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Introduction
Chair’s Introduction
Formed 45 years ago and dedicated to providing
affordable homes in central London, Soho Housing is
driven by a vision to create homes that people are proud
to live in, in environments they want to be in and enjoy.
Achieving this means careful business planning to ensure
we invest wisely. It also means working towards shared
goals in partnership with our residents, our commercial
customers, community partners, local authorities and
other partners for the best outcomes.
Against a challenging backdrop of social rents reduced by
a further 1%, whilst costs continue to rise, our operating
surplus at the end of the March stood at £1.88m, meeting
our target of 20%. Our performance was supported by
focus on income gathering. We succeeded in driving
housing rent arrears down to 2.1% (3.9% last year).
Equally crucial in times of economic uncertainty has been
understanding of the circumstances of our customers so
that we can bring greater value to their and our needs.

Chief Executive’s Introduction
In 2018-19 we invested significantly in our properties with
programmed cyclical decorations together with the first
phase of fire safety works installing new fire detection
and alarm systems and upgrading others. Our long term
major works programme of upgrades has commenced,
with substantial investment in the fabric of our buildings
and in the priority interiors.
During the year we launched a culture programme to
strengthen the way we do things at Soho Housing,
based on our core values of Enterprise, Inclusion and
Guardianship. This year we will built a set of behaviours
such as ownership of tasks, embracing new ways of
working and bringing value for money from a customer
perspective which team members will be expected to
follow and which we will use to recruit the right attitudes
into Soho Housing.

Our commercial approach to achieve our social goals is
vital and we place increasing focus on getting the best out
of our commercial portfolio. With 35 units, our commercial
income played a key role in maintaining our assets and
delivering our services.

Our reputation matters to us all enormously and we do
all we can to protect that reputation, to ensure we are
recognised for sustaining the diversity of central London
by providing affordable homes in unaffordable places
and excellent service. That has included being shortlisted
twice in the year for our redevelopment of 59 Greek
Street.

Development of new homes has been a major
achievement for Soho Housing over the past years. Now
we have secured these additional homes and have a
long-term investment strategy in place we are moving
our focus over the next couple of years to our existing
stock with a prioritised programme of works both inside
residents’ homes and across communal parts of our
buildings. As always, ensuring our properties are safe is
our top priority.

Turnover in our properties is very low; people living in
central London want to stay - but we completed just
under 50 lettings this year moving existing residents and
bringing new residents into our community, which is a
high volume for us. We continue to experience a high
demand for homes and do our best to accommodate
these given the limited number of empty homes that arise
and signpost other opportunities such as local authority
offers and mutual exchange.

Looking forward, we will build on the foundations
for change laid this year to develop our corporate
strategy with a keen focus on customer service, asset
management and asset data, listening to our residents,
investing in their safety and improving their homes.
We value the time, commitment and cooperation of
stakeholders as well as the dedication of our board
members and shareholders. Most of all I thank all our
residents for giving us their valuable feedback which helps
us to ensure we are offering the best services.

This will be my last full year at Soho Housing. It has been
a privilege leading Soho Housing. We have a fantastic
team in place with the skills the organisation needs and a
dedicated board and Soho Housing looks ahead to a bright
future. In an environment of increasing requirements for
quality homes we have a clear plan in place which sets
the platform for the years to come.
Vivienne King
Chief Executive

Finally I would like to express my appreciation to our
CEO, Vivienne King, who leaves us in March 2020, for her
successful leadership of Soho Housing and her continued
commitment to the organisation.
Lesley Roberts
Chair of the Board

Lesley Roberts

Vivienne King

November 2020
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Governance
Our Board
Soho Housing’s board oversee at a strategic level the
management of homes, providing excellent service, and
development of new homes in central London which are
genuinely affordable.
We are extremely fortunate to have a board with
members of such a high calibre. Soho Housing’s board
members offer their time, energy and expertise, driving
the organisation forward at a strategic level.
We have adopted the National Housing Federation
2015 code of excellence for governance and its code
of conduct and are fully compliant. Board members
conduct an annual audit to evaluate the board’s
effectiveness to ensure it has the skills to match
the needs of the organisation. We make use of this
information when recruiting new board members.
Board members are appointed for a term of three years
with the potential for a further extension of three years,
followed by three more terms of one year each, making
a maximum of nine years in total. In 2019 board
members attended up to as many as 22 meetings in
the year (see the table below on board attendance).
In addition board members have played a role in the
recruitment of senior roles for the organisation.
Towards the end of the year Nick Stonley stood down
after serving on the board for 3 years. Nick was chair
of the board of Soho Ltd and was also a member of the
People & Governance Committee. We thank Nick for his
contribution to Soho Housing.

Time
served

Board Members as at
September 2019
Lesley Roberts - Chair of the Board
Partner & Executive Director,
Allsop LLP

7 yrs

Mark Ewing
Finance Director & Authority Secretary,
Covent Garden Market Authority

2 yrs

Rosemary Farrar
Housing Finance Consultant

2 yrs

Mark Gilkes
Tube Train Driver and
ASLEF Health & Safety representative

4 yrs

Wendy Hardcastle
Founder member
and a tenant of the association

5 yrs

Vivienne King
Ex officio member
Chief Executive, Soho Housing

3 yrs

Dickon Robinson
Chairman, Living Architecture
and Founder Member

5 yrs

Nick Stonley
Managing Director,
Millwood Designer Homes

3 yrs

Jeremy Titchen
Director,
Rockhopper Real Estate Ltd

3 yrs

Kerry Tromanhauser
Director of Governance
Hyde Housing

Shareholders
We are fortunate to have a supportive and dedicated
body of shareholders, which includes many who have
been involved in the organisation for all or most of its
45 years.
Shareholders of Soho Housing are advocates of our
Mission and Values. They scrutinise the board’s work
and hold it to account where necessary. Shareholders
meet twice a year at formal meetings and occasionally
attend other events such as training sessions or
walkabouts.

2 yr

Number of Meetings attended by
Board Members in 2019
Board
Audit Committee
People & Governance Committee
Soho Ltd
Annual General Meeting and Annual Review
Meeting (as shareholders)
TOTAL

8
5
3
4
2
22

October 2020
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Community
As an organisation based at the centre of one of the
most diverse cities in the world, we celebrate the vast
array of communities who live and work here and treat
everyone equally and fairly. We believe it is important
to play an active role in supporting local residents,
groups, charities and businesses, enabling them to
thrive in vibrant, exciting surroundings.

Community Chest Fund
This fund enables groups of residents to develop and
realise projects to enhance the immediate environments
of their properties - for example by maintaining garden
spaces.

In June 2019 we supported this year’s Soho Food
Feast. Held in St Anne’s Gardens across an entire
weekend, this is an opportunity each year for people to
sample a vast range of food and drink provided by local
businesses. As always, the quality was of a very high
standard. We hosted our regular stall at the 45th Soho
Village Fête in July 2019 which was, as always, a very
successful event. We also attended and helped fund
the 10th Phoenix Garden Agricultural Show and
St Giles Fayre. These events provide an opportunity
for us to meet our residents and other local people in
enjoyable surroundings, sharing information about who
we are and what we are doing.

Soho Neighbourhood Forum
We actively support and promote this important
local organisation with our Chief Executive, Board
members and shareholders deeply involved, one of
whom, Matthew Bennett, chairs the Forum. The Soho
Neighbourhood Forum works in consultation with local
residents, groups and businesses to find solutions to
shared interests and concerns.

We continue to offer financial support to local charitable
organisations: West End Community Trust and
House of St Barnabas. West End Community Trust
offers a programme of events for the community,
with focus on more isolated and elderly residents. The
House of St Barnabas funds an employment academy
that offers support by providing work experience in
their business alongside accredited qualifications, real
job opportunities and mentoring.

September 2020
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Customer Service
Customer Services Team
Our Customer Services team is led by Jake Ogbe, our
Customer Services Manager, who manages a team of
two Customer Services Advisors, Tim Atkins and Nishat
Tasnim.
During the year we introduced a telephony system
which added new features which include tools to
measure and report on our performance in answering
calls and duration of calls, the addition of comfort
messages and the facility to record calls for training
purposes.
To further improve the customer experience, the
telephone system now enables callers to press 1 for
repairs, 2 for housing and rent queries and to hold for
other enquries.

Benchmarking & Customer Satisfaction
We are members of HouseMark so that we can compare
our performance data with similar organisations and
learn new examples of best practice.
Every two years we carry out a resident satisfaction
survey. The last survey was conducted at the end of
2018, with 170 out of 800 households responding.
Unfortunately, levels of satisfaction were lower than the
previous survey. Best performing areas were satisfaction
with local area and value for money of rent.

ReCAP
In response to residents feedback on being listened to,
we launched our new Resident Collaborative Assessment
Panel (or ReCAP, for short) to ensure there is a greater
role for our residents to play in delivery of our services.
This panel, currently made up of 4 resident members,
represents the views of all Soho Housing’s residents,
and works in collaboration with Soho Housing’s
employees.
To date, ReCAP has undergone initial training by
resident engagement sector leaders TPAS. ReCAP’s focus
will be to help us identify and deliver key service
improvements including value for money through
retendering of our main contracts such as responsive
repairs and communal cleaning.
A key area of focus will be on actions we take in
response to the disappointing results of the last
customer satisfaction survey. Actions include smarter
surveys and increased staff training on effective call
handling, communication and dealing with complaints.
Going forward any customer-facing policies will also be
brought to the panel for their feedback prior to being
approved and going live.

Repairs were highlighted as a key priority for residents
and continue to be a major area of focus for Soho
Housing. Since the survey we have listened to feedback
on our out of hours service and appointed a new
supplier, Orbis, who started working for us in March
2019. The new providers offer comfort messages and let
customers know where they are in the queue. Feedback
to date shows higher levels of satisfaction and callers
say they have generally been getting through swiftly.
We value customer feedback and will continue to listen
to residents, and use their feedback to take the actions
needed to drive up satisfaction.

Residents from Pargiter Court at a recent visit
to the National Portrait Gallery

August 2020
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Housing and Lettings
Housing Team
Led by our Housing Manager, Dharmista Patel, our
Housing Team deals with rents, service charges,
lettings and tenancy issues. The team is made up two
Property Managers, Folake Agbaje and Zahra Shoorvazi,
who spend a large part of their time at the properties
they manage to meet with residents and conduct site
inspections. Our Housing Coordinator, Annelle Simpson,
focuses on rent collection and letting empty homes
and our Older Persons Coordinator, Cho Hung, provides
support at our sheltered block.

Rent Arrears and Collection
Despite economic uncertainties, we have succeeded
in keeping arrears at a low level. At the end of March
2019, our rent arrears figure stood at 2.1%, well within
our target of 2.6% and a significant reduction on the
previous year’s figure of 3.9%.

Lettings by Property Size 2018-19
Camden

Westminster

Total

Studio

0

3

3

1-bed

6

14

20

2-bed

1

21

22

3-bed

0

2

2

TOTAL

7

40

47

Lettings by Tenure
Social
Intermediate
Market

Allocations
We offer homes at a range of rents (social, discounted,
affordable, intermediate and full market) and tenures.
The majority of our homes are let to nominees from the
Choice Based Lettings schemes run by local authorities in
Camden and Westminster.

Mutual Exchange
We are members of both Homeswapper and
HouseExchange to increase the options available to our
residents seeking to swap homes. Both services are free
of charge for our residents to use.
www.homeswapper.co.uk
www.houseexchange.org.uk

New Lettings
We let 47 new homes in the year (compared with 29 in
the previous year) - 40 in Westminster and 7 in Camden.
Principle reasons for tenants needing homes included
living closer to work, overcrowding and homelessness.

Discounted

Lettings by Source
Council nominee
Internal transfer
Market rent
Discounted Lettings
Scheme

July 2020
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Rents and Service Charges
Our Range of Rents
We offer a range of rents and tenures to meet the
diverse needs of our residents:
Social Rents
These rents are set based on government guidelines
which impose limits on how much net rent can be
charged. We preserve social rents and tenancies for
our existing customers and apply them for some
local authority nominations.
Intermediate and Affordable Rents
We provide some homes at rents higher than social
rents but lower than market rents. These are set by
the local authority in cases where we have developed
homes with their funding.
Discounted Rents
These are aimed at people who work locally or
have caring responsibilities but who do not qualify
for social housing and cannot afford market rents.
Homes at discounted rents give local people the
opportunity to stay in or near local areas where
they have a strong connection, providing affordable
homes in unaffordable places.
Market Rents
We let a small number of homes at market rents.
Income from these homes as well as income from
our commercial portfolio helps us to keep other
rents affordable and to acquire and develop
more homes.

Service Charges
In properties where we provide extra services, residents
are charged for service charges as well as rent. Service
charges are reviewed every year. Residents are given at
least one month’s notice of any changes. Services may
include things like:
•
•
•
•
•

Cleaning of common areas
TV aerials
Door entryphone systems
Lift maintenance
Fire alarm systems

We also have some blocks with communal heating (where
one boiler heats all the homes) and these charges are also
included as service charges. The full list of services and
associated costs is set out in the service charge schedule
for each block.

Rent Collection and Arrears
Keeping rent arrears at a low level continues to be a
priority for our housing team. Rental income pays for the
services we offer. During the year we reduced our rent
arrears level from 3.9% in March 2018 to 2.1% at the end
of 2018-19.
Percentage of tenant rent arrears
Actual

Target

March 2018

3.9%

2.6%

March 2019

2.1%

2.6%

June 2020
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Property Services
Property Services Team
Led by our Head of Property Services, Steven Holmes,
our Property Services Team focuses on repairs, safety,
compliance and planned works. The team comprises a
Voids & Maintenance Surveyor (Georgia Roach) and a
Compliance & Safety Coordinator (Rhoojina Yasmin).
The team takes responsibility for managing all the
repairs and maintenance across the Soho Housing
portfolio, as well as dealing with safety, compliance,
planned works, including our cyclical decorations
programme, together with managing work on our void
properties to ensure that they are re-let as quickly as
possible.
We place enormous emphasis on managing all matters
relating to health and safety, to ensure the health and
welfare of all our residents and others is looked after.

Health and Safety
It is paramount that we ensure residents are safe in
their homes. We have a number of comprehensive
programmes of work that we undertake year on year,
covering fire safety, gas servicing and repairs, electrical
testing, asbestos surveys and water quality. We strive
to meet increasingly exacting standards to ensure that
residents are provided with assurances on required
standards of health and safety.

Day to Day Repairs
Our Customer Services and Property Services teams
work in close partnership with our contractors to deliver
our repairs and maintenance service and we continue
to seek out ways to improve our standards, in part with
the additional help of new technology, but at the same
time endeavoring to maintain and enhance service and
quality levels to our residents.
During the year we appointed Morgan Sindall to provide
an interim service while we go out to tender for a
permanent repairs contract, with a permanent contract
starting in early 2020.

Local Security Issues
In the boroughs of Westminster and Camden we
continue to work in close partnership with both
authorities as well as local agencies and the police, to
address issues of security, in particular related to drug
addict ASB, a matter which is of great concern to us
and our residents.

Gas Safety
Each year we inspect all properties with a gas supply to
conduct gas safety checks. All properties with a supply
were inspected and compliant at the year end. Our gas
safety contract is provided by Morgan Sindall.

Pargiter Court, central Soho, W1

Works to the external render at Sandringham Flats

May 2020
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Value for Money
Value for money is a strategic objective for Soho
Housing controlled by the Board who monitor
performance and seek assurance through independent
audit. Soho Housing benchmarks its services through
the sector scorecard, Housemark and its own KPIs based
on its knowledge of good practice in the sector which
enables it to measure, understand and improve its
performance, including cost of delivery.
Soho Housing is regulated by the Regulator of Social
Housing which has published a standard setting out
its requirements in respect of value for money. Soho
Housing welcomes the standard and has adopted
the Regulator’s seven performance metrics in this
statement.

Value for money is a strategic objective for Soho
Housing, as explained in our 2018-2020 Business
Strategy. Soho Housing is dedicated to operating in
one of the most expensive locations in one of the most
expensive cities on the globe. This presents a number of
challenges reflected in our metrics. In order to continue
to thrive in this environment, Soho Housing works a
substantial commercial property portfolio to support its
costs of delivery.
Our value for money assessment below considers the
following:
•
Enabling delivery of affordable housing
•
Comparing value
•
Providing social value
•
Income and Expenditure breakdown
•
Value for money future plans

Soho Housing
2017-18

Benchmark
2017-18

Soho Housing
2018-19

12.6%

5.2%

2.0%

2.0%

20.0%

2.0%

[2b] New supply - Non-social housing units %

17.0%

0%

4%

[2c] Total supply new housing units %

17.4%

0%

2%

39%

36%

38%

182%

202%

132%

£6,934

£4,442

£7,950

[6a] Operating margin - social housing lettings %

11%

29%

10%

[6b] Operating margin - overall %

20%

29%

20%

[7] Return on capital employed %

1.2%

3%

1.1%

[1] Reinvestment %
[2a] New supply - Social housing units %

[3] Gearing %
[4] EDITBA MRI
[5] Headline social housing cost per unit

April 2020
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Operating Expenditure
Total
Maintenance
Major Repairs
Planned
Maintenance

46.2%
2.2%

Total operating
costs for social
housing

13.9%

£6m
Routine
Maintenance

30.1%

Depreciation

20.1%

Management

19.1%
Service
Charge Costs

14.6%

A full set of our audited reports is available on request, free of charge

March 2020
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Development
Soho Limited is a wholly owned subsidiary of Soho Housing.
Its key areas of focus are development and acquisition, as
well as the management of our commercial portfolio. In
line with our mission we continue to seek opportunities to
develop and acquire new properties in and around our core
area.
We have developed our new investment strategy which
identifies ways of growing our business and informs all
our future developments and acquisitions.

Future Schemes
With an increasing demand for new homes, we continue to
look for future developments. Meanwhile we have developed
our “Hidden Homes” programme which assess opportunities
across our own portfolio to create new homes, such as
infill opportunities on land adjacent to existing homes or
redevelopment of other non residential elements.

59 Greek St, W1

59 Greek Street
In a time of great demand for more affordable housing and
a time of economic challenge we need to be increasingly
enterprising in how we develop affordable homes in one of
the most unaffordable places in the world.
We were delighted that one of our most recent development
projects at 59 Greek Street, W1, was shortlisted for two
awards during the year - for Best Small Developer of the
Year at the RESI Awards 2019 and for Best Development (up
to 50 homes) at the Inside Housing Development Awards
2019.
59 Greek Street fulfils our mission in offering nine genuinely
affordable homes in the heart of Soho to local people who
can live near their work and families, reduce the carbon
footprint and have better work-life balances. These lower
rents are subsidised by income from one market rented
flat and two commercial units on the ground and basement
floors.

February 2020
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Commercial Activity
Commercial Portfolio
Soho Housing owns and operates a commercial property
portfolio, which cross subsidises and enables us to grow
our stock of affordable housing. This comprises a mix of
35 retail, restaurant and office spaces, predominately
located in the heart of Soho.
The portfolio is managed by Soho Limited, who are
responsible for the proactive asset management of
the investments, ensuring the smooth running of
the portfolio and for assessing the viability of future
investments and developments. Income derived from
the commercial portfolio helps subsidise our social and
discounted rents and funds future acquisitions and
developments.
We take great care in selecting commercial tenants
and assess them on the merits of sustainable business
models, use class, compatibility with adjacent
residential properties and whether they will add to the
community within the local area, as well as the income
generated.
A growing practice has been the increased short term
letting of available spaces to “pop-ups” at 59 Greek
Street and at 64-68 Charing Cross Road, not only
increasing revenue but also supporting smaller local
businesses.

Above: Ripndip London skateboard pop-up at 59 Greek Street, W1;
Above and below right: New Balance pop-up at 64-68 Charing
Cross Road, WC2, promoting the London Marathon by
masqerading as a pub (but selling no alcohol!)

64-68 Charing Cross Road – Refurbishment
We refurbished 64-68 Charing Cross Road following
the departure of the former tenant. Extensive
reconfiguration works provide over 2,000 square
feet of useable retail space. Additional work was
completed this year to divide the site into two new
spaces to enable us to maximise income by letting
these to two new tenants (Rusty Angels and Nature
Republic).

January 2020
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Our Team
Soho Housing is committed to employing the right people
with the skills to deliver our services. We manage both
social and commercial properties but we work together as
one team with a common sense of purpose. Our values of
Enterprise, Inclusion and Guardianship lie at the heart of
everything we do.
During the year we welcomed Jane Harrison as our new
Finance Director and Deputy CEO. Jane’s brings many
years’ experience of working with both small and large
housing associations.
We also welcomed Steven Holmes who joined us as
Head of Property Services in August and Georgia Roach,
our new Voids & Maintenance Surveyor. The final role in
the Property Services team has been filled by Rhoojina
Yasmin in the role of Compliance & Safety Coordinator.
In the housing team we welcomed interim Housing Director
Sue Philpott and interim Housing Manager, Dharmista
Patel. We will be recruiting permanent roles to replace
these in 2020. Annelle Simpson joined the housing
team in the new role of Housing Coordinator, dealing with
lettings and rent arrears.
Finally, we welcomed Nishat Tasnim, who joins our
Customer Services team as a Customer Services Advisor.
We said goodbye to David Morrow, our former Finance
Director, Charles Mtakati (Residential Operations Director),
Karen Reid (Housing Portfolio Manager), Gary Bage (Asset
Manager), Jamie Seal (Voids & Maintenance Surveyor),
Ayesha Smith (Technical Compliance Project Manager)
and Ruari Laidlaw (Commercial Asset Manager). We thank
them all and wish them well.

Vivienne King Chief Executive
Mark Jowett HR & Communications
Manager
Rebecca Coxhead Board PA

John Wallace Commercial Director
Euan Barr Development Manager
Fran Crispin Commercial Project
Manager
Steven Holmes Head of Property Services
Georgia Roach Voids & Maintenance
Surveyor
Rhoojina Yasmin Compliance & Safety
Coordinator
Sue Philpott Housing Director
Dharmista Patel Housing Manager
Folake Agbaje Property Manager
Zahra Shoorvazi Property Manager
Cho Hung

Older Persons Coordinator

Annelle Simpson Housing Coordinator
Jake Ogbe Customer Services
Manager
Tim Atkins Customer Services Advisor
Nishat Tasnim Customer Services Advisor

Jane Harrison Finance Director & Deputy
CEO
Donna Buckley Wilson Head of Finance
Thurairasa Jegatheepan Management Accountant
Della King Finance Officer
120 Charing Cross Road London WC2H 0JR
Tel 020 7557 7400 Fax 020 7557 7401
www.sohoha.org.uk
The Soho Housing Association Ltd is a charitable housing association
registered with the Homes & Communities Agency
Registered No. LH1321

David Lovindeer Finance Officer &
Administrative Assistant
Dotsy Easy Finance Officer &
Administrative Assistant
David Pretty Business Systems
Coordinator

Calendar
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