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Tenancy Plus 
Here4U
Our number one priority is to help people stay in their homes.

We are here to help.

Cirencester Housing’s Tenancy Plus Here4U is one to one customer service working 
closely with you to understand your unique circumstances so that together, we can 
identify and assist with options that maybe right for you. 

Contact Tom on 01285 658377 or email help4u@cirencesterhousing.org.uk

YOUR HOME. YOUR COMMUNITY.



A Charitable Housing Association
Co-operative and Community Benefit Societies Act 2014, Registered No. 13733R 
Social Housing Provider, Registered under Regulator of Social Housing No. L1444

Members of the Board during the past year
Sandra Price – Chair ● Nicola Miller – Chair Elect ● Tim Knowles - Vice-Chair

Paul Babbage ● Graham Davies ● Mark Hourston ● Helen King
Maureen Margrie ● Kirsty Powell

Chief Executive
Maureen Margrie 

President
The Earl Bathurst 

Registered Office
First Floor South Wing, 

Cotswold District Council Offices, Trinity Road, Cirencester, 
Gloucestershire, GL7 1PX

t: 01285 658377
e: contact@cirencesterhousing.org.uk

www.cirencesterhousing.org.uk 
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Introduction to our 2020 annual review
As the year on which this review focuses drew to a close, the Covid-19 pandemic
meant this country, Cirencester Housing and our customers and communities faced
a time of great uncertainty and many challenges. This pandemic reminds us all more
than ever, a home in which we feel safe is fundamental to our wellbeing.

We remain committed to providing affordable homes that enable that feeling of
safety and to supporting our customers to sustain their tenancies.

We had to adapt our services quickly in response to Covid-19 while ensuring we
stayed customer focused and true to our vision of a service that is individual. The
safety of our customers, our staff and the staff of our partner contractors was at the
centre of all decisions made.

Nicola Miller
Chair (Appointed 16th September 2020)
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Cirencester Housing 
publishes regular updates on 
our response to Covid-19 and 

other news on our website 
www.cirencesterhousing.org.uk 

Check our website today!

During the year we launched a new website, improving the quality of information
available. Through this our customers can report repairs, make a rent payment via
AllPay or request customer support at a time that suits during their day. After listening
to feedback, we also made changes to our telephone service ensuring that the
personal service offer is available every weekday. Our programme of planned
maintenance meant that we refurbished either the kitchen or bathroom in nearly one
in five of our customers’ homes.

In closing I’d like to convey the thanks and appreciation of the board to Sandy Price,
former Chair of the board. Sandy stepped down this year after dedicating the
maximum time permitted under governance rules. Her passion for providing homes
for local people stays with us.



Dear Customers…
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We are experiencing an unprecedented conversion of circumstances that directly impacts our
day-to-day lives – the pandemic, impacts of global warming and leaving the EU. Cirencester
Housing wants to be sure that we remain as relevant to our customers as we have over the past
70-years. Why is this so important?

As a charitable housing association we challenge ourselves to demonstrate we are a landlord that
can do what other housing providers may not or may not do as well. This is a critical aspect of
demonstrating to you, our customers, why we should be your landlord and not someone else.

Our staff team is very proud to have quietly, behind the scenes supported numerous households
before and during the pandemic to maintain and stay in their home and find support during
difficult financial, health and family circumstances. As such, our eviction rates for non-payment
of arrears are much lower than other housing associations.

We want to encourage all our customers to contact us for one to one support. We believe more
of our customers need to know we are here for you so we have launched Tenancy Plus Here4U.
Please contact us if you are worried about maintaining your home, paying your rent or struggling
in these uncertain times. Helping you stay safe and well in your home is very important to us.

Maureen Margrie
Chief Executive

Your experience and story is
important to us.
Your feedback, quotes and stories help us
understand and learn from your
experiences, understand the diversity of
our customers and shape our service
delivery, strategy and policies. Where
appropriate, we share anectodical and
anonymous experiences from our
customers with Cirencester Housing’s
board.

Increasingly we are seeing the use of
customer experiences and stories in
publications, in reports to the regulator,
local authority and other key stakeholders
to demonstrate whether tenants value their
landlord. This annual review is a good
example. We think it would be more
impactful if we had customer quotes,
stories and pictures to accompany the
information.

Will you please help us by telling us why
Cirencester Housing may or may not be your
preferred landlord?

Please contact us today -- by letter, email,
contact us webform on our website or give
us a call to share your feedback and
stories.

Another great example of what we are able to do as a smaller
housing association is delivering 12 homes at Churnbridge Row,
North Cerney. This small estate took a long-time (7 years) and has
a longer return on investment, which many larger housing
associations will not consider.

I hope you never get tired of me saying that you have mine and
the staff team’s resolute commitment to do our utmost to
provide you personal and quality services.



Who is Cirencester Housing?

4

Maximising the 
provision of safe, 
low-cost, reliable 

housing within 
our community

Our 
Purpose

We achieve this by….
Delivering a personal service to our customers
Listening to our customers and stakeholders and taking
action on what we learn
Developing creative partnerships with communities,
developers and partners to deliver new housing
Offering property management services to like-minded care
providers and small organisations

Cirencester Housing demonstrates the valuable contribution 
that smaller housing associations make to housing provision

Churnbridge Row, North Cerney



Chair’s message
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I will be leaving the board in September, having served the maximum time permitted.
My final months have been dominated by events that nobody could have predicted, as
the Coronavirus pandemic forced us all to change our everyday lives and working
practices.

The safety and well-being of our residents, staff and everyone providing services for us
had to take priority. Routine maintenance and major works ceased, and arrangements
were made for staff to work from home as much as possible. Providing housing is an
essential service, so we have had to find new ways of working.

Sandra Price 
Chair (Retired 16th September 2020)

Dear Customers & Stakeholders

Thank you, Sandra, for your 
leadership of and 

dedication to 
Cirencester Housing

The board and CEO have worked together to face this challenge and ensure that our residents have been kept informed about
staying safe and know exactly what they can expect from us during this difficult time.

Despite this disruption, work was able to recommence on our new homes in North Cerney and we welcomed new residents to
their new homes in August. Unfortunately, the installation of our new housing and repairs management IT system has been
delayed. It is a key improvement to how we work and will allow our staff to have access to information in one system both in and
out of the office to assist our customers and work more efficiently.

Much has changed during my 9 years on the board, and although we have been unable
to develop new homes in Cirencester, we have helped smaller communities. Working
closely with parish councils, we have provided much needed homes in Southrop,
Bibury, and North Cerney, where our local focus and personable approach has proved
successful.

Long may it continue.



Celebrating 70-Years
Cirencester Housing was formed in 1949 
by a small group of people who were 
passionate about providing homes 
locally in a post-war Britain that was 
facing its worst housing crisis for some 
time.

A new approach to supplying people 
with houses was needed. 

This need led to a variety of innovative housing 
ideas across the country. Despite having to 
overcome a range of challenges along the way, 
we have continued to increase the number of 
affordable houses we can offer by purchasing 
properties from the open market and obtaining 
money for development from the government, 
private lenders and by using our own reserves.

We’re proud of what we’ve achieved at 
Cirencester Housing in the last seven decades 
and look forward to continuing delivering our 
purpose for many years ahead.
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We are a charitable registered housing provider who 
has for the past 70 years developed and managed 
general needs social and affordable housing. 

For a small housing association this is often a difficult 
task.

Many people have contributed to Cirencester 
Housing in the past decades all of whom have been 
dedicated to providing local affordable housing and 
personable service.

The homes owned by Cirencester Housing consist of 
165 homes and a single long leasehold property 
(166 in total)

Who is Cirencester Housing?

138 social rent units

11 affordable rent units in receipt of 
Homes England grant from the central government

14 intermediate rent units let at less than or 
equal to 80% market rents On 5th September 2020, Cirencester 

Housing accepted the keys for 
Churnbridge Row, North Cerney, increasing 

our stock by 7.8% to 165 homes! 

2 Shared Ownership Units – Our first ever!
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Delivering our purpose
Cirencester Housing provides a personal service to our customers and 
safe, low cost and reliable homes. 
The board monitors and takes action by focusing on four STRATEGIC AREAS to 
guide us in delivering our purpose and ensuring we comply with regulatory 
requirements. 

This report reviews our progress over the past year including our approach to 
value for money.

Customer Service Growth GovernanceAsset Management
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John Clements
Head of Property Services



What we have done in the past year
• Responded immediately to Covid-19 pandemic

ensuring that tenants received timely and relevant 
communications, support and on-going emergency 
repair service throughout lockdown.

• Increased the hours customers can phone and speak 
to a person during normal business hours by adding 
a phone answering service.

• Launched a free phone dedicated repair number 
0800 111999. 

• Celebrated our 70th ANNIVERSARY including 
providing Tesco gift vouchers to our tenants. 

• Launched a new user and mobile friendly website.

What we are doing in the coming year
• Increasing our outreach to our customers so they 

can stay safe and well in their home through our 
Tenancy Plus Here4U one-to-one service. 

• Implementing a new housing and repairs IT system 
to provide better access to information about 
tenancies, residents and properties to improve 
delivery of customer services.

Relevance & 
Customer 
Service
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Provide suitable front-line services for our 
customers enabling them to sustain their 
tenancy and benefit from living in their 
home and community

Embed a culture of asking and consulting 
with tenants on decisions that impact their 
homes, lives and communities

Deliver customer service by both personal 
and digital means

We are focused on improving our service and 
building CONFIDENCE and TRUST. 

We understand this takes time and hope our 
efforts are positively received and will reflected 

when we conduct a STAR survey in 2022. 



Repairs & Maintenance Service 13 5

Delivery of tenancy & customer services 
including anti-social behaviour (ASB) 5 22

Phone answering & availability of staff 3 2

Customer Feedback
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Since we have changed how repairs and maintenance services are delivered, we are 
conducting surveys with customers to give us more feedback. As expected, this has 
increased the number of contacts from our tenants on this issue.

Cirencester Housing continues to conduct independent surveys of repairs and 
maintenance service. For those agreeing to take part in the survey, 89% were 
satisfied with the most recent repair. Our target is 95%.

During the year ending 31st March 2020, we received 37 COMPLIMENTS

21 complaints 
Year ending 31st March 2020

29 complaints 
Year ending 31st March 2019

9 out of 10
people gave our
repairs service a

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

29 people congratulated us on our anniversary and thanked us for the 
voucher

8 people thanked us for delivering good customer repair and 
tenancy support services

What a fast and 
efficient repair service. 

I am impressed!

Thank you for being a 
fantastic landlord!

Phone in hours are not 
good enough.

We listened and 
increased the hours 

we answer the phone.



Helping customers stay in their home…
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Target Cirencester 
Housing 2020

Cirencester 
Housing 2019

SPBM2

(2020)

Rent collection as a
percentage of rent due1 97% 96% 98% 100%

Amount of rent in 
arrears, current tenants

1.5% 1.6% 1% 2.4%

Void re-let time 5 days 6 days 5 days
17.8 
days

Voids, % of rent loss due 
to empty properties

< 0.5% 0.4% 0.2% 0.4%

• Cirencester Housing’s rent collections 
are comparable to other small housing 
associations. 

• We are concerned that tenants may 
have financial difficulties with the 
impacts of Covid-19 and BREXIT. 

• Some tenants pay rent in arrears. We 
believe this is risky for them if they have 
unforeseen financial difficulties. We are 
here to help! Contact us early before 
arrears become unmanageable.

• The amount of total rent in arrears is 
relatively low compared to other 
associations. 

• In England nearly one in four people in 
receipt of benefits for housing are 
employed. Approximately half of 
Cirencester Housing’s tenants receive 
housing benefit assistance.

1This figure may be greater than 100% when arrears are paid that were due in the previous year.
2Smaller Providers Bench Mark national median for members of the Acuity benchmarking service.

Thank you for helping 
me find my way out of 

a very difficult 
financial situation.

Our priority is to help people stay in their homes.

Tenancy Plus Here4U
Phone Tom on 01285 658377 email Here4U@cirencesterhousing.org.uk



Asset 
management
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Provide relevant, cost effective and 
reliable housing for local people to help 
build and sustain local communities

Manage our assets to  ensuring alignment 
with our purpose and value for money 

What we have done in the past year
• Delivered our 2019 planned programme of 

KITCHENS, BATHROOMS, HEATING and 
EXTERNAL DECORATING.

• Monitored the first year of repairs and maintenance 
service with NKS Contracts, identifying areas for 
improvement. 

What we are doing in the coming year
• The planned programme of kitchens, bathrooms and 

heating has been set-back due to the Covid-19 
pandemic. We are working to understand the 
implications and get this back on track.

• NKS and Cirencester Housing are committed to 
improving the customer experience and have 
agreed improvement plans that are being 
implemented as we come out of the Covid-19 
lockdown. This will be closely monitored to ensure 
an improved service.

• The board will be reviewing and updating 
Cirencester Housing’s asset management strategy.
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78 Homes 30 to 
50 years old

29 Homes built in 
the last 15 years

47 Homes over 
50 year old

12 Homes 16 to 
30 years old



Our responsive repairs and maintenance service
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To request a repair call NKS on

0800 111999
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

Cirencester Housing 
and

NKS Contracts 
are working together 

to deliver a good 
repairs and 

maintenance

Repairs performance 
indicators

Target Cirencester 
Housing 
2020

Cirencester 
Housing 
2019

SPBM2

(2020)

Satisfaction with most 
recent repair

95% 89%
9 of 10 people

98% 97%

Emergency repairs 
completed within target

100% 100% 100% 100%

Routine repairs 
completed within target

98% 92% 100%
not 

available

Voids, % of rent loss due 
to empty properties

< 0.5% 0.4% 0.2% 0.4%

COMPONENT REPLACEMENTS Number

Kitchen refurbishments 16
Bathroom refurbishments 12
Boilers 7
Electrical/mechanical components 6
Radiator systems 1
Doors and windows 2

The NKS team was clean, 
tidy and very professional.

The operatives that you 
are using now have really 

upped their game. 
Very helpful and made a 

good job of tidying up 
after themselves - I was 

very impressed.

We are over the moon 
with our new kitchen. I 

cannot fault the workmen 
or the workmanship. 

Everything was excellent.



Growth…
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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 

What we have done in the past year
• After 7 years of work, delivered 12 affordable homes 

for local people of the Bagendon and North Cerney 
parishes – Churnbridge Row estate in North Cerney.

• Entered into a partnering relationship with English 
Rural Housing so that together we deliver more 
affordable rural housing in the Cotswolds.

• Delivering our first shared ownership homes and 
establishing the capacity to sell and manage them.

What we are doing in the coming year
• Finalising negotiations on purchase of 10 homes 

from a local developer which will be mixture of 
shared ownership and rented units.

• Work closely with English Rural, local parishes and 
the Gloucestershire Rural Housing Partnership to 
identify rural exception site opportunities.

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.

Thank you for 
letting me live 

in my rural 
village.

Handing over of keys for Churnbridge Row, North Cerney from 
Harper & Sons Contractors to Sandra (Chair) and Maureen (Chief Executive)

5th September 2020



Churnbridge Row, North Cerney 12 Affordable Homes

7 Years from project idea to delivery16

Energy efficient 
Air Source Heating



Governance…
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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
• Implemented actions identified by the board in 

response to the 2019 tenant survey (reference our July 
2019 Newsletter & Annual Review 2019 available on 
our website www.cirencesterhousing.org.uk)

• Appointed three new board members.

• The audit committee executed a programme of audits 
which was reported to and actioned by the board.

• Cirencester Housing achieved the 
Cyber Essentials Plus certification.

• Promoted employee wellbeing and 
our employee assistant programme.

Current objectives
• Transition Chairs of the board and audit committee as 

two long standing board members step down.

• Be a supportive and responsible employer in 
response to Covid-19 pandemic.

• Welcome new members to our employee team.

• Implement a new IT systems and quality and 
knowledge management system. 

Thank you, Paul, 
for nine years of service and chairing 

our audit committee



Cirencester Housing’s Approach to VfM
• Cirencester Housing‘s board regularly 

reviews and considers whether we are offering 
value for money (VfM) 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 Benchmark Group (SPBM)

• Traffic Lights are used to indicate performance 
against our target

Value for 
Money
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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.



Regulator of Social Housing (RSH) Statutory Metrics

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

Our performance
• Compared to our benchmarks, 

Cirencester Housing is performing 
reasonably well.

• The amber traffic lights for our operating 
margin reflect we are below our target. 
This was due to a decision made in mid-
year to invest in temporary support and 
capacity to assist with implementing our 
new housing management system and 
managing through employee turn-over.

• Our Headline Social Housing cost per 
unit went up as expected as we continue 
to renew kitchens, bathrooms and 
heating systems (“components”) in our 
older properties .

• Our amber traffic light on new social 
housing units delivered reflects our North 
Cerny development being finished later 
than expected. 
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REGULATOR OF SOCIAL HOUSING Target

Year 
ended 31 

March 
2020

Year 
ended 31 

March 
2019

SPBM 
Comparison

(2020)

Operation margin, Overall >20% 15.1% 33.8% 17.5%

Operation margin, Social housing 
lettings only >18% 13.2% 32.1% 18.6%

EBITDA MRI1 interest cover, % no target 208% 633% 254%
Gearing2, % no target 29% 12% 15%
Reinvestment3, % no target 24% 1.6% 3.1%

New Social housing units delivered 12 0 0 not 
available

Non-social housing units delivered 0 0 0 not 
available

Return on capital employed no target 0.7% 3.2% 2.3%
Headline social housing cost per unit no target £3,640 £2,321 £4,475

[1] EBITDA MRI / Gross Interest Payable x 100%; EBITDA MRI = Operating surplus - amortisation of SH 
grants + Interest received - capitalised components for year + depreciation total.

[2] Net debt (short term loans + long term loans - cash + finance lease obligations) / Net Book Value (NBV) 
of housing properties at period end.

[3] Development of new properties + Works to existing properties / NBV of Housing properties at period 
end.
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• 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 targets 
for 2020 was set before we tendered and awarded new contracts. 

• Cirencester Housing is closely monitoring the cost compared to the value we are 
getting from the contracts to ensure that we get value for money for the service 
delivered to our customers.



Financial statements

* £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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• Cirencester Housing has produced an 
overall surplus and an operational 
surplus consistent with expectations 
of the board for the year ending 31st

March 2020.

• The operating expenditure for the 
year was within the revised 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 £2,341,000 
outstanding loan with Triodos Bank 
plus an additional loan facility to draw 
upon for investment in new and 
existing housing.

Statement of 
Comprehensive 

April 2019 
to March 

2020

April 2018 
to March 

2019

April 2017 
to March 

2018
£000s £000s £000s

Income from social housing activities £851 £884 £841
Less operating costs -723 -585 -608
Plus other income 6 9 349*
Less interest paid on loans -85 -85 -44
Surplus for the year 49 223 538

Financial Position as at 31st March 
2020

31st March 
2019

31st March 
2018

£000s £000s £000s

Fixed assets including housing stock £6,967 £5,446 £5,222
Plus bank balances and money owed to 
us

569 1,551 1,355*

Less money we owe within 1 year -200 -96 -172
Total Assets Less Current Liabilities 7,336 6,902 6,704
Less loans due after 1 year -3,675 -3,290 -3,315
Total Net Assets 3,661 3,612 3,389
Share Capital & Reserves 3,661 3,612 3,389



Phone 01285 658377

Repairs Requests 0800 111999
Mon – Thur 8:30am to 5pm, Fri 8:30am to 4:30pm 
Out-of-hours emergency repairs

Email contact@cirencesterhousing.org.uk
Here4U@cirencesterhousing.org.uk

Post Cirencester Housing
First Floor South Wing
Cotswold District Council Offices
Trinity Road
Cirencester GL7 1PX

Contact Us…
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