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cONTENT cHAiRmAN’s 
sUmmARY REPORT 
i am delighted to report upon another year of solid 
performance. Our management team, spearheaded 
by our chief Executive and his deputy has delivered 
some outstanding results in both financial terms and 
service value.

Engaging with our rEsidEnts…

it has been a year of cultural change following the 
introduction of a number of innovative schemes aimed 
at increasing our engagement with our tenants. We 

continue to work with our tenant forum, which provides valuable input into policy review, 
service levels, and scrutiny. The board is particularly grateful to tenants who give of their 
time in this way.

it is evident that times continue to be challenging for many of our tenants, and the early 
interventions by our income Management Officer provide valuable assistance where 
financial difficulty is being experienced. 

in June we celebrated our fortieth anniversary with a fun day ‘on the green’ in East 
cowes, opposite our scheme at Acorn Gardens. This was well supported and proved 
a popular diversion from the normal day. This has led to similar neighbourhood events 
elsewhere. The most recent of our comprehensive tenant surveys has indicated that 
there are high levels of satisfaction in most of what we do, how we do it and by whom 
it is done.

dElivEring nEw homEs...

Our latest flagship development of nine two and three-bed houses at Ashey Place, Ryde 
was completed in June. These properties are in keeping with the association’s policy of 
providing high quality homes, and have received much favourable comment. 

since this time our chief Executive has worked to bring forward a number of schemes 
now in the pipeline, and has negotiated the finance for up to forty new homes by 2018. 
If successful, this will exceed the strategic objectives in the current Business Plan. 
In addition, the board approved a marketing project aimed at promoting our haL 
scheme. We advertised on local radio and the local press and held an in-house event, 
all of which produced a wider awareness of what we do. Five new leases have already 
been secured.
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maintaining our rEsidEnts’ homEs…

There will always be demands on the maintenance services we provide. Nevertheless, 
our Property Services Team has provided a good service with value for money at the 
forefront. We joined Procurement for Housing, which provided the savings needed 
to fund the boiler failures, which would otherwise have had to be met from our 
modernisation budget.

A stock condition assessment is being undertaken, which laid the foundations for a 
comprehensive Asset Management Strategy approved by the board in may 2015. 
such detail enables us to prepare our strategic plans on a much better informed basis.

invEsting in our tEam…

The Board has long recognised the benefits of a strong and experienced team of 
officers. We have actively supported vocational training amongst our staff, and we have 
two officers who have already completed a series of courses, one more on the verge 
of such achievement, and a fourth about to embark on a professional qualification.  
in addition we have recruited two full-time apprentices from those who shared work 
experience with us during the year.

our govErnancE…

The Board continued to oversee the whole undertaking in its usual professional 
manner. It met formally five times during the year. Members of the tenant forum who 
had expressed an interest in joining the board were invited to two of these meetings.  
On behalf of the association I must express my appreciation for the Board’s continued 
commitment, without which the organisation would not be the force it is today.

our financEs...

None of the work we undertake could be achieved without a sound financial base. 
The audited financial statements for 2014/5 continue to reflect prudent and effective 
financial management. There was growth in net assets of 6.3% over the year, and 
another substantial surplus generated from business activities. This is testimony to 
a strong financial team headed by our chief Executive, backed up by Mike Ward and 
the Finance committee.

There are many examples of how Vha is achieving value for money, coupled with 
a dynamic approach to continuous improvement. This is demonstrated in the report, 
an executive summary of which follows. The full assessment is available on line, via 
our website, and in hard copy upon request.

into thE futurE….

The Association’s five year Business Strategy, which took effect in April 2013, has been 
recently reviewed by stakeholders, including board, staff, tenants and partners at 
a recent ‘Awayday’. We plan to update our Plan in the light of this, focusing not only on 
long-standing objectives, but also on ways of meeting the changing, and challenging, 
environment in which we now work.

so what of the future? The 
move towards Universal 
Credit and the right to 
Buy presents us with real 
challenges. The imposition 
of a 1% reduction in our 
rents year on year will have 
its effect on service delivery, 
but it is comforting to know 
that prudent financial 
management over many 
years has put Vha in a 
strong position to withstand 
such measures.

Whatever the obstacles, therefore, we remain resolute in our determination to fulfil our 
strategic objectives, and I have every reason to believe we will be equal to the task.

George Hibberd, Chairman 
august 2015
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cHiEF ExEcUTiVE’s  
sUmmARY REPORT
Over the last twenty years or so our movement has 
been described continuously as “going through 
a period of enormous change”, with each year’s 
depiction being bleaker than before. such activity 
has led to predictions of the demise of housing 
associations. it is true that such organisations 
have needed to adapt to the political and economic 
environment in which they have found themselves. 
Yet, remarkably, they have, all (more or less) risen to 
those challenges to their considerable credit.

i am very pleased, and proud, that Vectis ha has been part of that process and that it 
has positively thrived in such an environment, having met and addressed the challenges 
with which it has been presented over this long period.

it is probably now more than ever that the sense of change resonates with much 
greater emphasis, however. The Chairman has alluded to the very serious implications 
of latest government thinking. it is necessary to support consultations which even now 
proceed apace with government ministers and advisers, in order that there emerges a 
lucid and practical way for associations like ours to continue their invaluable work in the 
communities they serve. 

it is equally important to appreciate however that this association remains well placed 
to withstand the pressures put upon it by current proposals. There is much in the 
Chairman’s report, and in the pages that follow, which demonstrates the robust nature 
of our enterprise. Our revised Business Plan will certainly ensure that our convictions 
and beliefs are honoured notwithstanding the difficulties which we will encounter 
along the way.  We have come too far to lose that ethos, and i share the Chairman’s 
confidence that these latest changes will be seized as opportunities to be grasped and 
developed well into the future.

my thanks go to the Board, the Tenant Forum, and the executive team for all their 
continued efforts in making this association the success it is.

Paul hann, chief Executive
august 2015

sTAR sURVEY 
during 2015 we have conducted a STAR Survey, which is a detailed tenant satisfaction 
survey across all of our tenants. The last time we conducted a similar exercise was in 
2012, with a three-year gap being the sector norm.

For the current exercise, we have gone to great lengths to make 
the survey as independent as we could and to encourage as many 
tenants as possible to complete it. With these criteria in mind we 
commissioned Inside Housing Solutions to collect, analyse and 
encourage non-returners to complete their forms and we also 
incentivised tenants with all completed forms being eligible for 
a £5 store voucher.

We are pleased to say that both of these approaches have paid off with the response 
rate increasing from 26% to 41%. Inevitably, in such circumstances, the range of views 
is more varied, but clearly more representative of the overall tenant body.

The results of the survey are detailed below.  

Satisfied or Dissatisfied with: Satisfied Dissatisfied

service provided by VHA 90% 4%
Overall quality of your home 92% 5%
Rent provides value for money 91% 2%
With the way VHA deals with Repairs and 
maintenance

86% 10%

VHA listens to your views and acts on them 79% 10%
Overall condition of your home 87% 10%
Provides an effective and efficient service 92% 6%
VHA is providing the service I expect from 
my landlord

90% 6%

VHA has friendly and approachable staff 95% 2%
How likely would you be to recommend VHA 
to your friends

(7-10)
91%

(0-4)
4%
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TENANT ENgAgEmENT
getting the tenant 
relationship right is 
fundamental to the effective 
delivery of our business 
plan. Evidence shows that 
a positive and trusting 
relationship is essential to 
reduce the risks posed by 
current and future changes to 
the welfare benefits system. 
similarly, understanding 
tenant requirements will 
best ensure that we deliver 

relevant and focused services that represent value for the rent paid. We therefore go to 
great lengths to invite the views and aspirations of our service users and consider that 
our relatively small size is a benefit in developing robust relationships, while being large 
enough to be able to do something to make a positive difference to them. 

gEtting to Know our tEnants

• Profiling - Over the past year we have implemented an active programme of tenant 
profiling, with over half of our tenants now having provided detailed information about 
themselves and their households. This remains on on-going process and we look to 
have as comprehensive database as possible.

• WalkaboutS - We also contact tenants through a regular programme of 
neighbourhood walkabouts and property inspections.  

• tenancy HealtH cHeckS - We have 
now introduced a programme of Tenancy 
health checks. These are visits to all 
tenants at least once a year to ensure that 
they are managing their tenancy effectively, 
that they are aware of VHA services and 
opportunities for support and that the 
property is in a reasonable condition.  
since march 2015 we have visited 
approximately a quarter of our tenants and 
identified a range of property and support 
issues about which we were previously 
unaware.

• community ProjectS - since April 2015 we have implemented a programme 
of Community Projects. These are designed to engage and develop local communities, 
while at the same time improving neighbourhoods and reducing potential management 
issues. The initial pilot events at The Paddock, Greenfields and Kelsey Court have 
proved extremely popular, with high turnouts and very good feedback from tenants 
(see pictures).

• conSultationS - We continue to consult tenants on a regular basis. in addition 
to the larger STAR Survey (see page 7), we have conducted six SMS consultations 
relating to specific services since March 2015.
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VEcTis TENANT FORUm
We have continued to forge a strong relationship with 
the Tenants’ Forum, which remains a key vehicle for 
consulting residents on matters of performance, policy 
and service development and governance. 

Forum members have now also taken on the role 
of advocate for tenants in designated areas. This is 
designed to boost the profile of the Tenant Forum and 
provide a channel into Vha for those tenants who might 
lack the ability or confidence to approach us directly.

FiNANciAL iNcLUsiON
We recognise that many tenants continue to struggle to meet the demands of everyday 
living. We know from profiling that the majority of our tenants are on low incomes, 
many less that £12.000 pa. About half of our tenants are in receipt of benefits, but 
this fluctuates, particularly as a result of seasonal employment. However, a significant 
number on employment are in part-time and low paid work. many households will 
be adversely affected by the proposed withdrawal of tax credits and the reducing 
benefit cap.

We have adopted a very proactive approach to financial inclusion 
support and do what we can to encourage any household who 
may be struggling financially to come and seek advice. We also 
continue to work in close partnership with other agencies that are 
able to complement our services and provide specialist advice 
and support, such as the Law Centre.

OUR PERFORmANcE 2015
We remain committed to the delivery of consistently high 
quality, value for money services. in this regard, we aim to drive 
increased levels of tenant satisfaction and greater efficiencies. 
However, we are also conscious that maintaining quality and 
delivering social benefit in line with our charitable objectives 
are key. One way we look to introduce a degree of balanced 
perspective is to measure our performance against other 
comparable housing associations.  in this way, we can get an 
informed indication of how we measure up in the sector.

The tables and diagrams below are taken from the 2014/5 benchmarking data for 
sHAPE, a group of 14 small housing associations operating in the south-east of 
England, which comprise our main benchmarking group. However, there are significant 
differences in the locations and types of housing provided between sHAPE members 
and while this data is of use, we feel that the broader sPBm analysis of 120 small 
associations managing less than 1000 units offers more of a useful comparison. A full 
`traffic light’ analysis of our performance against the SPBM members is provided below.

0 10 20 30 40 50 60 70 80 90 100

House Mark

SPBM

Median

Vectis

Figure 1. Tenants' satisfaction 
with landlord's services overall

0 10 20 30 40 50 60 70 80 90 100

House Mark

SPBM

Median

Vectis

Figure 2. Satisfaction that landlord 
listens to views and acts upon them

in virtually all of the key performance indicators indicated here Vectis performs as well 
as our peers. Of particular note is the very high level of satisfaction expressed by our 
tenants in relation to value for money services (91% Vha /83% SPBM average), overall 
services (92%/90%) and satisfaction with the quality of home (92%, 87%). 
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Ha name Vectis SPbm 
lower Q

SPbm
median

SPbm 
upper Q

satisfaction satisfaction - overall 
services - gN 92 84 90 93.55

satisfaction - quality of home - gN 92 81 87 90.45

satisfaction - neighbourhood - gN 83 88 93

satisfaction - VFm rent - gN 91 76.5 83 89.3

satisfaction - VFm service 
charges - gN 60 67 82.5

satisfaction - repairs and 
maintenance - gN 86 78 83.5 89

satisfaction - listens to 
views and acts - gN 80 61.5 73 84.5

NPs gN 45 82 83.5

Ave re-let time - gN 23 34.7 22.5 12

income 
management % rent collected - GN 97.55 98.61 99.96 100.67

current tenant arrears - gN only 2.91 4.45 2.96 1.84

Reactive maintenance % of total 42.79 65 48.29 31.71

Planned maintenance % oftotal 57.21 27.45 48.5 67.5

Operating Cost as % of Turnover 73.56 84.35 73.58 64.05

Ave weekly management 
cost per dwelling 19.82 25.65 19.82 17.12

Weekly investment per unit 23.48 20.04 29.71 35.36

stock condition 
and Asset 

management

Percentage of tenants 
satisfied with repairs and 

maintenance based on repairs 
completion advice

94.4 97.71 99

% repairs completed 
within target time 94.15 97.82 99

Average Energy Efficiency Rating 72 69 72.1 75

Average Environmental (cO2) 
impact Rating 70 66.31 71.2 75.7

% dwellings with a valid 
gas safety cert 100 100 100 100

Tenancy and Estate 
management Number of lettings 13 30.5 64

Value for money Weekly expenditure on reactive 
repairs per unit 6.68 6.15 8.29 12.17

Void losses - gN & HfOP 1.26 1.2 0.6 0.33

table 1 – benchmark comparison with SPbm members
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Figure 3. Average relet time in calendar days
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Figure 4. Arrears
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Figure 5. GN Tenants' satisfaction 
with home & neighbourhood
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Figure 6. GN tenants satisfied with repairs

in terms of our core performance, we operated at the average sHAPE performance for 
re-let times (23 days/23 days) and slightly higher for arrears (2.91%/2.83%) although 
this continues to improve in both areas.

Our approach is to look for continual improvement in our performance it terms of both 
outcomes and value. We therefore provide regular performance updates to both the 
Board and Tenant Forum. We will also include this on our website, which will enable 
tenants and partners to follow our progress.



 14 - Annual report  - August 2015  15 - Annual report  - August 2015

Value for Money (Vfm) is central to delivering our mission, values and Business 
Strategy. We are constantly focused on improving our overall service to tenants by 
continuing to engage with them as part of an ongoing structured implementation of 
value for money principles.  
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Median

Vectis

Figure 7. Tenant Satisfaction 
with Value for Money
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Median

Vectis

Figure 8. Responsive / Planned maintenance 
expenditure as % of maintenance budget
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More inside:
• Paul’s Column

• Community Projects
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COmmunity PrOjeCt GrAnt 
Picnic at The Paddock (below) and Greenfields Get-together (picture at the bottom)

Housing News
Summer 2015

Picnic at The Paddock

The benchmarking tables above indicate that a substantial percentage of Vha tenants 
believe they are getting good value for the rents they pay for their homes. The 91% 
indicated is well in advance of our sHAPE peers, and both the sPBm and overall 
Housemark benchmark figures. We have also made significant progress in getting the 
balance right between planned and responsive maintenance.

We believe value for money is about getting the right balance between the cost of 
delivering our services (economy) together with how efficient and effective we are as 
an organisation. We consistently aim to get the most out of the money we have to 
spend, but are also looking at the qualitative improvements, for example increasing/
improving services with no increase in the cost.  

Our ethos of delivering value is embedded as part of a value for money culture. 
We are committing to reduce our operating costs by 5% of turnover year on year.  
We also have an ambitious target to reduce our maintenance expenditure by 
approximately £50,000 per annum, while retaining quality and performance. This builds 
on a significant saving of £100,000 in 2014/5, largely as a result of improvements to 
our procurement practices. We aim to comply with the housing association Regulatory 
Framework, Value for Money Standard.  

A detailed VfM Statement 
that can be viewed and 
downloaded from our 
website at the following 
address: 
www.vectishousing.co.uk/
value-for-money.aspx.   

A summary of this 
statement will also be sent 
to all residents in an edition 
of our Tenants’ Newsletter.
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neW HomeS anD DeVeloPment

dELiVERiNg mORE HOmEs
We completed our flagship 
development in Swanmore Ryde 
in June 2014, and have made 
significant progress with regard 
to prospective schemes for the 
coming year.

bembridge - We have now 
agreed terms with the Isle of 
Wight council to purchase 
a former school site for the 
provision of 13 new houses. We 
have obtained detailed planning 
permission and hope to make 
the first lettings in early 2017.

greenmount, ryde - We have agreed terms with the developer of this ex-school 
site in Ryde to purchase 8 newly constructed flats as part of a wider refurbishment 
development.  We hope to have these available in early 2016.

bouldnor, yarmouth - This site will provide us with 4 new units during 2016.

ash lane, gunville - This site, which is awaiting planning consent, is a mixed 
development of housing, providing employment opportunities through the construction 
process, together with educational and environmental facilities, will deliver 12 homes 
during 2017.

We are also in discussions with developers over a number of other projects, which have 
the potential to deliver a variety of additional homes over the coming 3-5 years.

All this will be achieved with additional long-term finance recently secured with Triodos 
Bank.

Hal (HouSing aSSociation leaSing)

during the course of 2015 we have revamped our approach to the HAL programme 
and revitalised our offer. Having conducted some initial viability research, we invested 
resources in improving the marketing and promotional documentation for the scheme, 
held an event for prospective interested owners and advertised in both the county 
Press and Isle of Wight Radio.

We have already brought an extra five 
properties into management, keeping us on 
track with our annual target of ten.

As part of our new approach we are 
particularly clear about the standard of 
properties we are prepared to take on and 
these are measured against the Vectis 
Standard. This ensures that we are letting 
homes that we can feel comfortable in calling 
Vectis properties and ensure that we do not 
incur unsustainable costs over the life of 
the lease.

We also expect that in the coming year, we 
will take on further property in partnership 
with IoW council to assist them with their 
housing obligations.
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Board of managEmEnt
mr. george Hibberd, mbe 
- chairman - Retired local solicitor.

mr. michael Starke 
- Freelance Journalist 

mr. james jones 
- Retired architect 
  (standing down from 8/9/15). 

mr. michael Ward 
- Vice chairman and chair of Finance   
  committee - independent Financial 
  Advisor 

mr. grenville ball 
- Retired Personnel manager 
  (Recruitment/Administration) 
  (standing down from 8/9/15). 

Dr. robert keats 
- Freelance consultant with the leasehold 
  sector. Chief Examiner for the Institute of 
  Residential Property management.  

mrs. kirstie o’callaghan 
- Tenant Board member 
  (standing down from 8/9/15). 

mr. robert biggs  
- Local practising architect 

mrs. jenny bond 
- Administrator 
  (standing down from 8/9/15). 

mr. christopher Squibb, mbe 
- Retired Engineering manager 

mr. keith Hopkins 
- Retired supporting People 
  Team manager

mr. richard kaminski 
- Property developer

ExEcutivE tEam
mr. Paul Hann 
- Chief Executive

mr. martyn Pearl 
- Deputy Chief Executive

mr. grahame law 
- Property services manager

ProPErty sErvicEs
mr. Stephen barnes 
- Property Services Officer

mr. Sam tillett 
- Property services Administrator

mr. Peter thompson 
- Maintenance Officer

housing managEmEnt
mrs. jo Sandells 
- Housing Officer

mrs. isabelle cates 
- Income Management Officer

mrs. carol coleman 
- Neighbourhood Housing Officer

financial sErvicEs
Sarah coates-evans 
- Senior Finance Officer

lynne Walker  
- Finance Officer

administration
miss robyn Sanders 
- customer services Assistant  
  (Apprentice)

mr. bobby bedingham 
- customer services Assistant 
  (Apprentice)

BOARd ANd sTAFF PROFiLE
income and expenditure account year ended 31 march 2015

2015 2014
income £ £
Rents and service charges 2,022,829 1,952,668
Other income 23,762 16,673

2,046,591 1,969,341

expenditure
management costs 401,098 328,497
maintenance costs 311,944 297,230
service costs 63,111 61,419
Voids and bad debts 46,730 14,436
depreciction of properties 272,409 274,181
Leasing costs 297,015 299,369
Other costs 101,002 107,199

1,493,309 1,382,331

operating surplus 552,282 587,010
Surplus/loss on sale of housing properties 8,234 55,911
interest payable, less receivable 136,467 135,571
Net surplus 408,581 507,350

balance Sheet
Housing stock at depreciated cost 17,721,491 17,621,461
Less social Housing grant - 8,347,324 -8,310,423

9,374,187 9,311,038
Other fixed assets 354,294 317,208

debtors 111,364 95,843
Bank and cash balances 2,171,503 1,834,538
Less creditors -529,776 278,177

11,481,552 11,280,450
Financed by:
mortgages 4,585,286 4,792,767
share capital 31 29
Revenue reserves 6,823,431 63,302
Other reserves 72,804 6,424,352

11,481,552 11,280,450

FiNANciAL sUmmARY
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cONTAcT Us: 
Vectis Housing association limited

 

    01983 525985

     01983 529956

     enquiries@vectishousing.co.uk

     www.vectishousing.co.uk

Registration under the Co-operative and Community Benefits Act 2014
• registration with Homes and Communities Agency (L1005)

• membership of National Housing Federation
• membership of independent Ombudsman scheme

• membership of sHAPE
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