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his year has seen us celebrating our 50th
anniversary with various functions around 

all of our premises, culminating in a gathering 
at the House of Commons in November, when 
it was possible to meet up with and thank 
many of our strategic partners, supporters and 
helpers as well as various officials from the 
boroughs in which we now operate, including 
the Mayor of Harrow, the Mayor and Mayoress 
of Hillingdon and various MPs, including Gareth 
Thomas, the MP for Harrow West, who kindly 
arranged for the use of the venue.

From a financial point of view, we have 
achieved another successful year with an 
operating surplus of nearly £316,634. This 
surplus has been despite another difficult year 
in the light of further cuts being made to the 
support we receive from our local authorities.  
Regardless of this, we have been pressing on 
with the redevelopment at Paxfold, which 
is now well along the road to completion 
and I believe will be a very real benefit and 
enhancement to the facilities that HCHA offers 
in Harrow. May I take this opportunity to thank
the residents of Paxfold for their patience and
understanding during the building work and I

hope that they will feel it has all been 
worthwhile as they enjoy the comfort and 
views from their new communal lounge.

As well as the additional stock being added, 
as a result of the building at Paxfold, the Board 
and management of HCHA have been very 
busy in negotiations with Harlington Rectory 
Housing Association for them to merge with 
us and I am very pleased to confirm that 
this was completed in February and that 
we are able to welcome Harlington Rectory 
into the HCHA family and trust that they will 
appreciate the benefits of being part of a 
larger, yet very personal, organisation.

2014 a year of

a year of
Celebration,

Preparation
T

   (left to right) Barry Ingate and Vince McCarthy,  
Site Manager at Paxfold.

<
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his neatly leads me onto the Board of
HCHA, whose members bring with 

them a wealth of significant experience 
and expertise to help guide our strategy for 
the long term. I’d especially like to thank 
John Newby and Norman Shurrock for their 
immense contribution over the years, they 
will be standing down from the Board, but 
I am pleased to say both will continue to 
serve on our sub-committees.

At this point I would just like to praise the 
work and efforts that the staff of HCHA have 
provided and to thank them for their loyalty 
and dedication. I am very conscious of the 
need to keep our staff both motivated and 
fairly recompensed for their services and we 
have been reviewing salary levels during the 
year to ensure that we are comparable with 
other employers in the sector.

In conclusion, I want to stress how 
important it is to both the Board and all 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 of our tenants 
at as fair and reasonable rent levels that we 
can, but at the same time ensuring the  
long-term future of the organisation.
Barry Ingate, Chair

T

   HCHA Board of Management.

<

    Michael Shelton (Vice Chair HCHA), Gareth Thomas 
MP, Mayor of Harrow Cllr Ajay Maru, John Newby 
(former Chair of HCHA), Barry Ingate (HCHA Chair) & 
Mayor of Hillingdon Cllr Catherine Dann.

<



   HCHA staff on a training day out 
in Green Park, Aylesbury.

   Residents at Gillian House celebrate 
the Association’s Golden Jubilee.

<

<
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    Standing left to right: Susan Robinson, 
Intensive Housing Coordinator, Harrow 
Mayor Ajay Maru, with tenant Kari Aina. 
Seated left to right: resident May Slater, 
Chris Holley, CEO HCHA, & Inez Watson.

>
            Our mission today
            is as relevant as it
was 50 years ago.”“
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Dedication
missionto our

CHA’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.’

HCHA has recently conducted a survey of 
its tenants and the results have made very 
interesting reading (see page 20). We really 
wanted to find out what our most important 
stakeholders, our tenants, thought of HCHA 
and the services that we provide to them.

For me, the most powerful results were 
around trust, with 91% of our tenants saying 
they trusted HCHA to manage their housing.  
This result was even higher for our general 
needs tenants at 95%. This is a great tribute  
to our staff who work hard to gain that trust 
and respect and I want to thank them first 
and foremost.

As I write this I am also aware that we have 
just completed a successful merger with 
Harlington Rectory Housing Association, and  
I hope that in time they will see the benefits  
of the merger in the services they receive.

I would also like to thank those tenants who 
have been so patient during the building of our

latest development at Paxfold. When this is 
finished it will provide an additional twenty-
eight new homes but also vastly improved 
communal facilities. We have also upgraded 
eleven bathrooms to level access showers for 
existing tenants at this site.

Our commitment to young people has also 
seen us deliver a new five bedroom house
with shared facilities, but also the refurbishment 
of one other shared home. HCHA has also 
worked in partnership with Harrow Council 
to start a new project to help provide 
accommodation for homeless people in  
the borough.

The economic outlook may still be uncertain 
but we continue to act prudently to ensure 
that HCHA meets the challenges of the future 
by providing good quality homes and services.
Christopher Holley, Chief Executive

H

of our tenants trust us 
to manage their housing

91% 



Our in-house maintenance team 
carried out 2,368 jobs over the 
past year at a cost of £250,725. 
This is significantly less costly 
than using private contractors. 
87% of our tenants said they 
were satisfied with the work.

Accessibilty

7

“The rent is reasonable considering the 
private rentals out there       N Jessamin”

New homes are built to 
Code 4 standards designed 
for energy efficiency.

82

invested in new homes.

invested in improving and maintaining 
existing homes.

£2.4m
£555,192

A new social enterprise 
initiative called Adapt  
came about as a result of
a workshop for staff to see 
how we could use our assets 
better. The home adaptation 
service increases the social 
benefit to the community  
and reduces HCHA’s reliance 
on grant funding.

New wet rooms plus 11 baths 
replaced by level access 
showers in existing schemes.

New hydraulic platform  
lift installed.

28
1

he Homes and Communities Agency
expect social landlords such as HCHA 

to deliver value for money in their activities. 
HCHA through the guidance of its Board of 
management, senior managers and team  
of thirty-two staff has always sought to
use the assets at its disposal as efficiently
as possible demonstrating value for money in 
the management of our people, buildings,  
finances and customer care and services.

This year we have reviewed information
from sources including our performance 
reports, accounts, tenants satisfaction 
survey, review of contracts, meetings with 
our partners, and staff training and feedback 
sessions to ensure that HCHA is delivering 
value for money whilst meeting its mission  
to our tenants and service users.

value for money
Delivering
T
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Neither Good
nor Poor

Good

Our 2014 tenants satisfaction survey revealed that 68% of our tenants thought that our rent 
and service charges were either good or very good value for money.

Poor
Fairly Poor

5%
7.5%

19.5%Very Good

42.8%

25.2%



9    (above) Heating and electrics installation at Paxfold.

    (above) Robert Goodman, Maintenance Manager, 
Michael Shelton (Vice Chair HCHA) on an inspection 
with Vince McCarthy, Site Manager at Paxfold.

<

<

Some facts about Paxfold:
The project consists of two extensions, 
one of timber frame and the other 
traditional concrete block and brick. 
Construction includes:  120,000 bricks, 
140m3 of concrete, 50 tonnes of steel, 
20,000 concrete blocks, and over 35,000 
hours of labour.

of our tenants are satisfied 
or very satisfied with the 
quality of their home.

86%

Investing 
improvingand

ver the past year HCHA staff and contractors
have been hard at work on the development 

at Paxfold in Stanmore which comprises of 
twenty-eight new one bedroom flats for older 
people over the age of 55. The scheme also 
includes the provision of communal facilities 
such as a lounge, kitchen, hairdresser’s, 
laundry, offices, guest room, training room, 
and a total of twenty-five car parking spaces.

The flats are being built to ‘Lifetime Homes’
standards, which means that the dwellings can
be easily adapted for the tenant throughout 
their lifetime. For example the space standards 
are more generous and can accommodate 
future wheelchair use if needed, the construction 
of walls and ceilings are more robust, so grab 
rails or hoists, if required can be installed. All 
bathrooms in the new flats have been built as 
wet rooms, and this design is more suitable 
for people who are less mobile. In addition, 
two  of the new flats are being built to full 
wheelchair standards.

The development at Paxfold will achieve level 
four of the Code for Sustainable Homes.
This means the scheme incorporates high 
levels of insulation, use of photovoltaic 
panels on the roof (converting sunlight to 
electricity), better air tightness, and water 
saving measures, making the building more 
energy efficient and helping to achieve more 
economic heating and water bills.

The new build element of the scheme will 
adjoin the existing building and we aim to 
ensure that the transition between old and 
new is as seamless as possible which will be 
achieved by decorating the existing parts of 
the building to match the new. Further work  
in the existing building has been undertaken 
during the construction period which has 
meant the upgrading of eleven bathrooms, by 
removing baths and providing showers instead 
to make these bathrooms more accessible for 
residents. The scheme is due to be completed 
in May 2015.

O

8
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    (above) HCHA’s new shared 
home for young people.

    (below) Young residents attend a Money Skills workshop.

<

<

“

“

I was spending ridiculous amounts of 
money on going out with friends and 
buying stuff and  I didn’t worry about 
it. The workshop made me stop and 
think about how I spend my money. 
It showed me how to budget my 
money more carefully.

Mohammed, aged 20

I was homeless and they helped me get 
back on my feet.         Jermaine, aged 22

”

”
11

housing and

personal development 
It’s about

his year the substantial cuts in council
funding for our Young Persons’ Service 

have led to a reduction in the number of 
housing units from 54 to 33. Despite this 
setback we continue to provide a safe and 
secure home for vulnerable young people. 

In addition to providing a home our Young
Persons’ Service team have worked hard 
in the past year to support personal 
development initiatives that improve the lives 
and employment prospects for people aged 
18-24 living in our shared housing, ultimately 
preparing them for moving on.

‘It’s not always about finding training and 
jobs, sometimes our young people just need 
to improve their confidence and basic skills, 
and that’s why we have organised a number 
of workshops including: Goal Setting, Time 
Management, Team Building, Communication 
& Confidence, CV writing, and Money Skills in 
partnership with Barclays Bank.’
Sheetal Patwa, Project Coordinator.

T

Amongst the successes in 2014 there were:
6 apprenticeship placements including
Jamie Oliver,  Blue Bird Care accountancy 
and the  London Hairdressing Academy
7 young people in college 
7 in part-time paid work
2 in full-time work.
Facts:
6 houses with shared facilities and
33 bedroom spaces

of our young tenants said that we are good 
or very good at keeping them informed

90%



12

    (below left) Resident Zena Johnson with Hyacinth Blake (Intensive Housing Coordinator) 
at the Jubilee party at Ewart House.

<

“Maria Reyes (Housing 
Coordinator) saved 
my life. How much 
more respect can 
you get then that?
Mr Butler ”

    (above) Ewart House Intensive Housing 
Coordinators team: Maria Reyes, Cem Yilmaz 
and Hyacinth Blake.

<
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wart House serves as a shining example
of the best of what can be achieved in 

extra care housing. Residents living in the 
forty-seven flats and seven independent 
units for wheelchair users have health issues 
ranging from frailness and physical disability 
to mild dementia. Each resident has an 
individual care plan with support delivered by 
carers or visiting nurses under the supervision 
of our partners Creative Support. HCHA’s 
housing team are there to provide assistance 
with housing and tenancy issues as well as 
advice on accessing services.

The health and well being 
of our residents living at 

this scheme is ensured 
by on-site staff, carers 
and visiting healthcare 
professionals including 
opticians and chiropodists. 

Also there’s fortnightly nail 
manicure sessions, a visiting 

barber, a ladies hairdresser, and the health 
spa is available  for use by all residents. 
Our staff plan activities to prevent social 
isolation. These include weekly bingo, 
film afternoons, seasonal parties with 
entertainment and regular tenants meetings.

E

health &Extra care 

well being

   (above) Resident Urvashi Shukla having her annual 
eye test by a visiting optician.

<

    (above) Resident Joe Stacey 
celebrates his 85th birthday with 
Timi Ade from Creative Support.
‘My carer Timi is a great guy’.

of tenants said they are happy with the 
activities that we offer

75% 

<
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Twenty-five year old Kadra Awale 
moved into one of HCHA’s shared 
houses. Kadra explains, 

I come from a very large family 
and as an adult, I needed my 
own personal space. My advice 
to others in a similar situation 
facing homelessness is don’t sleep 
in the street, don’t put yourself 
in a dangerous position. Go to 
the council and talk to them. Tell 
them about your problems. In my 
experience they have listened and 
given good advice. They housed 
me with HCHA and now I am very 
pleased with my life. ”

“

of our tenants said we 
treat them with fairness 
and respect 

90% 
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Over 25s
We are aware that adult homelessness is on 

the increase in Harrow due to welfare reforms 
and joblessness. This situation has given HCHA 
an opportunity to be innovative in how we use 
our stock. We approached Harrow Council and 
proposed to use two of our properties for the 
purpose of addressing the issue of adult single 
person homelessness and taking on clients 
that are currently either in bed and breakfast 
accommodation or are rough sleepers.

In 2014 this project began with two flats, 
each with four furnished bedrooms with shared 
facilities. These premises are used to house 
adults over 25 years of age that are referred 
to us by the Council. Individual tenants sign 
a license agreement. HCHA is responsible for 
the security of the building, maintenance and 
cleaning the communal areas.  
An officer visits the 
properties on a regular 
basis to ensure that 
tenants are adhering 
to the house rules, 
keeping the property 
clean and paying their 
rent or contribution.

‘Harrow Churches Housing Association’s new
shared housing service has increased the
supply of affordable housing for single homeless
people in Harrow. They have helped us to
resettle a number of vulnerable single home-
less people including two rough sleepers.
We are grateful for this and are confident to
move forward together in the future.’
Adam Stephenson, Harrow Council.

Families with HIV
HCHA continues to provide twenty-seven 

families living with long-term health problems 
good quality homes in Harrow. We provide 
a safe and healthy living environment and 
Harrow Council’s social services provide the 
support necessary to help them manage their 
lives better.

‘I really appreciate my home, and me and my 
family are comfortable living here.’ 
Tenant (name withheld).
General needs

We continue to provide eleven general 
needs homes for families living in the London 
Boroughs of Harrow, Hillingdon and Hounslow. 
We work in partnership with the councils who 
nominate the highest priority applicants.

Tackling the
housing shortage 
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   (left) Knitting nanas 
raising money for a
neonatal unit at a
local hospital

    (above) Residents at Wolstenholme sheltered scheme 
in Stanmore marking the Association’s golden jubilee 
with a picnic on the patio in July 2014 

<

<

“              Everybody’s involved, we’re
             doing something enjoyable & 
getting to know each other better.

Resident Grace, aged 84 

16

esidents in our sheltered schemes are
aged over 55, most are retired, many get 

involved in the schemes’ social committees 
that organise events open to all residents.
The range of activities is diverse and varies 
across the schemes including: boccia, yoga, 
bingo and coffee mornings.

Some residents are very active in the wider 
local community, volunteering their time to 
local charities, activities, religious meetings 
and groups etc. For example, a group of 
residents at HCHA’s Dashwood Court sheltered 
scheme set up a knitting club as a way of 
socialising and at the same time helping  
good causes. The group makes blankets which 
are donated to the maternity unit at the local 
hospital and others are for a blanket scheme 
for local elderly people.

of our residents tell us that they like or
love the neighbourhood where they live

84%

spirit
Community

R “

“

              I feel very safe and happy,
              it’s like I won the lottery! 
No way would  I want to leave here.

Doreen Green,  sheltered scheme

              When you live in a place like
              this, it keeps you well. I esp-
ecially like the companionship.

May Slater, aged 94

”

”

    (Left to right ) May aged 94 with 90-year olds Inez, 
Gladis and Robert reside in St Barnabas Court.

<



s part of Harrow Council’s budget cuts,
HCHA lost the grant that funded the 

Aids & Adaptations Service last year. Since 
then we have been taking a long hard look 
at this service particularly because we still 
receive lots of referrals from local hospitals 
and social services. We were interested to 
find out if the service could become a social 
enterprise and so in May 2014 we began 
working on the idea. A social enterprise aims 
to make a profit but does ‘social good’ with 
the money.

A new chargeable service has been launched 
called Adapt at HCHA. ADAPT’s aim is to 
provide low cost aids and adaptations in 
anyone’s home, young or old. This is because 
we know that the quicker we can adapt a 
home or help with handyperson type jobs 
that help to keep people safe then the less
likely they are to fall, need emergency hospital
admission or have to move from their own 
home. We also formed a partnership with 
Innisfree Housing Association to offer our 
specialist service to their tenants, so that 
they could benefit from our professionally 
qualified and speedy service.

Our own tenants benefit from the expertise 
of our maintenance staff who are all trained 
Trusted Assessors – this means that they are 
qualified to fit aids safely and in line with 
individual needs but now ADAPT can offer 
this to anyone in our area.

19

at HCHA
a new social enterprise 
A

 First class service in all
 respects, the craftsman 
was extremely courteous and 
highly skilled.        Miss J Paine ”“

n 2014 our maintenance and repair team
carried out 2,368 jobs for our tenants. 

These included all three categories of repair; 
emergency, urgent and routine planned 
repairs and maintenance. The cost of this 
in-house service was £250,725.

‘We are fortunate to have an excellent team 
and they work efficiently and deliver on time.’ 
Robert Goodman, Maintenance Manager.

18

maintenance
matters

I
of tenants were very satisfied or 
satisfied with the last repair we 
carried out in their home. 

86% 

  My heating was
  checked & repaired 
leaving it in good state - 
lovely & warm.
Peggy De Silva”“
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Service
standards

were very or fairly satisfied 
with the quality of their 
home

Quality of Home

86% 

of tenants said they trust 
HCHA to manage their 
housing

Trust

91%
said we  treat them with 
fairness  and respect

are satisfied with the last  
repair carried out

Respect Repairs

90% 87%

feel safe or very safe in 
their home

Safe & secure

83%
said they would feel very 
confident or quite confident 
talking to us about abuse 
against themselves or others

Abuse

85%

  Our manager is always 
understanding and helpful 
in every way
Susan Shanahan

“
”

  I feel very safe and 
happy it’s like I won the 
lottery. No way would I 
want to leave here
Doreen Green

“
”

  The work was well 
done and the people  
who carried out the  
work were very good
Peggy De Silva

“
”

and the 2014 tenants satisfaction survey

21

       like or love living in their 
neighbourhood  

said they do not have access 
to a computer or the internet 
in their own home

Activities Neighbourhood

Internet access

75%84%

67%

of our tenants rate the 
newsletter as good or  
very good

Tenants newsletter

95%

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

Complaints 

61%

thought the rent and service 
charges represent good 
value for money

Rent & service charges

68%
  The rent is reasonable 
considering the private 
rentals out there.
N Jessamin

“
”

  Your newsletter is good 
and very informative.
Martina Nommik
“ ”

  Our manager and the 
social committee organise 
and provide a good 
selection of activities.
Fraser Brown

“
”

  It has everything that 
I need: the shops, train 
station, dry cleaners, easy 
for me to get to work.
Andrea, young person

“
”

We are proud of the 
satisfaction levels 
expressed by our tenants. 
We aim to continue to 
build upon these levels.
The feedback will 
help to inform and 
shape our thinking and 
improve  our service over 
the coming year.

     Marie Holland, resident.

<
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Our figures
ur financial performance in 2014 was
strong and we returned a surplus of £316,634

on a turnover of £2,860,265 (as compared to a
surplus of £402,007 on a turnover of £2,717,596
in 2013). Whilst this is slightly down on the 
previous year, this is in part due to costs
associated to the organisation of repaying a 
historic high interest loan. Had these not been 
incurred the surplus would have increased by 
7.02% to £430,231. These financial results are
testimony to the work of many of the staff in
the central office teams of finance and 
administration. They have worked hard to ensure 
that we obtain not only the best possible value 
for money in the services we receive from our
suppliers but also a real reduction in our tenant
rent arrears across all of our services.

Financially it has been a challenging 12 months
where we have seen our funding cut across 
our services. We have however seen this as an 
opportunity and introduced a new Homeless 
Persons’ Service utilising properties previously 
used for our Young Persons’ Service providing 
homes for a family as well as eight single people.

We have also continued to invest in not just 
the new development at Paxfold but also in 
our other properties and services. A total of 
£555,192 was invested.

For our Young Persons’ Service we have 
purchased a house and then brought it up to 
decent homes standard to provide five bed 
spaces as well as refurbishing one of our  
older houses housing 5 homeless females. 
In total £420,373 was invested in our Young 
Persons’ Service.

We will continue to review our planned 
maintenance programme to improve our 
tenants homes throughout 2015 but at the 
heart of all of our activities is the effort that 
our staff put in to ensure that we are able  
to deliver many of our frontline services  
and produce newsletters and information to 
ensure we can maintain a level and quality  
of service that is valued by our tenants  
and stakeholders.

The activities that are often carried on behind 
the scenes can range from managing our 
relationship with Housing Benefit Departments 
to ensuring we get energy and utilities at the 
best possible price. This combined with careful 
financial management and planning helps us 
deliver value for money and ensures the long-
term viability of HCHA.
Tracey Baldwin, Finance Manager

O
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Where does our income come from?
Social housing lettings £2,453,371
Supporting People funding £339,527
BAA £47,388
Other £36,784

Total £2,877,070

How do we spend our money?
Staff costs £775,899.83
Maintenance costs £250,725.94
Other Property costs £161,451.16
Service costs £528,951.75
Head Office costs £84,404.15
Depreciation of assets £295,145.87
Finance costs £395,075.33
Legal and Professional £49,058.43
Bad Debts £19,724.81

Total £2,560,437.27

 £316,633.13
Average income per unit  £8,745
Average cost per unit  £7,782

30%

6%
21%

10%

3%

2%
1%

15%

1%
2%
12%
85%

12%


