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Chairman’s report
The past year has continued to be challenging in the housing sector. With the
introduction of the under occupancy charge, or bedroom tax as it is commonly
referred to, supporting residents has never been so important.

George Blunden
Raglan proactively worked with residents throughout the year
to ensure they did not struggle with welfare changes. Over
575 Raglan residents were found to be affected. Information
roadshows gave people affected the opportunity to find out
what their options were. In addition, housing officers attended
‘speed dating’ style events with local councils and other housing
providers aimed at encouraging people to ‘swap’ homes and
downsize if required. Housing officers also actively encouraged
residents to apply for discretionary housing payments if they
were in rent arrears.
One of Raglan’s key priorities for the year was to progress with
plans to merge with Jephson Housing Association. The Boards
of each organisation agreed to the formation of a partnership in
December 2013 and work continues to move forward with plans.
The final part of the relocation strategy was completed during the
year with the sale of the Bournemouth office and relocation to a
new, more fit for purpose building nearby.

With a turnover of £71 million, Raglan has robust and well
managed finances. We were pleased to continue work as a
preferred development partner of the HCA throughout the
year and delivered 75% of our affordable unit target.

The year included detailed talks with two housing associations,
Rosebery and Jephson, to help realise our ambitions to grow the
business through acquisitions and mergers. While the Jepshon
merger continues to move forward, our talks with Rosebery
ended in January after their Board decided not to join us in
becoming one larger housing group. The Board believes Raglan
will continue to grow and strengthen and the new company
will be in a good position to make a real difference to those in
housing need.
Once again I wish to thank my fellow board members and all
the staff at Raglan for their dedication and energy during what
was an exceptionally demanding but successful year.
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Chief Executive’s report
The past year has presented the housing sector with a number of challenges and
the national housing shortage across the country, particularly in rural and market
towns, continues.

Nicholas Harris

The first of a large investment project to improve our existing
sheltered housing stock was completed with the refurbishment
of Wavell Court in Aldershot. The much needed work included
improvements to the communal lounge, dining and kitchen areas
as well as corridors. More schemes will be completed during
2014-15 making our offer to over 55s more attractive now and
in the future.
During the year, we acquired two new Foyers to provide
housing for vulnerable young people in Exeter and Abingdon strengthening our overall supported housing.
The Welfare Reform Act came into full swing with the introduction
of the under-occupancy charge in April 2013. Our team worked
hard to identify residents impacted by the changes and to help
them avoid falling into rent arrears and financial hardship.

As part of our ambitions to become a ‘digital by default
business’ our new website was launched offering residents more
information and ways to transact with Raglan. Work continues on
the site to provide more services to residents.

Our development programme continued to go from strength to
strength with over 390 homes built during the year – 299
for affordable rent and 94 for shared ownership.

With the impending merger with Jephson Housing Association
Group, we have been actively working with managers to ensure
they have the necessary skills to manage change when it comes
and provide essential support to staff.
I know the next year will be challenging, but with that comes great
opportunity and I’m looking forward to progressing further with
our plans to become a leading housing association.
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Overview
The past year (2013/2014) has
been a busy but rewarding period.
Much of our focus has been on
supporting residents impacted by
Welfare Reform, where we have
invested considerable resources to
help them manage the challenges.

Our values:
•

Customer focused

•

One team

•

Passionate

•

Forward thinking

•

Commercial

The future introduction of the Government’s new Universal
Credit system remains a concern. We have welcomed delays
to the roll-out which will allow us more time to help prepare
residents with the budgeting and IT skills they will need to
access and manage their benefits.
We are making good progress with our ‘digital inclusion’
strategy which aims to provide a 21st century customer
experience that combines high quality housing provision
with 24-hour online access. Our new customer focused
website went live in February and already we’re seeing
an increase in online traffic and transactions.
Of course, we remain committed to delivering great quality
local services and investing ‘on the ground’ in communities
and neighbourhoods.
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Customer focused
Whether we’re working with shared owners, the elderly, socially disadvantaged or
vulnerable people, we always strive to put people a the heart of everything we do.
Welfare reform

Financial inclusion

As part of our work in supporting residents in dealing with the
impacts of welfare reform, a series of roadshows kicked off in
Purbeck in July and continued to roll out across all the regions.

We have continued with our commitment to the part-funding
of a money advice and debt counselling project in WestonSuper-Mare, Somerset, where there is a concentration of rented
properties. The service, administered by the local Citizens’ Advice
Bureau and credit union, offers an integrated debt counselling/
money advice service, along with setting up basic bank accounts,
getting loans at a reasonable rate of interest and setting up
savings accounts. It is hoped that, over the initial three years of
the service, arrears and eviction will decrease, resulting in a more
stable community and lower void repair costs.

We also ran dozens of drop-in sessions for residents to explain
the changes in more detail and knocked on hundreds of doors,
aiming to reach as many people as possible.
We are continuing to engage with local communities and to work
closely with our most vulnerable residents to help them deal with
the impacts and the further forthcoming changes.

In addition, we continued to financially support the South Coast
Money Line, which provides competitive loans to residents in
Southampton, Portsmouth and Eastleigh.

Service delivery
During the year, a Business Improvement Review Group was
formed to look at specific service improvements, with a special
focus on customer contact.

Social Return on Investment (SROI)
SROI is a way of measuring the value created by some of our
work. Over the last twelve months we have undertaken a number
of value adding resident activities:

Ad hoc focus groups, including leasehold and anti-social
behaviour focus groups were held to give insight into satisfaction
with our services and recommend improvements. In addition, an
anti-social behaviour advisory group was formed to work with
staff to increase our responsiveness in this area, which we know
is really important to residents.

•	2,451 residents took part in engagement activity, generating
a value of £32,370
•	We spent over £83,000 last year on providing specialist
anti-social behaviour support to more than 1,400 residents.
This includes helping 716 residents to deal with noise
related issues

To ensure equality and diversity is truly embedded into the culture
of Raglan, a new disability forum was established to help us
identify where we need to improve policies and procedures to
be more inclusive.

•	We spent £98,565 in neighbourhood grant funding
for local projects
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One team
By working together we aim to create positive
environments for residents and staff.
Learning and development

Working together

As well as investing in our communities, we believe in investing
in our people. We continue to commit more than 2% of
Raglan’s annual salary bill to provide learning and development,
which exceeds the Chartered Institute of Personnel and
Development’s benchmark.

As part of our goal to better understand what matters to residents
and what they think about the services provided, we launched a
new online insight panel. The panel of 750 residents gives those
involved the opportunity to have their say on a range of services
from the comfort of their own home, at a time that suits them.

Various initiatives have been implemented this year including two
development programmes for managers and a new programme
is being introduced which focuses on developing managers’ skills
in managing the performance of their teams. This programme
supports the organisation in its objectives of achieving Sunday
Times top 100 Companies status and IA Gold accreditation.

The panel is surveyed six times a year on a range of subjects
- from key service changes to opinions on how to improve the
website – and is designed to help us reach a lot of residents we
may not already hear from.
Joint decisions
To support staff recruitment, a group of residents have been
trained to help with the recruitment of front-line staff. Members
of the group were instrumental in the recruitment of the retirement
living team during the year.

Dedicated training and support has also been introduced
to ensure managers are able to deliver against key business
areas including risk, welfare reform and value for money.
Raglan is accredited with the Investors in People standard
and was successful in obtaining reaccreditation in 2014.
Employee engagement and wellbeing
There has been considerable amount of work over the past year
in embedding our values and behaviours. One of the ways this
has been achieved is by directly assessing staff on the degree
to which they demonstrate the Raglan behaviours, through the
performance management process.
The retention of Investors in People status provides a useful
indicator of the success of our engagement and CSR measures,
as does staff feedback in various formats. In 2013 we took part in
the Best Companies to Work For survey, and improved our score
on the previous year, remaining “ones to watch”.
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Passionate
Being ‘average’ isn’t something we aim for. We are passionate
about what we do and believe in being the absolute best we can.
Labour of love

Working together

We were delighted when a new Raglan development of 12 family
homes for affordable rent in Meare, near Glastonbury, won the
coveted Mendip Building Excellence Award for Best Social or
Affordable New Housing Development. The awards recognise
quality of housing design, construction and craftsmanship as well
compliance with relevant legislation, and customer satisfaction.

The first Raglan Community Week took place in June - a national,
annual event organised by the company where staff, from the
chief executive down to the newest employee, volunteer their time
and skills to deliver a community project.
The initiative saw staff involved in a wide range of tasks of
community projects from gardening, fencing repairs and painting
and decorating projects to helping residents with computer skills,
litter picking and creating refuse areas.

The £1.5 million development in St Mary’s Road was built by
Somerset builders Winsley White. The affordable rental homes,
which are exclusively for local people with a connection to Meare,
were built using local trades, labour and materials.

In Stoke Golding staff, residents and people from the wider
community came together to create a community allotment, and
in Eastbourne staff and tenants rolled up their sleeves and took to
the gardens to spruce up communal areas.

Working closely with the district and parish councils, the project
team worked hard to ensure that the development’s design and
construction reflects its rural setting as well as the housing needs
and priorities of the community. St Mary’s Road is a great example
of a development which has been built by local people for local
people using local labour and materials.

Green-fingered Loughborough residents took part in ‘Britain in
Bloom’ by displaying more than 20 hanging baskets in beautiful
and unique ways.
Operatives also gave their time to deliver a mini-makeover of
shared areas at Bedford’s Santosh Asian Womens’ Refuge. This
included decorating a conservatory to bring more colour and
warmth to the building.

Two further schemes were shortlisted for LABC Building
Excellence Awards: the first at Mill Road in Barton St David and
the second in Springfield Road, Highbridge, which was shortlisted
for Best High Volume New Housing Development and Best
Affordable New Housing Development.

Feedback has been really positive and plans are already underway
to make next year’s event even bigger and better.
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Big picture
Raglan’s new development of 117 homes for affordable rent
in Springfield Road, Highbridge certainly made an impact with
the unveiling of a 22-metre high community mural to mark the
official opening.
Raglan commissioned artist Andrew Bolton to create the mural
from ideas generated by Springfield Road residents and children
at nearby Churchfield Primary School.
The mural combines children’s drawings with images of the same
children using the play equipment installed at the scheme. It also
has references to Highbridge’s history – a steam roller and a
‘Tom Putt’ apple. It’s been a truly collaborative art project involving
residents, members of the community and local
children in its design, planning and creation.
Raglan contributes one per cent of the total build cost of its
affordable housing developments to public art. Last year we
also donated £8,000 towards the cost of Highbridge’s new
town clock which was unveiled as part of the Queen’s
Diamond Jubilee celebrations.
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Forward thinking
We’re always look for opportunities, as well as
being committed to looking after our environment.
Corporate Social Responsibility

Thought leadership

This year we’ve placed increased emphasis on opportunities to
demonstrate Corporate Social Responsibility (CSR) or on “giving
something back”. As well as the highly successful Community
Week, a seasonal challenge took place in December involving
staff raising money and donating gifts for Raglan’s refuges and
foyers. We were pleased and encouraged by the dedication
of staff towards all these community projects.
We have also revised our fleet policy to offer incentives for the
selection of more eco-friendly vehicles and continue to seek
opportunities to reduce environmental impact.

Through sharing our experience and knowledge, we continued
to deliver our aim of being a positive influence within the housing
sector. A range of meetings with a number of MPs both in local
constituencies as well as at Westminster were held by Raglan’s
Chief Executive. Raglan also provided formal responses to
two government consultations: one looking into the delivery of
affordable housing, and the other looking into the success of the
NPPF. A number of opinion pieces by our COE and leadership
team were covered in the national trade press on subjects ranging
from the impact of welfare reform to the development of new
affordable homes.

Stock rationalisation

Digital delivery

Work continued on Raglan’s stock rationalisation programme
which involves a move out of London. The asset development
team achieved gross sales of £12m for this programme, which
equates to just over £7.4m net. These funds will enable Raglan
to invest in new homes that are more energy efficient and cost
less to maintain.

As part of our strategic channel shift work we are looking at ways
to move more resident transactions online. We launched a new
customer focused website from February, making it much easier
for residents to report repairs, find homes, understand charges
and manage their tenancy. The new site had a total of 7,259
visitors in the first month, compared to 216 in the same period in
2013. Development of the site is on-going and more transactional
services are continuing to be added through a specialist portal.

The first scheme of a large investment programme into improving
Raglan’s sheltered housing stock started with the refurbishment
of the communal areas of Wavell Court in Aldershot.

Partnership progress
Residents of both Raglan and Jephson were formally consulted
about plans to merge the two associations and the majority
found to be in favour of the partnership proposals.
Merger plans have continued to gather pace, with the new
Group expected to be operational from January 2015. Significant
efficiency gains will help us improve our offer to residents and
allow more new homes to be created. Overall, we’re looking
at potentially developing more than 7,000 new homes over
the next 10 years.
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Double celebrations at Manor Road

Royal appointment

Staff from Raglan Housing joined residents and members of
Swindon Borough Council, Wiltshire Wildlife Trust and suppliers
to celebrate the official opening of the new £1.8 million affordable
housing development in Manor Road, Swindon, and the opening
of a food-growing community garden.

New Raglan home-owners Dan and Susan Thomas and baby
daughter Mia received a very special visitor when Prince Charles
stopped by at their three-bedroom terraced townhouse in
Bridport Road, Poundbury.
Dan, 33, a charge-hand porter at Dorchester Hospital and
Susan, 35, a staff nurse in the special baby care unit, recently
purchased their new affordable home through Raglan’s shared
ownership scheme.

The smart new development built by Mansell Partnership
Housing, comprises a mix of 22 energy-efficient homes for
affordable rent. All the homes have a Code for Sustainable Homes
Level 3 sustainability rating and are designed to keep residents’
energy bills down. They include features such as mechanical
ventilation heat recovery systems which provide fresh air and
better climate control, while saving energy by reducing home
heating and cooling requirements.

The Prince met the couple and members of Raglan Housing
during one of his regular informal visits to his sustainable model
urban community in Dorset which celebrated its 20th anniversary
last year. The development combines social and private housing
with work and leisure facilities and is designed to put the needs
of people before cars.

Fourteen of the new homes are also designed to meet the
Lifetime Homes standard with flexible design features which
support and adapt to residents’ changing needs in different
stages of life – from young families raising small children to
older people facing reduced mobility in later life.
The associated community garden and food growing site has
been created on land owned by Raglan Housing. The initiative is
a joint venture with Wiltshire Wildlife Trust which has been working
with residents and local volunteers on the garden, featuring microplots, a wildlife area, a polytunnel and communal growing areas.
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Commercial
Commercial expertise is vital to ensure we work efficiently
and generate funding to build more, much needed homes.
Development
During the year, Raglan built 393 homes; 299 for affordable rent
and 94 for shared ownership. This represents 75% of our 624
affordable unit target from the Homes and Communities Agency
(HCA). The remainder of the properties will be completed over
the next year.
In July our Development team successfully secured £8.6 million
grant funding from the Homes and Communities Agency (HCA)
2015-2018 Affordable Homes Programme.
The allocation exactly matches Raglan’s bid for 450 grant funded
new homes. The additional money - which equates to around
£20,000 per home - will be split across Raglan’s operating areas
where, over the next three years, the association will deliver
280 affordable new homes in the South and South West;
127 properties in the East and South East, and 43 properties
in the Midlands.

Value for money

It is a significant boost to our housing development programme
and will help meet the costs of building many new high-quality,
affordable homes where they are most desperately needed.

We set ourselves a target to find £1 million in efficiency savings.
Through a number of activities designed to reduce waste and
remove non-essential services we have saved approximately
£1.23 million.

Relocation

Efforts have also been made to enhance the values of properties
for sale through the use of permitted planning permissions and it
is estimated that sales will have increased
by 33.33% from the 2012/13 level.

The final part of our relocation strategy was completed in May
2013, with the sale of Raglan’s Bournemouth office. A new, more
modern office has been rented in nearby Waverly House. The
office is the new location for the Housing Services Centre, HR
shared services, the financial payments team, IMS development
team, credit control, anti-social behaviour team and the regional
housing office for the South West.

In the last year a new procurement strategy has been adopted
and this has led to tighter budgetary controls, increased planned
work and more commercial contracts.
A range of smaller estate management contracts have been
brought together in the Midlands and East region and a number
of services have been reviewed delivering increased efficiencies.
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20/20 challenge

Eastbourne expansion

Over the last three years 20% of residents have generated 51%
of operational costs while the cheapest 20% have cost just 2%.

We increased our growing portfolio of affordable homes in
Sussex with the acquisition of 134 new properties in
Eastbourne from Southern Housing Group.

Through detailed analysis and with the use of resident profile
data we have begun to identify the factors associated with this
disproportionate use of services including employment status,
length of tenancy and time of the year.

The new Eastbourne properties are a mix of sheltered
accommodation and affordable rental homes in and around the
town. The largest scheme is Lakeside Court which is a sheltered
housing development for older people with a neighbouring general
needs apartment scheme in Hampden Park.

We have committed to creating a transformation programme,
known as 20/20, which:

We have also taken ownership of 22 homes in St Phillip’s Place,
north of the town centre and three flats near the seafront at
London House, in Cornfield Terrace.

•	Identifies where spending is disproportionately focused
•	Understands what is causing this spend
•	Develops suggestions to reduce existing demand

The team worked hard with Southern Housing Group’s staff to
ensure a smooth transition and attended residents meetings to
answer questions about the changes a new landlord may bring.

•	Identifies ways to serve less demanding residents

The acquisition fits with our expansion plans of becoming a
driving force in the provision of more affordable homes in urban
centres like Eastbourne, where there is a critical shortage of lowcost housing. It comes at a time when predicted rents in 2020
are expected to be 46 per cent higher than they are today. The
shortage of affordable housing will also mean 3.7 million young
people living with their parents in 2020, an increase of 700,000.
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Our performance
We measure our performance around a number of core areas to
help us understand how we’re doing and where we can do better.
Customer experience

Managing homes

During the year, our Housing Services Centre (HSC) answered
145,293 calls. Despite there being an 3.7% increase in the
number of calls we received, there was a 2% improvement
in resolving queries on first contact.

Our arrears collection showed continuing improvement with a
total collection rate (of available rent) of 98.5%. This compares to
97.7% in 2012/13 and translated into significant improvements
in gross rent arrears which were down to 3.33% for 2013/14,
compared to 4.26% the previous year.

Overall, 82.7% of residents said they are satisfied or very
satisfied with Raglan as landlord, which is a 2.6% improvement
on last year.

The annualised overall void loss figure was 1.31% for 2013/14
compared to 1.21% in 2012/13. However, we have introduced
a new process for managing void properties and have seen an
improvement over the last six months of the year.

Maintenance and repairs
One of the key reasons for customers contacting Raglan is
to report a repair. During 2013-14, 82.5% of residents were
satisfied with the repairs service.

Your neighbourhood
The total number of new anti-social behaviour (ASB) cases has
reduced with particular improvements in tackling noise and
harassment cases. More broadly, the number of outstanding
cases has been significantly reduced and there has been progress
in both the speed and quality of response.

In terms of home maintenance, a total of 59,176 work orders
were raised of which 43,165 were responsive repairs. The
overall responsive completion rate was high at 94.44%.
Our new appointment system, which was introduced from
April 2013, has been designed to improve the response times
for emergency repairs from 24 hours to 4 hours and ensure
contractors contact customers directly within 48 hours to
arrange an appointment.

Number of anti-social behaviour cases compared to 2012/13

Routine maintenance expenditure for the year was £9.3 million,
broadly in line with the previous year.

2013/14

Q1

Q2

Q3

Q4

Number of cases

418

420

234

308

2012/13

Q1

Q2

Q3

Q4

Number of cases

597

766

496

479

Last year 2,451 residents took part in various engagement
activities, giving 5,133 hours of their time. This includes two
customer online insight surveys, Local Services and Performance
Committees (LSPCs), ASB focus groups and support for 22
resident associations.

During 2013/14, £7.5 million was spent or committed on renewal
programmes, benefitting 2,392 homes. This included 512 new
kitchens, 436 bathrooms and 154 storage heaters.
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Finances
Trading

Forecasts

The group has had another successful year with turnover again

The Group is forecasting a surplus excluding asset sales

increasing by

for 2014/15 of

£7million (10.9%) as a result of

rent increases, increased housing stock and increased shared

£11 million. Sale of properties
surplus is expected to be £4 million. This is

ownership sales.

consistent with the affordable housing agreement with
the Homes and Communities Agency.

We’ve seen a marginal increase in our operating costs and
continue to focus on delivering Value for Money to keep these to
a minimum.
We’ve achieved an operating surplus for the year
of

£25,295,000, compared to £21,090,000

in the previous year.
The operating margin on social housing letting increased from

34.5% to 36.3%, mainly due to higher income.

Sales of first tranches of shared ownership properties showed
a surplus of

£1,245,000 (2013: £652,000).

Interest costs increased to

£15.0 million from

£12.2 million as a result of further bond issue in the year.
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