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Welcome to the 2016/17 Residents’ Annual Report. When Hexagon Housing 
Association work in partnership with residents, we are at our best hence the 
theme of this year’s report “stronger together”.  

Here are just a few examples:

• Brickfield Cottages – Faced with a real crisis 
residents have risen to the challenge and 
played a big part in working with Hexagon to 
manage the situation

• Kirkwood Road – See how through the 
‘outcome star’ residents with mental health 
problems can get on the road to recovery and 
remain well

• Scrutiny – Residents have helped Hexagon 
to improve performance by taking part in 
reviewing performance

• A problem shared – when facing money 
worries residents take advantage of our 
financial inclusion service, thereby helping 
residents to help themselves

• Gas safety – Hexagon’s achievement of 100% 
on gas safety would not have been possible 
without residents giving access on time

This year we would appreciate your feedback so we can make next year’s edition even better. Please 
get in touch by calling us on 020 8778 6699 or email: getinvolved@hexagon.org.uk 

We hope you find this report interesting and informative and agree that by working together we truly 
are stronger together.

Thank you, 

Adrian, Angela, Tony and Wendy  
(Hexagon Residents who form the Annual Report Group.)
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Welcome
an introduction from the Chair  

It’s been another year of significant 
achievements for Hexagon. Whilst responding 
to the changes and challenges that we face 
as a Housing Association, we’ve kept our core 
mission at the forefront of our minds. Hexagon’s 
driving aim is: ‘To meet housing, care, and 
support needs in South East London, and assist 
with economic and social regeneration’.

The articles within this report reflect how we 
have performed over the last year in the service 
we provide to residents and the steps we have 
taken in meeting our core mission. It explores 
our response to the ground collapse at Brickfield 
Cottages, as well as our endeavours for Financial 
Inclusion for all residents. We have continued 
in the provision of a mental health service that 
puts residents at the forefront and we have 
persisted with our aim of ensuring we offer 
Value for Money. We have continued to work 
in partnership with residents to ensure we are 
not just meeting, but exceeding expectations, 
and making improvements whenever they are 
identified to us. 

The year has brought us some sad news; in 
early May 2017, the Board received the very 

distressing news that long-standing Board 
Member and Vice-Chair, Ian Mansell, had died. 
Ian had served on the Board for almost nine 
years. He was the Vice Chair, a position he had 
held for six years and was also the Lead Board 
Member for Housing Management. Ian made an 
enormous contribution to the Group over many 
years and he will be sorely missed.

We would like to extend our thanks to all the 
residents that get involved, in one way or 
another, to improve our service to you. Special 
thanks to our Annual Report Group residents 
who have worked hard to produce this report.

 
 
 
 
Roy Coulter,  
Chair of Hexagon Board
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Building 
new homes 
In London, finding suitable 
sites to develop into homes is 
a challenge because land is 
scarce and expensive. Hexagon 
is often in competition with 
other Housing Associations 
and private developers for 
residential sites. Nevertheless 
we have continued to ‘punch 
above our weight’ and be 
successful in building new 
homes in 2016/17.

Hexagon built seven, three 
bed homes with gardens, for 
shared ownership in Wicks 
Way (SE19). They were sold 
to families with 2 or 3 young 
children, unable to meet their 
housing needs by any other 
means. Our target this year 
was to complete 62 homes, 
unfortunately due to contractor 
delays, only seven reached 

completion, with the rest 
earmarked to be finished in the 
coming months. 

In order for us to build new 
homes at affordable rent levels 
we rely on a grant from the 
Government. Low grant rates 
together with reduced rental 
income has led us to change 
our development approach. 
Hexagon has therefore started 
to build homes for private sale, 
using the profits from these 
sales to fund the building of 
new affordable rented homes.

7
shared ownership 

homes 
completed
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Brickfield 
Cottages 
On 2nd May 2016 there 
was a significant ground 
collapse on the driveway 
to one of the houses at 
our newly built scheme 
at Brickfield Cottages 
in Plumstead. No-one 
was hurt and there 
was minimal property 
damage. However we 
knew resident safety was 
paramount and it was a 
cause of considerable 
concern. 

Hexagon engaged a firm 
of leading engineers. Their 
investigations identified that 
the collapse was caused by 
historic mine workings. On their 
advice we have been carrying 
out further investigations and 
remedial works. 

We are now undertaking 
investigations across the entire 
estate of 40 homes. This has 
involved temporarily rehousing 

all remaining residents in suitable 
alternative accommodation. We 
set up a special team within 
Hexagon who have worked 
closely with all residents, 
identifying their needs and 
working to meet their individual 
requirements. Regular updates 
were given out to ensure all 
effected residents were provided 
with important information 
about how issues would be dealt 
with and how the temporary 
rehousing operation was being 
progressed.

(left) Biggin Way new 
homes built in 2016/17. 
(right) Ground collapse 
at Brickfield Cottages.

Hexagon wants to say a big 
thank you to all residents at 
Brickfield Cottages for their 
patience and co-operation. 

We are immensely grateful to 
all residents who have worked 

with us in very challenging 
circumstances. 
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Financial Inclusion 
Service

Lots of people struggle with cashflow at some point, which is why we have 
our Financial Inclusion Service. This service offers help with most money 
related issues and has assisted many residents who are struggling to get 
back on track.

Sarah’s situation is typical of the people 
helped by the service. 

Sarah was really struggling with money 
difficulties, and was behind with rent and other 
bills. Her arrears meant she was at risk of losing 
her home. Her Housing Officer referred her to 
the Financial Inclusion Adviser for help dealing 
with this. The adviser helped her to work out her 
budget, and identified some extra benefits that 
she was able to get. They also referred her to 
Hexagon’s Employment Adviser, so she could get 
help getting back to work.

As a result of the advice, Sarah was able to get 
some extra Housing Benefit, which enabled her 
to start to clear her rent arrears. The help with 
budgeting also meant that there was enough 
money each week to cover other bills. This 
helped Sarah worry less about money and feel 
more in control of her life. She is now working 
with the Employment Adviser, and hopes to go 
back into work soon.

90
residents received 

bespoke money 
advice in 2016/17 
from a target of 50

Jason Herbert,  
Senior Financial 
Inclusion Adviser.
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Help is at Hand 

This year Hexagon has 
worked with residents 
that have fallen on hard 
times and struggled to 
pay their rent. There are 
times when Hexagon 
tenants may get into 
situations where they 
are struggling with 
the challenges life can 
bring and as a result 
put their tenancy at 
risk. The following case 
studies demonstrate the 
support Hexagon staff 
offered this year to two 
of its residents during 
difficult times. 

We are here to help

Jane lived with her adult son 
and John was beginning to 
experience a crisis. John was 
a drug user and at times could 
become violent, smashing 
up her home and disrupting 
her home environment. She 
became increasingly isolated, 
missing appointments, when 
housing staff and other officials 
visited she would not open 
the door. Jane finally agreed 
to talk to staff who were 
able to help her address her 
situation and offer solutions. 
This included liaising with her 
local police service to discuss 
domestic issues with her son 

John. She was prescribed 
medication after visiting her 
GP. Assistance was given to 
reinstate her benefits and an 
emergency food supply was 
provided until her claim was 
assessed. Jane now feels less 
isolated and her health has 
improved. 

It could happen to you 

David and Sue - Hexagon 
residents for many years - fell 
into serious rent arrears when 
David suffered from difficulties 
with his mental health. Their 
arrears put them at risk of 
losing their home, they had 
debts with other creditors 
and this impacted further on 
David’s mental health. The 
couple were referred to our 
Financial Inclusion Adviser, 
Jason Herbert, who provided 
specialist debt advice and was 
able to identify extra welfare 
benefits that David was 
entitled to.

The additional financial 
support received helped 
the couple to balance their 
budgets, and with Jason’s help 
a solution was found to most of 
the debts they had incurred.

A reduction in their overall 
debts left David and Sue with 
more money to reduce their 

rent arrears, leaving them more 
in control of their money.

As a result of the financial 
support, they were able to 
avoid losing their home.

 
The advice we give to our 
residents who are struggling to 
cope is:

• Seek help as early as 
possible

• Contact your Housing 
Officer and explain the 
problems you are facing. 

Assigned Housing Officers 
are able to refer residents to 
agencies or specialist staff who 
can help them to get back on 
top of situations, avoid losing 
their homes and maintain 
tenancies. 

£150,000 
value of benefits 

received or money 
saved as a result of 
money advice given 

(£125k in 2015/2016)

PLEASE NOTE: Names have 
been changed.
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Getting online 
We recognise the importance of 
getting online, from being able 
to communicate with the world 
around you to accessing learning 
and job opportunities, together 
with managing, making and saving 
money. The ability to use the 
internet confidently is a vital skill for 
participating in the modern world. 

More Hexagon residents than ever are online, 
with 77% of residents now using the web which 
is great; but we are still behind the national figure 
of 90%. Our concern is that in an increasingly 
digital world, the 23% of residents who are not 
online will start to miss out on services and will 
be unable to participate in this changing world. 
The challenge ahead is how we can get more 
residents online.

One of the most effective ways of getting more 
residents online is through The Digital Inclusion 
Programme which focuses on equipping 
residents with the skills and resources to get 
online, and then continues to support residents 
to stay online. We also check in on residents who 
have completed the course to see how they are 
getting on.

The initiative includes:

• An e-learning portal

• A Freephone helpline

We offer continued support to residents who 
complete the course to ensure they are retaining 
and using the skills they have gained.

66
residents completed 
our Digital Inclusion 

Programme

(Target 50)

Resident Cathy who is
one of our digitally active
residents. 
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The Kirkwood 
Road to Recovery
At Kirkwood Road there are 12 self-contained residential 
flats where residents are provided with a supported living 
service to manage their own mental health needs. 

During 2016/17 Kirkwood Road staff were able 
to achieve their annual target of introducing 
an innovative support method, known as the 
Outcome Star, for all service users. The Outcome 
Star is a visual map charting a person’s recovery 
by focusing on ten key areas in a person’s life. 
Key work sessions are held with the resident to 
review areas such as: 

• Managing mental health

• Daily living and social skills

• Employment and training

Residents living at Kirkwood Road can track their 
own progress on a visual platform which has 
proved to be both motivating and inspirational. 

The results of our first annual report are 
very encouraging. The biggest difference in 
encouraging all residents to use the tool has 
been:

• An increase in identity and self esteem

• Increased self management of mental health 

• Greater trust and hope for the future

For the staff team and service as a whole the 
Outcome Star tool has: 

• Improved the way key work sessions are 
facilitated

• Staff supervision sessions focus more on 
positive results

• The annual reports can be used to evidence 
outcomes to our commissioners and funders

 
 

One member of staff said “although it’s still early 
days it has been extremely satisfying seeing how 
people have progressed in a visual way, which in 
turn is very motivating for the whole staff team”. 

One of our service users ‘R’, moved to Kirkwood 
Road from Hexagon’s previous nursing home in 
Townley Road following its closure in December 
2015. The Outcome Star has helped R identify 
where his recovery strategy can be improved, 
and has helped him to overcome barriers in his 
road to recovery.

R is now in employment, and on top of that 
enjoys cycling with a local group on a weekly 
basis, and attends all in-house support therapy 
sessions that Kirkwood Road offers. 

His increased resilience and greater quality of 
life, provides assurance that R is far less likely to 
relapse in the future. 

Another resident said “I tend to forget a lot so 
the [visualisation of] the star gives me the proof 
to see when I am doing well”.

The Outcome Star method is being used to 
support residents in planning how to manage 
with reduced support after living at Kirkwood 
Road. Their target is to move on to permanent 
accommodation and embrace independent 
living. Here they will receive longer term support 
strategies to reduce the likelihood of relapse 
and/or subsequent hospital admissions. 

Residents have made progress and are already 
exploring their options for the coming year. They 
are excited and hopeful about their futures.

(above) Residents and 
staff at Kirkwood Road.
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Helping people back  
into work

In 2016, in partnership with 15 other 
Housing Associations, Hexagon 
secured funding from the European 
Social Fund to deliver the Love 
London Working Employment and 
Skills Programme. This funding has 
effectively doubled our employment 
and skills resources. During the last 
year we have been able to expand the 
support available to include different 
training opportunities, financial 
support to help with starting work 
again, interview or work clothes, 
childcare support and IT training. 

The Love London Working project has also 
enabled us to extend our provision to include 
support for people who are not yet ready to 
return to work or look for a job, but would like 

some support to maybe build their confidence, 
volunteer, learn something new or just talk to 
someone about where to start.

Our employment and skills team has continued 
to support unemployed residents on their 
journey towards employment. The team provide 
a wide range of dedicated support for residents 
every step of the way, including training, CV 
workshops, interview skills, confidence building 
and job search. We adopt a holistic approach 
where the start and end point is tailoring a 
package of support focused on our customers. 

The work of the team has been recognised 
nationally; Lionne Whitfield, our Employment 
Support Adviser was a finalist for an  
ERSA (Employment Related Services 
Association) Employability Award for  
Advisor of the Year. 

117
people received 

employment 
support

42 
people into work 

(26 residents, 
16 non-residents)

(Target 20)
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Lionne was shortlisted in recognition 
of her work in supporting residents 
into employment and the difference 
her work makes not only in people 
securing employment, but also 
in improving their quality of life. 
This is a fantastic achievement 
and testament to the quality of our 
Employment and Skills Service.

In the last year we provided 
employment support for 117 people, 
and helped 42 people to secure 
employment. 

(left) Lionne Whitfield, Employment 
Support Adviser and her client 
Beverley. 

(below) Hogan & Salum attending 
the interview skills training.

Rent Matters
On average Hexagon’s social rents are slightly 
lower than those of the south London boroughs 
that we provide homes in.

‘Affordable’ rents are set at up to 80% of private 
sector rent, this is charged on almost all new 
homes built since 2011, and about half of our 
existing homes when they are re-let. Taken as 
a whole, our affordable rents are higher than 
the average in the six boroughs that we work 
in. This is partly down to us having slightly 
more affordable rents on bigger units. When 
comparing rents directly across each unit size in 
each borough, we are cheaper than 7 out of 16.
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‘Affordable’ Rents

Social rent Arrears

5.2% (target 4.5%)

Market related rents 
Arrears

4.7% (target 4.5%) 

Home ownership rent 
collection

100.4% (target 100%) 

Home ownership Arrears

1.1% (target 1%) 

Rent collected:

99.8%
(Target 100%)

£
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Repairs

We have made significant 
headway with Hexagon’s 
customer satisfaction 
results this year. We 
finished slightly up on 
last year but at 81% we 
are still someway off 
our target of 88%. We 
are revising how we 
survey our residents 
and compile the results 
but we recognise we 
have some way to go to 
improve the service. 

Hexagon believes it is really 
useful to receive resident’s 
feedback and we would like to 
thank all residents that have 
participated in surveys this year.

The biggest challenge we have 
faced in 2016/17 is getting 
our IT systems to work more 
effectively for us. Together with 
our contractors we are investing 
in new computer software 
which will help resolve the 
problems we have been facing. 

We have experienced significant 
delays with this, resulting in 
jobs not being completed on 
time and problems in delivering 
services. We appreciate that this 
has been very frustrating. To 
address this we have brought in 
a specialist consultant to work 
with us and with our contractors 
to put things right. This will be 
an important focus for us in the 
forthcoming year.

Gas safety is an absolute 
priority and it has been a good 
year for gas servicing, with 
Responsive Repairs achieving 
100% compliance in 2016/17. 
That means that all our gas 
boilers have been serviced on 
time and not one boiler has 
gone beyond the one year limit. 
We have to thank our residents 
for helping us achieve this 
important target by providing 
access to their homes allowing 
us to complete this important 
work.

90.6% 
emergency repairs 

done on time 

(Target 100%) 

11.55 days
average end-to-end 
time from resident 
reporting a repair  

to completion 

(Target 10 days) 

100% 
gas checks on time 

(Target 100%)

80.9%
residents satisfied 
with recent repair

(Target 88%)

Liteng Quan, 
Responsive 
Repairs 
Administrator 
(Gas).

30 
roofs  

completed 
(Target 41)

283 
boilers 

replaced 
(Target 285)

70 
kitchens 
installed 
(Target 60)

26 
bathrooms 
completed 

(Target 16)
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Under 
scrutiny 
During 2016/17 residents  
challenged our performance and  
made a real impact in holding 
Hexagon to account through the 
various resident scrutiny panels. 
Residents achieved this through their 
involvement as: 

• The Performance Review Group

• The Repairs Group

• Residents Inspectors

The Performance Review Group are invited to 
look at performance in many areas including 
repairs, rent arrears and voids turnaround. They 
suggest where improvements can be made and 
make recommendations to managers. These 
recommendations have included:

• Changing our targets

• Liaising with other Housing Associations to 
compare different methods for filling empty 
properties in supported housing 

• Setting targets to measure abandoned phone 
calls from residents

This scrutiny led to important directions for 
Hexagon. It has led us to set up more realistic 
targets in monitoring rent arrears as well as 
capturing and addressing the numbers of 
residents abandoning their phone calls to us. 

The Repairs Group are a sub-group of the 
Performance Review group who carry out 
scrutiny of the repairs service. They review 
available data from performance statistics. 
Over the last year, due to technical issues, 
the performance statistics could not be made 
available to the Group. This significantly limited 

the Groups ability to scrutinise repairs. This has 
now become a priority for Hexagon to resolve 
for the year ahead. In spite of the lack of the 
statistics, the Repairs Group were able to work 
with one of our contractors, assisting them 
in exploring different methods in collecting 
resident’s satisfaction feedback. The Group also 
reviewed complaints performance - focusing 
on each contractor’s success in resolving 
complaints. 

The Residents Inspectors review how our 
services are delivered by carrying out a detailed 
service inspection in a particular area each 
year. The Inspectors report back to Hexagon 
on their findings and make recommendations 
for improvement. In this way the residents play 
a key role in helping to ensure that Hexagon 
services are being delivered to a high standard. 
Last year the Inspection team reviewed our 
Customer Services provision and produced a 
report with 12 recommendations. Among their 
key recommendations were: 

• Enhanced monitoring of complaints data

• All members of staff on the reception counter 
to wear name badges

• The tracking of responsive repairs jobs to 
ensure that the job is logged correctly at the 
first point of contact

As the above examples illustrate, the resident 
scrutiny feedback helps Hexagon to shape the 
services we provide and improve the way we 
deliver those services. Working in partnership 
with residents helps us to reflect those priorities 
which are important to them.

Residents 
Inspectors, 
Sarah, Sharon & 
Carol.
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Value for money
For Hexagon, Value for Money (VFM) is about making the best use of our resources, achieving good 
quality results, not simply about cutting costs. As we shared in last year’s report, the Government 
announced in the summer of 2015 that we will have to reduce rents for the majority of our residents 
for 4 years from 2016 onwards. There is pressure to reduce our costs but we are determined to do this 
without adversely affecting the quality of our front-line services. With the help of residents we have 
gone a long way to achieving this. In 2016/17, we had some successes in achieving VFM by: 

• Reducing the average cost of the money we 
borrowed to build new homes from 3.25% to 
2.97% and met our target.

• Reducing the time it took to re-let an empty 
property (from 34 days) by 6 days, helping 
people to move into their new home more 
quickly. 

• Successfully controlling the amount of rent 
we lost when Supported Housing homes 
were empty. We incurred a loss of only 2.53% 
against a target of 4%.

• Improving resident satisfaction with the 
cyclical decorations programme to 91%.

• Achieving a £28,000 saving in our legal work 
by procuring legal services through the 
Housing Association Legal Alliance.

• Assisted 117 people through our employment 
and skills programme, Love London Working, 
which is part funded by the European Social 
Fund. 

• Recruiting from Love London Working (see 
p.10) to some of our administrative roles not 
only provides a route into employment for 
some of our residents, but also saves money 
on recruitment costs. 

• During 2016/17 our Love London Working 
project helped 42 people into employment. 

Comparisons with 
other London Housing 
Associations*

The comparisons in the table 
show how Hexagon is doing 
compared with other London 
Housing Associations using 
“Housemark” data. 

 
*2015/16 - this is the most recent year 
where we have comparative figures. 
 
Housemark is a membership 
organisation for the UK Housing 
sector providing data and analytical 
insight.

Cost Comparison Quality Measure

Housing Management  
(cost per home)

% of rent collected 

Residents satisfied with the  
overall service

Costs of estate services per 
home 

Resident satisfaction with  
estate services 

Repairs – managing the 
service (cost per home) Residents satisfied with  

repairs service
Cost of repairs per home 

Cost of carrying out cyclical 
painting and gas safety work 

Gas safety record during the 
year 

Central costs – IT, Finance 
and HR (per home) Staff sickness

Best 25% of Housing 
Associations in London

Middle 50% of Housing 
Associations in London

Worst 25% of Housing 
Associations in London
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Name Service Employer Occupation

Roy Coulter, Chair ² 6½ years n/a Retired

Debbie Bankole-Williams ¹
Vice Chair

5 years,  
4 months MCCH Executive Director of 

Finance & IT

Ian Mansell ¹, ²
Vice Chair 8½ years Self-employed Management 

Consultant

Ruth Chambers 2½ years Self-employed Campaign & Public 
Policy Consultant

Mark Allan ³ 6 months Chisel Housing Co-ops & Tenants 
Officer

Dermot Finn ², ³ 4½ years Self-employed Microsoft Web 
Application Developer

Jeanette Kenyon ² 3½ years Self-employed Property Development 
Consultant

Martin Large ¹ 2½ years n/a Retired

Tom McCormack 5½ years Hexagon Housing 
Association Chief Executive

Rosalind Watson ³ 2½ years n/a Retired

Ian Watts ¹, ² 3½ years PA Housing Executive Director of 
Operations

Ranna McArdle³ 6 months Amnesty 
International

PA to Director of 
Corporate Resources

* ¹ Audit & Risk Committee | ²Remuneration Committee | ³Resident Board Member

Our 
Board
In September 2016, the Board 
welcomed two new Resident 
Board Members. Mark Allan 
and Ranna McArdle joined the 
Board following a selection 
and election process held over 
the summer. 

Also in September 2016, the 
Board said goodbye and thank 
you to Kellie Elmes who had 
served on the Board for 3 
years. Kellie was one of our 
Resident Board Members, a 
member of the Audit & Risk 
Committee, and Lead Board 
Member for Performance 
Management.

Our Finances
Statement of Comprehensive Income (£000s)

for the year ended 31 March 2017 
(operating results)

2017

Total

2016

Total

Turnover 31,853 34,769 

Cost of sales (874) (3,356)

Operating costs (21,531) (22,054)

Surplus on sale of properties 2,068 5,230 

Operating surplus 11,516 14,589 

Interest receivable 51 83 

Interest payable and similar charges (3,999) (4,413)

Change in fair value of financial instrument (594) (359)

Surplus for the year before tax 6,974 9,900 

Taxation 0 (3)

Change in fair value of  
hedged financial instrument

(948) (336)

Total comprehensive income for the year 6,026 9,561 

How every £ of rent  
was spent

■ Planned maintenance 
and home improvement 
programme

39%

■ Responsive repairs 21%

■ Interest on loans 22%

■ Housing management and 
tenant participation

15%

■ Community development 3%

Full financial statements can be downloaded from our website www.hexagon.org.uk
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