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Welcome from the Chair at CCHA

Steve Benson,  
CCHA Chair

Tracy Cullen,  
Chief Executive

In September 2019, I’ll be stepping down from chairing CCHA after 
six years and it’s been a privilege to lead the organisation during 
this time. Our key mission of meeting the housing needs of those 
in Croydon and the surrounding boroughs continues - and we’re 
always looking for new and innovative ways to achieve this. 
During the year, we said farewell to Lucy Ferman who retired from the Board 
after six years, Oliver Graham who very sadly passed away in November 2018 
and Bruno Okeahialam who had to resign due to work commitments. We also 
welcomed Carolyn Porretta and Neil Perrins to the Board and they’ve both 
added significant financial expertise.

I’m delighted to announce that Heather Thomas has been selected as my 
successor.  Heather has been on the Board for two years and has a wealth of 
housing experience.  She’ll take over in September 2019 and will lead CCHA 
in finalising its strategy for the period after 2020. I know she’ll lead CCHA to 
develop and achieve even more – and I’d like to take this opportunity to wish 
Heather and CCHA every success for the future.

It has been another busy but rewarding year for team CCHA. We 
continue to provide more homes for those who need them and have 
successfully diversified, selling our first shared ownership homes 
in Sutton and Norbury. The profits from all our sales will help us to 
build more genuinely affordable rented homes in the future.
The Green Paper “A new deal for social housing” sets some challenges for 
housing associations everywhere and as a local community association we 
are confident that we can rise to those challenges. We have already started to 
work on these with our residents and staff in one of our biggest engagement 
exercises to date and this work will now feed into improvements we make next 
year but most importantly the new business plan to 2025.

After the 2nd anniversary of the Grenfell Tragedy, there is a greater emphasis on 
landlord health and safety and we have prioritised work on our internal systems 
to ensure that they are not only accurate now but effective at monitoring our 
continued compliance.

We continue to develop strong partnerships to meet the needs of the wider 
community and this year have sold a property to Emmaus to allow them to 
expand their homelessness services in the Borough and the Croydon Youth 
Zone Legacy which offers youth services. We look forward to building on these 
in the future.

Each year, CCHA reports on the 
progress of set priorities for that 
year. 

Our 2019 Annual Report features the successes 
and challenges over the past 12 months.  

The Commitment 2020 business plan which 
began in 2015 will end in March 2020. 

For a copy of the year 5 priorities, please visit 
our website at: www.ccha.biz
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Over to you 
Earlier this year, CCHA conducted the largest resident 
consultation exercise in the organisations history which 
spanned over 3 weeks. The purpose of this was to get 
resident feedback on estate and repairs services (more 
info on our repairs survey on page 10).

Small groups of staff went out to speak directly to 
our older persons at their homes, to get a better 
understanding of what our residents want to see from  
an estate services provider.

We also hired an independent company to carry 
out telephone surveys on our behalf to get as much 
feedback as possible. 

The feedback gathered from these consultations helped 
us to shape our questions for prospective contractor 
interviews.

Creating interview questions directly from our residents 
perspectives allows us to appoint the most suitable 
contractor to meet their needs and expectations.

In addition to this, we involved a resident in the interview 
process to ensure we had a residents perspective that 
could challenge the organisations bidding for the new 
contract. 

How did we do?
At CCHA, great importance is taken to ensure your 
home is safe. By working closely with our contractors, 
we make sure that required health and safety measures 
are met. We are also tested on how well we keep your 
homes safe, at least once a year.  

Gas safety is paramount
Fulfilling our duties as a landlord means it’s important 
that we emphasise to residents the importance of 
having 100% compliance on our gas safety service.  
Our main priority is keeping our residents safe and 
ensuring that we comply with the law. 

Where residents fail to arrange appointments and give 
access, we are required to contact third parties such 
as next of kin, health care workers and solicitors to 
ensure that access is gained. Given the high level of 
risk associated with gas safety and compliancy as a 
whole, internal processes are monitored and audited 
on a regular basis. Our internal IT systems have been 
upgraded to help improve our monitoring processes, 
ensuring we keep our residents safe.

We are pleased to have reached 100% in gas servicing 
over the past year. 

Our residents We’re on the right track!

50  
we received feedback  
from 50 residents through 
telephone surveys

42%   
of residents fed back on 
estate services
 

97.6%  
of homes have a valid electrical test certificate 

100%   
of asbestos inspections were carried out

100% 
of properties with shared waters services have  
water hygiene monitoring in place 

100%  
of properties with communal areas have  
a valid Fire Risk Assessment

Resident feedback allowed us to identify themes 
across the consultation, including:

•  How the contractor will communicate with CCHA staff 
& residents to notify them of attendance at site and 
resolution of any concerns.

•  How the contractor will keep records to ensure they 
are delivering the standards expected as set out in the 
contract.

•  How they will continue to improve their service during 
the contract by recording the progress of each job.

We will be valued as an influential and high 
quality landlord, a forward thinking employer 
and a trusted partner in our core communities

Commitment 1
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Commitment 2

We will prioritise enabling  
residents to keep their homes  
and promote mobility

We’re heading in the right direction!
Welfare and Debt Advice Service’s Impact 2018/2019 £

Total discounts for residents (through successful applications) 1,160.00

Extra cumulative income for residents per week through income 

maximisations
251, 365

Total amount of debts written off for residents  

(amount owed to 3rd parties)
12,398.64

Direct financial gain to CCHA 32,189.39

Total backdated benefits awarded to residents 68,026.21

In 2018 /2019, over 300 appointments were booked with our residents.  
Number of residents who receive help from the service is 30+ per month.

CCHA’s Digital Commitment
2019 has been a busy year for CCHA as we carried out 
a digital survey which aimed to understand how we can 
best support our resident to engage with us online.

Many residents have shown an interest in receiving 
training in order to access digital services. We are 
determined to get our residents online, and will provide 
relevant training and opportunities for them to develop 
these skills.

We are focused on developing the 
‘MyCCHA’ customer portal this year, 
with additional features on the horizon. 

       

Having attended all relevant appointments, 
Diane returned to work on reduced hours 
following 7 months of sick leave.

She was receiving Housing Benefit but no other 
help and only surviving on her very modest 
wages due to her phased return to work. Diane  
was struggling financially, had multiple debts 
and due to her circumstances, her mental 
health started to deteriorate again. 

This was the point when the Welfare and Debt 
Advice Officer started to work with her. 

Actions taken by CCHA: 

•  Diane was signed up for Universal Credit  
to maximise her income

•  Her immediate debts were addressed 

•  Her council tax arrears, that went back several 
years, were re-grouped in a way that is 
manageable for her  

•  We referred her to Christians Against Poverty 
(CAP) and helped prepare her paperwork for 
her first appointment 

•  Discretionary Housing Payment application 
was made to Croydon Council with the 
support of the Senior Income Officer.

Outcome: 

•  Discretionary Housing Payment of £2,896.31 
was awarded and paid directly to CCHA 
wiping out all rent arrears

•  This was a huge relief for Diane, who, since 
the award in March 2019, stated she felt like 
she was ‘able to breathe again’. She has now 
increased her working hours, taking a further 
step towards financial security

•  Diane continues to work with CAP to become 
debt free.

Case Study – Maintaining a tenancy and returning to work

Diane*, a single female 
resident who had been 
suffering ill health & had  
over £2,800 of rent arrears

*Names have been changed to protect identities

312  
registered users

110 
Staff have helped over 110 residents sign-up to the portal

£292,000   
Over £292,000 of rent collected through the customer  
portal last financial year 

6,900 
Over 6,900 sign-ins to the portal since launch
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Commitment 3

We will develop more homes and 
services for local communities

Growing our shared  
ownership homes
Over the past year, we have invested in building  
more shared ownership properties to help our 
community join the property ladder.

Investing in Shared Ownership developments is an 
exciting prospect for us as the money generated from 
property sales can be used to build further homes 
across the borough.

Development programme  

190 
The current development programme is to build 190 homes by 31st March 2020

70 
Shared Ownership 

34 
London Affordable Rent

2 
Shared Ownership 

Already met 
London Affordable Rent

11 
Market Sales

39 
Market Sales

19 
London Living Rent

17 
London Living Rent

Remaining homes required in order to meet our development programme: Homes currently delivered under the 2020 program: 

How does CCHA find building sites?  
 
We find most of our building sites from developers 
who approach us directly. 

On average, we are approached by approximately 
three developers per week. We have a strict list of 
standards that we look for which helps us to select 
which development sites are a good fit for us and 
our residents.  

Our Finance Manager, Kat Nowak 
explains how shared ownership helps 
us build more homes: 

“As Shared Ownership property sales 
result in a quick return on investment, 
it allows us to reinvest in affordable 
homes at a faster rate.”

If we build a home for £200,000 
and sell it at a 50% share 
through shared ownership, we 
get £100,000 back right away, 
meaning we have immediate 
funds we can use to reinvest in 
future housing.
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Repairs
We are in the process of selecting a new repairs 
provider for both day to day repairs and planned 
maintenance with the new contract lasting as long as 
10 years.

As the new repairs provider will possibly be working 
with us over a long length of time, we know that it is 
essential that we select a provider that shares our 
visions and values. 

We recognise the value of our residents perspectives 
towards repairs and so conducted a large consultation 
exercise to help us understand their views.  

During the repairs consultation, CCHA staff visited over 
700 of our General Needs properties, speaking to 242 
of our residents. We also sent a postal survey to all 270 
of our older persons seeking their views on repairs, of 
which we received 86 responses.

We asked questions around what they wanted to see in 
the new repairs contractor and the kind of service they 
expect. 

The feedback gathered from this exercise will directly 
influence our decision when selecting our new repairs 
contractor later in the year.

The selection process includes clear and simple 
requirements for works to be completed to a high 
standard in a timely manner with a focus on:

4    Ensuring our requirements reflect the lessons  
learnt from previous repairs contractors. What has 
worked well and what has gone wrong, ensuring 
that the new contract repeats the best of the past 

4     Delivering works that reflect our consultation  
with residents and their priorities around 
appointment times and completing repairs during 
the first visit

4   Learning lessons from resident feedback and 
satisfaction surveys to ensure works are delivered 
in the way our residents require

4    Will maximising the use of modern technology  
to enable residents to order repairs online.

Repair specific Resident comments

When asked what was important to our residents, one said:4435   
Repairs were completed  
– (Gilmartins Contract– August to March)

100%  
of emergency jobs completed on time

96.25%   
Repairs appointments kept 

8.95 days
Average number of days to complete repairs 

“Being able to book repairs through 
text or email.” 
This will be achieved in the new repairs contract.

 

At the heart of the new contract is the 
Term Brief, a comprehensive set of 
requirements that acts as the main 
management tool to ensure works are 
delivered to a high standard. This is 
supported by a suite of key performance 
indicators and a clear pricing model to 
ensure performance and value for money 
are achieved.

The new contract will 
maximise the use of 
modern technology to 
enable residents to order 
repairs digitally.

We will maximise the quality  
and value of our homes

Commitment 4

8.95
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Commitment 5

We will deliver continuing 
efficiencies to achieve improved 
value for money

Value for Money
Strategic VFM aim:  
Ensure that VFM is at the  
heart of what we do and 
support delivery of the key 
objectives of the business 
plan, commitment 2020.

Welfare and Debt Advice Service
This year, we provided over 300 appointments  
to our residents. Our service has directly helped  
to obtain £68,000 in backdated benefit entitlements 
and over £260,000 in the form of debt write offs and 
extra income through maximizations and discounts. Time is Money

The new CX Housing Management system will provide 
substantial time saving across CCHA.

The housing management system will create a ‘case’ 
whenever a resident has an outstanding action with us.

This will effectively create an electronic paper trail  
of all communications & actions that have taken place 
so that any member of our staff can easily see where 
the case is at. 

This will improve our residents experience of our 
service as whichever staff member they talk to will 
have access to up-to-date information on where the 
case is currently at and will therefore be able to  
assist without unnecessary delays.

Our Welfare & Debt 
service has directly 
helped our residents 
to obtain £68,000 in 
backdated benefits.

22% of our residents now 
access our customer portal 
online, freeing up staff time 
to work on other tasks

Selling to build Resident comments

“CCHA goes above and beyond the call of duty. I’m pleased  
with the level of support that was given to me. Not only has  
my bank balance improved, but my health has too.”

“CCHA Developments Ltd’, our not for profit development company, does not 
require additional manpower in order to operate. This means we are able to 
gain full profits* from private sales without depleting existing resources. 
*Profits from private sales are used to invest in building more homes

£

£
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Overall, we made a surplus of £2.2m  
for the year ending 31st March 2019. 

INCOME  (£’000)

Rental Income  £11,735

Sales of Shared     
Ownership Properties  £1,978 

Surplus on other Sales  £503

EXPENDITURE (£’000)

Services £1,934

Management and Care  £3,405

Routine Maintenance £1,878

 Planned Maintenance and Major Repairs £329

 Cost of sales of Shared  
Ownership Properties (£1,514)

Rent Losses from Bad Debts £63

Depreciation of Housing Properties  £1,446

Interest £1,371

Total £11,940

Financial 
The year ending 31st March 2019 sees the  
end of our fourth year under our commitment  
2020 business plan.

Our Performance

 (£000) 
    Total Income 14,216

    Total expenditure 11,940

    Surplus £2, 276

Thank you for reading the 2019 
Annual Report, we hope you found 
this information useful.
We would love to hear your feedback.

Is there an area we can improve on or include next time?

Please let us know, by emailing the Sales and Marketing Team at: 
CITeam@ccha.biz 
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OUR VISION  AND VALUES
Proudly delivering excellent 
homes and services to our 
customers and communities

Office Address: 
6th Floor, Norfolk House,  
Wellesley Road, Croydon, CR0 1LH
Phone: 020 8680 7532
Freephone: 0800 054 6710
Email: Customers@ccha.biz

      /CCHAHOUSING
      @OfficialCCHA
      www.ccha.biz


