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The year ahead will take us further on our 
journey to be the best housing association in 
London, unsurpassed for the quality of our 
homes and services.

The quality of our homes and service will be 
outstanding. The standard of governance and 
management second to none. The calibre of 
our employees the best.

We are on our way. Our residents are 
increasingly happy with our service. We 
completed a 13 year investment programme 
in our homes. Our governance puts residents 
at the heart of our service and our employees 
win awards for the quality of their work.

Our results are defined by our mission 
statement of Delivering, Distinctive, Diverse.
•	 	delivering	our	promises	through	excellent	

performance;
•	 	being	distinctive	for	what	we	do	and	how	

we do it;
•	 	being	diverse	by	providing	a	range	of	

services that reflect individual needs.

Our results are achieved by living our values:
•	 we	put	the	customer	first;
•	 we	are	passionate;
•	 we	are	focussed	on	performance;
•	 we	respect	others;
•	 we	have	integrity;
•	 we	are	united.

As these affect all our residents, we were 
delighted these were our highest scores. 
More than 200 residents helped us with  
our action plan to address the inspection 
recommendations.

Residents worked with us to develop our  
first local offers for the new Tenant Services 
Authority standards. We reported on these 
in our annual report for residents. Value for 
money is a top priority. We continue to drive 
down costs while driving up standards, 
allowing us to make a surplus of £2.34m  
for future investment.

Our new services reflect our ability to work 
with partners to deliver results based on 
creative, rather than wholly financial, 
investment.

Our prudent approach to development led 
to our first shared ownership development  
in Wandsworth. We also began building 
William Gattie House in Fulham, named after 
a board member who dedicated himself to 
his fellow residents. The fast sale of new 

developments in Hillingdon and Ealing  
means all our completed shared ownership 
apartments are now sold or reserved.

Our own move to Mulliner House marked  
a new era. For the first time in our 42 year 
history the majority of our employees are  
in the same building, meaning we can offer a 
better service. It was a landmark in our journey 
to be the best housing association in London. 

Our report is tinged with great sadness as 
Maggie Ramadan, vice chair of the board  
and the chair of our housing operations sub 
committee, died in August.

Maggie was a tenant for 28 years and  
a strong supporter of our work. She 
championed the interests of her fellow 
residents and was responsible for many 
positive changes which have left a lasting 
legacy.	She	gave	her	expertise,	her	time	 
and her enthusiasm willingly. Maggie will be  
very sadly missed.

Driving up  
resident 
satisfaction in  
one of the 
toughest years  
in housing is 
a remarkable 
achievement

Delivering a winning formula

Our year has  
been defined by 
involving residents 
in our work.  
We were very 
pleased our  
Audit Commission 
inspection showed 
our strengths 
outweighed our 
weaknesses in 
customer care, 
responsive repairs 
and diversity. 

The right combination

 Paul Doe
Chief	executive	

Ellis Blackmore
Chair 
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Resident satisfaction among the highest in London

Resident satisfaction with repairs up by 10%

Strong Audit Commission inspection results

National and international awards for our work

Silver Investors in People accreditation

Star performer in 2010 Best Companies survey

Launch of Domus, our new repairs service

Move to new head office

Almost 2000 residents involved in shaping our services

Selected to champion resident involvement in Europe

New services and alliances to tackle anti-social behaviour

Winning achievements in 2010

Our distinct  
way of working 
resulted in 
achievements 
which have helped 
drive up resident 
satisfaction.
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Ready to experiment

One of our landmark achievements was  
the creation of Domus, our new repairs 
service. Our residents tell us that repairs and 
maintenance is their most important service. 
To deliver the highest resident satisfaction  
in London, our repairs service must be  
a market leader.

Working with a group of residents, we 
analysed how we could further drive up 
standards. We decided to build on our 
relationship with our repairs contractor 
Collective Maintenance Solutions (CMS)  
who had consistently delighted residents  
with their approach and attitude.

We realised that creating a limited liability 
partnership with CMS, while unusual, would 
be a ‘win win.’ We would have greater 
control of the service whilst enjoying the 
management	expertise	of	CMS.

Domus was launched in August 2009 and  
the cost savings combined with the continuing 
upward spiral of resident satisfaction have 
already proved it is a winning formula.

Our innovations go far beyond the homes  
we provide. To build safe strong communities, 
we empower our residents to play a full role 
in society.

We equip them by helping them access  
jobs and opportunities and break the cycle  
of dependence. In the last year we broke  
new ground with our Independence 
Accommodation and Employment (InComE) 
service. Through InComE we bring together 
local authorities and housing associations to 
move people out of overcrowded homes  
by supporting them into worthwhile jobs.

In the first full year of InComE more than  
40 people have started jobs or professional 
studying and been given their own home 
while they work or study.

This brings to more than 300 the total 
number of the hardest to help people who 
have been set on different life paths through 
our innovative approach and alliances.

We innovate  
to lead the way. 
The year is 
anchored with our 
ground-breaking 
ideas which we 
have transformed 
into award winning 
services.
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The right chemistry

We achieve outstanding results by recruiting 
the best talent and our approach is one of the 
most distinctive in the country. Our human 
resources team was recognised as the best  
in the housing sector at the 2010 Housing 
Hero awards. Our recruitment and branding 
strategy was shortlisted in the Chartered 
Institute of Marketing 2010 roll of honour.

Our approach breaks the recruitment  
mould. We focus our attention at Forum 3, 
the national showcase for careers in the 
charitable and not-for-profit sectors, to 
register people interested in working or 
volunteering for us. Last year more than  
1500 signed up. Our approach, coupled  
with creative on-line advertising, drives up  
the calibre of potential recruits while driving 
down costs. In the past three years our 
recruitment costs have reduced by 60%.

Forum 3 visitors voted us their favourite stand 
for the second year running. Judges said our 
stand was the best large stand out of the 150 
exhibitors.	This	makes	us	the	most	awarded	
exhibitor	in	the	event’s	ten	year	history.

We now have more than 50 volunteers. 
These are frequently residents who are 
gaining confidence and skills. Many have  
gone on to employment as a result, some 
into full-time jobs within SBHG.

Our employees’ and volunteers’ passion 
makes	them	go	the	extra	mile.	Our	Domus	
repairs team use Saturdays to do odd jobs  
for elderly residents. Other employees  
use their two annual volunteering days  
to garden and decorate residents’ homes.

In return, our employees believe we are  
one of the best companies in the country  
to work for. We have increased our training 
investment to £1200 per employee, 
compared to the national average of £332.

Our approach won us one star status in  
the 2010 Best Companies to Work For 
survey. We are one of only 300 companies  
in the country to hold the prestigious silver 
Investors in People (IIP) accreditation.  
This puts us in the top 2% of the country’s 
24,824 IIP accredited companies.

Our employees 
are our magic 
ingredient, full  
of integrity, 
commitment  
and focus.
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Statistics

General needs housing stock  
by borough, total: 3134

Supported housing stock  
by borough: 307

These figures 
show our stock 
breakdown and 
performance  
over the year.
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Performance 
indicators

Ethnic origin of new households

     2008/09 2009/10

Average assured Bedsits £73.86 £78.40
weekly net rents 1 beds £84.28 £91.06
 2 beds £96.42 £104.24
 3 beds £106.37 £114.14
  4 beds +  £120.36 £128.57

Average secured Bedsits £57.00 £64.79
weekly net rents 1 beds £71.06 £75.06
 2 beds £79.66 £85.44
 3 beds £86.18 £92.16
  4 beds +  £102.86 £109.33

Homes improved in year    147 530

Average management costs per home     £938 £963

Rent arrears    5.39% 5.16%

Percentage of repairs Emergency (target 24 hours) 99% 99%
completed on time Urgent (target 5 days) 90% 97%
  Routine (target 28 days) 95% 99%

Percentage of homes vacant     0.7% 0.9%

Days taken to turnaround an empty home    47 29

Number of complaints received in year    394 410

Percentage of complaints dealt with on time  74% 72%

Number of SBHA staff    128 130

Percentage of homes meeting Decent Home standard 89% 96%

Leased homes for temporary accommodation  443 512

General needs housing Bedsits 84 82
by bedroom category 1 beds 1292 1306
 2 beds 1074 1110
 3 beds 479 486
  4 beds +  151 150

Supported housing by  Bedspaces 186 70
bedroom category Bedsits 37 34
 1 beds 139 195
 2 beds 3 5
  3 beds 1 3

Total homes owned and managed     4617 4815

Lettings Percentage of all lettings to transfers 26% 18%
 Percentage of lettings to local authority nominees 51% 70%
  Percentage of all other lettings  23% 12%

Leasehold stock by borough: 862

Net weekly income of 
tenant or tenant and partner
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Accounts Shepherds Bush 
Housing Association 
Limited 
Balance sheet 
As at 31 March 2010

             Group                Association

2010 2009 2010 2009 

£’000 £’000 £’000 £’000

Turnover 43,829 35,672 42,070 33,722

Cost of initial sales (10,441) (5,054) (10,441) (4,699)

Operating costs (27,677) (26,536) (25,998) (25,299)

Operating surplus 5,711 4,082 5,631 3,724

Surplus on fixed asset property sales 1,824 2,478 1,824 2,478

Interest receivable and similar income 38 127 31 249

Interest payable and similar charges (5,234) (6,185) (5,234) (6,185)

Surplus on ordinary activities 2,339 502 2,252 266

Tax on surplus on ordinary activities – – – –

Surplus for the year 2,339 502 2,252 266

Shepherds Bush 
Housing Association 
Limited 
Income and 
expenditure 
For the year ended 
31 March 2010

            Group                Association

2010 2009 2010 2009 

£’000 £’000 £’000 £’000

Tangible fixed assets

Housing properties

Cost 372,349 375,905 374,732 378,288

Less: Depreciation (7,644) (6,464) (7,644) (6,464)

Less: Provision for impairment (726) – (726) –

Less: Social Housing Grant (205,126) (202,549) (205,096) (202,518)

158,853 166,892 161,266 169,306

Other tangible fixed assets 1,900 782 1,746 741

160,753 167,674 163,012 170,047

Fixed asset investments

Loans advanced under Homebuy scheme 5,691 5,963 5,691 5,963

Homebuy grants (5,654) (5,924) (5,654) (5,924)

Loans advanced under Starter Homes Initiative scheme 1,466 1,708 1,466 1,708

Starter Homes Initiative grants (1,463) (1,705) (1,463) (1,705)

160,793 167,716 163,052 170,089

Current assets

Properties for sale 2,208 4,162 2,208 4,162

Stock 103 6 – –

Debtors 2,948 3,456 2,427 2,936

Cash at bank and in hand 12,748 5,065 12,072 5,002

18,007 12,689 16,707 12,100

Creditors

Amounts falling due within one year (14,574) (12,798) (13,916) (12,824)

Net current assets/ (liabilities) 3,433 (109) 2,791 (724)

Total assets less current liabilities 164,226 167,607 165,843 169,365

Creditors

Amounts falling due after more than one year 134,099 139,829 134,045 139,829

Provisions for liabilities and charges

Provision for dilapidation to leased properties 195 186 195 186

Capital and reserves

Non-equity share capital – – – –

Designated reserves 278 277 201 200

Restricted reserves 2 2 – –

Income and expenditure account 29,652 27,313 31,402 29,150

164,226 167,607 165,843 169,365



Shepherds Bush Housing Group  
Mulliner House
Flanders Road
Chiswick
London W4 1NN
Telephone 020 8996 4200 
Email group.info@sbhg.co.uk 
 
www.sbhg.co.uk 

SBHA is registered with the Tenant Services Authority (LH0050) and under the Industrial & Provident Societies Act 1965 (16442R). 
SBHA is a National Housing Federation (NHF) and Housing Association Ombudsman scheme member.  
SBHA complies with the NHF Code of Governance. D
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SBHG chief 
executive
Paul Doe

SBHG directors
Greg Birch 
Property management
David Blackburn 
Business support
Paula Fance 
Development and sales
Patricia Humberstone 
Finance
Amanda Morrison 
Housing services
Graham Raine 
Staying Put Services

SBHG
Internal auditors
Beever & Struthers 
Alperton House 
Bridgewater Road 
Wembley HA10 1EH
Bankers
National Westminster 
Bank plc 
3 Shortlands 
London W6 8DA
External auditors
BDO Stoy  
Hayward LLP  
Emerald House 
East Street 
Epsom 
Surrey KT17 1HS
Solicitors
Devonshires 
Salisbury House 
London Wall 
London EC2M 5QY
Prince Evans 
77 Uxbridge Road 
London W5 5ST

SBHA board
June Aitken (from Sept 09)
Modester Anucha Resigned Sept 09
Ellis Blackmore Chair (from Oct 09)
Andy Cole (co-optee)
Jim Dean Chair Resigned Sept 09
Robert Evans Resigned Sept 09
Ron Lawrence MBE Tenant
Nigel Lucas Representing Staying Put Services
Mohamed Mohamed (from Oct 09) Tenant
Derek Olde Chair of finance and development  
sub committee
Rommel Pereira Chair of audit (from Sept 09)
Liz Parkinson
Gordon Pilkington (from Oct 09) Tenant
Maggie Ramadan Vice chair (from Oct 09) and chair  
of housing operations sub committee (Tenant)
Cllr. Bobby Thomas (co-optee)
Charles Treloggan (co-optee)
Angela Spooner (from Sept 09)
William Wallace Resigned Sept 09
Maggie Wallis Resigned Sept 09
Laurence Weeks


