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We know that as a resident, what matters to you is that we provide high quality 
homes, deliver excellent customer service and that we keep our promises. That’s 
why this annual report is such an important opportunity for you to see how we’re 
performing against the commitments we’ve made to you. 

Our top priority is to ensure your home is safe and secure and that means our building 
maintenance and safety measures was a key focus for us this year. In the last year, 
we achieved 100% compliance in all assessments that we are responsible for carrying 
out, covering fire safety, gas safety and water safety. In the last year, we have also 
completed 47,852 repairs.   

And while safety is a top priority for us, so is customer service. We have listened 
to your feedback, we have made important changes to our teams to improve our 
responsiveness and the services we provide. We have also launched a new customer 
service email address and twitter account, giving you a range of channels to choose 
from to get in touch. This is part of our wider modernisation programme, One Future, 
ensuring we have the technical tools and customer service structure to deliver 
excellent customer service. 

Providing quality affordable homes is a key focus for us as a housing provider, 
particularly because of the housing crisis in London and the South East. Of the 328 
new homes we built in the last year, over half were either affordable rent or available 
to buy through shared ownership.

We are also committed to supporting customers into jobs and foster greater 
independence. We supported 238 customers into paid work – that’s one person every 
working day of the year.  

We remain committed to providing care and support and have opened a number of 
services in the last year, such as Thrale Road in Wandsworth, which helps people with 
complex mental health needs. 

We are proud of the progress we have made in the last year. There are areas where 
we can, and will, do better and we look forward to meeting these challenges in the 
year ahead.

Welcome to our year
in review 

Richard Hill 
Chief Executive 

Steve Douglas CBE 

Chair
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A year ago, we launched our Corporate Plan 2018-23 which set out the goals 

and strategy that will be guiding us to 2023. In this report we have tracked the 

progress we have made in the first year of the plan, so you can see clearly how 

we have been performing.

We own and manage over 17,000 homes in London and the South East, 

providing homes to around 35,000 customers. 

Our care and support services include community based services and support in 

customers’ own homes. We have over 8,000 customers with a range of needs, 

including people with lived experience of mental health, older people, people 

with learning disabilities and those experiencing homelessness.

This year our priorities were to:

KEEP YOU SAFE 

• In the last year, we achieved 100% compliance in all assessments covering fire 

safety, gas safety and water safety.

SUPPORT CUSTOMERS INTO JOBS AND TRAINING  

• We said we would support 240 customers into paid work. In the last year we 

managed to get 238 people into employment.

• We promised to increase the learning offer available to you. We launched 

One Academy, our new centre for learning, in the last financial year.

DEVELOP HOMES THAT PEOPLE CAN AFFORD

• We said that at least half of the new homes that we were developing would 

be affordable. Of the 328 new homes that we delivered in the last year, 167 

were either London living rent, affordable rent or available to buy through 

shared ownership.

IMPROVE OUR GOVERNANCE FRAMEWORK

• We said we would demonstrate the quality of our governance so that we 

would be rated G1 by the Social Housing regulator. We received G1 rating by 

the regulator in February 2019.  



Creating places 
to call home

238
CUSTOMERS 
SUPPORTED INTO 
PAID WORK

We promised to increase our 
employment and training offer to 
you to demonstrate that we are 
doing our bit to tackle inequality 
and support social, economic and 
professional development. 

• In the last year, we have 

supported 238 customers into 

paid work and 153 customers 

into volunteering. We also 

provided our residents with 

521 face-to-face employment 

coaching sessions, including 

support with CV writing and 

preparing for interviews.

• We also launched One 
Academy, our new centre for 

learning, which provides a wide 

range of free courses, including 

creative workshops, health & 

wellbeing, life skills and work-

related training.  

Our top priority as a landlord is to ensure that our residents are safe and secure in their homes. We have 
been working hard to improve our approach to health and safety and compliance. 

In the last year, we achieved 100% compliance covering fire risk assessments, landlords’ gas safety checks, 

asbestos management surveys and water safety assessments. To put that into context, it means we went 

into 7,326 homes to carry out checks on all gas appliances that we maintain, keeping you safe and warm.

We said we needed to improve your customer experience 
through better systems and processes, and a culture that 
focuses on you. We have listened to your feedback and are on 
a journey to improve the way we deliver our services to you. 

• Staff in our customer service centre answered 126,937 

calls. A further 6,328 calls came in to our specialist 

income team, who deal with queries about rent payments 

and provide help and support to customers who are 

in arrears. If you find it a struggle to make your rent 

payments, please do get in touch. We can help.

• We have launched a new customer service email address 

ask@onehousing.co.uk and twitter account 

@AskOneHousing, giving you a range of channels to 

choose from to get in touch. 

• In addition to that, we have strengthened our 

accountability to you by introducing the Customer Service 
Committee to our governance structure which provides 

a direct link between our Group Board and our resident-

led Resident Panels. The new committee, chaired by our 

resident Board member, will make sure that the issues you 

raise locally can influence our future strategies.

Supporting 
you into work 
and training 

Improving 
our customer 
service 

7,326
HOMES CHECKED

126,937
CALLS ANSWERED
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Saodat’s story

Supporting people to live well

This year 2,397 new 

customers have made a One 

Housing property their home. 

Saodat moved into her one-

bedroom apartment on an 

intermediate rent basis in 

Forest Gate, having shared 

with a friend for several years.

As a single person with sole 

responsibility for paying the 

rent, Saodat was keen to 

secure a place that would 

be affordable, something 

that the housing shortage 

in London has made 

increasingly challenging.

“I’m so happy in my 

new home. The whole 

process from start 

to finish was really 

easy, from viewing 

the property and 

undergoing credit 

checks, to signing 

the contract and 

moving in. The rent 

is reasonably priced 

which means I can 

afford to live by myself 

and not have to share.”

Our work as a landlord goes beyond providing a place 

you can call home. Providing care and support to 

those who are vulnerable, and ensuring they live as 

independently as possible, is a key part of our mission.  

We said we would expand our partnerships with the 
NHS and healthcare providers with more partnership 
schemes that link health and care.

In the last year, we opened a number of new schemes 

such as Thrale Road, an innovative mental health 

scheme developed in partnership with St. George’s 

Mental Health NHS Trust, which supports people with 

complex mental health needs on their journey from 

hospital wards to independent living. The service 

has made savings for the local health economy and 

reduced hospital admissions.

We have also opened our first learning disability 

scheme in Camden that provides residents 

with specialist support and enables them to live 

closer to their families and stay connected to 

their community.   

Our integrated approach to providing support that 

suits individual customer needs is particularly effective 

when it comes to supporting customers to maintain 

their tenancies and manage their money efficiently.

Income advisor Brid Burke works with some of our 

most vulnerable customers who face increasingly 

complex challenges around managing their income, 

offering welfare reviews and financial health checks. 

As well as reducing rent arrears by almost £150,000, 

this year Brid reached a remarkable milestone by 

surpassing the million pound mark in the amount of 

benefits claimed. 

At our Roseberry Mansions extra care scheme Brid 

helped a customer in her nineties who had been 

wrongly advised by HMRC that she wasn’t entitled 

to a state pension. Brid spent six months negotiating 

with the DWP, challenging the decisions they’d taken 

and won the case. The customer is now in receipt 

of a full pension of £155 per week, and received a 

backdated payment of almost £10,000. 
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We made a clear commitment to tackle the 
shortage of affordable housing in London and 
the South East by building at least 50% of our 
new homes as London living rent, affordable 
rent or shared ownership.   

• In the last year we completed 328 new homes; 
over half were either affordable rent or available 
to buy through shared ownership.

• We have also completed 47,852 repairs: 97% 
of routine repairs were completed within our 
target of 20 working days. Overall, we have 
invested over £31 million in maintaining and 
improving our homes.

We said we would be working with you to 
rejuvenate our existing estates so that they 
meet your needs and aspirations. 

• In the last year we have continued to work 
closely with residents in Gilbeys Yard and 
Juniper Crescent in Camden to make 
sure they are at the heart of discussions 
around delivering the best future for their 
neighbourhood. As well as holding a number of 
resident drop-in events and publishing regular 
project updates and estate newsletters, we 
reached a key milestone when we launched our 
first Residents’ Charter. The Charter, which was 
drawn up together with the Resident Steering 
Group, clearly sets out our commitments to 
residents if they vote in favour of the proposals 
to regenerate their local area.

Building homes 
and communities 

35
PROCUREMENT 
PROJECTS 
COMPLETED

287 
new 

kitchens

113 
new 

bathrooms

250 
new 

boilers

300 
new 

doors

136 
new 

windows 

Growing 
responsibly and 
sustainably  
We strongly believe that good governance 
is central to making sure that we’re a well-
run, innovative and successful organisation. 

We said we would be working hard to 
demonstrate the quality of our governance 
so that we are rated G1 by the Regulator of 
Social Housing. 

• In the last year, we achieved G1 rating 

for governance following an in-depth 

assessment by the regulator. 

• In the last year, we have also made some 

impressive savings by introducing a new 

procurement strategy to our business.  

Our procurement team has completed 35 

procurement projects in total, ensuring 

that teams across the organisation are 

optimising value for money.

• At the start of the year the team set 

itself an ambitious target to bring in 

procurement savings of £1.4million. 

As a result of great teamwork and a 

particularly collaborative approach, 

the team has exceeded this target by a 

considerable margin, resulting in overall 

savings of just under £1.75million. .  
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SAVINGS OF 
JUST UNDER

£1.75M



We have continued to build our financial strength, meaning we can invest more in the services that 

matter most to you. We re-invest every penny into building new homes and providing services.

Financial focus 

3p

Here’s how we spend every pound:

14p

10p

10p

19p

4p

2p

14p
17p

7p
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Housing & Estate Services 14p

Staff and Management Costs 10p

Depreciation 10p

Repairs and Maintenance 14p

Other Social Housing Costs 3p

Health, Care & Support Costs 17p

Interest & Finance Costs* 19p

Other Costs 4p

Tax & Pensions 2p

Retained Surplus 7p

* These are our loans that allow us to develop more 
 homes for people in housing need

We care for our residents and our customers, 

and we care for our employees too. We believe 

if our  staff are happy at work, then our service 

levels will make our  customers happy and 

support them to live well. 

We committed to improving our offer to our 
employees so we can continue to recruit and 
retain talented and committed people. 

Providing staff with the right environment that 

allows them to collaborate and work together 

more effectively is key and that’s why we’re 

bringing together  teams from our Chalk Farm 

and Mile End offices to a new head office in 

Camden. At the same time we’re also going to 

refurbish and deliver other improvements to our 

Millwall office on the Isle of Dogs. 

A modern, flexible 
and fun place to work



One Housing 
100 Chalk Farm Road, NW1 8EH. 
onehousing.co.uk

Looking ahead
Although we have achieved a lot in the past 

year, there is still much to do and we’re 

looking forward to continuing to improve 

our services so we can provide high quality 

homes and excellent customer service. 

You can hold us accountable as we move 

toward improvement in these areas over the 

next year.

In the coming year we will be introducing 

key improvements in the following areas: 

Building even more affordable homes, letting 

empty homes more quickly, supporting more 

customers into paid work and providing care 

to vulnerable people.

Resident engagement strategy

We’ve introduced Resident Panels, which 

are replacing Area Boards to mark a shift in 

our focus to greater resident involvement.  

Resident Panel members will play a more 

meaningful role in local issues so that real 

improvements can be made for residents and 

their homes. 

We’re also working with you to create new 

ways for you to have a say on the services we 

deliver. In the coming year, we will introduce 

new opportunities for you to get involved and 

work with us to design, improve and scrutinise 

our services. 

Responding to your feedback 

You’ve told us that you wanted to be able to 

do more things on line and have easier access 

to information. We will be implementing 

improvements as a result of your feedback 

over the next two years. 

We will report back to you next year so you 

can see how we have done. In the meantime, 

you can keep up to date on our website 

(www. onehousing.co.uk), or by following 

us on Facebook, Twitter or Instagram.


