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1 › Foreword
Welcome to Fairoak Housing Association’s
Business Plan for 2019-2024
The Association was originally formed in
1990 and changed its name to Fairoak
Housing Association in 2002. We are a
specialist not-for-profit Supported Housing
Provider set up to provide high quality, safe,
affordable and suitably adapted housing for
people with a learning or other disability.
The majority of our properties are in
Cumbria but we also have accommodation
in County Durham and Northumberland.
We employ 4 staff and provide
accommodation with support to 100
people. We offer a range of accommodation
which includes independent living flats,
shared houses and shared ownership
properties, which allow people with a
learning disability to own a share of their
own home. Our property portfolio includes
property owned by the Association and
property managed on behalf of others who
are interested in providing high quality
accommodation for our customer group.
The Association is registered under the Cooperative and Community Benefit Societies
Act 2014 and is registered with the Regulator
of Social Housing. In common with other
housing providers, the financial and operating
environment in which we work has become
increasingly challenging. Welfare reform and
changes to government policy mean that we
must scrutinise all of our activities to ensure
that our limited resources can be maximised,
quality is maintained, and we deliver services
in the most cost-effective way to provide
maximum benefit to our customers.

Over the past 5 years, we have increased our
housing stock by 26% and invested £145,000
in planned improvements to our existing
properties. In 2016/17, we launched Friends
of Fairoak which aims to recruit volunteers
and to fund opportunities and activities
for our tenants to combat issues of social
isolation and loneliness. To date we have
raised over £22,000 for Friends of Fairoak all
of which will directly benefit our tenants and
enable them to experience new activities and
opportunities within the local community.
We are very proud of what we have achieved
so far and we continue to be passionate
about working with all of our customers to
empower them to develop the skills and
confidence to lead as independent and
fulfilling lives as possible. We are determined
to continue to set ambitious goals and
seek new and innovative ways of delivering
more for less which will benefit our existing
customers and enable us to continue to grow
and deliver high quality accommodation to
people with a learning or other disability.

Jackie Forster
Chair
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2 › Mission Vision and Values
This Business Plan supports our mission
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 fulfilling lives as possible.
Our vision is that all of our customers
will regard Fairoak as their first choice
provider of supported housing. We have
asked our customers what values are most
important to them and made these the
values that underpin everything we do:
Helpful
Understanding
Trustworthy

FRIENDS
FRIENDS

Fair
Caring
In order to achieve our mission and vision,
we must ensure that everything we do
provides value for money so that our
limited resources can be maximised, quality
is maintained, and we deliver services in
the most cost-effective way to provide
optimum benefit to our customers.

through cyclical and planned maintenance.
We will also consider acquisitions from
other landlords who may be seeking to
rationalise their housing stock where
those properties would meet our strategic
aims within the geographical area or
neighbouring areas, in which we operate.

Changes to national and local strategies,
regulations and funding opportunities
all create challenges and opportunities
for Fairoak. To meet these challenges,
Fairoak will focus its activities both in terms
of the functions it carries out and the
geographical area in which it operates.

Fairoak also recognises that we can add
value to our existing services by continuing
to grow Friends of Fairoak and investing
in a range of activities and opportunities
to support our tenants to access, and
become involved in, the local community.

Our Asset Management Strategy will
allow us to continue to analyse and assess
the performance and returns of each of
our properties alongside reinvestment
4
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This Business Plan sets out our main
aims, objectives and goals for the five
years to 2024, together with a separate
action plan showing targets for how we
intend to deliver these objectives.

3 › Background
Fairoak is a well-established
and highly regarded Supported
Housing Provider within Cumbria,
Durham and Northumberland.
We have a strong ethos, healthy balance
sheet, committed board and staff team and
a well maintained portfolio of housing stock.
We feel strongly that by nurturing and
developing our features of uniqueness,
culture of continuous improvement and
focus on the needs of our customers, we will
continue to punch well above our weight.
Fairoak is governed by a Board of
voluntary members, who demonstrate
the skills and experience needed to
govern the organisation, but who
also have an interest in providing high
quality supported accommodation to
vulnerable adults with a disability.
During the life of this Business Plan, the
Board will undertake a review of its skills and
develop a strategy which will strengthen
governance across the Association.

The Board has overall responsibility for
directing the activities of the Association,
its policies and staff. They meet eight
times a year and delegated authorities
are set out in the Standing Orders and
Financial Regulations of the Association.
As at January 2019, the Association employed
4 staff comprised of a Housing Director,
Finance Officer and two Housing and
Support Officers. The Housing Director is
responsible for managing the operational
activities of the Association, and advising
the Board on policy and strategic matters.
The table below demonstrates how the
Association has grown over the past 5 years:

2013

2018

Number of Units

80

100

Annual Turnover

£514,290

£727,102

Annual Surplus

£104,867

£237,674

£1.85m

£3.99m

£210,518

£557,396

Net Fixed Assets
Cash reserves
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5

4 › Location of existing
properties as at
1st April 2019

Northum

Broughton Moor

H

6
7

Cockermouth

Ulverston

4
5
Barrow in Furness
6

www.fairoakhousing.co.uk

Cumbria

2

1

Co

B

3

Kendal

Rothbury

Property Locations

9

mberland

10

1.

Kendal 7 Shared Owners

2.

Kendal 30 Independent Living

3.

Kendal 4 Supported Living
and 6 Adult Care Home

4.

Ulverston 5 in Adult
Care Home

5.

Barrow in Furness 9 tenants
in Independent Living and
6 in Supported Living

6.

Broughton Moor 4 tenants
in Supported Living

7.

Cockermouth 1 Shared Owner

8.

Hexham 2 Shared Owners

9.

Rothbury 6 residents
in Adult Care Home

Morpeth

8

Hexham

Tyne
and Wear

11

Edmondsley

ounty Durham
12

Barnard Castle

10. Morpeth 7 tenants in
Supported Living
11. Edmondsley 4 tenants
in Supported Living
12. Barnard Castle 9 tenants
in Supported Living
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5 › Key Performance Indicators
Fairoak continues to perform well
against key performance indicators.
Our percentage reinvestment in existing
and new stock is higher than the sector
average as is the percentage of new supply
delivered as a proportion of our total stock.
Void loss and bad debts remain low and are
well below the sector average. Operating
costs per unit and average re-let times
have decreased over the past 5 years and
remain well below the sector average. The
cost of our borrowing remains competitive
and lower than the sector average. Further
details on these KPI’s can be found in our
Value for Money Self-Assessment 2018-19.

unhappy with the time it took to carry out
routine repairs. We now aim to do most
routine repair jobs within 2 weeks and we
are very pleased to see the improvement
in satisfaction that this has created.

The Association aims for a high standard
of service to its customers that balances
the retention of a personal touch and
professionalism. We are committed
to improvement in this area and
will continue to look at how greater
customer involvement may be applied
effectively within our organisation.

Our framework for customer involvement will
be developed further with a clear strategy
for involving tenants and customers in the
work of the Association. This will be reflected
in the Association’s Customer Involvement
Strategy to be produced during the life of
this Business Plan. Communications with
customers will continue through one to
one discussions, home visits, biannual
newsletters, satisfaction surveys and
through our Tenant Representative Group.
We will continue to identify methods of
making communication more effective
including developing social media.

Surveys of our customers have helped to
identify areas where improvement is required
and which we continue to develop. Previously,
some of our tenants and support staff were

Over the past 5 years, we have
shown improvements across the
following key performance indicators
for customer satisfaction:

8

2013

2018

Target

Customers who like
where they live

89%

93%

95%

Customers who are happy with the
service provided by Fairoak

90%

100%

100%

Customers who are satisfied
with the repairs service

80%

97%

98%
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6 › Financial Forecast 2019-2024
Our Financial Forecast for the next
five years is set out below.
This represents a mid-case scenario which
reflects a gradual rise in interest rates and
a modest pace of development of one new
scheme in Years 2 and 4 and smaller schemes
in Years 3 and 5. (£500,000 or less project cost.)
Other capital expenditure is planned
to accommodate major repairs and
replacement of components.

Our robust financial and risk management
strategies means that we are confident
that we will continue to be financially stable
during the delivery of this Business Plan.

Year ending
Mar 2020
£

Mar 2021
£

Mar 2022
£

Mar 2023
£

Mar 2024
£

774,434

857,438

912,009

1,009,740

1,078,116

Depreciation on
properties

70,684

86,350

108,850

144,350

186,350

Loan interest

82,130

107,618

122,353

150,411

177,387

Repairs and
maintenance

83,787

104,703

116,324

138,901

150,876

Service charge costs

108,410

110,849

114,175

118,171

122,898

Operating costs

247,730

253,304

260,903

270,035

280,836

592,741

662,824

722,605

821,868

918,347

181,693

194,614

189,403

187,871

159,769

Income
Operating Costs

Net surplus

These figures have been stress tested
against a number of possible future scenarios
including significant increases in interest rates,
inflation and voids, all of which could have a
significant impact on our viability. Even under

a scenario which would see LIBOR rising to
6%, with rental inflation capped below cost
inflation, and a 5% voids rate, a modest pace
of development could be sustained, whilst
still maintaining a reasonable annual surplus.
Business Plan 2O19-24
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7 › Strategic Objectives 2019-2024
In order to continuously improve and promote
quality service, delivery and performance,
Fairoak has the following three key strategic
objectives which have been used to inform
the development of this Business Plan:
Key objective 1: Excellent
Customer Satisfaction
•

Actively listen to and involve our customers

•

Put customers views at the
heart of everything we do

•

Continue to put value for money at
the heart of everything we do and
strive to provide more for less

•

Maintain a robust risk
management strategy

Key objective 3: Quality Homes
and Sustainable Growth
•

Be the provider of choice in the
areas in which we operate

•

Target new developments and
acquisitions in areas where we have
a long-term community interest or
a strategic ambition to develop

•

Position ourselves to shape local
agendas, as well as make sure that
we are in the best possible place to
respond to opportunities as they arise

•

Actively seek and respond to
opportunities which provide our
customers with long term benefits, for
example around health and wellbeing

Key objective 2: Finance
and Value for Money

•

Focus on innovative and flexible new
solutions to develop our services

•

•

Actively pursue other sources of funding

•

Deliver more by developing new
and existing partnerships

•

Invest in and improve our properties with
a specific focus on reducing fuel poverty

•

Enable and support our customers
to improve their own situations,
overcome barriers and enhance their
opportunities within the community

•

Explore digital technology solutions to
improve the lives of our customers

•

Maintain high staff competency
and performance

Hold the highest standards of
governance and probity

•

Have skilled leadership and management

•

Optimise our assets

•

Maintain a strong balance
sheet and sound liquidity

10
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8 › Specific Goals 2019-2024
Fairoak’s Board and Management have
identified clear business priorities and
actions based on our strategic objectives.
Our plan for the next five years is:
•

to further expand our activity
in a sustainable manner,

•

maintain the satisfaction of
our customers, and

•

ensure that we continue
to do more for less.

We are committed to providing high
quality housing that fully meets customer
needs and provides value for money. We
will regularly review our Asset Register
to evaluate the ongoing suitability
and viability of all our properties
and identify any actions that may be
required. We have also completed a
stock condition survey and this will form
the basis of our Planned Maintenance
programme over the coming years.
Fairoak has delivered a period of robust,
sustainable growth over the past 5 years
increasing our income from £514,290
to £755,244 and our property portfolio
from 80 to 100 units of accommodation.
Our success is the result of our ability
to consistently deliver high quality
accommodation and support to our
customers whilst retaining our ability to
respond to opportunities as they arise.
We believe this underlines the excellent
reputation that we have developed
and maintained with customers,
commissioners and stakeholders.
12
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Our specific goals for the next five
years are aligned with our strategic
objectives and are covered under the
respective headings overleaf.
In Delivering Excellent Customer
Satisfaction we will...
•

Invest in and improve our housing
stock in accordance with our Planned
Maintenance Programme to reduce our
reactive maintenance costs, promote
energy efficiency, reduce fuel costs and
ensure excellent customer satisfaction

•

Actively listen to and involve our
Customers by improving the way
we obtain and respond to customer
feedback and support our Tenant Panel
to have a meaningful voice at both a
strategic and operational level through
a Customer Involvement Strategy

•

Actively pursue digital technology
solutions where these will make our
customers lives easier, safer and help
promote their independence

•

Grow Friends of Fairoak to facilitate
activities and opportunities for
our customers within the local
community to help combat
loneliness, increase confidence and
promote health and wellbeing

•

Deliver a comprehensive induction,
training and appraisal programme which
is tailored to individual staff requirements
and talents and which ensures that
staff have the skills, confidence and
support to excel in their jobs

customers and embrace the goals
of the Green Agenda, specifically
around clean energy provision and
high energy efficiency standards

In Delivering Value for Money we will...
•

•

•

•

•

Annually review our Asset Management
Strategy to evaluate the ongoing
suitability and viability of all of our
properties and identify any action required

•

Undertake a Board and Management
Appraisal to identify skills and
competencies allowing targeted
recruitment to fill any skills gaps

Build on our excellent reputation with
commissioners and key stakeholders
and position ourselves to influence local
agendas which benefit our customers

•

Seek opportunities to develop innovative
and flexible solutions to provide quality
housing and opportunities for people
with learning or other disabilities
including working with families and
private sector landlords and developing
partnerships with other organisations

•

Seek ways to continue to make
home ownership a reality for
people with learning disabilities

•

Pursue other sources of capital investment
including private sector grants, legacies
and fundraising opportunities

Maintain robust internal controls
and risk management processes
which include continuing to stress
test existing operational activities
and new opportunities across a
range of scenarios and factors
Maximise efficiencies and savings across
all areas of the business to ensure that
all activities and new opportunities
demonstrate value for money
Benchmark costs and performance in all
areas to improve quality and value and
set challenging targets for improvement

In Delivering Sustainable Growth we will...
•

•

Re-invest surplus funds in developing
a minimum of one new scheme
per year, targeted in areas where
we have a long-term community
interest whilst remaining open to new
opportunities in neighbouring areas
Develop high quality, innovative and
sustainable properties which meet
the needs of identified customers, are
flexible to the potential needs of new

Fairoak has always been a catalyst for
innovation, taking on projects that require
local knowledge and commitment to
provide the best supported housing
opportunities for our customers.
We will continue to build on our strengths and
to take advantage of any opportunities which
fit with the aspirations of the Association.
Alongside this Business Plan, we have
produced an Action Plan based on
ideas and aspirations expressed by our
Board, staff team and customers.

Business Plan 2O19-24
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9 › Contact us
If you wish to comment on this
Business Plan you may do so by:
Mail
Fairoak Housing Association
155 Highgate
Kendal, Cumbria
LA9 4EN
Email
enquiries@fairoakhousing.co.uk
Telephone
01539 720082
Web
www.fairoakhousing.co.uk

14
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Fairoak Housing Association 155 Highgate, Kendal, Cumbria LA9 4EN
Phone 01539 720082 Email enquiries@fairoakhousing.co.uk
www.fairoakhousing.co.uk

