
   



Chair’s Review 
 
Last year all of us at SHAL worked hard to establish strong financial 
foundations for our business.  We did this because we know that we 
are facing a very uncertain future in the short term and because we 
want to continue to respond to the needs of households who are 
struggling to make ends meet. 
 
We have seen our rental income reduce by 1% each year from 2016 
and it will continue to do so until 2020. Our rental income not only 
covers day-to-day management and repairs. It 
also provides the long term funding stream 
against which private finance can be leveraged 
to provide new homes. Cutting government 
subsidy for new rented homes and reducing 

rents year on year by 1% impacts SHAL’s financial planning, our capacity to 
build new homes and our ability to understand and effectively manage the risks 
we face. 
 
SHAL’s board have been determined to act positively to de-risk the business as 
far as we could. We oversaw the implementation of the difficult decisions made in 2015/16 - buying 
out of the Local Government Pension Scheme, re-paying the Co-op loan, extending our borrowing 
capacity with Lloyds and Triodos to £14 million whilst at the same time reducing borrowing costs by 
1% and doubling the number of uncharged homes. 
 
We want to make sure that every pound we get generates value for our tenants, our stakeholders, 
including our staff and our communities. And we believe we do this best when we prioritize 
maintaining and improving our existing homes, building new homes for households across Somerset 
and supporting our tenants when they need it. 
 
In March 2016 we exchanged on 16 new affordable rented homes in Watchet, 
developed by Summerfield with the encouragement and financial support of West 
Somerset District Council who, like us, regard these homes as essential to 
maintaining the availability of local homes for local people in the face of the 
housing impact of the Hinkley Point project. 
 
We also delivered our first investment programme based on the stock condition 
survey carried out in 2015. Implementation was delayed so that we could manage 
the financial impact of the pension buyout but we got on with it as soon as we 
could and will continue with the programme over the next 5 years. 
 
We have continued to meet the increasing need from those for whom the commercial housing market 
doesn’t provide by working innovatively with local authority partners to offer homes to people who are 

challenged by low or insecure income. Universal Credit was 
introduced in early 2017 and has brought with it increased debt for 
many. We know that this effects people’s wellbeing and mental 
health, parents fear being made homeless because they don’t have 
the money to pay the rent and they find it really difficult, sometimes 
impossible, to provide food or heating for their families.  We know 
that the struggle many of our tenants face is echoed across the 
country. 1.2 million households in the Private Rented Sector are in 
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receipt of housing benefit and 1.3 million households struggle to make ends meet after paying their 
rent. (Shelter, General Election 2017 – The case for living rent homes). 
 
Our tenants have told us that when people need some extra support they 
want SHAL to respond so that their home is safe. This year we have 
reorganized the way we work and will be introducing greater use of 
technology so that we can offer more face to face working when people 
need it. We now have a good platform from which we can develop a very 
personal way of working with households who need it, when they need it. 
 
There is now general agreement that the housing system is not working 
for everyone. The Government’s White paper recognizes and responds to this. But there is still more 
that is needed. It is clear that this Government sees housing as a key priority and we share the 
Government’s goal to make social housing a badge of honour for the nation.  
 
Going forward, we would like to see the government creating rent certainty from 2020 after 4 years of 
annual rent cuts of 1%. We would also like to see more upfront and direct investment in social homes, 
now totally unfunded by government grant, so that more homes are built at rents which people can 
genuinely afford. In 2015 85% of all public spending on housing went into housing benefit and only 
15% into building new homes.  More upfront investment in social housing means that we can charge 
lower rents ensuring that work pays for our tenants. We would also like to see an effective 
mechanism put in place for supported and sheltered housing because we are seeing now the impact 
that local government and health cuts are having on households who have depended on their 
services. 
 
To end, I want to say an enormous “thank you” to my fellow board members, who have all worked 
incredibly hard and who all give their time for free. We saw a number of long term board members 
step down this year – Nigel Brown, Pat Carlisle, Sheila Horswell and Graham Hodge, a long serving 
member who stuck with us through some challenging changes. We reviewed and updated our 
governance arrangements this year and going forward will see a smaller board with both the CEO 
and the Deputy CEO being executive members. 
 
The next 12 months will, I have no doubt, bring with them new challenges and opportunities. But 
SHAL’s purpose will remain constant – to provide rented homes for those who are homeless or in 
housing need. This is what we were formed to do. This is what we will continue to do. 
 
Warmest wishes 
 

Miriam 
 
Chair 
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SHAL’s Board 
 

Name Occupation Role 
No. of 

meetings 
attended 

No. of 
meetings 

held 

Ashdown, Paula Retail Assistant 
Non-Executive Member & 
Vice Chair 

2 6 

Brown, Nigel 
Relationship Director 
(Barclays Bank) 

Non-Executive Member 
(resigned Sep 16) 

2 6 

Bryant, Mark Police Officer Non-Executive Member 1 6 

Carlisle, Patricia Retired 
Non-Executive Member 
(resigned Mar 17) 

6 6 

Gascoigne, Angela Chief Executive 
Executive Member 
(from Mar 17) 

6 6 

Hodge, Graham Retired 
Non-Executive Member 
(resigned Sep 16) 

3 6 

Horswell, Sheila Retired 
Non-Executive Member 
(resigned Mar 17) 

6 6 

Maddison, Miriam Management Consultant 
Non-Executive Member & 
Chair 

6 6 

Martin, Joanne 
Deputy Chief Executive & 
Finance & Resources 
Director 

Executive Member 
(from Mar 17) 

6 6 

Stewart, Iain Retired 
Non-Executive Member 
(resigned Sep 17) 

4 6 

Stuart, Mark Financial Director 
Non-Executive Member & 
Chair of the Audit & Risk 
Committee 

6 6 

Turner, Rebecca Retired Non-Executive Member 6 6 

 
Justin Robinson and Kathy James were appointed to the board in September 2017.  



SHAL’s Board leads and controls the organisation. Each board member acts in SHAL’s interest and 
ensures that they put SHAL’s interest before any personal interest.  
 
The core purpose of the board is to set the organisational vision and strategy, direct, control and 
scrutinise the organisation’s affairs. The board delegates to the executive team the operational 
management of SHAL and holds them to account for it.  
 
SHAL’s board is voluntary and no board member receives payment. We are a diverse group of 
people with backgrounds in finance, human resources, business, health and social care, local 
government and housing. The board operates according to our values and we share our different 
perspectives and constructively challenge 
the executive team. 
 
If you are interested in joining our Board 
contact our CEO in the first instance on 
01278 442005 or email Angela@shal.org. 
 
 
 
 

SHAL’s Team (as at 31 March 2017) 
 

Andrews, Amanda Cleaner 

Arthurs, Joyce Cleaner 

Barrett, Lee Systems & Communications Officer 

Bawden, Cathy Systems & Communications Assistant 

Bone, Dan Maintenance Operative 

Bowker, Sarah Benefits Advisor 

Butt, Nicola Operations Assistant (Housing) 

Cooksley, Mike Maintenance Operative 

Davis, Jeanette Housing Officer 

Drew, Lorraine Cleaner 

Gascoigne, Angela Chief Executive 

Hill, Janice Accounts Assistant 

Kemp, Jennie Accounts Assistant 

Knight, Justin Electrician 

Knight, Shirley Cleaner 

Martin, Joanne Deputy Chief Executive & Finance & Resources Director 

Page, Danny Maintenance Operative 

Pyke, Steve Maintenance Operative 

Saunders, Paul Maintenance Operative 

Shipley, John Operations Director (People) 

Webster, Maria Maintenance Assistant 

White, Simon Maintenance Manager 

Williams, Chris Maintenance Operative 
   

“The core purpose of the board is to set the 
organisational vision and strategy, direct, control and 

scrutinise the organisation’s affairs.” 

mailto:Angela@shal.org


SHAL’s Executive Team 

Angela Gascoigne, Chief Executive, joined SHAL in January 2014. 
 
A law graduate, with over 20 years’ senior experience in the 
housing and charitable sector across England and Wales, she has 
led a number of award winning service transformations. 
 
She also holds a number of non-executive director roles with 
Llamau one of the NESTA and Observer 50 New Radical 
Organisations changing the world for the better, Perthyn, working 
with people with learning disabilities and Victim Support Cymru. 
She is also Chair of the Get Set Advisory board for Sedgemoor and 
sits on the National Housing Federation’s Smaller Housing 
Association National Group. 

 

 

Jo Martin, Deputy Chief Executive and Finance & Resources 
Director, joined SHAL in February 2015. 
 
An FCCA qualified accountant, experienced in both housing and 
commercial sectors, she previously led the finance team in an 
international company based in Gibraltar. 
 
She is a Solutions Focus practitioner, specialising in change and 
building high performance teams. In 2017 she was commended in 
the Finance Director of the Year HANA awards.  

John Shipley, Director of Operations (People) joined SHAL in 
January 2015. 
 
Having begun as a Residential Social Worker in a Children’s Home 
with Education, he has worked in housing and support for 25 years, 
including 7 years as CEO of a South West homelessness charity. 
John has worked across housing associations and charities with 
diverse client groups including the single homeless, young people 
and people with mental ill health or learning disabilities. 
 
He is currently a Trustee of Sedgemoor Citizen’s Advice Bureau, 
Treasurer of Ups and Downs (a South West based Down 
Syndrome Charity) and the Chairman of The Great Western 
Chorus, who are 10-times British Champions. 

 

 



“There is nothing permanent except change” 
 
We live in a VUCA world – volatile, unpredictable, complex, and ambiguous. And this demands from 
SHAL that we have vision, clarity, understanding and agility.  Our vision remains the same as it was 
when SHAL was established. Everyone in Somerset should have a home that is safe, warm and 
affordable. Our purpose is to provide homes for those who are homeless or in housing need. 
 

Our world is  We must have 

Volatile > Vision 

Unpredictable > Understanding 

Complex > Clarity 

Ambiguous > Agility 

 
About half our tenants receive no benefits. Of those who do, the majority are working. But, 
nevertheless, welfare reform and the introduction of Universal Credit is impacting, especially for 
families with only one adult, larger families with three or more children, people with disabilities and 
young tenants. 
 
As a business, we are half way through a 4 year rent reduction – 1% decrease 
each year from 2016-2020. Grant for new homes has been reduced. This along 
with a projected increase in rent debt because of Universal Credit delays means 
that SHAL needs to work more efficiently than ever before.  This year we sought to 
de-risk the business and to increase our use of technology. We have also sought 
to work more collaboratively with other associations, with suppliers and advisors 
and with our local authority partners. 
 
Exchanging on 16 new homes at Watchet West Somerset in March 2016 was the result of close 
working with the developer, Summerfield, and the Housing Enabler at West Somerset District 
Council, who was able to secure additional financial support from the EDF Housing Fund for the 
development. Next year we will continue to work closely with our local authority housing enablers, 
local housebuilders and our partner, Knightstone as a member of the Key West development 
consortium, to provide a further 25 new homes in sites which would be largely dismissed by bigger 
builders and associations.  
 
We will be able to do this because of the re-profiling of our loan 
portfolio during 2016. This required us to restructure the property 
security arrangements to support an extension to our loan with 
Lloyds bank to £7 million and a new loan for £7 million with 
Triodos. It also meant that we repaid the Co-op bank loan which 
had been entered into some years earlier and which was not 
offering value. 
 
As a result our overall loan costs have reduced by 1%, our loan costs 
are fixed for 10 years from March 2017 and we have doubled the 
properties available for charging in future. This has de-risked our 

“SHAL needs 
to work more 
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business, offering stability in a period of rapid and continued volatility and 
certainty with regards to a major cost as well as ensuring we can respond 
quickly to development opportunities. 
 
Similarly, our buy out of the Local Government Pension Scheme, on which 
we moved quickly in the run up to the European Referendum, means that 
we now have certainty about our pension commitments going forward and 
have removed from our balance sheet a deficit of £1.65 million. This major 
risk to SHAL’s financial stability has now been eradicated.  
 
The work of re-profiling loans and pension arrangements creates clarity in 
our investment capacity for the development of new homes and confidence 
that we can effectively manage our existing stock investment plans. Our 5 year investment 
programme was delayed in 2016 so that we could manage the risk of the pension buy out figure 
being higher than our estimate. In the event, the final figure was nearly £0.25 million less than we had 
provided for. 
 
We were able to press the green light on SHAL’s first ever programme of stock investment resulting 
in delivery of 59% of our programme within 4 months, with 25% being delivered by the in house 
repairs team. We were able to procure mini contracts efficiently and simply via a digital portal for a 
framework of suppliers, working with Geometra who also introduced us to Efficiency East Midlands, a 

not for profit organization with 102 member housing organisations with an 
aggregated stock of 1.4 million, which enables SHAL to take advantage of 
bulk buying and added value in procurement.  
 
In order to ensure that the board is able to respond with agility and has a 
good understanding of its operating environment the board reviewed its 
governance arrangements. We have adopted the National Housing 
Federation’s 2015 Rules and have reduced the number of board members 
with the CEO and the Deputy CEO now appointed to the board. We also took 
the opportunity to review the skills and knowledge of existing board members 
so that we could ensure that any gaps were identified and suitable candidates 

sought and have established a program of annual appraisals which ensures that each board member 
is able to review and reflect on their individual contribution and team working. 
 
We wish to appoint board members who bring with them a good knowledge of our strategic partners, 
governance and risk, development and stock investment. We will carry out a recruitment exercise in 
2017 and have had very positive responses to our search so far. It is important to the board that new 
members share our sense of purpose and values as well as bringing with them valuable business 
skills. The board do not receive remuneration, other than reasonable business expenses and we 
have no plans to pay board members in future, unless it proves impossible to attract the caliber of 
person we require. 
 
To date, however, this has not been a problem and our board members offer good value for money 
for our tenants as well as satisfying our funders and our regulator that they are up to the job. 
 
During 2016, a number of long term employees chose to leave us.  Whilst this was a challenge in 
some ways, it also offered us an opportunity. 
 
We have reduced the headcount from 27 to 21 full time equivalent staff, in particular, streamlining and 
simplifying the management of our maintenance service and repairs team. This has been possible 
because of our investment in mobile technology which came into its own during the year. 
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Performance in repairs and the management of vacant homes is now improving 
because we can more readily identify barriers to productivity. We have more to 
do in this area before the board is satisfied that we are maximizing value for 
tenants and reducing our costs as much as possible but we are heading in the 
right direction.  
 
We were able to close our depot which was situated some way from our main 
office. Bringing the whole SHAL team under one roof was made possible by 
close collaboration of one of our suppliers, Bradfords Building Suppliers, who 
have allowed us to use their site for storage and are working with us to develop a more integrated, 
digital approach to stock ordering and invoicing. These changes have enabled us to reduce 
expenditure on office space, improved operational communication across SHAL, and with suppliers 
and contractors, reduced travel time between jobs for the in house repairs team and offered a more 
effective service to tenants. 
 
For over half the year we were operating with a depleted housing management team. Whilst this was 
certainly challenging it also offered us the opportunity to consider how we wanted to work in future. 
We considered carefully not just the skillset we required but also the mindset we needed within our 

small team to ensure that we were able to respond effectively to the challenges 
of welfare reform, Universal Credit and cuts to the public services which some 
of our tenants depend on.  
 
We also wanted to ensure that we were able to get the best use out of our 
existing information technology and to introduce mobile working to our housing 
management team, having seen the success of this approach within the repairs 
team.  
 
The introduction of MyTenancy in December 2016 was very successful with 
122 tenants (17%) using the service by the end of March 2017. We are also 
planning to introduce Deeplake in 2017 which will take our use of technology to 

another level again, ensuring that we can offer a ‘digital first’ approach to those tenants who want it at 
the same time as freeing up resources for those tenants who, from time to time, will require a more 
personal service, especially with regard to the roll out of Universal Credit in Sedgemoor. 
 
We will be increasingly looking to support tenants with the running costs of their home. This year we 
focused on an ‘off gas’ community at Woolavington but we are aware that we have in total 126 homes 
which are not supplied by gas and are likely to find keeping warm a bigger challenge in the future. 
 
We worked with Cenergist, Homes in Sedgemoor, Sedgemoor District Council and Woolavington 
Parish Council to progress the district heating scheme, changing the fuel from biomass to gas after 
consultation with residents and having found a local gas source that would service the homes. It was 
a challenge to work with a diverse community and an ever changing project team. However, where 
there is a will there is a way and we are determined that we will find a way to improve the heating for 
these families. 
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SHAL’s executive team have worked very closely with the National Housing Federation this year as a 
member of the Smaller Housing Associations National Group but also by joining the Federations’ first 
Influencing Academy. This was focused on ensuring that the sector as a whole as well as individual 
housing associations are able to tell the story of the work they do in communities and the impact they 
make as a result. 
 
As a small association it is sometimes difficult to find the time or to gain 
access to the skills required to fully engage with the public and with 
influential people and organisations who can help us in our mission to 
ensure that everyone in Somerset is able to have access to a decent, warm, 
safe, secure and affordable home. We will develop our communications 
capacity and activity in the next few years so that all those we work with and 
for understand who we are and what we are able to achieve in order to 
ensure that housing is recognized as the bedrock of community and the 
foundation of family. 
 
This was a challenging year but we delivered what we set out to accomplish. We are now seeing a 
new mindset and culture emerging, driven by digital transformation, which holds to our vision and 
values, enables us to deepen our understanding of the challenges faced by our tenants, our business 
and our partners and so develop clear and agile responses to them. 
 
In short, much has been done, there is more to do 
and we believe that SHAL is stronger than ever 
before to deliver what is necessary.  
 

Financial Return on Assets 
 

31 March 2015 31 March 2016 31 March 2017 

695 700 700 Number of homes 

27 26 33 
Number of homes per FTE 
employees  

£39.90 £40.13 £39.88 Total assets £m 

£3.26 £3.43 £3.40 Total income from assets £m 

£2.56 £2.30 £2.27 Operating costs £m 

20% 33% 33% Operating surplus % 

£98,222 £130,206 - Cost per new home £ 

37% 39% 42% Gearing 

£0.65 £0.91 £4.98 Repayment of Loans £m 

- £2.50 £6.00 Drawdown of Loans £m 

1.77% 2.81% 2.85% Financial Return on Assets % 
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Social Return on Assets 
 
Most of our homes are for families and our tenants are relatively young when compared to many 
other landlords. 50% of our tenants do not claim any welfare benefits at all and most of those who do 
are in work. An increasing proportion of our tenants tell us that they are facing real financial 
challenges.  
 

In 2015 we asked people what SHAL should prioritise. They said: 
 

 Invest in our homes   

 Help tenants manage their money   

 Build new homes  

 Support tenants who need help 

 Tackle antisocial behaviour 
 

The Board has sought to honour these priorities by: 
 

 Establishing our first 5 year home investment programme 

 Ensuring that we have a team of people who can support tenants as they move on to 
Universal Credit 

 Putting in place the financial foundations needed to maximise the delivery of new homes 

 Working with partners to make sure we can offer support when its needed 

 Reviewing our policies and processes to tackle antisocial behaviour quickly and effectively. 
 
Our improved financial performance has been matched by some improvements in operational 
delivery. The performance information below identifies where we have improved but also highlights 
where we can do better. 
 
Our plans for 2017 will continue to aim for improved financial performance and improved operational 
performance so that we maximise both the financial and social return on our assets.   



How did we perform? 
 
SHAL is a member of HouseMark’s Small Providers Benchmarking Group in the South West which includes 
Registered Providers with less than 1000 homes.  We know we need to improve our performance in key areas 
(e.g. income management, responsive repairs and void management) and will ensure SHAL develops the 
culture and capacity to continually learn what works in order to create financial  resilience and organizational 
agility and deliver the bold ambitions our current operating environment requires. 
 

   

Upper Quartile 
Upper Median 

Quartile 
Lower Median 

Quartile 
Lower Quartile 

 

Tenant Satisfaction 

Performance 
Indicator 

SHAL 
13/14 

SHAL 
14/15 

SHAL 
15/16 

SHAL 
16/17 

Peer Group 
Quartile 
2016/17 

SPBM Quartile 
2016/17 

HouseMark 
Quartile 
2016/17 

Overall services 91% 91% 93% 93%   

Quality of home 81% 81% 76% 76%   

Quality of 
neighbourhood 

85% 85% 84% 84%   
Satisfaction that 
listens to and 
acts on views 

75% 75% 76% 76%   
Operating costs 
as % of 
Turnover 

62% 74% 67% 67%   N/A 

 
Information benchmarked against HouseMark’s Small Providers Benchmarking Group South West (Peer 
Group Quartile), all small providers under 1000 homes (SPBM Quartile) and against all providers (HouseMark 
Quartile). 
 
We last carried out a full tenant survey in late 2015 and are due to do so again in 2018. In 2015, 88% of 
tenants said we kept them informed (above the median 79% across the sector) but we recognised that we 
needed to improve how we showed that we listened to people. We have done much work on knowing our 
tenants better and on being able to give prompt, full and accurate information and guidance in relation to their 
queries, comments and wishes. The data collection exercise we carried out as part of the digital inclusion 
strategy helped us find out more about tenants and for them to raise any queries with us. 
 
In 2015, we knew from the survey results that Quality of Home was one of the key areas that we needed to 
work on. In response to that, we significantly improved our void standard so that properties were more 
attractive to new tenants and met their needs and wants. In 2016 we spent £245,000 on minor and major void 
property repairs, an increase of 83% from 2015. Having carried out a full stock condition survey in 2015, we 



began SHAL’s first planned maintenance programme with particular focus on kitchens, bathrooms, heating and 
doors. 
 
It was also clear from the 2015 survey that Quality of Neighbourhood was an area of concern for some tenants. 
In response, we have increased the level of partnership working in a number of geographical areas and have 
restructured the housing management team so that we have a patch-based housing officer system that will 
enable our staff to get to know their areas well and engage with partners to improve the quality of life for our 
tenants and others. 
 

Repairs and Maintenance 

Performance 
Indicator 

SHAL 
13/14 

SHAL 
14/15 

SHAL 
15/16 

SHAL 
16/17 

Peer Group 
Quartile 
2016/17 

SPBM Quartile 
2016/17 

HouseMark 
Quartile 
2016/17 

Average 
number of 
calendar days 
taken to 
complete 
repairs 

9.7 9.45 6 8   

Cost per home 
responsive 
repairs and 
void works 

£635 £803 £738 £551   
% very or fairly 
satisfied with 
repairs and 
maintenance 

- - 87% 87%   
Improvements and Cyclical Maintenance  

Gas safety 
certificates - % 
homes with 
valid certificate 

100% 100% 99.2%* 100% - - - 

Cost per home 
direct major 
works and 
cyclical 
maintenance 

£79 £120 £161 £443   
 
*This related to one vacant property which was delayed by 1 day 
 
Last year we spent £360,476 on responsive repairs, a reduction of 6% on the year before as we managed 
resources more effectively and increased productivity. Feedback from our tenants told us that they were less 
concerned about the timescale for non-urgent repairs than they were about the quality of work.   
During the year, we introduced a digital gas servicing management system to make our processes easier to 
manage and provide better reporting and monitoring. We achieved 100% servicing of all our occupied homes. 
 
We made a conscious decision to focus our asset management resources on those void properties that 
needed it most. Although this led to a substantial increase in expenditure on major works, there was also a 
reduction in the amount we spent on more minor void works. Overall we increased our expenditure in these 
areas by around 12% in order to improve the quality of our homes and make it easier for new tenants to settle 
in and start their new lives. 
  



Void and Re-lets 

Performance 
Indicator 

SHAL 
13/14 

SHAL 
14/15 

SHAL 
15/16 

SHAL 
16/17 

Peer Group 
Quartile 
2016/17 

SPBM Quartile 
2016/17 

HouseMark 
Quartile 
2016/17 

Average re-let 
time in days 
(standard 
relets) 

7** 27* 38* 9   
Rent loss due 
to empty 
properties as a 
% of rent due 

0.34% 1.2% 0.6% 0.85%   
Void works 
spend per 
property 

£2.59** £3.98* £3.69* £0.69   N/A 

 
*Major repairs have been included in this figure but are not included in the benchmark figures against which we 
are comparing ourselves 
 
**There were no major repairs in 2013/2014 
 
Up to and including 2014, we were turning round void properties very quickly but the standard achieved was 
poor. We knew from talking to tenants that they were not happy with the condition of properties they were 
moving into and were struggling, often on very limited resources, to make their new properties comfortable and 
into a place that they could call home. We embarked on a major turnaround project to ensure that we improved 
the quality of our void properties to give tenants a good start in their tenancy, particularly important as many 
are on a low income and have been homeless.   
 
This has been a steep learning curve for us and we recognize this is an area where we still need to improve. In 
2016/17 we set up a dedicated in-house voids team to ensure that this area of work is carried out as efficiently 
as possible. We are still learning lessons on how best to achieve a good standard within a reasonable 
timescale and at a reasonable cost and will continue to focus on this area of work in 2017/18, reporting to both 
the Audit and Risk Committee and the main Board.  The average relet time for standard relets has decreased 
by over 50% and the voids works spend per property have both fallen to £1400 per unit. 
 

  



Rent Collection and Arrears 

Performance 
Indicator 

SHAL 
13/14 

SHAL 
14/15 

SHAL 
15/16 

SHAL 
16/17 

Peer Group 
Quartile 
2016/17 

SPBM Quartile 
2016/17 

HouseMark 
Quartile 
2016/17 

Rent collected 
as % of rent 
due 

101% 98% 102% 100%   
Rent arrears of 
current tenants 
as % of rent 
due 

2.77% 3.7% 3.18% 4.47%   
Cost per 
property of 
housing 
management 

£179 £200 £254 £354   
Satisfaction % 
very or fairly 
satisfied that 
rent provides 
VfM 

87.8% 87.8% 83% 83%   

 
In 2016 Sedgemoor was one of the first areas to roll out Universal Credit and, by March 2017, over a third of 
our tenants claiming benefits had been transferred on to it. This new online system with monthly payments, a 
call-centre based operation and significant delays in tenants receiving their first payments has meant that for 
SHAL, in common with other landlords, tenants on Universal Credit tend to have larger rent arrears than 
others. Indeed, at the end of March 2017, 30% of tenants not on Universal Credit were in rent arrears whereas, 
for those on Universal Credit, the figure was 72%.  It is also the case that, of those tenants in arrears, the 
typical rent arrears of someone on Universal Credit are three to four times higher than a tenant who is not in 
receipt of that benefit. 
 
Responding to the introduction of Universal Credit has been a challenge, and arrears have inevitably risen, but 
we continue to seek expert advice and guidance, to learn from other organisations and to develop the policies, 
systems and partnerships which will enable us to respond appropriately and to assist our tenants to take full 
control of their finances. We have restructured the housing management team to provide tenants with patch-
based Housing Officers who will know them better and be more able to assist and advise on tenancy, rent and 
personal finance issues. A strong relationship has also been developed with the local Citizens Advice Bureau 
which enables us to fast-track referrals to money advice workers for those tenants who need more formal 
money and debt advice. Without this hard work, the increase in rent arrears would, undoubtedly, have been 
more significant. 
 
The cost of the housing management service increased by around 39% in the year, entirely due to staff 
turnover and long-term sickness issues (and the need to cover those posts with interim staff). All these issues 
have now been successfully addressed and we anticipate a corresponding decrease in 2018.   



What are we aiming to improve in 2017/18? 

 

The Board has challenged our staff team to: 
 

1 Increase our stock holding by 5% within the capacity of our Business Plan 

2 Ensure that 25% of our homes receive some improvement under our 
Homes Investment Programme 

3 Routinely digitally communicate with 50% of our tenants by March 2018 

4 Reduce the cost of responsive repairs, void maintenance and cyclical 
maintenance by 3% 

5 Involve our tenants in scrutinizing our repairs service 

6 
Ensure that employees and board members have the capacity and 
resources to respond effectively to a volatile, uncertain, complex and 
ambiguous world 

7 
Develop further SHAL’s response to Austerity with the objective of maintain 
rent arrears at the current level in light of the continuing roll-out of 
Universal Credit and other welfare reform 

8 Identify and respond to the potential for strategic partnerships across 
Somerset 

9 Innovate in response to the rise in homelessness 

10 Improve productivity in housing management, by reducing the cost of the 
service by 5% and maintaining or improving performance 

 
  



Statement of Financial Position 
 

  2017  2016 

 Notes £  £ 

FIXED ASSETS     

Housing properties  8 39,816,301  39,998,545 

Other fixed assets 10 64,963  134,063 

     

  39,881,264  40,132,608 

     

CURRENT ASSETS     

Debtors 11 155,247  189,784 

Cash at bank and in hand  2,294,761  2,881,733 

     

  2,450,008  3,071,517 

CREDITORS     

Amounts falling due within one year 12 (1,166,566)  (1,581,610) 

     

NET CURRENT ASSETS  1,283,442  1,489,907 

     

TOTAL ASSETS LESS CURRENT 
LIABILITIES 

 41,164,706  41,622,515 

     

CREDITORS     

Amounts falling due after more than one year 13 17,662,580  16,784,809 

PENSION PROVISION 25 -  2,312,000 

CAPITAL AND RESERVES     

Called up share capital 15 33  39 

Income and expenditure reserve  14,755,303  13,668,595 

Revaluation reserve  8,746,790  8,857,072 

  23,502,126  22,525,706 

     

  41,164,706  41,622,515 

 
  



Statement of Comprehensive Income 
 

  2017 2016 

 Notes £ 
£ 

 

TURNOVER 2 3,403,317 3,428,566 

    

Less operating costs  (2,265,148) (2,300,310) 

    

OPERATING SURPLUS  1,138,169 1,128,256 

    

(Loss) on sale of Housing properties and 
other fixed assets 

9 (2,700) (53,787) 

Interest receivable and similar income  18,021 14,062 

Interest payable and similar charges 7 (586,916) (591,324) 

Other finance charges 7 (145,766) - 

Pension cessation charge 25 229,709 (667,000) 

Movement in fair value of financial 
instruments 

 325,909 16,882 

SURPLUS / (DEFICIT) ON ORDINARY 
ACTIVITIES BEFORE AND AFTER 
TAXATION 

 976,426 (152,911) 

    

TOTAL COMPREHENSIVE INCOME / 
(LOSS) FOR THE YEAR 

 976,426 (152,911) 

 
  



Expenditure 
 

 
 

 £ 

Income 3,403,317 

Costs  

Property 771,417 

Depreciation 549,671 

Staff 500,904 

Office 97,969 

Overheads 322,197 

Finance costs 714,660 

Bad debts 25,676 

Surplus 420,823 

Pension Adjustment (229,709) 

Co-op Loan revaluation (325,909) 

Adjusted Surplus 976,442 

Capital spend 370,201 

  

Property
23%

Depreciation
16%

Staff
15%

Office
3%

Overheads
10%

Finance costs
21%

Bad debts
1%

Capital spend
11%

What did SHAL Spend in 2016/17?
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