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Welcome to our Annual Report from 
Diana Kingdon, our Chief Executive 

Each year we write to our residents to let you know 
how we have performed over the last year.   The 
performance in this report relates to the year 
2019/20 (1 April 2019 to 31 March 2020).   

We also explain how we use the money you pay in 
rent and service charge to manage your homes.  

Although the Covid pandemic only started to affect 
us in March last year, we would like to thank you for 
your understanding during this time.  Your needs 
have been upper most in our minds when thinking 
about how we respond to the pandemic.  On 
occasions, we have needed to make changes to the 
way we manage our homes, and we appreciate that 
this has caused difficulty for some residents.   

It has also been a worrying time financially for many 
of you and we will always be here to support you if 
you are affected by a loss of income during this time.   
If you do have worries about your finances, please do 
let us know and we can discuss how we may be able 
to help.  Please contact our housing staff whose 
contact are listed at the end of the report. 

The annual report includes information on our 
finances, how we deal with complaints and listening 
to your views, as well as information explaining how 
we performed during the year. 

Value for Money 

The following charts show where each pound we 
spent last year was used.  The biggest area of 
expenditure was on routine repairs where we spent 
£26p of each £1.  The next highest spend was on the 
management of your homes, this includes items such 
as staff time as well as the costs of running Greenoak, 
for example IT costs. 

Function Spend in each £1 
Services 17p 
Management 18p 
Leasehold rent 13p 
Routine repairs 26p 
Planned repairs 13p 
Bad debts 1p 
Depreciation 13p 

 

Annual Report to Residents 2020 
The biggest area of expenditure was on routine 
repairs where we spent 26p of each £1.  The next 
highest spend was on the management of your 
homes.  This includes our staff time plus the costs of 
running Greenoak including our offices and IT costs. 
How do our cost compare to other providers? 

We also compare our cost to other housing 
associations.  The chart below shows that it cost us 
£3,626 on average to manage each home.  Our costs 
were significantly lower than the average for other 
smaller housing providers who spent £4,577 on 
average.  Our costs were also lower than larger 
providers who spent an average of £3,814 per home. 

Measure Greenoak Smaller 
housing 
providers 

Larger 
housing 
providers 

Social housing 
cost per unit 

£3,626 £4,577 £3,814 

You can also find out more about our finances by 
looking at our financial statements.  These can be 
found on the publications section of our website. 

 
Handling complaints and listening to your views. 

Each year we will publish information on how we are 
doing with handling the complaints that are made to 
us.  We always strive to deliver the best service to 
you but on occasion things can go wrong.   

If you feel this is the case, you can make a complaint 
to us which we will investigate and respond in detail.  
You can find out more about how we handle 
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complaints on our website or just use the contact 
details below to ask for more information about this.  

During 2019/20 we had 13 formal complaints.  All 
were resolved at stage 1 of our complaints process.   
We will continue to learn from how we handle 
complaints and are currently working on 
improvements to communicating with residents to 
make you more aware of issues that might affect you.  

Maintaining your homes 

Making sure that you have a safe and decent home to 
live in is the most important task for Greenoak.  Last 
year we spent around £760,000 on day to day 
maintenance of your homes and we continue to 
invest in planned improvements to your homes.   

When we complete a repair, we ask you to tell us 
how satisfied you are with the work that was 
completed.  Last year 99.57% of residents were 
satisfied with the repair we completed.    

During 2019/20 we completed 1,404 responsive 
repairs or an average of around 2.5 repairs per 
property.  Our in-house repairs team completed 828 
repairs or 59% of these.  

 
We also carry out major works to your homes.  Last 
year our in-house team continued with the 
refurbishment programme of kitchens and 
bathrooms completed 10 kitchens and 9 bathrooms 
in the year. They also carried out external 
redecorations at 5 schemes and we have continued 
our assisted home redecoration scheme by helping 
18 older residents with re-decorating their homes 
this year.  

Staff have all adapted to working with Covid rules to 
ensure self-distancing. If you need a repair or home 
visit, you will always be asked if you have Covid 
symptoms, are self-isolating or shielding.  The safety 
of tenants and our staff is of the highest importance. 

 
Green Team measuring safe social distancing 

To improve energy efficiency in our homes and 
reduce heating costs for residents, we installed 11 
new boilers in our properties and 20 homes most in 
need were fitted with new windows and external 
doors. We have the increased the frequency that we 
carry out electrical checks and are moving towards 5 
yearly inspections.  

Managing your homes 

Last year we helped 9 households move from their 
homes due to be demolished in the Council’s 
regeneration of Sheerwater.  This was quite an 
unsettling time for our residents, and we were 
pleased to find all those who wanted to stay with us, 
new homes in Woking that suited their needs.  

Last year we also re-let 20 of our properties,12 of 
which were for residents in our age restricted 
schemes and 8 were in our general needs homes.  It 
took us 28 days on average to re-let these properties.  

We also welcomed 24 new tenants to Greenoak who 
transferred to us from The Oxted, Limpsfield and 
District Housing Association whose properties we had 
already been managing for two years. 

If you would like to move home, you can contact us 
to register for a transfer. We also subscribe to the 
Homeswapper scheme, a free service to our tenants 
so that you can exchange your home with residents 
from other social landlords.  Last year 2 of our 
tenants swapped homes on Homeswapper. 

As a registered provider we receive guidance about 
the rents that we charge to our residents.  In line with 
changes to the guidance, rents for most residents 
increased by 2.7% for the current year.  This followed 
four years where rent decreased by 1% each year.    
We will write to you each year to let you know if 
there has been a change to the amount of rent you 
are required to pay and how much this is.  
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Rent collection  

Greenoak has been performing well on collecting rent 
compared to other providers.  Last year we collected 
100.44% of the rent that was due, and our arrears 
were 2.64%.  This is important to ensure we can 
provide an efficient service and invest in new homes.  

Online Payments 
• Go to www.allpayments.net 
• Click on ‘make a payment online’ 
• Insert your allpay card number (if you do not have 
an allpay card please contact the office to order one 
free of charge) 
• Follow on-screen instructions and pay any amount 
using your debit card, 24 hours a day, 7 days a week. 

We try to work with tenants to ensure that they meet 
their rent payments and protect their tenancies. 

 
Shaun Parmar: Senior Housing Services Officer   

Measure Greenoak Smaller 
housing 
providers 

Larger 
housing 
providers 

Arrears as % 
of rent due 

2.64% 2.64% 2.94% 

Developing new homes 

Providing new high quality and affordable housing is 
of great importance to us.  During 2019/20 we 
completed 10 new homes for local people in 
Wisborough Green, West Sussex.   Eight of these 
properties were available to rent and two for shared 
ownership.  We continue to work on providing much 
needed new homes at affordable rents.   

Resident involvement. 

To help us manage your homes in the best possible 
way, it is important that we provide ways to listen to 
your views about the services we provide. This is an 
area we are reviewing to see if there are more ways 
we can involve you in how we work.   

 
This may include becoming an estate champion to 
work more closely on estate inspections, helping us 
to review the information we send you or joining a 
residents’ group where we can discuss services and 
new ideas.  If you are interested in finding out more 
about getting involved, please get in touch. 

Satisfaction survey 

We also wanted to say a big thank you to everyone 
who took part in our satisfaction survey earlier this 
year.  We had 206 replies which meant that over 50% 
of our residents sent us back their feedback.    

 9 out of 10 residents said that they were satisfied 
with the services we provided.  It was also very good 
to read the very positive comments some had left. 
There were however, some areas where we wanted 
to discuss with residents' concerns or comments.  We 
have been in touch with 76 residents to hear more 
about their specific concerns.  This has led to several 
actions including consulting about car parking on 
specific schemes as well as 16 new repair orders.  

Repairs and Maintenance 

We know that our repairs and emergency service is 
very important to you. We collect your feedback on 
contractors and our in-house team to ensure good 
performance and value for money. 

Bev Baker is the friendly voice at the end of the 
phone when you report a repair.  Our maintenance 
staff, the Green Team, carry out most of our day to 
day repairs. They wear Greenoak uniforms and will 
always show you their ID badges. 

Bev organises the work schedules and makes 
appointments for the Green Team. We aim to keep in 
touch with you and get repairs done quickly and with 
the least amount of disruption.  

The Green Team also carries out works when 
properties are vacated including improvements and 
replacement kitchens when needed.  

Using our own staff not only saves money, but many 
residents have said they are very happy with a more 
personal service, as well as the high standard of 
workmanship achieved. 
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Operations Director, Karen Novell with our Maintenance ‘Green Team’ 

Some adaptations to homes have been carried out 
and local authorities have contributed to the cost 
through providing disabled facilities grants.  If you 
need your home adapting because you are having 
mobility or other problems, please contact us. 

 
Jarek Stepien: Housing Services Manager   

Jarek Stepien joined us in March as Housing Services 
Manager. Jarek is supported by Shaun Parmar, Senior 
Housing Officer and Wendy Goddard, Housing 
Administrator.  Wendy also manages a support 
service to some of our older residents. 

Local Communities 

Through our partner, Greenoak Community Focus 
Ltd, (GCF), we sponsor local community groups and 
charities. GCF also funds a book club for our 
residents’ children on estates and provides reading 
books during each school holiday with help from 
Greenoak Residents Book Club Co-ordinators. We 
have also provided grants to Woking’s Food bank and 
the York Road Project for helping house and support 
homeless people.  This has been even more 
important this year during the Covid pandemic.  

We welcome your views on this report and offers to 
be involved in future newsletters and reports. Please 
contact our staff by telephone, letter or e-mail or 
discuss this with one of our staff team. 

 

 

Bev Baker: Maintenance Administrator 

Keeping in touch with us 

Our text messaging service is helping us to keep in 
touch with some of our residents.  We do need your 
up to date mobile number so we can “talk” to you via 
text message.  We are using this service to contact 
you about repairs, rent updates, and other important 
information.  For example, if the lift ever breaks 
down in your block we can send a text message to 
everyone who lives on the scheme to let you know 
when it will be fixed.   

Just to let you know - we will never share personal 
data over a text message and you can opt out of 
receiving messages from us in this way. We are 
continually updating all our tenant data so let us 
know if your mobile number has changed.  

Your housing staff are 

Jarek Stepien: Housing Services Manager 0751534267 
Shaun Parmar: Senior Housing Officer  07867 976473 
Wendy Goddard: Housing & Support    07867 971745 
Bev Baker: Maintenance Admin             07425 359145 

Reporting repairs:  We have a direct contact number 
to report repairs during office hours. For emergencies 
outside these times you can contact our emergency 
call number. Details are provided at the end of this 
report and on our recorded telephone message. 

Head Office
  

155 Goldsworth Road, Woking GU21 6LS  
01483 747900 
info@greenoakha.org 

Housing 
Services 
Office 

Apollo Place 
Church Road, St Johns, Woking GU21 7RT  
01483 768856 
housing@greenoakha.org 
maintenance@greenoakha.org 

Out of hours 
Emergency 
number  

01865 599489 (not sheltered) 
Sheltered: contact Call Centre 

Website www.greenoakha.org 
Twitter @GreenoakHA 

 


