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After seven years as a
board member at HCHA,
it was a tremendous
privilege to be appointed
to serve as Chair in 2017.
My background is in the law, and I have lived and
worked in the Harrow area for some 47 years in
total. Harrow Churches is, in the general scheme
of things, a relatively small housing association,
of which I am proud to be a part. Size not withstanding, HCHA ‘punches above its weight’ in a
number of key areas:
• In tenant care – the organisation at all levels
is tenant focused and always striving for ways
to better serve its tenant base.
• In the provision of quality accommodation - as
we roll out new developments and refurbish our
existing units, the standards achieve new levels
of excellence – the best measure of this is that

I would happily live in our newer units myself!
• The dedication of our staff at all levels – especially
our superb senior management team.
• The strength and skills of my colleagues on
the board, who freely give of their time and
expertise for the good of our organisation –
you may not realise that the entire board is
unpaid and does not even draw expenses.
I am also proud, as part of this Annual Report,
to be able to introduce HCHA’s refreshed values
that the Board of Management have agreed will
form the basis of our strategic decisions as we
look to the future.
I would like to take this opportunity to thank all
those mentioned above (and any that I have
accidentally omitted) and express my hopes for
another year of success and measurable growth.
Michael Shelton, Chair.

Left to right; 2017 HCHA Board
members, Petra Gratton, Andrew
Hall, Barry Ingate, Christopher
Holley, Michael Condon, Michael
Shelton and Richard Hughes.
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Looking to the Future:

Christopher Holley, Chief Executive
This has been an important
year for HCHA in which we
have seen key changes
to our Board, and I was particularly delighted to
welcome our new Chair Michael Shelton, and an
expert Finance Committee Chair Richard Hughes,
who is also new to the HCHA Board.
At the same time we have welcomed a new Senior
Management Team who will bring fresh expertise
and experience to HCHA. We have often proved
that even small housing providers can take on new
challenges and this year is no exception.
We opened our first innovative rent-to-buy housing
this year in partnership with Rent Plus and Cherwell
District Council. We are excited to say that we expect
to be announcing a range of projects that will add
to our stock and offer homes to people in west
London too.
Along with the Chair I would like to thank the Board
for their support and guidance as we take on new
challenges, risks and ideas in order to deliver our

Above: Gareth Thomas, MP for Harrow West with Christopher
Holley, CEO of HCHA, on a visit to Ewart House extra care
scheme and pledging his support for our work. 

agreed values. This is a year in which the Board
have had to make tough strategic decisions
following a substantial change to the funding of
our Young People’s Supported Housing schemes
in making the decision to close the service this
year. The Board and I would like to thank everyone
in the HCHA team and our key partners, Firm
Foundation and LB Harrow, who have helped to
make them a valued part of the HCHA portfolio
in the past.
Now, as we move forward our values will ensure
that everyone knows what is important to HCHA
whether we are planning new properties or striving
to deliver the best quality services that we can in
our existing homes. I would also like to thank our
exceptional staff team who have worked really
hard this year to make HCHA an organisation to
be proud of.

Delivering Our Values:
HCHA aims to deliver sustainable growth and new partnerships
In July 2017 we held an event to launch our innovative
new build rent-to-buy scheme with our partners
Rentplus in Bicester, Oxfordshire, enabling ten
families to take a first step onto the property ladder.
Formally opened by the Mayor of Bicester we held
a welcome party for the first tenants to celebrate
the completion of their new homes. The ten, two
bedroom homes were constructed by Mulberry
Developments, and offered to families in housing
need and on Cherwell District Council’s waiting list.
The Rentplus model means that not only can we
offer tenants a genuinely affordable rent, but also
the opportunity to buy their homes at an agreed
time in the future. At the point they are ready to
buy their homes Rentplus will give them the added
bonus of a 10% deposit towards their purchase,
making it easier to buy a home of their own.

Harrow Churches Housing Association
continues to build high-quality,
affordable and attractive places to live
– both at a rate that is impressive and in
a way that puts community at the heart
of all of their developments. They are
constantly innovating and provide far
more than just housing for their residents,
be that through new forms of tenure such
as their Rentplus model, or through the
services they offer. The NHF is very proud
to have HCHA as a member and long may
their good work continue to tell the story
of all that is best of our sector.
David Orr, Chief Executive, National Housing
Federation (NHF).

Below: Bicester scheme launch, we invited all new tenants, local councillors, builders & local Mayor.

Our Values
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To be independent and locally accountable to the communities
we serve across London and the Home Counties
To be the housing provider of choice for the people we serve
To provide homes and services for the communities we serve
- for older people providing homes for life
- for others where our skills and experience can meet their needs
To commit to sustainable growth and partnerships
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Delivering Our Values:
HCHA aims to deliver sustainable growth and new partnerships

Finance Review 2017 – Delivering Sustainable Growth
Through good budget management we have
delivered a strong set of financial results where
we continue to have bottom line growth with
the surplus for the year increasing by 8.56%.
Our ambitious development programme and reduced
capital grant receipts mean that we are more reliant
on external funding and our operating surplus to
invest in new homes. In order to support this we
need to generate strong operating surpluses and
this achievement is reflected in this set of results.
• Small increase in turnover of 0.26% from
£3.9m to £4m.
• Surplus increased by £61k from £710k to
£771k reflected in increased total reserves
to £8.5m (2016: £7.8m).
• Increase EBITDA as a % of turnover from
43.87% to 46.20%.
• Operating costs for social lettings reduced by
2.31% from £2,475m to £2,418m showing an
increase in value for money for HCHA tenants.
• Increase in number of units in management
from 415 to 426.
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How we spend our money
- for every £1 spent
Finance
costs 18p
Service
costs 22p
Investing in
new homes 5p
Other (legal and
professional) 4p

Fig 1.
(excluding depreciation)

• Total assets net of current liabilities increased
to £37.2m (2016: £36.9m).
• Net current assets decreased to £0.78m (2016:
£2.2m). The movement reflects the use of existing
cash reserves to acquire a land site for future
development rather than increasing our level
of debt.
• Long-term creditors consist mainly of external
		loans of £11m. Deferred grant income was
£17.7m (2016: £17.9m) of which £0.288m
(2016: £0.202m) is shown as a current liability.

Staff costs 30p

However maintaining and improving the operating
margin in an ever changing environment of
reduced rental income for social housing is
challenging. Whilst the impact of the 1% per
annum rent reduction (announced by the
Government in 2015) was minimal because
it was deferred for a year on supported housing,
we continue to see pressure on revenue grant
for supported housing with funding being cut
by £25k in the year and with more cuts
announced for the future.

Social housing lettings
£3,749,140
Supporting People funding		 £212,728
Adapt				 £3,836
Other			£35,880
Interest received				 £7,822

Maintenance
and repair 16p
Other property
costs 5p

Where our income comes from:
2017

Total

£4,009,406

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.

Our expenditure:
		2017
Staff costs 		 £846,646
Maintenance costs 		 £395,176
Service costs 		£620,815
Other property costs 		 £122,334
Head Office costs			 £11,799
Depreciation of assets		 £605,081
Borrowing costs		 £514,394
Legal and professional		 £107,106
Bad debts			 £14,906
Asset component
replacements			£54,662
Investing in new homes		 £135,881
Total

£3,428,800
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Delivering value for money
It is very important to HCHA staff that we help tenants
to understand their rent accounts and charges. We
are very pleased that in our Annual Survey 79% of
our tenants said that they understand their rent
statement. However, one of the most important
things that we need to report to our tenants is

for our tenants

information that helps them to assess if they are
getting good value for money. In our Annual Survey
for 2017 88% of tenants thought that their rent and
service charges represented good value for money
and Figure 1 on page 7 shows how we spend every
£1 of our income.

The Mayor of Harrow, Cllr Margaret Davine presenting the HCHA
Community Star Awards to: Tenant Tony Butler for running the
popular film club, volunteer Kim Van Den Berghe for running the
community bingo sessions at Ewart House for five years, and HCHA
staff member Mahesh Naran for exceptional service.

Delivering value for money for the

wider community
HCHA is determined to demonstrate the real social
value of its housing in terms of savings to health
and social care, as well as improving the quality of
life of its tenants especially those with long-term or
life-limiting health problems or physical disabilities.
Extra care is a cost-effective and proven model
that delivers support, personal and social care to
people who can also live independently in their
own homes. Offering the security and safety of
well managed housing and 24 hour care provision,
Extra Care keeps people out of hospital, prevents
bed blocking (our tenants can usually come home

without delay) and gives people a quality of life
that residential care cannot rival.
At the same time, we have been able to offer
a fast free aids and adaptations service to our
tenants living in any type of accommodation to
help prevent falls and/or get them home from
hospital more quickly.
Most of our tenants have basic aids fitted within
48 hours by our maintenance team who are all
qualified and experienced Trusted Assessors
without the need for any additional occupational
therapy assessment or social services involvement.

Our housing and services deliver substantial savings to the public purse:

8

* Unit cost for acute, statutory or institutional
intervention

Unit cost for intervention to local
authority of preventative housing

Residential Nursing Care per person per annum.

£55,276.00 per annum

Occupational therapy assessment and ordering (not including
supply and fit) of basic aids and adaptations: example is
for 3 handrails assuming £50 per hour cost x 5.82 hours

£291 per person per episode

Day care per person per session (with London costs weighted)

£71

Safeguarding case report and assessment – per episode
based on social worker average costs London weighted
(adult social care) – 3 hours (staff costs only)

£260.70

Hospital in-patient average London per day (approximate
consumables set aside).

£400

*Source: PSSRU, The Unit Costs of Health and Social Care 2016, L Curtis and A Burns
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Delivering Our Values:
To provide homes and services for the communities we serve
The ten new rent-to-buy two
bedroom apartments in Bicester,
Oxfordshire, added to our
existing general needs housing
in Harrow, Hillingdon, and
Harlington.
We now provide a total of 86
general need properties ranging
from one to four bedrooms,
most of which house families.

Case study:
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Zoe and her partner Jason and
four month old baby JJ, are one
of the new families who recently
secured a rent-to-buy home in
Bicester. Zoe said:
‘Before renting our new Rentplus
home we were living in a two
bedroom bungalow with my
partner’s father. With so many
of us in the home it was getting
way too cramped and we really
wanted a space of our own.
To date, we’ve just not been
able to afford getting onto the
property ladder in the traditional
way. I first heard about these
rent-to-buy homes through the
council. The location is what
attracted me the most – it is so

close to town and we have good
schools right on our doorstep,
which means that we won’t have
to rely on public transport. We
are aiming to buy our new home
after five years. The affordable
rent means that we are able
to save at the same time –
something we were not able
to do when we were privately
renting.’
The property is managed by
HCHA and owned by Rentplus,
whose CEO, Richard Connolly,
said: ‘We are thrilled to be able
to help Zoe and Jason, and other
families just like them.
As one of the UK’s least
affordable areas to live in, we
are delighted to be working with
Cherwell District Council to bring
more affordable housing to the
local community. Our innovative
model gives families who are just
about managing, the opportunity
to fulfill their dreams of home
ownership while offering them
the safety and security of longterm tenure.‘
Right: Zoe and her partner Jason
and four month old baby JJ.

Older people living better quality lives
In recent years it has become important
to us to develop housing that will help
older people to remain independent in
their own homes for as long as possible
and to ensure that people living with
disabilities are offered the opportunity
to enjoy a high quality home that is
able to meet their needs now and
into the future. The lack of wheelchair
adapted homes mean that couples are
sometimes separated because one has
to move into residential care and the
other cannot join them. We have been
delighted that our adapted, accessible
housing has led to us being able to
reunite two couples separated in this
way in recent years, delivering huge
savings to the public purse and great
happiness to our new tenants.

Case study:

Thomas and Irene had lived for the past
24 years in a privately rented flat with
a narrow, raised step entrance. In June

2015 Thomas suffered a rare spinal cord
injury which paralysed him from the
waist down and left him wheelchair
bound. After four months of recovery
and rehabilitation in hospital Thomas
was ready for discharge, but he was
unable to return to his home due to its
lack of wheelchair access. So Thomas
was moved into a care home but Irene
was not permitted to stay with him.
Eight months later, the couple were
finally offered a wheelchair accessible
flat in one of HCHA’s sheltered schemes.
Thomas recalls his first viewing ‘I could
get into it easily with my wheelchair, it
had a fantastic shower wet room and an
open plan kitchen and lounge. I thought
it was heaven!’ Moving in meant that
the couple could be reunited after
14 months of separation. This year
they celebrate their 62nd wedding
anniversary and are delighted to be
living together again.

HCHA owns or manages 426 units of a variety of
supported and general needs housing in Harrow,
Hounslow, Hillingdon and Oxfordshire. Figure 2 right
illustrates our different types of housing projects.
Seventy per cent of our total housing stock is designated
for older people who contribute 73% of our total
income. Almost one-fifth of our tenants are over
81 years of age and 8% are aged 90 years and over.
The remainder of our stock houses those with general
needs, as well as some of the most marginalised
groups including homeless single people over 25,
as well as those living with HIV.

Above: Thomas loves to cook for
himself and his wife in their new
kitchen of their HCHA wheelchair
adapted flat.

Figure 2: Types of HCHA Housing

■
■
■
■

Sheltered Housing
Extra Care
Young People age 18-24
Homeless over 25's

■
■
■
■

General Needs
People living with HIV
Rent-to-buy
Flats for wheelchair users
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Delivering Our Values:
To provide homes and services for the communities we serve
We are able to deliver the following key
community outcomes:
• Move on for older people who are downsizing.
• A preventative model for those who have a lifelimiting medical condition or physical disabilities
who may need more assistance to remain at
home in future years as their needs change.
• Independent living for older people living in
poor housing, impoverished by fuel poverty
or with mental health problems or lower level
cognitive impairment.
• A place of safety for older women affected by
violence/ abuse.
• A place of social inclusion.

• A home for life with assistance available as
and when required in our Extra Care housing.

Homes for people living with HIV
HCHA in partnership with the Department of
Health and Harrow social services delivers a
unique housing service for families living with
HIV. We rent out 27 street properties around
our local community areas thus helping people
living with HIV to maintain anonymity.
Our homes provide a safe, stable and healthy
living environment, with the aim of helping our
tenants to maintain their health and to rebuild
their lives.

I am always treated with respect,
(by HCHA staff) nobody comes to my
place without informing me and also
giving reasons in advance. Very happy
with the staff never been responded
to in any form of rudeness.
Yes I am very content.
12

Housing designated for people
affected by HIV, Tenant Survey 2017

Housing for over 25s
This project helps to address the problem of adult
single person homelessness in Harrow. It houses
those who have been in bed and breakfast
accommodation or rough sleepers. We work in
partnership with Harrow Council to provide twelve
people with housing in shared accommodation.
Our staff support them to maintain their tenancy
and avoid future homelessness.

Case study

Jay was living with her partner for eight years,
the relationship broke down and she found
herself homeless. She was referred to HCHA
by Harrow Council and has been living in her
new home for the past year. The stability
has enabled Jay to move on to a fresh
start, and she recently got a job as a
campaigns manager in central London.
Jay says, ‘I plan to stay living where
I am which is great for now and
continue working and progressing
in my job.’
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91% feel safe or very safe in their home.

Delivering Our Values:
HCHA aims to be the housing provider of choice for the people we serve

Quality Assurance – Our Annual Survey
Our Annual Tenant Survey is in its third year and
is a very important way for to us to check our
performance and to get real feedback directly from
our tenants. Tenants can tell us what they think
anonymously if they wish and the whole process
is managed at Head Office to ensure that people
get to talk to our Senior Management Team direct.
Although we do ask some standard questions we
also encourage tenants to tell us anything that
they need us to hear, and our staff then follow up
every substantial matter that is raised. Some of the
questions that we ask help us answer the question,
if our tenants had a choice, would they choose to
live in an HCHA property that we manage?

91% of tenants rate the overall

service provided by HCHA housing and
support staff as very good or good.

93% of tenants said we treat them
with fairness and respect.

Our Older Persons’ Service team provide a
professional and friendly service to our tenants
who live in our six sheltered schemes in Harrow
and Hounslow. They help our tenants to manage
their tenancies and support the community life in
their schemes, helping with events and activities.
They help to keep our tenants safe, supporting
them to report problems and find solutions and
to report anything that is causing them concern,
including abuse and community safety.
of all of our tenants said in the Annual
Survey that they would feel very confident or
quite confident talking to us about abuse against
themselves or others. We continue to work with
the Safer Neighbourhoods policing teams to
address any problems and to ensure that our
tenants feel as safe and secure as possible.

85%

Joan age 92 enjoys having a regular chat with
Chipo, Intensive Housing Coordinator.

93% said they trust HCHA to
manage their housing.

An unusual way of solving a housing management
problem using a Harris’s Hawk for pest control!
Tenants, staff with Hawk and his handler.

87% were very or fairly satisfied
with the quality of their home.
Dashwood Court sheltered housing
for older people.

PC Philip West and PSO Wes Best from the Harrow Weald
Safer Neighbourhoods team visiting Gillian House.

83% of tenants are happy with the
amount of activities offered.
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reminiscence afternoons, balloon tennis, garden visits
and fish and chip lunches. The activities are designed
with the aim to give our older tenants lots of choices
and a variety of ways to get active, learn new skills
or just make friends if they wish to.

In 2017 our intensive housing coordinators together
with our activity coordinator, tenant social committees
and volunteers helped to organise and facilitate
over 1600 events and activities! The enormous
choice of activities included everything from: weekly
coffee mornings, art and craft classes, bingo sessions,

Whist we are pleased with most of the survey our
tenants also told us to do better in managing:
• Repairs: our new Asset & Development Manager will
be investigating and aiming to change that in future.
• Complaints: Our new Operations Manager will be
working alongside the Senior Management Team
to make sure we work hard to improve our response.
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Delivering Our Values:
HCHA aims to be independent & locally accountable to the communities we serve.

Our staff
HCHA is proud of its staff whether working directly
in our services with tenants or in the background.
Together they are the people who deliver our
values day in and day out. At HCHA we recognise
that they are key not only to helping build the
HCHA community, but also in delivering tangible

benefits to their local communities.
HCHA staff consistently demonstrate that they
understand that they are accountable to a diverse
group of stakeholders, partners and both statutory
and voluntary sector agencies, but first and foremost
is accountability to our tenants.

Supporting our community
HCHA uses a number of ways to make sure that we
do not just rely on an annual survey to hold our team
accountable to our tenants. Our sheltered housing
and extra care schemes hold tenant forum meetings
and we have a tenant representative on our Board.
We try hard to listen but we can always improve
and the Board are determined to consider new
ways to involve tenants in the future.
We welcome new partners who help to build the
HCHA community but are keen to celebrate those
that have made a continued contribution to the
lives of our tenants.
This year we celebrated along with Harrow Council’s
Housebound Library who have been running a popular
mobile library and visiting our tenants for 20 years.

Keeping up with the news
Every quarter we send out a newsletter to our tenants
not only to let them know what is happening at
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HCHA and to pass on important information, but
also to report on their own news in their local
communities. In our Annual Survey 90% of tenants
said that they thought our Newsletter was good
or very good. We were really pleased to launch an
audio version of the newsletter in 2017.
This was made possible through a new partnership
with Harrow Talking Newspapers who have
also distributed MP3 audio players for free and
demonstrated how to use the equipment to listen
to the ‘talking papers’.

Community Star Awards
We love to celebrate the contribution that tenants,
volunteers and exceptional staff make to our
work and in 2017 we presented a number of
Community Stars Awards to local people in
recognition of their outstanding endeavours to
improve the lives of others.
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Delivering Our Values:

Delivering Our Values:

To be independent & locally accountable to the communities we serve

To be independent & locally accountable to the communities we serve

Adapt

Repairs Performance

The HCHA Community

Now in its third year, Adapt offers a unique service
for anyone local to our Head Office who needs fast
and easy access to minor aids and adaptations.
We directly employ a team of qualified trusted
assessors who provide a one-stop-shop service
completing the assessment and works in one visit.
This not-for-profit service aims to help any member
of the public who needs a straightforward, no
nonsense service that can provide basic aids or
adaptations without the need for occupational
therapy or social services referrals or filling out lots
of forms.

Last year we issued 2350 repair tickets for our inhouse repair team and of these we managed to
complete 96.5% of the jobs within the target time
allocated for the works. We continue to work hard
to improve the service and will start with a new,
more convenient appointment system in 2018
which offers fixed appointments.

It is very important to us to be responsive to local
community needs and to our own HCHA community.
Every year we ask our tenants as part of the annual
tenant survey to tell us about how well we communicate

and involve them in the work of HCHA. We also
check that we are offering our homes to a diverse
population to reflect the communities that we
work in.

Ethnicity as indicated by tenant
in 2017 survey

■ White English/Welsh/Scottish
Northern Irish or British 39.2%
■ White Irish 6.8%
■ African 7.4%
■ Caribbean 6.1%
■ Indian 12.2%
■ Any other Asian background 5.4%
■ Did not answer question 12.8%
■ All others 10.1%

Fire Safety
Fire safety continues to be a top priority at HCHA
at every level. All of our buildings are consistently
assessed for fire safety and have a current fire
risk assessment in place. Most of our buildings are
also inspected by the London Fire Service in order
to make sure that we have suitable and sufficient
measures in place to manage fire safety effectively.
We also believe that informing and involving
tenants enhances better fire safety and we include
advice in our quarterly newsletters and from
on-site staff and we are on hand to attend
tenant meetings to discuss safety first hand.
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Asset Management
2017 saw the completion of a full stock condition
survey carried out by external surveyors to assist
us to manage an investment plan for property
improvements including things like kitchens,
bathrooms and heating installations going forward.
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