
annual report 
2014





Chair

Dee O’Neill  BSc, MCIM
Development Manager, Wates Living Space

Deputy Chair

Denise Moll  
Previously Secretary of the Gandhi Foundation
Greenoak Tenant

Board Members
Tania Correia  MA (Cantab) 
Solicitor

Edward Koblintz  FCA, MBA, CPA (US)         
(to Oct 2013)
Consultant Accountant

Diana Kingdon (Co-opted June 2013)
CEO Greenoak Housing Association

Greenoak Members, Executives, Partners and Advisors

Dee O’Neill, 
Chair

Partners
Chichester District Council
Guildford Borough Council
Horsham District Council
Woking Borough Council
Hyde Housing Association
KeyRing
Raven Housing Trust
Raglan Housing Association
Trustees of The Retreat, Loxwood

Auditors
Knox Cropper Chartered Accountants
8/9 Well Court, London, EC4M 9DN

Solicitors
Mackrell Turner Garrett, Woking
Devonshires, London
Trowers & Hamlins, London

Bankers
Barclays Bank plc

Funders
Barclays Bank plc
Bank of Scotland (HBOS) plc
The Co-operative Bank
Nationwide Building Society
Royal Bank of Scotland plc  

Consultants
Appleyard DWB
Ellis & Moore
Jon Broome Architects
NDesign
Stiles Horton Williams

Valuers
DTZ Pieda Consulting
Savills

Development Consortium
Wayfarer

Nashat Kotani MSc DMS  (to Oct 2013)
Retired Chartered Structural Engineer 

Vicki March BA (hons) Dip. Arch.
Architect 

Charles Thorne   FCA (to Oct 2013)
Retired Finance Director

Ian Phillips ACII
Retired Chartered Insurer

Laraine Phillips (to Oct 2013)
Solicitor, The Berkeley Group

Ruth Trown FCIH (co-opted Sep 2013)
Consultant

David Watts
Solicitor
Previous CEO Guildford Borough Council
Chief Executive and Secretary
Diana Kingdon FCIS MBA



Annual Report 2014

Chairs Report

Greenoak has had a very successful year providing 
high quality services and housing as well as 
striving for best value for money.

Building truly affordable housing to rent, energy 
effi ciency and the condition of existing stock 
remain our priorities. We partner four Local 
Authorities in Surrey and West Sussex.  

During the last year we purchased 38 family 
houses from Raglan Housing Association being 
part of a larger portfolio of properties acquired 
in partnership in February 2013 through stock 
rationalisation. We continue to lease a further 54 
houses from Raglan Housing.

Our operating surplus for the year to 31 March, 
excluding sale of properties and before interest, 
was £573,409 compared with £524,259 (2013).  

We pride ourselves on our good quality of service and 
rapport with tenants

The acquisition was fi nanced by a bond issue 
through THFC (The Housing Finance Corporation) 
which raised £3,850,830 at an effective rate of 
4.51%, fi xed for a 30 year term.  This was an 
excellent result providing long term fi xed funding.
 
Over recent years we have completed four 
schemes of highly sustainable housing. We are 
currently planning the redevelopment of an 
existing sheltered scheme in Woking which no 
longer meets the needs of older people.  It also 
contains mainly bedsit accommodation.  We 
also work in partnership with Chichester District 
Council to start the development of a rural housing 
scheme in the current year.   

After interest, we made a surplus of £367,487 
compared with £386,408 (2013) before the sale 
of a property, which makes an overall surplus of 
£536,309 compared with £386,408 (2013).  

Providing repairs and maintenance services in 
house provides excellent value for money and is 
very popular with our residents.  We are midway 
through our kitchen and bathroom refurbishment 
programme using our in house staff team. The Our fourth sustainable Greenhomes model scheme Abbey 

Walk, Sussex

Resident children at Abbey Walk, Sussex



kitchen replacement programme at Fleetwood 
Court is complete, the bathroom refurbishments 
have begun, and the team is progressing with the 
kitchen programme for leased properties at The 
Goldings, Woking.  

Before starting work, the houses are surveyed.  
The residents then receive visits when they are 
given a choice of colours and fi nishes.  We have 
a 100% satisfaction rate and the team has been 
congratulated on the high standard of work.

Apprenticeship scheme  

The last year saw our fi rst two apprentices 
complete their training and take up employment 
with local contractors.  We also took on our fi rst 
trainee administrator who has just completed her 

Jess Rios and Stewart Brearley, Technical Services Manager 
working on reactive work schedules.

Recycling hero

Stephanie Harris, Greenoak’s Support and 
Housing Manager was presented with a golden 
wheelie-bin award at the fi rst Woking Borough 
Council’s Recycle for Woking Awards held in July 
in Woking.    The award was in recognition of 
Greenoak’s work which involved a revaluation 
of our disposal services.  By working closely 
with the Council, new coloured bins and signage 
were installed helping to increase recycled waste 

course and is moving into a permanent post.  A 
fourth apprentice has completed the fi rst year of 
his apprenticeship as a multi-skilled operator.  All 
have been recruited straight from school. Stephanie accepting her award from current Woking Mayor, 

Cllr Tony Branagan.
Ian Bailey, Direct Labour Team Operative, fi tting a kitchen at 
Fleetwood Court



and reduce the number of general waste bins 
provided.  We adapted processes to fi t in with 
the needs of residents at individual schemes, 
aiming to make recycling more user friendly.  The 
campaign focuses on a different material each 
month and uses newsletters and comics to show 
how easy it is to recycle and what happens to the 
materials once collected.  Our residents are now 
keener than ever to be environmentally friendly 
and this is just the beginning of our partnership 
with the recycling team at the Council.  

Stephanie Harris, Greenoak’s Housing and 
Support Manager accepted the prize of £100 to be 
used towards a new sustainability project.  This 
will be discussed with residents who will be asked 
for their ideas

Care and support

Some 50% of our properties are designed for 
older people.  Our leasehold retirement schemes 

Tenant and pospective Board Member Mr Trevor-Wilson 
(pictured above on his bicycle) talking with Tenant Liason 
Ted Free at Fleetwood Court

Stephanie with her resident recycling team at Apollo, holding 
her award and £100 prize cheque

Value for money

We compare value for money on an annual basis, 
benchmarking against other housing providers.  

have scheme managers working on site, and we 
have a team that provides support to residents at 
our sheltered schemes which is part funded by a 
Supporting People grant.  We also offer support 
visits to vulnerable residents in our other housing 
schemes in Woking.

We have many examples of staff going the extra 
mile to ensure the safety and well-being of 
residents.  Some examples: making a night time 
call to a sheltered scheme already handled by the 
emergency services, led to the discovery of an 
elderly man collapsed in the grounds in his night 
wear; and volunteering to stay overnight when 
a fault occurred with the warden call system, 
ensured residents’ safety.

As a member of Acuity (Housemark Group), we 
can compare our performance against smaller 
associations as well as all providers nationally.  In 
2013, we were in the top quartile of associations 
for key indicators. Performance indicators for the 
year to 2014 are set out at the back of this report.

Apprentice Toby Evans is now on his second year of training 
for a Carpentry and Joinery qualifi cation



Housing People

As we have a large proportion of elderly residents, 
we continue to have a higher turnover rate.  Staff 
have performed very well keeping losses down 
for the year to 0.5% including the cost of major 
refurbishment of many of the properties.  This 
success is due to an excellent turnaround by our 
in house maintenance team, and our housing staff 
offer evening and weekend viewings.  

residents of maintenance appointments and when 
rent arrears payments are due. We also offer 
payment of rents through mobile phones.

Our direct labour team including our apprentices 
are very popular with residents and have the 
added benefi t of cost saving, for example saving 
a third off fi tting new kitchens and bathrooms.

The team carries out improvements as well as 
dealing with empty properties and day to day 
repairs.  Residents also appreciate having the 
staff they know.  Following the success of our 
apprenticeship scheme, we have taken on a fourth 
apprentice.

Direct Labour Team member Carl Faircloth mentoring 
apprentice Toby Evans at The Goldings Housing scheme.

We have a user friendly web site which allows 
tenants to report repairs and pay their rent online.  
Rent payments can also be made through Allpay 
cards and through mobile phones.  Our Annual 
Reports and other publications are all produced 
by our staff using our own design expertise.

Community Activities

We are involved in our local communities and 
have sponsored several local projects during 
the year through Greenoak Community Focus, 
providing over £9,000 in funding during the year.  
It has also provided funding for tenant support 
and computer facilities.

We are seeing increasing numbers of people in need 
of affordable housing and a rise in homelessness, 
particularly of older people. We have housed 44 
adults and their children during the last year, of 
which 5 were homeless.  We have increased the 
ways we communicate with residents to include 
text messaging and text prompts.  These remind 

Our Housing Managers James Devonshire and Stephanie 
Harris.

IT training is provided for tenants when needed to help them 
gain knowledge of online resources and word processing 
softwares.



This Spring we provided two new mobility scooters 
to Woking Shop Mobility.  A Greenoak tenant who 
regularly uses the service was invited to their 
publicity event which received extensive coverage 
in the local press. 

An exciting new project, the Lighthouse opened in 
Woking this year funded by charitable donations. 
The Lighthouse is an exciting venture which 
operates as a base for a variety of projects 
serving the community. The aim is to revive hope 
and restore dignity through practical support, life-
skills training and counselling. 

The project acquired a four fl oor derelict building 
in Woking town centre.  The renovation works 
are being achieved by many volunteers from 
the community, including members of local 
rehabilitation groups.  Work was about to stall as 
extra security was needed to protect workers and 

the building.  Greenoak stepped in and provided 
£2,500 to fund a new set of entry doors.  It’s now 
up and running and provides a community hub 
and a food bank for many diverse groups.

We have a book club for our residents’ children, 
and provide a choice of Scholastic reading 
books for Christmas, Easter and Summer school 
holidays. The Club co-ordinators receive extra 
books in return for handling the orders.  

Holly Morgan who has been a Bookclub co-
ordinator said ‘the kids love the bookclub, they 
look forward to the catalogue coming through the 
door and can’t wait for the books to arrive.’

Greenoak supports a number of local charities 
including ‘Lets Read’, a literacy project in 
Sheerwater, Woking, particularly aimed at 
disadvantaged young people from diverse ethnic 
backgrounds.  Recycling and providing tenants 
with affordable furniture is achieved through 
Woking Community Furniture Project.  We assist 
tenants moving into new homes with £50 vouchers 
for essential items.

Greenoak helps fund activities of Woking’s 
Surestart which held a Family Fun Day in the 
summer.  Over 100 families attended and enjoyed 
activities including a popular African drum 
workshop funded by Greenoak.  We also funded 
a trip to the seaside for the families who attend 
the centre.  Surestart is involved with some of 
Greenoak’s families and it runs Mother and Baby 
groups and early learning stage sessions.

Volunteers at the new Lighthouse entrance.

Woking ShopMobility publicity event at their shop in the 
Peacocks Centre, Woking

Two young Bookclub members are happy with their books



Meeting future challenges  

Sustainability

start the development of a rural housing scheme.  
It will be to passivhaus standard greenhomes 
model with the highest levels of sustainability 
including accessible, fl exible and healthy homes 
with some of the lowest energy needs in the 
country.

Fuel Poverty

We have various strategies to tackle fuel poverty. 
Our maintenance team has been trained to work 
with tenants to identify any minor works such 
as draught proofi ng, when they are carrying out 
repairs.  Our Sustainability staff have completed a 
Green Doctor pilot project to help residents reduce 
their energy costs and our latest Newsletter 
advises tenants how to prepare for winter.

Greenoak staff receiving sustainability training from Jason 
Hawkes our Sustainability Trainer

Sustainability Offi cer, Mirjam Lytton-Lange and Sustainability 
Consultant and Trainer, Jason Hawkes.

Whilst we continue to develop, we are also keen to 
grow our business by acquiring existing properties 
through stock rationalisation opportunities and by 
increasing our housing management services.

Ageing population

Suitable housing and services to meet the needs 
of an increasing number of elderly people is a 
priority particularly with the pressure on the 
National Health Service and its budget constraints.  
Greenoak is the local specialist provider of 
sheltered housing in Woking and we provide a 
personalised service to our older tenants.  Visits 
are made to suit individual needs and residents 
can choose from a range of activities. These 
include weekly relaxation and meditation classes.

Our direct labour team provides a personal and 
prompt service with extra support to our older 
residents when carrying out planned works such 
as new kitchens and bathroom refurbishments.

We continue to focus on low energy homes.  
Greenoak is a founder member of One Planet 
Products, the Good Homes Alliance and the 
Existing Homes Alliance and is also a member of 
the Passivhaus Trust.

We are planning the redevelopment of an existing 
sheltered scheme in Woking and are working in 
partnership with Chichester District Council to Sheltered residents attend a ‘ThiChi’ Class

We are a member of the Wayfarer Development 
Consortium.  Its members give sustainability high 
priority so this provides excellent opportunities 
for Greenoak to work in partnership.



Staff development

We hold an annual staff conference each year with 
the 12 associations in our benchmarking group 
SHAPE, this gives staff an excellent opportunity 
to learn and network. This year’s conference will 
focus on sustainable working, energy effi ciency 
and fuel poverty.  

We are expanding our Apprentice scheme to 
provide training to school leavers and to increase 
the strength and delivery of our maintenance and 
fi nance teams.  Toby, our current maintenance 
apprentice, is now on his second year as a multi-
skilled operator.

Following the success of the scheme, we have 
decided to expand this to other areas. We are just 
taking on a further trainee to commence on a two 
year accountancy apprenticeship.

Governance 

Two of our Board Members, Ian Phillips and 
Denise Moll, are retiring this year having served 
full terms on the Board.  Ian served two years as 
Deputy Chair before another four years as Chair. 
Denise is a tenant and a Residents’ Association 
Committee member. Their support together 
with all our Board Members has been greatly 
appreciated.  Each Board Member spends a great 
deal of time in a voluntary capacity carrying out 
their duties.

This year we advertised for new Board Members to 
ensure we have the range of key skills needed in 
delivering our charitable objectives and meeting 
regulatory requirements.  Robert Wassall is a 
solicitor, and Jane Vessey who brings fi nancial 
expertise, have joined the Board. A further 
prospective member, Philip Beddoes, will bring 
environmental and management skills.

and from our Chair 

I’m well into my second year in offi ce and I very 
much enjoy the challenges of the role. Greenoak 
continues to be very successful and we are always 
seeking methods to improve, particularly through 
innovation and partnership.

A great deal of our focus in the past year has 
been:-

• Raising long-term bond fi nance
• Purchase of 38 houses from Raglan Housing
• Managing the new leasehold stock of 54 

houses
• Providing a support service to our older 

residents to improve health and well-being.      
SHAPE Staff conference receiving presentation from NHF 
CEO, David Orr

• Reducing costs of fuel to residents by the 
introduction of a Green Doctor service

• Setting up a residents’ computer facility in 
the offi ce to support residents who will be 
meeting the challenges of benefi t changes.

I would like to thank and congratulate all our staff 
and Board. The performance of the Greenoak 
team continues to be outstanding and everyone 
has made a huge contribution.

Dee O’Neill 
Chair
30 September 2014

Dee O’Neill visiting a sheltered scheme in Woking with 
Stewart Brearley, Technical Servcies Manager



Greenoak Housing Association Ltd

This summary is based on the full audited statutory accounts
Summary Income and Expenditure A/C 
year to 31 March 2014 2014 2013 Balance Sheet at 31 March 2014 2014 2013

000 000 000 000
Tangible fixed assets

Turnover: rents 1938 1426 Housing properties - at cost 18263 13305
Turnover: service charges 340 312 Less: grant (9320) (7599)
Rent losses from voids (13) (17) 8942 5706
Business 0 8 Other tangible fixed assets 263 268
Sustainability Project 2 4 9205 5974
Other 134 103

Debtors 115 144
2401 1836 Cash at bank and in hand 2434 1299

2550 1443
less operating costs (1828) (1312)    

Creditors - falling due within one yr (327) (315)
Operating surplus 573 524 Net current assets/(liabilities) 2223 1128
Sale of Property 169 0
Interest receivable 21 11    
Interest payable (227) (149) Total assets less current liabs 11428 7102
Surplus on ordinary activities 536 386 This is represented by:

Creditors- due after more than one yr 6643 2853
Capital and reserves:

Revenue reserve brought forward 4249 3863 Revenue reserve 4785 4249

Revenue reserve carried forward       4785 4249 11428 7102

Auditors:  Knox Cropper, Chartered Accountants
The Auditors Report was not qualified. 
The financial statements were approved by the Board on 17th September 2014

Greenoak Housing Association

Key performance indicators

Year ending 31 March 2014 2014 2013

Customer Satisfaction 2014
Overall Service 92.60% 92.60%
Repairs and Maintenance 95.60% 91.20%

Housing management
Rent Collection
Total arrears as % of rent receipt 3.90% 3.90%
Voids as % of rent receipt 0.53% 0.82%

Maintenance
Repairs Target Days % Achieved % Achieved
Emergency 24 hours 100% 100%
Urgent 5 days 100% 98.30%
Routine 28 days 97.30% 98.60%
% Stock meeting the decency standard 100% 100%
General information 2014 2013
Number of self contained units owned 311 298
Number of housing units in management only 187 199
Number of housing units in development 0 8

498 505
Included in above
Number of sheltered housing units 245 245
Number of supported units 3 3
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