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Welcome from the Chair of Oldham 
Retirement Housing Partnership
I’ve been proud to take on the chair of Oldham 
Retirement Housing Partnership. It’s an exciting 
time. Following a review of support services with 
Oldham Council, we’ve been able to really focus 
on personalising our support services to get 
the best outcomes for each resident. The team 
have been able to work more collaboratively 
with residents on their own support planning, 
with Court Managers having more in depth 
conversations about what people need and want 
to achieve.

This approach helped us tailor our other services 
to what people need, through partnerships with 
the likes of Oldham Coliseum, working with our 
contractors to deliver social value and most 
importantly working with residents to develop 
specialist activities and events.

We’ve seen some amazing successes through the 
year, in particular the St Herbert’s Calendar Girls, 
creating a calendar which raised over £5,000 for 
Cancer Research UK. We’ve also worked closely 
in partnership with Oldham Council on investment 
projects such as Hopwood sensory garden and 
some major adaptations, showing how investment 
can help a whole court or make a real difference to 
an individual’s life.

We’re looking forward to doing more of this type  
of property improvement over the coming years,  
to make the most of the buildings for residents 
and the team are continuing to work in partnership 
to identify the opportunities which will really make 
a difference to the community.

Success should be celebrated and shared, so  
that we can build on it and learn from each other.  
I look forward to us continuing to increase people’s 
expectations through the high quality services 
delivered in Oldham.

Neil Revely
Chair of Oldham Retirement 
Housing Partnership
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Housing 21 performance
against strategic priorities 

We were shortlisted for 
the Dementia-friendly 
Organisation of the Year 
award by the Alzheimer’s 
Society

1. Providing more homes 
We completed 202 
properties in 2018/19, 
with an additional 
539 properties under 
construction at year end. 

2.  The quality of our 
existing properties 

4.  Our people 
and potential  

5. Systems and technology  

6.  Providing value 
for money  

7. Innovation and influence  3.  The quality and 
responsiveness of 
our services 

We invested £9.9m on improving properties, 
including kitchen and bathroom areas,  
and spent £3.8m on design-led makeovers 
and redecorating communal areas.

We are proud to 
have achieved the 
prestigious Investors 
in People Gold 
accreditation.

In May 2019 we launched PEBBLES, 
our tablet-based housing management 
system, which empowers and enables 
managers on our courts to carry out 
processes quickly and easily, providing a 
responsive service for you, our residents.

We work hard to ensure 
the services we provide 
are value for money. You 
can see how your money 
is spent on page 5.

In 2018/19 we continued 
our work around ensuring 
people in our properties 
can live well with dementia 
and work closely with you, 
our residents and our staff 
to do so. 

We have achieved four 
‘Outstanding’ ratings 
from the Care Quality 
Commission (as of 
1 September 2019).
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Housing 21 organisational 
performance
How we spend your rent 
and our other income

None of the rent we receive goes into the  
pockets of other people. 
It is all spent or reinvested on our services  
and properties.

How we spend your service 
and support charge

Your service and support charges go toward 
providing the valuable services which make  
your court your home.

Reinvestment in our existing properties

We are reinvesting more and more into our existing 
properties every year.

We are proud of our properties and want 
residents to be proud of them as well, making 
them a positive choice.
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2p  Head office and 
regional management

  Routine maintenance

  Service maintenance 
and makeovers

  Major works to 
existing properties

  Net interest payments 
on loans

  New homes and 
other reinvestments

  Court Manager service

  Repairs and
    maintenance

  Utilities

  Gardening

  Cleaning

  Sinking funds

 Management fee

  Door and call systems

 Other costs

Number of properties: 

21,000
Turnover:

£186.4m
Operating surplus:

£35.8m
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Map of the region
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Meet the Independent Living Star

All of our Court Managers are now 
using the Independent Living 
Star tools when supporting planning 
with residents.

Laura Francis, Support Service Manager, has been 
working with Court Managers across Oldham to 
introduce the new process.

“The purpose of the star is to 
prompt conversation about 
what people’s actual needs 
are, as well as their interests, 
helping to understand what 
people can do for themselves, 
what we can support them 
with, and what other services 
they might need.”
The stars are completed collaboratively and 
provide an opportunity to delve deeper into areas 
where residents may require more support. In 
addition, Action Plans are recorded and agreed 
upon completion of each of the eight areas. The 
work can be reviewed and updated as little or as 
often as required, according to the needs of the 
individual or changes in circumstances.

 The approach promotes an 
open and honest dialogue with 
residents, encouraging them 
to look at what can make a 
difference, and can help them 
come to terms with things that 
may be out of their control. It 
also encourages the setting 
of goals and celebrating 
successes along the way.

Triangle, who developed the system, have provided 
training and advice on how best to use the tools, 
and Laura has worked with the Court Managers to 
create an action plan for each of their areas based 
on the needs of their group of residents. “We hope 
this approach will help us target development of 
new activities and partnerships where they can 
have the most benefit.” 
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Proportion of social 
activities taking place 
as planned  

99.85% 

Oldham’s performance highlights

Percentage of 
telephone calls 
answered within 
24 seconds 

98.91%

Average time to complete 
non-urgent repairs  

four days 
(our target is 21)

Percentage of 
repairs jobs 
where the 
appointment 
was made 
and kept 

99.89%

Average 
number 
of days to 
make a 
property 
ready to let  

11 days 
(our target is 14)

Average 
number of 
days for 
properties 
to be let  

9 days 
(our target is 21)

To Let
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Court Voice Forum topics this 
year have included a number 
of health awareness messages, 
including hydration, nutrition, 
weight management and 
strength and flexibility, as well as 
Oldham Macmillan 1-1 Support. 

We’ve welcomed 
guests from:

•  Healthwatch 
Oldham

• Macmillan Cancer 
   Support

• TOG Mind

• Age UK

• Sonder Radio

• Pennine Mencap

• Making Space

Thank you to all our Court 
Voices for their input throughout 
the year representing the 
community as well as feedback 
on issues and suggesting 
improvements.

Alongside our Property 
Inspectors, Tenant Inspectors 
continue to play an active role 
in inspecting empty properties 
before and after works have 
been completed. We’ve 
recruited and trained five new 
inspectors this year.

In the community

Court life

Court Voice representatives have 
also been involved in our grounds 
maintenance tender.

We have cleaning 
and works on empty 
properties that will 
be tendered in 2020 
and will be looking 
for volunteers! 
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Working together in Oldham

As a member of Oldham Housing Investment 
Partnership, along with a number of other housing 
providers in Oldham, we worked on a project 
gathering people’s memories of Alexandra Park to 
create a display at the Healthwatch Oldham event, 
at Alexandra Park in June 2018.

There have been a number of events throughout 
the year: 

•  Millgate and Oasis Academy intergenerational 
garden session

•  Young people from the charity, The Challenge, 
carried out community projects at St Herbert’s 
Court, Tandle View Court and Trinity House

•  Celebrating diversity and promoting the Stop 
Hate UK campaign event with Great Places, 
Greater Manchester Police (GMP) and Oldham 
Council

•  Reading Friends project continued to run at Lees 
House and is developing at Holland Close in 
partnership with Oldham Library

•  Community safety coffee morning at Tandle View 
with GMP and Oldham Council staff

•  Sonder Radio attended resident conference and 
created radio content about musical memories

•  Unity Partnership staff ran an IT club and 
encouraged digital drop ins at Throstle Court and 
Holland Close to help residents get online and 
make use of the communal Wi-Fi

•  As part of the Cyber and Economic Crime 
Awareness Service from GMP, fraud and cybercrime 
community engagement sessions have been held 
across our Oldham courts

Thank you to our contractors

Not only have Cruden Property Services donated 
a gazebo for use at events and activities, but they 
have also helped install garden furniture at Trinity 
House and a water butt at Violet Hill Court.
The annual bowling competition organised for 
residents by Cruden Property Services went down 
a storm as always… even if the bowling green was 
more like bowling gold thanks to the hot weather 
over the summer!

Alan Wood spruced up external benches at 
Old Mill House.

Greenfi ngers donated top soil and judged our 
annual gardening competition.

Always Cleaning donated tablets for IT classes 
around the courts.

Collaboration and partnerships
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Carly Henderson has been running 
‘Culture Hub’ activities across 
the six Extra Care courts, aiming 
to improve wellbeing through 
creativity. Starting at each court 
with a planning session, Carly 
prompted discussion about the 
interests, needs and abilities of the 
residents which provided a starting 
point for planning activities. 

One resident, Dorothy, attended 
the Coliseum sessions at Tandle 
View and explained how they 
began a session writing out 
things the group remembered 
from childhood. “We looked 
at panto costumes from the 
theatre and a model of the 
set. It got people talking and 
brought back memories.”

Together with Carly our residents 
have enjoyed branching out into 
other areas and activities and 
have become more engaged 
in the sessions with some 
courts exploring activities in 
performance, writing and poetry, 
whereas others have focussed 
more on craft.

“In other sessions we did a 
rhyming game, read through a 
farce that had been on at the 
theatre, decorated light up houses 
and card making, a real variety.”

Joan also attended with 
Dorothy and said “It was really 
good fun, there were some 
hilarious moments!”

“Carly’s such a lovely person, 
really interested in things and 
didn’t ignore if someone was 
finding it difficult. Some people 
can end up leading a very 
isolated life and need support to 
join in. I hope she comes back 
and more people get the chance 
to work with her.”

The Culture Hub sessions 
culminated in an event at 
Oldham Coliseum in July, which 
featured a display of some of 
the work produced as well as 
performances by some of the 
residents who took part. 

Oldham Coliseum theatre 

Court life

Oldham courts are 
continuing to work 
with the Coliseum 
into 2020 following 
the huge popularity 
of the activities. 
A specific run of 
sessions have also 
received funding 
from Ambition for 
Ageing to focus 
on engaging with 
residents with 
dementia.

We have been working with Oldham Coliseum to bring 
a creative spark to our Extra Care courts
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Not another bake sale!
The St Herbert’s calendar girls

A group of ladies who live at St Herbert’s Court or 
in the local Chadderton community, came together 
through activities and events held at the court and 
built a strong friendship. Having all been touched 
in some way by breast cancer, with one of the 
friends going through treatment, they decided to 
do something to raise funds… but what to do?

They decided to boldly bare all for a charity 
calendar to raise money for Cancer Research UK.

“It started off as a joke!  We always did things 
to raise money for this and that, we were just 
chatting about ideas.” Sue, ‘March’, has lived in 
Chadderton for a number of years but started 
going to St Herbert’s more regularly in the past 

couple of years as she found the support of the 
community vital to help her manage caring for her 
husband following his dementia diagnosis.

After initially joking about the idea, through 
conversations with Court Manager, Tara Harrop, 
and Partnerships Manager, Issie Howard, it started 
to seem like a real possibility.

Tara’s support was 
phenomenal, and Issie 
brought in so much help. 

Court life
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Tara and Issie pulled in support from a local photographer, Studio G, 
props from local theatres, support with the photoshoot and launch 
party from local Police Community Support Officers (PCSO), as well 
as printing and layout work provided by Housing 21.

After a fabulous launch party, the calendar was launched on Wear 
it Pink Day and has since gone on raise over £5,000 for Cancer 
Research UK. The project has also been nominated for a TPAS 
Excellence in Community Action Award and was featured in That’s 
Life magazine and on Granada Reports. As a result of the attention, 
the ladies were invited to see a production of the Calendar Girls 
musical at The Lowry theatre and met stars of the stage.

It’s been 
amazing! 
Helping out at 
St Herbert’s 
gives me great 
pleasure, and 
my children 
were thrilled I 
did it. It’s been 
very worthwhile 
and raised 
awareness, 
and it’s brought 
us all so close 
together. We 
have a real 
bond. Some 
people were 
sorry they didn’t 
volunteer - so 
we’re working on 
ideas for what to 
do next!
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We continue to be a dementia-
friendly organisation

A garden to be proud of!

During Dementia Action Week, Housing 21 held 
an information stall at Oldham Library, promoting 
services and activities that people living with 
dementia and their carers can access.

Our Dementia Friends count continues to grow, with 
sessions taking place throughout the year on courts, 
as well as local centres including Hathershaw School.

A number of courts have raised funds for national 
and local health related charities, the Alzheimer’s 
Society, Cancer Research UK and Dr Kershaw’s.

We have worked with Oldham Council to develop 
a reablement flat at Hopwood Court, bringing the 
total now to three flats across the Extra Care courts.

We continue to work closely with Oldham Cares 
and the care providers in the Extra Care courts to 
improve processes and communications between 
all partners working on-site and to provide seamless 
services that are vital to our residents.

September 2018 saw the official opening of 
Hopwood Court sensory garden, a project funded 
by Oldham Council and delivered by Housing 21.

Hopwood Court has some enthusiastic gardeners, 
who were keen to make the most of the outdoor 
space. Green fingered residents wanted to use 
planters and pots to brighten the space, but it 
wasn’t laid out very well for activities and events 
and most beds contained large evergreen shrubs - 
tidy but a bit dull!

Organisers involved residents in the design 
process and took specialist dementia design 
advice to create a fully accessible and safe garden 
useable by all residents of this Extra Care court.

Features include a gazebo with seating, grow 
zones for interested gardeners, improved routes 
around the whole garden and access now straight 
from the lounge, inviting residents to take a stroll.

Planting is much more varied and considers all of 
the senses, bringing more colour into the garden.

The garden has inspired residents to work with 
Joan, the Court Manager, to apply for funds for 
their own shed and some additional patio style 
furniture, as well as joining in tending to the plants. 
Watch this space!

Hopwood Court
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Organisers involved residents 
in the design process and 
took specialist dementia 
design advice to create a fully 
accessible and safe garden 
useable by all residents of this 
Extra Care court

Hopwood Court
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Celebrating our team

Recognising success

Jodie Ashton

Extra Care Court 
Manager

Tracey Ewins

Assistant Court 
Manager 

Shamima Bibi

Customer Service 
Advisor 

Issie Howard

Partnerships Manager

The Neighbourhood Services and Customer 
Service teams both won a Housing 21 
‘Outstanding Team’ award in 2018.

Five communal gardens were awarded ‘It’s Your 
Neighbourhood’ North West in Bloom RHS 
prizes - Wood Square, Walton House, Millgate 
and Holland Close receiving Level 4 Thriving 
awards and Throstle Court receiving a Level 5 
Outstanding award.

At the EAC North West Housing Awards, Lido 
House and Trinity House achieved silver awards 
for Retirement Housing. Not only did St Herbert’s 
win a Gold award for their fabulous fundraising 
and charity calendar at the EAC awards, but they 
were also nominated for a TPAS Excellence in 
Community Action award.

Two residents from Trinity House and one from 
Holland Close received Fab Neighbour after being 
nominated by fellow residents for the work they do 
for their communities.

Congratulations!
Staff below all won a Housing 21 ‘Excellence in Service Award’ for their personal contributions in 2018. 
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Communal decorations have 
been completed at Violet 
Hill Court, Springlees Court, 
Millgate, Aster House, Hood 
Square and St Herbert’s Court. 

External decoration has been 
completed at Springlees and 
Dunsford Courts, Old Mill House, 
Hopwood Court, Charles Morris 
House, Aster House and School 
House Flats.

This is part of a cyclical 
programme of decorations, 
working through a number of 
courts each year.

7,312 repairs were completed 
through the year. Courts have 
continued to work with our main 
contractor, Cruden Property 
Services, to get more ‘right 
first time’ fixes and improve 
arrangements for replacement of 
equipment where needed.

The grounds maintenance 
contract was re-tendered during 
the year, with involvement from 
Frank and Trevor, two Court 
Voice representatives who 
helped to evaluate the bidders. 
Greenfingers were successful 
in keeping the contract after 
providing the service for the past 
four years. Thank you to Frank 
and Trevor for their valuable time 
and input.

We have carried out over 60 
adaptations over the past year, 
which include automatic door 
openers, ramps and other 
specialist equipment. Age UK 
Oldham has also carried out 64 
adaptations on behalf of Oldham 
Council; these have included 
installations of grab bars, toilet 
rails and ramps.

Internal improvement works 
have been completed at 60 
bungalows whilst they were 
empty. We have also worked in 
partnership with Oldham Council 
to fund further adaptations at 
20 of these empty properties, 
including level access showers 
and wheelchair accessible 
kitchens, bathroom alterations to 
allow a more accessible layout, 
and moving gas meters to be 
external, allowing better use of 
internal space.

Investing in our buildings

7,312 repairs were 
completed through 
the year

Improving properties
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Fundraising success

Over £10,000 has been raised 
for charities and good causes 
through the activities of residents 
supporting their communities.

Particular congratulations to 
St Herbert’s Calendar Girls for 
raising over £5,000 for Cancer 
Research UK through sales of 
their calendar!

Macmillan Cancer 
Support
£1,295

Dr Kershaw’s Hospice
£1,350

Alzheimer’s Society 
£862

Dementia UK
£456

Cancer Research UK 
£5,466 
Court communities also do 
fundraising activities to support 
each other and to raise money 
for projects, clubs and activities 
on a local level. Housing 21 work 
with residents to submit funding 
bids from other organisations 
and £10,800 was raised to 
support activities and projects in 
this way in 2018/19.

Fundraising highlights

•  Aster House raised £170 to 
fund their garden club through 
an Easter raffle and received 
a grant of £300 to provide 
armchair exercise classes

•  Hopwood Court raised £340 
for court activities through a 
Christmas fair

•  Old Mill House raised £2,000 
through their summer and 
Christmas fairs and received 
£500 from local councillors 
to fund trips and activities 
throughout the year

•  Trinity House raised £2,278 to 
fund outdoor furniture, planters 
and to furnish an indoor 
garden through a summer 
ball organised by carers and 
local young people, as well as 
funding from Action Together 
and local councillors

•  Millgate received £1,000 in 
funds from Forever Manchester 
and local councillors to 
fund garden and computer 
equipment to support activities, 
as well as a Christmas meal for 
people who would otherwise 
be alone

•  In Chadderton £1,500 funding 
was granted to provide exercise 
and craft classes, and a 
community trip 

•  Tandle View received £200 
from the Festival of Ageing to 
run community choir sessions 
with the Rochdale School of 
Rock and Pop

Particular congratulations to St Herbert’s calendar girls for raising over 
£5,000 for Cancer Research UK through sales of their calendar!
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Meet the property team

John Hughes
Property Services 
Manager

John leads the team, 
managing our key 
contracts and ensuring 
safety and servicing is 
maintained to a high 
standard.

Denise Davenport
Property Administrator

Denise ensures the 
office keeps operating 
smoothly, with work 
ordered, bills paid and 
certifications received to 
make sure work keeps 
moving.

Brian Burns
Project Manager

Brian develops 
specifications and 
oversees our larger 
scale works, like large 
adaptations, and 
major works to empty 
properties.

Howard and John inspect the quality of works completed, and investigate issues  
raised that might mean works need ordering.

Howard Burgess
Property Inspector 

John Blakeley
Property Inspector

Staff news

As the past year has seen some changes in our Property Team and you might see some  
new faces out and about, we thought it was time you met the team!
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Regulated by the Social Housing Regulator Reg. No. L0055
Community Benefit Society FCA Reg. No. 16791R

Chambers Business Centre  |  Chapel Road  |  Oldham OL8 4QQ

Customer Services: 0345 604 4447

Repairs Line (24 hours): 0800 032 1215

Email: oldhamenquiries@housing21.org.uk

housing21.org.uk

Feedback
We hope you have enjoyed reading your Annual Report 2019. We’d love to hear your feedback and any 
suggestions you have for next year. Please get in touch by emailing communications@housing21.org.uk
or speak to a member of the Housing 21 team.
Thank you.


