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Who is Cirencester Housing?
to increase the number of affordable homes Cirencester
Housing provides to local people through rural partnerships and
collaborative relationships whilst maintaining personal service to our
tenants and ensuring the quality of our homes

Our
Purpose
To provide affordable,
safe and reliable
housing with a highquality individual
service for local people
in local communities
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We will achieve this by .
Delivering a personal service to our customers and helping
them to develop local community initiatives
Developing creative partnerships with communities,
developers and partners to deliver new housing
Offering property management services to like minded care
providers and small organisations

Introduction to our Annual Review
Dear Customers
& Stakeholders
Providing affordable homes is
about people.
Helping a
person, couple or family into a
tenancy that they can sustain
into the future, and where
they feel safe and secure, is
very important to me. It’s the
kind of home I grew up in.
Of course, this can’t happen unless the business of a housing
association is carried out conscientiously and efficiently. It is the
responsibility of the Board to ensure that this happens.
This year the board asked Acuity to carry out our first truly
independent resident satisfaction survey. We will use this information
to improve the quality of service we provide to our residents, and in
future surveys we will assess the changes we have already made, such
as our new repairs and maintenance contract with NKS. As a board we
must be prepared to embrace new ways of working that benefit our
residents and our business.
As I enter my final year on the board, I look forward to more families
being helped into our new affordable homes in North Cerney. Just as
important will be the renewal of essential elements (kitchens,
bathrooms, heating) in some of our oldest properties. This may seem
like a focus on buildings, but it is actually our residents and those in
need of home who benefit.
Sandra Price
Chair of the Board
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People living in a home they can afford and in a community where
they have family, friends and work cope better with life’s ups and
downs. Having spent my adult life volunteering and working to help
disadvantaged women and homeless people, I have seen how having a
safe and affordable home changes people’s lives.
All of us at Cirencester Housing truly respect and care for the people
who live in our homes and those who need homes.
We work to support our tenants to maintain their homes and
communities, striving to understand their particular circumstances. We
meet and hear the stories of people who do not have a home, and are
sad when we can not help every single one of them.
We understand to improve, we must listen. Our Annual Review shares
with you our successes as well as where we need to get better..
Cirencester Housing has 70 years of
providing homes for local people. Today,
we see many rural communities and
villages without adequate affordable
housing. We want to work with others to
deliver more homes – with parishes,
community groups, local authorities,
other housing associations, land owners
and developers. We are certain we can do
this in ways that larger housing
associations may not.
We hope you will find this review useful in
understanding our approach to providing
a relevant and much needed service to
you – affordable housing.

Maureen Margrie
Chief Executive

Delivering our strategy
Cirencester Housing is here to provide safe and affordable homes.
Our commitment is to remain relevant and financially viable to provide high
quality local housing and services remains undiminished.
The Board has set-out STRATEGIC FOCUS AREAS to ensure we deliver our
purpose and to guide us in setting and delivering our goals. The following report
reviews our strategic focus areas and our approach to value for money.

Relevance &
Customer Service
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Asset Management

Growth

Governance

Relevance &
Customer
Service
Provide suitable front-line services to our
customers that supports them in
maintaining their tenancy and may
positively impact their quality of life
Deliver customer service by both personal
and digital means
Embed a culture of asking and consulting
with tenants on decisions that impact
their homes, lives and communities

Performance this past year
• A Sur vey of Tenant and Residents (STAR) with 93
of 153 households responding (+6.4 sampling error)
• The results highlighted both positive and negative
experiences of the service received directly from
Cirencester Housing and the services that we pay for
others to deliver

Current objectives
• Identify priorities for improving and enhancing the
services we deliver to our tenants
• Implement and monitor the customer experience of
the new contract for repairs and maintenance
• Implement digital access to tenancy information
through a web based customer portal
• Recognise and celebrate our 70th ANNIVERSARY

customer loyalty. The Survey highlights areas for improvement
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Satisfaction levels for every 10Satisfied

Neither

Unsatisfied

SPBM Satisfied
Comparison

Overall Services

8 in 10 people

1

1

9.4 in 10 people

Quality of Home

7.3 in 10 people

1.5

1.2

9.3 in 10 people

Neighbourhood

7.9 in 10 people

1.1

1

9.4 in 10 people

Value for money
of rent

7.4 in 10 people

1.8

0.8

9.1 in 10 people

Value for money
of service charge 5.8 in 10 people

2.4

1.8

8.6 in 10 people

Repairs &
Maintenance
Service

7.6 in 10 people

1.3

1.1

8.8 in 10 people

6 in 10 people

2.8

1.2

8.7 in 10 people

Listens to views
& Acts

Our performance
• The STAR survey
results presented to
the left are below
our targets
• The Board and staff
of Cirencester
Housing are
committed to
improving our
satisfaction results
• We are listening and
taking steps to have
a noticeable impact
on the services our
customers receive

Based on the satisfaction levels and tenant comments, we will continue to focus our improvement efforts on:

repairs & maintenance service
complaint and neighbour dispute resolution
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50 people provide us comments on how to improve our customer service when they
completed the STAR survey…

• 21 people gave us feedback on our opening hours and phone answering hours,
with the majority concerned about the ability to report a repair
• 9 people gave us feedback on our service delivery in regards to
•
•
•
•

assisting residents who are struggling
neighbour and anti-social behaviour complaints
letting process
getting to know our residents

• 5 people gave us positive feedback, expressing their appreciation of the
service delivered

• 15 people gave us feedback on our repairs and property maintenance service;
this is discussed in more detail in the following pages
All feedback received is reviewed and considered
in how we deliver our customer service
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What we are doing to improve customer services
What we are doing now…

Further work to do…

• We understood RESPONSIVE REPAIRS required
improvement

• Focus on improving our service and building
CONFIDENCE and TRUST

To request a repair call

NKS Contracts
01453 704979

Since 1st May 2019, you phone
NKS Contracts to request and
schedule repairs all in one call
We also reduced the number
of contractors used from 16 to 5

• SERVICE CHARGE works were tendered in 2018
to ensure the best price and service. We will
review actual 2019 costs against this and share
the information with tenants later this year

• We continue to implement a planned
programme for KITCHENS,
BATHROOMS, HEATING and EXTERNAL
DECORATING
• During the past 6 months, Tom
Coggins, our Housing Officer has
undergone further training on
responding to SAFEGUARDING,
NEIGHBOUR and ANTISOCIAL
BEHAVIOUR
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• will be following up directly with some tenants
and encouraging all tenants to continue to give
us feedback
• We will be closely MONITORING the actions
already taken to see if these have a positive
impact on service in terms of quality,
responsiveness and value for money
• The Board will be considering the
feedback in its STRATEGIC PLAN
UPDATE
• Because we want customers have the
confidence we are listening, we will be
keeping them updated in future
newsletters, on our website and
during our personal interactions

Customer Feedback
Housing management
performance indicators

Cirencester
Housing 2019

Cirencester
Housing 2018

Complaints received
(both informal & formal)

25 Informal
4 Formal
29 Total

4 Formal

14
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Compliments received

•17 complaints were a result of Cirencester Housing efforts to
contact tenants and arrange for arrears to be cleared and
rents to be paid in advance
• It was felt by many of the tenants that this was done in a manner
that did not feel supportive
• We listened to concerns, apologised where appropriate and
considered our approach so that we are consistent with our values
of respect and support to help tenants remain in their home

•5 complaints were about your neighbourhoods dealing with
allocations, estate management and anti-social behaviour

1Starting

in April 2019, Cirencester Housing began recording both formal
and informal complaints.
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•5 complaints were received concerning
your ability to contact us for service
• Thank you for notifying us when our
website or phone system is not
functioning as intended
• You are now able to phone NKS Contracts
during business hours to request repairs

•2 complaints were received about our
contractors, which were dealt with
immediately
•14 compliments were received
covering all aspects of our service
delivery from support to maintain your
tenancy to complimenting our repairs
and maintenance service

Thank you for your feedback!
We can only improve if you tell us
what we do well and not so well

Customer Service Performance Indicators
Cirencester
Housing
2019

Cirencester
SPBM
Housing 2018

Housing management
performance indicators

Target

Rent collection as a
percentage of rent due1

97%

98%

100.2%

100%

Amount of rent in
arrears, current tenants

1.5%

1%

2.3%

1.7%

Void re-let time

3 days

3.6 days

3 days

Voids, % of rent loss due
to empty properties

< 0.5%

0.2%

0.3%

1This

figure may be greater than 100% when arrears are paid that were
due in the previous year.

• We have seen a reduction in arrears
during the year as we support our
tenants to enter into payment plans
and pay rent in advance
• We are seeing an increase in
circumstances where tenants in
financial difficulties are unable to find
support from the government or
charitable organisations

• Our first priority is to help people stay
in there homes, so we work with
18.5 days tenants to identify and keep payment
plans, and we will not start the
process for court action until they are
.34%
8 weeks in arrears
• Financial year 1st April 2019 to 31st
March 2020 is the last year of the
government imposed one-percent
rent reduction
• Cirencester Housing will be writing to
our tenants well ahead of the rent
changes so that they are better able
to prepare for rents to increase as of
1st April 2020
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Asset
management
Provide relevant and cost effective
affordable housing for local people to
help build and sustain local communities
Manage our assets to ensuring alignment
with our purpose and value for money

Performance this past year
• Tendered for contracts to provide a
comprehensive delivery of repairs,
maintenance and component and major
works
✓ NKS Contracts was established as our repairs,
maintenance, components and major works
contractor as of 1st May 2019
✓ A1 Maintenance will be delivering our external
decorations works

Current objectives
• Cirencester Housing will be replacing
approximately 12 bathrooms, 25 kitchens
and performing external redecorations on
over half (60%) of our stock this year
• We will update our asset performance
model in 2020 with new data from the
past three years to make sure we are
managing and investing in our stock
appropriately
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Types of Properties

Property Age

Bungalow
11
7%

>50 years
47
31%

6 to 15 years
10
6%

Houeses
41
27%

16 to 30
years
20
13%
Flats
102
66%
General needs
affordable rent
15
10%

Tenure

31 to 50 years
66
43%

General needs
fair rent
11
7%

General needs
social rent
127
83%
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<5 years
11
7%

Our responsive repair service
Year ending
31st March
2019
1%

Year ending
31st March
2018
0%

Emergency repairs completed within target 100%

100%

100%

Urgent repairs completed within target

100%

100%

100%

Routine repairs completed within target

98%

100%

100%

Repairs performance indicators

Target

Tenants dissatisfied with repairs

< 5%

•Feed back from the 15 comments received as part of our STAR survey on
repairs and property services covered:
• Keeping tenants informed as
• Performing repairs quicker
to repair and its status
• Maintaining older properties
• Quality of repairs and following up to complete

•From 1st May 2019 NKS Contracts receives repair requests and schedule
repairs directly with our tenants
•This streamlined service delivery through one contractor for reporting
requests, scheduling and managing completion of a repair will result in
improved response times, quality and customer communications
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We are determined to
improve the value for
money and service
delivery to our tenants
for repairs and
maintenance

To request a repair call

NKS Contracts
01453 704979
Calls are taken
Mon Thur 8:30am to 5pm
Fri 8:30am to 4:30pm
Emergency Repairs may be
requested by phoning the
same number

Cost of repairs, maintenance and major works
Major and cyclical works

Responsive Repairs

£1,800

£843
£1,600

723

£1,400

£591

£1,200

485

£343
324

£389
£1,000

268

£800
£600

CH 2016 CH 2017 CH 2018 CH 2019
Number of repairs completed during
the year

£400
£200
£0

Average ££ spent per home for
responsive repairs & void works
We expect our per repair cost and
number of repairs to rise as our
property continues to age
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Homes built in
the last 15 years

Homes 15 to 30
years old

Homes 30 to 50
years old

Homes over 50
year old

Churnbridge Row, North Cerney is
underway!
Focus on developing in village and rural
communities where larger organisations
may not while continuing to seek
opportunities in Cirencester
Grow our impact and revenue by working
with unregistered providers of affordable
and/or supported housing where a
relationship with a registered provider
offers tangible benefit

• Demand is very high for the 10 rented and
2 shared ownership units with 23
households on our internal information list
• Anticipated occupation is February 2020
All of Cirencester Housings growth
opportunities in the past 10 years have been
in rural and village locations.
Competition for land and property in
Cirencester Town from developers and
larger housing associations outstrips our
ability to identify and secure properties in
urban areas.
• Our developments in the last 10 years are
show cased in the following two pages
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North Cerney: Churnbridge Row 12 Affordable Homes

Four 1-Bed Flats
Affordable Rent

Two 1-Bed Flats Two 2-Bed Houses
Affordable Rent Affordable Rent

Two 2-Bed Houses
Affordable Rent

Two 2-Bed Houses
Shared Ownership

• 12 new affordable homes
• 6 one-bed flats, 4 two-bed houses for rent
• 2 two-bed houses for shared ownership

• 23 households on “register of interest” with 14
interested in the shared ownership
• Occupancy anticipated February/March 2020
• Funded by Cirencester Housing & Cotswold
District Council grant

7 Years from project idea to delivery
15

2020

Arlington Fields, Bibury

Sothrop Close, Sothrop

10 Years from project idea to delivery

2015

2011

• 11 affordable rent homes, a mix of one, two and
three bed houses

• Three affordable rent homes which was part of a
development of 8 homes in total

• Traditional construction with air source heat
pumps

• CPRE Award for planning, design and integration of
a small residential project into an attractive
Cotswold village

• Project was funded by Cirencester Housing & HCA
(now Homes England) grant
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• Project was a Section 106 purchase from the
developer, Hills Construction

Our pledge to you:

Rural Housing
Partnerships
Cirencester Housing is a member of the
following partnerships that are working
together to deliver more homes to rural
and village communities where there is
proven need:

• Work closely with the local community
and Parish Council to find the right site
• Always give qualifying local people in
housing need first priority for every
home
• Ensure that affordable homes always
remain affordable
• Build sensitively designed, high quality
homes to high environmental
standards
• Provide good quality and locally
sensitive management services to our
residents
• Always respond positively to the local
community
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Governance
Ensure appropriate and capable capacity
to deliver our purpose and value for
money through robust governance,
operations, business and continuity
planning

Performance this past year
• We appointed three new Board members
• We completed our triennial EMPLOYEE and TENANT
surveys, with the Board reviewing and taking action as
appropriate
• We have selected and will be implementing a new
housing management system in 2020
• The Audit Committee has overseen an audit
programme that includes audits performed by
committee members and external parties, which is
reviewed and actioned by the Board

Current objectives
• Recruit new board members and identify a Chair
successor
• Streamline core operational processes to release staff
to focus on customer service
• Consider and ensure an appropriate response to
customer feedback from the STAR survey
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Our Team
Cirencester Housing recognises our employees,
consultants, contractors and volunteers are essential
to delivering our purpose and the services that our
tenants deserve

Employees…
• We provide for and encourage employees to
pursue professional and career development
throughout the year. This is reviewed as part of
their personal development and feedback plan
• In February 2019 we completed a valuable
training session on mental health and wellbeing.
This complements the confidential Wellbeing
Employee Assistant programme the Association
has offered to employees since 2016
• In March we conducted an employees survey
and commissioned an independent review of
our salaries and benefits

Thank you to our consultants &
contractors who help us deliver our
purpose and serve our customers!
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Board…
• Since 1949, Cirencester Housing has been
governed by a volunteer board and are grateful
for the service of numerous people of the past
70 years
• Board members are elected at the annual
general meeting for a three year term, with the
ability to serve a maximum of three terms
• During the past year, we recruited three new
members

• This September will also see the start of the
final year of service of two of our board
members: Sandra Price, Chair, and Paul
Babbage, Audit Committee Chair
• Mrs Price and Mr Babbage have contributed
significantly in effort and impact over their three
terms, and we thank them for their service and
wish them well
• We are currently recruiting for new Board
members

Cirencester Housing’s Approach to VfM

Value for
Money
This ANNUAL REVIEW shows how we
achieve value for money by measuring our
performance alongside our objectives
and financial results, and comparing
ourselves to similar organisations (aka
benchmarking)
The Regulator for Social
Housing (RSH), has a identified
a set of measurements that all
registered providers of
housing must report. These are
presented on the next page
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• Cirencester Housing ‘s Board regularly reviews and
considers whether we are offering value for money to
our customers and stakeholders
• Our evaluation of effectiveness considers immediate
and long-term quality and financial outcomes as well
as the social and sustainability impact
• The Board sets key performance indicators (KPIs) that
are reviewed quarterly as a dashboard with traffic
light indication
• If performance falls below expectation or target, time
is spent understanding why and necessary
improvement actions
• Cirencester Housing is a member of and compares its
performance to the Acuity Small Providers Bench
Mark Group (SPBM)
• Traffic Lights are used to indicate performance against
our target

Regulator of Social Housing (RSH) Statutory Metrics

RSH Metric1

1. Operation margin, %
a. Overall
b. Social housing lettings only
2. EBITDA MRI interest cover, %
3. Gearing, %
4. Reinvestment, %
5. New supplied delivered, %
a. Social housing units
b. Non-social housing units
6. Return on capital employed
7. Headline social housing cost per
unit

Cirencester
Housing
2019

Cirencester
Housing
2018

Acuity
SPBM
Median
2019

34%
32%
633.%
12.1%
1.6%

27.7%
27.4%
539.%
11.7%
6.2%

22.1%
23.3%
245%
17%
2.6%

0
0
3%

0
0
8%

0
0
2.9%

£2321

£2992

£4419

Find out more about the RSH metrics as well as all the regulatory requirements on-line at:
www.gov.uk/government/publications/value-for-money-summary-and-technical-reports
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Our performance
• Compared to our benchmarks,
Cirencester Housing is
performing well
• Our operating margin is above
the median and exceed our
target of greater than 20%
• Gearing, reinvestment and
return on capital are measures
that reflect investing in new
homes. We would like to see
these measures go up as a result
of providing new homes

• It is worth noting that our
Headline Social Housing cost per
unit will rise as we continue to
renew kitchens, bathrooms and
heating systems (“components”)
in our older properties

Average ££ spent per home per year
£1,800
£1,600
£1,400
£1,200
£1,000

• Our target spend on Responsive Repairs and Major & Cyclic Works are
based on budget figures. Given the size of our organisation and the
age of our properties, we consider it acceptable if we are within 15%
of the budget figures. Our 2019 repair spend/home is 8% over target

£1,538

£1,592

• We expect the amount spent on repairs and major works to rise as
our properties age and we continue to deliver significant renewals of
kitchens, bathrooms, heating systems and external decorating
• The amount spent on housing management per home exceeded
target as additional efforts were required to support tenants, respond
to arrears and neighbour complaints

£1,096
£883

£843

£800
£600
£400

£649

£591

£478

£468 £447
£348

£421
£343

£389
£302

£200
£0
Housing Management

CH 2016
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Responsive repairs and void works

CH 2017

CH 2018

CH 2019

Major and cyclical works

2019 SPBM

Financial statements
Statement of
Comprehensive Income
Income from lettings
Less operating costs
Plus other income
Less interest paid on loans
Surplus for the year

Financial Position as at
Fixed assets including housing stock
Plus bank balances and money owed to us
Less money we owe within 1 year
Total Assets Less Current Liabilities
Less loans and social housing grants
due after 1 year
Total Net Assets
Share Capital & Reserves

April 2018 April 2017
to March to March
2019
2018
£000s

£000s

£000s

£883
-585
9
-85
223

£841
-608
349*
-44
538

£851
-633
2
-49
171

31st March 31st March 31st March
2019
2018
2017
£000s
£5,446
1,551**
-96
6,902

£000s
£5,222
1,355**
-172
6,704

£000s
£5,393
579
-226
5,747

-3,290

-3,315

-2,896

3,662
3,662

3,389
3,389

2,851
2,851

* £345,980 gain on disposal of 3 flats. Income will be reinvested in new properties.
** Includes £481,000 grant received for North Cerney development.
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April 2016
to March
2017

• Cirencester Housing has
produced an overall surplus
and an operational surplus
consistent with expectations
of the Board for the year
ending 31st March 2019
• The operating expenditure
for the year was within the
budget approved by the
Board
• Cirencester Housing used its
cash reserves to fund
investment in the North
Cerney development and for
current and future
component replacements in
its existing properties
• Cirencester Housing has a
£1,941,000 loan with
Triodos Bank plus a facility
to draw upon for new
developments such as North
Cerney

