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I took over as the new Chief 
Executive in June 2019. The last 
year has, once again, been a year of 
change, renewal and improvement.

We have continued to deal with the 
impact of the tragic events at Grenfell 
Tower; this has included works to our 
fire doors and the replacement of 
cladding and insulation materials, in 
order to make sure you are safe. I’m 
glad to say that this work is nearing 
conclusion, although fire and building 
safety in general will remain high on 
our agenda.

I am pleased to report that we 
retained the highest Governance 
rating (G1) and a (V2), the second 
highest rating available, for Financial 
Viability from the Regulator of Social 
Housing this year. The V2 rating 
recognises the inherent risks in 
developing new homes in the current 
operating environment, however, 
Estuary remains committed to 
providing as many new homes as 
we can to try and address the huge 
shortage of affordable homes within 
our areas of operation.

We welcomed Michael Hadjimichael, 
our new Executive Director of 
Finance & Corporate Resources 
to the Executive Team during the 
year. Michael is responsible for 
Finance, ICT, HR, Central Services 
and Governance. We have heavily 
invested in our ICT infrastructure 
which means we can start to improve 
online services for our customers.

Our operational performance this 
year has been good, both financially 

and in terms of service delivery. 
We have continued to collect over 
100% of the rent owed to the 
Association and dealt very well with 
the challenges of welfare reform and 
the roll out of Universal Credit. This 
level of performance enables us to 
maintain our existing stock, whilst 
investing in new homes.

We are very aware that our repairs 
and maintenance service is valued 
by our residents. Whilst the interim 
contract has continued to steadily 
improve, we have been working hard 
with residents and stakeholders on 
procuring an innovative and new 
long-term contract, which will be 
awarded in 2019, with the aim of 
delivering a step change in how 
repairs and maintenance services 
are delivered. There will be much 
more information on this exciting 
initiative in the coming months.

Our Support & Care services 
continued to provide much needed 
services to some of the most 
vulnerable members of society. This 
year we said goodbye to Kathryn 
Bennett, our longstanding Director 
of Care & Support, who retired after 
some 19 years’ service, and we 
welcomed Caroline Theodorou to 
Estuary as our new Director. Once 
again, all our services received a 
“good” rating for the regulator, the 
Care Quality Commission.

This year also saw the Association 
awarded the Tenant Participation 
Advisory Services Pro Landlord 
Accreditation. This is an independent 
assessment of our resident 

involvement arrangements, both in 
terms of their effectiveness and value 
for money. I would like to say a huge 
thank you to those residents who 
give up so many hours of their own 
time to engage with us in a number 
of different ways. Your involvement 
helps us to tailor services to ensure 
that they are relevant and the best 
they can be. We will continue our 
work with residents to ensure they 
always have a voice and are a part of 
helping to shape future services.

It would be remiss of me not mention 
the early retirement of Paul Durkin, 
our Chief Executive for the last 12 
years. Much of our success in those 
years is directly attributable to Paul’s 
careful leadership and strong focus 
on our social purpose. It is an honour 
and privilege to be asked by the 
Board to serve as your new Chief 
Executive.

There are many more highlights of 
the year and new initiatives being 
pursued and these are featured in 
this report. Once again, my thanks go 
to all involved; residents, colleagues, 
Board and Committee Members, 
and partner organisations for the 
part they have played in another 
successful year.

The Board continues to be focused on 
the core values of Excellence, Care 
and Innovation and remains committed 
to providing good quality and, above 
all, safe housing to our residents. As 
Ian notes in his statement, fire safety 
regularly informs the discussions of the 
Board and extends beyond cladding 
issues, encompassing fire doors and 
compartmentation.

Change is the one constant and Paul 
Durkin took retirement following the 
year-end on 31 May 2019 after some 
12 years of outstanding service. Paul 
built Estuary into the organisation it 
is today with a commitment not only 
to providing an excellent service to 
our residents, but also maintaining a 
creditable development programme 
for a business of our size with 132 
completions last year. The fact that 
Estuary enjoys an excellent reputation 
with our local authority stakeholders 
among others is, in no small measure, 
due to his work.

Last autumn we started the process to 
find Paul’s successor with the support 
of Odgers. All the applicants went 
through the same rigorous recruitment 
process and, from a list of well-qualified 
candidates, the recruitment panel 
chose Ian Martin, the former Executive 
Director of Operations, as the new 
Chief Executive. As one would expect, 
Ian knows Estuary very well and is 
beginning to develop his own ideas and 
focus about which I shall no doubt be 
able to report next year.

Paul Munday and Mark Gaynor both 
came to the end of their maximum nine 
year terms as Board Members, the 

former as Chair of the Development 
Committee and Vice Chair of the Board 
and the latter as a member of Services 
Committee. Both made an outstanding 
contribution during their term, often 
challenging received wisdom with 
their probing questions. As part of a 
developed succession plan Samantha 
Jackson, a barrister, was appointed 
Vice Chair and Robert Nicholls as Chair 
of the Development Committee. We 
were also able to attract two new Board 
Members for Estuary in Simone Russell 
Chinman, a local authority chief officer 
of housing from an area where Estuary 
does not operate, and Chris Blundell, 
a qualified chartered surveyor with 
considerable development expertise 
both with housing associations and 
local authorities. 

Accession Homes Ltd completed the 
joint venture development in Romford 
and achieved sales values exceeding 
the base business plan with the 
surplus being gift-aided to Estuary. We 
also recruited Athar Rashid, another 
chartered surveyor with development 
experience, including land acquisition 
and planning, as an independent 
director of our subsidiary Accession 
Homes Ltd which also saw a change 
of board leadership with Alan Gershlick 
handing over the chair to Richard 
Breen.

The Association’s headline turnover 
increased by 6% to £40.9 million, but 
I have long been keen to measure the 
social impact of Estuary’s activities 
which goes to the heart of what we do. 
The Housing Associations' Charitable 
Trust (HACT) model demonstrates that 
for every £1 invested Estuary achieved 

£7.84 of social impact. But these bald 
figures hide the inspirational stories 
of individual cases. Two residents 
who were formerly rough sleepers, 
completed the journey through housing 
to full-time employment and we also 
provided 1-2-1 employment support 
for 81 residents, as well as offering 
apprenticeships and ensuring that none 
of our residents are left behind as the 
world becomes increasingly digital.

We are fortunate that we have an 
active resident association, the 
Federation of Estuary Residents, who 
all give up their time to contribute to 
delivering a better service and holding 
us to account for the rare failures. It 
is always a pleasure to meet them 
either formally at committee meetings, 
or informally at their Annual General 
Meeting or The Big Day Out.
These achievements are all down 
to our committed and dedicated 
employees many of whom I often 
see going the extra mile to help our 
residents. I should like to express my 
thanks to them both personally and on 
behalf of the Board. 

Finally, I want to express my personal 
appreciation to my fellow Board 
Members, both present and past, not 
just for the support they have given me 
personally, but also for their insightful 
questions and often challenging 
comments which take us all further 
in the journey of improvement as an 
organisation and a business.

CHIEF EXECUTIVE’S STATEMENT
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Ian Martin
Chief Executive

George Kieffer

Chair of the Board
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THE LAST YEAR HAS, 
ONCE AGAIN, BEEN 
A YEAR OF CHANGE, 
RENEWAL AND 
IMPROVEMENT.



OPERATION  
PERFORMANCE 
We welcome the valuable feedback that 
1,000 residents have provided us through the 
completion of the STAR survey in March 2019.

We achieved Customer Service
Excellence accreditation for the 
10th consecutive year. We were 
therefore disappointed to learn 
from the Star Survey that overall 
customer satisfaction figure 
has reduced to 77.2% - this is a 
reduction of 3.8% since 2016,  
which then stood at 81.0%.

We are committed to delivering 
great customer service; it is the 
most important part of our business. 
We plan to use the results of the 
STAR survey as a platform to 
refresh our customer service skills 
and values with staff in a series of 
workshops during Autumn 2019. 

We have already started to work 
on some of areas which were 
highlighted in the survey results, 
such as repairs and maintenance 
service, upkeep of communal areas 
and making sure we keep our 
promises & commitments. 

In June 2019, the Government 
published a new “Building a Safer 
Future” consultation document. 
This document proposes a number 
of new regulations in relation to 
properties to health & safety in the 
future – including a new Resident 
Engagement strategy. We welcome 
these proposals to improve health 
& safety.  

Keeping residents safe is our 
top priority - achieving a 100% 
compliance target with gas 
servicing, completing fire risk 
assessments and conducting 
regular electrical testing all helps to 
ensure our residents are kept safe. 

Compliance has remained very 
good in all key statutory compliance 
areas and we continue to maintain 
100% compliance in gas safety, 
communal electrical testing, water 
hygiene testing and the completion 
of fire risk assessments. In 
addition we deliver comprehensive 
programmes of statutory inspections 
of dwelling for the presence 
of asbestos and the testing of 
domestic electrical installations. 
All of which helps us to ensure that 
our residents' homes are safe.

Since April 2019, we have been  
re-tendering our Responsive 
Repairs contract. We will be able 
to share the results of the tender in 
January 2020; the new contract will 
begin in April 2020. The Federation 
of Estuary Residents has been 
closely involved in the process. 

Our Support & Care team are 
working on developing a new 
Support & Care strategy, to continue 
to improve our services for our most 
vulnerable residents. 

WE ARE COMMITTED TO 
DELIVERING GREAT CUSTOMER 
SERVICE, IT IS THE MOST 
IMPORTANT PART OF OUR 
BUSINESS.

INVESTING  
IN OUR HOMES
We are committed to maintaining our 
homes to the Decent Homes Standard 
and we continue to invest in our 
homes.  

1,485 Homes have benefited from an upgrade throughout  
the year.

We have continued to monitor and drive improvements in 
the quality of work undertaken to our residents’ homes. We 
undertake random detailed inspections of completed repair 
and planned works during the process and at handover to 
ensure quality is being maintained.

£270,015
Boiler replacements

£1,030,511
New kitchens and bathrooms

£374,281
Replacement windows and doors

£201,756
Electrical works

£13,504
Damp works

£870,950
Storage heater replacements

£101,013
Upgrades to loft insulation

£430,876
External redecoration

  

£147,117
Other works

OTHER
works

Total cost

£3,440,028

Reports of ASB were 
dealt with, which 

resulted in 7 evictions for 
unacceptable behaviour.

715
Resident satisfaction 

with ASB case 
handling.

79%
Homes visited to 
carry out tenancy 

reviews.

562
Customer engagement opportunities were 
provided last year at a cost of £4.40 per 
head and has achieved £17,3092 social 

value impact.

4022
Residents received 
additional support to 
help them maintain 

their tenancy.

49
Properties recovered 

for breaches of 
tenancy and fraud.
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100%
Compliance in 

gas safety.

100%
Compliance in communal  

electrical testing.

100%
Compliance in 
water hygiene.

100%
Compliance in fire risk  

assessments.

of rent due collected100% Reduced general needs 
tenant arrears by nearly £42K



Consulting and engaging with our customers 

•  We consulted with resident communities on how they would like 
to engage with them and their preferred available times. 

•  40 consultations were sent out for residents views on services 
and changes that may affect them or their home.

•  FER reviewed and approved 27 policies and procedures.

•  Achieved TPAS Pro Landlord Accreditation and Scrutiny Quality Mark.

•  The team consulted several areas on Estate Improvement funding applications. 
The results of this are taken to the FER for a final approval decision.

•  10 residents meetings across Essex and East London.

The people we work with in care and support use a wide range of 
methods to communicate. This means we look for different ways to 
engage with them in a meaningful way.  

Most of the people we support in Maldon take part in our walking 
group, getting some exercise followed by a pub lunch.  At lunch the 
discussions are really varied, whatever anyone wants to bring up.  
Sometimes we take a lead, for example bringing information about 
dementia awareness to one session and how to stay safe to another.  
The important thing is that everyone gets a chance to have their say.

For people in our care services the weekly OOMPH! sessions are 
enjoyed by people who don’t communicate verbally as well as those 
who do.  This is a holistic wellbeing programme that focusses on 
social interaction through regular, fun, light exercise.  Some of our 
tenants have become champions and help staff to lead the sessions.  
We have social events at key times of the year (Halloween; Christmas 
etc) an annual wellbeing day and entertainers visit services. 
Events are always planned to ensure that people with different 
communication methods and physical needs can participate.  

Our sheltered housing schemes have regular weekly meetings where 
tenants can catch up with each other as well as discussing issues 
such as repairs, plan activities and invite people to speak on topics 
such as personal and fire safety. 

The Wellbeing Valuation (of Social Return on Investment) from these 
and other activities gave us an overall impact of 2.5 (out of 3) stars for 
2018/19. Three stars are awarded where activities are assessed as 
having a significant impact on the people who participate.

WE SUCCESSFULLY ENGAGED 
WITH OUR CUSTOMERS. 947

Number of engaged / involved
customers who participated in 

different events.

5
Fun filled community days.

28
Social events 

13 Have Your Say / walking group 
meeting events.

5 Training sessions including 
quality checkers coaching. 

6 Social Forum events including 
home events.

6 Newsletters published.

81
Residents attended employment 

support sessions.

17
Residents completed training 

courses.

SOCIAL FORUM EVENTS  
UNDERTAKEN

210

Social media

300

203

108,915

1,853

266

167

150

627

117

33

49

125

Total audience

Social interactions

Posts published

Total awareness

Total engagement

We launched Facebook,Twitter and Instagram to provide residents 
with the opportunity to access information, interact with other residents 
and provide feedback.

HAVE YOUR SAY 
MEETINGS
People we support attend these meetings and 
are provided with the opportunity to raise issues 
and socialise with others receiving support. 
Customers are able to discuss their own goals 
and aspirations and how they wish to be 
supported to meet them.

ERSRP, our Residents’ Scrutiny Committee, 
received the TPAS Quality Mark for scrutiny. 
This demonstrates the level of resident 
engagement that has been embedded in every 
aspect of our operations.

3
Residents representatives

are on our Services
Committee.

2
Service reviews completed

by our tenant Scrutiny Committee.

7
Federation of Estuary

meetings.

27
Policies and procedures reviewed 
and approved by Federation Of 

Estuary Residents.
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T

Uttlesford

6

36

154

196

T

Braintree

5

29

34

T

Colchester

8

42

238

288

T

Rochford

4

15

40

59

T

Southend-on-Sea

162

128

1,292

1,582

T

Castle Point

12

26

114

152

T

Basildon

34

2

139

175

T

Maldon

14

186

200T

Chelmsford

8

24

20

52

T

Brentwood

6

4

111

121

T

Epping Forest

24

176

200

T

London
Borough of
Barking and
Dagenham

22

131

153

T

London
Borough of
Redbridge

43

43

T

London
Borough of
Havering

8

125

413

546

T

Thurrock

16

34

432

482

T

T

Harlow

3

3

T

Tendring

9

88

T

Suffolk Costal

48

48T
T

T
T

Babergh

1

1

St Edmundsbury

1

1

Housing stock total

T

T

Supported Housing
and Care

Shared Ownership

Rented Housing -
general needs housing
(this includes Intermediate and
Market Rented housing)

Total

267

512

3,654

4,433

OUR HOMES
STOCK OWNED AND/OR 
MANAGED AS AT 31/3/2019

97
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37 HOMES 
DISPOSED OF
In line with our Asset Management 
Strategy generating a net income of

£599,505

IN ADDITION 
WORK TO 
PROVIDE 276
Homes were on-site, committed, or  
in the pipeline as at 31st March 2019.

DEVELOPMENT
We have an established profile of delivering 
high quality, affordable housing and services 
across Essex and Outer East London. Our 
portfolio includes new build, regeneration, 
conversion and refurbishment.

SCHEMES HANDED OVER DURING THE YEAR
Carnarvon Road, Southend-on-Sea

56 two bedroom apartments 40 shared ownership

16 affordable rent 

Woodlands Park, Great Dunmow

34 one bedroom apartments & two, 
three and four bedroom houses

23 affordable rent

11 shared ownership 

St Johns Road, Collier Row

32 one & two bedroom apartments 12 affordable rent

20 shared ownership 

Broad Street Green, Heybridge (Phases 1 & 2)

21 two & three bedroom houses 12 affordable rent

9 shared ownership 

Blake Avenue, Barking

14 one & two bedroom apartments Available on a shared 
ownership basis.

Maldon Road, Burnham-on-Crouch (Phase 1 of 5)

14 one bedroom apartments and two 
and three bedroom houses

13 affordable rent

1 shared ownership 

Broad Street Green, Heybridge
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QUALITY AND COMPLIANCE

WE CONTINUE TO SUPPORT 
INCREASED NUMBERS OF 
VULNERABLE TENANTS TO 
SUSTAIN THEIR TENANCIES BY 
WORKING EITHER DIRECTLY 
WITH THEM OR SIGNPOSTING 
THEM TO APPROPRIATE 
PARTNERS.

In Supported Housing and Care Department the Quality and 
Compliance team provide the Department with expertise and 
support in order to embed a culture of continuous improvement. 
This is achieved through mock CQC inspections, learning from 
previous outcomes and leading on customer engagement. 
We have developed the 
role of Quality Checkers in 
homes who as ‘Experts by 
Experience’ check the quality 
of the services provided in 
their and others homes.

IN ALL THAT WE DO 
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We achieved Customer Service 
Excellence accreditation for the

10th 
consecutive year

The Estuary Resident Service 
Review Panel (ERSRP) TPAS 
Quality Assured Scrutiny 
Accreditation achieved the.

3rd 
highest score in the UK

WE’VE HAD AN AMAZING YEAR
During which we have been recognised for making a difference and 
providing exceptional services.

Best employer support for your  
Registered Managers

Being recognised for the work we do for some 
of the most vulnerable people in our society is a 
real achievement. Our services are assessed by 
the Care Quality Commission and we are proud 
that we have a ‘GOOD’ rating across all of our 
services. This is down to the exceptional leadership 
and person-centred care being providing to our 
customers.

Ian Martin, Chief Executive

Highly commended for 
Skills for Care Accolades

TPAS PRO LANDLORD 
ACCREDITATION
This recognises our "real commitment to 
having the voice of tenants at the heart of the 
organisation and being able to influence and 
challenge".

Received a GOOD rating across all services by CQC regulators.

We’re committed to 
investing in initiatives that 

strengthen communities 
and aid individuals, 

through a belief that a 
positive social impact is 
created through these 

activities.

Total social value for 2018/19 

£173,092
Overall impact rating for 2018/2019  

is 2.5 stars.

Moderate impact Significant impact



Member of the BoardMB

Development CommitteeDC

Services CommitteeSC

Investment, Audit and Risk 
Committee

IAR

Corporate Health and 
Remuneration Sub-Committee 

CHR

HOW WE RUN OUR BUSINESS
Average performance achieved across the year

Homes which meet the ‘Decent Homes’ Standard Homes with a current Gas Safety Certificate Resident satisfaction with repairs

Emergency repairs

Rent arrears as a percentage of rent collectable Rent collection Re-let times

Urgent repairs Routine repairs

BOARD 
MEMBERS
Expressions of interest in becoming 
a Board Member should be made on  
0300 304 5000 or by email to  
info@estuary.co.uk 

All members are elected and paid a 
modest honorarium. 

Retired from the Board

Resignations from the Board

Average attendance

New Members

Female Members

Male Members

2

0

87%

2

3

8

Chair - George Kieffer 

Joined the Board of Management in 2014.

Area of expertise  
Banking and Commercial background in both 
private and public sector.

Chief Executive 
Paul Durkin BSc, FCIH

Joined the Board of Management in 2014. 
Retired in May 2019.

Area of expertise  
Social Housing.

Richard Bint MA (Hons)

Joined the Board of Management in 2016. 

Area of expertise  
Finance and Accounting.

Richard Rowntree BSc (Hons), ACIB

Joined the Board of Management in 2016. 

Area of expertise  
Banking and Finance.

Chris Blundell MA, MBA, MSc, FRICS, FCIH 

Joined the Board of Management in 2018.

Area of expertise  
Property and Development.

Simone Russell

Joined the Board of Management in 2018. 

Area of expertise  
Social Housing and Local Authority Housing 
Strategy.

Robert Nichols MBA BEng MARLA FNAEA 

Joined the Board of Management in 2017.

Area of expertise  
Property and Business Development.

Vice Chair 
Samantha Jackson, Barrister LLB, LLM 

Joined the Board of Management in 2016.

Area of expertise  
Residential and Commercial Property Law.

David Holmes BA (Hons), CIPFA, CIM

Joined the Board of Management in 2012. 

Area of expertise  
Finance and Accounting.

Paul Kingston MA, FCIH, MCMI 

Joined the Board of Management in 2012.

Area of expertise  
Social Housing Sector.

Janis Gibson CMIPR

Joined the Board of Management in 2016. 

Area of expertise  
Finance, Business Development and Marketing 
and Communications.

Paul Munday  
BSc, CdipAF, CEng, MICE 

Retired during the year as 
Vice Chair of the Board of 
Management.

Mark Gaynor MA, BA, Dip 

Retired during the year from 
the Board of Management.

The Board of Management not 
only reflects the interests of the 
communities in which we work, but also 
possesses the essential specialised 
skills and necessary experience 
required to run, monitor and control the 
affairs of the Association and to drive it 
forward.

RETIRED DURING THE YEAR
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MB SC IAR CHR

MB SC

MB

IAR CHR

MB IAR

MB IAR

MB

MB

DC

DC

MB SC CHR

MB SC

Target           Estuary 2018/19           Estuary 2017/18

100%

100%

100%

3.50%

2.87%

3.08%

99%

99%

96%

100%

100%

100%

99.5%

100%

100.5%

95%

95%

84%

90%

90%

81%

22 days

24 days

33.4 days

95%

95%

94%

CHR

MB DC

MBDC

CHR



External Redecoration - Including works to communal areas of 32 blocks 613 £430,876

Planned - Major Damp Works 6 £13,504

Planned - Windows and Doors - Including works to 3 blocks 100 £374,281

Woodgrange Drive Estate - Planned Gutter Clearance

Woodgrange Drive Estate - Refuse Chute Improvements 3 £1,843

Total 1,485 £3,440,021

Planned - Bathrooms 122 £446,682

Woodgrange Drive Estate - Communal Stairwell Floor Covering 
Renewal - Phase 4

3 £70,238

Planned - Electrical - Full or partial rewires 114 £201,756

£583,829Planned - Kitchens 125

£101,013Planned - Insulation - Cavity, External Wall and Loft Insulation top-ups 73

£2,134Planned - Roofs 2

£270,015Planned - Boilers 103

£53,983

£18,917

Woodgrange Drive Estate - Communal Stair Polycarbonate 18

18

£870,950Planned - Storage Heater Replacement 185

Planned and Major Work Completions Homes Cost

Mr R
"Called to give his thanks 

to Susan Harland for going 
above and beyond. Without 

Susan’s help over the last 
7 weeks he wouldn’t have 

coped."

Mrs V
"The operative was excellent, 
so quick and efficient arrived 
within an hour to my home, 
I was freezing, but he sorted 
the issue with my heating, 

so I am very happy."

Ms Y
"Fantastic work carried out 
by cleaner I was extremely 

pleased with her work."We welcome feedback from our customers as it 
helps us to measure and improve the services 
we provide.

Closed during the year

Received during the year

Progressed to Ombudsman

Upheld

Property Services

Development

Corporate Services 

Housing and Communities  

Supported Housing and Care 

Generic/miscellaneous  

664

0 

652

433

80%

13%

1%

0.5%

0.5%

5%

Complaints Performance 

Nature of the complaints received

Ms G
"Thank you for your help 

with my mutual exchange. 
My daughter has now been 
offered a place at school, it 
wouldn’t have happened 

without your help."

"I just wanted to say thank 
you to each and every one of 
you, the staff at the Nursery 
are amazing, caring, patient 
and helpful. Everything you 
could hope for in someone 
that is caring for your child."

Compliments 
were received 
during 2018/19.93
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AVERAGE RENTS 
Per local authority area

£99.73 N/A

N/A £111.34

£99.49 £127.65

£108.78 N/A

Average rents

£94.08 N/A

£109.11 £92.51

£95.04 £108.09

£104.45 N/A

£106.80 £108.10

£97.55 £110.87

£97.48 £123.24

£114.09 £108.85

£125.06 N/A

£89.49 £100.52

£105.05 £99.91

£118.15 N/A

Average general needs  
net rent 31st March 2019

Average supported housing  
net rent 31st March 2019

Figures in brackets indicate negative values.

BALANCE SHEET AT 31 MARCH 

Tangible fixed assets

Fixed Assets

348,606

399,175

Homebuy loans receivables

Trade and other debtors (money owed to us)

Other provisions

Net current assets

1,887

Rochford

4,939

49

(1,714)

Investment properties

Properties held for sale

Pension liability

Creditors (money we owe others)

Total financing

48,682

6,519

2,348

(16,728)

397,461

Barking & Dagenham

Harlow

Castle Point

Braintree

Maldon

Thurrock

Tendring

Colchester

Basildon

Havering

Redbridge

Southend

Uttlesford

Chelmsford

Brentwood

Epping Forest

Cash and cash equivalents

Total assets

3,556

397,461

359,954

410,351

1,803

4,900

42

7,128

48,594

6,607

5,229

(23,023)

417,479

18,644

417,479

2019
£’000s

2018
£’000s

A full set of audited accounts are available from: 

Estuary Housing Association Limited,
Maitland House, 8th & 9th Floors,
Warrior Square,
Southend-on-Sea,
Essex, SS1 2JY

Operating expenditure

Surplus on selling properties not developed for sale

Operating costs

Interest and financing cost

Movement in fair value of investment properties

Movement of SHPS obligation

Movement in fair value of investment properties

Cost of properties developed for sale

Interest receivable

Operating surplus

Surplus for the year

Total comprehensive income for the year

Statement of Comprehensive Income 
for the year ended 31 March 

38,05640,317

1,735-

(25,187)(24,927)

(6,402)(7,034)

975

-

-

(231)

(1,771)

(1,199)

(2,413)(5,110)

207169

10,45610,280

4,322

5,297

3,664

463

2019
£’000s

2018
£’000s

£125.99

£125.45 £89.65

£115.95
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VALUE FOR MONEY

Strategic objectives 
Our corporate strategy is focused on the below sections. 
Each section has its own challenging but achievable goal. 
They are: 

Putting customers fist 

•  We will understand what our customers want.

•  We will involve our customers in shaping our services. 

•  We will monitor our performance in 
delivering what the customers want.

•  We will listen, learn and respond.

Investing in our communities 

•  Invest well in physical and social 
structure of communities.

•  Work closely with others to achieve sustainability. 

Achieving value for money 

•  Demonstrable. 

•  Implement efficiency throughout our operations. 

Growing the organisation 

•  Extend services to more people. 

•  Meet the development strategy.  

Valuing and supporting staff 

•  Recruit, retain and develop the right 
staff with the right skills. 

•  Meet our “people” objectives. 

Striving for sustainability 

•  Reduce our carbon footprint. 

•  Improve sustainability in our homes. 

2018/19 saw us continue with a  
strategy of growth whilst servicing  
and improving existing properties.

Implementing value for money 
The following sections celebrate our successes in embedding 
value for money (VFM) into the way we work. This statement 
explains how we’ve achieved areas of success and why we’ve 
selected some areas to focus on. This VFM statement also 
illustrates how we are performing against our peers, including 
a look at where and how we’ll improve in 2019/20 and beyond. 
We appreciate that VFM is not a task that is ever complete; we 
believe it is a way of thinking and part of Estuary’s culture. 

Putting customers first 
We routinely ask our residents how satisfied they are with us 
and our key services. The questioning allows us to assess how 
our residents perceive us. We understand that perception is 
an important metric within business, especially one like ours 
where we strive for a positive influence in shaping sustainable 
communities and marketing our services. 

A Star Survey was independently commissioned in 2018/19. 
We asked: Does your rent provide Value for Money? 

A Star Survey was independently 
commissioned in 2018/19. 

We asked: Does your rent provide Value for Money? 

The below 2018/19 chart shows an encouraging improvement, 
but we won’t rest there. We listened and understood that the 
top 3 things that our customers' want from us are: 

•  Listening to the customers views and acting upon them. 

•  Keeping our promises. 

•  Dealing with repairs and maintenance 
swiftly and efficiently. 

It was in listening to our customers that we have understood 
that they are least happy with service charge costs. With this in 
mind, new developments and major repairs are procured and 
designed with service charge cost minimisation at the forefront 
of our thinking. Schemes are reviewed on an individual annual 
basis by our Service Charge Working Party with the specific 
aim of ensuring accuracy, appropriateness and delivering value 
for money. 

Investing in our communities    
Estuary operates a Performance and Customer Engagement 
team known as PACE. During 2018/19, PACE have worked 
hard to deliver upon a key strategic strand of investing in our 
communities. 

An important element of investing in our communities is 
seen as supporting those who wish to get into employment. 
Estuary’s direct investment in tenancy community services 
was to invest £107,222 in 2018/19, up 11.4% on £96,272 in 
2017/18.

The following graph demonstrates the notably improved results 
in facilitating those we help back into work. 
 
Helping residents into employment is a subset of the work 
we do to make a positive social impact. The metrics used to 
measure our social impact evolve each year and this year we 
added a metric capturing the number of homeless people we 
aid in obtaining sustainable employment and housing. 

This year we are delighted to have aided two people on the 
journey from rough sleeping, gaining housing via Estuary and 
finding full time employment. We invested £3,781 to make this 
possible but equate the social impact to be around £76,451 in 
value. That’s the equivalent of us adding £20 in social value for 
every pound we spent in this worthwhile area. 

2016
81.0%

2019
86.8%

2016: Yes

2019: Yes

ACHIEVING  
VALUE FOR MONEY 

2018/19 finished with the launch of a procurement review. 
The review started in September with initial findings reported 
in November 2018. The report provided focus on specific 
areas, namely: 

•  Contract Management.

•  Purchasing at an appropriately aggregated level.

 
Implementation of procurement process improvements began 
in February 2019 and is expected to conclude in November 
2019. The outputs of which are the assurance that Estuary 
procures in a manner that consistently delivers value and that 
the value of all contracts is maximised through their efficient 
management. It is likely that secondary work on collation of 
small contracts and re-procurement at an aggregated level 
will generate savings of over £100,000 per annum.

Part of the review has reaffirmed that Estuary’s approach 
to tendering large contracts is compliant and efficient. This 
is achieved by a senior leadership team which understands 
the business as a whole. This adds value through efficient 
processes and facilitating contracts that are precisely fit for 
purpose. 

Value for money is of paramount importance in how 
much and upon what we spend. Estuary are taking steps 
to ensure we have a procurement process reflective of 
an agile, accessible but ultimately finite pool of financial 
resources. 

0

1

2

3

4

5
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Residents Helped into Employment

17/18 17/18
P/T Emp.Appren.Appren. P/T Emp. F/T Emp. F/T Emp.

17/1818/19 18/19 18/19

Growing the Organisation 
Estuary is proud to have delivered a significant proportion of  
new units in 2018/19. Growth is important to Estuary in so  
many ways:  

Development Tenure Mix
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Rented        Shared Ownership       Outright Sale
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Achieving economies of scale
•  Facilitating a strong core business to serve existing tenants. 

Serving the community 

•  Helping meet its need for affordable homes. 

•  Helping meet its need for intermediate home ownership 
products. 

Quality home design enables us to influence and  
shape sustainable communities

123 completed units is representative of the commitment the 
Board and Executive share in growth because of the above 
rational.  
 
Estuary are especially committed to developing rented units, 
either affordable or social. We believe that in developing 
these tenures we can add the maximum social value to the 
communities we serve. However, Estuary acknowledges that 
opportunities to raise surpluses and cash may arise through 
considering sale tenures. Estuary use all funds raised either 
through shared ownership or outright sale units to cross 
subsidise social and affordable rented tenures. We believe our 
commitment to delivering rental tenures is demonstrated in the 
below development tenure graph where we they represent a 
significant proportion (33% in 2018/19). 

The latest approved long-term financial plan reflects our strategy 
to grow by including a proposed development pipeline of circa 
100 new units each year, however we are aware of the acute 
housing crisis and are exploring ways to meet what is a Board 
aspiration of 200 new units per year, including the provision of 
social rented units. The below graph demonstrates some of the 
challenges we are facing, it demonstrates that the average cost 
of developing a new unit has risen above inflation over the past 
two years. Estuary ensures value is achieved when developing 
by investing in opportunities that meet strict financial criteria. The 
criteria are reflective of the Board's risk appetite and their impact 
tested upon the long-term financial plan to ensure affordability to 
the group.

The local development market is reflecting that the price of 
new units is increasing above inflation rates. The below graph 
demonstrates that the average cost of the units delivered in 
2017/18 and 2018/19 is up 6% and 8% respectively year on year.  

The executive acknowledges that developing is both a key strand 
of strategy and a risk in terms of capital commitment. In order 
to ensure value for money the Executive Team have sought to 
secure long term debt at below the average rate of return being 
delivered by average affordable and intermediate social housing 
products.

£175,000 0

£180,000
20

£185,000

40
£190,000

60£195,000

80£200,000

100
£205,000

120

£210,000

140

£215,000

£220,000

123

37

50

6%

8%

Average Cost of Units vs. Number Completed

Average Cost of Units (£)             Units Completed

2016/17 2017/18 2018/19
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VALUING AND  
SUPPORTING OUR STAFF 
OUR STAFF MAKE ESTUARY SHINE

We are committed to letting our colleagues know they 
are valued, understood and appreciated. A major part of 
understanding and listening to our Estuary colleagues is 
conducting the bi-annual staff survey. 

We also understand that delivering Value for Money through 
our team is achieved through maintaining a motivated, skilled 
and diligent workforce in a cost-effective manner. The table 
highlights how this is achieved.

Engagement & Culture 
We continue to invest in our people, further developing 
our leadership and management capability, providing 
a range of continuously improving staff benefits and 
engendering a culture of engagement, giving colleagues 
a voice about the things that matter to them. 
 
There were 9 professional qualification courses 
supported in 2018/19 ranging from Business Admin 
Level 2 to Masters Degree level. The investment from 
Estuary was £49,000 in the year. 

Social Value
Training and development of our people has a real social 
value that can be equated to £’s value added when 
analysing the outcomes produced. 
 
Based on the training provided over 2017-2018 it has 
been calculated that the net benefit for staff training is 
£528,105. i.e. for every £1.00 of the training budget it 
had a social impact wellbeing of £5.09 (based on 410 
unique employees).   

In 2018/19 the net benefit was £575,920 and social value 
per pound spent was £6.36.  

Talent Management
‘Growing Our Own’ is an important part of our people 
strategy and during 2018-2019, our extensive 
training programme of mandatory and specialist skills 
development ensured we invested in our staff, building a 
strong skills base to deliver the services our customers 
need and want, and that are affordable and sustainable.  
We have utilised the Apprenticeship Levy Funding to 
support new and existing staff to gain the skills and 
qualifications they require in all service areas.  We also 
work with our partners to ensure they offer apprenticeship 
opportunities, particularly to our tenants in our localities. 

Well-Being and Recognition
We are doing well at: 
Recognising our colleagues who live our core values. 
 
We have improved: 
Introduction of health screening with positive feedback. 
 
We could improve: 
Sickness absence: Breached maximum target in 
2018/19 at 10 days per FTE (target of 8). 

Striving for Sustainability 

It is our belief that successful tenancies play an integral part 
in facilitating sustainable communities. 

We believe that by maximising the benefits available, 
residents are given an increased chance of managing a 
successful tenancy. We have therefore set ourselves a target 
for 2019/20 of:  

•  Aiding residents in obtaining £350k 
of backdated benefits.

•  Aiding residents in obtaining £350k in additional benefits.  

We believe that in setting the above targets we can alleviate 
what is a growing trend of debt dependency within social 

housing. In 2018/19 14% of our residents told us debt was a 
burden, and 16% of residents informed us they had struggled 
to pay the rent at least once over the past 12 months. 

We also directly look to sustain communities through a 
proactive approach to anti-social behaviour (ASB). ASB is 
a major influence over the enjoyment our residents take 
from their community and is not a matter we take lightly. It 
is with regret, but benefit of the community in mind, that 5 
households were evicted in 2018/19 due to ASB. 

At the lower end of the anti-social behavioural spectrum 
we have noted, through listening to resident's surveys, 
that approximately 1/3 of residents believe littering to be a 
problem in their community. In response we are revisiting 
how often our grounds maintenance colleagues visit and 
work on various schemes. 

THE SECTOR SCORECARD  
METRICS AND PERFORMANCE AGAINST 
OUR PEERS
 
The headline social housing cost per unit has fallen by over £1k per unit in 
2018/19. This is largely due to a fire door replacement cost expensed and therefore 
temporarily inflating the 2017/18 comparative figure. Estuary acknowledges that 
our 2018/19 headline social housing cost per unit is above the sector average. 
We believe in creating an infrastructure that facilitates sustained growth, and as a 
result of major investment in our systems and processes we will be able to take on 
additional units with no detriment to colleagues or customer services offered. This is 
supported by an increased commitment to the IT budget which has been increased 
by £1m from 2018/19 to 2019/20. We believe that the average cost of servicing 
each social unit will fall as we grow without the need to completely overhaul our 
systems, but we are equally confident that putting the systems in place upfront is 
the right thing to do for Estuary and its residents. 

It is in the knowledge that we have the systems in place to manage more homes 
efficiently that we will look to grow. The latest approved long-term financial plan has 
a proposed 100 unit per year development capacity, with an aspiration to do more if 
possible.

Both our gearing (60% covenant restriction) and EBITDA (105% covenant 
restriction) metrics demonstrate we have sufficient headroom to allow us to borrow 
more and therefore build more homes. It is Estuary’s belief that in development we 
will simultaneously achieve our strategy for growth and reduce our operating costs 
per unit. 

Our growth strategy will allow us to consciously run with more expensive systems in 
the short term in the knowledge that they will help support the efficient management 
of many more units. 

A significant proportion of our operation is dedicated to the provision of a units used 
for care. The operating margins within the care sector are typically smaller than that 
of general needs units. Removing the effect of care reduces our headline social 
housing cost by circa £300 per unit. 

It is anticipated that growth of 500 social or affordable units will reduce our average 
social housing cost per unit by circa £400, and therefore we maintain a desire to 
reduce how expensive we are by committing to the Board's continued  
growth strategy.

Senior management are also exploring transformation ideas with a view to reducing 
our cost base through efficient process design and automation where possible. 
Results of this exploration are to be released in 2019/20.

SECTOR SCORECARD METRICS VS. PRIOR YEAR AND SECTOR AVERAGE

# Metric

1 Reinvestment

2a New SH Supply Delivered

2b New Non SH Supply Delivered

3 Gearing

4 EBITDA

5 Headline SH Cost per Unit

5 adj. Headline SH Cost per Unit exc.Care

6a Operating Margin SH

6B  Operating Margin Overall

7 ROCE

2018/19

4.7%

3.5%

0.3%

53.6%

164.7%

4,424

4,158

22.0%

21.2%

2.6%

2017/18

7.1%

0.9%

0.0%

45.6%

157.2%

5,451

4,406

25.9%

23.0%

2.2%

Sector Average

6.3%

1.4%

0.0%

47.9%

201.3%

3,370

N/A

36.0%

34.6%

4.3%

Lorraine Shearer and 
Eileen Newth voted staff 
members of the year by 
residents.



I am pleased to report that the Finance and Corporate 
Resources Directorate has had another successful year.

Having joined Estuary in July 2018 I feel well and 
truly part of the Estuary family! I am fully committed to 
continuing our efforts in delivering service improvements 
and have already overseen a significant investment in 
Information and Communications Technology (ICT) to 
support our journey to excellence... and this is just the 
beginning!  

Estuary’s success is built on the strong foundations of 
sound Governance (G1) and Financial Viability.  We are 
satisfied that our V2 (Compliant) Financial Viability rating  
reflects our ambitious growth strategy and clear social 
purpose. Even within a challenging external environment, 
we were able to secure £40m of new funding in January 
2019.  

We have also reasonably planned and prepared for Brexit 
to the extent that it is possible. The long term financial 
plan has been subject to various scenarios and possible 
contingency plans identified and readied. 

During 2018/19, we performed well against our budget 
and maintained our focus on Value for Money (VFM).  
We are proud of Estuary’s response to a sector wide 
heightened desire to assure and improve fire safety 
measures. All of Estuary’s buildings have been reviewed 
and in 2018/19 Estuary carried out £1.24m of fire safety 
improvement works, mostly funded by government 
grants.  The safety of our residents and staff is, and 
always will be, at the forefront of our decision making.

We retained our Customer Service Excellence (CSE) 
Award for a tenth year, recognising our employees’ 
dedication to delivering customer-focussed services 
throughout the year.

We continue to invest in our employees, with around 9 
courses completed on average per employee.  We want 
Estuary to be a great place to work, and we once again 
listened to the views of our staff in 2018. Satisfaction has 
increased but there are still areas for us to work on. 

Our ‘people’ make Estuary the organisation it is, and the 
future ‘People Strategy’ will be a key area of our future 
Corporate Plan.  A happy workplace is a successful 
workplace.

The year ahead will be an exciting one.  With a new 
Chief Executive and an ambitious Board this gives us 
an opportunity to both take stock and clearly identify our 
future strategy. 

I would like to thank all our teams for their efforts over the 
last year, and with their support, exciting times lie ahead.

EXECUTIVE DIRECTOR -  FINANCE & CORPORATE 
RESOURCES COMMENTS

Michael Hadjimichael,
Executive Director - Finance & Corporate Resources
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ESTUARY’S SUCCESS IS 
BUILT ON THE STRONG 
FOUNDATIONS OF SOUND 
GOVERNANCE AND 
FINANCIAL VIABILITY.
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FUTURE DIRECTION 
Estuary is proud of how our resources are used 
in serving our residents. We are customer, 
community and care focused. We are consciously 
operating and continue to operate in the care 
side of social housing where margins are typically 
smaller, but our desire to help is unwavering. 

The future of Estuary will continue to reflect our 
values and strategy. 

We will continue to obtain capital at competitive 
rates to fund a new development pipeline in line 
with our Long Term Financial Plan (LTFP). 

We will deliver continued social impact within our 
Care segment. We will listen, respond and serve 
our customers considerately, efficiently and in line 
with expectations. We will continue to add value 
to the communities we serve, striving to increase 
employability where possible. We will be procuring 
and managing costs in a mature process and this 
will lead to savings. 

We will strive to continuously review and improve 
our processes. We are focussed on maximising 
the time we spend on value adding activities. Our 
service charge review group continuously looks 
to reduce costs for our residents where possible 
through appropriate management, design and  
redesign of services. 

Our ultimate aim of improvements to both our 
processes and IT infrastructure is to deliver an 
environment that serves our customers in a 
modern, cost efficient way that is increasingly in 
line with what residents expect from their services. 
In reality, we will look to facilitate residents moving 
towards interacting with us online and self-serving 
where possible. 



Useful information
 
Registered Office
8th and 9th floors
Maitland House
Warrior Square
Southend-on-Sea
SS1 2JY 

tel: 0300 304 5000
fax: 01702 616716 

Housing Management
Office and Family Centre
Centre Place
Prospect Close
Southend-on-Sea
Essex SS1 2JD
fax: 01702 611502 

Principal Bankers
National Westminster Bank Plc
132 High Street
Southend-on-Sea
Essex SS1 1BA 

External Auditors
Grant Thornton UK LLP
Registered Auditor
Victoria House
199 Avebury Boulevard
Milton Keynes
MK9 1AU 

Internal Auditors
Mazars
Tower Bridge House
St Katharine’s Way
London E1W 1DD 

Principal Solicitors
Devonshires Solicitors
30 Finsbury Circus
London
EC2M 7DT

Estuary is a housing association
with charitable status.
VAT No. 100 1210 18

Homes England
Agency – Register 3535

Estuary Housing Association is a
registered society under the
Co-operative and Community
Benefit Society Act 2014 –
No. 23240R

Web address:
www.estuary.co.uk

In your language


