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Contacting Phoenix

•	Freephone from your landline: 0800 0285 700
•	Standard cost from your mobile: 0844 264 2844
•	Email: customerservices@phoenixch.org.uk
•	Web: www.phoenixch.org.uk
•	Twitter: @phoenixtogether  and @greenmanhub
•	Facebook: www.facebook.com/phoenix.moneymatters
•	Visit: Wren Court, 15 London Road, BR1 1DE  

(our registered office at the time of publication) 

•	FREEPOST RSUY-UKXA-SAJC, Phoenix, Wren Court, 
15 London Road, BR1 1DE 

•	Coming Soon:  
The Green Man, 355 Bromley Road, SE6 2RP 

•	Weekly surgeries:  
Phoenix Residents Resource Centre, Marton Close, 
Firhill Road, Bellingham, SE6 3SS,  
every Tuesday 9-11am and Thursday 3-5pm 

•	Monthly surgeries: as advertised, at a community hall 
near you (please contact Customer Services for details)

   
   For other report formats please go to the 
   inside back cover
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December 2012 was a special time for us. It marked 
our 5th birthday as an organisation and we shared a 
delicious cake with many of the residents, staff and 
partners who have worked so hard for Phoenix.  

We decided to use the idea of a cake, its makers, 
ingredients and decoration, as the theme for this year’s 
Residents’ Annual Report. It’s a great way to think about 
our development as an organisation – after all, the best 
cakes are made with the finest ingredients, baked with 
care, and shared with friends and loved ones.

We also wanted better value for money – so we’ve 
made the printed report shorter and clearer and 
produced a short animation too.

At Phoenix, everyone who gets involved adds to the mix 
– residents, staff and partners. By getting involved, we 
can all add that extra special ‘something’ that will make 
our next birthday cake even better.

What a year! 
From the Residents’ Communications Group

As involved residents, we encourage you to contact 
Phoenix and get involved in whatever way you can.  
New challenges and friendships await you, as well as 
a tremendous sense of achievement - perfecting the 
recipe and moving forward together.

Keep on cooking!
From the Residents’ Communications Group, including:

David Cummins, Diana St Claire, Gail Nicholas, 
Gillian Jeffs, Helen Whiteley, Josephine Ihonor, Joyce 
Blackman, Margaret Axell, Michael Boniface, Peter 
Lewis, Sandra B Alexis, Shade Ashaye, Sue Ringshall 
and Thelma Daniels.

MILK

We have all the right 
ingredients to create 
the perfect outcome.

Flour
Sugar
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We’ve been five years in the making – or baking, if you 
like!  See our picture highlights on pages 7,10,12,14  
and 18.

Before we were born

In 2005, Pat Fordham and some other passionate 
residents introduced the Community Gateway recipe. 
Their vision, determination and enthusiasm were 
phenomenal, inspiring other people and organisations 
who could help to make it happen too.

After hard work and a positive ballot of all residents, 
Phoenix was established on Monday 3 December 2007. 
That same day we started surveying properties, and the 
first 50 pilot Decent Homes schemes were set up and 
on site within days. There was an enormous backlog 
of repairs and we started work on them straight away!

Our first five years
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We’re more than just a housing association. As 
London’s first community gateway housing association,
we love to cook up new ideas for greater resident 
participation and improved customer satisfaction.

Get in to the mix
Residents can get involved in supporting, scrutinising 
and leading the organisation. Involvement can mean 
anything from reading newsletters and responding 
to surveys and ballots, to standing and serving as a 
member of Phoenix’s Board. Of Phoenix’s 15 Board 
Members, seven are residents and they set our  
strategic direction.

•	 Shareholding Membership is £1 but we do not ask 		
	 for this fee, and it means you can vote at the 		
	 AGM and stand as a Board Member. If you go for  
	 Gold Club Membership too, you receive rewards for 	
	 prompt payments and positive action.

•	 Twelve Local Area Panels and the Phoenix 			 
	 Residents’ Group have served Phoenix for five 	 	
	 years. A ballot in February 2013 is now leading to 		
	 the development of three new Community Links 
	 areas, with opportunities to bid for funding for 
	 projects in your area.

•	 There is a range of residents’ working groups and 		
	 sub-committees, and a variety of task groups, joint 		
	 meetings and events where residents can also 		
	 play a full role. Tenants and leaseholders are  
	 encouraged to attend.

Meeting everyone’s needs
It’s our mix of ingredients that makes us special. We 
value and celebrate our diversity as people – focusing on 
our community’s needs and abilities. We believe in equal 
opportunities for all, so if you ever think things aren’t fair 
in Phoenix – let us know. 

•	 The Equality and Diversity Champion Group met  
	 last year and developed our standards for providing 	
	 support to older and vulnerable residents.

Our Community Gateway
It’s yours, it’s mine, it’s ours

•	 We held a special Diversity Day in October.

•	 We used the information we collect to check 		
	 our services are accessible and meet everyone’s 		
	 needs. Last year this included identifying residents 		
	 who needed extra support during works to homes 		
	 and blocks, Winter Warmer visits, and advice about 	
	 benefit changes.

Keeping in touch
Residents and staff have been working hard to make 
sure that services and staff are available when and 
where you need them – offering the best service we can 
for the best possible value.

In the last year, our Performance Monitoring Group 
looked at how residents access services and made 
recommendations for improvements. A Customer 
Services Strategy project group also worked with many 
residents to create the way ahead for a better customer 
experience for everyone.  Their thorough investigation 
included surveys, focus groups and ‘mystery shopping’.  
Some early ‘wins’ include improvements to our phone 
answering, new display systems for leaflets and posters, 
and a new approach to collecting residents’ satisfaction 
in our reception area.

On top of this, new IT systems are helping to record our 
contact with you and to improve the way we provide 
your services.

Residents and staff have produced the Tenants 
Handbook, Phoenix Community News, new website 
and social media, and a variety of leaflets and posters. 
All were discussed and approved by the Residents 
Communications Group.

Have you heard about the cherry on top? Our new 
development at The Green Man means it will be easier 
for residents to pop in to our offices and community 
facilities.
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When things go wrong
When we receive a complaint, comment, compliment 
or any sort of feedback, it really helps us understand 
everyone’s experience of our services – and it means we 
learn from complaints and can do something about it.

New legislation meant that we needed to review how 
we deal with complaints. This included plans to reduce 
complaint stages from three to two, and to support an 
officially recognised residents’ panel to help us resolve 
complaints locally, scrutinise complaints and make 
referrals to the Housing Ombudsman.

As a result of mystery shopping we are carrying out 
more checks on our complaint replies to make them 
more resident friendly. 

As well as a complaints service we have a dispute 
resolution service for leaseholders. In May 2012 we 
published the standards you can expect from this 
service in Leaseholder News and the ‘Fair Deal for 
Leaseholders’.

Checking the oven -
How are we doing? 
We said we would:  
check our services are accessible to all residents by 
carrying out more ‘Equality Impact Assessments’, 
and reviewing our Equality and Diversity strategy
WE’RE DOING IT

We said we would:  
develop a local offer (a commitment) for residents 
who are vulnerable
WE’VE DONE IT

We said we would:  
develop our new head office and community facilities 
in the Phoenix area (The Green Man)
WE’RE DOING IT

We said we would:  
develop a Customer Access Strategy – so that all 
residents can access our services and we resolve 
more queries first time	
WE’VE DONE IT

We said we would:  
continue to update and improve residents’ 
handbooks and leaflets	
WE’RE DOING IT

We said we would:  
consult with leaseholders to agree the Home 
Ownership Services operating hours (currently 9am-
5pm, Monday to Friday)	
WE’RE DOING IT

We said we would:  
improve how we resolve complaints.	
WE’RE DOING IT

Diana St Claire Joyce Blackman

Master bakers 
for this serving

Flour
Sugar
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Performance area	 12-13	 11–12	 Rating

Number of shareholding members	 2,468	 1,900

Number of staff associate members	 92	 93	

% Involved residents of all residents 	 5.4	 4.6	

% of calls answered of those received 	 90	 96	

% of calls answered within 30 seconds	 59	 82	

How we compare to some other 
providers 
On % of stage 1 complaints responded to in full on time:

Phoenix came 4th out of 4 in London and the South 
East and 22nd out 22 nationally so we really need to 
improve!

We responded to 96% of complaints on time when you 
include ‘holding’ letters that acknowledge the complaint, 
but did worse in comparison with other organisations 
who give a full response on time. 

How we performed Did you know? 

We cook in big quantities!88,864 calls received5,505 visitors to offices  
and surgeries352 first stage  

complaints received

The Star Survey - tells us how you feel
Resident satisfaction is one of the most important 
measures of how Phoenix is performing.  In 2012, 
many of you – 22% of tenants and 16% of leaseholders 
- responded to our latest survey.  This Survey of 
Tenants and Residents (STAR) was designed by our 
Performance Monitoring Group.  Satisfaction with 
services has improved over the years, and we have 
the highest tenant satisfaction rating of the three main 
landlords in Lewisham.

How you feel					     Tenants			   Leaseholders

with the services provided by Phoenix

with the overall quality of your home

with the neighbourhood as a place to live

with the way Phoenix deals with repairs and maintenance

that your rent provides value for money

that your service charges provide value for money

that Phoenix listens to your views and acts on them	

% of residents very/fairly satisfied		 	

The trend since our 2009 survey
Satisfaction has increased in all 
areas except listening to and 
acting on your views

Satisfaction has increased in four 
out of six comparable areas
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We hit the ground running and did a lot of growing. 
This year saw improved homes, healthy and tasty 
plants in our vegetable gardens and allotments, regular 
newsletters, well-kept estates, many active residents, 
the new Phoenix Residents Group, and a skilled and 
talented Board of residents, local councillors and 
independent members.

The Phoenix family came together in large numbers for 
the first time when 3,500 of us turned out on 3 May 
2008 for our ‘launch party’ – the first Phoenix festival.

First Birthday
During our first full year, April 2008 - March 2009
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Aiming for a great repairs service
We know from what you’ve told us that a good repairs 
service is crucial, and we needed to make some 
changes. We’ve started to review the service and have 
worked with our contractor Willmott Dixon to create a 
new organisation, Phoenix Agency Services. 

We also continue to offer free labour for internal 
decorations, and our free Handy Person service, for 
those residents who are not able to decorate or do small 
jobs about their home themselves.

Staying safe
Gas safety and carbon monoxide checks are now done 
together, saving money and improving our safety. A new 
fencing policy was also put in place, and is available on 
request or on our website. Door entry safety features 
have been completed too.

Major improvements
Last year we spent £24.2 million on major works and 
improvement, bringing our total to £111.8 million since 
transfer. This means that we met the requirements of the 
offer document within five years of transfer. 

The internal improvements programme is nearly 
complete, with 99.9% of properties at the Decent 
Homes level. We have been revisiting homes where 
residents initially refused works, to make sure everyone 
benefits. We also want to maintain the Decent Homes 
standard so work will continue as parts of homes  
need replacing.

Our Homes

An old ‘recipe for a happy home’ 
calls for four cups of love and a 
barrel of laughter, among many 
other ingredients... well, a properly 
insulated home in good repair is an 
excellent start!

Residents got in to the mix by:
•	 selecting contractors

•	 monitoring our programmes

•	 completing satisfaction forms so we could learn 	
	 from their feedback 

•	 advising us how to communicate better.

Moving home
Last year 25 tenants swapped homes. You can find 
more information about your moving options on our 
website.

In 2012-13 residents in the policy working group 
worked with staff to develop a new allocations policy. 

Managing your tenancy 
We carried out occupancy checks to tackle housing 
fraud, ensuring the right people were in the right homes.

We plan to get more staff out and about visiting 
residents at home.

What you say: 

“Sometimes it’s difficult to explain 
the nature of the problem unless 
someone comes to see it.” 
‘How you feel’ survey 2012

“I was overwhelmed by the 
brilliant Decent Homes work -
They didn’t even leave a mess!” 
Tenant, Gail Nicholas
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Checking the oven - 
How are we doing?
We said we would:  
work more efficiently so we spend less on day to 
day repairs and can invest more in improvements
WE’RE DOING IT  

We said we would:  
maintain performance in completing gas safety checks
WE’VE DONE IT

We said we would:  
provide you with more information on safety checks 
eg asbestos, fire risk assessments and lift safety 
checks	
WE’VE DONE IT  

We said we would:  
improve how we plan and co-ordinate our work 
programmes	
WE’RE DOING IT 

We said we would:  
use your feedback to create a plan for investing in 
all our homes	
WE’RE DOING IT 

We said we would:  
involve you more in our programmes of work and 
monitoring them	
WE’VE DONE IT 

We said we would:  
plan and publish work programmes better
WE’VE DONE IT

We said we would:  
improve our approach to visiting	
WE’VE DONE IT 

We said we would:  
provide a Handy Person and gardening services
WE’VE DONE IT

How we compare to some other  
housing providers
In rent collected as a percentage of rent due, Phoenix 
came 5th out of 10 in London and the South East and 
14th out 24 nationally.

Average rents in Lewisham: average basic rent was 
£92.74 (£87.01 in 2011-12).

Phoenix had the lowest rent in Lewisham for one, three 
and four bed homes out of more than 16 landlords.

Performance area	 12-13	 11–12	 Rating

% of homes meeting Decent  
Homes Standard	 99.9	 85

% SAP (Standard Assessment  
Performance which measures  
how energy efficient a home is)	 68	 67	

Number of homes re-let	 270	 267	

Number of evictions	 21	 27

How we performed

Did you know? 
We cook in big quantities!

£146,000 spent on communal lighting
721 repairs appointments were made  

outside usual appointment slots
121 new grab rails fitted

16 households were evicted  
for not paying rent

£97,000 of backdated or new benefits were 
claimed by residents after we referred them 
for advice from the Citizens Advice Bureau

716 tenants were found to  
be potentially underoccupying  

their homes

Master bakers 
for this serving

Gail NicholasThelma Daniels

Helen Whiteley
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Our Decent Homes Programme was on schedule, and 
by the end of March 2010 we had improved over 3,600 
homes, spending more than £40 million in total. Overall, 
we had raised 1,945 homes to Phoenix Standards. The 
Phoenix Festival was confirmed as a hugely popular 
annual event.

Second Birthday  
April 2009 - March 2010
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The environment we live in has a big impact on the 
quality of our lives. There’s nothing half-baked about 
wanting a clean, clear and attractive neighbourhood 
where everyone can live together peacefully and enjoy 
their own homes without disruption.

Dealing with antisocial behaviour 
Antisocial behaviour (ASB) is sometimes very hard 
to resolve, and can take time - but we know from 
experience that we can succeed together.  Dealing with 
antisocial behaviour is a priority for residents, so we will 
continue to improve how we tackle it.

What you say: 

“Poor housing maintenance, 
especially dealing with anti-social 
behaviour. The staff don’t respond 
on time - you have to chase after 
them before they can sort out 
complaints” 
How you feel survey, 2012

Environment
This year the Residents’ Performance Monitoring Group 
continued monitoring and scrutinising caretaking. It also 
looked at fly tipping and abandoned vehicles, and made 
recommendations for the service manager to consider 
and report back on.

Our Neighbourhoods

Checking the oven - 
How are we doing? 
We said we would:  
review how we tackle ASB and put an action  
plan in place
WE’RE DOING IT

We said we would: 
Improve satisfaction levels with your neighbourhood 
as a place to live. Tenants tell us they are happier, 
but leaseholders are less satisfied
WE’RE DOING IT 

How we compare with some other 
housing providers
Number of ASB cases reported in the year: 106 
(reduced from 172 in 2011-12).

Phoenix came 1st out of 10 in London and the South 
East, and 7th out 41 nationally.

Performance area	 12-13	 11–12	 Rating

% of residents satisfied with  
caretaking services	 91.2	 86

% of cases of offensive graffiti  
removed within target times	 100	 100	

Number of abandoned  
vehicles removed	 105	 11	 	

How we performed	

Did you know? We cook in big quantities!
180 gardens cleared

48 new trees planted in the  Phoenix area
Tonnes of snow cleared and  hundreds of paths gritted!

Peter Lewis
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We moved from four offices to one at Wren Court in 
Bromley. Residents enjoyed the open and welcoming 
atmosphere.

On 23 July 2010, after three years of negotiations, we 
became the proud owners of The Green Man site on 
Bromley Road. Thank you to Lewisham Council and 
L&Q Housing Trust for helping us to achieve this. We 
were described as one of the top five “forward-thinking 
organisations” in the UK.

Third birthday  
April 2010 - March 2011
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A real sense of community gives us that extra special 
Phoenix flavour.  From the events where every ingredient 
is carefully measured and mixed, to the impromptu get-
togethers that we all love - when we come together as 
neighbours, friends and families, we really are ‘cooking 
with gas’!  Our community events this year included:

Events and Activities
•	 The Phoenix Festival in May, more than 6,000  
	 people came!

•	 Equality and Diversity events in October

•	 Dulux Let’s Colour, mural events at community 		
	 centres

•	 Local Area community events

•	 Activities at the Residents’ Resource Centre, 		
	 Marton Close, ‘A space for residents run by 			
	 residents’, including meetings, social events and 		
	 training.

Working with children and young people
We also delivered a range of activities for young people 
and families last year. Activities included: 

•	 Summer Fun. Our Summer Fun 2012 programme 		
	 was a great success, with thousands of young 		
	 people enjoying activities at 18 events.

•	 Summer University. Working in partnership with 		
	 Lewisham Council’s Youth Support Service. 

•	 ‘Don’t be bait’ DVD production, a short film and 	 	
	 presentation, in partnership with Be Totally You 
	 and the nationwide Illegal Money Lending Team, 		
	 warning of the perils of illegal money lenders, 		
    especially timely in the light of the benefit 
	 changes.

•	 Young People’s Sounding Board Consultation - 		
	 gave us young people’s views on changes to youth 		
	 services. The Sounding Board also ran an 			 
	 exchange programme with young people living in 		
	 Bolton.

Our Community

Checking the oven - 
How are we doing? 
We said we would:  
complete option appraisals for our community 
centres
WE’RE DOING IT  

We said we would:  
develop a Young People’s Sounding Board	
WE’VE DONE IT

Did you know? We cook in big quantities!
2,500 young people took part  in Summer Fun activities

16 apprenticeships  with Phoenix and our contractors
150 families enjoyed the  Christmas panto 

Josephine Ihonor
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Fourth birthday  
April 2011 – March 2012

We reached an amazing 4,000 Decent Homes!

Our major works programme continued and we had 
invested £86.6 million by March 2012

We started some pilot projects to help us plan for  
external works programmes starting in 2012-2013, with 
residents’ working groups overseeing the plans and 
making sure we got value for money.
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Talking cakes, baking, ingredients and quantities is 
all very well – but how are we paying for everything?  
Anyone who runs a home knows that you have to shop 
around for the best value goods and services. 

Today’s economic conditions mean we need to deliver 
value for money even more as a business. This year, 
for the first time, we have had to prepare a special 
statement for our regulator to demonstrate what we are 
doing. We have consulted with residents in focus groups 
to help us to devise a strategy. You can request a copy 
of the full Value for Money statement, or read it online at 
www.phoenixch.org.uk

Value for money savings 
We are encouraging everyone across Phoenix to identify 
value for money savings and stop waste. To make sure 
we value everyone’s contribution we have recorded 
everything we do since 2007, including these:

•	 We invested £111.8million in improving homes 		
	 since transfer and received a further £1million grant 		
	 for insulation. We’ve brought homes up to 			 
	 modern standards, creating better homes with 
 	 reduced heating costs, needing less maintenance  
	 and fewer repairs – saving everyone money.

•	 Since 2007, we’ve had great success with external 
	 grants. For example, last year we received 
	 £200,000 for play areas – making life better for 
	 Phoenix families without ‘dipping into the Phoenix  
	 pot’.

•	 We spent £300,000 refurbishing our community 		
	 centres so they can be let out to community  
	 groups – earning income while adding to our 		
	 community spirit.

•	 We’ve learnt from procurement, contract 			 
	 monitoring, complaints and service reviews so we 		
	 could improve services and save money.

•	 In 2008, we swapped structurally unsound  
	 properties for The Green Man site, so we could  
	 build our new office and community facilities in 	 	
	 the heart of our area. L&Q have now built 44 new  
	 homes on the site we swapped!

Our Money

What you say:

“Value for money means investing 
more money in quality work now, to 
save more money later” 
Residents’ focus group

How our costs compare 
As well as looking at the services you told us we need 
to improve, we have also looked at those that cost more 
compared to other landlords. Our customer services 
improvements will mean that we get the balance right 
between cost and residents’ satisfaction ratings and 
views on quality.

Benefits changes
We acted early to reduce the impact of the 
government’s benefits changes on both residents and 
the business. We helped 27 tenants move to smaller 
homes, benefiting from help with removals and receiving 
£300 for each bedroom they gave up. In 2013-14 
we have put aside £50,000 as a tenant incentive 
scheme to help ‘under occupiers’ ‘downsize’ if they 
want to, especially where people would need aids and 
adaptations to stay in their current property.

Paying rents and charges 
We have a new approach to rent collection and a new 
income team – we are ensuring that everyone pays their 
rents and charges, and that residents are supported  
when times are tough. This is especially important with 
the impact of the government’s benefits changes.  

Phoenix has among the best rents in London. But we 
know that managing money can still be a challenge at 
times. We also work with partners such as the Citizens 
Advice Bureau and Lewisham+ Credit Union to offer 
debt management support and all the help we can.

Section ChampionName Name
Gillian Jeffs
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We want to encourage all residents to get a bank 
account and pay their rent by direct debit. It’s the easiest 
way to pay rent, as it means you know the money is 
going out of your account automatically every month. 
Gold Members switching to direct debit also receive 
reward points.

In 2013 the Board agreed to use the flexibility in the 
government rent framework to add 5% to target rents, 
and move actual rents to this revised target. It agreed 
to limit the increase to the government guidance on 
inflation (Retail Price Index plus 0.5%) plus up to £1 until 
the target rent is met. We will use this increase in income 
to provide new services and homes.

Evicting residents is a last resort for us. We are always 
pleased when we help prevent someone losing their 
home, but we do take action when people refuse to  
pay rent. You can see the number of evictions in the 
Home section of this report.

Home owners
We know that paying service charges and for major 
works can be a challenge for leaseholders, especially 
in the current economic climate. To help we provide a 
range of payment options and plans. If you would like to 
see these options, please check our website or contact 
the Home Ownership team.

What you say: 

“The rent increase was a tough 
decision but will help us to work 
towards a better future for everyone”  
Pat Fordham, tenant and  
Chair of the Phoenix Board

As well as these operational costs we spent £24.2m on major works and improvements 
  

Operational Expenditure
2012-13
 
Management 
Service charge costs 
Routine maintenance 
Planned maintenance 
Major repairs expenditure 
Bad debts 
 Depreciation of housing  
properties (net of grant)

Exceptional items these include  
redundancies and dilapidation  
costs on our office lease at Wren Court
Other costs

Operating costs on  
social housing lettings	

in £000

4,300 
4,216 
5,571 
1,937 
1,342 

317 
   

2,411

  
  

 333
1,266

  												
21,693

%

20 
19 
26 
9 
6 
1 
   

11  
  

2
6
  

Our sources of income:
• 	Rents
• 	Service charges
• 	Gap funding
• 	Loan draw-downs  
	 for capital works to  
	 your home
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Checking the oven -
How are we doing? 

We said we would:  
review our services to new residents in the first year 
of their tenancy, developing good relationships and 
greater satisfaction ratings
WE’RE DOING IT  

We said we would:  
start to find out how many tenants are 
overcrowding or under-occupying their homes to 
help us plan our services better
WE’VE DONE IT

We said we would:  
provide more support services to help residents 
manage their money and get benefits.
WE’RE DOING IT  

Plans for 2013-14
We will save some £200,000 through our Customer 
Access Strategy. Residents are working with staff 
to bring our Customer Access and Community 
Empowerment Strategies into action. Some of the 
savings will be used to establish a ‘Community Chest’ 
and fund apprenticeships. Residents and community 
groups will be able to bid for funding to support 
community projects.

Our work will include:

•	 developing new ways of regenerating the Phoenix 		
	 area, supporting communities and neighbourhoods 	
	 and helping people into training and 			 
	 employment

•	 reviewing our approach to improving and 			 
	 maintaining homes, ensuring that housing meets 		
	 current and future needs

•	 identifying environmental improvements that can be 	
	 funded from savings elsewhere

•	 improving the community benefit from existing 	 	
	 contracts and future procurement of works

•	 looking at the repairs service with residents 			
	 especially the new repairs and maintenance 		
	 contract for 2015

•	 reviewing and developing the Gold Membership 		
	 scheme

•	 completing the review of the Community 			 
	 Empowerment Strategy and establishing new 		
	 scrutiny arrangements.

 
Financial Statement
The Value for Money and Financial statements are 
available at www.phoenix.org.uk and on request. 

Please get in touch using the contact details on page 1.

Performance area	 12-13	 11–12	Rating

Rent collected as a  
% of rent due	 99.5	 100.1

Value of service charges 
collected (leasehold)	 £1.6m	 £0.7m	

Rent loss through voids	 £127,492 	 £279,218	 		

How we performed	

Mike Boniface
Sandra B AlexisMargaret Axell



See your animated report at www.youtube.com Phoenix CH 
Follow us @phoenixtogether @greenmanhub 
Join us at: www.facebook.com/phoenix.moneymatters 
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Our fifth birthday was such an important milestone 
for us as London’s first Community Gateway housing 
association – it was the deadline we’d given ourselves to 
deliver on over 150 promises, and we made it.

We enjoyed watching The Green Man development 
taking shape as an iconic landmark in the Phoenix area.

A ballot of all residents resulted in a change from 12 area 
panels to three larger ‘Community Links’ groups. 

Fifth birthday 
April 2012 – March 2013



For all our latest news and information visit www.phoenixch.org.uk
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We’re improving the recipe, working with even better 
value, top quality ingredients, and watching the oven 
closely.  Involved residents, the Board, partners and staff 
are working for a better future for all of us. And everyone 
helps create that special Phoenix mix - it’s not just about 
bricks and mortar.

Better places to live, work and play
We are working for better, safer and more attractive 
environments, inside our homes and throughout our 
neighbourhoods and community venues – through our 
Decent Homes, major works, repairs and maintenance, 
and energy saving programmes, our aids and 
adaptations service for disabled people, and our internal 
decorations and handy person services for older and 
disabled residents. 

More ways to learn, work and earn
We continue to offer great social value by working 
with our partners. Together, we offer opportunities for 
residents of all ages, as we work towards our goals of 
full inclusion and sustainability.   

We are excited to be able to offer chances for 
empowerment and life skills through:
•	 resident involvement
•	 training and education
•	 volunteering
•	 internships
•	 apprenticeships
•	 supporting business start-ups
•	 jobs.

The Green Man
It all comes together in The Green Man. Phoenix 
will be at the centre of a dynamic hub of services, 
resources and opportunities for residents and our wider 
community.

Our future

Checking the oven -
How are we doing?
We are making great progress, as you can see 
throughout the report. We have some key areas 
that need attention, but work is underway to 
improve these.

We are especially proud to offer opportunities to all, 
improving life chances for people of all ages.   
As this report goes to press, we have:

More than 200 enquiries about new jobs and 
apprenticeships at the Green Man.

Sixteen apprentices that have been employed 
through Phoenix in partnership with our 
contractors, the Skills Funding Agency, 
Construction Skills and Lewisham Council.  

Three Phoenix office apprenticeships were 
recruited in September 2012, and we’ll be 
advertising again in the autumn.

Held a jobs fair with our contractor and partner, 
Lakehouse, resulting in the employment of seven 
people.

Our vision:

“To work 
together to build 
a better future 
for our Phoenix 
community”

David Cummins



See your animated report at www.youtube.com Phoenix CH 
Follow us @phoenixtogether @greenmanhub 
Join us at: www.facebook.com/phoenix.moneymatters 
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We hope you enjoyed reading about last year’s main 
achievements and challenges for Phoenix, as well as 
our hopes and plans for the future. Just by reading this 
report, you are participating in the Gateway by learning 
more about it. It would be even more help if you could 
return the feedback form, so we can improve our next 
publication.

Don’t forget, you can get a lot more detail on our 
website, or by requesting a print of the Board Report 
and Financial Statements. We would also love to see 
you at our Annual General Meeting this year on Monday 
30 September (look out for details in your September 
Community News).

In our first annual report, we said “Eventually, our aim is 
to have a multi-service centre of excellence in the heart 
of the Phoenix area, accessible to all.” Well, later this 
year, we’ll be moving in!

We are so proud of the way that residents created 
Phoenix, and worked with staff and partners to get 
everything up and running. Thank you to all residents 
for sticking with us and supporting our development, 
despite the challenges we had in the early days.

We now have 6,272 houses and flats, and over 12,000 
residents. We are as diverse, interesting, supportive 
and challenging as people anywhere in the world. What 
makes us so different as residents is that we have far 
greater control over the quality of our lives, through our 
housing, neighbourhood and community development.

Wishing you all the best, and looking forward to hearing 
from you if you would like to be more involved in your 
Community Gateway housing association. 

The Residents’ Communications Group

Looking forward to our 6th 
birthday - 3rd December 2013
& the grand opening of The Green Man!

Thanks also to other members of the group who 
have helped during the year: Deirdre Kennedy, Denis 
Costelloe, Hazel Smith, Jane Duffy, Margaret McCarthy 
and Pat Crawford. Special thanks to the many residents 
who took part in surveys, focus groups and working 
groups to bring us all of the facts and figures we 
needed.

And last, but not least, thank you to the many residents 
and staff members who have participated in the group, 
and inspired us, over the years.



For all our latest news and information visit www.phoenixch.org.uk
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Phoenix Community Housing Association 
(Bellingham and Downham) Limited is an Industrial and 
Provident Society, number IP30057R.

VAT number 162 4926 03. Registered with the Homes 
and Communities Agency, number L4505.

The Green Man: launching 3 December 2013


