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A t the start of this year we could not have anticipated 
the changes that were likely to happen following the 
General Election in May 2015. There were aspects of 

the Manifesto that we thought would happen but there were 
a few surprises too…

The Chancellors announcement in July 15 announcing 
a 1% rent decrease, affecting some of our tenants, had 
the sector wondering what they had missed. We at 
WFHA certainly were! However, it appeared that 
this was something that hadn’t been anticipated 
and so we were not alone. There were other 
changes announced as part of a new Housing and 
Planning Bill and as the year progressed we were 
becoming a bit clearer as to how they may affect us. In 
October 15 all Registered Providers were asked to consider 
signing up to a Voluntary Right to Buy extension rather than 
it become part of the Bill. This was accepted by the sector and 
the National Housing Federation started to have discussions 
with Government as to how this could be implemented. This 
resulted in five Housing Associations across the country 
piloting the scheme. The outcomes should be announced in 
the autumn. Other changes that may affect WFHA included 
High Income Social Tenants, known as Pay to Stay and aspects 
relating to deregulation and consents. With the Bill not 
receiving Royal Assent until May 16, there is more work to do 
in the coming year.

With the introduction of the Code of Governance and 
consultation on a revised Regulatory Framework, WFHA 

embarked on a full Governance Review that would not only 
consider our present position and what was needed to achieve 
the Code, but also to look at our Tenant Involvement Strategy 
and in particular, the role of the Focus Group. The review 
resulted in the introduction of our Scrutiny Panel, formed in 

March 16. We look forward to working with them and 
also a Consultative Pool of tenants who expressed 

an interest in becoming involved in other aspects 
of our work, following our recent Tenant Survey. 
Our appetite to develop both services and assets 
continued during the year, but with the 1% rent 

reduction we had to review our options. During the 
year we have considered a number of opportunities 

all of which are being followed through. One of the 
successes that we have had is the new partnership with 
Outlook Care and London Borough of Waltham Forest (see 
page 4). 

We have had a full year, investing in our properties 
including new contracts for gas 
servicing and safety, and Health 
and Safety; a full decent homes 
programme; replacement roofs and 
an energy efficiency programme. We 
also carried out cyclical decorations 
to two of our Sheltered Schemes that 
incorporated a dementia friendly 
specification. This has now been 

Housing and Planning Bill; a Governance 
Review and plenty more to keep us busy!

Energy Centre, 31 Church Hill, Walthamstow, London E17 3RU 
Telephone: 020 8524 6987 Fax: 020 8524 9935 Email: info@wfha.org.uk Web: www.wfha.org.uk

1%
RENTS
SOME

DOWN

Reflections Newsletter  |  April 2016

6

News

Introducing your new 
Scrutiny Panel
Following a competitive round of interviews in 
February, WFHA are very pleased to inform you that 
we have appointed 6 successful candidates.  
We have appointed a diverse group with members 
from different schemes 

The members are:
Richard Stiffell Kevan Court
Theresa McKenzie Kevan Court
Stephen Dudmish Wingrove House
Jackie Ginger Electric House
Arthur Bernard Briscoe Close
Quam Jaji Garenne Court

The panel will meet approximately 4 times a year 
working with WFHA and the board to improve the 
services delivered to tenants. It will be facilitated by 
Jenny Crook, who facilitated the Tenant Focus Group 
for many years.
Following the recent satisfaction survey carried out 
the panel will be analysing the results of this in order 
to obtain a clear understanding of what matters to 
our tenants. Further information on the results will be 
provided to you in the next newsletter.
WFHA will keep you updated on the work that the 
panel do in regular articles in the newsletters.
We were delighted at the amount of interest tenants 
showed in becoming involved with our organisation as 
it is really important to us to hear your views.

O  Congratulations O  

To Mr & Mrs Ebrahimji, they are the latest 
Winners of our 

 £100 Prize Draw! 
The draw is made every 3 months  

and for your chance to win £100 all you 
have to do is start paying your rent by 

Direct Debit and have had your  
account in credit for the last 3 months by 

at least 1 week.

Speaking up for carers across 
the Nation 

If you provide unpaid care for a relative, 
partner, friend or neighbour who cannot 
manage without your support due to 
their frailty, disability or addiction you 
are a carer and Waltham Forest Carers 
Association is here to help. We have 
Advice Officers, a varied programme of 
social events and regular newsletters. 

We will be hosting informal drop-ins 
during Carers Week and so if you are a 
carer or know somebody who is, we’d 
love to meet you. Full details will be 
available in late May. Look out for the 
leaflets and posters.

w: www.walthamforestcarers.com 
t: 020 8556 0857 
e: info@walthamforestcarers.com 

Carers Week
12-16 June 2016

The Scrutiny Group and Jo Joannou (Housing Services 
Manager) and Jenny Crook (Independadnt facilitator).

Continued over on page 2 Æ

WFHA staff are always ready to give you a helping hand.

Linda Milton, Chief Executive
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Following a staff restructure 
in 2014 Jo Joannou joined 
WFHA in April 2015. Jo is 
responsible for the Housing 
Management Team and the 
whole Housing Management 
function.

The four headlines below 
have been the main priority 
for Jo this past year. As a new 
member of the organisation 
Jo has made some changes 
in the way we deliver our 
services in particular around 
Void Management and 
Income Collection. Jo has 
also been involved in setting 
up the new Scrutiny Panel.

Tenant satisfaction survey

We carried out a satisfaction survey towards the end 
of 2015 for all tenants. The results of this will feed 
back into the Tenants Charter along with a review 

of the Tenants Handbook. The results of the survey and the 
recommendations reported to the Board will form a plan of 
action. Following on from this a Tenant Involvement Strategy 
will be produced. 

WFHA would like to thank all tenants who took part in the 
survey.

Tenant Involvement

The review of Tenant Involvement and governance led to 
a decision to phase out the long-serving Focus Group 
and introduce a Scrutiny Panel. November saw the last 

Focus Group meeting and WFHA would like to thank members 
for their time and input over many years. 

The new Panel will meet four times a year with a mixture 

 Tenants & 
Scrutiny Panel

of daytime and evening 
meetings. Below outlines the 
objectives:

Objectives of the Panel

Below outlines the objectives:
●	� To promote accountability 

of Waltham Forest HA to 
its tenants

●	� To provide a route for 
communication between 
tenants and Waltham 
Forest HA

●	� To monitor services and 
performance including key 
performance indicators

●	� To ensure Waltham Forest 
HA is a well-run landlord

●	� To promote good service 
delivery and procurement

●	� To ensure transparency of 
Waltham Forest HA
Following a competitive 

round of interviews in 
February, WFHA are very 
pleased to have appointed 
six successful candidates. 
We have appointed a diverse 
group with members from 
different schemes. From our 
tenants’ survey we have also 
compiled an extensive list 
of tenants who wish to be 
involved in WFHA, but prefer 
not to be on the formal panel.

extended to our empty property specification. We are pleased 
that the work that we are doing goes towards Waltham Forest 
becoming a Dementia Friendly Community.

There is plenty for us all to do in the coming year but sadly 
it will not include our Chair Ben Furr. Ben has been with the 
Association for nearly nine years and will be leaving us at our 
AGM in September. Ben was Vice Chair for a short time before 
taking on the role of Chair in 2011. During this time, Ben has 

seen many changes from Board and Staff to activities and 
services within the organisation… You can read more of Ben’s 
story on page 9.

So as we look forward to a new year with many new 
challenges facing us externally we will do so with the legacy 
that Ben has left us and look forward to working with a new 
Chair in years to come.

The Scrutiny Panel and Jo Joannou (Housing Services Manager) and Jenny 
Crook (Independent facilitator).

Housing Services Manager

Jo Joannou has worked in 
Housing Management for over 
20 years and joined WFHA in 
April 2015. Jo is responsible 
for all aspects of housing and 
tenancy management and 
enjoys the challenges that this 
area brings. Jo is also the lead 
on Tenant Involvement which 
is something new to her and 
she is really enjoying it. Having 
worked in large organisations 
Jo was pleased to join WFHA 
as there is a more personable 
ethos with tenants.

Our history   Chingford Lions Housing Association was 
set up in 1963, and provided mainly shared 
housing for people later in life in Chingford.

1963 1971Waltham Forest Housing Association was 
set up to provide accommodation for 
families and single people.

1970

The results of our tenants satisfaction 
survey at the end of 2015 will be 
used to form the Tenants Charter 
and Handbook.

“ “

Å Continued from page 1 
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Cyclical maintenance 
is any major works 
carried out periodically, 

for example, communal 
paintwork every 5 to 7 years.

Planned maintenance involves 
replacing certain elements 
of the property which have 
reached the end of their 
economic life, for example, 
the replacement of kitchens, 
bathroom, windows and 
doors. This type of work is 
closely linked to our inspection 
programme, which allows us 
to more accurately predict 
when such maintenance will 
be required.

This year we carried out 
extensive communal area 
decorating to some of our 
schemes, we also replaced 
roofs, windows, kitchens and 
bathrooms to a number of 
properties. Properties were 
prioritised by the age of the 
existing components 

Investing in 
Homes  As well as our day to day 
repairs, which most of you will have experienced, we also carry 
out other maintenance works on a pre-programmed basis

– we’ve started with our oldest 
properties first.

While carrying out these works 
we made sure our specification 
incorporated, where possible, 

designs to make 
schemes and homes 
dementia friendly. For 
our cyclical decorating 
works, for example, 
we painted each floor 
with a different colour 
to help with contrast 
and wayfinding, which 
enables people to move 
about more confidently, 
helping to reduce 
confusion and agitation.  

We worked with 
several trusted 
contractors including 
K&M McLoughlin 
Decorating Ltd and 
Amber Construction 
Ltd to make sure these 
works were completed 
to a high standard. We 
also procured works 

through a competitive tendering 
process to ensure we received 
the best value possible whilst 
also achieving the best quality 
possible.

Linda’s message to the whole of London. Electric House, home to WFHA.



Void Management

During the year we introduced a streamlined process for 
our empty properties (voids) between the staff team 
and contractors to limit void periods; maximise income 

and meet housing need. We developed an all in-compassing 
void standard and built good relations with our partners and 
contractors.

To achieve this, where it is possible, the Housing 
Management Team will up-hold the four week 
notice period at termination of tenancy. During 
this time they will liaise with the borough for a 
suitable nomination or make an allocation from 
WFHA’s waiting list. This will ensure that when 
the property is ready for letting we are tenant 
ready, with the aim to reduce the time a property is 
empty.

100% accompanied viewings will be carried out with 
prospective tenants followed by a detailed sign up process 
outlining the terms of their tenancy agreement. 

This year saw a vast improvement in the void turn around 
time with an outcome of 13.4 days against a target of 28 days.

Angela Cook, Housing Officer gives a helping hand to our temporary staff 
member Davina Whittle.

Hollie Nicette, Customer Services 
Officer.

The WFHA team.

Income Collection 

Housing Management Services has taken a more 
structured approach in this area. We bought lower level 
arrears cases back under the control of the Housing 

Services Manager (from the Finance team), where it can be 
managed and monitored more closely. The drive behind this 
decision was to focus and respond to the changes bought 

about by Welfare Reform. This year did see an increase 
in the higher level rent arrears and although this is 

disappointing, on analysis these cases have had the 
appropriate actions taken. This involves closer and 
tighter monitoring to ensure tenants are honouring 
their payment plan and are engaging with the 

Housing Management Team to clear their debt. This 
area will be under constant review, along with a review 

of the current procedures. There has been a decrease in the 
cases of lower level debt and we plan for this to continue.

Anti-Social Behaviour (ASB) 

Following the Crime and Policing Act 2014, the Housing 
Management team recognised that some changes were 
needed in the policy. This was completed in line with 

the London Borough of Waltham Forest ASB Charter, to which 
WFHA are a signatory.

Libro Court under 
construction.

Wingrove nearing 
completion.

19741971 Time capsule  
buried beneath 
Kevan Court.

1980

@WalthamForestHA

FOLLOW US
ON TWITTER:

Angela 
Cook

Hollie 
Nicette
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Satisfaction with repairs

100%100%

100%100%6.3%6.3%

6.9%6.9%

% of satisfaction
slips returned

% of those returned
who were satisfied

2014/15

2015/16

Gas Safety

January 2

February

3

March
April May June

7

July
August September October 11

November

12

December

We started the 
second and 
third phase of 
the flat roof 

replacement 
at Libro Court. 

We specified Bauder total roof 
system with improvement 
insulation adding to the 
energy performance of the 
total building which also helps 
to reduce energy costs and 
condensation related damp 
problems.

We entered 
into a new three-year gas safety contract with 
Purdy Contracts Ltd. This service provides 
annual gas safety tests and repairs and new 

boiler installations. Purdy are also gathering 
information on the condition of all our boilers 

so we can move towards a planned boiler replacement 
programme.

Saw us start the first year of our Decent Homes 
programme. This consisted of replacement 
kitchens, bathrooms, windows and roofs to 
several properties. The benefit for tenants 

included more modern kitchens, more efficient 
bathrooms with showering facilities and better 

insulation and warmth with high energy double glazing and 
new roofs. 

We introduced many communal improvements 
in the last quarter of the year including a new 
laundry room at our sheltered scheme, Kevan 
Court. Previously tenants had to share the 

laundry at Electric House. We also erected new 
fencing at Heathcote, The Ridgeway and The 

Drive improving the appearance and security of the schemes.

During the year we completed 1,531 reactive repairs with 
96.08% of these being completed within the target timescale. 
We also achieved our targets for completing 100% of statutory 
inspections including gas safety and fire risk assessments. 

2015/16 saw us ready to 
implement the objectives 
from our Asset Management 
Strategy, approved by the 
Board the previous year.

Together with K&M Decorating Ltd and Dulux 
we started to decorate the communal areas of 
some large and small schemes to dementia 
friendly standards. The first step was to give 

our contractors awareness about Dementia 
through training delivered by The Alzheimer’s 

Society. Tenants were consulted on colour schemes and floor 
coverings. This standard will be rolled out to all our schemes 
over the next few years. 

Saw us start our first fuel poverty prevention 
project at Libro Court – this was a combined 
heating, insulation and ventilation 
improvement package designed to heat and 

ventilate properties more efficiently making 
them healthier places to live and cheaper for 

tenants to run. Energy workshops will be held at Libro Court to 
help tenants manage ever rising energy bills.

In June we introduced our new void standard. 
This outlines the standard to which we will 
bring our homes up to when they become 
empty so our new tenants move into a warm, 

clean and comfortable home. Our Tenant Focus 
Group worked with us to develop this standard. 

 Asset 
management

Electric House communal decorations.

Mairead Mooney,  
Asset Services Manager

Mairead has worked in asset 
management in housing for 
over 16 years and has been at 
WFHA for just under 2 years. 
Mairead enjoys the challenges 
that come from working on 
different types of buildings 
including listed, high rise 
and dispersed. Mairead is 
responsible for managing the 
contractors who deliver the 
maintenance service on behalf 
of WFHA. 

What we did well!
During improvement works on some of our large and small 
schemes aimed at being dementia friendly we had the following 
feedback:
“Very good”
“The contractors did an excellent job!”
“Nice choice of contrast colour” 
“Painter very good and helpful”
“Good job”
“Everything brilliant”
“Always willing to listen with good advice”
“So far everything”
“Being kept informed”
“Everything!” 
“Making the walls light green, very good, all the staff working on 
decorations so very pleasant”

January 2

February

3

March
April May June

7

July
August September October 11

November

12

December

January 2

February

3

March
April May June

7

July
August September October 11

November

12

December

January 2

February

3

March
April May June

7

July
August September October 11

November

12

December

January 2

February

3

March
April May June

7

July
August September October 11

November

12

December

Electric House is finished 
and opened to tenants.

1988
Acorn House completed and open 
for tenants.

1994 1995
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Elena 
Charalambous

100%100%

100%100%

No of units

% of units with a gas supply that has a current gas safety 
certificate

% certified

2014/15

2015/16

164164

164164



Libro Court had extensive improvement and repair works carried out.

Tenant led gardening improvements give social value to our tenants.

Omnibus Way developed.1995 Witness Protocol developed 
in partnership with LBWF and 
Metropolitan Police.

1997

   Have your say…
“Thanking Angela for great partnership working with the Police 
regarding issues at Garenne Court.”

“The Sheltered Officers provide us with such great activities , 
they bring us together and we have a great afternoon at the 
Sunshine Club.”

“Thanking Elena for all of her help in sorting out their repair…”

“…she was very grateful for the support that WFHA have provided to 
Mrs X and her family and she said it gave her comfort knowing that 
she was being cared for. She was also pleased that Mrs X got her wish 
to stay at Peach Court until the end.”

“Thank you to one of our contractors for attending so quickly to 
fix his shower. They did the job very well.”

 

“

“

£511,263

£330,733

Maintenance spending 2014-15

Planned works programme
Responsive maintenance

30p

7p

£608,280

£444,443

Maintenance spending 2015-16

30p

7p

Planned works programme
Responsive maintenance

Development

With the Board confirming their appetite to develop at 
their last awayday we were delighted that there were 
a number of development opportunities that arose 

during the year. These were both service delivery and new 
scheme opportunities.

We were invited to work in partnership with the London 
Borough of Waltham Forest and Outlook Care to provide 

Before and after new kitchens were fitted as part of our Decent Homes 
Programme.

Housing Management to a new Department of Health funded 
scheme for six adults with Learning Disabilities. The scheme 
was completed in the autumn and the first tenants moved in 
during March 16. We anticipate that the remaining four flats 
will be occupied in the coming months.

The opportunities to build new schemes were varied and 
although there are no ‘definites’ at present, we are still in 
discussions with various parties and hope that we will be 
laying some concrete foundations in the coming year.

WFHA manage a new scheme at 
Hainault Road.
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WFHA Support Services 
continue to deliver a floating 
support, needs based 
service to WFHA’s Sheltered 
tenants. We have continued 
to support 205 tenants 
throughout the year: 161 are 
WFHA tenants; 16 are tenants 
of L&Q at Millennium House 
and 28 residents of Lewis 
House and Peach Court who 
are Southern Housing Group 
tenants. 

The Support Services 
Manager throughout the 
year provides housing 
management to WFHA’s 
Learning Disability schemes 
in partnership with various 
support providers. 

Accreditations and funding 

WFHA’s Supporting People accreditation and funding 
continued throughout 2015 with an end date due 
in September 2016. However, we have now been 

advised that the contract will be extended to the end of March 
2017, with further information expected later in the year.

WFHA achieved a three star 
accreditation with the Centre for Housing 
with Support’s Code of Practice Service 
Excellence Standards, which is the highest 
rating for our Support Services. Staff and 
tenants worked extremely hard to achieve 
this.

WFHA were audited by L&Q, as per 
their managing agent agreement 
for Millennium House and we 
maintained our excellent results. 

WFHA maintained the CiH 
Equality Charter.

 
Support services

Health and Well-being events and 
activities 

Over the last four years we have continually worked 
in partnerships with ‘recycled teenagers’ which is a 
project for older people, providing various activities 

for the community and our tenants. We have continued our 
partnership with Age UK Waltham Forest delivering exercise 
and tai chi classes at two 
of our sheltered schemes, 
to tenants and other older 
people in the community.

WFHA hosted their annual 
Spring Online Silver Surfers 
day, which was a great 
success providing tenant’s 
advice and guidance on 
becoming digitally included. 

WFHA’s annual fête was 
once again a huge success, 
with over 100 tenants in 
attendance and colleagues 
who work and live in the local 
community. With a larger 

Outcomes and achievements for the Service

Tenant summer fête, prize winner, 
Kevin.

Electric House 
community challenge 
garden makeover.

2006Central Government Supporting 
People funding was launched.

2003 2007

Tina, Ruth, 
Jane and 
Sally, Sheltered 
Housing Officers.

Support Plans 
WFHA Support Plans are 
reviewed with tenants at least 
every six months; the aim of a 
Support Plan is that together 
we can ensure that tenants are 
receiving support that is relevant 
to their individual needs.

What have we achieved? 
✓	� Delivered 338 personalised 

support plans 
✓	� Delivered 338 risk and 

needs assessments 

Economic well-being 
Supporting tenants to maximise 
their income, reduce rent arrears 
and overcome fuel poverty 

What have we achieved? 
✓	� Supported 14 tenants to 

receive funding or grants 
from utility companies 

✓	� Assisted 68 tenants to 
maximise their income and 
reduce debt 

✓	� Supported 27 tenants to 
reduce rent arrears

Enjoy and Achieving 
Enabling tenants to keep 
healthy, reduce isolation and 
improving well-being.

WFHA have hosted over the last 
year, many successful events 
which have brought not only fun 
and laughter to the tenants but 
a sense of improved health and 
well-being. 

We have facilitated
✓	 Annual Digital Inclusion Day 
✓	� Monthly Sunshine Club 

activities 
✓	 Annual Tenant Summer fête 
✓	� Weekly tai chi and exercise 

classes 
✓	 Summer day trip 
✓	 Seasonal party 

What have we achieved? 
✓	 �57 Tenants were able to 

access and participate in 
cultural and leisure activities 
through support from WFHA 

✓	 �27 Tenants re-established 
contact with family and 
friends 

Being healthy 
Being healthy is not only about 
a tenant’s physical and mental 
health, it is about tenants being 
able to manage in their own 
homes and remain independent. 

What have we achieved?
✓	 �57 Occupational therapy 

referrals have been made 
✓	 �11 Occupational 

assessments have been 
completed by WFHA trusted 
assessors

✓	� Supported 132 tenant to 
manage their physical health 

✓	� Supported 35 tenants to 
better manage their Mental 
Health needs 

✓	� Supported 32 tenants to 
better manage and control 
their substance misuse

✓	� Encouraged and supported 
27 tenants to attend 
activities to reduce isolation 
and improve their health 
outcomes 

✓	 �84 tenants were referred 
to external services, which 
enhanced their well-being 
and assisted in allowing 
them to remain independent 

Stay Safe 
Staying safe is not just about 
physical safety it is about 
supporting tenants to live a life 
free from any form of harm, this 
could be emotionally, financially 
or within their own homes 

How have we achieved this ? 
✓	� We have raised 8 

Safeguarding alerts to ensure 
tenants who have been 
subject to some form of 
abuse have been kept safe 

✓	 �2 staff have been trained 
as trusted assessors in 
occupational health

✓	� We have supported 12 
tenants to move onto higher 
supported accommodation 
due to their changing needs 

Making a positive contribution 
We have been involved in our 
local community in varied 
ways, not only with the tenants, 
but also through partnership 
working and staff taking part in 
community events. 

How have we achieved this? 
✓	� Our communal spaces have 

been used 106 times for 
events 

✓	� Partnership work throughout 
the year with the “Recycled 
Teenagers project” 

✓	� Age UK have delivered 
weekly exercise classes in 
two of WFHA schemes 

✓	� Two staff have volunteered 
with Healthwatch at 5 
events 

✓	� One staff member has taken 
part in 3 “enter and view” 
sessions with Healthwatch 
Waltham Forest for the 
borough phlebotomy 
services.

✓	� One staff member has 
delivered 2 sessions at major 
conferences on dementia 
and safeguarding 

✓	� Staff Volunteering at Leyton 
Orient with the Alzheimer’s 
society 

✓	� WFHA Hosted the Waltham 
Forest carers event 
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Our Support Services have 
continued to provide support 
where it is needed and 
contInues to improve its  
accreditation standards. 

“ “

number of children attending, we provided entertainment 
including a Punch and Judy show, candy floss, ice cream, 
karaoke, as well as many other stalls to entertain everyone. 
We raised £485.00 for WFHA’s Sunshine Club (our dementia 
awareness group). 

Partnerships 

We continue to work with external support providers 
Outward Housing, Outlook Care and Family Mosaic, 
who provide support services at our various learning 

disability schemes. In February 2016, one of the Learning 
Disability schemes that WFHA provide Housing Management 
functions for, closed down with the existing tenants moving to 
suitable alternative accommodation. The 3 units were owned 
by LBWF and supported by Family Mosaic and was linked 
with one of WFHA’s own Learning disability schemes, (Manor 
Road). Due to the fact that Family Mosaic had given notice to 
terminate their support contract, the support services were 
tendered by the Local Authority and the contract has now 
been awarded to one of our current providers Outlook Care, 
extending our partnership relationship with them.

We continue to meet with all partners regularly to ensure 
that the service is of a high standard and that we fulfil all our 
landlord duties. Our partnerships with London and Quadrant 
and Southern Housing Group continues to work well.

Erosh 

The Chief Executive after 20 years of service as an erosh 
trustee stepped down and was thanked in a ceremony 
for her contribution to the charity. The Support Services 

Manager was elected as a Trustee to provide continuity for 
WFHA and other small providers, nationally. The Support 
Services Manager contributed to the production of a Sensitive 
Contractors Guide which has now been published. 

Dementia

During 2015/16 WFHA continued its work locally to 
increase the awareness of people living with Dementia, 
with the aspiration to become a dementia-friendly 

organisation, as we continue to progress our Dementia Action 
Plan, which is regularly reviewed. 

With all of our staff and Board now trained as Dementia 
Friends, we felt that it was important for our main contractors 
and those involved in our Dementia Friendly Works 
programme to be trained, which has now been achieved. The 
works in communal areas of two of our sheltered schemes to 
dementia friendly standards are part of a wider aim for our 
borough to become a dementia friendly community. 

Throughout 2015/16, WFHA’s Sunshine Group delivered 
specific events and activities, on a monthly basis.  

Activities included:
●	� WW1 VE celebrations 
●	 �Reminiscence – looking at 

old equipment and items 
to stimulate memories and 
conversation 

●	� Arts and Crafts 
●	� Quizzes
●	� Raffle
●	� Reminiscence dance class 
●	� Exercise class
●	� Black History reminiscence
●	� Festive celebrations 
●	� Music sessions.

The club was also short-listed for the erosh Innovation and 
Good Practice awards.

Our Chief Executive continues to chair the local Dementia 
Action Alliance for Waltham Forest (DAA) and the group’s 
membership continues to grow. We are delighted that we 
have also contributed towards London Borough of Waltham 
Forests’ successful registration for the recognition process for 
a Dementia Friendly Community. Housing and Arts and Leisure 
were the two topics that were chosen to start the process. To 
engage other housing providers in providing Dementia Friendly 
Schemes economically, our Chief Executive worked with 
Alzheimer’s Society to host a workshop for all local housing 
providers evidencing how this could be achieved.

Both the Chief Executive and the Support Services Manager 
have delivered presentations at major conferences during 
the year, highlighting our work. Our Chief Executive was also 
invited to join the Housing and Dementia Working Group.

Silver Surfers Day fun… “getting 
digitally included.”

All the fun of the fête…

Volunteering to promote Dementia 
at Leyton Orient.

Sunshine club arts and crafts 
session.

The official opening of 
The Drive.

WFHA achieved the first 
accreditation with the Centre 
for Housing with Support for its 
support services.

WFHA and L&Q entered into a 
managing agent agreement for housing 
management at Millennium House.

2007 2007/8 2008

Become a 
Dementia Friend 

Learn more about what it is 
like to live with dementia  

and turn that understanding 
into action.

To find out more, visit
www.dementiafriends.org.uk

A national consortium for older people’s housing and support. We 
champion the need for good quality older people’s housing and support 

and lobby nationally on key issues. To find out more visit our website.

www.erosh.co.uk
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Cheryl Whittle, Support 
Services Manager

Cheryl has worked in 
supported living for over 20 
years and for WFHA since 
2009, leading a team of four 
Sheltered Housing Officers 
for our accommodation 
based sheltered services. 
She also provides a housing 
management function to all 
WFHA’s Learning Disability 
Schemes. Cheryl has recently 
achieved a degree in Housing 
with Support with the CHS. 



Following the intensive staff recruitment programme 
last year, our Asset and Housing Service Managers 
took up their permanent posts in April 15 and with the 

appointment of Elena Charalambous, following the departure of 
Lianne Murphy, we had a full compliment of permanent staff. 
However, our long term Finance Officer left the Association in 
March 16 and so we will be recruiting to her post permanently 
in the coming year, but Faisal Mayet will be covering in the 
interim. We would like to thank Davina Whittle for her continued 
support and working with us on interim basis during the year.

WFHA continues to maintain its commitment to staff 
training. There are a number of annual training requirements 
and are incorporated in our Value for Money strategy by 
offering some of the training to external partners too. This 
included training on:
●	 Various aspects of new legislation
●	 Lowering language barriers
●	 Deaf awareness
●	 Data protection 
●	 Various IT and software
●	 Display screen equipment. 

We have also contributed to a number of NHF workshops 
relating to the future of Supported and Sheltered Housing 
Funding. Staff also attended conferences on Small Providers; 
Development and Finance.

We were also delighted that Cheryl Whittle achieved her 
degree and graduated in November at Cornwall College.

Training was also important for our Board Member to keep 
them up to date and to ensure that our Members had the full 
range of knowledge required for the work of the Association. 
We will be implementing a full years training plan for 2016/17 

Staff & board

WFHA achieved 10 A’s and 3 B’s in the 
Supporting People, quality assessment 
framework inspection.

2009 WFHA were successful in tendering for 
the support services for Lewis House 
and Peach Court.

2010 WFHA achieved re-accreditation with 
the Centre for Housing and Support for 
its support services.

2010/11 2011

	 ●	 Roman remains found scattered around the borough, prove it was a 
	� significant area of Roman occupation. Finds in the Leyton area suggest a Roman 

settlement and indicate a Roman road probably ran north from London along 
Leytonstone High Road.

●	� Leyton Orient is presently the only professional football club in the borough. 
Neighbours Leyton FC was the first to be founded in 1868, and was the second 
oldest club in Greater London, after Cray Wanderers, until January 2011 when it 
disbanded.

●	� The Bremer, Britain’s first four-wheeled car powered by an internal combustion 
engine, was built by plumber Frederick Bremer in his small workshop in Connaught 
Road, Walthamstow, in the 1890s. An example can be seen today at Vestry House 
Museum. There is now a local school named after him.

●	�� The flight of the first all-British-built aircraft flown by 
a British pilot was on Walthamstow Marshes in 1909. 
Edwin Alliot Verdon Roe built a tri-plane underneath 
the railway arches on Walthamstow Marshes which 
he flew himself.
●	� Two-ply toilet tissue was invented at a paper 

mill just off Blackhorse Lane in Walthamstow in 
1942. The name Andrex originated from the street 
name where the mill was located: St Andrew’s 
Road. 

●	� The London Motor Omnibus Company was the first purely motor bus concern 
and was established in 1905 in Hookers Lane, Walthamstow, and were the main 
builders of London buses until 1979. 

●	� The designer of the Concorde was born in Highams Park. Sir George Edwards 
studied at Walthamstow Technical Institute Engineering and Trade School.

●	� Sir Jonathan Ive, the designer of the iPod, grew up in Chingford and attended 
Chingford Foundation School. He is now Senior Vice President of Design at Apple. 
He was knighted in 2012. 

●	� In 1808 the British Copper Company 
(BCC) purchased the “Oyl Mill” on 
the River Lea and began to produce 
copper Walthamstow pennies and 

	� half-pennies. The copper was 
smelted in Landore near Swansea, 
rolled into thin sheets and sent 
to the BCC “Coppermill” to be 
stamped into coins. The building 
can still be found at the end of 
Coppermill Lane.

●	� Stuart Freeborn, born in 
Leytonstone in 1914, created the make-up for all the 
characters in the Star Wars Trilogy, including Chewbacca and Yoda.

as identified in our analysis 
and appraisals of Members, 
that took place this year. 

We were sad to lose three 
of our Board Members 
during the year. Jackie Ginger 
decided to leave to join the 
Scrutiny Panel in January 16; 
Alice Bradley moved home 
in December 15 and David 
Joyce left us in February 16. 
We would like to thank them 
all for their time with WFHA 
and also we look forward to 
continuing to work with Jackie 
in her new role.

The staff at WFHA.

Interesting facts you may not 
know about Waltham Forest
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Hayley Mulhall, Director of 
Housing & Support

Hayley has worked in Housing 
for more than 30 years, and 
for WFHA for the last 20 of 
them. She is in charge of all 
the frontline services at WFHA 
and oversees both Housing 
and Asset Management, and 
the Supported and Sheltered 
Services. Customer Service 
has always been top of her 
agenda and she has tried 
to instil this in all her staff 
providing services to WFHA 
tenants.

Sta� salary

2015 colours

<£20k

>£40k

£30-40k £25-30k

£20-25k
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GOVERNANCE REVIEW

A major review of Governance took place taking into 
consideration the Regulatory Reforms and the 
compliance with the Code of Governance. The objectives 

for the project were:
1.	� To support the check of the NHF Code of Governance and 

ensure that Waltham Forest HA are fully compliant.
2.	� To prepare, implement and report on a Board Appraisal 

process.
3.	� To review the current arrangements for the Tenant Focus 

Group, compliance with regulatory requirements on tenant 
scrutiny, co-regulation and consumer standards.

4.	� To review the arrangements between the Board and Tenant 
Focus Group, including the nomination route to the Board 
and the relationship more widely of the Board and the 
Group.

5.	 To carry out a full Compliance Check.
With the assistance of Phil Morgan, a specialist consultant, 

we worked through the recommendations from the Governance 
Review covering the current Regulatory Framework and NHF 
Code of Governance and are pleased that at the year end with 
the exception of a few small points, which are in progress or 
have been timetabled in for a future date if not due at present, 
we are fully compliant.

The work included; updating a number of policies and 
manuals; review of role of Tenant Focus Group and managing 
its ‘phasing out’; development of a Tenant Scrutiny Panel; 

Governance 

WFHA achieved the Equality charter 
mark with CIH.

2011 WFHA achieved 9 A’s and 1B in the Supporting 
People, quality assessment framework 
inspection.

2012 WFHA office opening as part of our  
50th Anniversary year.

2013

Ben’s story
As my tenure as Chair and board member at WFHA comes to an 
end, I have been reflecting upon my time here. Nine years has 
been a significant part of my life, and I am honoured to have 
served on the board for such a long period, whilst being delighted 
to leave the board in such strong shape, with some amazing 
people at the helm, and a skill set that would be the envy of even 
the largest HA’s.

I find it hard to believe it has been such a long time. It seems 
like only yesterday that I attended my first board meeting. I think 
this must be reflective of the continuous and relentless work 
of the board and management team at WFHA. We are a small 
organisation, but constantly punch above our weight – this is 
achieved by never resting on our laurels, by continuously striving 
for improvement, and by always searching for ways that we 

can improve the service to our residents. The work involved to 
achieve this simply never stops and for this reason I am extremely 
proud to have been part of it.

Whilst I may be leaving the board, my interest in WFHA will 
certainly remain, and I will be watching with interest as WFHA 
continue to go from strength to strength. So I am sure you will 
all see me again! For now I would like to thank all of those who 
have contributed to making my time at WFHA such a special one, 
board members and staff past and present, and of course the 
residents who I have met over the years and who have allowed 
me to understand the reason for all of the hard work that takes 
place behind the scenes.

I wish you all the best and for the continued success of WFHA!

setting up of a Remuneration 
Committee and associated 
HR recommendations; full 
Board Appraisal resulting in 
identifying skills gaps and 
training plans(see below); 
risk (approach, appetite 
and review of strategic and 
operational plans); reviewed 
recruitment process for sub 
groups to be in line with full 
board recruitment process; 
declaration of interests 
and introduction of DBS 
(Disclosure and Barring 
Service) checks for members. 

As part of the review Board 
Members were appraised and 
we identified areas of training 
as well as skills gaps. We have 
now implemented a training 
programme for Members and     
a recruitment programme for 
2016/17. 

The Board and senior officers attended an away-day event 
in November that included an update on the regulation and 
WFHA’s position; recent legislative proposals and working in 
partnership. 

After a major Governance review
 we are pleased that at the year 
end with the exception of a few 
small points… we are fully 
compliant with the NHF Code of 
Governance.

“

“

Joe, David, Wayne, Ben and Duncan at our Away-day. Some strategic debate with Board and staff.

0 1 2 3 4 5 6 7

2015-16

2014-15 6.20%

6.30%

2015-16

2014-15 4.10%

4.16%

2015-16

2014-15 5.00%

5.11%

General needs
Sheltered and Supported
All properties

Return on assets

0 5 10 15 20 25 30

2015-16

2014-15 10

6

2015-16

2014-15 14

25

2015-16

2014-15 0

2

General needs
Sheltered and Supported
All properties

Total Lettings

Rent arrears – as % 
of Annual Income
0 1 2 3 4 5

2015 4.75

2016 3.40

2016 0.90

2016 1.48

Current
Former
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Sharon Bradford 
Governance Officer

Sharon has worked at WFHA 
since 2001, and was employed 
initially as the PA to Chief 
Executive. It was a role she 
enjoyed greatly. 

However, when her children 
came along so did the need 
to reduce her working hours. 
WFHA gave Sharon the 
opportunity to continue to 
work but with the flexibility 
she needed.

Her role was spilt and she 
remained with the Association 
as their Governance Officer 
working mainly from home. 
The role involves looking after 
the Board, preparing Board 
Papers and attending the 
meetings. 



Value for Money

WFHA achieved a three star service excellence 
standard with the Centre for Housing with 
Support for the Support Services.

2015

How we spent your pound

Support servicesOther

Service charges

Property depreciation

Management costs
Responsive repairs

Planned and major works

6p

18p

12p

27p

26p

8p
3p

Our VfM Strategy  
aims are:
●	� To achieve high quality 

service at the best possible 
price, recognising that 
quality is essential

●	� To secure informed and 
active commitment 
from our Board, staff 
and stakeholders where 
necessary

●	 �To integrate VfM principles 
in all we do

●	� To involve our tenants in 
pursuing VfM.

WFHA adopted a Value for Money (VfM) strategy in 
2012 and it was reviewed in 2016. The aims of this 
strategy are to:

●	� Achieve high quality service at the best possible price.
●	� Secure informed and active commitment from our Board.
●	� Integrate VfM principles in all we do.
●	� Involve our tenants. 

We have outlined how we achieve, monitor and manage 
Value for Money as well as our aims and aspirations and 
achievements in our Value for Money Statement. Within our 
Business Plan we have incorporated Operational Plans to 
ensure that our ethos of this Strategy is embedded in all that 
we do. 

Our Asset Management Team ensure that we:
●	� Ensure our contractors complete a pre qualification 

questionnaire, when tendering, addressing how they 
would add additional value or local community benefit if 
successful.

●	� Use e-tendering where applicable to save on resources.
●	� Implement a robust gas safety contract based on a 

competitive schedule of rates for gas safety tests, repairs 
and new boiler installations.

●	� Ensure components are chosen based on whole life costs and 
quality rather than initial purchase price. For example, when 
fitting new storage heaters or radiators ensure they are 
economic to run and help to reduce tenants energy bills.

●	� Procure some materials directly from the manufacturers 
where we can obtain a better rate than our small contractors 
by bulk buying. 

●	� Ensure the planned maintenance programme is designed 
and delivered to help reduce the proportion of reactive 
repairs but not replacing components before the end of their 
useful life.

●	� Analyse trends through reactive repairs and carry out more 
cost effective preventative works.

●	� Introduce a schedule of rates for voids to help reduce 
turnaround time saving on rental loss. 

●	� Lower the cost of reactive maintenance by better diagnostics 
and doing the right things right first time. 

●	� Lower total spend on reactive maintenance by reviewing 
landlord and tenant responsibilities and cutting out the cost 
of doing what is unnecessary or providing this as a separate 
cost to residents such as a handyman service.

●	� Utilise the new skills of our SHOs by carrying out further 
aids and adaptations to properties and preventing the need 
for tenants to move.

●	� Invest in improved ventilation to address condensation 
and mould growth at family units in Heathcote Grove and 

Garenne Court particularly where vulnerable people live at 
the property including elderly and young with respiratory 
problems including asthma. 

Our Finance Team will ensure a:
●	� Yearly review of Utility costs (Gas, Electricity, Council Tax, 

etc.) to ensure savings are achieved. Liaison with Utility 
Brokers Monarch to ensure year on year on savings are 
identified.

●	� Yearly review of Insurance costs for the organisation to 
ensure WFHA optimises costs/savings.

●	� Review of Allpay and Dun & Bradstreet costs to ensure best 
deals are available for WFHA.

●	� Negotiation for discounts with Suppliers/Contractors for 
early settlement of supplier invoices.

●	� Review of WFHA’s procurement Strategy to ensure we 
benefit from economies of scale.

●	� Review of peer group benchmarking of costs to ensure we 
benefit from Value for Money deals.

●	� Record VfM savings using the VfM toolkit is maintained.

Our Housing Management Team will:
●	� Work towards a lower spend on Pest Control by procurement 

of new contractor.
●	� Work towards reducing the removal costs for tenants who 

need to be moved.
●	� Continue the control of the void management process to 

minimise void time and maximise income. 
●	� Continue in our efforts to successfully appeal on Housing 

Benefit claims for current and former tenants.

Our Support Services Team will: 
●	� Continue to research training that is free and of good 

content for the enhancing of staff knowledge and expertise.
●	� Research and apply for funding for extra activities within 

the schemes that can deliver health and well-being to the 
tenants.

●	� Continue to assess any tenants that require minor 
adaptations to their properties.

●	� Continue to support tenants to maximise their benefits, 
provide debt management advice and apply for additional 
grants dependent on the individuals needs. 

●	� Look to reduce the cost of the community alarm.
●	� Review the outcomes and key performance indicators that 

WFHA currently collate for the support services to reflect the 
work the support team are doing. 

Facilities Management. We will ensure that we:
●	�� Source the best possible prices for office equipment, 

stationery and supplies. 
●	� Purchase of new franking machine to bring the price of 

postage down.

Governance. We will ensure that:
●	� Papers and communications are sent digitally whenever 

possible.
●	� A review of catering costs are completed on an annual basis.
●	� Whenever possible that training is completed in-house 

using staff and/or Board and office facilities.
●	� With the introduction Board Information Dashboard it is 

hoped that a reduction in staff time following up emails and 
producing reminders.

●	� We look at reduction in costs of producing Annual Report
For further information please refer to our Value for Money 

Statement.
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Financial & 
 accounts
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Yusuf Kuti, Director of Finance

Yusuf has worked in social 
housing since 1995 having 
been the Director of Finance in 
various housing organisations 
including Westway HA, 
PentaHact and Providence 
Row HA prior to joining WFHA. 
Yusuf has extensive financial 
and managerial experience 
in social housing provision 
covering Learning Disabilities, 
Supported and Sheltered 
Housing and General Needs. 
Yusuf’s priority is ensuring 
WFHA’s diverse Tenants 
benefit from value for money 
services. 

Statement of Comprehensive Income 
For year ending 31 March 2016 (incorporating the Provisions of Financial Reporting Standard 102) 

			   2016		  2015 
			   £		  £

Turnover	 		  2,545,504		  2,495,886
Operating costs			   (2,191,574)		  (1,784,915)			   ––––––––––––––––– 	 – ––––––––––––––––

Operating surplus			   353,930		  710,971
Interest receivable			   4,608		  4,585
Interest payable	 (79,929)		  (79,711)			   ––––––––––––––––– 	 – ––––––––––––––––

Surplus for the year		    278,609	 635,845			   ––––––––––––––––– 	 – ––––––––––––––––

Total comprehensive income for the year	 	 278,609	 635,854			   ––––––––––––––––– 	 –––––––––––––––––

All amounts relate to continuing activities. A full set of accounts can be downloaded from the Association’s website.

The reduced surplus in comparison to the prior year, reflects the increase in the Social Housing PensionScheme (SHPS) liability of £149,330, 
due to the new Schedule of Contributions entered into during the year.

Balance Sheet 
For year ending 31 March 2016 

Fixed assets		
Housing properties			   12,294,862		  11,913,325			   ––––––––––––––––– 	 – ––––––––––––––––

Other fixed assets		  350,932	 329,310			   ––––––––––––––––– 	 – ––––––––––––––––

			   12,645,794		  12,242,635
Current assets		

Debtors			   202,484		  175,780
Cash at bank and in hand			   2,361,912		  2,213,900			   ––––––––––––––––– 	 – ––––––––––––––––

			   2,564,396		  2,389,680
Creditors	

Amounts falling due within one year			   (688,309)		  (380,270)			   ––––––––––––––––– 	 – ––––––––––––––––

Net current assets		  1,876,087		  2,009,410			   ––––––––––––––––– 	 – ––––––––––––––––

Total assets less current liabilities	 		  14,521,881		  14,252,045			   ––––––––––––––––– 	 –––––––––––––––––

Creditors 	
Amounts falling due after more than one year			   8,124,991		  8,133,764			   ––––––––––––––––– 	 – ––––––––––––––––

Capital and reserves
Called-up share capital			   19		  19
Revenue reserves			   6,396,871		  6,118,262			   ––––––––––––––––– 	 – ––––––––––––––––

			   14,521,881		  14,252,045			   ––––––––––––––––– 	 –––––––––––––––––

Cash Flow Statement 
For year ending 31 March 2016 

Net cash generated from operating activities			   963,567		  934,116			   ––––––––––––––––– 	 – ––––––––––––––––

Cash flow from investing activities
Interest received			   4,608		  4,585
Purchase of tangible fixed assets			   (697,096)		  (514,646)			   ––––––––––––––––– 	 – ––––––––––––––––

Net cash generated from /(used in) investing activities 			   271,079		  424,055			   ––––––––––––––––– 	 – ––––––––––––––––

Cash flow from financing activities
Interest paid			   (79,929)		  (79,711)
Repayment of borrowings			   (43,138)		  (39,726)
Issue of ordinary shares			   –		  3			   ––––––––––––––––– 	 – ––––––––––––––––

Net cash generated from /(used in) financing activities			   (123,067)		  (119,434)			 

Net increase in cash and cash equivalents			   148,012		  304,621			   ––––––––––––––––– 	 – ––––––––––––––––

Cash and cash equivalents at beginning of year			   2,213,900		  1,909,279			   ––––––––––––––––– 	 – ––––––––––––––––

Cash and cash equivalents at end of year			   2,361,912		  2,213,900			   ––––––––––––––––– 	 –––––––––––––––––

Opinion on financial 
statements from our 
Auditors
In our opinion the financial 
statements: 
●	� give a true and fair 

view of the state of the 
Association’s affairs as at 
31 March 2016 and of its 
income and expenditure for 
the year then ended; and  

●	� have been properly 
prepared in accordance 
with the Co-operative 
and Community Benefit 
Societies Act 2014, the 
Housing and Regeneration 
Act 2008 and the 
Accounting Direction 
for Private Registered 
Providers of Social Housing 
2015.
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With grateful thanks to all who have 
contributed to our work during the 
year…

Board

Chair Ben Furr

Vice Chair Duncan Howard

Treasurer David Joyce

Chair of Finance Audit and 
Risk Committee Emma Brett

Board Members

Julia Andrews 

Alice Bradley (Resigned Dec 16)

Jackie Ginger (Resigned Jan 16)

Joe Mensah-Dankwah

Wayne Nembhard  
(co-opted Jan 15)

Chido Bobby Supiya (Tenant)

Management Team

Linda Milton  
Chief Executive

Hayley Mulhall  
Director of Housing and Support

Yusuf Kuti  
Director of Finance

Cheryl Whittle  
Support Services Manager

Mairead Mooney  
Asset Services Manager

Jo Joannou  
Housing Services Manager 

Staff

Augustina Addai-Poku Sheltered 
Housing Officer

Sharon Bradford  
Governance Officer

Angela Cook  
Housing Officer

Jane Howard  
Sheltered Housing Officer

Ruth Kintu Sheltered Housing 
Officer

Lianne Murphy (Resigned Sept 15)

Hollie Nicette  
Customer Services Officer

Jennifer Quarrie  
Finance Officer (Resigned March 16)

Sally Rowe  
Sheltered Housing Officer

Aaron Samuels Finance Officer

Elena Charalambous (Sept 15)

Tenant Focus Group

Keith Bishop

Tony Blackburn

Joyce Donnellan

Robert Douglas

Jackie Ginger

Kevin McKeon

Linda Penhaligon (Resigned July 15)

Rose Reeves (Resigned July 16)

Chido Bobby Supiya

Jenny Crook Facilitator

We would also like to thank our partners  
who we have worked closely with during the year:

Outward Housing

Outlook Care

Family Mosaic

LBWF

Alzheimer’s Society

Bankers

Barclays Business banking

Lloyds Bank

Auditors

Nexia Smith and Williamson – 
External

TIAA – Internal

Solicitors

Blake Morgan (formerly Morgan 

Cole)

Gilbert Turner Coomber

Consultants

Mazars – IT Support

Capita Symonds – H&S  
(April- June 15)

Ben Wilson and Phil Morgan – 
Governance

Keith Flaherty –  
Surveyor

PHSC –H&S (July 16)

Calford Seadon (Lifts)

Interim Staff

With thanks to Davina Whittle 
who worked with us during the 

year on an interim basis.

Linda PenhaligonRobert Douglas

Rest in peace
Both Robert and Linda gave their time and commitment
to WFHA as members of the Focus Group, and in the wider
community to others. They will be sadly missed.

Our thanks also goes to our contractor from Goldstar
Removals, Ian Smith, who was always helpful, professional
and provided a good quality service to our tenants.


