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Each year Castles & Coasts Housing Association (CCHA) produces an
Annual Report for residents. This report has been developed to provide
you with an overview of performance and achievements between April
2018 and March 2019.
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About us

Castles & Coasts Housing Association (CCHA) has an annual turnover of over £30m, employs
over 200 staff and owns and manages more than 7,000 properties in rural and urban
communities across the North of England. 75% of CCHA’s properties are located in Cumbria.
As well as a commitment to providing new affordable housing solutions and investing more
than £10m each year in delivering new homes, CCHA continues to spend more than £10m
each year on maintenance (including major repairs), creating employment and skills
opportunities in our local communities.
Our Corporate Strategy 2018-2023 sets out the key corporate objectives for CCHA and
our ambition to grow, invest and improve. This can be found on our website at
www.castlesandcoasts.co.uk/about-us/
The aim of this Annual Report is to show you, our residents, what CCHA has achieved in
2018/2019.

Key highlights from 2018/19

22,590

Responsive repairs completed

£5m

384%

95%

696

10%

56

64,351

Overall repairs completed in
timescale

New homes built

Spent on new components
e.g. new kitchens and bathrooms

New components installed in
our homes

Telephone calls received
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Increase in compliments from
residents about our services

Reduction in complaints from
residents about our services

Section Two

Chair & Chief
Executive Welcome
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Chair & Chief Executive
Welcome
Welcome to the second Annual Report for
residents of Castles & Coasts Housing
Association.
July 2019 was the Association’s second
anniversary and we are pleased to report that
not only has the last year been a period of
consolidation but also one of significant
achievements, some of which we talk about
below.

Fiona Moore
Chair of Board

We received our first In-Depth Assessment from
the Regulator of Social Housing, which was a very
rigorous process. We were therefore very happy
to receive the Regulator’s highest judgements of
G1 and V1 for governance and viability which
gave us a very solid platform on which to
continue developing and improving homes and
services to our current and future residents.

Stephanie Murphy
Chief Executive

We have also expanded Castles & Coasts
Services, which is our own maintenance delivery
operation. Feedback from residents tells us that
providing services and maintenance from our
own team is not only a cost effective way of
delivering high quality services, but also has
higher rates of resident satisfaction.
One of the key achievements this year has been
the positive impact of delivering the various
aspects of our Customer Experience Strategy.
This strategy sets out how we will ensure our
services are delivered in a way which meets
residents’ needs and expectations. It explains
how we will focus on developing and delivering
diverse and appropriate services, by
understanding who our customers are, what they
expect from us, how they want to access our
services and how we can best communicate and
engage with our customers.

Residents have told us how important it is for
them to feel safe and secure in their homes.
Castles & Coasts has, over the last twelve
months, continued to build on a positive health
and safety culture. This has included recruiting
more staff for the compliance section of the
business which oversees our approach to fire,
gas, electrical and water safety in residents’
homes. The Board receives regular reports and
updates on this important area of our business.
In the last year we have spent over £10 million on
repairs and improvements to homes, some of
which has been spent on improving energy
efficiency to help residents lower their fuel costs.

We believe a lot of progress has been made in
listening to residents and understanding what we
do well and also, importantly, where residents
believe we can improve. We know we still have
some parts of our service that we need to build
on and improve and we are committed to working
with residents to do that in the coming year.

As well as maintaining existing homes, we have a
significant development programme which
should see us building over six hundred new,
much needed, affordable homes over a five year
period.

Fiona Moore

Stephanie Murphy
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Section Three

Customer Experience
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Customer Experience

Key Objective: Customer - to deliver high quality services to residents and prospective residents

10%

384%

Reduction in complaints

Increase in compliments

Customer Experience Strategy
At CCHA, we value the voice and experience of
our residents, and we look to use this insight to
inform decision making.
Our Customer Experience Strategy 2018-2023
was developed in 2018. The strategy sets out
how we will ensure that we understand who our
residents are and what they expect from us.
It outlines how we will use feedback from our
residents to ensure our services meet their
needs and continue to develop and improve.
Customer feedback and insight has helped to
shape CCHA and influence strategy, policy and
the delivery of our services.

The panel completed its first Scrutiny Exercise,
scrutinising our Equality and Diversity (E&D)
Handbook, which is in place to help our staff and
contractors ensure that we deliver our services in
an inclusive way, to meet the diverse needs of our
residents.

So how have we done this?

Our residents have been involved in a number of
ways:

Residents’ Scrutiny Panel

During the winter of 2018, we formed our
Residents’ Scrutiny Panel to act on behalf of the
residents of CCHA.

The panel made recommendations to provide a
greater customer focus. This included creating a
new E&D Charter for staff and contractors to sign
up to; which will be delivered during 2019.

The panel is made up of seven residents. The
members of the panel come from across the
North of England, bringing different skills and
experiences. The panel was presented with the
feedback we received from compliments,
complaints, continual service feedback, Resident
Feedback Groups and resident surveys.
Henry Barker, Chair of the panel, said, “For me,
becoming a Scrutiny Panel member means I can
have a say and be involved in shaping how
Castles & Coasts operates and help make
services better for all residents.”

Sandra Eagles, Vice Chair of the panel, said, “It is
an exciting time for the scrutiny panel and we
hope this is the first exercise of many that make
a difference to CCHA and its customers.”
During 2019/20, the panel will look into further
services and policies in great detail and will make
recommendations back to CCHA as to how these
services could be improved.
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Customer Experience
Continual Service Feedback

Resident Feedback Groups

Every time a resident receives a service from us,
we want to hear how we have done. Since April
2019, residents have had the opportunity to
provide feedback for the services they have
received.

Resident Feedback Groups (RFGs) are one-off
‘task and finish’ groups to look at a particular
service or policy in order to provide feedback.
Residents have taken part in these groups in a
range of ways to suit their needs: face-to-face,
by phone or in writing before the group meets.

All feedback will be monitored to identify trends
and will provide CCHA, and our RSP, with the
information required to map the customer
journey, identify areas of concerns and provide
solutions to improve the customer experience.

During 2019/20, at least six RFGs will be held.
If you would like to register to take part in one of
these groups, please email us at
feedback@castlesandcoasts.co.uk

“Just wanted to say thank you
for the way you have looked
after me and cared for my
property. It is one of the best
places I have lived and you are
one of the best housing
associations. Thank you to all
your staff and the way you deal
with things. You are first class.”

So far, we have held seven RFGs looking at:
Customer Service Standards
Repairs & Maintenance Contract
Procurement
CCHA Website
Leasehold Handbook
Rechargeable Repairs Policy

A compliment received from
a CCHA resident

Customer Feedback Events with our
Chair of the Board and Chief Executive
Customer Annual Report
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Customer Experience
Compliments & Complaints

When we exceed or fall short of these standards,
we are keen to hear from residents to enable us
learn about the things we are doing well and to
identify where we can improve.

Our Customer Service Standards set out the
services you can expect from us and our
commitment to residents.

Below is a summary of the compliments and
complaints we have received:

Customer Service Standards

In line with our Customer Service Standards,
CCHA aims to:

Quarter

Compliments Complaints

•		Provide you with a high quality and personal service
that is prompt and courteous at all times

Q1

19

19

•		Provide a 24 hour Freephone number to contact us,
which will be diverted to an out of hours emergency
repairs reporting service outside of our Customer
Services Team opening hours

Q2

27

22

Q3

71

12

Q4

75

15

Total

192

68

• Treat your enquiry confidentially

•		Aim to answer 80% of calls to our Freephone number
within 30 seconds, and to provide a call back facility

We find it encouraging that the number of
complaints has reduced. This shows that we are
achieving service improvements through the
feedback received.

•		Acknowledge your written enquiry (including emails)
within one working day of receipt, and provide you with
a response to your enquiry within five working days.
If we cannot provide a response during this time, we
will give you a date by which you can expect a detailed
response

We will continue to learn from the compliments
and complaints we receive in order to increase
customer satisfaction.

•		If you leave us a message, we will phone you back
within one working day

•		Provide access to our Residents’ Portal 24 hours a day,
365 days a year, where customers can pay their rent
and service charge, view their statement and report
non-urgent repairs

•		Provide a texting service, where customers can request
their current rent balance, log a repair, or request a call
back from us
• Aim to deal with enquiries at first point of contact. If we
are unable to assist, we will forward this to a specialist
member of staff who will contact you within three
working days

• Meet your specific needs, if you need an interpreter or
require information in an alternative language or format
• Ensure our staff wear appropriate identification

•		Aim to communicate with you by a method of your
choice, i.e. text, email, telephone or letter
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Customer Experience
Communications

We are committed to ensuring that we
communicate with our residents in accordance
with their preferences and to keeping residents
up to date.
During early 2019, we revamped our website
following feedback from a group of residents.
You can use the website to:
• Look at and apply for a property

You can also receive a copy of our magazine by
post, or in an alternative format e.g. large print,
different languages, or an audio version. If you
would like to receive the magazine by post, or in
an alternative format, please contact our
Customer Services Team.
During 2019/20, we will introduce social media
communications for our customers who prefer to
receive information in this way.

• Check out our leasehold information section
• Report a repair

• Find useful information and tips about repairs
• Apply for a job with CCHA

• Find out more about us and our staff
• Report Anti-Social Behaviour

• Find useful financial and practical help
Plus much more, so please explore our website at
www.castlesandcoasts.co.uk
We continue to publish a quarterly residents’
magazine working alongside our Editorial Panel,
which is made up of residents from across the
Association. You can find our magazine under the
Library section of our website.
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Customer Services

Key Objective: Customer - to deliver high quality services to residents and prospective residents

64,351
Calls received

12,000

Over
enquiries made via our
website and email

79%

Calls answered within
30 seconds

Customer Service Team
Our Customer Services Team is your first point of
contact for any information or issues affecting
your home.
Customer Service Advisors take great pride in
providing an excellent customer experience and
they are committed to ensuring that all residents
receive a clear, responsive and satisfactory
service, in line with our Customer Services
Standards. We continually aspire to enhance
services to provide choice and ease.
Over the last year, we have seen an increase in
digital enquiries, where residents and customers
have visited our website and used our ‘Get in
Touch’ form to send an enquiry, or to let us know
about a non-urgent repair. This can be found on
the ‘Contact Us’ page on our website.

We have received over 12,000 enquires made by
email and via our website.
In addition to this, we have seen more and more
residents signing up to our easy to use Residents’
Portal. The portal is available 24 hours a day and
provides you with key information including:
• Information about your tenancy or lease
• Where you can pay your rent and
service charges
• How to report a non-urgent repair
• How to update your contact details
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Repairs & Maintenance

Key Objective: Customer - to deliver high quality services to residents and prospective residents

Emergency repairs
(24 hours)

Urgent repairs
(7 days)

Routine repairs
(21 days)

completed in timescale

completed in timescale

completed in timescale

93.85%
Target: 95%

93.15%
Target: 95%

Responsive repairs

22,590

97%
Target: 95%

95.02%

achieved within timescale

completed

Target: 95%

We have had some isolated issues in some areas
of service delivery and we have plans in place to
ensure performance improves. This will improve
the overall service level provided to customers.

Customer Service Standards

In line with our Customer Service Standards,
CCHA aims to:
• Provide you with a cost effective repairs and
maintenance service

• Carry out emergency repairs within 24 hours
• Undertake routine repairs within 21 days

• Ensure our contractors carry appropriate
identification

• Ensure our contractors provide you with an
appointment which is convenient for you

• Monitor the quality of work undertaken by our
contractors and provide you with a range of
methods for providing us with your feedback
to allow you to comment on repair works
• Meet all statutory requirements to enable you
to live safely in your home
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Repairs & Maintenance
Castles & Coasts Services (CCS)
Estates Team

During 2018/19, CCS, our internal workforce, has
expanded to deliver additional services to our
residents.

The Estates Team operates throughout Cumbria
and conducts grounds maintenance to 233 of our
schemes. The team also undertakes cleaning and
fire compliance checks at 134 of our properties
or schemes with communal areas, as well as
conducting responsive repairs to the outside of
some of our properties.

CCS has completed works on vacant properties
to support the Lettings & Neighbourhoods (L&N)
Team in reducing the average number of days to
let our properties. CCS has expanded to
undertake grounds maintenance services across
the whole of Cumbria. It is the aim of CCS to
provide the best possible services to our
residents, whilst also achieving the best value for
money.

Voids Team

The Voids Team operates in the Workington and
Copeland areas and is made up of qualified
tradespeople who undertake work in our rented
properties, between tenancies, to ensure that
they meet our re-let standards.

The expansion of services delivered has resulted
in CCS almost doubling in size and is now split
into three separate teams:

Electrical Team

The Electrical Team operates throughout Cumbria
and undertake electrical periodic inspections and
remedial works to our rented properties, void
properties and communal areas. Over the past
year, this team has tested 1,016 properties and
installed, or renewed, more than 400 smoke or
heat detectors and 460 carbon monoxide alarms.

Contractors

Properties and estates that are not maintained by
CCS continue to be provided with a dedicated
service by our partner contractors. To ensure that
we maintain the same high standards for all of our
residents, regardless of their location, we are
working closely with our contractors to ensure
that they are committed to working to the same
Customer Service Standards as CCS. Our
contractors performance has supported CCHA
achieve the results during 2018/19.
15
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Compliance

Key Objective: Customer - to deliver high quality services to residents and prospective residents

99.77%

Properties had valid gas certificate

100%

100%

100%

Valid fire risk and asbestos surveys for
all required buildings

Valid water surveys for all required
buildings

Valid asbestos surveys for all required
buildings

Fire

We take the safety of our residents very seriously.
In order to do this, we have a robust policy in
place to ensure our properties are compliant. The
six main areas of compliance monitored by CCHA
are: gas, fire, asbestos, water, electricity and
radon gas.
CCHA complies with the Gas Safety Regulations
1998. We carry out a check of all gas installations
on an annual basis.

To ensure CCHA complies with all applicable fire
safety regulations, Fire Risk Assessments are
carried out on all properties which are part of a
block.
Post Grenfell, CCHA has begun work on
assessing the evacuation procedures for all of its
communal blocks. In addition to this, we have
carried out a tender exercise to ensure that all
works related to Fire Risk Assessments are
completed as recommended.

As of 31st March 2019, 99.77% of our properties
had a valid Gas Certificate. Only two properties
did not have a valid Gas Certificate; these were
subject to court action and have now had the
services complete.

100% of our properties which require a valid Fire
Risk Assessment have a valid assessment in
place. We carry out Fire Risk Assessments on all
communal areas within our properties to ensure
safe evacuation, if needed.

99.8% of Gas Certificates were completed within
the 12 month statutory period.

Asbestos

Gas Safety

In line with appropriate regulations, CCHA carries
out Asbestos Surveys on all properties which
have communal areas i.e. blocks of properties.

Water

CCHA carries out Water Risk Assessments to our
properties which require an assessment, in line
with the applicable legislation. These tests are
carried out to ensure the risk of Legionella is
mitigated.

100% of properties which require an Asbestos
Survey have a valid survey in place.

Radon Gas

Radon gas is an odourless, naturally occurring
gas which only affects a small proportion of
properties in certain areas. Any properties which
could be affected have been identified and have
a programme of testing in place.

100% of our properties which require a Water
Risk Assessment have a valid assessment in
place.

Electric

In line with the required regulations, CCHA carries
out an electrical safety test to all properties every
five years. Electrical safety tests are also carried
out when a property becomes vacant.
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Lettings

Key Objective: Customer - to deliver high quality services to residents and prospective residents

35 Days

1.8%

Average re-let time for all properties

Amount of rent lost through
empty properties

Target: 28 Days

Although CCHA has been unable to achieve our
re-let target, it is encouraging that our efforts,
such as an improved website, have seen an
improvement from last year. In 2019/20, we will
continue to make every effort to achieve this
target by:
• Enhanced promotion of our properties via
marketing in the North East, where there is no
choice based lettings system
• Utilising Social Media, such as our new
Facebook page
• Further development of our website
Our Housing Teams, Lettings & Neighbourhoods
(L&N) Team and Sheltered & Supported (S&S)
Team are responsible for letting properties.
The Housing Teams have implemented many new
ways of working during 2018/19. To respond to
the needs of our residents, CCHA has
implemented an Any Day Lettings Policy and we
have achieved another year with 100%
satisfaction from residents for our lettings
process.

Target: 2.1%

Tenancy Sustainment - working with the Income
Team to ensure we can support existing residents
to maintain their tenancy
Voids process review to ensure an efficient
and customer focused service - working
closely with the Maintenance and Compliance
Teams
Completion of Fire Risk Assessment actions
- including inspections, enforcement and follow
up actions
The Housing Teams are excited about the future
of operating in an ever changing market, whilst
attracting new customers, meeting the needs of
current customers and offering suitable
affordable housing.

Customer Service Standards

In line with our Customer Service Standards,
CCHA aims to:

• Provide you with a variety of convenient ways
to pay your rent

The Housing Teams also concentrate on the
needs of the local communities, tackling the
housing crisis, improving services within our
communities, and using our strength and
efficiency to meet housing service needs.

• Provide you with a balance on your rent 		
account over the phone via our Customer
Services Team, further to you providing
answers to security questions
• Correct any account errors within
five working days

To ensure that CCHA provides an excellent
service and value for money to residents, as well
as meeting all regulatory and legal requirements,
the teams have also completed and contributed
to the following projects this year:

• Offer you advice and guidance to support you
to pay your rent
• Provide you with at least one month’s notice
of any rent and service charge increase
• Send you an annual rent account statement
19

Section Four

New Homes

20

New Homes

Key Objective: Customer - Procurement and Development – to build and maintain safe, secure
and sustainable homes and communities
In 2018/19, we added a total of 56 properties to our property stock, primarily in the Carlisle and
the Lake District areas:
45 properties
for rent

4 properties for
Rent to Buy

4 properties for
Shared Ownership

3 properties
for sale

In addition to this, we have converted seven one bedroom flats into four two bedroom houses in
Westbrook Fields, Kirkby Stephen.

Future development
other partners to bring forward larger sites, which
have greater impact and are more economic to
develop.
We anticipate that our development programme
in future will be made up of a mix of rented (75%),
shared ownership (15%), and market sales (10%),
balanced to meet the needs of the communities
we serve. Market sales will play a role, as income
from these sales will provide cross-subsidy to the
whole development programme. We have
recently trialled the Rent to Buy tenure, which
proved to be popular. This may be used to
supplement our shared ownership homes offer.

We have a further 13 properties being built in
Staveley, near Windermere. These properties are
due to be completed in December 2019. This
development is an extension to our popular
scheme of 18 rented properties.
This is just the start of our recently adopted
development programme. One of the
Association’s key objectives is to increase
development activity so that we provide 600
additional homes, over the next five years.
Our priority areas for development are throughout
our existing area of operations and where there is
particular need and opportunity. We wish to be
innovative in our approach and we will work with
21
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Investment

Key Objective: Customer - Procurement and Development – to build and maintain safe,
secure and sustainable homes and communities

£5m

696

Spent on new components

New components installed in our homes
e.g. new kitchens and bathrooms

We are committed to providing the best quality homes to our residents. Each year, we undertake a
planned works programme with the aim of achieving this. The programme of work is built around our
Stock Condition Survey, which provides information on all of our properties. The information below
details where we have carried out improvements over the last year.

2018/19
CCHA spent £5m in 2018/19 replacing 696
building components including:
• 234 bathrooms - with a choice of decorative
tiling colour and an over bath shower, wherever
possible.
• Window replacements in 43 properties - will
provide improved thermal efficiency and
increased security with “Secure by Design”
accreditation.

• 68 major & 197 minor adaptations - major
adaptations completed utilising Local Authority
Disabled Facilities Grant (DFG) funding.
• Fire safety improvements - completing
£850,000 worth of works in communal areas
following on from Fire Risk Assessment
Surveys.
A further £750,000 was spent on external
decoration across the Association.

• 216 kitchens - designed with resident input into
the layout to maximise space and incorporate
appliances / white goods and provide a choice
of styles and colours.
• External door replacements in 20 properties will provide improved thermal efficiency and
increased security with “Secure by Design”
accreditation.
• 86 upgraded heating systems - energy efficient
“A” rated boilers, with weather compensation, to
help reduce gas consumption.
• 22 properties had Air Source Heating installed
- to provide more efficient heating.
• 75 properties - re-roofed including loft
insulation top-ups to bring insulation up to
current standards, improving the thermal
efficiency of the property and helping to reduce
energy bills.
23

Investment
2019/20
CCHA plan to spend £5.16m in 2019/20,
replacing 1,186 building components including:
• 375 bathrooms - with a choice of decorative
tiling colour and an over bath shower, wherever
possible.
• Window replacements in 245 properties - will
provide improved thermal efficiency and
increased security with “Secure by Design”
accreditation.
• 186 kitchens - designed with resident input into
the layout to maximise space and incorporate
appliances / white goods and provide a choice
of styles and colours.
• External door replacements in 151 properties will provide improved thermal efficiency and
increased security with “Secure by Design”
accreditation.
• 135 upgraded heating systems - energy
efficient “A” rated boilers, with weather
compensation, to help reduce gas
consumption.
• 94 properties - re-roofed including loft
insulation top-ups to bring insulation up to
current standards, improving the thermal
efficiency of the property and helping to reduce
energy bills.

“I couldn’t fault any of the
work done in my home. From
start to finish I was consulted
on everything and the day to
day carry out of works. The
end result is a beautiful
bathroom”

• Major & minor adaptations - To assist residents
to live independently and with dignity in their
existing homes for as long as possible. Utilising
Local Authority Disabled Facilities Grant (DFG)
funding, where possible.
A further £700,000 will be spent on external
decoration, including repairs, as necessary, of
1,050 properties across the Association.
Note: the entire programme is subject to
validation surveys in advance to ensure that
replacements only take place where they are
necessary.

A compliment received from
a CCHA resident
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Anti-Social Behaviour

Key Objective: Customer - to deliver high quality services to residents and prospective residents

631 cases of Anti-Social Behaviour were managed by CCHA
during 2018/19
Safeguarding

We are committed to working with our residents
to tackle Anti-Social Behaviour (ASB) and have
certain standards in place which we follow for any
reports of ASB.

Safeguarding is a term used to refer to the act of
protecting children, adults and any vulnerable
person at risk from abuse or neglect. We must bear
in mind that we must protect from harm or damage
with an appropriate measure. Safeguarding
refers to both children and adults.

CCHA takes a proportionate approach to tackling
ASB, encouraging residents to resolve low level
neighbour issues.
There are occasions, however, where an instance
occurs which poses a greater risk to the wellbeing
of individuals, or a community. In these cases,
CCHA’s aim is to look to support the affected
individuals and, where this is not successful,
mitigate risks by taking swift legal action to take
possession of a property, or gain a court order
against an individual prohibiting them from
causing further problems.

We take our responsibility for safeguarding very
seriously and have a robust reporting process in
place. All staff, as part of their induction, receive
safeguarding training and the following number of
reports were made for 2018/19:

We work with our communities and residents to
ensure that they have a package of support and
services, which includes working with multiagency partners. We support residents with all
disabilities, and work closely with mental health
and re-enablement services, to provide safe and
sustainable tenancies. We work closely with
support services to enable people who have
been affected by mental health illnesses to
sustain their homes. We take a person-centred
approach to helping support residents and their
families through difficult times.

Quarter 1

Quarter 2

Quarter 3

Quarter 4

30

38

These included:
• Adult concerns

43

38

• Child concerns

• Domestic Abuse concerns

• Each report was investigated, and CCHA 		
worked with partner organisations to ensure 		
that Action Plans were in place for each case.

We are committed to protecting the wellbeing of
our staff, contractors and residents.

How to report ASB

For further information about ASB, how report it
and what ASB CCHA can deal with, please visit
the ASB section on our website.
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Rent and Income

Key Objective: Financial Viability – to be a financially viable, well run organisation

16%

Reduced rent arrears
during 2018/19

50%

Increase in tenants paying by
direct debit

The Income Team provides residents with a
variety of convenient ways to pay their rent. The
team also offers residents advice and guidance to
support them to pay their rent. The Income Team
provides a Money Advice and Financial Inclusion
Service, which can help residents resolve the
issues that they may face with their rent
payments, which can help to sustain their
tenancy.
Aims and future developments
• Continue to reduce rent arrears
• Continue to improve the ways residents can
pay their rent and service charge
• Improve the format and content of documents
sent to residents from the Income Team

Rent collected during
2018/19

Customer Service Standards

In line with our Customer Service Standards,
CCHA aims to:

• Provide you with a variety of convenient ways
to pay your rent
• Provide you with a balance on your rent
account over the phone via our Customer
Services Team, further to you providing 		
answers to security questions
• Correct any account errors within
five working days

• Offer you advice and guidance to support you
to pay your rent
• Provide you with at least one month’s notice
of any rent and service charge increase

Support Available

We have a dedicated Money Advice and Financial
Inclusion Service. If you have any difficulty paying
your rent, please contact us immediately. We can
assist you to put plans in place to get back on
track. If you would like a confidential chat, or
would like to make an appointment, please
contact us on 01228 635492.

£

100% +

• Send you an annual rent account statement
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Our Board Members
Fiona Moore – Chair of Board

Fiona also serves on Finance & Investment Committee, Audit & Risk
Committee, Staffing & Governance Committee and is Board Champion for
Health & Safety.
Fiona’s working background is that of a solicitor with extensive experience
in residential and commercial property and, more recently, in company
secretarial and governance and compliance roles as part of senior
management. As a former solicitor to a large regional building society,
Fiona has experience of working in a regulated organisation.

Fiona is an experienced Chair and is also currently a member of the Cumbria
Police and PCC Joint Audit and Standards Committee and Chair of
Governors of St Martin & St Mary’s Primary School, Windermere.
Barbara Cannon – Deputy Chair of Board

Barbara serves on Finance & Investment Committee and Audit & Risk
Committee, and is Board Champion for Data Protection and Cyber Security.

Barbara has previously worked in Economic Development in West Cumbria.
She has also served as Chair of North Cumbria Health Authority and then
North Cumbria NHS Hospitals Trust at a time of enormous turbulence for
the NHS.

In addition, Barbara has spent over thirty years as an elected representative
at Town, Borough and County Councils. She has held some significant
leadership roles, including Cabinet Member for Adult Social Care on the
County Council and Deputy Leader of Allerdale Council with responsibility for
the Budget. She is a substitute member of the UK Delegation to the
Congress of Europe.
Barbara is a former Board Member of Derwent and Solway Housing
Association.
Stephen Bennett

Stephen is Chair of Audit & Risk Committee.

Stephen has a wealth of experience in the judiciary, as well as in assessing
public services. Stephen’s background in assessing service standards,
and in regulation, is very useful in his role on the Board and as Chair of
Audit & Risk Committee.

Stephen works with the UK Government’s Accreditation Agency on
international standards covering Quality Management Systems and
Product Certification. He also works nationally in the development of national
trauma and emergency services and with the Medical Royal Colleges
developing and implementing postgraduate education and examination
activities for surgeons and emergency physicians.
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Our Board Members
Ian Hudson

Ian serves on Finance & Investment Committee and also Staffing &
Governance Committee.

Ian is an experienced non-executive director, having carried out roles
throughout the lifecycle of a business, from start-up to refocusing and
growing established companies. This experience has been gained by
carrying out roles as Chairman and participating in, or chairing, various
Boards/committees.

Having worked for over 25 years in the nuclear industry, Ian is also a senior
executive with experience of both the public and private sector. This
experience includes leading teams in developing and delivering long term
strategies, working closely with both local and national stakeholders and
managing commercial risk to deliver effective business solutions.
Martin Knowles

Martin serves on Audit & Risk Committee, and is Board Champion for
Value for Money.

Martin is a qualified accountant, and spent 10 years as Finance Director in
the NHS and was also Chief Executive of 4 Housing Group. Martin’s
significant experience and knowledge of the social housing and financial
sectors is useful in his role on the Board and committees.
Chris Lewis

Chris is Chair of Staffing & Governance Committee and also serves on
Audit & Risk Committee.

Chris had a career of 35+ years in a multi-national Pharmaceutical
business - a highly regulated, commercial environment. In senior roles,
he led the manufacture and supply of life changing medicines, the Project
Management of providing new factories, and was, for a time, Global Head
of Environment. He also led the UK engineering function for the business.
In addition, Chris has past non-executive experience serving on
Remuneration and Audit Committees, as well as providing coaching and
mentoring to executive members of the organisation supported.
Kevin Parr

Kevin serves on the Finance & Investment Committee.

Kevin is a qualified accountant and spent over 23 years of his career as a
director of Cumberland Building Society, serving as its Chief Executive
between 2002 and 2018. He has extensive experience in treasury
management and credit risk.
31

Our Board Members
Adrienne Reid

Adrienne has over 30 years’ experience in the affordable housing sector.

Adrienne joined her current employer, Incommunities, as its Assistant Chief
Executive for neighbourhoods in 2008.
As well as being part of the executive team with corporate strategic
responsibility, she is responsible for teams which deliver the core housing
management service, including the customer service centre, support and
employment and skills. Her experience also covers asset management,
estate services and housing options.

Adrienne currently chairs the People group of the local housing partnership
in Bradford, and has held a non-executive Board position in a local
regeneration organisation.
Simon Roberson

Simon is Chair of Finance & Investment Committee and also serves on Audit
& Risk Committee.
Simon brings the experience of a long career in the information technology
industry, most recently as a senior manager for BT in the North East.
In addition to a deep understanding of the impact of digital technology,
he has led change management programmes that deliver its benefits.
He also brings to the Board a wide commercial experience, and expertise in
managing stakeholders in a complex political and regulatory environment.
In addition to his executive roles, Simon is an experienced Board Member
having sat on a number of not-for-profit and public sector Boards, as well
as business representative bodies.
Malcolm Rogers

Malcolm serves on Finance & Investment Committee and also Staffing &
Governance Committee.

Malcolm is a retired banking professional who has operated at both
executive and strategic management levels for many years. He is a specialist
in risk management, in both retail and commercial banking.
Malcolm is now engaged in a portfolio career including a number of
non-executive appointments.

He is a supporter and leader of voluntary and charitable activities over many
years, both at work and in his personal life.

32

Our Board Members
Jane Vickers

Jane serves on Finance & Investment Committee, and is Board Champion
for Equality & Diversity.

Jane is a qualified accountant. She graduated from Glasgow University with a
degree in Public Administration. Jane has worked in the public sector for
almost 30 years and she currently works as an estates accountant for
central government.
In the year in question, Phil Cottrill and Ann Carr retired from the Board after eight and nine years’ service,
respectively. We would like to take this opportunity to note their significant contribution to the work of
the Board and its Committees.
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Section Five

Value for Money
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Value for Money

Key Objective: Financial Viability - to be a financially viable, well run organisation

Value for Money

How do we compare?

Value for money is extremely important to us.
We measure the value we deliver to residents,
through the delivery of quality services, which
meet the needs of our residents.

We are proud to be spending less on
management costs and more investing in
our existing properties than the national average.

We measure if our services meet the needs of our
residents by providing the opportunity to give
feedback every time you receive a service from
us. This is called Continual Service Feedback.
This is delivered in a range of ways to meet
residents’ needs, including by email, text, postal
feedback or telephone. This provides us with live
feedback to help shape and continually improve
our services.

Continual Service Feedback

We started measuring Continual Service
Feedback in April 2019. During the first quarter
results show:

94%

100%

97% satisfaction with new lettings

Investment in
properties

CCHA spend

£868 per unit

£1,051 per unit

£863 per unit

Sector average

£924 per unit

£970 per unit

£786 per unit

Resident Involvement

In 2018, we invested in the creation of a
Customer Experience Team to ensure that the
customer voice is heard within the Association.
The Customer Experience Team works with
residents in a number of ways:

Residents’ Scrutiny Panel
Resident Feedback Groups

satisfaction with aids &
adaptations
satisfaction with planned works
e.g. kitchens and bathrooms

Day to day repairs
and maintenance
costs

As published by the Regulator for Social Housing for 2017/18
for Associations with 5-10K units

satisfaction with repairs &
maintenance

100%

Management

Continual Service Feedback
These groups help us understand what is
important to our residents and to continually
improve our services to ensure they provide value
for money.

Customer Service

Our aim is to offer a service which is flexible,
accessible and makes the best use of technology
available to accommodate the needs of all
residents.
We provide a number of service delivery methods
so that our residents can receive our services in a
way which suits them best. These methods
include face-to-face at our offices, by telephone,
by email and through the Residents’ Portal.
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Value for Money
How do we spend your pound?
12%

Our achievements during 2018/19
Reduced insurance premium by

32%

£0.8million

Invested £10million in repairs to
existing homes

25%

22,590 responsive repairs completed
£5million on new components
56 new homes built
12%

19%

MAINTENANCE

INVESTED

MANAGEMENT

LOANS

Plans for the future

• Continue to drive down costs without
affecting services
• Build 600 new homes over five years

• Invest £11m per year in our existing properties

SERVICES

What we invest in
•
•
•

Future homes
Improved technologies and systems
Future service delivery
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Need more information or
would like to speak with us?
For more information visit our website or
contact our Customer Services Team:
Telephone:
0800 085 1171
Email:
cs@castlesandcoasts.co.uk
Website:
www.castlesandcoasts.co.uk
Or write to us:
3 Castle Street, Carlisle, CA3 8SY
Facebook
@castlescoastsHA
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