ABBEY ROAD HOUSING CO-OPERATIVE

ANNUAL
REPORT
2014-2015
Including
2015-2016
calendar

Designed and printed by the estate office

Abbey Road Housing Co-operative 2014-15 Annual Report

1

C
O
N
T
E
N
T

PAGE 1. COVER PAGE - Emminster Block
PAGE 2. CONTENT
PAGE 3. Chairs’ Message
PAGE 4. OCTOBER- Governance and Financial viability
PAGE 5. NOVEMBER - Involvement and Empowerment
PAGE 6. DECEMBER - How we manage Tenancies
PAGE 7. JANUARY - Maintaining your Home
PAGE 8. FEBRUARY - Your Neighbourhood, Your Community
PAGE 9. MARCH – Customer Care
PAGE 10. APRIL - Value for Money
PAGE 11. MAY- You Said - Our Response (Residents Survey)
PAGE 12. JUNE- Regeneration, where are we?
PAGE 13. JULY – The Management Committee and Staff
PAGE 14. AUGUST – Useful numbers and information
PAGE 15. End of Year Account
PAGE 16. WE’RE GETTING CLOSER

Designed and printed by the estate office

Abbey Road Housing Co-operative 2014-15 Annual Report

2

Message from our Chairman
Greetings to all. This report is unusual as I am no longer Chair of ARHC. I remain on the Management Committee, with the permission of
Members, but am prevented from occupying the position of Chair (Articles of Association). I have asked to return to the Estate upon completion of re-build , and you are now represented by Lorraine Isaac, your erstwhile Vice-Chair .Lorraine has shown great skill and method in her
new role, has the support of us all, and my own personal recommendation so I do ask all of you to give her your support. From myself I say
“good luck and fair winds to you Lorraine.”
The missing Garages and Car-Park won’t have escaped attention, I am sure, and the view is almost too fresh to spoil. Alas, it won’t last, so
grab it while you may. Meanwhile the regeneration plan goes on, and on, and on, and if you detect a note of scepticism here, it will be because we have had three different architects, three different plans, and three different assurances of how much we will all benefit from the final outcome!
We have reviewed all outside contracts as part of our ongoing 5 yearly Business Plan and are hugely grateful to those Committee members
(and here I pay particular thanks to Liz, our Treasurer, Lorraine, our Chair, Chenjerai, our Analyst, and Francis, our Manager) who have given
so much of their time and attention to getting those plans in place. Additionally, we have reviewed all Staff Job roles to conform to both our
budget, and Camden’s “best practice” rules and will keep you all informed of any changes we might wish to make prior to doing so. We will, of
course, ask for your input and comments on any prospected changes because you –ultimately- ARE the Co-Op we know. May that continue
to be the case.
Sadly we could not undertake our seaside trip this year due to under booking by residents. However, our fun day at the green was a great
success and we continue to think of things to do together largely thanks to Robina and the members of our Social sub-committee. However,
we also want your ideas and to form our “Children’s Committee” as we said we wanted to do for next year’s events Calendar.
Francis continues to impress in his managing to maintain surplus in our finances, in spite of rising cost and shrinking income, so “ Osborne,
eat your heart out.” I am also pleased to welcome back Alex our “more-than –a-handyman,” Handyman, after a bout of illness. Welcome back
Alex.
This report is shorter than usual, and that may please many of you, but the reason is simple:- We face many changes and challenges as a
result of regeneration. It may change the way we work or the “Order of play”, to use the Cricketer’s terms, but it won’t change our commitment
to seeking the best results and outcomes for us all. That was, and is, our promise to you all, and will remain so.

MIKE FORDE (Outgoing Chair)
Abbey Road Housing Co-operative 2014-15 Annual Report
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Governance and Financial viability

The Abbey Road Housing Co-operative (ARHC) Management Committee is responsible
for the performance of the organisation and its finances.
All of our services are audited by Camden Council and external auditors, including our
financial viability and sustainability.
As a member of the Co-operative you are asked to attend the Annual General Meeting
(AGM) on Thursday 24th September 2015. This is where new members wishing to join
the Committee are voted on for the coming year and a chance for you to see a full set of
accounts showing our members how the money we are allocated is spent. Ask questions
relating to the Accounts and receive answers from our Auditors. Our vision is to get more
tenants actively involved in the running of your estate as we continue to spread the word
about tenant control. Currently the committee is made up of 10 members with 5 vacancies. Each member receives training and mentoring to help develop their role and responsibilities as a committee member.
In June 2015, we sadly lost one of our proactive committee members who passed away.
She was very active defending residents right to ensure Camden Regeneration Team listen to residents views in the on-going regeneration of our estate.
May her soul rest in perfect peace!

THE GOOD GOVERNANCE KITE MARK
AWARD
This is an award where the TMO has to undergo
various assessments and on completion of a successful assessment is awarded the “Kite Mark” in
recognition that the TMO is a “Well run TMO” by
The National Federation of TMOs (NFTMO). We
are currently working towards this prestigious
award and will urge residents to get involved and
feedback to us on your satisfaction levels of services we provide and suggestions for improvement.
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Involvement and Empowerment
From becoming a Committee member to attending social functions,
giving minutes or hours of your time, there are always ways to help
improve life in your community. We are in the process of developing a “menu of opportunities for involvement”. These menus will set
out a range of activities, with varying levels of contribution, that our
tenants can participate in.
ARHC value, respect and care for its community and all those that
live on our estate. We will continue to promote tenant control, and
inspire our tenants to be the driving force behind their estate and
community. Our vision is to maintain our identity and uniqueness as
a tenant led community and create strong, sustainable communities
through partnership working and community empowerment. We
want to encourage tenants to take ownership and pride in their estate and not be frightened to come forward. We will ensure you are
listened to and give you opportunities to be involved. We want you to
help and design services that are right for you, so by completing and
returning a satisfaction survey or reporting a problem to the estate
office is all part of community involvement and empowerment.
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Rent advice

How we manage Tenancies

Although rents collection and
management services are
provided by Camden Council,
we can still assist you with all
your rent queries including
printing of your rent statement, Housing Benefit advice
and assistance to claim and
liaising with Camden rents
support team on your behalf.
Visit or telephone your estate
office on 020 7624 6309 for
help do not wait until you are
served with Court proceedings
on rent arrears.

We continue to issue Introductory tenancy to all incoming tenants,
who are not, or who have never held a tenancy with a Registered
Social Landlord. This allows us to monitor how new tenants conduct their tenancy and helps us minimise the risk of Anti-Social Behaviour.
We will continue to monitor tenancies by conducting a tenancy visit
on the first 6 weeks of a tenancy, at 10 months of a tenancy and
then every 3 years thereafter. This is to ensure information held on
our systems is up to date, also to see if we can assist our tenants in
anyway, i.e. aids and adaptations, money advice etc, and these visits also give us the opportunity to inspect the properties to ensure
that tenants are looking after their homes and have not made any
unauthorised alterations. Tenants that are found not taking pride in
the Council’s properties will be dealt with accordingly and recharged for any damage caused.
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REPAIRING YOUR HOME
IF YOU HAVE AN EMERGENCY
REPAIR PLEASE CALL OUR
OUT OF HOURS NUMBER ON

07850 774 294
PLEASE NOTE -EMERGENCIES
ARE: Loss of power, fire outbreak, serious leak /flooding

Abbey Road Housing Co-operative employ an onsite Handyman. By
offering this service it enables our tenants to have a better repairs
service all round and repairs are completed within shorter time
frames. For more complex repairs, it may require the expertise of a
Camden surveyor to give us their opinion, or we may have to issue
the work to another contractor from our approved contractors list. We
also have an Out of Hours repairs service, operating in the event of
an emergency repair during weekends, evenings after 5.00pm and
when the office is closed for Bank Holidays.

465 Repairs ReportOUR REPAIRS
PERFORMANCE ed during 2014 –15
Financial Year.
Average time of completion:

GOT EVEN
BETTER

For All Priorities Combine
was 2 days.

TYPE OF REPAIR

TARGET

PERFORMANCE

Emergency out of hours attend within 2 hours and complete within 24 hours 99.8%

100%

Priority 1- complete within 24 hours

99.7%

100%

Priority 2 - complete within 3 working days

99.7%

100%

Priority 3 - complete within 5 working days

99.7%

100%

Priority 4 - Complete within 20 working days

99.7%

100%

Number of appointments made and kept

98%

99%
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Your Neighbourhood, Your Community
We are committed to keeping your estate a safe, clean and pleasant environment. We employ our own Caretakers and Estate Cleaner who carry out our block and estate cleaning including caretaking services. We
held a contract with Klassic Maintenance who provided grounds maintenance and gardening service for our park behind Snowman House &
Casterbridge and other green areas. We also provide a special caretaking and monitoring service to our vulnerable residents on a daily basis.
we regularly monitor our service provision to ensure tenants are getting
good quality service. With regular estate walks, tenancy visits and block
inspections from the Estate Office, Committee members and residents
being vigilant when out and about on the estate allows us to identify and
deal with issues of fly tipping, removal of bulk items, broken glass windows, litter, graffiti etc. During 2014/15 we carried out 12 Estate and
block inspections. You are welcome to get involved, so please contact
the Estate Office or visit our website and check current announcement
page for further details.

TACKLING ANTI-SOCIAL BEHAVIOUR
We continue to work in partnership with Kilburn Ward Safer Neighbourhood and
Camden Environmental Protection teams to combat Anti-Social Behaviour and
crime. We have an effective anti-social behaviour policy and procedure. New
tenants are informed as part of the tenancy sign up procedure of their rights
and responsibilities with regard to anti-social behaviour. We do not tolerate antisocial behaviour and if tenants breach this part of their tenancy condition whilst
on a starter tenancy it may result in us extending the period of the starter tenancy and if continue terminate their tenancy. For existing tenants we may issue a
Notice Seeking Possession which could result in us evicting them from their
home or demoting their tenancy. During 2014/15 we had few reports of household noise nuisance but no major anti-social behaviour. Our estate is one of the
best in Camden for cleanliness and low level anti-social behaviour.
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CUSTOMER CARE
Abbey Road Housing Co-operative
(ARHC) is a diverse community and we
will represent and serve all our residents in a fair manner. We value our
services and aim to provide an excellent standard of service that meets the
needs and expectations of our residents and the wider community.
Camden and ARHC measure delivery
of services by carrying out Quality Assurance Audits, Customer Feedback,
Satisfaction Surveys, Complaints Monitoring, Performance Monitoring and
reviews of Financial Information.
During 2014 -15 we received 1 complaint
for contractor access. We did not uphold
this complaint and dealt with it in 15 days
ahead of 20 days target.

OUR SERVICE COMMITMENT TO YOU
Whenever you contact us we will:






Greet and listen to you and treat you with respect, open mindedness, courtesy and understanding.
Respond to your enquiry in a professional and timely manner and aim to provide accurate and complete information.
Endeavour to resolve your enquiry at the first point of contact or record your request for actioning.
Set clear expectations of the next steps and deliver on those commitments. We will respect and protect your personal information
through Right to Information and Privacy Legislation.
Continuously improve our service by proactively welcoming suggestions and seeking feedback from the community and actively
measuring performance against these commitments.

What service you can expect when contacting us:
By telephone:


We will answer your call promptly. However, if demand for our
services is high, we may need to place your call on hold for a short period.

We will return your unanswered call same day by the close of business.

We will provide an ‘After Hours’ service to accept your emergency phone
calls outside our standard working hours.
By visiting the office:

We will greet you in a professional and courteous manner, be attentive and polite.

We will attend to you promptly, acknowledge your arrival and serve you when it’s your turn. Our aim is not to keep you waiting.

We will attend to your appointment prepared and on time, you normally do not need appointment
By written correspondence:

We will record correspondence and distribute to relevant officers within one day for actioning.

We will respond to all letters, faxes and emails within 10 business days of receipt.

We will provide an interim response to you if your enquiry cannot be fully addressed within 10 business days

.We will write to you in clear, concise language that is easily understood.
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Value for Money
We understand that our tenants want good value for money services. Improving value for money either means getting
the same service for a cheaper cost, or getting a better service for the same cost (or both!)
Value for money is an ongoing process and we recognise that value for money on services should improve year on
year not losing sight that a saving is always the best move for our residents. Our focus is to deliver a service that our
residents rate as excellent. As part of our procurement process and to get the best value for money we continue to
analyse and benchmark our costs and performance against other similar organisations. This helps us identify areas
where value for money can be improved.
All our income comes from Management and Maintenance Allowances paid by Camden Council. This income is split
into budgets. The Estate Manager sets and manage the budget with approval and monitoring by the Management
Committee and Finance Sub-Committee to ensure we give the best value for money service and spread our costs
accordingly.
As part of our value for money exercise and in response to our July 2015 Resident Satisfaction Survey which you us to improve upon both blocks and estate cleaning, our Management and Estate costs have recently been reviewed. This has resulted in an on-going restructuring of staff roles and hours, review of grounds maintenance and cleaning services provision. We hope to make saving from the exercise which can be used to enhance services provision.
We are a not-for-profit organisation so every pound we save is either spent on the community or on your homes. Budgets are reviewed annually, annual
accounts prepared by professional Accountant and audited by independent certified Auditors. A full set of accounts is presentable at our Annual Gen-

eral Meeting.
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RESIDENTS SURVEY RESULTS - 28% of residents completed & returned the survey.
Your Said (Priorities):

96% said Overall Service from your Co-op is Very good or Good whilst 4% said Average

1. Improve block / estate cleaning - 57%
2. Window cleaning - 13%
3. Security - 10%
4. Improve Park - 10%
5. Fix windows - 10%

Our Response
1.We acknowledge your sentiments regarding block/estate cleaning, there are
on-going challenges with building works in
the towers. However, we are restructuring
our staff and reviewing service provision
in response to improve cleaning.
2. Camden is responsible for cleaning the
windows of the towers. Your Co-op want
to take over this to provide residents with
better service, we therefore need you to
attend the AGM on 24/09/15 at 6.30pm to
support this proposal.

Maintenance Service

Estate Office

- 75% of respondents have reported repair in the
last 12 months.
- 79% of the works completed by our Handyman
- 95% were satisfied with overall quality of repairs and maintenance
- 88% were satisfied with their appointments
- 86% were satisfied with waiting times
- 88% were satisfied with works completion
times
- 89% were happy with attitude of workers
- 91% were satisfied with keeping dirt & mess to
a minimum
- 87% were satisfied with cleaning up when work
completed.
-90% satisfied with the standard of repair of your
home.

- 80% of respondents have contacted the estate office in the last
12 months.
- 95% found staff helpful
- 94% found staff were able to help
- 95% were satisfied with the final outcome of their queries.
- 96% said we keep you informed on relevant matters.
- 99% read our newsletter whilst 87% said contents are relevant

90% said your Co-op provide Value for
Money Services.

Cleaning & Other Services
- 75% said the quality of cleaning your block is very good or good
- 74% said quality of estate cleaning is very good or good.
- 78% said Vandalism is not a problem
- 65% said graffiti is not a problem
- 73% said dogs are not a problem on the estate
- 67% said racial harassment is not a problem
- 77% said ASB is not a problem
- 57% said drug dealing is not a problem

3. New lifts being installed in the towers
will have cameras for added security.
4. We have negotiated with Camden Regeneration Team to improve upon the
park as part of the estate regeneration.
5. Camden is responsible for fixing the
windows. Your co-op will continue to
chase up on this.
Designed and printed by the estate office
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Regeneration Update

Phase 1

Phase 1 (car park site) – As you will have noticed, the car park has now been demolished. We are currently working with the main contractor, Wates Living Space, to finalise
the detailed design of the new building. Wates will be on site from the end of the year
starting their construction works, which will take two years to complete. Once Wates
have set up their office accommodation, but before the work on site starts, they will
hold a Meet the Contractor event, for local people and businesses to come and meet the
people that will be working on the site, and to discuss any potential issues. Phase 1 will
consist of 141 new homes (66 social rent, 75 private sale), a small supermarket and 2
business units.

when
Completed

Phases 2 and 3 Planning submission – We held public consultation on the changes to
Phases 2 and 3 in July, after which comments were taken on board and the designs
changed slightly. We will be submitting for detailed planning permission for both phases
at the end of September 2015. Local residents and businesses will receive a letter
through from the planning department with details on where the information can be
found and how to support or object to the application. We will leave a copy of all the
planning information at the Abbey Co-op offices for residents to view. If you have any
queries, please do not hesitate to directly contact us.
Phase 2 (Snowman & Casterbridge) – Phase 2 will consist of a new health centre, new
community centre, new Abbey Co-op offices and the existing estate open space will be
re-landscaped. We aim to start construction of Phase 2 around summer 2016, running
until the end of 2017. We will be consulting with estate residents (including children)
next year with regards to the landscaping proposals and the location and types of play
spaces.
Phase 3 (Emminster & Hinstock) – Phase 3 will consist of 100 new homes (52 private
sale, 36 social rent and 12 shared ownership), 2 new shop units, 3 new business units
and new open space. Phase 3 demolition and construction will commence in early 2018,
once Phases 1 and 2 are completed, build time for this phase is anticipated to be around
2 and a half years, completing mid-2020.
Contact Details:
Dan Friel – Development manager 020 7974 3202 dan.friel@camden.gov.uk
Designed and printed by the estate office
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Management Committee

Staff & Contractors

Mrs Lorraine Isaac - Acting Chair

Francis Owusu-Sekyere - Estate Manager

Mr Peter Humble - Secretary

Carol O’Shea - Estate Officer

Mrs Elizabeth Henderson-Sambell - Treasurer

Cynthia Adhiambo - Housing Administrator

Mr Mike Forde - Outgoing Chair

(Part-time)

Mrs Joan Clay - Member

Maria Lutete - Resident Caretaker

Ms Robina Fallows - Member

Alex Paul Leslie - Caretaker Handyman

Mr Chenjerai Shire - Member

Samuel Odutola Ade-Estate Cleaner

Mr Malcolm Bush - Member

(Part-time)

Ms Silvia Kirk- Member

Bernadette Paul - Bookkeeper (Part-time)

Ms Clare Wincza - Member

Juliana Mak - Accountant (Consultant)

Mr Darren Roderick - Member

Stephen Jones (Myrus Smith) Auditor
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Useful numbers and information
Camden Citizens Advice Bureau

Age UK Camden

(Branches at Holborn, Kentish Town

(Advice for people over 50)

And Kilburn)

Tel: 020 7837 3777

Tel: 0844 856 3700

Email: ageukcamden.org.uk

DISC (Services for disabled people
and people living with long term
health issue)
Tel: 020 7387 1446
Discnwl.org.uk

Camden Community Law
Centre
Tel: 020 7284 6510
Cclc.org.uk

Camden Council

Camden Council

For: Rents, Pest Control,
Council Tax, Parking, Business Rates, Social Care
needs, Benefits, Waste &
Recycling, Housing Advice.

For repairs that are Council’s responsibility:

Tel: 020 7974 4444

Tel: 020 7974 1212 option 1

Heating, Hot water, Lifts, Entry Phone,
Windows (Tower blocks only), Communal TV aerial.

Tenancy Fraud (If you think a Council property has been taken over
by people who are not the legal tenants, you can report this by:
Email: pst@camden.gov.uk, Tel:020 7974 4444 or 020 7974 5848
Co-op office: 020 7624 6309 (speak with staff in confidence) or
Complete a form online at Camden.gov.uk
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End of Year Account
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