hillingdon 
Council and other partners in the borough as 
we continue to increase affordable housing 
for residents in Hillingdon.’

10

HCHA merger 
with Harlington Rectory 81%

O
e believe that HCHA is providing
excellent value for money for rent 

and service charges to families who might 
otherwise be priced out of the housing 
market in the boroughs of Hillingdon, 

Harrow and Hounslow. The Karangirizi 
family (pictured below) are one of the families 
that live in the twenty-nine general needs 
properties on the estate in Harlington.

The average weekly rent for a HCHA managed, general needs, three bedroom 
house in Hillingdon is £159, that’s 99% lower than the cost of an equivalent 
house in the private sector which rents at £316.

W

   (Above) Woodforde Court: housing for the over 55s is made 
up of 25 units; 8 one bedroom flats and 17 studio flats.
    (Right) St Pauls Close is made up of 29 general needs 
properties; 12 one bedroom flats, 12 two bedroom flats  
and 5 three bedroom houses.

<

<
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I like my neighbourhood, it is friendly 
and quiet. My work is five minutes from here; 
it is shift work so it suits my family and our 
lifestyle.        Ireena Karangirizi”
“

In the past year, there has been an
increase in HCHA’s general needs
properties for families & couples by

Resident Ted Tinson: ‘The merger had to 
happen because everything at HRHA was 
dragging behind. We are fortunate enough 
to  be under new management from a local 
housing association and for residents life 
can carry on. I’ve seen an improvement 
already. My kitchen cupboards were faulty 
and HCHA’s maintenance man came and 
checked. He reordered new hinges and 
rectified the problem within four days.’



CHA’s Young Persons’ Service is housing
with added social value because our 

support workers organise initiatives, events,
and workshops to boost confidence, improve
life skills and life chances for 18-24 year olds
Our homes provide a safe environment, a 
breathing space, and the support needed 
for young people to re-evaluate their lives 
and prepare to move on within two years.
This year our Young Persons’ Service has 

had all of the thirty-five bed spaces across 
six shared houses fully occupied. With the 
recent changes in regulations and benefits, 
young people are wanting to improve their 
skills by looking at apprenticeships that 
enable them to earn while being trained. 
Apprenticeship employment adviser 
Thomas Paul (pictured opposite) is based 
at Harrow Council and is working with 
some of the young people living in HCHA 
accommodation. Thomas is able to provide 
work placement experience and develops 
‘job ready’ skills through mentoring and 
coaching.
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CHA’s Young Persons’ Service has a
team of three staff that help with a 

broad range of housing and individual 
personal development needs. Support 
worker Concilia Anyigbo explains, ‘It’s 
my role to assist our young people with 
everything from support planning, risk 
assessments, to applying for benefits, and 
ensuring they pay their rent. In addition,  
I teach life skills like budgeting and cooking.’

 of young people surveyed  
 were satisfied with HCHA’s  
overall service.

HCHA got me out of dark times.  
Good overall support and service.
Resident Jack Nolan, 19

  of young people said that
    their rent represented value 
for money (the lowest amongst our tenant groups).
This is unsurprising because after payment 
of their supported housing rent, many are 
left with an average of £37 a week to live 
on to cover all expenses including food, 
toiletries, clothing, phone bill, and travel.

We are increasingly concerned about 
the future of this service and the effect 
on vulnerable young people in light of 
the Government’s proposal to remove 
housing benefits for 18-21 year olds. 
Our campaign partner, Homeless Link, 
warns that this policy will leave those 
young people who are at a point of crisis, 
without a safety net, and unable to access 
accommodation.

find their feet
H

H

I’m really glad I came for this meeting, 
and looking forward to getting a job.
Mohammed Hajji,  24 years old (pictured 
right with Thomas Paul left)

HCHA has given me opportunities to  
get a better education and a better job.
Conor Culligan, 18

”” ”

of young people 
reported feeling 
safe in their home.

95%

89%

53%

““ “

Helping young people 
Our 35 bed spaces are occupied 
with service users as follows:
 •	 10	in	full	or	part-time	work
	 •	 2	waiting	to	start	work
	 •	 6	in	full-time	education	(2	aspiring		
  to go to university)
	 •	 2	on	apprenticeships
	 •	 3	on	Job	Centre	training	
	 •	 6	on	Employment	Support	Allowance
  because of health issues
	 •	 2	who	are	pregnant
	 •	 4	on	Job	Seekers	Allowance	
  and  looking for work
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n 2010 HCHA opened Ewart House, its
first purpose built, extra care scheme for 

older people in Harrow. Residents living
in the forty-seven flats and seven indepen-
dent units have health issues ranging from 
frailness and physical disability to mild 
dementia. Every resident has an individual 
support plan with high quality care delivered 
by our service partner, Creative Support.
All tenant nominations for extra care 
housing are made by Harrow Council.

Five years on, our award-winning scheme 
marked this milestone with a special lunch 
for residents, musical entertainment and 
a guest visit by the Mayor of Harrow, Cllr 
Krisna Suresh (pictured above).

Ewart House extra care scheme represents 
good value for money. Here, the cost of a one 
bedroom flat in the scheme with care delivered 
by our partner is on average 22% cheaper 
than the cost of a nursing home in Harrow.
Resident Mr Vijay Shukla who is a full-time 

carer for his wife Urvashi, who has multiple 
sclerosis, said, ‘We were the first tenants to 
move into Ewart House from private rented 
accommodation. It is a very good place to 
live, the building’s facilities are excellent and 
we enjoy living in our flat.’
100% of residents living in Ewart House 

have a care or support plan in place.

his year we saw an 18% increase in our
sheltered housing stock, this was due to 

our planned effort to build more homes in 
Harrow and the acquisition of Woodforde 
Court through our merger with Harlington 
Rectory. HCHA now has a total of eight 
sheltered housing schemes across the 
London Boroughs of Harrow, Hounslow, 
and Hillingdon, providing a total of 291 
independent units for those aged over sixty.
One of our highlights this year was the 

completion of the £5.5m redevelopment of 
Paxfold sheltered scheme in Stanmore, with 
twenty-eight new flats, a bright and airy 

communal lounge, and landscaped grounds 
complete with a woodland walkway.
The twenty-eight new one bed flats in 

the mobility friendly Paxfold building have 
on site housing staff on weekdays, and a link
to the emergency helpline service during 
out of hours. The affordable rent and service 
charges are typically under £195 per week.
94% of Paxfold tenants surveyed said they 

were very or fairly satisfied with the quality 
of their home - that’s 9% higher than the 
survey average, whilst 82% of Paxfold 
respondents said their home represented 
good value for money.

Ewart House
celebrates 5th anniversary 

extra care scheme More sheltered homes
for older people

I T

Harrow Council has worked in partnership
with Harrow Churches Housing

Association since the start of the Supporting 
People Programme back in 2003/04.
We have always worked well, commissioning 

a number of services for vulnerable people 
across the borough of Harrow. The housing 
related support service provided at Ewart 
House extra care scheme has helped to 
support the residents with daily living skills, 
enabling them to remain as independent as 
possible within their own homes.
Sandie Roberts, Supporting   
People Team Leader, Harrow Council.”

With property prices on the
rise, it’s more important 

than ever to have services available 
to vulnerable or elderly people 
experiencing housing difficulties 
and I commend HCHA for the 
exceptional work they are doing 
to support people locally.
Bob Blackman MP

““
”

   (Right to left) Bob Blackman MP with tenant Yvonne 
Bourke, Christopher Holley CEO of HCHA and Harrow  
Cllr Camilla Bath. 

<
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ith our partners, Harrow Council and the
Winter Night Shelter run by Firm Foundation, 

this is the second successful year of HCHA’s 
innovative homeless project for the single over 25’s 
in the borough. We have three homes providing 
twelve single bedrooms with shared kitchen and 
bathroom facilities, plus one additional family 
home. The project helps vulnerable rough sleepers 
with accommodation and assistance with paying 
their rent and encouragement to get into work as 
soon as they are able.
Case Study Anthony aged 50: ‘After splitting up 

with my partner I applied to the council’s Social Fund 
for help towards a deposit for a home in the private 
rented sector. A year later my landlord evicted me to 
move in his own family. I ended up being homeless 
and then stayed with friends sleeping on their sofas
for the next year. Then I ran out of friends!
Homelessness affected my mental state. If you’re 

homeless you can’t work, I was always worried about 
where I was going to stay. I stayed at the Harrow 
homeless winter night shelter for three months 
with ten others- it was not nice but at least I was 
out of the cold. The night shelter referred me to the 
HCHA’s homeless housing project. I have been living 
in HCHA’s homeless project accommodation for the 
past seven months. I have my own bedroom and 
share the kitchen and bathroom. I have gone back to 
work full-time in the concreting construction industry.
My life is slowly getting better mentally and 

physically. I’ve come this far, I have no intention 
of going backwards.’

HCHA’s homeless project
for the over 25’s

Our staff

Resident engagement and involvement 

W
e believe in equipping
our thirty-two staff 

members with a broad 
range of relevant skills to 
enable them to provide an 
excellent level of service 
to our tenants. This fact 
was borne out in the recent 
tenant survey which revealed 
that 87% of our tenants rate 
the service provided by HCHA 
housing and support staff as 
very good or good.

This year there were a total 
of sixteen courses delivered 
to staff working across 
different services including our 
frontline staff, maintenance, 
finance and administrative 
teams. These included 
training in: fire safety, 
professional boundaries, 
first aid, safeguarding, 
lone working, arrears 
management, supporting 
those with substance abuse, 

and sexual health in young 
people. Furthermore, this 
year all of our housing staff 
have had one-to-one training 
using our IT systems so that 
they can improve their data 
management and reporting 
more efficiently.

e aim to ensure that our tenants are
at the centre of our service. We do this 

by engaging with and involving tenants in a 
number of ways:
•	 At	the	Board	level,	we	have	an	elected	tenant
 representative on our Board of management.
•	 The	Tenant	Forum	(two	residents	from	each		
 sheltered scheme) meet bi-monthly with our  
 senior management team to discuss matters  
 arising on the agenda set by the Forum.
•	 The	annual	Tenant	Satisfaction	Survey		
 provides an opportunity for every tenant to  
 feedback their thoughts and ideas. This helps  
 to shape and improve our service.
•	 Communications	such	as	the	quarterly		
 Tenants Newsletter, the HCHA website and

 Twitter account are all designed to  
 facilitate this.
•	 For	tenants	aged	18-24	we	hold	regular		
 house meetings with their support workers  
 and team members to listen to their housing  
 concerns and take action where needed.
•	All	of	our	frontline	staff	in	supported		
 housing are involved in organising activities  
 and events for our tenants, ensuring equal  
 access for those that want to attend.

W

W
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CHA plays an active role in local partner-
ships that benefit neighbourhoods and 

improve the quality of life for residents and 
foster community wellbeing. We deliver 
social value across our eight sheltered 
schemes and our six homes for young 
people through: 1) provision of activities and 
services for older people; 2) improvement of 
life chances for young people, by helping 
them access training, further education  
and personal development opportunities; 

3) promotion of digital inclusion.
There were over 300 events and activities 

held in 2015 including coffee mornings, 
weekly bingo, diverse religious festivities, 
themed parties/lunches, day trips, 
gardening clubs, film nights, yoga sessions, 
BBQ’s and lots more. All of these 
events help to reduce social 
isolation and build strong 
communities, adding social 
value to our work.

iven that three quarters
of our tenants are over 

65 years of age and when 
surveyed in 2014, sixty-seven 
percent said they did not 
have access to a computer 
or handheld device, we 
became concerned about 
this. So in the summer 
of 2015, HCHA launched 

its year of digital activity 
and training as part of our 
commitment to digital 
inclusion for older residents 
living in our sheltered 
schemes.
‘HCHA strongly believes that 

digital inclusion is important 
for all of our tenants and by 
making this a priority in 2015 

we hope to reduce the digital 
divide. We are committed to 
enabling and supporting our 
tenants in helping them to 
prepare for Universal Credit 
as well as boosting their  
own personal and social  
wellbeing.’ Tracey Baldwin, 
HCHA’s Finance Manager.

Our digital year has included the following: 
•	 Creating	a	tenant	user	area	on	our	HCHA
 website (www.hcha.org.uk) that enables
 tenants to login to their own HCHA
 account and access their rent statements,
  make a payment online or report a repair.
•	 Recruiting	tenants	to	volunteer	as	‘Digital  
 Champions’ to help and encourage others  
 to get involved.

•	Organising	taster	sessions	on	HCHA’s
 computers and six tablets to help tenants  
 take the first steps in getting online. This  
 training was organised by our staff and  
 delivered by volunteers from our partners  
 Age UK Hounslow, and the ‘Digital Eagles’  
 from Barclays Bank, Harrow branch.
•	 Providing	free	wi-fi	in	communal	areas	in		
 our schemes.

Ensuring wellbeing and
  a sense of community
H

G

18

Case Study: Throughout 2015 HCHA’s residents living in Dashwood Court 
sheltered scheme in Hounslow, enjoyed the benefits of the ‘Love Later Life’ 
project funded by Hounslow Council and implemented by our partner Age UK 
Hounslow. Activities included weekly events in the communal lounge, monthly
outings, visiting theatres, one-to one IT communications sessions and a 
gardening project.

Digital inclusion
Resident Rupell Green (age 
75) was shown how to use a 
handheld computer tablet. She 
remarked, ‘It’s not so difficult, it 
just takes a little time.’  

   (Below right to left) Mark Sherred of Age UK Hounslow with 
Dashwood tenants Mary Simons, Vimla Darji, Ajit Vadva,  
Joan Dawes, Peggy DeSilva, Eileen Hall and Lorna Embury.

<



t HCHA we are committed
to finding new ways to 

serve our local communities. 
HCHA tenants are lucky to 
be able to get most basic 
aids and adaptations fitted 
quickly, by our specially 
qualified Trusted Assessors 
for free. Non-HCHA Harrow 
residents sometimes have 
to wait a long time, pay a 

high price and sometimes 
use unqualified staff just to 
get a vital grab rail fitted to 
help prevent a fall.
When Harrow Council 

ceased funding the adaptat-
ions service that HCHA had 
delivered on their behalf 
for five years (ending 
May 2014), we decided 
to set up our own social 

enterprise called Adapt. 
Adapt is providing and 
fitting adaptations for a 
reasonable charge without 
needing any Social Services 
assessment. Our qualified 
Trusted Assessors will 
endeavour to assist anyone 
living in our area, it just 
takes a phone call.

n 2015 our repairs and maintenance team carried out 2,211
jobs for our tenants. Our maintenance and improvements cost  

a total of £372,458.

Our performance figures for 2015:
Emergency repair
(same day): 8 jobs with 7 completed on the day

Urgent repair
(within 7 days): 87 jobs with 97% completed on time

Routine repair
(within 28 days): 2,116 jobs with 97% completed on time

Case study:
Mr Bakul Vakil (age 66) of Harrow was 
due to have a total knee replacement 
operation. He said, ‘Before going into 
hospital I called Harrow Social Services 
and they said that there would be a delay 
in sending an Occupational Therapist out to 
visit me at home for an assessment before my 
operation. I told them that I don’t mind paying 
for what I need so long as it is done before I have 
surgery, so they gave me the number of HCHA’s 
Adapt Service. Within two days of my phone call to 
them. I had Andy visit and do an assessment and 
advise what I needed; a handrail fitted outside  
and two grab rails near the top of the stairs.
The service provided by HCHA Adapt was very 
prompt and just brilliant!’

does easy, speedy
adaptations to your home maintenance&A

I
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   (Above) Mr Vakil beside
newly fitted handrail.
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Our figures
CHA successfully merged with Harlington
Rectory Housing Association on 1st 

February 2015. This generated an additional 
income of £2.9m reflecting a fair value for 
the organisation’s assets and liabilities at 
that time.
This was an unusual year for HCHA where 

an overall surplus of £3.5m was generated 
compared to £0.3m in the previous year. 
Turnover was £3.1m (2013/14: £2.8m). 
Without the additional income, our operating 
surplus after finance costs would have been 
£0.6m compared to £0.3m in the previous 
year, an increase of 98%. This was primarily 
due to growth in the number of housing 
units we manage and lower interest costs.
HCHA borrowed a further £2m during the 

year to help fund 28 new sheltered homes 
at Paxfold. We still have a further £4m 
available to spend on new developments 
and existing homes as part of our asset 
management strategy. As we continue 
to assess and deliver our ambitious 
development plans, we are exploring new 
and innovative funding options to enable us 
to deliver affordable homes for rent as well 
as alternative models for home ownership.
Funding for supported housing continues to 

be a challenge as we work through central 
Government policy changes and local 

authority spending cuts. We will, however 
continue to seek efficiencies wherever 
possible and innovative solutions that will 
enable us to provide support to our most 
vulnerable tenants. Value for money is 
always something we strive for and our 
assessment for the year is highlighted on 
pages 6 and 7.
Under our charitable objectives we 

continue to use some of our resources on 
our new social enterprise initiative called 
Adapt which provides and fits adaptations 
to people’s homes. This is a reasonably 
charged service compared to other local 
providers, however, the price can still be 
a challenge to customers in our wider 
community who are on a fixed income.
These financial results are testimony to the 

hard work of all our staff, from those on the 
frontline, to our maintenance, finance and 
administrative teams. They strive to ensure 
that we obtain the best possible value for 
money in the services we receive from our 
suppliers as well as the services we deliver.
Tracey Baldwin,
Finance Manager

H

*A copy of the full accounts is available upon request from 
the finance department at the HCHA Head Office or on our 
website www.hcha.org.uk/publications.

Where does our income come from?

For every 
£1 spent

How do we spend our money?
 2015
Social housing lettings £2,839,934
Supporting People funding  £254,859
Adapt   £54,331
Other   £30,631

Total £3,179,755

Staff costs 30p

(excluding depreciation)

Finance costs 
(interest & bank 
charges) 13p
Service
costs 23p

Other (legal and 
professional) 8p

Maintenance and 
repairs 17p

Other property costs 
(leasing and head office 
costs) 9p

 2015
Staff costs   £678,543
Maintenance costs   £284,371
Other property costs   £166,401
Service costs   £521,141
Head office costs   £33,116
Depreciation of assets  £423,809
Finance costs  £280,773
Legal & professional  £104,598
Bad debts   £59,356
Major repairs   £88,087

Total £2,640,195

How we spend
your rent


