ABBEY ROAD HOUSING
CO-OPERATIVE

ANNUAL REPORT
2015-2016
Designed and printed by the estate office

Abbey Road Housing Co-operative 2015-16 Annual Report

1

Management Committee

Staff & Contractors

Mrs Lorraine Isaac - Chair

Francis Owusu-Sekyere - Estate Manager

Mr Malcolm Bush - Secretary

Carol O’Shea - Estate Officer

Mrs Elizabeth Henderson-Sambell - Treasurer

Joyce Igeze - Housing Assistant

Mr Peter Humble - Member

Alex Paul Leslie - Caretaker Handyman

Mr Chenjerai Shire - Member

Bernadette Paul - Bookkeeper (Part-time)

Ms Nicola Broadhurst - Member

Juliana Mak - Accountant (Consultant)

Ms Kerry Simpson - Member

Stephen Jones (Myrus Smith) Auditors

Ms Barbara Wilson - Member

Julius Rutherfoord—Cleaning and Grounds
maintenance Contractor.

Mr Andre Eze - Member
Ms Noorun Khan - Member
Ms Robina Fallows - Member
Ms Silvia Kirk- Member (Resigned)
Ms Clare Wincza - Member (Resigned)
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Message from our Chairman
Welcome to all the tenants, new and old, who
have joined us at the 2016 A.G.M. We have
one more year to go to celebrate the 25th Anniversary of Abbey Rd Co-op. Of course this
25th Anniversary depends upon the tenants
voting the Co-op to continue.
The past year has been rather difficult for the
Casterbridge/Snowman House tenants as well
as the Committee and staff. They have faced
disturbance, disruption, mess and dirt with all
the renovations carried out by Camden. The
bulk of the work is complete. However, the fire
resistant casing for the heating pipes on the
landings is continuing, but does not appear to
create much inconvenience to the tenants.
Camden still have plans to change the metal
fire doors leading to the stairwell
of Casterbridge and Snowman House as well
as removing the metal fire doors between the
lifts. The Committee and Manager pointed out
to Camden that they were no longer functional,
and should be removed as many tenants have
double buggies and it is extremely difficult to
navigate.
We employed a Company, Rutherfoord, to
take over the gardening and cleaning of the
estate.

Our manager, Francis will report on all the
other major issues, but I wanted to highlight
some of the issues that our tenants are
concerned about.
Thank you to all the staff of Abbey Rd Coop. They have worked very hard to enable
the co-op to function efficiently. Francis,
our manager, has put in many hours sorting
out the constant problems of the Estate.
Carol took on extra responsibilities whilst
our Manager had to return to Ghana for
personal reasons, and the committee compliment her on how she coped with everything. Our new member of staff, Joyce,
supported Carol throughout this trying
time.
Thank you to the members of the committee who have contributed their time and efforts to maintain the efficiency of the Co-op.

We sent a survey to the tenants to ask whether
they were satisfied with the cleaning, and the
response was 83% positive. The Committee
are aware that the Company faced many difficulties: the contract commenced as it coincided with the renovations carried out on the
Estate. We have seen an improvement, and
will monitor the workmanship for the next few
months, and then decide whether we should
renew the contract.
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The Regeneration on the old car park land
was halted for a short while as Camden's
new Financial Director decided to review
Regeneration plans and costs. It has now
started again, but we cannot advise any
further regarding the timetable for Phase 2
and 3, which still has to obtain Planning
permission.

Mrs Lorraine Isaac
Chair
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Governance
and Financial Viability

Value for Money

The Homes and Communities Agency (HCA)
standard for governance and financial viability
means we must provide a cost effective, efficient quality service to meet the needs of our
residents.

The Abbey Road Housing Co-operative work to
make sure the services we deliver represent value
for money. We are conscious of our value for money
obligations therefore we have revised budgets this
year to make sure services are viable and meet the
needs of the residents on the estate.

The Co-operative is governed by a Management Committee who make sure the organisation is well run and financially strong. They
make all the decisions regarding the running
of the estate. If you would like to get involved
and contribute to the way the estate is run
please join us at our monthly Committee meetings so we can work together on new ideas
and suggestions.
As a member of the Co-operative you are
asked to attend the Annual General Meeting
(AGM) on Tuesday 20th September 2016.
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 available.

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. we continue to analyse and benchmark our
costs and performance against other similar organisations. This helps us to identify areas where value
for money can be improved.
The money that is spent on providing housing services for the residents of the Co-operative comes
from the management and maintenance allowances
that we receive from 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.
Out of every pound we spend on managing and
maintaining your homes during 2015-16,
we spent:
40p on Management

Our Committee members receive training appropriate to their roles and responsibilities. All
our services, including our own financial management, are regularly audited by both Camden Council and external auditors.

36p on Repairs & Maintenance
24p on Estate Services.

Each year we provide a set of accounts that
show the financial management of the organisation. We have a new business plan which
will make your involvement exciting.
There’s more that we can do. This year we
will:
* Continue to try to recruit new committee
members.
* Continue to ensure that our services and
finances are audited to guarantee high
standards for residents.
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Our Service Offer
How we involve our residents and governance
The Abbey Road Housing Co-operatives manage 278 properties on an estate comprising of
two tower and two medium rise blocks, located
in the southernmost end of the London Borough
of Camden .
The Co-operative work closely with the local
community such as Safer Neighbourhood Police team, Abbey Community Centre and local
councillors.
The Co-operative have shared responsibilities
with Camden Council who retained some of the
management functions on the estate. Among
the Co-op’s management duties are tenancy
management and day to day repairs to the
properties. Community spirit plays a big part of
living on the estate and we help to contribute to
this through the provision of residents’ Funday.

Most residents living on the estate are shareholders of the Co-operative. At each annual general
meeting, residents vote to elect a Committee to
run the estate, and meet on a monthly basis. Currently the Committee is made up of 10 members.
We need new people to get involved, we would
like to welcome you to our meetings where you
can come and see what is involved. The meetings are held monthly on a Tuesday at 6.30pm –
for dates please contact the office. An important
part of being a Committee member is prioritising
funds, ensuring value for money and being the
voice of the community.

Abbey Road Housing Co-operative residents
want their estate to be a settled and secure
community; where people are friendly, considerate, support their neighbours and are proud of
where they live. The committee members are
involved in the running of the Co-op and contribute greatly to its success. .

Another important part of being a Committee
member is making hard decisions in this economic climate where every penny counts in relation to
services, facilities, staffing issues and value for
money.
Residents are able to get involved with the Cooperative at a variety of levels according to their
interest and the time they are able to commit.
Some of these opportunities are:
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Becoming a Committee Member



Joining one of our sub-committees which
are: Social, Repairs and Regeneration, Finance, HR and Business planning.
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Our Service Offer
How we involve our residents
We carry out resident satisfaction survey every
year as part of our involvement strategy and also
as self assessment of services being provided.
Your response to the questionnaire help us to
make changes where necessary and prioritise as
determined by residents.

your Co-op is

8% said overall service is average.
90% said your Co-op provide value for money
service.

good.

Your Priorities:
1.
2.
3.
4.
5.

Estate Office

81% of respondents have contacted the estate
office in the last 12 months.

90% found staff helpful
86% found staff were able to help
92% were satisfied with the final outcome of

Improve both block and estate cleaning
Repair and improve the park play area
Provide more food waste bins
Treat Mice infestation in some properties
Windows (Snowman and Casterbridge)

Response from Estate Manager
1. Meetings have been held with Julius Rutherfoord
cleaning contractor , they have agreed to change
their staff from 1st October 2016. This will be monitored closely for improvement failing which the contract will be revoked.

their queries.
90% said we keep you informed on relevant
matters.

96% read our newsletter.
88% said our newsletter contents are relevant.
Repairs and Maintenance Service

75% of respondents have reported repair in the
last 12 months.

75% of the works completed by our Handyman
95% were satisfied with overall quality of repairs
and maintenance

91% were satisfied with their appointments
99% said we kept the appointments.
88% were satisfied with works completion times
88% were happy with attitude of workers
84% were satisfied with keeping dirt & mess to
a minimum

93% were satisfied with cleaning up when work
completed.

90% satisfied with the standard of repair of your

Designed and printed by the estate office

25% said block cleaning is average.
62% said quality of estate cleaning is very good or

65% said dogs are not a problem on the estate
58% said racial harassment is not a problem
63% said ASB is not a problem
41% said drug dealing is not a problem

survey. Thank you for your participation.

home.

good or good

56% said graffiti is not a problem

23% of residents completed and returned the
very good or good .

61% said the quality of cleaning your block is very

21% said estate cleaning is average.
62% said Vandalism is not a problem

Our most recent survey was carried out in July
2016, the results below is what you told us:

90% said overall service from

Cleaning and Caretaking Services

2. This has been progressed to Camden as the
cost involve is above the Co-op’s limit. I have received response that they are awaiting for quote
from their contractor and will carry out necessary
repairs as soon as practicable. I will continue to
chase up.
3. Arrangements are far advanced to either change
our paladin bins to Eurobins which is bigger with lid
or to retrofit lids to the paladins to reduce vermin on
the estate. Additional waste bins cannot be accommodated on site, we have therefore ordered for additional 8 recycling bins under Camden’s recycling .
initiative to encourage residents to recycle more.
4. We have referred the infestation to Camden as
this appears to be inferior workmanship by Camden
contractors during the better homes works. I will
chase up to ensure they return to block holes left in
the kitchen.
5. Please see page 8 for update from Camden on
Casterbridge and Snowman windows .
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“Our local offer to you is to keep the estate clean and safe.”
Our Service Offer
Responsive repairs

Your Neighbourhood
& The Community

We have risen to the challenge of providing a
high quality repairs service for our residents
whilst working within budget constraints.

Our local offer to you is to keep the estate clean
and safe.

By offering an in-house handyman service has
enables our tenants to have a better repairs
service all round and repairs are completed
within shorter time frames.
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.
Repairs Performance at a glance:

2 repairs were outstanding at the end of 2015
-16 financial year but were still within target.
479 jobs were reported last year , out of this
26 were out of hours emergencies.
99% of repairs appointments were made and
kept.

97% of repairs were completed at first visit.
It took 5 days to complete non-urgent repairs
ahead of 20 days target.

100% of emergency jobs were completed
within target.
100% of urgent and routine jobs were
completed within target.
IFYOU HAVE AN EMERGENCY REPAIR
PLEASE CALL OUR OUT OF HOURS NUMBER ON

07850 774 294

Our contractor Julius Rutherfoord provides
grounds maintenance and cleaning services for
our estate. We work hard to make sure the estate is well maintained, free from litter and flytipping. We acknowledge there has been challenges recently in providing cleaning services
due to ongoing building works. We are working
closely with the contractor to address any concerns.
The park on the estate is well maintained to
make sure it is safe and clean for the children.
Please contact the estate office if you have any
concern regarding maintenance of the park.
Abbey Road Housing Co-operative work with
residents to make sure the open spaces, park
and planted areas are better used e.g. managing the environment, car parking, traffic management and play areas. We will continue to
work with you to improve the overall appearance and facilities on the estate and maintain
the open and shared spaces.
We provide a special caretaking and monitoring service to our vulnerable residents on daily basis and
do regular estate walks, tenancy visits and block inspections.

We listen to residents concerns and have recently engaged the services of UK Parking Solutions (UKPS) to manage our estate car park.
This has rooted out about 90% of illegal parking on the estate , we will continue to work
closely with UKPS to ensure ongoing better
parking management.
We are seeking to establish a parent group to
advice the management committee on appropriate facilities needed for the children on our estate. Please contact the estate office if you can
spare some time to join your fellow parents to
make decisions for our children.
We are always looking for new ideas and initiatives for the children, please contact the office if
you have any suggestions we could consider.
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Our Service Offer
Customer care

Our Service Offer
How we manage tenancies
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
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. We can also liaise with Camden
rents support team to resolve your queries.

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.

Anti-social behaviour (ASB): We

Whenever you contact us we will:

continue to work in partnership with Kilburn
Ward Safer Neighbourhood and Camden Environmental Protection teams to combat AntiSocial Behaviour and crime. We have recently
progressed one case to Court and will always
seek to demote tenancies or evict tenants who
indulge in anti-social behaviour. We encourage
residents to report ASB to the estate office or
the Police if you believe it involves criminal offense.

*Greet and listen to you and treat you with respect, open mindedness, courtesy and understanding.

Rent advice : Although rents collection and

*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.

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.
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Regeneration update
Phase 1 on completion

Phase 1
Work is continuing on phase 1 of the project
and good progress has been made with foundation piling and ground work. Most of the
work being undertaken isn’t visible at this
stage – the foundation piles extend more than
20m underground. However in the early new
year you will see the structural frame going
up above ground and the progress will be
much more visible.

A section of footpath and road outside the site
on Belsize Road will be closed off in the coming
ng weeks – we expect this later in October.
This means it will be necessary to close a
number of parking spaces to allow traffic to continue to flow in both directions and you will have seen
notices up informing residents of this. We will also be putting in a new pedestrian crossing further along
Belsize Road to ensure pedestrians have safe access across the road. The sections which is being
closed will allow deliveries to the site without blocking up the road.
The works to the phase 1 site are expected to be completed in October/November 2018.
Residents are being kept up to date with progress by the contractor, Wates through letters, posters and
details provided on the site noticeboard. It would be useful to hear from residents if you feel that the
communication from Wates and Camden is adequate and if there are ways you think this could be improved. If you do have any questions or feedback you can contact us at any time. Contact details are
given below

Phase 2 & 3
Phases 2 & 3 of the project have an outline Planning consent and following formal consultation earlier in
the year we expect the detailed planning submission to be considered by Development Control on the
20th October. Anyone who has written in with representations will be notified in advance of the meeting.

Camden contacts
We currently have a few changes to Camden staff dealing with the project: Dan Friel (Development
Manager) and Clementina Ugah (Consultation Officer) are temporarily away and will be returning shortly. Tony Jones is now looking after the construction aspects of the project for Camden and will continue
on the project to completion. Burak Cetindag will cover Clementina’s work on consultation and resident
liaison If you have any queries on any aspect of the project you can contact the staff below. We will
send an newsletter update in October.

Camden Staff Contacts:
Tony Jones

Senior Development Manager

tony.jones@camden.gov.uk 020 7974 2963

Burak Cetindag Consultation and Engagement Officer brak.cetindag@camden.gov.uk
020 7974 3690
Andrew McDermott Regeneration Team Leader

andrew.mcdermott@camden.gov.uk

020 7974 2836
Wates Staff Contacts: Dean Grimes Construction Manager

dean.grimes@wates.co.uk

Snowman & Casterbridge windows update: Please be advised that the Council is reviewing the outturn and liabilities in respect of the window replacement contract and is required to undertake inspections to reach a conclusion on the matter. Inspections have been arranged 29th and 30th
September and it is hoped that this will be the final round of inspections before a resolution is achieved.
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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

Camden Community Law

DISC (Services for disabled people
and people living with long term
health issue)

Centre
Tel: 020 7284 6510

Tel: 020 7387 1446

Cclc.org.uk

Discnwl.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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