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Welcome to this year’s Annual 

Report to tenants for 2O16/17. 

It has been another very busy year with 
new projects, major improvements 
completed and the launch of Friends of 
Fairoak. Friends of Fairoak has been set 
up to provide a new befriending service 
and to raise funds to provide activities 
and opportunities for our tenants. 

In this year’s report, you can read 
about Heatherside, our new scheme 
near Maryport, the improvements we 
have made to Greenside and New 
Road in Kendal and to Craigmore 
House in Barnard Castle.

Over the past year, we are very pleased 
to have welcomed back Naomi Fell to 
our Trustee Board. As a Solicitor with 
Harrison Drury, Naomi brings a wealth 
of experience to the Board, particularly 
in relation to buying new property and 

any legal matters. Clive Wigley stepped 
down as consultant to the Board last 
year, but we are delighted that he 
has agreed to remain as a Trustee.

We have continued to ensure that 
everything we do provides the best 
value for money for our tenants and 
we are delighted to report that, 
once again, this year we have made 
a record surplus which we will use 
to improve our existing properties 
and develop new schemes.

We hope you enjoy reading 
about our work this year and our 
plans for the next 12 months. 

If you would like to comment on this 
report, receive more information 
about the work we do, or ind out 
more about Friends of Fairoak, please 
email enquiries@fairoak.co.uk or 
call the ofice on 01539 720082

WELCOME Heatherside

Fairoak Trustee Board
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About Fairoak
Fairoak Housing Association has 
properties in the North West 
and North East of England.

Fairoak provides a variety of 
accommodation to meet the 
different needs of our customers.

We manage three types of 
accommodation; independent living 
lats for rent and shared ownership, 
shared houses with 24 hour support 
staff and adult care homes.

We have a total of 22 properties 
providing accommodation for 90 adults 
with learning and other disabilities.

At Fairoak we pride ourselves on 
the supportive and dedicated 
service that our staff provide.

For further information about 
our properties and the services 
we provide please contact us.

Our mission, vision 
and values
Our Mission

Our mission is to provide safe, 
accessible and supportive 
accommodation that meets the needs 
and desires of each of our customers 
allowing them to lead as independent 
and fulilling lives as possible.
Our Vision

Our vision is that all of our customers 
will regard Fairoak Housing 
Association as their irst choice 
provider of supported housing.

Our Values

We have asked our customers 
what values are most important 
to them and these are the values 
that underpin everything we do:

Helpful

Trustworthy

Caring

Understanding

Fair

In order to achieve our mission and 
vision, the Trustee Board have agreed 
a Business Plan which sets out our 
goals for the next three years, all of 
which will beneit our tenants and 
help us to grow and provide high 
quality accommodation and services 
for people with a learning disability.

You can see our Business Plan in full at 
www.fairoakhousing.co.uk
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Who works at 
Fairoak?
Fairoak is governed by a Board 
of eight voluntary Trustees, 
chaired by Jackie Forster. 

Lisa Chant is the Housing Director, 
Matthew Davidson is our full-time 
Housing and Support Oficer and 
Kate Forshaw is our part-time 
Housing and Support Oficer. Kate 
has also taken over some of the 
work carried out by our Events 
and Fundraising Oficer, Audrey 
Wilkinson, who retired in June after 
working for Fairoak for eleven years. 

Matthew and Kate work together 
to manage our properties including 
repairs and maintenance and 
provide support to tenants to enable 
them to maintain their tenancy.

Sharon Handley is our Finance Oficer 
and helps to look after Fairoak’s 
money and accounts. Sharon will help 
tenants with any questions they may 
have regarding rent and utility bills.

1. Sharon Handley, Finance Oficer
2. Matthew Davidson, Housing Oficer
3. Lisa Chant, Housing Director

4. Kate Forshaw, Housing and 
 Support Oficer

Fairoak staff

1

2 3

4
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What have we been doing this year? 
(2016-2017)
Heatherside

Heatherside is our new shared 
supported living scheme near 
Maryport. It is currently home 
to three tenants and support is 
provided by West House. One of 
our tenants said about their new 
home “I’m enjoying living here”

Disabled Adaptations

A new ramped access was itted to 
the front entrance at Garth Brow 
in Kendal to make access easier 
for all the customers living there, 
one of them commented “It is now 
easier to get into my house”

Fire Safety

A new ire alarm system was installed 
at Greenside and replacement heat 
detectors were installed at Langdale 
House, Walby Hill and Yealand Drive. 

New Windows

New windows were itted at Olympia 
Gardens, New Road and Craigmore 
House. The tenants and their families 
said that “the new windows look 
lovely” and that they are “much better” 
“much better than the older windows, 
I can open and close them easier”

Internal Decoration

Internal decoration of communal 
areas was completed at Beast Banks, 
Greenside, New Road and Fairview 
House. The tenants have said the 
following about the communal 
areas “it’s better than it was” and 
“the area is now much brighter”

New Carpets

New carpets were itted to the 
communal areas of Melrose, 
Fairview and Anson Street. One 

Greenside garden New kitchen at Walby Hill
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of the tenants told us “We chose 
the colour and the carpets now 
make the house look modern”

New Kitchen

A new kitchen was itted at Walby 
Hill by Johnnie Johnson Housing. 
Our Walby Hill tenants commented 
on the new kitchen “It looks lovely” 
“much better than the old kitchen”

New Water Heaters

New water heaters were itted in 
the ive shared ownership lats at 
Beast Banks. One of the tenants 
said “The new heaters provide all 
the hot water I need. The water 
does not run cold anymore” another 
stated “it’s perfect! Much better”

Greenside Garden

Work was carried out at the 
Greenside garden to create a new 

lower bed and two vegetable 
beds. A gardening club is held each 
week and a variety of lowers and 
vegetables have been planted.

Melrose Garden 

A new wall and raised beds were added 
to the garden at Melrose to make the 
area more accessible and usable for 
the tenants who said. “The garden is 
much brighter and I enjoy sitting in it” 
“it’s cool, it looks much better and I 
like the better access to the garden”

Kendal in Bloom Second Award

The New Bowman Yard garden was 
entered into the Kendal in Bloom 
competition again last year and 
won a Silver Award in the Smaller 
Community Project category. The 
judges commented “It looks beautiful, 
very welcoming to visitors”. “The 
volunteers have done a great job”

New windows at New Road Heatherside
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Repairs and 
maintenance
The chart over the page shows the 
types of repair jobs that we have 
carried out over the past year. 

The plumbing, drainage and heating 
category was the most common 
repair we were asked to deal with.

We carried out 134 of these type 
of repairs. The most common 
repair under this category 
was repair to central heating, 
radiators and hot water issues. 

The second most common repair we 
were asked to do was general building 
work. The most common repair in 
this category was repairs to handles, 
doors, closures, keys and locks. 

This year we recorded 458 
repair requests. This is an 
increase from last year where we 
recorded 362 repair requests. 

Over the past year, we have 
continued our programme of major 
planned maintenance work. 

This has included new windows at 
Craigmore and New Road, new water 
heaters at Beast Banks and a new 
ire detection system at Greenside. 
We have also carried out external 
and internal decoration, together 
with providing new loor coverings 
at a number of our properties.

Greenside

New Road

Craigmore House
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Repairs and maintenance graph of jobs done

Electrical

Lighting

Fridge Freezers

Washer/Dryers

Ovens / Hobs / Dishwashers

Toilets

Baths/Showers

Leaks

Sinks

Heating/Water/Radiators

Taps

Drainage

Boilers/Flue

Decorating/Plastering/Painting

Shelves/Blinds/Cupboards

Curtains Tracks

Put things up/Fix Things

Sealing/Grouting

Fences/Gates/Garden

Rooing/Gutters/Downpipes
Pest Control/Bins/Rubbish

Flooring/Carpets

Windows/Handles/Frames

Doors/Handles/Closers/Keys/Locks

Adaptations/DFGs

Fire Alarms / Detectors / Extinguishers

         29

        34

  4

   8

       32

    15

     20

       24

 2

         44

    10

       14

   5

      17

      17

1

             50

     16

      12

    7

  4

  4

      21

             51

   5

      12
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Repairs - how quickly 
did we do them?
At Fairoak we have 3 main 
categories of responsive repairs.

Emergency repairs - we aim 
to ix within 24 hours.
Urgent repairs - we aim to 
ix within 5 working days.
Routine repairs - we aim 
to ix within 14 days.
The chart below shows how 
many repairs from each 
category we carried out. 

All emergency jobs were attended 
to within 24 hours. Sometimes these 
repairs cannot be completed at the 
irst visit, however we ensure that 
the properties are always left safe. 

Gas leaks, loss of electric, water, 
blocked drains, no heating or a 

repair which poses a risk are all 
considered to be emergency repairs.

We had 138 urgent repairs, 
89% of these were ixed within 
the 5 working day target

We had 277 routine repairs, 
92% of these were ixed 
within the 14 day target.

277

Planned 15

28

138

Routine (14 days)

Urgent (5 days)

Emergency (24hrs)

Total Number of Jobs 458

Number of jobs and how quickly we do them 
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Customer survey results
In July 2016, we carried out our annual 
customer feedback survey. 94 forms 
were sent out and the survey was 
completed by 90 of our tenants, which 
is an excellent response rate and we 
are very grateful to those tenants and 
support staff who returned their forms. 

Full details of the results are available 
from the ofice. We have selected two 
of the most important results below. 

We are always aiming to improve the 
service we offer. Some of our tenants 
and support staff are unhappy with the 
time it can take to carry out routine 
repairs. We now aim to do most routine 
repair jobs within 2 weeks but this is 
not always possible and we will be 
advertising for some new contractors 
to add to our preferred contractor 
list to help us meet this target.

Customers satisied with repair 
work to their property

2016 2015 2014

Customers happy with the 
service that Fairoak provides

2016 2015 2014

93%

99%

90%

99%

91% 94%
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Customer Testimonials 
What it’s like to be a 
Fairoak tenant
These are some of the comments that our 
tenants have made this year in response 
to the customer feedback survey.

“It means a lot to me 
to live in a Fairoak 

property. I’m inally 
getting the right 
help that I need.”

“I can live by 
myself and be 
independent.”

“Fairoak have provided Liam with a very 
valuable chance to live independently. He 
has grown in conidence and blossomed 

since being able to learn the skills of 
looking after himself in his own place.
He has loved being able to choose his 

pictures and music collection and express 
his personality in his lat. Knowing the 
friendly team at Fairoak will help him 
with any problems has been vital.”

“I love how much independence 
I have and feel free to do what I 
want and get to my day services 

and not wake up early.”
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“I just wanted to compliment your team on all the hard work you do for 
our joint service users. It is a pleasure to work with you and your team. 

There have been times I’m sure the team has gone above & beyond 
their role and it’s good to see such commitment and dedication.”

Jo Donnelly Senior Community Learning Disability Nurse

“I like living here 
and the people 

are nice.”

“It gives me more 
independence and 
more freedom to 

do what I want as a 
disabled person.”

“It means 
home.”

“I feel safe 
secure and 
supported.”

“I have the 
independence 

of my lat.”

“I like living in a Fairoak 
property because I like the staff 

because I rely on Matthew, 
Kate, Lisa and Sharon.”

“To all the staff at Fairoak, my mum and I would like 
to say a GREAT BIG THANK YOU for everything 

you have done for me. You have done more for me 
than any housing association I’ve been with. Words 
cannot describe how much I appreciate everything.”
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Tenant involvement 
and activities
The Fairoak Owls are our Tenant 
board of ive representatives. 
The Owls meet every 6-8 weeks 
and are involved in organising 
events and helping develop 
policies and information that 
affect all of our tenants.

BBQ 

The summer BBQ was well attended 
again this year with our tenants 
enjoying some good food and a 
chance to meet up with friends, 
support staff and the Fairoak team.

Halloween 

We held our irst Halloween party 
this year which was a real success 
with a prize for best costume, 
pumpkin carving, stick the spider on 
the web and pom pom spiders.

Christmas Meal 

This year in a change from the normal 
Christmas Party at the Fairoak ofice, 
this year we went out for a Christmas 
meal at Pumpkins Bistro. We had a 
delicious three course Christmas Dinner 
and a chance to meet up and chat with 
fellow tenants and the staff team.

Easter Party 

The Easter Party was held at the 
Fairoak Ofices and was well attended 
again this year. Audrey created new 
games for everyone to join in with, 
such as egg decorating and rolling, 

treasure hunts, stick the tail on the 
bunny, lucky dip and a ishing game.
Sexual Health

Two members of the nursing team from 
Captain French Surgery came along to 
talk to a group of tenants about sexual 
health. Different types of contraception 
were discussed as well as how to avoid 
sexually transmitted diseases. The 
group was also reminded about respect 
for each other and how to say no to 
things they are not comfortable with.

Fire Safety

The Fire service provided an 
information session on ire safety, 
this included advice on avoiding the 
use of extension leads, not charging 
mobile devices overnight or for long 
periods and not using the washing 
machine or dryer overnight or when 
out of the house for long periods. 
The tenants were also reminded 
about the dangers of smoking in 
bed, having lighter luids in the house 
and making sure furniture is ire 
retardant. There was also a reminder 
of what to do when you hear the 
ire alarm going and how you should 
exit the building quickly and safely.

Tenant Safety and Telephone/
Internet Scam Session

The police attended the Fairoak 
ofice to provide a tenant safety 
information session and information 
on telephone and internet scams. 
Those who attended talked about 
the scams that they have been 
caught out by or have heard about.
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The Fairoak Owls

Christmas meal

Halloween Summer BBQ
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Friends of Fairoak 
In recent times many of our tenants 
have had their support packages 
reduced and this can lead to feelings 
of loneliness and social isolation. 
To help combat this, Fairoak have 
launched Friends of Fairoak.

Our hope is that by recruiting 
volunteers to befriend our tenants, 
they will be able to learn new 
skills, new hobbies and access 
leisure and social activities that 
are available in the community.

We now have a fortnightly craft club, 
gardening club and scrapbooking 
sessions. Some of our tenants 
have also enjoyed one to one trips 
with volunteers to a number of 
different attractions in Cumbria.

During the year, we held a Coffee 
Morning at Kendal Town Hall which 
helped to raise £190. A small group 
of tenants and Fairoak staff took 
part in the Kendal Lions Charity 
Christmas collection in Kendal. We 
raised £180 for the Friends of Fairoak. 
We were also successful in applying 
for a number of small grants which 
we plan to use to provide activities 
and opportunities for our tenants.

We would like to thank the following 
companies for the kind donations 
they have made over the last year 
towards the Friends of Fairoak:

James Cropper, Glaxo, 
Kendal Town Council and the 
Cumberland Building Society

In next year’s Annual Report you 
will be able to read about our 
fundraising efforts as well as trips 
we have arranged to the Calvert 
Trust and the Theatre. We also 
hope to bring you news about a 
new partnership arrangement we 
have developed with The Brewery 
and Dance Syndrome to provide a 
regular dance and drama group.

If you have any suggestions for 
activities you would like us to try 
and organise, please contact Kate.

 FRIENDS

Gardening Club
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Fortnightly Craft Club

Cumberland Building Society donation

Visit to a local Farm ParkGardening Club
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Accounts and 
value for money
Every year, we have a inancial audit, 
(this is like an inspection), to see 
what money we have received, (from 
rent and grants), and what money 
we have had to pay out. As always 
we try and get the best value for 
everything we pay for so that we can 
use the money that we have left over 
to improve our existing properties 
and develop new schemes. 

Through careful management we 
are delighted to report that this 
year we have made another record 
surplus, (money left over), and 
below is a breakdown of our igures 
compared to the previous year:

This shows that the money we received 
more than covered all the costs of 

running the Association and left us 
with enough funds to continue to 
improve our properties and invest 
in developing new ones. In the past 
12 months we have also raised over 
£2500 for Friends of Fairoak which 
has allowed us to do extra things that 
we may not have otherwise been able 
to do, including recruiting volunteers, 
setting up activity groups and 
organising social events for our tenants. 

We aim to put achieving value for 
money at the heart of everything we 
do and last year we were particularly 
pleased to have reduced the costs of 
running the Association which means 
we have more money to invest in things 
which directly beneit our tenants.
You can see our 2016/17 
‘Value For Money’ statement 
in full on our website.

2016/17 2015/16

Total coming in £711,378 £699,849

Cost of running the Association 423,577 437,156

Cost of borrowing from the bank 62,736 68,664

Total amount left over £234,501 £196,067

Breakdown of accounts
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Future Plans
The future of how supported housing 
will be funded is still unclear and this 
has made it more dificult to develop 
new schemes. Despite this, the Board 
and staff of Fairoak are determined to 
continue to explore all opportunities 
to provide high quality homes for 
adults with learning disabilities.

In 2017, we are hoping to purchase 
a property in Kendal which we plan 
to develop into seven supported 
living lats, including one which will 
be adapted for someone who uses a 
wheelchair. We are also in discussion 
with a number of care providers to 
develop a shared supported living 
scheme in Ulverston. We will continue 
to invest money to improve our existing 
properties and you will be able to read 
more about our new developments 
and planned improvements in 
the next Annual Report.

Changes to welfare beneits and 
funding for support mean that many 
of our tenants who live independently 
in the community are inding that their 
support packages have been reduced. 
This can lead to feelings of loneliness 
and isolation and also risk someone 
not being able to manage their 
tenancy anymore. Through Friends 
of Fairoak we are hoping to continue 
to work with volunteers to support 
tenants to access local events and 
social activities. We will also continue 
to raise money and apply to charitable 
trusts to enable us to offer more 
opportunities for our tenants including 
weekend activity breaks, trips to the 
theatre and sporting events. If you 
have any ideas of activities or events 
that you would like us to organise 
please speak to Matthew or Kate.

Information on how you can support 
the work of Fairoak is available 
from the ofice or on our website 
at www.fairoakhousing.co.uk
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