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CHAIRMAN’S 
INTRODUCTION 

In this, the 50th anniversary year of
Chichester Greyfriars Housing Association
(CGHA), I am delighted to introduce the
Annual Report for the year ended 30th
September 2019.

This has been a year of significant change
and development. In January 2019
Shelagh Morgan retired as Director of
Housing and we welcomed Julia Potter as
our new Managing Director. In September
2019 we announced our plans to build 
12 additional flats at Royal Close and we
have submitted to the council our planning
application for the first stage of the
development, the building of eight flats.

CGHA’s approach of building new homes
for older people, in the Chichester area, at
rents significantly below that charged by
the private sector has been vindicated by
reports published in the year focusing on
the national picture for housing, particu-
larly for older people. In July a report from
the All Party Parliamentary Group
highlighted the need for more affordable
rented housing for older people. 

In addition to our
plans for building
new homes, we
are also continuing
to upgrade our

existing properties. In the last five years we
have spent a total of nearly £900,000 on
this, including new bathrooms, kitchens
and central heating boilers as well as
extensive redecoration work. We envisage
continuing this programme, where
appropriate, over the next few years as
well as continuing to respond promptly to
requests from our tenants for routine
repairs.

Finally, I would like to thank our staff for
their dedication, professionalism and
commitment. They are, rightly, highly
regarded by both our tenants and the
Board. My thanks also go to my colleagues
on the Board for their hard work which is
carried out on a purely voluntary basis.  

David Parfitt
Chairman, CGHA

“This has been a year of
significant change and
development.”
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MANAGING DIRECTOR’S REPORT
I joined CGHA in January 2019 and it has
been wonderful getting to know the staff,
tenants and Board members. 

It was great meeting so many tenants at the
50th Anniversary party in May in an
informal setting. The tenants really enjoyed
the event and further social events will take
place in the future. 

It has been a busy year, with double the
number of properties becoming available
compared with last year. Many of these
properties have been completely
refurbished, with new kitchens and
bathrooms. CGHA prides itself on the high
standard and value for money of its housing
– most of the money we receive in rents goes
towards improving the quality of our homes.

Tenant engagement is very important to us
and in May all tenants were invited to
participate in a tenant satisfaction survey.
Over 84% of tenants responded and the
results showed high performance in all
areas. Tenants also made a number of
suggestions for improvements – these were
considered, reported to the Board and,
where appropriate, acted upon. An
important conclusion from the survey is that
tenants are much more satisfied than
previously that CGHA listens to, and acts
upon, their views. 

We are a small
housing provider
but the quality of
services offered is
something that
much larger organ-
isations envy.
CGHA has a high
level of tenant satis-
faction, they like
where they live, we have few arrears and
there are no hard to let properties – we re-
let our properties very quickly. 

Given the relatively high prices of housing
in Chichester, there is a substantial demand
for affordable housing for rent to older
people. Since I started work here in
January 2019 I have been looking at
development opportunities. I am excited by
the development proposals we have
worked up for up to 12 new homes in
Royal Close. I hope that work will start on
site, subject to planning permission, in
Spring 2020. Whilst it is appreciated that
this will result in some disruption for our
existing tenants, these homes are urgently
needed and we aim to keep the disruption
to a minimum.  

Julia Potter
Managing Director, CGHA

“It was great meeting so
many tenants at the 50th
Anniversary party...”



OUR STRATEGIC OBJECTIVE
The provision of good quality housing for
older people in housing need remains the key
objective of the Association. In focusing upon
our objective we aim to:

� develop new homes that meet local
housing needs

� maintain our existing homes to a high
standard with high levels of tenant 
satisfaction

� ensure that the Association’s financial
resources are well managed and deliver
value for money

� work proactively in partnerships to deliver
more homes and better services to our
residents.

The average monthly rent charged by the
Association in the year was £369. In
compliance with Government policy we have,
in the last five years, reduced rents by 1% per
annum. At the same time, however, our costs
have increased in line with inflation and we
have spent more of our income on
maintaining and improving our properties. 

8 New Boilers
4 New Kitchens
7 New Bathrooms
87 Gas Safety Checks (100%)
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REPAIRS AND MAINTENANCE
� There were 365 routine repairs undertaken

in 2018/19. This is an increase of over
18%, compared with 2017/18, when 308
repairs were completed

� 98% of urgent repairs were completed on
time in 2018/19, compared with 88% in
2017/18

� 94% of essential repairs were completed
on time, compared with 85% in 2017/18

� 100% of emergency repairs were
completed on time in 2018/19, compared
with 93% in 2017/18. 

2015/16

2016/17

2017/18

2018/19

100%
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REPAIRS AND MAINTENANCE continued
We received 172 completed tenant satisfac-
tion surveys for the 365 repairs that were
completed in 2018/19. Customer satisfaction
remains high. 96% of tenants said that an
appointment was made by the contractor to
do the repair, the appointment was kept and
the repair was completed on time. 80% of
repairs were completed on the first visit.

The level of satisfaction is comparable to
2017/18. However, during the year we
improved our response times and removed the
routine repair time category which allowed
up to 120 days for the work to be completed.
The target is for all repairs to be completed
within 20 working days. 

Repairs target 20 working days

Quality of the repair

� Satisfactory
� Good
� Very good
� PoorQuality of how the

repair was dealt with



7

RESIDENT CONSULTATION AND INVOLVEMENT
In May 2019 CGHA undertook a Tenant Satisfaction Survey of all our residents. 74 out of 87
tenants completed the survey – a response rate of 85%. 

The results are very encouraging given that
the levels of satisfaction in most areas have
improved and the response rate was high. A
significant improvement has been made in
both satisfaction levels and in the belief that
CGHA listens to and acts upon tenants’ views.
In all areas the number of tenants that are
very satisfied has increased significantly.
However, satisfaction with the overall service
and the quality of the flats were marginally
down on the results of the previous survey
although the numbers involved are very small.

THE SURVEY RESULTS

The survey results for 2019 compared with 2017 are as follows:

Question % Satisfied % Satisfied % V Satisfied 
2019 2017 2019 (2017)

Satisfaction with overall service 94% 95% 67%  (52%) 
Satisfaction with the overall quality of the flat 94% 98% 67%  (59%)
Satisfaction with the neighbourhood 
as a place to live 100% 97% 71%  (58%)
Satisfaction with the value 
for money of the rent 99% 97% 83%  (48%) 
Satisfaction with the repairs 
and maintenance service 91% 91% 57%  (47%) 
Satisfaction that CGHA listens 
to/acts upon tenants’ views 93% 72% 59%  (37%) 
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The performance of CGHA when benchmarked with other housing associations (providing
housing for older people) is summarised in the table below:

As well as the six main questions tenants were
asked to rate the three matters that were most
important to them. Not surprisingly the top
answers were:

� Repairs and maintenance

� Value for money of the rent paid

� Overall quality of their home.

We also asked how tenants wished to be kept
informed. The preferred methods of communi-
cation were letter, telephone and the tenants’
newsletter.

The Board carefully considered the results of
the survey and agreed that:

� It will increase the number of tenant
newsletters from 4 to 6 editions per year

� It will introduce a car parking policy for 
St Pancras

� The tenancy agreement will be updated 

� An annual survey will be undertaken, not
every two years

� The results of the survey will be communi-
cated to the Residents’ Committee and all
tenants in a special edition of the
newsletter

� That copies of the survey results will be
publicised on the website and in the
Annual Report.

Question % Satisfied Peer Smaller House
2019 Group HAs Mark

Average Average Average

Satisfaction with overall service 94% 93% 95% 89%

Satisfaction with the overall 
quality of the flat 94% 95% 97% 93%

Satisfaction with the neighbourhood 
as a place to live 100% 96% 97% 92%

Satisfaction with the value 
for money of the rent 99% 94% 95% 89%

Satisfaction with the repairs 
and maintenance service 91% 95% 95% 85%

Satisfaction that CGHA listens 
to/acts upon tenants’ views 93% 88% 89% 74%

RESIDENT CONSULTATION AND INVOLVEMENT continued
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VALUE FOR MONEY 2019
We aim to deliver value for money and social
value by ensuring we take account of:

� Economy – careful use of resources to
save expense, time or effort.

� Efficiency – delivering the same level of
service for less cost, time or effort.

� Effectiveness – delivering a better
service or getting a better return for the
same amount of expense, time or effort.

We also compare the organisation’s
performance with others. We are a
member of SHAPE which is a group of 
14 small housing associations located in the
South East of England. The aims and
objectives of the group are:

� To promote excellence amongst members

� To share and compare performance data

� To shared best practice and experience

� To investigate ways of promoting value for
money. 

The SHAPE performance data feeds into the
Smaller Providers Benchmarking group
(SPBM). This has 140 members who have an
average stock size of 329 homes.

The SPBM data shows that CGHA outperforms
many organisations on things like average 
re-let times, void times, tenant arrears, rent
collection and customer satisfaction. 

BENCHMARKING

Performance indicator 2017/18 2018/19 Target

Repairs completed on target
– Emergency 93% 100% 100%
– Urgent 88% 98% 95%
– Routine 85% 94% 90%
Resident satisfaction with quality of repairs 99% 98% 100%
Tenant arrears Nil Nil
Void (rent) losses £844 £2,316 1%
Rent collected as a % of rent owed 98.7% 99.3% 99%
Average re-let time (calendar days) 14 18 20
Total number of re-lets 5 11



KEY PERFORMANCE INDICATORS

� CGHA’s operating margin is broadly
similar to last year. This is despite another
year of rent reductions. However, the
operating margin for the next few years
may be lower than previous years,
reflecting the planned investment on the
existing properties in Royal Close, such as
kitchen and bathroom replacements. 

� The social housing cost per unit is made up
of housing management staff costs, major
and cyclical works, responsive repairs and
voids. When the cost is broken down it
shows that CGHA housing management
costs (staff) are lower, the amount spent on
responsive repairs slightly higher and
major works much higher. This reflects the
fact that CGHA is investing significantly in
improving the standard and quality of its
housing stock.

Chichester Greyfriars Housing Association
Limited is a Registered Society under the Co-
operative and Community Benefit Societies
Act 2014 (Registration No. 19118R) and is
registered with the Regulator for Social
Housing (Registration No. L1306). 

The Association has adopted and complied
with the 2015 Code of Governance, as
published by the National Housing
Federation. 

The Board maintains an ongoing programme
of internal reviews of financial control,

together with further internal reviews of
financial and other significant procedures. 

CGHA has an Audit and Risk Committee
which meets twice a year to provide scrutiny
of the organisation’s activities, meets with and
reviews the work of internal and external
auditors and makes recommendations to
Board. A key focus of the Committee this year
was to review the Association’s exposure to
risk and the risk register, including the
mitigation of risk. 

RSH Ref Description 2018 Actual 2019 Actual SPBM 2019

101 Operating margin overall 16.15% 15.96% 22.07%
102 Operating margin – social housing 16.15% 15.96% 23.27%
304 Reinvestment as % of stock 2.76% 8.63% 2.65%
401 Return on capital employed 2.07% 1.97% 2.81%
501 Social housing cost per unit £3,713 £4,328 £4,438

CGHA GOVERNANCE

10
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The annual accounts show that we received
£441,960 of income in the year, being mainly
rents and service charges. The Association
spent £356,283 on running costs and making
sure tenants’ homes are well maintained and
kept in a good state of repair.

The Association achieved a surplus for the
year of £85,677 compared with £83,285 in
the previous year, which will be used for
enhancing the estate.

Chichester Greyfriars is a not for
profit organisation so any surplus will
reinvested in activities that meet our
charitable aims and objectives,

namely to “provide affordable
housing for older people in housing
need who have a local connection
with Chichester”.

SUMMARY OF ACCOUNTS – YEAR ENDED SEPTEMBER 2019

EXPENDITURE 2018/19

INCOME AND EXPENDITURE ACCOUNT for the year ended 30 September 2019

2019 £’000 2018 £’000

Rent and Service Charge 422 430

Investment Income 20 16

TOTAL INCOME 442 446

TOTAL EXPENDITURE 356 363

Surplus on ordinary activities 86 83

Of the £356,000 the Association spent in the year, 40% (£141,000) was on repairs and
maintenance to our properties. 

� Maintenance
� Staff
� Admin and other costs
� Depreciation



The Board is responsible for the strategic
direction and governance of Chichester
Greyfriars Housing Association. There is a
good mix of skills and experience on the
Board. The Members of the Board (and
Shareholders) are as follows:

David Parfitt – Chair of the Board since
December 2016. A chartered accountant,
with extensive financial experience in large
public companies.

Linda Grange – Currently Divisional Manager
of Housing Services at Chichester District
Council. Linda has worked in housing for over
30 years and is a member of the Chartered
Institute of Housing

Sarah Clawson – Sarah has worked as a
Housing Manager in both small and large

housing associations for over 30 years. She
holds a diploma in Housing.

Mark McJennett – has over 35 years
experience of sales, marketing, property and
asset management at senior management and
board level within the leisure industry.

Paul Williams – has worked in the social
housing sector for over 35 years as both an
executive director and non-executive board
member. He specialises in housing finance,
treasury and governance matters.

Greg Brown – has 30 years of experience as
a senior HR Executive.

Camilla O’Brennan – has worked in housing,
health and social care.

THE BOARD OF DIRECTORS

SUMMARY OF ACCOUNTS continued

The accounts have been audited by Knox
Cropper, Chartered Accountants, 
1 Haslemere House, Lower Street, Haslemere,

Surrey GU27 2PE. A full set of accounts will
be submitted to the Financial Conduct
Authority.

BALANCE SHEET 2019 £’000 2018 £’000

Fixed Assets 1,264 1,218

Current Assets including Investments 2,086 2,049

Total Assets less current Liabilities 3,350 3,267

Less long-term Liabilities (307) (310)

Net Assets – Capital and Designated Reserves 3,043 2,957
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