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“As a small 
Association our 

ambition is to grow.”
Richard Robinson

Chair

New World 
Staff with 
Tenants

“I have been very 
aware of the effects

of Government changes 
to benefi ts to our 

residents.”
Lauren Panton
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Bell Green

Chair’s Introduction
I am again delighted to report on the work of the Association 
over the last twelve months and report on another successful 
year for New World.

During the year the Board has been 
looking in more detail at several 
areas – our business plan, how we 
offer Value for Money and how we 
manage the Association going forward.

The last year has been one of 
consolidation for New World – for the 
fi rst time in six years we have not built 
any new homes. Instead we have been 
reviewing our business plan and ensuring 
that we are well placed to continue 
to grow when opportunities arise. 

As a Board we have looked at how our 
services offer Value for Money – where 
they can be improved and where we 
need to change. I would like to thank 
the SoLFed Scrutiny Panel which has 
been looking at some of the services 
we offer and how we can improve them. 
Over the coming year we intend to 
carry on making small changes so that 
the services we provide can continue 
to meet the needs of residents.

Like many associations we have seen the 
start of the welfare reforms impact not 
just on the Association, but on residents 
as well. During the year a number of 
residents have chosen to move to smaller 
homes, or exchanged to properties to 
avoid the spare room subsidy (‘bedroom 
tax’). There are further changes to come 
including wholesale reform of housing 
benefi ts and the move to Universal Credit. 

We believe that we have put in place the 
mechanisms to deal with these changes, 
but will as a Board be monitoring the 
changes and any impact they have.

As a small association our ambition is to 
grow – not just to make the Association 
more fi nancially secure, but to help meet 
the need of our residents now and in the 
future. Alongside this is the need for the 
Association to continue to be managed 
well, and we will be looking to recruit 
new board members over the next year. 

I would like to take this opportunity to thank my fellow 
Board members, our staff and everyone who has worked 
with us over the last year for all their efforts in making 
the last year one of our most successful ever. 
I would like in particular to thank Dr Cam Nguyen
and Mark Addo-Quaye who retired as Board 
members during the year, but 
who both provided support 
and knowledge to 
our growth in the
recent past.

,
pport 

Richard Robinson, 
Chair
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The Scrutiny Panel at work 

Report on New World
The last year was one of consolidation rather than growth. Having 
doubled in size over the last fi ve years, the Association decided to 
take a short break from development and take stock of the effects 
of the recent growth and changes in benefi ts legislation. This pause 
in development has allowed us to refl ect on our growing fi nancial 
strength and focus on delivery of our next set of new homes. 

It is nearly 30 years since New World began 
life as the South East Asian Co-operative 
and 26 years since we became New World 
Housing Association. Looking back on 
our fi rst annual report all those years ago, 
New World charged around £7 per week 
rent and had 20 homes that it managed for 
others. We had one member of staff and 
carried out 26 repairs in our fi rst year.

We now oversee an organisation with 
400 homes and carry out nearly 1,000 
repairs each year. Our rental income is 
now over £2.5 million and the properties 
we own have a market value in excess 
of £80 million. We aim to have over 
500 homes owned before 2016.

New World has always been about 
more than just fi gures – we want our 
residents to be at the centre of what 
we do – whether this is through dealing 
with enquiries, contacting residents 
through our newsletters, surveys and 
website, or through more structured 
projects such as the Scrutiny Panel. 

Back in 2011 New World joined with the 
other associations in SoLFed to set up a 
Scrutiny Panel with volunteer residents 
looking in detail at the services we offer 
and how they could be improved. 

Since starting they have looked at 
customer services, estate services 
and are currently looking at how the 
maintenance works in each association. 

From the fi rst reviews, the Panel 
devised a list of seven commitments that 
all the associations have adopted – 
seven promises to make our work better 
and more responsive to residents needs. 

 These promises are:
• Provide great customer care
• Carry out repairs in a professional way
• Respond effectively when things do go wrong
• Contribute to clean, safe and peaceful neighbourhoods
• Act effectively on all reports of anti-social behaviour
• Allocate homes fairly and welcome 

new residents effectively
• Be straight in our communications and 

support resident involvement 

We have worked with the Scrutiny Panel to ensure 
that the promises get followed up by real action – by 
highlighting how we will achieve these aims and by 
reporting back on our performance against these targets.

Finally, we would like to thank everyone who was 
involved in organising and attending the various 
trips and meetings we had during this year and look 
forward to welcoming you again in years to come.
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Value For Money
The regulatory framework for the sector includes a specifi c 
standard for Value for Money (VfM). Our regulator, the Homes 
and Communities Agency (HCA), expects us to “have a strategy 
for optimising Value for Money, and systems to ensure that this 
strategy is delivered.” Achieving Value for Money is important for our 
business, and began long before it was a requirement of the HCA.

The responsibility for delivering 
Value for Money lies with all staff 
and Board members. Everyone is 
expected to seek and achieve VfM 
in their activities and to highlight any 
opportunities for improvement.

We will look to keep down the 
costs of what we use, and to provide 
services that show both cost savings 
and improvements in quality. We will 
always compare not just the cost, 
but the impact and effectiveness of 
our services and measure this where 
possible against residents satisfaction.

Value for Money is about getting the 
balance right – the balance between 
low costs, high standards and 
successful measurable outcomes.

 In writing our Business Plan and across 
the services we provide, we will:

• Develop a Value for Money culture, 
ensuring all employees play a role 
in this. 

• Recognise that quality is important, 
and not just the price. 

• Compare ourselves to similar 
organisations, and benchmark 
ourselves to ensure that we 
remain competitive. 

Our Strategy and Self Assessment 
on Value For Money

Full details of our approach to Value for 
Money are contained in our strategy. The 
board has set our strategic objectives and 
we monitor and report on them regularly. 

The priorities for the coming year include 
our approach to welfare reform and 
our approach to becoming an excellent 
housing organisation. They include our 
desire to explore refi nancing, and our 
wish to best use our current and future 
assets. Finally we will continue to review 
our governance and staffi ng structure to 
ensure effective and effi cient services.

 Highlights of the last year include:

• Working with other small housing associations in 
buying services involving consultancy to residents, 
who chose and appointed the successful contractor.

• Reducing our debt including cancelling facilities 
not likely to be needed in the immediate future.

• Our profi ling and targeting of residents 
on welfare reform.

• Our benchmarking work with others to highlight 
further areas for potential improvement.

hat we 
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Star Survey
The Association has engaged Acuity 

(formerly known as ‘Skills and Projects’) 
to carry out the tenants ‘Star’ 
(formerly known as ‘Status’) Survey.  

This survey is carried out every three years 
and focuses on Value for Money and the 
tenants’ satisfaction on all services the 
Association provides.  

We would like to thank all tenants who took 
part in this survey in the past and encourage 
your continued involvement to ensure 

improvements.   

Hands on at 
Kenneth Lee House
We have introduced voluntary workers who do a 
weekly hairdressing and massage classes within 
this scheme. These are being well attended.

Tenants within the scheme are now inviting other New World 
tenants to come in and join them for weekly computer training 
sessions and enjoy a game of Mah-jong. Social events within this 
sheltered scheme for our more mature tenants has increased and 
they now engage in a weekly Chinese and Vietnamese lunch club.  

The 
(fo

to
(

i

“I am really happy 
with New World and 
the service that has 

been provided.”
Mrs A Mohammed
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Grange Walk

Lauren’s First Year
at New World Housing Association
I applied to work at New World because I liked the 
idea of joining a small but expanding organisation. 
At the housing association I was at previously 
I was managing over 600 properties so most 
residents were just a name on a screen. 

At New World I feel that although I have 
not met all of my residents on a regular 
basis I have been able to speak to a large 
number and over the next year I hope 
to continue this and get to know more 
of them. I now run resident surgeries at 
Grange Walk and Adelaide House every 
Wednesday as well as making a weekly 
site visit to Orchard Court. I believe these 
have been successful as residents are able 
to speak to me in person and hopefully 
get their enquiries resolved promptly. 

As part of this role I have been able 
to learn about new aspects of social 
housing as I was not previously involved 
in the allocating of properties to new 
residents. I have enjoyed this as I have 
been able to meet with my new tenants 
from the start of their involvement 
with New World. However, it has also 
challenged me as it has sometimes been 
diffi cult to identify potential tenants for 
properties and to ensure a quick change 
over when a property becomes void. 

Another reason for me wanting to join 
New World was because it is based in 
London. Moving to a London housing 
association I have faced new concerns 
and problems affecting residents and 
I have not always been successful 
fi rst time in resolving problems. 

However, 
working in a 
small, close team 
which we have 
at New World 
I have received 
the support and 
assistance required 
to start resolving these 
promptly for residents.

In the next year I would like to organise 
a resident event at one of my sites to 
encourage greater resident participation 
and community interaction with New 
World. I will also be continuing my work 
on residents rent arrears to reduce 
these further; I will be working with 
residents to assist them with reducing 
their arrears where able and taking 
appropriate action when required. 

I have enjoyed my fi rst year at New World 
and look forward to continuing my 
work with our residents 
and colleagues.  

Lauren Panton,
Housing Officer
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“I am very
happy with  New World as everything I report is completed promptly and it is easy to make contact with them especially with the 
weekly surgery held
at  Adelaide House.”

Ms Ernestina Frimpong
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Brayards Road

Steve’s First Year
at New World Housing Association
It has been nearly 12 months since I joined New World and it has been 
both enjoyable and educational to be in the Maintenance Offi cer role.

What has struck me in particular about 
New World has been the close knit 
quality of both the staff and its relationship 
with the tenants. Being previously 
accustomed to working with a contractor 
in association with an organisation 
responsible for several thousand homes 
where customer service and relationships 
with tenants can get overlooked, it has 
been refreshing to be able to establish 
a familiarity with our tenants and 
properties and be able to gain a real feel 
for what makes New World what it is. 

The annual Summer tenants’ day out 
and the board weekend strengthened 
the feeling that New World is an 
organisation that endeavours to retain 
its Vietnamese origins whilst also 
amenable to change and growth.

Having previously worked in offi ce roles 
and latterly as a qualifi ed plumber in 
social housing, the role in maintenance 
for New World has been rewarding 
as it has allowed me to combine my 
technical knowledge and offi ce experience 
to approach the position with the 
perspective of the housing provider and 
with an understanding of the practical 
issues that confront our contractors. 

Since joining I have been grateful for the 
opportunity to complete the week long 
City & Guilds ‘Reporting and Diagnosing 
Repairs’ course which has been extremely 
helpful when I am out inspecting our 
properties as it has armed me 
with more knowledge of general 
building issues, such as common 
causes of structural and 
damp defects, for 
example.

I would hope that our contractors 
have also benefi ted from more detailed 
descriptions and clarity when we have 
requested repairs or maintenance. 

This year has been challenging to quickly 
get to grips with our diverse range 
of properties, the capabilities of our 
contractors and where the emphasis on 
maintenance will need to be focussed 
on in the coming months and years. 

Steve Edwards, 
Maintenance 
Officer

Next year, as well as maintaining our 
repairs performance and gas safety demands, 
a new stock condition survey and a review of our 
fi re risk assessments will be priorities as well as 
identifying and planning a major repair strategy. 
I envisage a year that will be 
equally varied and 
informative. 

will be 

r
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“It was 
effi ciently 

carried out!”
David Nevin

“The repair was 

done quickly!”

Rose-Marie Campbell
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Our 
Performance

“The fact the contractor was able to cater to my needs as I had to work at certain times. I also appreciate the fact he kept me informed with what he was doing and was finished before the time given/stated!” 
Michelle Luke-Bannerman

“The contractor

spent time to check

my stair lift carefully and 

repaired the lift with his

good skill. Afterwards he

also helped me clean 

my stair lift!”

Quac Tin LY & Ha Ngoc Quan 

0.59%0.64%

0.37%

0.74%

0.59%0.64%

0.37%

Voids 
target: 3% or less of revenue

6.10%6.01%5.91%

4.83%

5.91%

4.83%

Rent
Arrears

98%

93%

96%
95%

80%

Urgent Repairs
target: 5 days

93%

96%
95%

95%95%

98%98%

80%

Routine Repairs
target: 28 days

95%95%

92%
96%96%

100%

80%

Emergency Repairs
target: 24 hours

92%%%%
9696%96%

“Punctuality

and work well 
done!”

Bumi Rex Derreck
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INCOME AND EXPENDITURE 2014 2013

For year ended 31st March 2014 £ £

Turnover 2,672,067 2,455,774

Operating costs -1,680,688 -1,390,266

Operating surplus 991,399 1,065,508

Interest receivable and similar income 3,727 2,510

Profi t on sale of fi xed assets 0 0

Interest payable and similar charges -539,499 -539,030

Surplus on ordinary activities before taxation 455,627 528,988

Taxation on surplus on ordinary activities 0 0

Surplus for the year 455,627 528,988

Movement on income and expenditure reserve
Balance brought forward 3,567,276 3,130,277

Surplus for the year 455,627 528,988

Transfer to designated reserves -120,000 -120,000

Transfer from designated reserves 117,741 28,011

Balance carried forward 4,020,644 3,567,276

BALANCE SHEET 2014 2013

As at 31st March 2014 £ £

Tangible fi xed assets
Housing properties - depreciated costs 45,564,055 45,813,501

Less social housing grant -28,763,780 -28,763,780

17,049,721

Other fi xed assets 54,772 57,859

17,107,580

Current assets
Debtors 293,224 267,623

Cash at bank and in hand 1,847,308 1,417,307

Less current liabilities
Creditors : amounts falling due within one year -713,613 -632,167

Net current assets 1,426,919 1,052,763

Total assets less current liabilities 18,281,966 18,160,343

Creditors: amounts falling due after more than one year 13,511,307 13,845,311

Capital and reserves
Called up share capital 15 15

Designated reserves 750,000 747,741

Income and expenditure account 4,020,644 3,567,276

18,281,966 18,160,343

Financial Report

This is a summary of our accounts for the year. 
A full set of audited accounts is available from the offi ce.
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SoLFed
New World HA is a member of the South London 
Federation of Small Housing Associations (SoLFed), 
operating in the London Boroughs of Greenwich, 
Lambeth, Lewisham, Southwark and Wandsworth. 

Through SoLFed we jointly 
work with the Solomon group 
(another group of like-minded 
associations based in North 
London) and again took part 
in the annual joint staff day 
– a chance for everyone to 
come together and share 
best practice, learn from 
each other and get ideas that 
they can bring back to New 
World to implement for the 
betterment of our residents 
for the future.

SoLFed Scrutiny Panel
Our Scrutiny Panel puts the tenants at the heart of the 
organisation. The panel meetings have been consistent throughout 
the year and some real positive work has been achieved.  

These achievements include focusing on 
the recommendations presented to the 
SoLFed management team on the review 
of the services provided by cleaners and 
gardeners. The recommendations included 
things such as: clarifying why services on 
similar estates varied; the need for job 
specifi cations to be sent to each tenant 
or displayed where tenants could see 
them, consistency between all associations 
to do site inspections weekly, monthly, 
quarter or annually. The recommendations 
was formally addressed to the tenant’s 
satisfaction and a much more uniformed 
approach has been adopted.  

Tenants within the panel have discussed 
the need for computer training to enable 
tenants to move with the changing times 
of the associations. Whilst some tenants 
felt the association (SoLFed) should have a 
Twitter or Facebook account others simply 
wanted to know how to do basic things on 
the computer i.e. viewing rent statements 
on line, requesting a repair on line, internet 
banking, emailing and setting up an email 
account. For the forthcoming year the 
panel will work at ways to introduce digital 
inclusion making it enjoyable for tenants of 
all ages to feel confi dent using a computer 
and address the Value for Money aspect of 
this technology.  

 The Federation is committed to the provision and 
management of affordable, good quality housing by 
small and locally accountable organisations. 

 We seek to achieve this through:
• Sharing resources and risks
• Joint procurement of consultants on projects of common interest
• Adopting common policies
• Setting up partnership arrangements for development and 

management of new schemes
• Benchmarking our performance and sharing information

A
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Legal & 
Administration
Registered Auditors
Knox Cropper
Chartered Accountants
8/9 Well Court
London
EC4M 9DN

Internal Auditors
TIAA Ltd
Central Administration Offi ce
Granham House
5 Spring Garden Lane
Gosport
PO12 1HY

Principal Solicitors
ZLWD Solicitors
123 Cannon Street
London 
EC4N 5AX 

Principal Bankers

Royal Bank of Scotland PLC
5th Floor
135 Bishopsgate
London
EC2M 3UR

Barclays Business Banking
PO Box 544
1st Floor, 54 Lombard Street
London
EC3V 9EX

Staff & Board
Staff pictured right

Ian Weightman Chief Executive (1)

Robert O’Flaherty Finance Manager (2)

Sandra Francis Housing Manager (3)

Helen Kon Sheltered Scheme Manager (4)

Thanh Nguyen Tenants Liaison (5)

Hannah Simpson Administrative Offi cer (6)

Phu Tao Housing Offi cer (7)

Steve Edwards Maintenance Offi cer (8)

Lauren Panton Housing Offi cer (9)

Board 

Richard Robinson Chair

Binh Dieu Chu Vice Chair

Debbie Smith Treasurer

Sol Mead Secretary

Beatrice Ling Nguyen Tenant Board Member

Elinam Attipoe Board Member

Patricia Umunna Board Member

Charles Culling Board Member

Ian Winslet Board Member

1
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New World Housing Association is an exempt 
charity and is registered under the Industrial 
and Provident Societies Act 1965. New World 
is registered with the Homes & Communities 
Agency No: LH3980

Registered Offi ce
8 Grange Mills, Weir Road, 
Balham, London SW12 0NE
tel: 020 8675 0320
fax: 020 8675 9388
email: info@newha.co.uk
web: www.newha.co.uk

Useful Notes


