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Welcome

I am delighted to present this report on Cornerstone’s recent performance  

in several areas of importance to our tenants, as well as our plans for the  

coming year.

We aim to be recognised as the leading local provider of affordable 

housing and focus our efforts on Exeter and the surrounding districts.   

We strive for quality in everything that we do and, as a caring 
organisation, we put people first.  Across the organisation, from the board 

to the executive and staff, we take pride in the way that we serve our 

tenants  and maintain our properties and in our financial strength and 

efficiency.

Whilst looking after our existing tenants and their homes is our priority, 

we will ensure the growth of our housing stock for the benefit of those in 

need in so far as this is sustainable.

I hope that you will find the information in this report informative and 

interesting.  We are always keen to hear your views so please do not 

hesitate to contact us if you have any thoughts or suggestions.

Rick Williams
Chief Executive

*All performance figures provided in this report relate to the period April 
2016 to March 2017, apart from those we asked you about in our Annual 
Tenant Survey, which was sent to all tenants in August 2017 and received 
a 20% response rate. Any financial data relates to our 2015/16 
accounts as our financial year runs from October to September.
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Our Performance
Our Performance Panel is made up of seven involved tenants who regularly come together to reflect on and better 
our services. Last year the Panel looked at how we deal with our empty homes and they are currently reviewing the 
ways we communicate with you. 

Our Panel members have joined us on 
three local area visits over the past year, 
speaking directly with tenants about 
how they rate our services as well as any 
improvements that could be made. 
With your support we are working on 
a Tenant Involvement Strategy to help 
expand the ways that tenants get involved 
with, and shape, our services. Where only 
53% of surveyed tenants reported that 
they knew what standards of service to 
expect from us, we will be working closely 
with our involved residents to improve this.  

Tenant Involvement and Empowerment

Tenants enjoyed coffee and cakes while sharing ideas 
for expanding tenant involvement during our recent  
“Strategy Café” at Cornerstone House.

 “Thank you so much for my new 
home and listening to my needs. 
It’s lovely! I’m truly g rateful.” 

“Your staff have been brilliant. 
Excellent work! Friendly, polite, very 
helpful in whatever repair they do”
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We received eight formal complaints during the year. 
Two of these complaints were upheld and three partially upheld, meaning we agree we did not get it quite right. 
As a result of these complaints we have introduced steps to improve our communication when dealing with 
anti-social behaviour cases and keep the complainant better informed of their progress.  

Number of Formal Complaints                         

79.4% 
of tenants are satisfied 

that their views are 
listened to and acted 

upon, this is up by 
nearly 2.5%.

97.7% 
of tenants are satisfied 

with the services we 
provide, this is up 4% 

on last year.
Arrears Letter
Improvements and decant
Repair
Handling of Anti-Social Behaviour Case

1
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Our Housing Team typically visit your area every one to 
two months, conducting an average of eight area visits 
per month to cover our housing stock. Site visit dates are 
regularly published on our website and we welcome you 
to join us as we walk around your area. During our visits we 
inspect gardens, grounds and any communal areas, as well 
as giving you the opportunity to talk to us about any issues 
affecting you and your community.  

This year, we made an additional five local area visits with 
members of either our Performance Panel or the Board to 
gain feedback from tenants regarding our service. Members 
enjoyed door knocking, meeting with tenants and listening 
to their views. Our findings suggest that repairs, followed 
by Anti-Social Behaviour (ASB) management, are the most 
valued services we provide. 

The proportion of tenants satisfied with the way we 
managed their ASB case is currently lower than the 
standard of service we aim to provide. We are actively 
working to improve on this through better communication.

Neighbourhood and Community

Senior Housing Officer, Anita Merritt, knocks on 
doors during one of our Local Area Visits. 

89.7% 
of tenants are satisfied with their neighbourhood 
as a place to live, this is up by 3.5%.

53% 
of tenants were satisfied with how we managed their case.

77.8% 
of tenants who pay a service charge are 
satisfied it provides value for money.

39 
ASB cases were 
recorded last year.

We evicted 1 tenant 
for ASB, took 5 to 
Court and extended 
2 starter tenancies.
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91.9% 
of you are satisfied that your rent 

provides value for money. 

In line with the government’s four year rent reductions programme – outlined in the Welfare Reform and Work Act 
2016 - your rent went down by 1% again last year and will do so again for the next two years. 

Rent and Tenancy

We had 93 lettings last year and 94% of tenants were 
happy with Devon Home Choice, the lettings system we use.

On average we re-let our empty homes within twenty-five days; 
this is higher than last year so we are working to improve in this.

Five fixed term tenancies came up for review and all 
of them were renewed for a further five years.

We evicted four tenants for rent arrears, but we also referred seventeen tenants 
for debt, benefits and budgeting advice, which prevented two evictions.

76% of tenants told us 
that repairs and maintenance 
is the most important service 

we provide.

97.6% of customers 
were happy with the 

standard of work carried out.

94.9% are satisfied with 
the way we deal with repairs 
and maintenance, this is up 

by 3.2%. 

We completed 5657 
repair jobs at a cost of 

£484,975, that’s an average 
cost of £86 per property.

96.7% 
of repairs were completed 

within target times.

Home

Repairs and Maintenance           
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Home (Continued)

Development and Improvement                                     

 “Just to be able to switch 
the taps on and off without 
battling makes me so happy, 

thank you so much”.
Members of our maintenance team pictured with one 
of the new vans. Left-Right: Rich Ofield and Chris Read.

Value for Money
‘Value for Money’ is about maximising the benefit 
received from the money we spend - something 
we work hard to apply to all areas of our work. 
This year our ‘Value for Money’ savings included:

In addition, through our investment in ‘mobile 
working’ technology over the past year – allowing 
our maintenance team, for example, to better 
manage their appointments on the move 
- we expect recurring annual savings of up to £36,000. 

94.7%
are satisfied with the 

overall quality of their 
home, this is up by 4%. 

£1,300,00
was spent on the 

refurbishment works 
to 20 homes at an 

average of £65,000 
per property. 

20
new homes were built 

for affordable rent 
and 5 new homes for 
shared ownership in 
Exeter and Dawlish. 

94.7%
Aids and adaptations 
were carried out at 61 
properties at a cost of 
£25,979, this included 
everything from grab 
rails and lever taps to 
level access showers. 

£16,000
saved through 

improving the way 
we purchase our 

vehicles.

Increased energy 
efficiency for 

20 
homes following 

extensive 
modernisation

Ivor Rowe and Chris Allison lay insulation at 
one of our Mount Dinham Cottages, Exeter. 
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Governance and Financial Viability

As part of our ongoing commitment to 
strong governance, we recently conducted 
a comprehensive review of our governance 
arrangements with the aim of improving the 
efficiency and effectiveness of our operations. 
Subsequent restructuring has seen:

• Increased frequency of Board meetings 
         (from quarterly to every other month).

• A streamlining of the number of committees 
responsible to the Board, avoiding repetition.

• The appointment of a dedicated Governance 
         Officer at Cornerstone. 

Where does your rent go?                                                                  
Housing management services
Services charges
Maintenance, gardening 
and adaptations
Improvement scheme
Development and new 
scheme planning

Financing charges and interest
Depreciation and reinvested surplus
Other Costs

Use of 
rental income

10%

3%

15%

31%

4%

15%

15%

12%

Tenant Charter

TOPIC COMMITMENT MADE STATUS

Tenant Involvement 
and Empowerment

To include tenant consultation as part of 
the Customer Care 

Policy review.

Complete

To review the tenant satisfaction survey 
results and identify any areas for 

improvement.

Complete

Modernisation and Improvements Modernise 6 cottages at 
Mount Dinham.

Complete

Modernise 26 flats at Norwood House by 
the end of 2017

In progress due to be completed 
by November 2017

Value for Money Carry out a vehicle fleet review Complete

To implement any 
recommendations put 

forward as a result of the 
‘mobile working’ review

Complete

To review the VFM strategy and 
include the Performance Panel

The VfM strategy has been 
reviewed internally and will be 
considered by the Panel before

 the end of 2017.

Update on 2016 Charter

Our charter is our local offer to you and we have compiled it based on feedback in the annual tenant survey and in consultation 
with our tenant-led Performance Panel.



We can provide this information in different formats including braille, 
large print or electronically, other language versions may also be available.

Front cover photos
Quality - Improvements to Raleigh House, Exeter, Care - Housing Assistant, Lisa Needs, helping a tenant, 

Growth - Our new development at Water Lane, Exeter, Pride - Plumber, Graham Hannaford.
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Cornerstone Housing Limited is a registered society under the Co-operative and Community Benefit Societies Act 2014 (registration number 14457R).  
Registered office: Cornerstone House, Western Way, Exeter, EX1 1AL.
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Our new 2017 Charter

TOPIC COMMITMENT MADE

Neighbourhood and Community Consult with you on services and standards for your area

Improve tenant satisfaction with ASB case management

Tenancy Investigate other ways that we can support tenants in keeping their tenancies

Improve the time it takes us to re-let our empty homes

Tenant Involvement 
and Empowerment

Publish a Tenant Involvement Strategy

Review our tenant newsletter, taking on board your feedback

Home Publicise service standards about repairs and maintenance 
so you know what to expect and by when

Improve 4 cottages at Mount Dinham, 26 flats at Norwood House 
and 12 flats at Cleve Road, Exeter

Value for Money Implement ‘mobile working’ technology for our Direct Labour Force

Continue to promote energy efficiency by raising awareness of 
smart meters through our tenant newsletter and website

We welcome your comments and involvement!
If you would like to discuss anything to do with the Tenant Annual Report, 

please contact our Projects Officer, Rachel Coombe 
on 01392 273462 or email rc@cornerstonehousing.net


