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Annual report 2016 - 2017

To ensure GCHA has good governance, we reviewed the skills of our Board members during 
the year, wanting to give confidence that with normal turnover we could continue to bring 
a good range of expertise to the association. As a result, we successfully recruited 3 new 
board members with skills in finance, human resources and social housing, thus ensuring 
good succession planning.

We continue to monitor the effectiveness of our association, using an external firm to assess 
our performance against our own systems and procedures. It has been good to have the 
assurance that our computer based systems are working well, and our staff operate efficiently. 
We are pleased that our staff are well motivated to improve their and GCHA’s performance, 
and take a genuine pride in working for our association. 

This policy of continual improvement is reflected in the way we manage our existing 
properties. Confident that all our properties already meet the decent homes standard, 
we have been pleased to set aside funds for further upgrading where this will improve the 
neighbourhoods for our tenants. Our ability to offer internal transfers to our tenants, between 
properties of high standard, has been much appreciated and has ensured tenants are able to 
remain with GCHA.

Our review of the long-term plan for GCHA this year has encouraged us to continue to 
seek sites where we can develop new properties for rent. We have reviewed and confirmed 
our policy of owning a small proportion of properties for market rent, recognising that this 
ensures GCHA has a more predictable income stream from these homes, and ensuring we 
can manage the continued annual 1% rent decrease for social and affordable rent, without 
restricting our ongoing property improvements. Our good financial position enables us to  
self-fund new homes and continue to operate as an independent local housing association.

Rev. Canon Ruth Oates
Chair of GCHA

Chair’s report
Year ending 2017
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Value for money statement 2016/17
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GCHA’s board is committed to delivering 
the association’s objectives in the 
most cost effective and efficient way 
possible. To do this we continually review 
the way in which we work and how 
we undertake services to tenants.

Return on assets (ROA)
This is an indicator of how profitable a company is relative to its 
total assets. ROA gives an idea as to how efficient management 
is at using its assets to generate earnings. In 2016-17, GCHA’s 
average asset value increased by over 2%, with GCHA achieving 
a return on assets of 3.38%, compared to 3.14% in 2015-16. 
Alongside the increasing asset value, this improvement has 
also been achieved with continued non-capital investment 
in our existing housing stock, and in the context of the rent 
reductions from the Welfare Reform and Work Act 2016 
which has been reducing income over the last two years.

Remain an independent  
local association

Deliver a range of new homes 
for rent and shared ownership

Efficiency savings - maintenance
Last year we said we would make further savings on our 
maintenance costs following the introduction of a Guaranteed 
Maximum Price Contract (GMP) with a new contractor.  In year 
one, we achieved savings of £62k and we anticipated further 
savings this year after negotiating with the contractor for them 
to take on the administration of the service within their company.  
Unfortunately, this was taken as an opportunity by the contractor 
to increase their prices which prompted us to take the service 
back in house in September 2016 and led to the early termination 
of the contract.  In a drive to continue making savings we have  
re-tendered the contract and will be working closely with the new 
contractor to control costs but estimated savings are unlikely 
to exceed £2k in the coming year based on the tendered prices.  

However, in terms of benchmarked performance* we still 
offer very good value for money on the cost of repairs 
per unit (p.u.), performing at £8.40 p.u. per week against 
a benchmarked average of £10.73. Since taking the 
administration of the maintenance service back in house we 
have raised levels of tenants’ satisfaction from 87% to 98%.   

GCHA’s key objectives are:

1 Achieve extremely high 
standards of performance
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Total savings made 
by GCHA during the 
year, out of which 
£7,786 are ongoing.

Staffing costs
This year our operating costs are currently 56.5% of turnover, 
an improvement of 8.5% on the previous year.  In January 2016, 
we introduced a new CRM system and because of this did not 
employ additional staff but undertook a staff restructure to 
streamline processes around the administration of our business.   
This has resulted in a £4.5k saving in staff costs against the prior 
year spend, with levels of tenant satisfaction with GCHA as a 
landlord remaining high at 98%, against a benchmark of 89%. 

Administration
We have negotiated a new photocopier contract which 
will provide ongoing savings of £2.4k per annum.  
We also did the same with the mobile phone contract, 
producing modest savings of £886 per annum. 

Strategic savings 
GCHA’s board did not agree with the National Housing 
Federation’s (NHF) proposal to negotiate and introduce 
a Voluntary Right to Buy Scheme and voted against this. 
Furthermore, we evaluated the cost benefit to a small 
association being a member of the NHF and the board  
decided not to retain the membership with effect from  
April 2016. This resulted in a saving of £4.5k per annum.

Next year we are seeking to make 
approximately £8k in savings on the VAT 
cost of fitting new kitchens by sourcing 
the units direct, rather than paying a 
contractor to do this.  This will be in 
addition to the £8k ongoing cost savings.

Of turnover was used 
for operating costs. 
3.9% improvement  
on the previous year.

Saved in staff costs 
by streamlining 
administration

£52,786£4.5k56.5% 
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Managing Director’s report
Despite challenging business conditions, GCHA continued to thrive and grow last year.    
We completed a £500k refurbishment of our largest estate to improve security through 
a new door entry system, controlled car parking and pedestrian access. Open stairwells 
were enclosed to help retain heat and prevent loitering and the notoriously leaky flat roofs 
were replaced in both buildings.   We have had positive feedback from residents and local 
councillors so we are confident that this was money well spent. 

During the year, we built and completed 20 new homes.  8 of these homes were  
re-provisioned on the site of an existing 1960’s building which was no longer fit for  
purpose as it had multiple design issues which were manifesting themselves as extensive 
maintenance liabilities. These homes are affordable rent properties and the new building  
also provides GCHA with an accessible office on the ground floor.   

We provide a small proportion of market rent properties whose income we use to cross 
subsidise affordable rent properties, all built without grant.  This year we completed 12 more 
homes to add to this portfolio. These one and two bedroom flats are situated in Burch Road, 
Gravesend overlooking the Thames and proved very popular as all properties were let within 
8 days of completion. The end of the year also saw GCHA finish negotiating on the purchase 
of a site with planning permission in Maidstone.  We aim to be able to start on site in the 
summer of 2017.  

Staff have achieved outstanding performance results whilst maintaining high levels of  
tenant satisfaction.  Our performance on housing and maintenance services exceeded our 
own targets as well as those in the benchmarking club to which we belong.  It is a credit 
to our staff that they are consistently able to achieve excellent results with the minimum 
support.  The board are also happy to report the organisation was able to make small but 
continued efficiency gains as detailed in our value for money report.  GCHA will continue to 
operate efficiently and effectively so that the association can continue to thrive and grow  
in future years. 

Veronica Mabey
Managing Director
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Staff have achieved 
outstanding 
performance results 
whilst maintaining 
high levels of tenant 
satisfaction. 

“
”
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GCHA performance data

GCHA 
2016/17 

target  2016/17 2015/16 Benchmark
median 2017 

Number of days a property is empty (void days)  
including all major works required 10.00 9.00 10.00 17.00

Rent arrears - GCHA figure includes housing benefit whilst  
the benchmarking figure excludes this.  Omitting housing 
benefit means GCHA’s tenant arrears stand at 0.56%

3.75% 2.93% 3.34% 2.82%

In general, how satisfied are you with GCHA as a landlord? 96.00% 98.00% 98.00% 88.00%

Rent collected 99.50% 101.95% 100.00% 99.97%

Satisfaction with the repairs and maintenance service?
(annual survey and job by job survey) 90.00% 98.00% 87.00% 84.60%

Keep the association’s financial performance on or above 
budgeted surplus. £890k

£946k
+6.20%

£696k
+16.40%

No measure

Satisfaction levels that the rent provides value for money No target set 98.00% 95.00% 86.67%

Satisfaction that the service charge provides value  
for money No target set 95.00% 89.00% 74.50%

Satisfied levels that GCHA listens to your views and  
acts on them No target set 92.00% 88.00% 79.12%

Operating costs as % of turnover No target set 56.50% 65.00% 74.54%

Number of days lost as staff sickness No target set 2.08 1.50 4.85
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GCHA performance against service standards  
where not covered in previous data

2017 
performance

2016
performance

Anti-social behaviour:
We will deal with all cases of ASB within the timescales set out in our policy.
•   Category A - 1 working day
•   Category B - 5 working days
•   Category C - 10 working days

3 - all within  
target

12 - all within 
target

Complaints
We say we will: 
•    Write to  you within 3 working days of receiving your formal complaint with  

our plan to investigate it 

•    Give you a comprehensive answer to your complaint at the first stage within 10 working 
days and if we are not able to meet this deadline because we need further information,  
we will write to you and advise you of a date when you can expect a full response

6 - all within  
target

No appeals

8 - all within 
target

No appeals

Communication
We say we will:
•    Return all phone calls within one working day
•    Acknowledge written (including email) correspondence within 3 working days  

and answer all written correspondence within 10 working days

*Please note that in 2016 we were unable to extract data on these standards

*Out of 605 requests to return a 
telephone call we met this target  
in 78% of cases.

*Out of 450 written communications  
we met the target in 92% of cases. 

Estates services
We say we will:
•    Keep the shared areas of buildings and grounds where you live clean,  

tidy and safe and keep communal gardens well maintained.

•   Carry out estate inspections on a quarterly basis

94% 

Unable to
record these 
due to IT failure

94%

100%

GCHA performance data 2017
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2017 
performance

2016
performance

Rent & service charges
We say we will:
•    Send you a rent statement every year and tell you about the different  

ways you can pay
•    We will not increase your rent more than once per year
•    Send you a schedule for your new rent including a summary of the  

costs for services relevant to you (if these are applicable)

100% 100%

Repairs and maintenance
We say we will:
•    Let you know if your request qualifies for a repair to be completed and  

if so, provide you with an order number

•    Ask the contractor to keep the arranged appointment

•        Carry out emergency repairs within 24 hours. These are repairs that  
are deemed necessary  to avoid the risk of injury to people, or damage 

     to buildings and property

•   Complete all routine repairs within 42 days

•    Service your gas boiler and any fixed fire and smoke alarms every  
year and certify safe

•    Give you choice of options on new kitchen and bathroom installations

We dealt with 1,358 qualifying 
requests for a repair 

In 97% of these orders the 
contractor did keep the 
arranged appointment 

41 orders
100% on target

38 orders out of time (3%)

100% 

29 kitchen 
5 bathrooms 
10 boilers

100% were satisfied with the 
standard of workmanship

1,909

No data

No data

152 out of time (8%)

100%

9 kitchens
16 bathrooms
6 boilers

No data

GCHA performance data 2017
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Statement of comprehensive income  
for the year ended 31 March 2017

2017  2016

Turnover £3,547,450 £3,491,649

Operating expenditure (£2,005,552) (£2,109,163))

Operating surplus before  
pension remeasurement £1,541,898 £1,382,486

Pension remeasurement – amendments  
to the contribution schedule

- (£164,300)

Operating surplus £1,541,898 £1,218,186

Interest receivable £3,897 £3,348

Interest payable and financing costs (£613,107) (£554,186)

Increase in value of investment property £281,687 £436,410

Surplus and total comprehensive  
income for the year £1,214,375 £1,103,758

There were no acquisitions and no discontinued operations for the year
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2017  2016

Property, plant and equipment
Housing properties at depreciated cost £27,342,234 £28,583,616

Other property, plant and equipment £606,551 £130,696

£27,948,785 £28,714,312 

Investments
Market rented properties

£6,201,175  £3,662,358  

£34,149,960 £32,376,670

Current assets
Debtors

£260,531 £228,239

Cash and cash equivalent £2,006,584  £2,999,342 

£2,267,115 £3,227,581 

Creditors: amounts falling due within one year (£1,016,560) (£1,137,095)

Net current assets £1,250,555 £2,090,486 

Total assets less current liabilities £35,400,515 £34,467,156

Creditors: amounts falling due after more than one year (£25,066,746) (£25,347,763) 

Net assets £10,333,769 £9,119,393

Capital and reserves 12 11

Called up share capital £10,333,757 £9,119,382 

Revenue reserve £10,333,769 £9,119,393 

Statement of financial position
as at 31 March 2017
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GCHA board members 31/03/2017

Rev. Canon Ruth Oates
Chair 
Appointed 2005

Emma Cook  
Vice Chair 
Appointed 2009

Registered with the HCA: LH 0870
Registered Co-Operative and Community Benefit Society No: 16849R 

Veronica Mabey
Managing Director 

Appointed 2006

Anne Burke
Appointed 2010

Surinjeet Singh
Appointed 2012

Chris Hart
Appointed 2014

Annual report 2016 - 2017

Ronak Kantaria
Appointed 2014

Steve Harriot
Chair Designate  
Appointed 2017

Monika Ziola
Appointed 2017

Heather Daley
Appointed 2017



GCHA Performance Data 2017
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GCHA staff structure 2017

Managing Director
Veronica Mabey

Operations Director
Steve Fox

Finance Director
Aidan Cox

Management 
Accountant

Harry Lart

Admin Assistant
Lisa Doyle P/T

Admin Assistant
Emily Weller P/T

Admin Assistant
Jade Lacey

Customer  
Services Manager

Felicity Dunmall

Customer  
Services Manager

Kav Toor

 Administration Manager/
PA to Managing Director

Keely Henderson P/T



Annual survey prize
Each year GCHA undertakes a tenant survey to help us identify where we can make 
improvements in our service.  We offer any tenant who participates in the survey the 
opportunity to be part of a draw with a £500.00 prize. This year the draw was won by  
Brenda Adams from Dartford who is pictured below having received her prize from  
Felicity Dunmall,  Customer Services Manager.
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We offer any tenant 
who participates 
in the survey the 
opportunity to be 
part of a draw with  
a £500.00 prize.

“
”

Customer  
Services Manager

Felicity Dunmall

Brenda Adams from Dartford





Contact Us
     01474 369830

general@gcha.org.uk

www.gcha.org.uk


