MAKING
CONNECTIONS
looking for local partners

CCHA in Profile
Born in 1967 as Croydon Churches
Housing Association, CCHA has grown
and evolved from sound beginnings,
so now it approaches middle age with
confidence and maturity, without a
hint of a mid-life crisis.

Proudly delivering excellent
homes and services to our
customers and communities

de quality
At its core, remains our determination to provide
housing and affiliated services to the residentss and the
ged
d and
d
local communities we serve. Times have changed
we have needed to adapt, but we have found new
ways to improve our performance and deliver even
iders
better services, in partnership with other providers
who share our high standards and ethos. Our
aim is now, as always, to be THE community
housing association in our area.
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As at 31st December 2012, CCHA owned 1262
properties and managed 69 more on behalf
of other Registered Providers (RPs). These
include general needs properties for families
and single people, sheltered accommodation
e
for older people and supported housing for the
more vulnerable in our communities, such as young
ople with
people leaving care, teenage parents, and people
mental health problems, learning and physicall disabilities.
ly turns
CCHA employs over 40 local staff and currently
vested in
over more than £8 million. Any surplus is re-invested
providing more new homes and services. We have been
accredited under the national best companies scheme as
being within the best 700 to work for and we believe that
our success is down to our resourceful, motivated staff.
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Our Partners say…
“Croydon Council’s Welfare Rights Team and CCHA worked together in close
partnership for the past couple of years to assist CCHA residents maximise
benefit entitlements, especially housing benefits, disability benefits and
tax credits. This innovative service also supports CCHA residents with
budgeting advice and debt advice. Staff from both organisations are
committed to promoting the benefits of this service to residents at a
time of unprecedented welfare reform.
This partnership has helped to share good working practices between
both organisations and supports CCHA residents who may otherwise
struggle financially. This helps reduce social exclusion and poverty.
Staff from both organisations have developed close working
partnerships, supporting each other, and are committed to
improve this service for their residents’ benefit.”
Kim Gadsby,
LBC’s Welfare Rights Team

Housing
Management
Our Housing Management Services
are delivered by two distinct teams –
Neighbourhood Services, looking after our general
needs stock and Support Services, which concentrates
on providing services to our Supported Housing units. Both are
dedicated to improving life and the living environment of our residents.
The Neighbourhood Service team works in partnership with our cleaning
and gardening contractors and other agencies, through initiatives such
as our Estate Action Plans, finding out what residents want to see
improved and then delivering quantifiable benefits on such things as
anti-social behaviour or work experience for residents. CCHA have their own
dedicated income recovery officer and, in partnership with Croydon Council,
provide a specialist Rent Arrears Agency Service and Welfare and Benefits Advice
Services to assist our residents in need.
CCHA are a preferred housing supplier in both Croydon and Sutton and successfully
manage properties for other housing associations, who lack a local resource or
a relationship with the local authority, to provide their residents with the best
possible service.
The Support Services team is led by a specialist Operations Manager who
understands the particular needs of our more vulnerable residents. CCHA has
sought ways to provide the best services to our Supported Residents, mitigating
the Government’s reduced funding in this area. This has enabled us to continue
providing a quality Support Service to our Older Persons, meanwhile
developing strong local partnerships to deliver the Support Services to our
Supported Housing residents whilst retaining the housing and property
management. This has been very successful and feedback from residents
and stakeholders has been excellent.
We are proud of the Older Persons Support Services we provide and
have completely changed the service model over the last year to better
cater to our residents needs.

Human
Resources
Our success at CCHA is largely due to the high
quality of our staff, their training and the strong HR
systems we maintain. The Human Resources (HR) team is
therefore often described as the backbone of CCHA. Both the
Director of Corporate Services and Business Support Manager are
trained HR professionals, and have the support of Citation, who
underwrite our HR and Health and Safety systems.
We aim to achieve best practice throughout the range of issues handled by
the HR Team, including; TUPE, work design, equality and diversity, employee
relations, performance management, payroll, training and development, recruitment
and more. We pride ourselves on maintaining good working relationships between
management and employees.
CCHA invest in feedback, recognition and reward and have designed a range of
bonus schemes which include ‘On the Spot’ bonuses to staff for going the extra
mile, throughout the year and a ‘Corporate Bonus’, which is company wide and
dependant on achieving Customer Satisfaction and financial savings. These
incentives enable our staff to appreciate the difference they make and the
value of what they do.
“We strive to create a supportive and positive environment by developing our
people, systems and culture to reflect our vision and values. We invest in our
people by funding extensive training and qualifications, for example our middle
managers participate in an ongoing programme to develop them into future
leaders of the organisation. We train, up-skill and often employ a number of
our residents through a ‘Horizons Programme’ which we have developed
internally. This supports our aim to make a positive impact in our local
community. The internal HR expertise enables us to add an extra dimension
to this service by offering practical CRB, CV and interview advice.”
Kirsty Willis, Business Support Manager CCHA

Our Partners say…
“CCHA have been working in partnership with Genesis since 2008. They
manage a mix of general needs and shared ownership properties on behalf of
Genesis in Croydon. They provide an excellent service to residents and Genesis
Homes, the service is also good value for money. They are approachable and
pro-active in their management of the units and easy to work with.”
Kamaran Mirza, Genesis Housing Group

“We have worked with CCHA as their
preferred support provider in the London
Borough of Croydon since November
2011. We have found them consistently
responsive, helpful and supportive. In
summary an organisation that really
understands and applies the principles
of true partnership working.”
David Fox, Assistant Director
Ability Care & Support
Ability Housing Association

Property Management
Housing Associations are judged by customer satisfaction, and from a customers
perspective, the quality of the Repairs Service is crucial to delivering that satisfaction.
At CCHA, we are pleased to say that we are finally getting it right and the key is partnership.
From the strength of our own team, led by the Operations Manager - Property Services to the
partnership contractors and the contracts we put in place, the operation runs smoothly to
deliver a high quality service to our residents, audited by those same residents.
Our Repairs Service includes an annual MOT of our homes and a ‘golden ticket’, which
enables our residents to get some of those little niggling everyday jobs done.
We also employ a Caretaker Service, under our Repairs Contract,
to ensure that the estates are kept in good order.

Looking ahead we are creating strategies
and work programmes to maintain the
high quality of our stock and help reduce
the environmental impact of our housing,
reducing fuel costs for our residents.
A robust yet flexible Asset Management
Strategy and regular inspections keep us
aware of what needs to done and when.

Community
Investment
In addition to our core housing services, we strive to provide services
above and beyond those of a Landlord. For us it is about more than
bricks and mortar; our estates and properties form part of the local
community and as such we have a responsibility to support and nurture
the communities we have created.
CCHA set up the Horizons Programme to help
unemployed residents or those looking for a
career change. This innovative programme of
training, apprenticeships, employment advice and creative workshops is designed
to assist residents to develop the skills they need, significantly boosting their
chances of securing employment, voluntary work or training opportunities.
We also support and provide opportunities for young people to access a range
of positive activities to promote their achievements and boost their life chances.
We encourage young people to take part in fun activities, giving them the
opportunity to socialise with their peers, whilst enjoying creative activities that
can lead to personal growth. We recognise the importance of hearing young
people’s voices and encourage them to come forward to represent their
communities, giving them an active role in making a difference.
Going forward we aim to build more partnerships with our suppliers and
other local providers of housing and services, to share and build on our
success for the benefit of our community and residents. If you and your
organisation share the same goals and ethos, we would like to hear
from you. Our door is always open, so please contact us now
on 020 8633 8727 or email tracyc@ccha.biz

Together we can build
a better Croydon
Tracy Cullen,
Chief Executive

Finance
High standards of efficiency and
financial probity are essential to the
good name of any organisation, but
especially one providing social housing
and support services with public funding.
CCHA has been awarded the lowest risk rating
from external auditors and has had a series of clean audits.
This efficiency has also been recognised with the award of a
‘high green’ for financial viability. Very few other housing associations
can match these standards.
Much credit for this performance goes to the Director of Finance and his
team, who manage all aspects of finance from management accounts to
service charges and payroll.
Like the rest of CCHA, the unique selling point (USP) of the finance team is not
its efficiency, which is taken as read. The distinction lies in their customer focus
and commitment to improving services whilst involving residents for the benefit of
the community. This goes beyond ensuring that the finances are sound and means
finding the most productive and rewarding ways of investing the surplus for the
future benefit of residents.
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