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CHAIRMAN'S REPORT:
2016/17 
was another 
challenging 
year for social 
housing and 
at times, for 
Sutton Housing 
Society (SHS). 
I believe this 

organisation is stronger now than 
it was a year ago and it is in better 
shape to face the future. Our 
published accounts 
show a financially 
sound organisation. 
The surpluses SHS 
generates will continue 
to be invested in 
quality services, our 
existing buildings and 
in the ‘patient (long 
term) investment’ in 
new social housing 
properties where the 
returns and benefits to 
society are measured in 
the long term.    

The social housing sector is 
responding positively to enforced 
reductions in its rental income.  
SHS has acted and succeeded 
in reducing its operating costs 

despite high levels of inflation 
in construction and building 
maintenance and increases in 
other operating costs.  Housing 
associations or registered providers 
are independent organisations 
and belatedly, legislation is now in 
place to enable the re-classification 
of associations as private bodies.

In response to the withdrawal of 
supporting people funding locally, 

SHS used consultants 
to redesign its housing 
services.  This particularly 
affected our older persons 
housing.  The revised 
structure didn’t deliver 
the best services for our 
tenants and we redesigned 
the service again in 2016.  
We believe we have now 
got the right service 
structure to meet current 
and predicted demands in 
the future.  The current 

levels of tenant satisfaction 
achieved (93% overall) 
support this view. This is an 
excellent score but it is down from 
our highly impressive score of 
95% from the previous survey. We 
recognise we have work to do to 

bring satisfaction back to the levels 
achieved in the past. That said it is 
a credit to our staff team and their 
commitment that these service 
changes were all achieved in such 
a short period. I would also like to 
pay credit to our tenants for their 
understanding and their support 
through this period. 

As a social enterprise and a charity, 
the organisation is given strategic 
direction from a voluntary board 
of management.  In 2016 we 
carried out an open and substantial 
recruitment exercise.  The result 
of this is that we have four new 
Board Members (to be elected to 
the Board at 2017 AGM).  Along 
with existing Members we now 
have 12 individuals who bring their 
skills and expertise to SHS and 
who give their time on a voluntary 
basis to help SHS deliver its social 
purpose.  I would like to close by 
welcoming these new Members and 
by thanking all of my colleagues 
on the Board for their contribution 
to the ongoing success story that is 
Sutton Housing Society.

"We are so pleased we made that first 
step to go onto Sutton’s waiting list 
and grateful to SHS for offering us 

this lovely property"

New Tenants at Kent Court

THE MEASURE 
OF AN 

ORGANISATION 
IS NOT THAT 

IT FACES 
CHALLENGES 
BUT HOW IT 
RESPONDS.

ANDREW JEPP
CHAIRMAN
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CHIEF EXECUTIVE'S REPORT:
I think we now 
have one of the 
best staff teams 
I’ve worked with.  
Through their 
individual and 
collaborative 
contributions, 
this committed 

group form a genuine team and 
they make a difference every 
day. SHS could not deliver its 
services and the high standards it 
achieves without my colleagues 
in administration, finance, 
management and maintenance.

As the Chairman has indicated, we 
have implemented a new service 
and staff structure. This structure is 
leaner and I believe, more efficient 
than before. We remain close to 
our tenants and staff are always 
accessible. We’ve had to radically 
alter our services to our older 
persons housing but we remain a 
local and responsive provider.

Last year we continued to 
implement SHS’ investment 
strategy in our existing buildings.  
We have also achieved handover 
of 12 new units at Kent Court and 

starts on site at both our new 
build scheme in Bond Gardens 
(23 homes) and the complete 
refurbishment of 12 flats at 
Harding House. In March the Board 
approved a new business plan. This 
reinforces SHS’ commitment to 
the local delivery of high quality 
services, to the ongoing investment 
in our existing buildings and to the 
development or acquisition of new 
stock.  

We’re particularly proud of our 
buildings. I’m very pleased to 
report that 96% of our tenants 
are satisfied with their 
home and 95% with their 
neighbourhood.
Our commitment to partnership 
working remains a high priority. We 

know we can do more and achieve 
better performance through 
collaborating with others than 
we can acting alone. Reflecting 
this approach to partnership and 
trust SHS received grants from 
the London Borough of Sutton 
(LBS) totalling £1.121million 
as contributions towards the 
development of Kent Court and 
Bond Gardens. We will continue to 
work with partners in ways which 
are open, transparent and which 
build on this trust.

PASSIONATE 
ABOUT DOING 

WHAT IS 
RIGHT

"WE ARE
CONSTANTLY 
LOOKING TO 

IMPROVE THE 
SERVICES WE

OFFER AND TO
GET THE BEST

VALUE FOR OUR 
TENANTS." "WE PRIDE 

OURSELVES 
IN KNOWING 

OUR TENANTS 
AND OUR 

BUILDINGS."

CHRIS TURTON
CHIEF EXECUTIVE
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OUR VISION & VALUES:
All employees were actively 
involved in setting the Society’s 
Vision and Values when we updated 
our business plan earlier this year. 
Working together as a close knit 
team it was important to give all 
employees the opportunity to 
focus on the purpose of SHS and 
collectively identify a set of values 
to operate by. These were then put 
before the Board at their ‘awayday’ 
where the final values were agreed. 
 

"The whole staff team were invited 

to discuss ‘putting culture, purpose 

and values at the heart of what we 

do’. Everyone was able to discuss 

openly what they felt was at the heart 

of SHS, their ideas, thoughts on how 

we work, why we do things and ways 

we felt we could improve. Having 

joined SHS in 2007 I have seen many 

changes however, the core business 

has remained the same, as has the 

ethos of the Society. I feel vocalising 

our ‘values’ and taking pride in them 

reflects this."

CELIA - ADMIN OFFICER

OUR VALUES:

PASSIONATE
ABOUT DOING
WHAT IS RIGHT

1.
PEOPLE 
FOCUSSED & 
STRONGER 
TOGETHER

2.
PROFESSIONAL 
& EFFECTIVE

3.
CARING, 
RESPONSIVE & 
FLEXIBLE

4.

WE 
RECOGNISE 
THAT OUR 

EMPLOYEES 
ARE OUR 
PRIMARY 

ASSET.

PEOPLE 
FOCUSSED & 

STRONGER 
TOGETHER
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We hold regular ‘in-house’ training 
sessions for all staff and encourage 
individuals to attend external 
training and pursue professional 
qualifications linked to their roles. 
This year we have supported 
two employees in external 
qualifications linked to their roles. 

"Following on from my bookkeeping 

training last year, I have now 

completed my AAT Advanced 

Diploma in Accounting (Level 3). 

This qualification has helped me to 

feel more confident in my role and I 

now have a greater understanding 

of accounting practices such 

as accounts preparation and 

management accounting. I will 

be starting my AAT Professional 

Diploma in Accounting (Level 4) in 

2017/18 where I will learn more 

complex accounting tasks such 

as budgeting, drafting financial 

statements and evaluating financial 

performance."

MICHELLE – FINANCE OFFICER

"I completed the CIH Level 3 in 

Housing Practice. The course 

was online learning with four 

assignments covering occupancy, 

tenure and letting, equality and 

diversity, management of rent 

arrears and professional skills 

for housing. I chose Housing and 

Support as my specialist subject. 

Successfully completing this 

qualification has helped me to have 

such a wider understanding of the 

Housing Sector. Being aware of all 

the different aspects of housing has 

definitely helped me in my everyday 

job role and has given me confidence 

to continue to learn."

LOUISE – COMMUNITY
HOUSING SERVICES OFFICER

TRAINING:

The repairs service drives 
tenants’ opinions of our overall 
performance. 

We will continue to focus on how 
we can improve this service. We 
have good working relationships 
with local contractors and close 
contact with tenants which 
enables us to respond efficiently 
to day to day repair requests. 
We monitor satisfaction on our 
repairs service via questionnaires 
and telephone surveys. Responses 
are actively encouraged with 
returned questionnaires being 
entered into a quarterly prize 
draw.

In 2016/17, 1056 repairs 
orders were issued, 98.6% 
were completed within 
target times, compared to 
SHAPE * median (2016/17) 
95.8%.

In 2016/17 we spent 
£373,457 on routine repairs 
and planned maintenance 
compared to £300,787 in 
2015/16

Of the repairs & 
maintenance expenditure 
44% was spent on planned 
maintenance and 56% on 
routine maintenance. 

In 2016/17 we spent 
an average of £465 per 
home on routine repairs 
compared to £412 in 
2015/16.

REPAIRS & MAINTENANCE (R&M)

95%
OF TENANTS ARE SATISFIED 

WITH THE OVERALL R&M 
SERVICE

93%
OF TENANTS ARE SATISFIED 

WITH THE WAY WE DEALT 
WITH THEIR LAST

REPAIR
*SHAPE (Smaller Housing Associations Pursuing Excellence)
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COMMUNITY ENGAGEMENT:

WORKING IN 
PARTNERSHIP WITH 
OTHERS, LIKE AGE 
UK ENABLES US TO 

OFFER A MORE VARIED 
AND COST EFFECTIVE 

ENGAGEMENT 
PROGRAMME.

AGE UK 'IT SESSIONS'

SHS STAFF, TENANTS AND TRIANGLE COLLEAGUES
TOOK PART IN THE ‘SMOOTHIE’ RIDE

LIVE WELL SUTTON
BLOOD PRESSURE CHECKS

TIME FOR A CUPPA

NINA THE THERAPY DOG

INVOLVING THE COMMUNITY

ANNUAL GARDENING COMPETITION

COMMUNITY ENGAGEMENT:
Within the redesign of our 
housing services, we reviewed 
and broadened our commitment 
to tenant engagement . It is our 
view this underpins some of our 
core services. We plan events 
across three key themes - health 
and wellbeing, financial resilience 
and monitoring and improving 
services. To encourage greater 
involvement , we have branded 
our work in this area “community 
engagement”. 

SHS is investing more in its 
community engagement work, 
striving to ensure we enable 
engaging activities, workshops 
and events that reflect the needs 
and wants of our tenants and their 
families. 

An annual costed Engagement 
Plan enables SHS to have 
dedicated resources to deliver the 
Engagement Plan, to be aware of 
what’s happening and when, to 
build in flexibility to respond to 
short notice events from partners 
and to respond to requests from 
tenants.

The development of Bond Gardens 
presented an opportunity to 
involve the local community in the 
renaming process. Working with 
the neighbouring primary school 
Beddington Infants, the pupils 
received a fun presentation on 
what would be happening with 
the development and were then 
tasked with a naming competition. 
The pupils and teachers researched 
the local area to provide the new 
development with a name to 
reflect its history, with the winning 
entry, ‘Peppermint Court’. We will 
continue to work with Beddington 
Infants, including site safety talks, 
art competitions and gardening 
projects.
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CARING, 
RESPONSIBLE 

& FLEXIBLE

This year we held a survey to gain 
tenants' views on all the services 
we provide. The survey is generally 
carried out every three years. 
This survey known as ‘STAR’ is a 
standard form which is used by 
social housing providers so results 
can be compared. Almost 50% of 
our tenants responded.

The increase in satisfaction from 
our tenants in general needs stock 
on core areas is encouraging and 
compares favourably with SHAPE. In 
our housing for older people overall 
satisfaction has dropped from 95% 
to 91%. There have been many 
changes in services provided within 
our schemes for older people over 
the past few years. This survey is 
the first time tenants have had 
the chance to formally express 
their views. Survey results have 
been reviewed and action plans 
have been put in place. Progress 
is being made to address areas 

where tenants are less satisfied. 
Initiatives have been introduced to 
better communicate and highlight 
what we have done in response to 
tenants’ feedback.

NEW INITIATIVES 
INCLUDE:
Increased consultation/
communication
about services 

Introduced a ‘You said: We did’ 
section in our newsletter to 
highlight to tenants where we are 
responding to their views

Introduced new and varied
engagement activities for tenants

Regular and informative updates
to our website

TENANT SATISFACTION:

WE ARE
COMMITTED 

TO PROVIDING 
EXCELLENT 

CUSTOMER SERVICE 
FOR ALL OUR 

TENANTS. 

OF TENANTS ARE SATISFIED THAT SHS KEEPS THEM INFORMED 
ABOUT THINGS THAT MIGHT AFFECT THEM AS A TENANT

86%

OF TENANTS FEEL THAT SHS DOES ENOUGH 
TO INVOLVE TENANTS IN DECISION MAKING 

AND THAT SHS LISTENS TO THEIR VIEWS 
AND ACTS UPON THEM

69%
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Considering value for money is 
part of everyday life in SHS. We 
aim to achieve the best balance 
between high performance, high 
tenant satisfaction and relatively 
low cost. We don’t just look to 
make cost and efficiency savings on 
big ticket items, we believe 'it’s the 
little things that matter' as well.

We compare our own performance 
in key service areas year on year 
to identify any trends and also, 
as members of benchmarking 
group SHAPE, against other similar 
organisations. Key performance 
indicators are reported to the Board 
and to the Housing Operations 
Committee. Membership of SHAPE 
offers the opportunity to meet 

with colleagues from similar 
organisations facing similar 
challenges, to network, to share 
ideas and good practice.

SHS’ Headline Social Housing 
Cost in 2016/17 is £4,410 per 
unit, the Homes and Communities 
Agency (HCA) comparative median 
is £3,570 per unit (2016). Capital 
spend is not always consistent year 
on year so capital spend will distort 
comparisons. SHS’ capital spend per 
period: 2017: £576K, 2016: £1.1M, 
2015: £450K.

SHS’ Headline Social Housing Cost 
excluding capital works in 2016/17 
is £3,127. Providers with large 
amounts of supported housing or 

housing for older people will have 
higher costs.  Two thirds of SHS 
properties are independent housing 
for older people.

The Return on Assets (ROA) is 
directly affected by the cost 
of existing properties and new 
developments. As existing 
properties have not been revalued 
the percentage of return on these 
assets will appear significantly 
higher than the return on new 
schemes.

VALUE FOR MONEY:

SHS 14/15 SHS 15/16 SHS 16/17
SHAPE 
16/17

Median

HfOP
16/17

Median

Rent Collection and 
Arrears

Rent arrears* of all current 
tenants as % of rent due 0.7% 0.7% 0.85% GN   2.89%** HfOP  0.34%*

Rent loss between lettings 1.2% 0.7% 0.57% 0.88% HfOP  1%

Average re-let days for 
empty homes 28.7 23.89 23.00 23.00 HfOP 24.8

Repairs and 
Maintenance

% Repairs completed in 
time 96% 99% 99% 95.82% HfOP 97.76%

Headline Social 
Housing Costs

Includes capital works on 
existing properties £3,992 £5,682 £4,410 £3,570

(HCA 2016)

Excludes capital works on 
existing properties £2,995 £3,059 £3,127

Overhead costs as 
% of turnover

10.58% 9.21% 8.94% 13.45% HfOP 14.28%

Operating costs as 
a % of turnover

59.4% 64.8% 63.1% 69.5% HfOP 80.67%

Return on Assets 4.54% 3.77% 4.04%

*Adjusted for Housing Benefit (HB) due   **Not adjusted for HB due     GN; General Needs   HCA; Homes and Communities Agency
HfOP; Housing for Older People Benchmarking Group 

OUR PERFORMANCE:
VfM 
HIGHLIGHTS 
INCLUDE:
LEASING 
SURPLUS 
OFFICE SPACE 
WHICH 
GENERATES 
ADDITIONAL 
ANNUAL
INCOME

VOIDS AND 
LETTINGS 
PERFORMANCE 
HAS IMPROVED 
AGAIN THIS YEAR 
AND COMPARES 
FAVOURABLY 
WITH OUR PEERS

RETENDERING 
EXTERNAL AUDIT 
SERVICE, GAS 
AND INSURANCE 
CONTRACTS; 
COLLECTIVE 
SAVINGS IN 
EXCESS OF

£15K
PER ANNUM

POSITIVE 
PARTNERSHIP 
WORKING 
EXPERIENCES 
WITH THE LBS 

£1.1M IN 
GRANT FUNDING 
RECEIVED 
TOWARDS THE 
DEVELOPMENT 
OF KENT COURT 
AND BOND 
GARDENS.

85%
OF TENANTS ARE SATISFIED THAT 
THEIR SERVICE CHARGES PROVIDE 

VALUE FOR MONEY
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We use our surplus to fund adaptations and improvements to our 
existing properties and when opportunities arise, to acquire more 
housing for rent. We also use some of our surplus to invest in 
community engagement.

RENT 2,365

SUPPORTING PEOPLE CHARGES 124

SERVICE CHARGES 481

INTEREST RECEIVABLE 4

AMORTISED GOVERNMENT GRANTS 119

OTHER INCOME 44

TOTAL INCOME 3,137

WHERE OUR MONEY CAME FROM
Year ended 31st March 2017

MANAGEMENT 246

SUPPORTING PEOPLE SERVICES 128

SERVICE CHARGES 562

ROUTINE MAINTENANCE 209

PLANNED MAINTENANCE 165

ADAPTATIONS & IMPROVEMENTS 147

DEPRECIATION OF PROPERTIES 453

INTEREST PAYABLE 82

PENSIONS DEFICIT PROVISION 8

OTHER EXPENSES 58

TOTAL EXPENDITURE 2,058

SURPLUS FOR THE YEAR 1,079

WHERE OUR MONEY WENT
Year ended 31st March 2017

FINANCIAL STATEMENT
SUMMARY:

TURNOVER 3,133 3,077

OPERATING COSTS (1,976) (1,993)

OPERATING SURPLUS 1,157 1,084

INTEREST RECEIVABLE 4 2

INTEREST PAYABLE (82) (77)

SURPLUS FOR THE YEAR £1,079 £1,009

INCOME & EXPENDITURE 2017 2016

FIXED ASSETS 25,478 24,771

CASH & INVESTMENTS 1,307 652

NET LIABILITIES (12,815) (12,532)

TOTAL ASSETS LESS CURRENT 
LIABILITIES 13,970 12,891

SHARE CAPITAL & RESERVES 13,970 12,891

TOTAL CAPITAL & RESERVES 13,970 12,891

BALANCE SHEET 2017
2016

The financial statements have been prepared in accordance with 
United Kingdom Generally Accepted Accounting Practice (UK GAAP) 
FRS102 and the Statement of Recommended Practice for registered 
housing providers, Housing SORP 2014.

PROFESSIONAL
& EFFECTIVE

(£000's)

(£000's)

(£000's) (£000's) (£000's)
(restated)
(£000's)

OF TENANTS ARE SATISFIED 
THAT THEIR RENT PROVIDED 

VALUE FOR MONEY

93%
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Sutton Housing Society aims to follow the highest standards of governance, accountability and probity.  The Society’s 
Board of Management has adopted the National Housing Federation (NHF) Code of Governance (2015). 

For a copy of the NHF Code of Governance and a detailed statement of how this is applied to the operation and management 
of the Society please visit http://suttonhousingsociety.org.uk/about-us/publications/.

GOVERNANCE:

Investing our resources we are proud to provide affordable, 
well maintained quality homes.

With charitable status and as a specialist provider of homes 
for the independent over 55s, we continue to invest for the 
changing needs of Sutton.

Our highly professional staff team are dedicated to 
responding to the needs of our tenants and developing a 
sense of community.

OUR VISION: "HAPPY WITH SHS
AS OUR LANDLORD"

"GOOD STAFF; FRIENDLY; 
POSITIVE; CARING"

"LOVELY HOMES; GOOD 
PLACE TO LIVE; FEEL SAFE; 

FEEL SECURE"

THE ORIGINAL BUILDING DEMOLITION COMPLETE AND FOOTINGS LAID

SCAFFOLDING ERECTED AND BUILDING BEGINS THE  INTERNAL STRUCTURE BEGINS TO TAKE SHAPE

BOND GARDENS
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Principal Officers
Chris Turton BA MBA FCIH 
Chief Executive and Secretary
Glynis Gatenby PG DIP CERT, CIH
Operations Director
Marcie Regelous    
Head of Finance and Resources

The Board of Management
Andrew Jepp FCII - Chair
Matthew Corbett
James Montgomery Heffernan
Pamela Norton
Adam Phippen
Loraine Shaile
Adrian Simpson
Graham Waters FCIH

The Board of Management 
is supported by the Housing 
Operations Committee (HOC).

Tenant HOC Members
Dot Allen
Joy Hammond
Val Rollason      
Christopher Simpson

The external body responsible for 
the regulation of social landlords is 
the Homes and Communities Agency 
(HCA).  They set out guidelines as to 
what standards our services should 
reach, how these are scrutinised and 
reported. 

Detailed reviews of our performance 
are undertaken by the Society’s 
Board of Management and the HOC. 
The majority of HOC members 
are tenants. This annual report 
summarises our performance, our 
work and the financial position of 
the Society. It is aimed at all of our 
stakeholders and underpins our 
commitment to accountability. 

If you would like to find out more 
about anything in this report or 
about the Society’s work in general 
please get in touch with us at our 
head office, Pat Shaw House.

OUR TEAM:

OUR STAFF TEAM
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Sutton Housing Society Ltd
Registered Office:

Pat Shaw House, 13-19 Ventnor Rd, 
Sutton, Surrey, SM2 6AQ

Tel: 020 8642 1500  
Email: info@shsoc.org.uk

Registered with the Homes and Communities Agency No: L0721
An exempt charity, registered with the Financial Conduct Authority under the

Co-operative and Community Benefit Societies Act 2014. No. 16614R

www.suttonhousingsociety.org.uk

HARDING HOUSE 
REFURBISHMENT


