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It has been another very busy and 
challenging year for everyone involved 
with Fairoak Housing Association 
and it would be impossible to write 
this Annual Report without making 
some mention of the challenges that 
Fairoak and our tenants have faced as 
a result of the Covid-19 pandemic and 
the lockdown restrictions that were 
imposed at the end of March 2020. 

You can read more about the impact of 
the pandemic and how we responded, 
together with all the other work that 
Fairoak has undertaken and our plans for 
the next 12 months, later in this report.

This year we have been delighted to 
complete two new supported living 
projects. The first is based in Ulverston 
and has created shared supported housing 
for 4 young people all of whom were 
previously living at home with their families. 

Welcome!

Welcome to this year’s Annual Report to tenants for 2020/21. 

The second is based in Workington and 
consists of four individually adapted 2 
bedroom flats for 4 people who previously 
shared their accommodation but needed 
to move to self-contained accommodation 
with support. All 8 of our new tenants 
have settled in very well despite the 
challenges posed by the pandemic and 
are delighted to have been given the 
opportunity to live in their own home. 

Our ongoing commitment to the safety and 
wellbeing of our tenants has been reflected 
in our continued focus on health and safety. 
This has included carrying out a range of fire 
safety improvement works and delivering 
refresher training to all staff on health 
and safety and safeguarding vulnerable 
adults. We have also commissioned an 
external health and safety audit to assess 
our existing practices for managing 
health and safety risks and make any 
recommendations for improvement.

Our work through Friends of Fairoak 
has largely had to be put on hold 
this year because of the restrictions 
imposed by the Covid-19 pandemic but, 
to keep spirits up, we have continued 
to mark significant events, particularly 
birthdays, Easter and Christmas and 
you can read more about what we 
have been doing later in this report.

We were sorry to say goodbye to Naomi 
and Henry two members of the Fairoak 
Board in 2020 and would like to thank 
them both for their commitment and 
contribution to Fairoak. Details of how we 

This year we have been 
delighted to complete 
two new supported 
living projects.
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We hope you enjoy reading our Annual 
Report for 2020/21 and if you would like 
to make any comments, receive more 
information about the work we do, or 
find out more about Friends of Fairoak, 
please email enquiries@fairoak.co.uk 
or call the office on 01539 720082.

have been strengthening our Board and 
governance arrangements are provided 
in the section ‘Who works at Fairoak.” 

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.

Lesley Dixon

Fairoak Board 2020-21, (Clockwise top left) Chris Jones, 
Alison Kinnon, Brian Shiach, Lisa Chant (Chief Executive), 
Jackie Forster (Chair), Julie Chapman, Sarah Parr 
(Chair with effect from September 2021)
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Fairoak Housing Association 
has properties in the Northwest 
and Northeast of England.

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

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

We have a total of 26 schemes providing 
accommodation for 117 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 service we provide 
please contact us or visit our website 
at www.fairoakhousing.co.uk

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

About
Fairoak
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Our Mission, 
Vision & 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 
fulfilling lives as possible.

OUR VISION

Our vision is that all of our customers will 
regard Fairoak Housing Association as their 
first 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 Board agreed a Business Plan in 2019 
which set out our goals for the next five years, 
all of which will benefit our customers and 
help us to grow and provide high quality 
accommodation and services for people with a 
learning disability.

You can see our Business Plan 2019-2024 in full 
at www.fairoakhousing.co.uk
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Fairoak is governed by a board of 7 voluntary members, chaired by Jackie 
Forster. We are very fortunate to have a dedicated and experienced board who 
give up their time to support and oversee the work that Fairoak does.

In January 2021, the Board agreed to adopt 
the new National Housing Federation 2020 
Code of Governance and we will be working 
to achieve full compliance with this Code 
over the next 12 months. We will report our 
progress on this in next year’s Annual Report.

As part of our commitment to improving 
governance, the Board held a strategy day 
in November to consider what is working 
well, what our major risks and challenges 
are, and what our priorities for action 
should be in the short and medium term.

As part of this process, the Board has 
recruited a new Chair to replace Jackie 
when her term of office comes to an 
end at the Annual General Meeting in 
September. We are delighted to announce 
that Sarah Parr will be joining Fairoak as 
our new Chair. Sarah has a great deal of 
experience in governance and the housing 
association sector and is passionate about 
delivering high quality supported housing.

Who works 
at Fairoak?

‘I am immensely proud 
to have served on 
the Fairoak Board for 
the last nine years. 
It has been a great 
pleasure for me to 
see the Association 
flourish during this 

time and continue to provide more 
opportunities for our tenants to live 
independent and fulfilling lives’ Jackie

“I’m delighted to be 
taking up the role of 
Chair at Fairoak. It’s 
already very clear to me 
that this is a fantastic 
organisation that cares 
deeply about its staff 
and customers and is 

very clear about its purpose. I know that 
the past 18 months have been tough 
on everyone, but I’m looking forward to 
being part of Fairoak’s bright future, to 
work with a great team, and to get out 
and about soon to meet some of our 
customers and our partners.” Sarah

Here is what Jackie has to say about 
her nine years on the Fairoak Board 
and why Sarah is looking forward to 
taking on her new role as Chair:
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Over the next 12 months, Fairoak is planning 
to increase our staffing team to ensure that 
we can continue to develop and grow whilst 
maintaining the high standard of service 
to our customers that we pride ourselves 
on. Following Cindy’s decision to leave 
Fairoak and return to working with children 
and young people, we have taken the 
opportunity to review our staffing structure. 

We are delighted to announce that Alison 
Barnes will be joining us in September as our 
new Customer Engagement Officer. Alison 
will lead on our new Customer Engagement 
Strategy and support our Friends of Fairoak 
work. She will be visiting all our properties 
over the next few months to get to know 
our customers and find out how we can 
improve the way that we engage and include 
customers in all aspects of our service. 

Matthew Davidson is our Housing & 
Support Worker, and we will be recruiting 
a Housing & Support Assistant to support 
Matthew in delivering our housing 
management and general landlord services.

We will also be recruiting an Asset and 
Compliance Manager to work with Lisa 
Chant, our Chief Executive, to ensure that 
our properties are well maintained, safe and 
meet all necessary regulatory standards.

Sharon Handley is our Finance Officer, 
and we are delighted that Sharon has 
agreed to work an additional day for 
Fairoak. From October, Sharon will be 
working Tuesday to Friday in the office.

Lisa Chant 
Chief Executive 
of Fairoak

Sharon Handley  
Finance Officer

Matthew Davidson 
Housing & 
Support Officer

Alison Barnes 
Customer 
Engagement Officer
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COVID-19

Right at the end of 2019/20, we were 
plunged into the Covid-19 pandemic and 
the associated lockdown restrictions 
which have affected everyone.

As soon as the seriousness of the situation 
became apparent, the board and staff 
at Fairoak developed contingency plans 
to ensure that we could continue to 
deliver our key services and maintain the 
safety and wellbeing of our tenants.

We identified 3 main areas of our 
business which we considered it would 
be essential to maintain throughout 
the crisis and these were:

• Urgent repairs and essential safety checks

• Supporting those tenants who we 
identified as being at high risk 

• Payroll and payments to key 
contractors and suppliers

What have we 
been doing 
this year? (2020-2021)

It has been an extremely challenging year 
for everyone, but we are very pleased 
to report that by working closely with 
our trusted contractors, we have been 
able to ensure that all urgent repairs 
and essential safety checks were carried 
out on time. Whilst we were unable to 
visit our properties during the lockdown 
periods, we maintained very close contact 
with our tenants and support staff to 
ensure that any repairs or issues were 
attended to as quickly as possible. 

As soon as the restrictions were 
eased, we quickly addressed any 
outstanding non-urgent repairs, and 
we are extremely grateful to all our 
contractors for their support and loyalty 
during this very difficult period.

In March 2020, when we entered the first 
national lockdown, the staff at Fairoak were 
particularly concerned about the welfare of 
those tenants who live in our independent 
flats and who don’t have any family support.

To ensure that everyone stayed safe 
and well, we made daily contact with 
these tenants until the lockdown 
was lifted and assisted them with 
food delivery, GP appointments and 
generally provided a familiar and 
friendly person to speak to every day.
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As the pandemic progressed, there has 
been increasing evidence that adults with 
a learning disability are disproportionately 
affected by Covid-19 and are more likely 
to become seriously unwell from it.

In addition to encouraging and supporting 
all our tenants in the independent living flats 
to access a flu vaccination this year, we have 
also been working proactively to ensure that 

our tenants receive, and take up, the offer 
of a Covid-19 vaccination as and when they 
were invited. This included accompanying 
them for their vaccination where required. 
We are pleased to report a very positive 
uptake of the vaccination to date, and we 
will continue to support those tenants who 
are eligible for a vaccination booster when 
they become available in the Autumn.

KEEP A SAFE DISTANCE

PLANNED IMPROVEMENTS

Throughout the year, when the 
lockdown restrictions have allowed, 
we have continued to invest money 
in improving our properties.

As part of our ongoing commitment 
to make our properties more 
environmentally friendly, we replaced all 
the radiators at Greenside and Melrose 
with new energy efficient models. 

We also installed new wet 
rooms at two of our schemes 
and undertook a range of 
external improvements including 
replacement chimneys, guttering, 
fencing and additional parking 
areas. We have also continued 
with our programme of cyclical 
external and internal decoration 
and replacement floor coverings. 

Finally, to ensure that our tenants 
living in our independent living 
schemes in Kendal feel as safe 
and secure as possible, we have 
installed new video door entry 
systems and CCTV cameras.

>>
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NEW DEVELOPMENTS

Despite the challenges and restrictions 
of the past 12 months, we are delighted 
to announce that we have developed 
two new supported living schemes for 
adults with a learning disability this year.

The first is a shared house for 4 young 
gentlemen in Ulverston who receive 
24-hour support from the Oaklea 
Trust. These young adults were due 
to move into their new home in March 
2020, but due to the national lockdown 
this was delayed until June 2020.

Prior to moving into their new home, 
all the young men either lived with 
their parents or were at a residential 
school and they are understandably 
delighted to have been given the 
opportunity to have their own tenancy.

This is what Sam said about moving 
to his new home at Rakehead

“I have lived at Rakehead cottages 
for a year. I enjoy living here, I can 
choose my own food. I enjoy cooking 
and making apple crumble with staff 
support. Staff support me to go down 
to the shop to buy sweets, Richmond 
sausages and Warburtons teacakes. 

I have been supported to go on the train to 
Lancaster, out for walks in the Lake district 
and to the Maize Maze at the Cumbria 
cow and for a mint choc ice cream. 

The second supported living scheme is 
a block of 4 brand new two bedroom 
flats in Workington that Fairoak 
bought and individually adapted to 
meet the needs of 4 customers who 
are supported by West House.

We have also had some new tenants 
that have moved into our independent 
living flats in Kendal this year.
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I like to clean my own bathroom and I 
help with washing and drying the pots. 

We have a large garden with a 
goal net and staff support me 
and the others to play football. 

I have done a lot of art work in the 
house especially when Covid 19 meant 
we couldn’t leave the house except 
for an hour’s exercise per day. Me 
and staff went to Roanhead beach 
for a walk and I got to cycling club 
every Thursday which I enjoy.”

Hello and welcome to Roy, Michael, 
Joseph and Lily and also to Tracey and 
Iona who moved into our supported 
living flats in Edmondsley and Barrow. 

This is what Roy said about moving 
to his new home in Kendal

“Words cannot express my gratitude 
towards Fairoak Housing and their 
wonderful staff. The staff are the 
strength of this organisation and 
they showed me care and empathy 
at a time when I was in need.

They treat me like an equal and they 
make this about the people who are 
their tenants and are totally focussed 
on the service user. I went from 
despair to hope and without Fairoak 
that would not have occurred.”

>>

“Moving into St Johns House has 
been amazing for the new tenants. 
It has provided them with their own 
accommodation within a block of 
flats, they are able to see their friends 
regularly but have their own space 
which is important to each person.

The home is finished to a fantastic 
standard and family members have 
been keen to tell us how impressed 
they are with the quality of their 
loved one’s homes. Thank you 
Fairoak for providing an amazing 
home for four amazing people.”

Calvin, West House Manager 
at St Johns House
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NEW COMPLAINTS POLICY

At Fairoak, we try our best to get 
everything right first time and provide the 
best service to our customers, our tenants, 
their families and our other stakeholders.

Unfortunately, there are times when we may 
get something wrong, and a customer or 
stakeholder wishes to make a complaint. 
We have reviewed our complaints policy 
in light of the Housing Ombudsman’s New 
Complaint Handling Code. You can find 
a copy of our complaints policy at www.
fairoakhosuing.co.uk or request one by 
calling the office on 01539 720082.

When dealing with a complaint we will always 
be fair, try and put things right and learn from 
our mistakes. If anyone is not happy about 
something that Fairoak, or someone working 
with us, has done or not done, they should 
speak to their Housing & Support Officer 
first who will try to solve the problem.

Over the past 12 months we have received 
two written complaints. The first was from 
a family member in relation to a temporary 
repair that had been carried out to a 
broken window. The repair did not meet 
our expected standards and we spoke 
to the contractor concerned and made 
sure that they returned and put it right.

The second was in relation to a video door 
entry system which we had planned to install 
in one of our independent living schemes 
and which would have caused one of our 
customers extreme anxiety. This complaint 
reminded us at Fairoak that we must never 
assume that we know best and how important 
it is to fully consult with our customers before 
carrying out any planned work to their homes.

At Fairoak, we try our best to get 
everything right first time and provide 
the best service to our customers.
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The chart below shows the types 
of repair jobs that we have carried 
out over the past year. 

General building work was the most 
common type of repair that we were 
asked to deal with. We carried out 266 
of this type of repair. The most common 
repair under this category was repairs to 
doors, locks, handles and door closures. 

The second most common types of repair 
this year comes under the heading of 
plumbing, drainage and heating. The 
most common request in this category 
was repairs to baths and showers. 

This year we recorded 584 repair requests. 
This is an increase from last year where 
we recorded 520 repair requests.
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 Electrical 37

 Lighting 40

 Fridge Freezers 7

 Washer Dryers 26

 Ovens/Hobs/Dishwashers 10

 Toilets 27

 Baths/Showers 28

 Leaks 25

 Sinks/Basins 6

 Heating/Radiators/Water 21

 Taps 13

 Drainage 15

 Boilers 14

 Decorating/Painting 17

 Shelves/Blinds/Cupboards 7

 Damp 11

 Put up/Fix 52

 Sealing/Grouting 34

 Fences/Gates/Gardens 17

 Roofs/Gutters/Pipes 5

 Pests/Bins/Rubbish 8

 Flooring/Carpets 8

 Windows/Handles/Frames 26

 Doors/Keys/Handles/Closures 83

 Adaptions/DFGs 4

 Fire alarms/ Detection /Extinguishers 14

 Fire Safety 29

Repairs & 
Maintenance
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At Fairoak we have 3 main categories 
of responsive repairs. These are:

Emergency repairs 
we aim to fix within 24 hours

Urgent repairs 
we aim to fix within 5 working days

Routine Repairs 
we aim to fix within 14 days

All emergency jobs were attended to 
within 24 hours. Sometimes the repair 
cannot be completed during the first 
visit, however we always ensure that the 
properties and tenants are left safe. 

Gas leaks, loss of electric supply, water 
issues, blocked drains/toilets, no heating or 
hot water or repairs which can pose a risk are 
all considered to be an emergency repair. 

We had 84 emergency repairs. 100% of 
these were fixed within the 24 hour target. 

We had 312 urgent repairs. 97% of these 
were fixed within the 5 working day target. 

We had 188 routine repairs, 98% of these 
were fixed within the 14-day target. 

The chart below shows how many repairs 
from each category we carried out

 Emergency (24 hrs) 84

 Urgent (5 days) 312

 Routine (14 days) 188

Total Number of Jobs: 584

Time frames jobs were done in

Repairs - how 
quickly we 
do them?
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100% 100%

75% 75%

50% 50%

25% 25%

 2015 2016 2017 2018 2019 2020
 90% 99% 99% 100% 100% 100%

 2015 2016 2017 2018 2019 2020
 90% 93% 97% 98% 98% 98%

In our most recent annual customer feedback 
survey, 102 forms were sent out and we 
had a 96% return rate which is brilliant, and 
we are very grateful to those tenants and 
support staff who returned their forms. 

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

We are always aiming to improve the service 
that we offer. In previous years, some of our 
tenants and support staff were 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 that this year 98% of our tenants are 

satisfied with the standard and time taken 
to complete their repair. Furthermore, 100% 
of tenants are satisfied with the conduct 
of our contractors. We are also delighted 
to report that once again 100% of tenants 
who responded to our survey are happy 
with the service that Fairoak provides!

We announced in last year’s Annual Report 
that in 2020 we would extend our satisfaction 
survey to include all parents and carers and 
we are very pleased to be able to report 
the results of that survey for the first time. 
61% of the parents and carers contacted 
returned their survey and of those, 90% 
were satisfied with the landlord service 
that we provide their family member, 100% 
were satisfied with the condition of their 
family member’s home and 100% would 
recommend Fairoak to other people!

Customer 
Survey Results

Customers happy with 
the service we provide

Customers satisfied with 
repair work to their property
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These are some of the comments that our 
tenants have made this year in response 
to the customer feedback survey:

I have 
independence 

and a warm 
comfortable place 

to live. I feel safe 
and supported.

It 

means everything 

to me. Since living in a 

Fairoak flat, I have become 

independent and never 

thought I would be able 

to cope living alone but 

Fairoak has helped make 

it happen.

Great 
Housing and 

Support 
Officers!

I like the support 
especially during 
difficult times like 

Coronavirus.

Fairoak are 
amazing. My home 

is just what I wanted. 
Fairoak are so 
welcoming.

I feel like I have a family. 
My housemates mean 

so much to me. I don’t 
want to live alone ever 

again. I love my room.

I feel safe 
and happy. 

I have a good 
relationship with the 
team at Fairoak, I 

like the way they 
communicate 
with me.

A fantastic 
organisation. I am 

proud to be a tenant.

My 

life now feels 

complete. I always 

wanted to live alone. My 

dream has come 

true. 

I do like my home, and I know I can ask for help anytime I need it.
Fairoak are very 

good, I have my 
independence.

Enables me to 
maintain my 

independence.

Customer
Testimonials
 – what it’s like to be 
a Fairoak tenant
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Testimonials that we have received during 
the year from other stakeholders:

“My son became a tenant with Fairoak 
almost 12 months ago. It has been the best 
move he has made. The accommodation 
is excellent, well located in a well-cared 
for building, with tenants like himself. The 
staff at Fairoak are very efficient and caring 
and if there is an issue with anything in his 
flat it gets dealt with as soon as possible. 
I would highly recommend Fairoak.”

Parent

“I am an autism practitioner working in 
the Kendal area and have been involved 
with Fairoak Housing since the beginning 
of the Pandemic when my client was 
looking to move. Right from the start, they 
were attentive, clear and very supportive.  
They have always communicated well 
and treated my client with the upmost 
respect, listening to his needs and giving 
him positive control over his life.

If there are any issues or concerns with the 
flat, they are seen to straight away and I 
always feel they are there to speak to.  The 
flats are very well maintained and there is 
a homely feel about the accommodation.

Fairoak are by far the most professional, 
caring and understanding housing association 
I have ever worked with, and it is clear that 
they are committed to supporting people to 
live independent lives in the way they want 
to.  They are the Association I recommend 
to people I support when they are looking 
to take the next step into adulthood.” 

Jemma Swales, Autism Practitioner

Above left: 139 Highgate

Right: Craigmore House
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Tenant 
involvement 
and activities

1. The Fairoak Owls

2. Alison Barnes

3. Together with tenants

4. Easter 2020

1

The Owls

The Fairoak Owls are 
our Tenant Board of 
eight representatives 
who usually meet 
every 6-8 weeks and 

are involved in helping organise events, 
tenant information sessions and helping to 
develop policies that affect all our tenants. 

We value the opinions and viewpoints of 
all our tenants and the Owls are consulted 
on a range of Fairoak Housing matters. 

This year has been particularly difficult with 
the pandemic and not being able to meet 
face to face, but as restrictions come to 
an end and everything is safer, we hope 
to get The Owls fully back in action!

If you are interested in becoming a Fairoak 
Owl, please get in touch with Alison at Fairoak.

Together with Tenants 

In October 2020, the National Housing 
Federation launched their Together 
with Tenants charter which focuses on 
strengthening the relationship between 
customers and their housing association 
landlords. Together with Tenants includes 
a four-point plan for change and a 
charter that sets out what customers 
can expect from their landlords.

Full details of this scheme can be 
found at www.housing.org.uk/our-
work/together-with-tenants

2

18      www.fairoakhousing.co.uk

http://www.housing.org.uk/our-work/together-with-tenants
http://www.housing.org.uk/our-work/together-with-tenants


Ensuring that our tenants are at the heart 
of everything we do has always been a key 
priority for Fairoak. However, the impact of 
Covid-19 has inevitably reduced the face-
to-face contact that we have had with our 
tenants and the range of activities and events 
that we have been able to provide over 
the past 12 months. As a specialist housing 
provider for adults with a learning disability, 
we understand that ensuring meaningful 
engagement and participation for our 
customers can be particularly challenging. 
Our vision is that all of our customers will 
regard Fairoak Housing Association as their 
first-choice provider of supported housing.

To achieve this, the Board agreed to 
formally adopt the Together with Tenants 
charter and we have ambitions to lead 
the way in developing a Together with 
Tenants implementation plan, in full 
partnership with our tenants, that meets 
the specific needs of our customers. In 
recognition of this challenge, we have 
recruited Alison Barnes as our new 
fulltime Customer Engagement Officer.

Alison will lead on our work in this area 
and ensure that it receives the necessary 
focus and priority. Over the next few 
months, she will be arranging to meet 
with our customers, their families and 
support staff to create an implementation 

plan to develop a Fairoak charter that 
reflects the culture of our organisation 
and builds on the strong relationships 
we already have with our customers.

NEWS & EVENTS

Sadly, many of our usual activities and events 
had to be cancelled this year because of 
the Covid-19 restrictions. However, the staff 
at Fairoak were determined to continue to 
mark special occasions and a range of socially 
distanced activities and treats were arranged.

Easter 2020

The first lockdown had just started so our 
traditional Fairoak Easter celebrations had 
to be cancelled. Staff visited those tenants 
who live on their own and delivered Easter 
Eggs and activity packs to keep spirits up.

3

4

>>
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85

5. VE Day

6. Halloween 

7. Christmas card competition

8.  Christmas get together

VE Day: 8 May 2020

Friday 8th May marked VE Day (Victory 
in Europe) when the Second World 
War came to an end in Europe. A Bank 
Holiday was declared to commemorate 
this. Usually, we would have had a Fairoak 
Housing get together... perhaps with 
a street party style afternoon tea?

The supported living houses had some great 
celebrations together and we dropped activity 
packs to local tenants in independent living 
flats so everyone could still mark the occasion. 
Thank you to those who decorated flags 
and posters for the Fairoak Office window.

Halloween 

The Fairoak Office windows looked 
great with all the Halloween decorations 
and pictures – thank you to those who 
sent things in to be displayed. 

We have loved having tenant’s artistic 
creations in the windows – and those that 
pass by, stop to look and enjoy them too.

Looks like Shields Road had a great time 
carving pumpkins! They sent in some 
fantastic pictures. New Road sent pictures 
of their wonderful window displays too.

Fairoak sent out some Halloween treats to the 
tenants and houses… no tricks – just treats!

Christmas 2020 

This year as an extra activity, we organised 
a Christmas card competition. Tenants were 
asked to design a Christmas card that we could 
use as the official Fairoak Christmas card

We were really pleased with the response 
and got so many wonderful entries... It 
was difficult to judge for Jackie, Chair of 
our Board at Fairoak. There were so many 

66

55

5
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creative designs we decided to have one 
for the front and one for the back of the 
card! Our WINNING DESIGN for the front 
of the card was from Alice at New Road! 
A close contender was Katie from Melrose 
and her design was used for the reverse of 
the card. Christmas stockings full of goodies 
were dropped off and the other entries 
also received some Christmas Treats.

After a difficult year, we wanted all of our 
tenants to have some festive cheer. We 
decided we’d like to create a Christmas 
hamper for every tenant and house. 
It was quite a task. We appealed for 
donations, worked out what we needed, 
did a massive shopping order, built and 
wrapped boxes, created the hampers 
and delivered out to everyone.

We created - 60 hampers in total – 47 
tenant hampers and 13 house hampers 
– what a great team effort! Every tenant 
at Fairoak Housing in our independent 
living flats, as well as our supported living 

houses received a Christmas hamper.

This year we organised Christmas Day meals 
for some of our more isolated tenants in 
the independent living flats in Kendal. The 
Joshua Tree did a fabulous job preparing 
homemade Christmas Dinners. They were 
delivered to Fairoak, and we delivered 
out to tenants. The tenants that had these 
were very pleased and said how wonderful 
and delicious the Christmas dinner was! 
The Joshua Tree had even provided the 
cranberry sauce, Christmas Cracker and 
festive napkins – a few extra special touches!

It wouldn’t be Christmas without seeing our 
tenants for a little catch up. We managed 
to fit in a Covid-secure outdoor staggered 
meet up at Fairoak. We borrowed a 
gazebo to combat the weather. We all 
enjoyed a socially distanced Festive 
Punch, Hot Chocolate, mince pies, a few 
treats and selection boxes. We held a 
free raffle for those that came and gave 
out a few prizes and Christmas treats.

7 8 8
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Valentine’s Day 2021

To spread a little love in what had been a 
very long and difficult winter for many of our 
tenants, and particularly those who live on 
their own, we delivered chocolates to our 
tenants and asked everyone to send in their 
pictures to decorate the office window again.

Birthdays

Birthdays were difficult to celebrate during 
lockdown, particularly for those tenants who 
live on their own. Fairoak staff did their best to 
make sure that anyone celebrating a birthday 
during this time was remembered and we were 
particularly keen to mark any significant birthdays.

Ian’s 60th Birthday - A socially distancing visit was 
made to Ian at Greenside to wish him a Happy 
60th Birthday! Birthday treats and a cake were 
dropped off to celebrate Ian’s special day.

Rob’s 30th Birthday - Big birthday this 
year for Rob from New Bowman Yard. 
We celebrated Rob’s 30th Birthday in the 
Fairoak Office with a chocolate caterpillar 
cake – you’re never too old for this!

Our tenants at Fitz Road also celebrated 
the ONE YEAR anniversary of their house 
opening in December 2020! It has not been 
the year everyone expected when they 
moved in but they certainly have fun at Fitz 
Road and it’s wonderful to see how they 
make the most of their time in the house!
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9. Christmas Dinner 
at The Joshua Tree

10. Christmas get 
together

11. Valentine’s Day

12. Tenant birthdays

13. Fitz Road 
Anniversary
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Fairoak created Friends of Fairoak to 
enable us to provide activities and 
opportunities for our tenants which they 
may otherwise not have access to.

Over time, many of our tenants have had their 
support packages reduced so Friends of Fairoak 
provides an important opportunity for our 
tenants to access their local community as well 
as encouraging and supporting social inclusion.

By fundraising and recruiting volunteers, 
Friends of Fairoak aims to combat feelings 
of loneliness and social isolation by enabling 
tenants to learn new skills, new hobbies 
and access leisure and social activities 
that are available in the community.

Over the past few years, Friends of Fairoak 
has gone from strength to strength. We have 
continued our partnerships with local social 
and leisure activity providers as well as trying 
to recruit volunteers to support our tenants. 

The money that we raise through Friends 
of Fairoak enables us to run a number of 
trips and activities for our tenants. These 
are a great opportunity for those who 
attend to experience and try new things, 
visit new places and make new friends.

Many of our planned activities and events over 
the past 18 months have had to be suspended 
because of the Covid-19 pandemic. We are 
hoping to resume these sessions very soon. 
Please look out for further information in 
our Newsletters and on the Fairoak Housing 
Facebook page. For more information on 
Friends of Fairoak opportunities, or if you have 
any suggestions for activities that we might 
include, please contact Alison on 01539 720082.

Friends of 
Fairoak

 FRIENDS
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14.  Gardening Club

15.  Simon’s sunflowers

16.  Friends of Fairoak

Lockdown Activities

17.  Miguel’s art

18/21. Pete’s art

19.  Decorating

20.  Baking

22.  Kelvin car cleaning

14

 FRIENDS
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Gardening Club

Fairoak Gardening Club was one of 
the few activities that we were able to 
continue to run through the summer 
at our Greenside property in Kendal, 
with its huge and fabulous garden. 

The keen gardeners are supported 
by Margaret and Elspeth, two of our 
dedicated volunteers. It looks lovely 
with the planted rockeries, shrubs and 
flowers and the veg patch has been a 
great success with a lovely crop of beans, 
courgettes, lettuce, peas and rhubarb. 

We are also very proud of Simon, 
our keen gardener at New Bowman 
Yard whose sunflowers were a real 
spectacle in the Summer 2020 and 
helped to lift everyone’s spirits! 

Lockdown Activities

The periods of lockdown that the entire 
country has had to endure over the past 18 
months have been particularly difficult for 
many of our customers. However, we have 
been inspired by the many ways that people 
have kept busy, and we are very grateful 
to those customers and support staff who 
sent us cards, crafts and photographs, 
just a few of which are shown here.

22
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23/24   Fundraising window
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Fundraising

All the activities that we provide through 
Friends of Fairoak are only made possible by 
the fundraising activities that we undertake. 

Unfortunately, our main fundraising event for 
2020, A Ladies Night Fashion Show, had to 
be cancelled due to the Covid-19 pandemic 
restrictions. A smaller raffle still took place 
as some of the tickets had already been 
sold and we are very grateful to those local 
businesses who kindly donated prizes.

Over the year, we have successfully applied 
for a number of small grants and continued 
to receive donations towards Friends of 
Fairoak. We have also been selling books 
and other items in our office window 
which people have kindly contributed.

As at the end of March 2021, we have 
raised nearly £29,000 for Friends of Fairoak 
all of which directly benefits our tenants 
and enable them to experience new 
activities and opportunities that wouldn’t 
be possible without the hard work of our 
staff, board members and other supporters.

Now that the Covid-19 restrictions 
are finally being lifted, we are very 
much looking forward to restarting 
our Friends of Fairoak activities and 
fundraisers and this is something that 
Alison Barnes, our new Customer 
Engagement Officer, will be leading on.

If you have any suggestions for activities 
or fundraisers that you would like us 
to try and organise, please contact 
Alison at the Fairoak Office.
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Every year, we have a financial 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. 

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

activity groups, organising social events for 
our tenants and our annual weekend away!

We aim to put achieving value for money at 
the heart of everything we do which means 
that we will have more money to invest in 
things which directly benefit our tenants. 

You can see our 2020/21 ‘Value for Money’ 
statement in full on our website.

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.

Over the next 12 months we will also 
continue to raise money for Friends of 
Fairoak which will allow us to do the extra 
things that we may not otherwise be able to 
do, including recruiting volunteers, setting up 

Accounts and 
Value for Money

2020/21 2019/20

Total coming in £892,352 £845,428

Cost of running the Association 570,485 529,474

Cost of borrowing from the bank 53,076 67,369

Total amount left over £262,868 £255,392
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This has been an exceptionally challenging 
year for everyone involved at Fairoak. 
Over the past twelve months, our 
dedicated board and staff team has 
worked tirelessly to maintain the standard 
of service that we are so proud of.

We remain committed to providing high 
quality, innovative and sustainable properties 
which meet the needs of our existing tenants 
and are flexible to the potential needs of 
new customers. Having completed two 
new schemes in Workington and Ulverston 
this year, we look forward to bringing you 
details of our new schemes in Maryport and 
Broughton Moor and we are in discussion 
with care providers and commissioners 
to develop supported living schemes in 
West Cumbria and South Lakeland.

We believe that our success lies in our 
ability to consistently deliver high quality 
accommodation and support to our 
customers whilst retaining our capacity 
to respond to opportunities as they 
arise. This is reflected in the excellent 
reputation that we have developed 
and maintained with customers, 
commissioners and other stakeholders.

We are currently undertaking new stock 
condition surveys to ensure that we invest 
in improving our existing properties 
with a focus on reducing our reactive 
maintenance costs, promoting energy 
efficiency, reducing fuel costs and 
maintaining excellent customer satisfaction.

We are passionate about working with 
all our customers to empower them 

Future
Plans

to develop the skills and confidence to 
lead as independent and fulfilling lives 
as possible. Through Friends of Fairoak, 
we remain committed to enabling 
activities and opportunities for our 
customers to help combat loneliness, 
increase confidence, and promote health 
and wellbeing. Our focus on improving 
customer engagement will ensure that we 
continue to listen to our customers and 
their families and include them in every 
aspect of our service and future strategy. 
We look forward to working with you over 
the next 12 months to develop a Fairoak 
Charter which reflects and values the voice 
and experience of all our customers. 

We will also be consulting on digital 
technology options and opportunities 
designed to make our customers 
lives easier, safer and help promote 
independence. As a social landlord, we 
recognise our responsibilities to respond 
to the climate crisis and invest in our 
properties to make them as sustainable 
and energy efficient as possible and we 
will be providing further information 
on this over the next 12 months.

We believe that our 
success lies in our 
ability to consistently 
deliver high quality 
accommodation 
and support to our 
customers.
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We will keep you up to date with our 
plans and activities through our Facebook 
page, website and newsletters and if 
you would like to discuss any aspect 
of this Annual Report, please speak 
to a member of the staff team.

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