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Annual report 2019/2020



Our vision

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 residents and developing  
a sense of community.
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Chief Executive’s report
As Andrew (Jepp), our Chairman has outlined, we are in very unusual times and as a provider of older  
people’s housing, our residents remain some of the most vulnerable. I am very grateful to all our staff who 
have pulled together to help manage our way through the pandemic. We would also like to pass on our  
thanks to all our residents who have followed the Government’s guidance during ‘lockdown’, which will not 
have been easy. My personal thanks go to our Board, who have supported myself, Glynis and Marcie and  
the business to continue to make Sutton Housing Society a successful and financially resilient business –  
no matter what the challenges!
Over the last year, we continued to progress 
our be the body initiative, created to ensure 
all of us take collective responsibility for 
the service we provide to every one of our 
customers. We have seen this approach 
enhancing our service contracts, which are 
supported by high levels of positive customer 
feedback. Over the last year one in four of our 
residents provided us with a compliment (126 
received) and we only received one complaint 
(I am not sure many businesses could say 
the same). As Andrew has mentioned, we 
are delighted to have received external 
recognition for our be the body work,  
winning several awards and hopefully with 
more to come later this year.

We all remain passionate about the genuine 
difference small independent housing 
providers can make, as well as the important 
part we (all smaller RPs) can play in providing 

new homes. Collectively, we have secured 
planning approvals that we will deliver new 
homes over the next five years; the new 
homes will be added to our existing schemes 
and will be used as an opportunity to enhance 
these buildings not only for the new residents, 
but also the existing. To help us deliver these 
aspirations we created and recruited to a new 
Development Project Manager post.

Last year, we were pleased to have secured 
Investors in People (IiP), which was a 
fantastic achievement. The assessors in their 
final report recognising: our strong leadership, 
committed and loyal team, a culture of 
empowerment and trust, as well as the ability 
change. We intend to build upon this IiP 
success and are working towards securing one 
of the ‘metal’ awards – initially aiming for the 
silver award.

We have been continuing to evolve our 
digital offer, recognising that a ‘one size fits 
all’ is not the most appropriate solution for 
Sutton Housing Society, we will move at a 
‘speed’ that suits our customers, taking small 
but successful steps forward. Our digital 
noticeboards and tablet loan scheme will  
be followed by a resident app for those that 
want to use it.

To repeat my quote from last year: there is 
still more to do… but we continue to work 
towards transforming Sutton Housing Society 
into an excellent provider of older peoples’ 
accommodation.

Robin Roberts 
Chief Executive
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Chairman’s report
I would like to start by wishing everybody well in these challenging unusual times, as well as taking a few 
moments to remember two of our residents – Eira (99) and Joyce (79), who we sadly lost earlier this year  
to Coronavirus. Between Eira and Joyce, they had been Sutton Housing Society residents for over 39 years  
and I would like to pass on our sincere condolences to their friends and families.
It is hard to believe it was over a year ago, 
we launched our Celebrating 55… initiative, 
which was created to recognise our unique 
business being 55 years old and our over 
55s client group. During the year, the staff 
team, residents and wider community groups 
created and delivered 55 community events 
– several of these are highlighted within this 
year’s annual report.

Underpinned by our strong financial 
performance, we continue to build upon our 
strengths and provide a local customer driven 
service, which has been recognised by our 
peers. I am delighted that Sutton Housing 
Society were worthy winners of Construction 
Excellence’s (London and the South East) 
client of the year, as well as being winners of 
their outstanding customer satisfaction award. 
To add to this, we have been shortlisted for 

the UKHAs best older people’s landlord  
award, as well as the Housing Heroes award 
for customer service – recognition indeed,  
for our efforts to continually improve and  
‘fine tune’ our service.

Part of our longer-term aspiration is to 
provide more affordable older people’s 
housing within Sutton for local people. To 
support this aspiration, we embarked upon 
an ambitious plan to create a development 
‘pipeline’ and on 16 October 2019, we 
submitted five planning applications all on  
the same day. This was no small achievement,  
let alone for a small organisation such as  
Sutton Housing Society. All five applications  
were approved and we now have planning  
approvals secured to build 74 new homes,  
which will be funded from our surpluses,  
grant funding from the GLA and through 
additional borrowing.

My personal thanks go to all the team  
(the Board and staff) for their continued 
hard work over the past year, with recognition 
for all their commitment during the 
current pandemic. As with previous years, 
reinvestment in our existing stock remains 
a key priority and continues to be part of 
our long-term plans, which is supported 
by a relentless focus on health and safety, 
compliance and resident safety, all remaining 
our absolute priority.

Finally, I am delighted that at this year’s annual 
general meeting (AGM) we have standing for 
election two new Board Members, which  
I am confident will add further strength to  
our current Board.

Andrew Jepp 
Chairman
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Complaints and compliments
During 2019/2020 we continued with our focus on ‘collaborative responsibility’, 
promoting and supporting staff to make a difference to our residents and to 
ensure that they are achieving the best outcomes for them, keeping residents  
as their key focus in their decision making. 

We continue to enable staff to seek solutions with residents and to ensure good 
communications are in place. In 2020/2021, the new digital notice boards will be 
an additional way of communicating with residents in our older people schemes.

Complaints
During 2019/2020, we received one complaint 
relating to a maintenance issue at a general needs 
property; this was upheld and the situation rectified. 

We received 24 expressions of dissatisfaction. 

Compared with the last financial year, complaints 
have reduced by 75% (from four to one). 
Expressions of dissatisfaction have increased from 
two to 24; we recognise this as positive progress  
as staff are now recording these more accurately. 

Any complaints and all expressions of dissatisfaction 
are discussed with the whole team to address what 
went wrong and to share any lessons learnt. 

Compliments
There were 137 compliments received during 
2019/2020, covering all areas of our service. 

Our repairs service and contractors have continued 
to receive the most compliments (66% of all 
compliments); this is reflected in our continued 
high-performance figures. 137

COMPLIMENTS

COMPLAINT

1

24
EXPRESSIONS OF 
DISSATISFACTION

75%
COMPARED WITH  
2018/2019 COMPLAINTS 
HAVE REDUCED BY
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Repairs and maintenance
It has been another busy year for the property team at Sutton Housing Society  
and here are a few of our main achievements and successes.

Day to day repairs
In partnership with our contractors we have 
completed 1,078 orders with positive resident 
feedback of 99%, with 99% of repairs completed 
on time. Our thanks and appreciation go to our 
contractors and staff for their continued hard work. 
We also completed 93% of these repairs in one visit; 
our thanks go to our residents for reporting their 
repairs needed so accurately.

Over the year just over two orders were raised  
per home, which is a similar figure to last year.  
The average cost of a repair has reduced to  
£281 per property from £338 the previous year.  
This is due to slightly more homes being in 
management and a more robust planned and  
cyclical programme of works. 

Planned works
We had a busy year with the main areas of 
achievement being:
• Replacement of 19 kitchens with an impressive 

100% positive resident feedback, offering over  
the year a wider range of products. 

• We replaced three bathrooms, with 100%  
positive resident feedback.

• We replaced two front doors at Wandle Valley 
with new composite high security doors.

• We carried out various ad hoc works, which 
included a new fire alarm at one scheme and 
individual boiler replacements.

Once again thanks go to all those involved – 
residents, staff and contractors; without your  
help and cooperation we would not be able to 
achieve these excellent results.

Compliance
Health and safety continues to be a key area of focus 
for Sutton Housing Society’s Board and staff. Below 
are examples of what we have been doing over the 
last 12 months:
• Our Compliance and Monitoring Officer has 

continued to inspect our homes with assistance 
from specialist contractors where necessary to 
ensure our residents’ homes remain safe and 
compliant with all statutory regulations. 

• Four (4) lifts were fully refurbished at Ronald 
House (1), Old Brewery House (1) and Thomas 
House (2). We implemented a more robust 
maintenance contract in partnership with our 
consultants, Hemsworth Associates, which has 
had a very positive effect on our performance.

• We continued to upgrade individual flat entrance 
doors to meet current regulations as advised  
by the London Fire Brigade.

• We carried out works to various properties 
following fire risk assessments by specialist 
contractor DELCO Ltd. This included the  
removal of a lightwell at Norman House and 
making good concrete floors.

• We appointed Carshalton Boiler Services to 
maintain and service our commercial boilers  
for the next three years. We serviced and 
maintained 190 boilers in individual flats and 
issued the relevant certificates to our residents. 
This work was independently audited by external 
consultant PCM. 

• We tested 155 electrical circuits to ensure that 
they complied with current legislation.

• We have implemented a water hygiene/legionella 
regime with specialist contractor PCM to ensure 
that our homes with stored water remain safe  
and compliant with relevant regulations.

• We had a very successful first year with Acorn, 
implementing our new cleaning and grounds 
maintenance contract. A big ‘thank you’ goes to 
the residents who gave up their time to attend 
the quarterly contract monitoring meetings with 
Sutton Housing Society staff and Acorn.

• We tendered and appointed a window cleaning 
contract, which has been awarded to Acorn. 

2019/2020 repair orders

66% 25% 9%
ROUTINE  
REPAIRS

URGENT  
REPAIRS

EMERGENCY  
REPAIRS

£281
AVERAGE REPAIR  
COST PER PROPERTY  
DOWN FROM £338  
IN 2018/2019

100%
POSITIVE RESIDENT 
FEEDBACK  
WHEN WE REPLACED  
19 KITCHENS

1,078
COMPLETED WORKS 
ORDERS WITH 99% 
POSITIVE RESIDENT 
FEEDBACK
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Community engagement
Our community engagement work continued at a pace during 2019/2020, due  
to our successful Celebrating 55… initiative. As our core client group is the over  
55s and in February 2019, we were 55 years old, we chose to celebrate this  
unique number by creating our Celebrating 55… initiative, which saw us deliver  
55 community engagement projects. Celebrating 55… created a real buzz with  
our residents, who embraced the whole year’s events.
In 2018/2019 we recorded 1,061* people at our 
various events throughout the year. For 2019/2020, 
this figure rose to 1,904*. 

We continued to provide our popular ‘standard’ 
offering of events across the schemes such as jazzy 
(chair based) exercises, arts and crafts sessions, the 
garden competition, pantomimes, Millers Ark mobile 
farm visit, Skype quizzes, Wi-Fi cafés, big bingo, tai 
chi and film screenings. Gardening activity continues 
to be popular, with many older residents looking 
after the communal gardens and helped (financially) 
to do this by Sutton Housing Society as this benefits 
all residents at the schemes. 

In addition, during 2019/2020 we introduced some 
days out, new exercise classes for a trial period and 
a Christmas party, all of which were popular and 
enjoyable. All Sutton Housing Society staff were 
involved in the events throughout the year. 

We have continued to provide community 
engagement work as an added value service,  
which is not charged via the rents to residents,  
a commitment made by our Board. 

Our community engagement work is aimed at easing 
loneliness and assisting with wellbeing. Measuring 
the social value of this work can be tricky as it’s a 
measure of the ‘people value’ obtained from running 
an event and measuring the difference that the 
individual events have made to the individuals that 
attended. During 2019/2020 we have calculated that 
for every £1 we spent on community engagement; 
our social value return equates to £18.98. 

The Board asked that we establish the social 
value of having access to a communal garden 
and the difference this makes to residents. We 
worked with the gardening group at our newest 
scheme, Peppermint Court, to calculate this during 
2019/2020; the outcome was that for every £1 
spent, a social value of £216 was achieved. 

During 2020/2021, we 
are planning to promote 
activities under the Engage 
2020 banner as residents 
really bought in to the 
Celebrating 55… initiative. 
We are planning to increase 

the number of outings provided by Sutton Housing 
Society, increase our digital options, particularly 
for the winter months, and host another Christmas 
party for our older residents. 

1,904*

RESIDENTS ATTENDED  
SHS EVENTS  
THROUGHOUT THE YEAR

£1

£216

FOR EVERY £1 SPENT ON 
GARDENING AT PEPPERMINT 
COURT IN 2019/2020, OUR 
SOCIAL VALUE RETURN 
EQUATED TO £216

* Some people attended several events; figures are calculated 
by attendance at each event. 

FOR EVERY £1  
SPENT ON  
COMMUNITY  
ENGAGEMENT  
IN 2019/2020,  
OUR SOCIAL  
VALUE RETURN  
EQUATED TO  
£18.98

£1 £18.98
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All things digital
At our housing for older people’s schemes
We continue to encourage our residents to use 
technology; 54% of residents are using the internet, 
of which 43% are using Sutton Housing Society 
community Wi-Fi. We hold monthly Wi-Fi cafés at 
schemes and individual 1-2-1 sessions for residents 
keen to brush up on or learn new IT skills. For 
those residents who do not have access to their 
own device we offer a free tablet loan scheme; 19 
residents are currently benefitting from this scheme.

Following on from the success of our digital Skype 
quizzes last year, we held a Skype quiz tournament 
between residents at our housing for older people 
schemes. Residents really enjoy interacting with 
friends at other schemes, from the comfort of their 
scheme communal lounge. 

We recently replaced our paper noticeboards with 
digital noticeboards across 14 of our housing for 
older people schemes. These noticeboards enable us 
to keep residents up to date with upcoming events, 
urgent messages, staff contact details and news/
social media updates via our Twitter feed. 

At Pat Shaw House
As part of our switch to a more agile working 
environment and our paper-lite approach, we 
implemented an electronic document management 
system. The impact of coronavirus and an enforced 
lockdown meant that the whole staff team had 
to switch to working from home overnight; this 
was made much easier because of the technology 
and systems already in place. Everyone has really 
embraced this new way of working, communicating 
externally and internally via virtual platforms such as 
Teams, Zoom and Skype.

Our digital journey
In 2020/2021 we plan to introduce a resident portal/
app, which will allow residents to access self-service 
facilities online using a PC or smartphone. This will 
enable residents to view their rent account, repairs 
history and update personal details etc whenever  
it is convenient for them.

Resident involvement
We were very pleased to recruit a resident to our Board in September 2019. 
Annette Dunningham is a resident from one of our Wallington older people 
schemes and brings the resident perspective to the Board, which has been 
welcomed by all. 
During 2019/2020, we have continued to involve 
residents in all our work and to ask for views and 
input as we review services and service standards. 
We held informal consultation with residents at 
schemes where we are planning to increase the 
number of homes for older people. The feedback 
from residents and their concerns raised during 
the informal consultation was listened to and used 
to inform the development plans that were then 
subject to formal consultation later in the year, 
before submitting five planning applications in  
one day on 16 October 2019. 

We reviewed the lettable standard for our homes 
with residents on the Disability Forum and we set  
up a working group of residents to review the 
window cleaning specification and to be involved 
in the tender and appointment of the new window 
cleaning contractor, for the new contract to start 
from April 2020. 

The contract and performance monitoring 
(quarterly) meetings were well attended by 
residents; their discussions with Sutton Housing 
Society staff and representatives from the  
contract in respect of the cleaning and grounds 
maintenance service has been invaluable. 

From 2020/2021, window cleaning will also be part 
of this group’s remit. 

We introduced the new Repair Surgeries in the latter 
part of 2019/2020 and hope to make these a regular 
feature at the schemes during 2020/2021. 

The resident engagement strategy underpins our 
work; we will continue to engage and consult with 
residents over a wide range of topics, including our 
work on the Together with Tenants initiative. We 
hope, subject to the National Housing Federation 
publishing its outcomes of the Together with 
Tenants early adopters scheme, to have a Residents 
Charter in place at Sutton Housing Society by the 
end of March 2021.

The input from residents that contributed to our 
involvement work outlined above by attending 
meetings, providing feedback, returning surveys 
etc is very much appreciated. We review feedback 
closely on a regular basis, sharing the feedback, 
complaints and compliments with the whole staff 
team to improve services, learn from what we’ve 
done previously and to celebrate successes. 

‘I have benefitted 
from using the 
tablet on loan from 
SHS as it helps me 
to communicate 
with my friends 
and family who live 
in Australia. In my 
social time I love 
playing games on 
the tablet, I enjoy 
solitaire and candy 
crush. The tablet 
also takes good 
quality photos.’
RESIDENT

54%
OF OUR RESIDENTS 
ARE USING THE 
INTERNET

19
RESIDENTS 
BENEFITTING FROM 
FREE TABLET LOAN 
SCHEME

ANNETTE DUNNINGHAM



Value for money and quality
Value for money (VfM) and quality is about being effective in how we plan, manage and 
operate our business. ‘Value’ means the appropriateness of our homes to help meet 
local housing need, supported by the quality of our homes and the services we provide, 
which in turn create an improved quality of life and wellbeing for our residents.
VfM is about making the right decisions now, for the long-term benefit of the organisation, that where appropriate, 
support the principles of whole life cost. We will continue to deliver VfM through a combination of strategies, policies, 
procedures and our ‘actions’. These in turn will help us to decide how to make best use of our income and assets to 
fulfil our social purpose. Our Board have linked quality to VfM and every decision we make must not only deliver value 
for money, but also enhance the quality, which is measured using three key criteria.

A greater understanding of VfM will improve outcomes for staff and residents. We will continue to embed VfM into 
the organisation as part of our monthly performance management team meetings. Recruiting and retaining quality 
staff, who will go the extra mile to deliver better outcomes for our residents, will underpin any approach to VfM.

Looking back on 2019/2020
Maintaining and improving financial strength
We will continue to maximise rent collection and 
minimise rent arrears as well as maximising income 
streams and ensuring best value from our assets and 
activities, through subletting office space and, wherever 
possible, seeking to identify opportunities that attract 
grant funding and use our surpluses to minimise 
borrowing. Our approach to procurement will align 
with our size and geographical location. We will make 
decisions based on whole life cost, primarily using local 
contractors, consultants and suppliers; ensuring that  
we use the right people for the right job. 

There continues to be positive performance relating to 
rent collection and rent arrears, despite the increased 
number of residents that are in receipt of Universal 
Credit, which is paid a month in arrears. We have seen 
an increase within our housing for older people schemes 
of individuals of working age receiving Universal Credit. 
Staff continue to receive appropriate training and to 
make regular referrals to support agencies to assist 
residents with financial issues.

Rent loss between lettings has reduced when compared 
to the previous year. This has been achieved with our 
(new) contractors and staff being mindful of our desired 
outcomes and there being a smoother process in place 
with all parties involved.

Maintaining and improving excellent resident services
We will continue to maintain and improve resident 
services, assisting with improving our residents’ wellbeing 
through a range of community development initiatives 
supported by our Community Engagement Officer. We 
are involving our residents in the delivery and review of 
our services and VfM. Our ‘paper-lite’ approach enables 
us to refine how we deliver services to our residents 
in a more efficient way, simplifying and automating 
key business processes through an appropriate digital 
journey; which suits our core client group both now and 
in the future.

Our housing team have increased their knowledge in 
safeguarding, hoarding, volunteering and mental health 
via free local training courses. 

Our asset management and development strategy is 
an integral part of VfM. Our recent stock condition 
survey guides how we invest to maintain the useful life 
and quality of our housing assets. It also defines the 
standard for our residents’ homes (above the decent 
home standard) and sets targets for affordable warmth, 
as well as influence decisions on redevelopment whilst 
underpinning the principles of whole life cost.
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Value for money highlights in 2019/2020
Maintenance
Formalising our service contracts 
provides more certainty for our 
contractors over the next five years. 
These contractors were appointed 
with residents being fully involved 
with the tender and selection 
process. Residents also take part 
in regular ‘walkabouts’ with the 
contractor, particularly in relation to 
grounds maintenance. We continue 
to monitor these contracts, each 
quarter with our residents. 

Development
• The redevelopment of an unused 

buggy store at Peppermint Court 
to maximise use of existing 
space, delivering this well below 
the scheme approval, using 
local contractors and with grant 
funding.

• Securing planning permissions for 
underused space at Bridges Court 
(1) and Lancelot House (2).

Digital
• Implementing an electronic 

document management system, 
including an invoice workflow, has 
improved efficiencies in working 
practice and supports our paper-
lite approach.

• Completing our digital noticeboard 
project (14 noticeboards were 
installed in our older people 
schemes in June 2020) enables 
us to engage with, and keep 
residents updated with, important 
information more efficiently.



   GLOBAL 
   ACCOUNTS† 

 RESULTS  RESULTS  2019 
 2018/19 2019/20 HfOP 
 
RSH 101:  
operating margin (overall) 29.5% 23.3% 25.8%

RSH 102:  
operating margin (social housing lettings) 29.9% 23.8% 29.2%

RSH 103:  
EBITDA MRI (as % interest) 936% 1,182% 184%

RSH 203:  
gearing (RSH and scorecard measure) 4% 1.5% 43.4%

RSH 204:  
new supply delivered (social housing units) 4.8% 0.2% 1.5%

RSH 304:  
reinvestment  4.2% 2.7% 6.2%

RSH 401:  
return on capital employed (ROCE)  3.1% 2.3% 3.8%

RSH 501:  
headline social housing cost per unit (£'000) £5.41 £4.90 £3.69
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 RESULTS  RESULTS BM320*  HfOP* 
 2018/19 2019/20 2019/20  2019/20 
 
Residents ‘satisfied’ with new letting 89% 92% –  –

Residents ‘satisfied’ with last repair 97.4% 97.2% 93%  97.1%

Emergency repairs  
(completed within target) 100% 100% 99.8%  100%

Urgent repairs  
(completed within target) 97.7% 99.1% 96.2%  95.9%

Routine repairs  
(completed within target) 99.2% 98.2% 98%  96.5%

Number of repair appointments  
made 89.2% 87.4% –  –

Repair appointment kept  
(where made)  99% 98% –  –

Homes with valid gas safety certificate  100% 100% 100%  100% 

Gas safety checks completed  
within target  100% 100% –  –

 RESULTS  RESULTS BM320* HfOP* 
 2018/19 2019/20 2019/20 2019/20 
 
Current tenant arrears:  
general needs 2.55% 1.54% 2.55%** –

Current tenant arrears:  
older people 1.01% 0.46% 1.16% 0.6%

Maintaining and improving excellent resident services

Key performance indicators 

100%
EMERGENCY REPAIRS 
COMPLETED  
WITHIN TARGET

2020

99.1%
URGENT REPAIRS 
COMPLETED  
WITHIN TARGET

2020

98.2%
ROUTINE REPAIRS 
COMPLETED  
WITHIN TARGET

2020

97.2%
RESIDENTS HAPPY 
WITH LAST REPAIR

2020

1.54%
RESIDENT ARREARS 
GENERAL NEEDS

2020

0.46%
RESIDENT ARREARS 
OLDER PEOPLE

2020

23.3%
OPERATING MARGIN  
(OVERALL)

2020

2.7%
REINVESTMENT

2020

2.3%
RETURN ON CAPITAL 
EMPLOYED

2020

Maintaining and improving financial strength

Value for money metrics

* Comparatives have been selected from benchmarking groups  
(bm320 and housing for older people (HfOP)), which we belong to through Acuity.

**  bm320 figure is the total % for both general needs and housing for older people. 

† Global Accounts; produced by the Regulator of Social Housing (RSH).

£4.90
HEADLINE SOCIAL 
HOUSING  
COST PER UNIT

2020
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Income and expenditure
 2020  2019
 £  £

Turnover  3,459,613   3,338,623 

Operating costs ( 2,770,371 ) (2,440,212 )

Operating surplus 689,242  898,411 

Interest receivable  6,286   777 

Interest payable ( 82,593 ) ( 71,685 )

Surplus for the year £612,935    £827,503 

Gain/(loss)  
pension scheme adjustments 329,000  (309,228 )

Total surplus for the year  £941,935   £518,275 

Financial statements
Year ended 31 March 2020

Where our money came from
 £

Rents 2,527,750  

Supporting people charges 28,009 

Service charges 652,674 

Interest receivable 6,286 

Amortised government grants 128,655

Other income 72,693  

Total income  £3,416,067 

 
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.

Where our money went
 £

Management  191,626 

Supporting people services  39,327 

Service charges  926,707 

Routine maintenance  301,643 

Planned maintenance  103,501 

Adaptations and improvements  431,185

Development  106,609  

Depreciation of properties  565,943 

Interest payable  82,593 

Other expenses  53,998 

Total expenditure   £2,803,132

Surplus for the year  £612,935 

Gain/(loss) pension scheme adjustments  329,000 

Total surplus for the year  £941,935 

Balance sheet 
 2020  2019
 £  £

Fixed Assets 29,058,520   28,953,755 

Cash and investments 1,623,539   1,021,869 

Net liabilities (14,292,118 ) (14,527,614 )

Total assets less current liabilities £16,389,941   £15,448,010 

Share capital and reserves 16,389,941   15,448,010 

Total capital and reserves £16,389,941   £15,448,010 

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 2018.      
 



11  

 

Acknowledgements

Auditors
Knox Cropper LLP 

Private funders
Charity Bank 
Royal Bank of Scotland 

Bankers
National Westminster Bank plc 

Governance
Sutton Housing Society aims to follow the highest standards of 
governance, accountability and probity. Sutton Housing Society's 
Board has adopted the National Housing Federation (NHF)  
Code of Governance (2015), with two stated exceptions. 

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 www.suttonhousingsociety.org.uk/about-us/publications/.

The senior management team
Robin Roberts BA (Hons) DipArch (Hons) FRIBA FRICS 
Chief Executive and Secretary

Glynis Gatenby PG DIP CERT, CIHM 
Operations Director

Marcie Regelous   
Resources Director

The Board of Management
Andrew Jepp FCII – Chair 
Alison Bennett CMCIH MAPM 
Matthew Corbett 
Annette Dunningham (from September 2019) 
Audrey McFarlane LLB 
Pamela Norton MBE 
Michael Payton Bsc MSc MRICS – Vice Chair (from November 2019) 
Lisa Rae 
Adrian Simpson (until November 2019) 
Alistair Auty (Co-opted February 2020) 
Stéph Marshall (Co-opted February 2020)

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

Resident Housing Operations Committee members
Dot Allen 
Joy Hammond 
Val Rollason  
Jean Gardner 
Annette Dunningham 
Kay Bish 
Hazel Turner (until November 2019) 
Christopher Simpson (until February 2020)

The external body responsible for the regulation of registered providers 
is the Regulator of Social Housing (RSH). 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 Sutton 
Housing Society's Board and its Housing Operations Committee 
(HOC). The majority of HOC members are residents.

This annual report summarises our performance, our work and the 
financial position of Sutton Housing 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 our work in general, please get in touch with us at  
our head office, Pat Shaw House. 

Sutton Housing Society 
Head Office 
Pat Shaw House, 13-19 Ventnor Road  
Sutton, Surrey, SM2 6AQ

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

Registered with the Regulator of Social Housing 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
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