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INVOLVING, INVESTING & IMPROVING

We have continued to invest in your homes, with our
Gateway PropertyCare team continuing to maintain
your homes to a high standard and Gateway
GreenCare making improvements to the look and
feel of our neighbourhoods. We’ve also continued to
grow as an organisation by building and acquiring
new homes across Preston - with a particular
highlight being that we have started work on our
fantastic, and much needed, Independent Living
Scheme.
We’ve continued to work closely with our tenants,
providing welfare advice and support where it is
needed, addressing issues of anti-social behaviour to
allow our tenants to live happily in their homes and
providing access to further training and employment
through our Gateway2Employment project.
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Welcome to our 2018
Annual Report. It has
been a busy 12 months
at CGA and overall
we think it has been a
successful year.

It is also important to remember that CGA is a
tenant-led housing association. At a time when
many housing associations are talking about trying
to re-engage with their tenants, we are really proud
that we have kept to our principles of listening to
and involving our tenants in shaping what we do and
how we do it. We are seen by many as a leader in
tenant involvement - evidenced by the government
asking CGA to host a visit by the Housing Minister
in November on behalf of all social landlords in the
North West.
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There are many ways in which you can get involved
with CGA, whether that be simply responding to
a text or filling out a survey. If you want to have a
deeper involvement why not look to join an action
group or keep us on our toes by carrying out some
mystery shopping or a scrutiny exercise?
We will also be looking at new ways we can involve
more of our tenants during the coming year through
our ‘Let’s Talk’ Engagement project.
We hope you enjoy reading our annual review and
we look forward to seeing you at our AGM on the
13th September 2018 at the Gujarat Centre, South
Meadow Lane, Preston.
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You’ve told us that you are very satisfied with
services provided by us - so that suggests that we
seem to be doing the right things in the right way. We
recognise that we do not always get it right though,
and have introduced some changes to the way we
work that will hopefully allow us to improve on those
areas where you have told us we can do better.

INVOLVING

YOU

THROUGH...
When CGA was formed in 2005 we were unique
then as we were the first and only housing provider
set up under the Gateway Model. This means that
we put our customers at the heart of everything
we do and tenants are involved in the decision
making at CGA at every level. We are committed to
empowering tenants and residents to make a real
difference to their own lives, and of those living in
their neighbourhoods and communities.

INFLUENCING GOVERNMENT
POLICY
CGA are leaders in tenant and resident involvement
which is why we have been involved in helping to
influence government policy recently.
2017/18 has been a year of important national
discussions around the value of social housing
following the Grenfell Tower tragedy, with CGA
playing an important role in these conversations
nationally.
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Housing Minister, Alok
Sharma, chose to visit
CGA in November 2017
and speak with our staff
and tenants, and others
from across the North West,
about housing issues that
matter most to them. This
was a great opportunity for our tenants to have their
voices heard and provide great feedback directly to
government, and we know these opinions will feed
into future thinking around social housing, to be
released in a government green paper later in 2018.
CGA were also part of the ‘Mutuality & Accountability
in the Housing Association Sector’ report launched
in the Houses of Parliament in November 2017. This
report was produced in partnership with six other
mutual housing associations across the country,
and highlights the work organisations like CGA do to
make sure the views of members directly influence
the activities of the business.
Staff and tenants also contributed to the Chartered
Institute of Housing ‘Rethinking Social Housing’
debate.

There are loads of ways for you to get involved and
have a real influence on the types of services we
provide and the role we play in your community. Your
voice matters to us at CGA. Here are just some of
the ways that you can get involved:
Membership – All tenants and leaseholders
can become a member of CGA with Associate
Membership available for other
residents in our communities. We
even have a special membership for
everyone under 16 who lives in our
FULL
areas. Our under 16s members get to
MEMBERS
go on free trips and influence decisions
on things that matter to them in their community.
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ACTIVELY
Action Groups – CGA has a number of
Action Groups covering all areas of the
business. This provides an opportunity to
INVOLVED
learn more and influence future policies
MEMBERS
on topics that individuals really care
about such as our homes, environment, sheltered
housing, communications and more. Action Groups
are open to all tenants.

1023

8

Tenant Scrutiny - This year CGA’s Tenant Scrutiny
Group carried out an exercise to ensure that CGA
were complying with the Housing Regulator’s 4
Consumer Standards: our homes; neighbourhoods;
tenancies; and tenant involvement. Some of the
issues the group looked at included the introduction
of affordability assessments and the use of customer
profiling data. Any tenant can be involved in similar
scrutiny activities carried out throughout the year.
Gateway 100 –
We know that not
everyone has the time
or is able to attend
meetings, but we would still like to get your views
on things that matter to you. As well as regular
satisfaction surveys that are sent to tenants when
they have received services from us, we have a new
group, “Gateway 100”, which we can consult with
on a range of topics. This is done via email and text
so takes only a couple of minutes to make sure your
voice is heard.

GATEWAY100

Mystery shopping – A number of involved tenants
carry out Mystery Shopping on our behalf, and during
the last year exercises were carried out to test that

INVOLVING YOU THROUGH...

SHAPING OUR SERVICES

our new Service Standards are being met by the
wider business at CGA.

a group or even set up a
new one.

We also completed Mystery Shopping on 26 of our
empty properties to make sure they met our empty
homes standard, and checked the cleaning standards
on 17 of our communal blocks. On top of this, we
completed 44 ‘communication’ tests which included
checking that telephone messages were responded
to within our 1 working day target and that letters,
emails and forms are responded to within 3 working
days. All these checks help us to continually improve
the service we offer to you.

You could also
become a volunteer!
We have volunteer
opportunities in
many different areas.
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An example of which is to
volunteer drivers.
join our team of volunteer
minibus drivers and use your
driving skills to help the community. We will provide
volunteers with FREE minibus driver training.

GETTING INVOLVED IN YOUR
COMMUNITY

If you would like to get involved in any of these or our
many other activities, please contact our Community
Empowerment Team on 0800 953 0213

As well as getting involved in the business of CGA,
there are also loads of ways that you can get
involved in your community.

There are opportunities all over Preston to get
involved with a community group, so if you’d like to
fill your time with something exciting or would like to
meet new people let us know and we’ll help you find
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MEMBERS ATTENDIN
G TRAINING

DID YOU KNOW...

5 YGAG members visited Cyprus
as part of a young leadership course.

YOUNG GATEWAY ACTION GROUP

ARE WE
DOING
CGA has a board of 11 people with a mix of
nominees from Preston City Council, Independent
Members recruited for specific skills and 5 Tenant
Board Members, one of which is the Chair of the
Board.
Our Board sets the future direction and strategy of
the organisation, having first taken into consideration
the views of our members. Such decisions include
where to invest resources to make sure we are
delivering the products and services that you, our
customers, want.
The Board also monitors overall performance to
make sure that the organisation is delivering the
objectives agreed with our members and that the
organisation is being well run, both in terms of
good governance and financial management. CGA
continues to have the highest possible rating in
relation to governance and financial viability given by
the Regulator of Social Housing.
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INCOME

Our rental income has always been, and will continue
to be, our primary source of income, which is why
it is so important that we continue our strong track
record of income collection. This means we can
spend on the things that matter most to our tenants.
Our performance in this area is very strong, with the
level of rent collected remaining high and arrears
levels low.
Arrears have plummeted under CGA’s management.
At the time of stock transfer in November 2005,
Preston City Council had rent arrears of more than
£1.3million. We have worked extremely hard to
reduce this debt, and at the end of 2017/18 the
arrears were the lowest on record at £168,898.
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how are we doing?

HOW

INCOME

CUSTOMER SATISFACTION

Arrears reduced by

18%
HOUSEHOLDS IN DEBT
REDUCED BY

TELEPHONE

EMAIL

11%

DID YOU KNOW?..
TOTAL LEASEHOLDER SERVICE CHARGE DEBT
HAS REDUCED BY 49% TO £5,265

DID YOU KNOW?..
the number of households owing over
£1,000 HAS REDUCED BY 28.12%
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how are we doing?

GATEWAY DIRECT

Where does our money go?
2017-2018
Total Expenditure £29.2m

Where does our money come from?
2017-2018
Total Income £28.3m

Repairs & Maintenance		
Improvements to homes		

Rents				£25.6m (91%)
£1.8m (6%)
Property Sales			
£0.9m (3%)
Other Income 			

Environmental work		
Housing Services		
Development of new homes		
Other				
Interest on loans			

£5.9m (20%)
£5.4m (18%)
£0.9m (3%)
£4.8m (16%)
£8.5m (30%)
£0.3m (1%)
£3.4m (12%)

money in our
Read on to see how we are investing this
homes and communities…………
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how are we doing?

In 2017/18, we received total income of £28.3m and,
with CGA being a not for profit organisation, every
penny is spent on the services that you have told us
matter most to you. This approach ensures that you
get value for money from the rent you pay us.

2018
£
Fixed assets
Tangible fixed assets - housing properties
Tangible fixed assets - other
Investment properties
Current assets
Debtors - receivable within one year
Investments
Cash at bank and in hand
Creditors: amounts falling due within
one year
Net current assets
Total assets less current liabilities
Creditors: amounts falling due after
more than one year
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STATEMENT OF COMPREHENSIVE INCOME
FOR THE YEAR ENDED 31 MARCH 2018

2017
Restated
£

2018
£
31,259,579
(1,269,031)
(20,875,306)
9,115,242

2017
Restated
£
31,102,932
(2,482,475)
(18,676,037)
9,944,420

14,766
(3,419,086)
(241,000)

30,025
(3,468,770)
-

5,469,922

6,505,675

-

-

Surplus for the financial year

5,469,922

6,505,675

Actuarial gains / (losses) on defined benefit
pension scheme

1,375,000

(1,834,000)

Total comprehensive income for year

6,844,922

4,671,675

136,941,122
7,622,974
1,854,000
146,418,096

131,861,239
8,175,117
2,095,000
142,131,356

6,465,540

2,913,134

724,916
7,190,456
(4,024,328)

3,629,639
6,542,773
(4,197,853)

Other interest receivable and similar income
Interest and financing costs
Movement in fair value of investment
properties
Surplus before taxation

3,166,128

2,344,920

Taxation on surplus from ordinary activities

149,584,224

144,476,276

(104,990,347) (105,803,495)

Provisions for liabilities
Pension liability
Net assets

(125,752)
(4,488,000)
39,980,125

(139,578)
(5,398,000)
33,135,203

Capital and reserves
Income and expenditure reserve

42,614,125

36,438,203

Revaluation reserve

1,854,000

2,095,000

Restricted reserve

(4,488,000)

(5,398,000)

39,980,125

33,135,203

Turnover
Cost of sales
Operating costs
Operating surplus

INCOME and
EXPENDITURE
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how are we doing?

STATEMENT OF FINANCIAL POSITION AS AT
31 MARCH 2018

A similar amount was spent on providing our
responsive repairs service and doing work on empty
properties.

IN YOUR
HOMES

ENERGY

PERFORMANCE
All of these works, along
CERTIFICATES
with renovation works
on the empty homes we acquired, and 65%
of the improvement works, were carried out by our
in-house team, Gateway PropertyCare (GPC). This is
a fantastic achievement which gave us more value
from our investment, compared to paying external
contractors.

WE INVESTED

20,700,000
IN PROPERTIES

MAINTAINING YOUR HOME

We recognise that our repairs service is one of our
tenants’ key properties and we are also committed
to ensuring that we put the health and safety of our
residents at the heart of everything we do.
During the year CGA invested over £11.3 million in our
existing homes. We spent over £5 million
on improvement works such as bathroom
and kitchen upgrades, roofing works,
ASSESMENTS
pointing, painting, security lighting and
the installation of adaptations.

IONS
BALCONY INSPECT

FIRE RISK
COMPLETED
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We are looking to deliver even more
work in-house in the coming year, giving
us greater control over cost and quality
and enabling us to be more efficient and
customer focused.

Despite the significant increase in work for GPC, they
continued to deliver an excellent repairs service with
customer satisfaction increasing during the year to
97% - this is up from 96% the previous year.

INVESTING IN YOUR HOMES

INVESTING

IN YOUR
HOMES

IMPROVING YOUR
ENVIRONMENT

We know that for our customers, the external
environment of their home is just as important as
their individual property, which is why our GreenCare
team has been expanded to be able to carry out even
more improvements to the green spaces surrounding
our homes and to our communal areas.

into an open green space for the community to enjoy.
The expanded team have also taken on responsibility
for our communal spaces and will be inspecting
these regularly to ensure they are maintained and
improved appropriately. This has already resulted
in increased customer satisfaction for residents in
communal blocks of flats.

In addition to undertaking the grass cutting along
with tree and shrub maintenance, the team have
carried out a number of projects, including fencing
and environmental works, aimed at
improving the look and feel of our
estates.
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One of the major projects the team
worked on during the year was at
Truro Place. GreenCare worked
closely with the Friends of Fishwick
and St Matthews Community Group to
transform a large area of unused land

e
Truro Plac

GREENCARE

INVESTING IN YOUR HOMES

INVESTING

CGA developed 37 new homes for affordable rent
during 2017/18 including 8 new homes built on former
garage sites in Ingol and 27 “purchase and repair”
properties.
These are properties purchased on the open market
and renovated by GPC, allowing us to save money
on the costs of works whilst ensuring an excellent
standard of quality. Once finished they are then rented
to people on our waiting list who need affordable
accommodation.
Schemes such as purchase and repair allow us to
provide homes in areas of high demand where we
don’t have many, if any, existing homes.
A lot of work took place during the year to identify
more new developments that will be delivered in the
next 2 years as we aim to deliver another 250 new
homes by March 2020.
One such scheme, approved by the
Board this year, is our long anticipated
Independent Living Scheme in Ingol,
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which will consist of 60 self-contained apartments in
CGA’s biggest single development to date.
Following feedback and consultation with our
members and involved tenants, CGA’s Board agreed
in February 2018 that we will concentrate our
development activity in Preston, the immediate
surrounding areas (Greater Preston), Blackpool and
the Fylde Coast.
We aim to build the homes that people need, not only
now, but also for the future, and all our new homes
are designed and selected with this in mind; offering
generous room sizes and built to a high quality with
great facilities in areas that people want.

INVESTING IN YOUR HOMES

DEVELOPING NEW HOMES

As well as ensuring our new homes meet current and
future customers’ needs, we have also been reviewing
our existing homes to ensure that they are fit for the
future.
A series of “option appraisals” were carried out during
the year which led to CGA’s Board approving the
conversion of 26 one bedroom flats in Brookfield into
13 two bedroom family homes.

NEW

8

BUILD TS
PMEN
DEVELO

APPOINT

MENTS
MADE

Similar option appraisals have also resulted in much
needed family homes being approved in Savick and
St Matthews. All of these schemes replace existing
obsolete flats, which were difficult to let and costly to
manage, with new family housing that our customers
need.

AND KEP
T

RIGHT FIRST TIME
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S
NEW BUILD HOME

INVESTING IN YOUR HOMES

INVESTING FOR THE FUTURE

EMERGENCIES ATTENDED

QUALITY OF
LIFE

We know that some of our customers need some
help from time to time to deal with issues or manage
their tenancy. Over the last few months we have
reviewed our services and staffing structures to
make sure we are able to deliver the support that our
customers need, when they need it.

FINANCIAL SUPPORT

Our Tenancy Support Team provide customers with
advice and assistance to increase their income and
minimise the impact, where possible, of welfare
reform. Our dedicated team of Benefit Advisers help
and support our tenants to access benefits and
grants.
The team have worked tirelessly throughout the year
and have managed to secure £3.3 million in extra
income for our customers. That’s over £53,000
every week!
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We understand the financial pressures some of our
customers are facing and want to try and ease that
burden where possible, especially at Christmas,
which is why CGA colleagues raised over £10,000 for
our Christmas Toy Appeal.
This meant that we were able to help provide 168
toy hampers for children across 72 households, and
we delivered 192 food parcels to tenants last year.
TENANTS
GIVEN

165

SUPPORT AND
HELP

IMPROVING YOUR QUALITY OF LIFE

IMPROVING YOUR

An important part of the support we offer for older
residents is our independent living schemes.
This offers residents over the age of 50, and their
families, peace of mind, safe in the knowledge that
the resident will receive 24 hour support and regular
visits from the Outreach and Support Team.
This year has seen a huge increase in the number
of activities that have been introduced with sessions
such as singalongs, quizzes and Armchair Travel.
These are hosted at various schemes and are open
to all independent living residents. Armchair Travel
allows residents to find out about other countries
and cultures from the comfort of their scheme. The
sessions are interactive with food, information, music
and games from around the world.
Activities such as this provide a great opportunity
for residents to re-connect with old friends and
make new ones from other schemes. They have
been extremely popular providing participants with a
great day and, most importantly, helping to prevent
loneliness and isolation.
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We recognise, however, that there are many
residents who need similar support who may be
younger or who don’t live in our independent living
schemes. This is why our new Outreach and Support
Team has been set up to provide this support for
residents regardless of where they live. The support
we can offer is tailored to the individual but can
include assistance such as the installation of a
SupportLine lifeline, visits from an Outreach Support
Officer to help with tenancy, lifestyle or financial
matters, or simply encouragement and signposting to
social activities to improve quality of life.
If you or anyone you know would like to know
more about the support we can offer, please
contact Paula Lister on 01772 268090.

IMPROVING YOUR QUALITY OF LIFE

OUTREACH SUPPORT

IMPROVING YOUR
LIFE

16,000
WELFARE AND
SUPPORT VISITS

32

RESIDENTS

650

ATTENDING SCH
EME

ACTIVITES

53

NEW PEOPLE HELPED INTO
SHELTERED PROPERTIES

IMPROVING YOUR QUALITY OF LIFE

QUALITY OF

SupportLine is a 24 hour monitoring and response
service run by CGA which provides support to anyone
who feels vulnerable, regardless of age or where
they live.
It’s true that the majority of customers who have
SupportLine installed in their homes are older
residents, and for them the service is a great way
to keep their independence in their own home. It
can help to reduce loneliness and social isolation,
help reduce and provide quicker response to falls at
home, and also provide support and much needed
peace of mind for them and their family after a stay
in hospital.

During 2017/18 the team answered 69,643 calls
from customers who needed some support and
visited 1,684 customers at home. Over 900 of these
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We take our responsibility to our SupportLine
customers extremely seriously as we know that any
delay in responding to an emergency situation could
have serious implications for the customer. This is
why we make sure that our service is accredited by
the Telecare Services Authority (TSA) who carry out
a very thorough independent audit of the service
every 3 years to ensure that we meet the industry
standards of safety and quality. We’re proud to
report that once again we passed this test with flying
colours.

OUT OF

HOURS
CALLS

2840

The service isn’t just for older people though, anyone
can have SupportLine installed in their home. It is
particularly useful for those who have suffered from
Domestic Violence or who feel vulnerable in their
home due to physical or mental health issues.

visits were to customers who had found themselves
in an emergency situation.

69,643

IMPROVING YOUR QUALITY OF LIFE

SUPPORTLINE

Every tenant has the right to enjoy their home
undisturbed and our Tenancy Management Team
work hard to ensure that our tenants can do this.
The main role of the team is to prevent anti-social
behaviour and deal with any breaches of tenancy
should they occur. Where a tenant is causing
problems for their neighbours and the surrounding
community, the team will work with the individual
to make the changes necessary to ensure their
behaviour is not affecting others.
The team also offer support to vulnerable people
who may be at risk, particularly those suffering from
hate abuse or domestic violence. We can’t do this
alone, and in many cases we need to work with the
local community and our partners such as the Police,
Preston City Council and Social Services to deliver
the necessary results.
We have carried out a number of activities during
the year with our partners to address specific
issues in our communities including a Domestic
Violence Awareness Week and joint events aimed
at addressing safeguarding concerns of older,
36

vulnerable, male tenants. During the year, 74 reports
of concern for vulnerable customers were raised by
CGA staff which resulted in advice and support being
provided to the individual, as well as successfully
engaging external support services for the tenant.

olved
cases res
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to satisfac nt
a
of complain

SATISFACTION
OF CASE
MANAGEMENT

Dealt with 74 reports
from colleagues with
concerns for tenants

IMPROVING YOUR QUALITY OF LIFE

COMMUNITY SAFETY

PRESTON VOCATIONAL
CENTRE

CGA provides a range of advice and training
opportunities to support new and existing tenants
back into work through our gateway2employment
scheme. This service provides:

PVC has worked with 211 learners over the past
12 months from 31 schools in Lancashire (most in
Preston). In 2017 PVC saw 86% of school leavers
go onto a positive destination (employment, further
education, training or apprenticeship).

We know that for many of our
tenants getting back into work is
a key priority, bringing with it the
financial and health and wellbeing benefits that employment can provide.

Our charitable training subsidiary, Preston Vocational
Centre (PVC), is helping to improve the quality of life
for many young people and supports our tenants and
residents back into work or training.

•One to one support
•Volunteering opportunities
•Training and personal development
•Apprenticeships
•Job search support
•Work experience
This year £110,683 in external funding was secured
to enable us to be the lead partner for Preston in the
‘More Positive Together’ project which helps to break
down barriers to employment.
38

417

residents were supported into
employment or training by CGA

318

IMPROVING YOUR QUALITY OF LIFE

EMPLOYMENT AND
SKILLS
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