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Momentum 
2014

far left: Tracy Cullen, CCHA Chief Executive Offi cer, 
David Orr, National Housing Federation Chief Executive 
and Angela Simpson, CCHA Director of Corporate Services 
at the Homes for Britain march, held in March 2015.

left: CCHA’s Leadership Team inspect Scholars Court 
three weeks before handover
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commitment

BUSINESS PLAN 2015 -2020

Commitment 2020 has been developed with our staff 
and residents, for residents and refl ects what the 
priorities are for the next fi ve years. Our commitment 
is to remain true to our Vision of “Proudly delivering 
excellent homes and services to our customers 
and communities” and our fi ve core Values. 

The plan identifi es fi ve main commitments which will be 
delivered over the next fi ve years. This will enable the 
organisation to not only maintain our excellent customer 
service but to achieve better Value for Money and increased 
growth in an ever-changing and challenging environment.

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

Over the last fi ve years we have strived to improve our 
customer service and we are proud of our customer 
satisfaction, which is one of the highest in our operating 
area. For this reason, we are not about to let our residents 
down and will continue to provide the excellent service to 
which they are accustomed. However, it is just as important 
to be a responsible employer as we believe that a motivated 
workforce are more likely to deliver a better service.

Foreword
Our reputation and brand is well established but it is 
also important for it to be widely recognised as this 
will give us greater access to partnership working 
and future opportunities in order to demonstrate 
greater Value for Money to our residents.

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

We believe that everyone has a fundamental right to call a 
place home and we will do everything within our power to 
support our residents in keeping their homes. We believe 
that having a good quality home is the starting point. 
If we get this right then health, employment and sense of 
belonging will follow. We will support our residents to sustain 
their tenancies not only through the direct support of the 
welfare, debt and benefi t service advisers but indirectly by 
helping them to fi nd work and access services online.

We believe in resident choice, so if a 
resident does want to move we should 
have adequate services and systems
in place to allow them to do so.

continued overleaf

CCHA staff at the 
2014 Staff Conference
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We will develop more homes and 
services for local communities

We operate in an environment where standing still is not an option and 
our business depends upon us being innovative and progressive in our 
ways of working. Growth allows us to be more effective and fl exible and 
demonstrate greater Value for Money through economies of scale. This in 
turn provides greater Value for Money for our services to our residents.

We will maximise the quality 
and value of our homes

Size is not everything and whilst growth is important to us, we would 
always want to ensure that this was not at the expense of our existing 
residents. It is imperative that we maintain the condition of our existing 
homes to a high standard through the quality of our repairs service 
and the investment in our component replacement programmes. On 
consultation with our residents and staff about the new Business Plan, 
repairs was one of their main priorities and there is a direct relationship 
between satisfaction with repairs and satisfaction with their home and 
landlord. As well as being of a good quality, we need to ensure that all of 
our stock is fi nancially and environmentally sustainable. Through having 
an active asset management system we can ensure that our housing 
stock is viable and that we are not forcing our residents into fuel poverty.

We will deliver continuing effi ciencies 
to achieve improved Value for Money

It is our responsibility to deliver an excellent service at a 
reasonable cost and demonstrate Value for Money in all that 
we do. The Business Plan sees us maintaining the quality 
of services but increasing our effi ciency by ensuring that 
we achieve best value. We will also look to measure the 
social value particularly around our community activities.

We are confi dent that this plan will protect the long term 
stability of the organisation and provide a platform for 
growth and diversifi cation. 

These are exciting times and we look forward to a bright future!

Tracy Cullen, Chief Executive Offi cer
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 COMMITMENT 2 

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

 OBJECTIVES
• We will ensure that our income is maximised 

• We will support our residents and strive to 
prevent anyone who engages with us from 
losing their home

• We will provide access and support for
residents to help them engage online

• We will develop specific pathways into 
employment for our residents

• We will develop and promote systems that
give residents more options as to how and 
where they want to live 

 COMMITMENT 1 

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

 OBJECTIVES
• We will maintain our excellent customer service 

and satisfaction levels 

• We will have committed and motivated staff who 
feel encouraged and supported 

• We will maintain excellent governance and ensure 
that our Board reflects our business needs

• We will develop and maintain good relationships 
with our key local partners

• We will maintain good relationships with our 
regulator and consistently achieve high ratings

• We will maintain a strong risk management 
system which will allow us to manage risks for
the benefit of our customers

• We will fulfil our obligations to ensure that the 
health and safety of our staff, residents and 
visitors is protected at all times

• We will ensure that no-one is discriminated 
against because of who they are or want to be 

• We will ensure that our residents, staff and other 
stakeholders know who we are and what we do

DESIRED 
OUTCOMES

Overall satisfaction 
with Landlord at 

least 88%

New resident 
involvement 

strategy

1* Best Companies 
rating – The Times 
Top 100 Employers

100% compliance 
with the 2015 
NHF Code of 
Governance

V1 G1 Regulatory 
Judgement

“Very Good” 
Hargreaves risk 

management rating

100% Landlord 
Health and Safety 

Compliance

Fully 
comprehensive 
asset register

in place

5 Tony Lobow, RSP Chair, speaking 
at the 2015 Residents’ Open Day



DESIRED 
OUTCOMES

Rent arrears as a 
percentage of 
rent roll 2.95%

No more than 
7 evictions in 

the year

Greater IT access 
for residents

125 residents 
supported back 

into work

6

 COMMITMENT 3 

 We will develop more homes and 
services for local communities

 OBJECTIVES
• We aim to own or manage 1830 homes by 2020

• We will maximise the use of our land and property to support new 
development but will always bear in mind the need to provide 
genuinely affordable homes

• We will develop more partnerships to provide services to others

• We will be open to opportunities which vary from our core business in 
order to develop more homes within a tightly controlled risk framework

• We will be open to all opportunities that arise, which could be 
beneficial to the long-term future of our organisation and communities  

DESIRED 
OUTCOMES

Development programme of
80 homes secured for the first 
two years of the 5 year plan

All assets have been evaluated to 
ensure their value is maximised 
when securing new borrowing

An assessment of all existing sites 
for future development potential

Diversity in the business model to 
enable the development of 

more homes

 COMMITMENT 4 

 We will maximise the quality and value of our homes

 OBJECTIVES
• We will offer an efficient and effective repairs service which meets 

the needs of our residents and provides good Value for Money

• We will ensure that all of our homes are as energy efficient as 
possible to minimise fuel poverty

• We will manage our assets to ensure that they make a positive 
contribution strategically and financially without compromising our 
commitment to provide genuinely affordable homes

DESIRED 
OUTCOMES

Resident satisfaction with repairs 
service (STAR) at least 77%

New set of repair 
standards for residents

Average SAP rating of 
73 across all housing stock

Active Asset Management 
system fully implemented



 COMMITMENT 5 

 We will deliver continuing efficiencies 
to achieve improved Value for Money

 OBJECTIVES
• We will re-invest any surpluses we make to 

support new or improved services and the 
provision of new homes

• We will ensure that our service charges are 
accurate and demonstrate the best possible 
value for our residents

• We will always seek to enhance opportunities for 
our residents and their communities through 
seizing job training and educational provisions 
as well as promoting community improvement 
projects. These endeavours are regularly 
assessed to monitor the “social value” we bring 
to our services

• We will ensure that our organisation is run as 
efficiently as possible and has the appropriate 
information and communication technology 
necessary to support this

DESIRED 
OUTCOMES

Maintain a healthy 
surplus year on 

year which can be 
reinvested into 

new developments 
and better 
services 

for residents

Accurate service 
charges which 

demonstrate good 
Value for Money
for our residents

Comprehensive 
system in place

to measure
social value

Greater 
efficiencies in 
delivery of the 

services through 
better ICT

commitment
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Romy Lyons-George, 
Senior Property Services Officer, 
with a resident at the 2015 
Residents’ Open Day

CCHA Chair, Steve Benson with 
Helen Redd, Interim Community 
Investment Manager



Gearing is a measure of CCHA's loans in 
relation to the Reserves. As CCHA grows 
through developing new homes, the loan 
balances also grow. 

The planned increase in Gearing is agreed 
with our lenders and is always comfortably 
below the maximum allowed, using the 
financial strength of CCHA to provide new 
homes without putting the financial security 
of CCHA at risk.

Interest Cover is a measure of 
CCHA's capability to pay the interest 
on loans from the financial surplus. 
This will always be significantly more 
than the level required by our lenders. 

Over the next five years it will 
strengthen from 179% to 
almost 200%. 

Financial Strength and Lender Covenants 
CCHA's ability to provide services to both current and future 
residents is underpinned by the organisation's financial strength.  

Financial Strength

l-r: Maggie McCann, Orbit Homes Development Director, 
Steve Benson, Chair of the Board, Councillor Alison Butler, 
and Clive Stuart, Board member attending the 
Scholars Court Opening Ceremony

llll-ll-l-r:r:r:r MMMMMMaggig e McCaannnnn Orbibitt HoHomemess DDevelo
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Tracy Cullen, Lucy Ferman, CCHA Board member, 
Angela Simpson and Charlene Grant, CCHA Communications 
& Marketing Offi cer at the Homes for Britain march, 2015.



Growth Over the next five years 
CCHA aims to grow by providing 
almost 350 additional homes in 
Croydon, Sutton and Bromley. 

This will be a mixture of Rented 
and Shared Ownership homes to 
offer a range of housing for people 
in the local area.

Efficiency  
As CCHA grows, we 
will achieve greater efficiency
in our costs. As more homes are 
managed from our offices in Croydon, 
the cost of managing each tenancy will 
reduce by 10% in real terms. A new repairs 
service will also provide savings, with an 
anticipated real terms saving of 9%.

Maxwell Close Estate 
Action Day 2014

Martin the Caretaker 
carrying out repairs during 

an Estate Action Day

MM ll Cl EE t t

Martin thhhhhehh CCCCCCar tet kakerer
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Croydon Churches Housing Association

Registered Offi ce: 6th Floor, Norfolk House, 
Wellesley Road, Croydon CR0 1LH

FREEPHONE: 0800 054 6710   telephone: 020 8680 7532   
email: customers@ccha.biz   
web: www.ccha.biz

Registration number LH0495

Registered Society number 17772R

CCHA is an exempt charity

CCHA operates in an open and transparent manner in line with the National 
Housing Federation’s Code of Governance to which it fully subscribes.

Residents receiving their 
High 5 Employability training 

certifi cates earlier in 2015

Computer
training at

Norfolk House
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Follow us  on Twitter 
@offi cialCCHA

Like us  on Facebook 
/cchahousing

#CCHAConnections




