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Chair’s statement  
 
Welcome to our annual review for 2008/09.  During the last twelve months we have 
remained firmly committed to delivering our mission - ‘To ensure that residents have 
an excellent housing experience by providing one of the best housing services in 
London.’  My thanks go to staff and Board for working so hard through the          
challenges to deliver many successes. 
 
This year, Ascham Homes has continued to deliver services to its customers notably 
in the area of Decent Homes.  We were pleased to receive confirmation from the 
government of necessary funding to complete the programme without the need to 
re-profile intended works extensively.   
 
From a base of 11% decency at the commencement of the company, Ascham 
Homes has now achieved 64% decency at March 2009, with a target of 74% by 
March 2010.   
 
The Legal team which was brought in-house in the Autumn of 2007 continues to  
assist with improving the achievement of securing entry for gas servicing.  The  
company achieved a 100% success rate with all 9,041 properties being inspected 
and having landlord certificates issued within 12 months.    
 
Our work with leaseholders continues as does our commitment to full transparency. 
 
Rotational Board retirements saw two Tenant and three Independent Directors     
appointed to the Board. The new members will further enhance the “check and      
challenge” role of the Board, and assist in the continual drive for improvement and 
change.   
 
Ascham Homes prides itself on its work with its employees and resident               
involvement. The company held its annual residents award ceremony in January, 
and     retained its accreditation for Investors in People (IIP) in February 2009.   

Our partnership with the Council has once again proved a vital 
source for support and critical and in-depth challenge.            
Excellent progress was made with the help of the Council in   
improving rent income and repairs and maintenance ensuring a 
stronger basis for high standards and improvements in service 
delivery.  The   company re-inspection by the Audit Commission 
will be taking place in February 2010, and we have the full    
support of the Council in achieving a successful re-inspection 
result. The company will be striving to maintain and improve on 
its current 2 star rating achieved at its 2006 inspection.  
 
 Paul Olford 

Chair 
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About Ascham Homes 
 
Ascham Homes was set up in May 2003. It is the Arms Length Management        
Organisation (ALMO) for the London Borough of Waltham Forest.  The main       
function of the business is to deliver the Decent Homes programme and to provide a 
management and maintenance service for council homes within the borough. 
 
Ascham Homes is organised into three service areas. Each service area is        
managed by a director who forms part of the Executive Management Team that       
oversees the running of the organisation.  The three service areas are Operations, 
Property & Investment and Resources & Legal. 

Our successes in 2008/09 

100%  
gas servicing completed 

25,072  
repairs carried out 

 

 

645  
void properties let 

898  
homes prevented from  

falling out of decency 

46%  
reduction in number of 

evictions due to rent  

arrears 

1509  
homes made decent 

  
 

£36,538  
saved through energy  

efficiency schemes 
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Management of Ascham Homes 
  

Our Executive as at 31 March 2009 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

 
 
Our Board 

Resident Board members 
Paul Olford  [Chair] 
Annie Niner  [Oct 2008] 
Barry Coppock 
Rothstein Williams 
Ron Tamcken 
Ahmed Hussein  [Oct 2008]
Barbara Gilmore 

Council Board members 
Naz Sarker [Vice Chair] 
Peter Barnett 
Eric Williams 
Peter Woollcott 

 
 

 

Appointments at the AGM for 2008/09 were:  

Independent Board members 
Wendy Wilson 
Mohamed Jiva 
Saiyyidah Zaidi 
Mark Boisson 
 
Board Mentor 
Jacky Kennedy 
 

Chief Executive 
Executive Management 

Operations 
Tenancy Services  

Community Development 
Rent Estate Services 

Property & Investment 
Construction 

Responsive Repairs 
Compliance 

Right to Buy & Leasehold Services 
Customer Services 

Janet Wilson Jan Taranczuk Mary Nuako 

Resources & Legal 
Information Technology 
Policy & Performance 

Legal Services 
Finance 

Human Resources 
Complaints & Service     

Improvement 
Business Support 
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Performance Indicator 2008/09 
Target 

2008/09 

  
%of Rent collected on behalf of 
LBWF of the rent due (including   
arrears)    
  

 
97.80% 

  
97.52% 

 
% of urgent repairs (as defined 
by Right to Repair) 
  

 
98.50% 

 
98.55% 

 
Responsive repairs, right first 
time      

 
80.00% 

 
75.73% 

 
Estate Inspections above ‘B’  
     

 
98.50% 

 
99.87% 

 
Resident satisfaction with major 
works     
 

 
90.00% 

 
97.46% 

 
Decent Homes made Decent 
      

 
1500 

 
1509 

 
Construction waste recycled  
     

 
n/a  

 

 
92% 

 
% of stage one complaints            
responded to on time  
  

 
90.00% 

 
96.52% 

2008/09 Performance Statement  
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Our Divisions 
 

Operations 
Tenancy Services 

 
A key part of the work for this group is dealing with reports of 
antisocial behaviour and carrying out preventative work to   
ensure an early solution is found.  We have a partnership with 
a mediation provider and work closely with the Police and 
the Safer Neighbourhood Teams.  In the summer of 2008, 
following consultation with residents, new policies and       
procedures were introduced.  An official launch took place at 
the Avenue Road estate as part of a ‘get to know your 
neighbour’ event that Ascham Homes funded. 
 

A joint property audit was carried out between November and December 2008 with 
the Council’s Anti-Fraud Team, which focused on Priory Court. The purpose of the 
exercise was to ensure that there was no illegal subletting or unauthorised           
occupation of Council properties. 
 
Throughout the year the company worked in partnership with the Council and the 
Police Safer Neighbourhood Teams on the ‘our area matters’ events.  This included 
site visits and identifying solutions to ongoing antisocial behaviour issues such as 
graffiti removal, increasing natural surveillance by cutting back overgrown shrubs 
and taking action against people responsible for fly tipping. 
 
On behalf of the Council, the company carried out consultation on changes to the 
tenancy agreement and consulted residents on introducing Introductory and         
Demoted Tenancies.  The company assisted with the introduction of new license 
agreements for the Council’s Travellers Site at Peacock Close. 
 
During 2008 Ascham Homes became part of a strategic management group to work 
in partnership with a number of council services to enable vulnerable residents with 
housing management problems to find solutions to help them to sustain their        
tenancies. 
 
Community Development  
Three new Tenant and Resident Associations were 
formed in 2008/09.  These are Northwood Tower, St 
David’s Court and 729-751 Lea Bridge Road. 
 
In the summer of 2008, Sue Burns won the Tenant  
Participation Advisory Service (TPAS) London and 
South East Resident of the Year Award. 
 
At the Community Achievement night in February 
2009, Lily Evans from Priory Court, won the Ascham 
Homes Tenant of the Year award. 
 
 

Paul Olford, Lily Evans, Janet Wilson 

Taking part at ‘The Big Lunch’ 
event funded by Ascham 
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In conjunction with partners, a number of projects 
were run to provide diversionary activities during 
the school holidays.  This included sports and pre-
paring costumes and a float for the carnival. 
 
In July 2008 the team won first prize at the 
Waltham Forest Caribbean Carnival. 
 
The year saw a review of the Contract Panel 
terms of reference. An outcome of this was that 

voting rights were extended to all residents and not just those who are members of 
Tenant and Resident Associations. 
 
In the winter of 2008 a review of the Estate Stakeholder scheme took place.  This 
included promotion of the benefits of participating in the scheme and helped develop 
new documents. 
 
Rents 
During 2008/09 the number of on-line rent payments increased by 28% and the 
number of tenants paying by direct debit increased by 5%. The year saw a reduction 
in the number of court actions and evictions carried out. 
 
Weekly surgeries by Citizens Advice Bureau staff were funded by the company with 
successful outcomes for a number of tenants with debt problems.  Discussions 
started with the Waltham Forest Community Credit Union and preparations have 
been put in place for a new partnership for 2009/10. 
 
Estate Services 
In 2008 we established a special clean team and enhanced the bulk refuse          
collection service.  The company’s specialist British Institute of Cleaning Science 
(BICS) cleaning centre was reaccredited. 
 
‘Hot spot’ inspections were introduced in the summer of 2008 for 15 estates across 
the borough.  These are jointly attended by residents, the Police, local Councillors 
and Ascham Homes staff.  Feedback has indicated an increase in satisfaction with 
the general appearance of the estates. 
 
An assisted gardening scheme was introduced to help vulnerable, elderly and      
disabled tenants tackle seriously overgrown gardens. 

Carnival 

Carnival winners 2008 
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Property and Investment 
 
 
Responsive Repairs 
Much of the work carried out by the Repairs team was driven by the Best Value   
Review which was completed in early 2008 and delivered through the Service      
Improvement Plan. The plan has led to an improvement in performance and by the 
end of 2008/09 six out of the 11 repairs indicators were on target. 
 
Construction 

The Decent Homes team have exceeded the target set for 
them in 2008/09 by making 1509 homes decent and stopped 
a further 898 homes from falling out of decency.  This 
achievement has been reflected by a 98% resident            
satisfaction rating.  
 
Ensuring homes are energy efficient is a vital part of our    
decent homes strategy. We have, to date, saved residents 
£36,538 in total through energy company reward schemes. 
In 2008/09 we raised £1.5million from the government and 
Waltham Forest council to be targeted at energy efficiency 
and reducing fuel poverty.  

 
Our partners have committed to providing one construction apprentice per £1m 
spent.  This has resulted in 27 apprenticeships. 
 
Compliance 
Partnering contracts have been key to driving efficiencies; our capital programme, 
planned preventative maintenance and empty homes work are delivered through 
partnering contracts. The partnering of capital works is fully embedded and bench-
marked data shows Ascham Homes as being a top performer in the Construction 
Key Performance Areas. The effective use of partnering for Decent Homes has 
saved around £20 million on professional fees.  
 
Right to Buy and Leasehold Services 
The Right to Buy & Leasehold Services team achieved their 100% target for issuing     
statutory RTB Notices and exceeded the remaining targets for leasehold service 
charge collection, garage lettings and garage rent collection. 
 
Customer Services 
A Best Value Review of Customer Services took place 
between March and December 2008.  The review     
resulted in a Service Improvement Plan which will be 
overseen by a working group of staff from Ascham 
Homes and Waltham Forest council as well as a     
resident member. 

Members of the          
Apprenticeship Scheme 

Customer Services at Willow 
House 
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Resources and Legal 
 
 
Information Technology (IT) 
The IT team have rolled out ‘Zenworks’ which will allow for     
centralised management of desktop services. 
 
Policy and Performance 
The team worked with the Resident Involvement team to ensure that inclusive    
consultation was used to inform equality impact assessments on proposed tenancy 
changes and Good Neighbour Agreements. 
 
BigWord was introduced as the translation and interpretation provider for Ascham 
Homes. This will lead to an improved service for residents. 
 
A Status survey was carried out in July/August 2008 which asked tenants how     
satisfied they were with the services provided by Ascham Homes.  This showed that 
63% of the tenants surveyed were satisfied with the overall service provided by the 
landlord. 

 
Legal Services 
Legal is performing very well, reducing outstanding caseloads and 
achieving improved results on ongoing cases. In-sourcing has been 
successful and achieved cost-savings. The introduction of an injunction 
process  for  forced  entry  for  gas  servicing  has reduced  outstanding    
appointments significantly. 
 

 
Finance 
The company has achieved significant value for money through a variety of      
measures including: 
 

• in-sourcing Human Resources, Finance, Legal Services, Health & Safety 
and Facilities and Business Support management; 

• outsourcing of the company payroll operation and internal audit; and 
• implementation of accounting software. 

 
Through good management we have reduced our insurance premium by £40,000 in 
2008/09.  
 
Human Resources 
In 2008/09 Ascham Homes were re-accredited with the Investors in People award 
which recognises the investment and support that Ascham Homes puts into its staff. 
 
A 360° Management Appraisal for all supervising staff is now complimented by a 
formal monitoring and appraisal process for the Board.  The result of these is a  
comprehensive training plan overseen by the Resources Committee.   
 
We have introduced a new scheme for staff to get health advice and stress       
counselling. 
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Complaints and Service Improvement 
Performance on responding to Stage 1 complaints has improved. In 2008/09        
Ascham Homes exceeded the target of 90% with 96.52%. 
 
Learning from complaints continues to lead to service improvements. For example, 
following a complaint, the Towing and Clamping procedure was redrafted. 
 
Business Support 
We have excellent in-house capacity for health and safety and business continuity 
which has reaped rewards again this year. 
 
The company moved into its newly refurbished accommodation at Willow House in 
March 2009.  The move was well managed by all staff concerned, and has resulted 
in minimal disruption to the provision of  services to residents.  
 
The procurement strategy for non-repairs was reviewed and a new policy was      
implemented to ensure value for money. 
 
 

The official opening of Willow House 
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 2008/09 Financial Review 
 
  Income and Expenditure Account 2008/09 

 
 
  Balance Sheet  2008/09

 

  Pre Pension  
Adjustment  

Post Pension  
Adjustment  

  £’000 £’000 
Turnover 59,860 59,860 
Direct Costs (56,970) (57,333) 
Gross Profit 2,890 2,527 
Administrative Expenses (3,396) (3,391) 
Operating Surplus (506) (864) 
Interest Receivable 278 278 
Other Finance Cost - (137) 

Deficit before Taxation (229) (724) 
Taxation (69) (69) 
Deficit for the Year (298) (793) 

  Pre Pension  
Adjustment  

Post Pension  
Adjustment  

 £’000 £’000 

Tangible Assets 125 125 

Debtors 6,637 6,637 

Cash 2,796 2,796 

Current Assets 9,558 9,558 

Current Liabilities (9,418) (9,418) 
Net Current Assets 
(excl. pension liability) 140   

Pension Liability - (3,769) 

Revenue Reserve c/f 140 (3,629) 

Deficit for the Year (298) (793) 

Revenue Reserve b/f 438 438 
Actual Loss on Pen-
sion Scheme - (157) 

Pension Liability b/f - (3,117) 

Revenue Reserve c/f 140 (3,629) 

Pensions: FRS17 Disclosure necessitates that pension costs are accounted as shown above. The Post Pension 
Adjustment data in the table includes the current estimate of pension liability at 31 March 2009. 
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 Contact us 
  
 

 Phone Ascham Direct on 020 8496 4197 
  

The lines are open 8am – 8pm, Monday to Friday 
for a full service. 

  
If you live in Billericay or Wickford, you can phone 
Ascham Direct on 0845 3000 363 (charged at the 
local rate) 
 
 

  
 Ascham Homes 

Willow House 
869 Forest Road 
Walthamstow 
London 
E17 4UH 
 
 

  
 

 direct@aschamhomes.org.uk 
 
 
 
 
 
 
Visit us at:   Ascham Homes 

Willow House (address above)  
Monday 8am – 6pm 
Tuesday to Friday  9am - 5pm  
 
Ascham Homes (Billericay office)  
16 Morris Avenue  
Billericay 
Essex 
CM11 2JR  
Tuesdays and Thursdays 
9am – 11am 

 
 
 


