


Adam Goodchild is a Sales Merchandiser who travels all 
over Essex, Hertfordshire, Buckinghamshire and beyond. 

“I’d been renting privately in the centre of Hat�eld for 
two years, because it’s a good town to get about from. 
I couldn’t a�ord to rent a new property privately, so I 
was renting a �at that wasn’t great”. Now he lives at 
The Forum, a Metropolitan Home Ownership (MHO) 
development in Hat�eld.

“The part-buy, part-rent option seemed like a good 
way to get onto the property ladder. I wasn’t earning 
enough to get a mortgage, but I could buy 35 per cent 
of a one bedroom �at for £52,000 – an amount that 
lenders were happy to give me”. 

“MHO made the process really easy; there were lots of 
helpful people and they helped me get a solicitor and a 
mortgage advisor”.

www.mho.co.uk 



Working with residents for better homes and stronger communities

We have helped to house over 60,000 
households directly or in partnership 
with the client businesses we serve.
Our customers include low and 
moderate earning households and key 
workers such as teachers, nurses, police 
and firefighters. This helps us to ensure 
the communities we work in attract and 
retain the working households required 
to maintain a healthy and prosperous 
economy and social life.
We work in partnership with the MHP 
National Residents’ Group and we have 
our own online customer panel. We 
think this has helped us to gain high 
satisfaction ratings from customers and 
business stakeholders (95 per cent of 
housing association clients and 92 per 
cent of customers are satisfied  
or very satisfied with what we do).

Our successful marketing drives in 2008–09 
saw the number of customers seeking help 
via our Housing Options website and phone 
service exceed 500,000:

by the end of May 2009 we had received 
over 250,000 web visits and enquiries

our Affordable New Homes show at 
Wembley attracted 5,500 customers in 
one day

last year, through our chairmanship of 
national and regional policy and advisory 
groups we led the sector’s lobbying of 
policy makers to improve the funding, 
affordability and efficiency of the 
intermediate housing market

we worked to secure much needed 
additional support and partnership 
working with the mortgage lending 
industry in a tumultuous lending and 
housing market. 

We achieved a surplus of £2.8 million 
from a turnover of £6.4 million 
delivered by robust cost control, 
efficiency improvements and the 
winning of more revenue contracts. 

We helped 1,300 households buy an 
affordable home through our equity 
loans scheme, MyChoiceHomeBuy, at 
an average grant rate of 18 per cent. 
Over 50 per cent of these homes were 
three or more bedrooms.

Our MyChoiceHomeBuy programme 
generated over 3,000 additional sales 
through property chains, adding vital 
sales turnover to our local housing 

markets and relief for householders 
needing to sell. 

Through mortgage rescue or debt 
advice services we helped 60 
households to stay in their home. 

We helped 300 households buy a new 
home and maintained a very good 
sales performance in London despite 
challenging market conditions. 

We helped eight households buy a 
home using Sharia compliant mortgage 
finance.

We won and retained our HCA 
contract to market and process 
applications in London for the 
affordable home ownership and rental 
market, keeping our bid success rate 
over the last nine years at 100  
per cent. 

We won the contract to run the 
HCA’s National Homebuy Agent 
contract, which includes the asset 
management of affordable home 
ownership grant allocations from 1 
April 2009. 

www.mho.co.uk Achievements 

Metropolitan Home Ownership (MHO) offers affordable home ownership 
and rented homes to low and moderately paid working households in 
London and the East Midlands, often at prices 25–30 per cent below 
market rates

Creating affordable housing choices

www.housingoptions.co.uk

http://www.mho.co.uk
http://www.housingoptions.co.uk


Gordon Merchant lives at Granta’s Norvic House in 
Southend. In 2008 he received an Achievement Award 
from Mencap, Southend. He was nominated by his 
support worker, Jeanette Leary, for his growing self-
confidence, independence and helping others. 

Scheme Manager, Lynn Sweet said, “Since coming to 
live at Norvic House Gordon has gained a greater level 
of independence which is reflected in his travels, his 
workability, his charity work and his social skills”.

Last year he saved up for a holiday with the Jubilee 
Sailing Trust on a tall ship. It was a working holiday 
where he worked as a member of the crew for the 
return trip from Southampton to France. 

Gordon works voluntarily at Southend Hospital and 
the RSPCA charity shop in Rochford, he also attends 
college.

www.grantahousing.org.uk

Working with residents for better homes and stronger communities

http://www.grantahousing.org.uk


Working with residents for better homes and stronger communities

Granta Housing Society provides over 
2,800 homes across the Eastern region. 
We work with other parts of the 
Partnership to manage stock within the 
Eastern and East Midlands regions, which 
involves managing a further 200 homes. 
We seek opportunities to manage 
the stock of other organisations and 
improve services to these residents.
Granta provides a wide range of services 
to residents, including care and support. 
We employ over 450 staff, the majority 
are employed in our projects delivering 
highly specialised and individual services.  
Granta continues to receive good 
feedback from Local Authorities on its 
supporting people services. 
Granta continues to grow. Our area 
of operation will ensure that growth 
delivers effective resident involvement 
and improved services to our residents.

Within Cambridgeshire all Granta’s services 
were assessed as Strategically Relevant, with 
an improved Quality Assessment Framework 
(QAF) result for all services. 

Our care and support team has secured 
new business, including: Cambridgeshire 
Specialist Mental Health Floating Support, 
Cambridgeshire Home and Community 
service and the Chelmsford Crisis House. 

We have embraced the personalisation 
agenda and we are undertaking a pilot, 
which will lay the foundations for all 
providers in the County.

The ‘Strengths’ model used by Granta is 
being cascaded through managers and 
front line staff. This will help to improve 
the service we provide to residents. 

An asset management review of the stock 
has begun and this will identify  
our priorities.

The action plan arising from the 
Audit Commission’s inspection 
in 2007 was signed off by the 
Tenant Services Authority 
(TSA) in December 2008.  We 
continue to work on improving 
our services with residents and 
to improve our business further.  

Partnering with our response 
repairs contractor (Roalco) 
was introduced in January 2009, 
and will lead to a more efficient 
service for residents. 

Last year we built 171 homes 
for rent, 71 homes for shared 
ownership, 10 for key workers 
and 16 for intermediate rent. 

Staff turnover was down on 
the previous year, falling to 
13.84 per cent, compared with 
15.87 per cent in 2007–08, and 
continues a six-year trend of 
falling turnover.

In September we entered 
two teams in the Chariots of 
Fire charity relay race around 
Cambridge. Teams were a mix of 

tenants (running with buddies) 
from our special projects and 
staff from Horizon Park. The 
tenants’ team were thrilled to 
win the ‘Peoples Cup’. 

In October Granta celebrated 
its 40th anniversary with a lunch 
for shareholders and original 
committee members, and a 
tea party which was attended 
by almost 100 guests including 
tenants, staff and stakeholders, 
and local MP Andrew Lansley.

www.grantahousing.org.uk Achievements 

Granta Housing Society offers a range of affordable 
housing options, and provides accommodation for 
vulnerable people requiring care and support

Delivering quality homes and services in the East of England

http://www.grantahousing.org.uk


Ryan Bish was determined to pursue his career goals 
and with support from Clapham Park Homes (CPH) and 
the DISPELS project he gained a Level 2 qualification and 
scored a job with Crystal Palace Football Club. 

“I’ve played football ever since I can remember. When I was 
about nine years old I attended mini soccer at Ferndale 
sports centre, where I developed my playing skills. I won 
many trophies and medals and represented Charlton 
Athletics schoolboys, but things didn’t turn out the way I 
hoped”.

“I wasn’t really sure what to do next, football was what 
I knew best. A friend told me Clapham Park Homes was 
running a Level 1 football coaching course, so I decided to 
become a football coach. The people involved were really 
helpful. I am so proud of my achievements and thanks to 
Clapham Park I’m involved in the game I love”.

www.cph-online.co.uk 
Working with residents for better homes and stronger communities

http://www.cph-online.co.uk


Working with residents for better homes and stronger communities

In 2008–09 Clapham Park Homes (CPH) 
continued to implement initiatives to 
engage residents. We commenced the 
delivery of a borough-wide employment 
initiative which will allow local people 
access to employment and training 
opportunities in construction and other 
sectors.

Our Refurbishment Programme and 
Repairs and Maintenance services delivered 
some excellent work last year, and this 
contributed to the improvement in 
customer satisfaction with the condition 
of our properties. Customer satisfaction 
increased by 11 per cent in 2008.

CPH made significant investment 
in delivering a cyclical maintenance 
programme, which has resulted in planned 
improvements to communal areas. Last year 
77 per cent of residents were satisfied with 
the neighbourhood compared to 56 per 
cent in 2006. 

We continue to encourage resident 
involvement and community engagement: 

last year 374 residents were involved in 
one or more forums, meetings or events 
at CPH. 

regular newsletters also keep our 
residents informed

76 per cent of residents were satisfied 
with the way we kept them informed in 
2008 compared to 70 per cent  
in 2006 

700 residents participated in our 
telephone surveys, which are designed 
to obtain customers’ views on service 
delivery

88 per cent of residents’ enquiries are 
dealt with at the first point of contact. 

A further £13 million was 
secured for new affordable 
homes, as part of the Kick Start 
Programme.  This will enable us 
to maintain progress. 

CPH made significant financial 
savings on tenders for the new 
build programme  which has 
helped to ease pressures to 
generate cross subsidy for sales.

A total of 374 individual 
residents took part in 
consultation activities to 
support service improvements 

across the organisation – this 
represents 18.7 per cent of 
households on the estate.  

CPH was awarded the TPAS 
Resident Involvement Award. 

The Metropolitan Police Safer 
Neighbourhood Team reported 
that joint working with Clapham 
Park Homes has been integral 
to reducing anti-social behaviour 
(ASB) within the ward. This 
resulted in a 50 per cent 
reduction of ASB cases over a 
three month  period in 2008–09.

27 per cent of the homes due 
for refurbishment have been 
completed. Resident satisfaction 
levels with the programme are 
very high. 

The average cost of the 
construction work (net of 
infrastructure, on costs, VAT  
and fees) for a refurbished unit 
is £51,279, which far exceeds 
the Government’s basic target of 
Decent Homes standard  
in 2006.

www.cph-online.co.uk Achievements 

Clapham Park Homes (CPH) is a community-led housing 
association formed to take over the ownership and 
management of homes on the Clapham Park estates

Developing a new sustainable environment for Clapham Park

http://www.cph-online.co.uk


Edwin Morley, known as Eddie, was unemployed for a long 
time. He suffers from some mental health issues, but is 
determined to make the most of life.

Eddie is the Key Holder at the Hillview Community 
Centre in St Ann’s, Nottingham. He opens the centre 
before activities and makes sure it is securely locked when 
everyone has gone, and he is thrilled Spirita trusts him to 
do the job and loves every minute of it. 

He works closely with the Community Involvement Team, 
who are always keen to listen to local people’s ideas to 
develop a schedule of social activities at the community 
centre for the benefit of people living in the area. His 
suggestions include a local radio station and a play to be 
performed at the centre to promote it.

www.spirita.org.uk

Working with residents for better homes and stronger communities
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We provide general needs housing for families 
and single people, specialist housing for older 
people and additional support via Sheltered 
Housing and Assisted Living schemes. 

We help older people, younger disabled 
people and low-income households with 
home improvements through our Home 
Improvement Agency (HIA), and also help 
people on to the housing ladder through 
our low cost home ownership schemes. Our 
social enterprise, RedWelly, continues to 
support vulnerable people and communities. 

The HIA expanded its Handy Person 
Service to help vulnerable people living in 
Staffordshire and Derbyshire with small 
practical tasks. 

Our repairs contract was awarded to Mears 
at the end of 2008, following a tendering 
process involving residents. Improvements 
already delivered include an appointment 
system and a text reminder service. 

We encourage our residents to be involved 
in shaping the delivery of our services.  
Local Committees have been established in 
each area and we also have a Spirita  
Diversity Group. 

RedWelly brings gardens to life for 
vulnerable people, projects include a 
Christmas Wonderland Garden for 
the Derby Macmillan Nightingale Unit, 
renovation of the sensory garden at 
Rosliston Forestry Centre, and with the 
Fire Service they created a garden for a 
young man with cerebral palsy.

EM Property Services (EMPS), a wholly-
owned contracting division of Spirita, 
provides mechanical and electrical 
contracting services to our residents and 
private clients. Following a successful trial 
Spirita and EMPS will work in partnership 
with responsive repairs contractor, Mears, 
for 12 months from April 2009. 

www.spirita.org.ukAchievements 

Spirita is one of the largest providers of housing 
and associated support services in the Midlands and 
manages around 10,500 properties

Breathing life into communities

Last year Spirita’s Home 
Improvement Agency (HIA) helped 
6,700 people.

We are on track to achieve the 
Government’s Decent Homes 
target across all our properties by 
the end of 2010.

The quality of the work of the 
Supported Services Team was 
formally recognised by the 
Supporting People Partnership in 
both Lincolnshire and Derbyshire.

Last year the Hadhari Nari 
Women’s Project, which assists 
women to escape domestic 
violence, accommodated 48 women 
and 54 children, and provided 
support to 1,238 people through 
our outreach service.

Spirita customers can report 
anti-social behaviour (ASB) 
online, by phone or in person, 
and also have access to dedicated 
Neighbourhood Officers for their 
area.

We have 1,800 sheltered 
properties, 750 plus alarm linked 
properties, five schemes providing 
assisted living or extra-care (24-
hour/7-day care on site), with 
102 of these units served by our 
in-house registered home care and 
support agency in Nottingham City.

Our customer services team 
answers 96 per cent of all calls 
within 20 seconds.

We have held 24 road shows 
across Derby, Nottingham and 
Rushcliffe since August 2008.

Working with residents for better homes and stronger communities

http://www.spirita.org.uk


Metropolitan Housing Partnership is a family of successful businesses, providing housing, 
regeneration and community and support services.
Metropolitan Housing Partnership is the brand name for Metropolitan Housing Trust Limited. Metropolitan Housing 
Trust Limited Registered Office: Cambridge House, 109 Mayes Road, Wood Green, London N22 6UR. Charitable, 
registered under the Industrial & Provident Societies Act 1965, No. 16337R and registered with the Tenant Services 
Authority/TSA, the regulator of social housing, No. LO726.

Registered with the Tenant Services Authority/TSA, the regulator of social housing, No LH4358. Affiliated to the 
National Housing Federation. Rushcliffe Homes, MHT Midlands and the Walbrook Group are all trading names of 
Spirita Limited. Part of Metropolitan Housing Partnership.


