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Hello...

Welcome to our Annual report for 2019/20. 

Golden Lane Housing has provided homes to nearly 2,200 people with a 
learning disability in 1,106 properties across England, Wales, and Northern 
Ireland. 

Our Corporate plan has helped us to improve services and we have housed 
the largest number of people in one year.  

Our tenant’s safety, well-being and involvement are at the centre of our 
work. At the start of the coronavirus outbreak, we contacted our tenants who 
might be most at risk using phone and video calls. The following few months 
we contacted all of our tenants who we didn’t speak to the first-time round.  

As you turn the pages, we hope you enjoy the photos from our tenant 
competition, ‘Me and my home’.

We would really like to thank all our tenants, our trustees, Golden Lane 
Housing staff and our many partners and supporters for helping us deliver 
and improve our services. 

John Verge,  
chief executive

Neil Hadden,  
chair, board of trustees

Neil HaddenJohn Verge
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ABOUT GOLDEN LANE HOUSING 

PROVIDING THE RIGHT HOME  
AND SERVICES FOR PEOPLE  
WITH A LEARNING DISABILITY 

Housing people with  
a learning disability  
Golden Lane Housing provides quality housing 
for people with a learning disability. People have 
a choice about where they live and who they live 
with. 

We want our tenants to live in a home that is right 
for them. We want people to be happy, safe, and 
part of their community.  

Making a difference    
We work hard to make a difference to the lives of 
people with a learning disability. Our staff offer 
help and advice to hundreds of people every 
year. We work with the government and other 
organisations to help change policies on housing 
matters. 

Photo sent in by  
Daniel Lake,  

Golden Lane Housing 
tenant from London.
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Since Golden Lane Housing was established in 1998, we have built a £117.5 
million property portfolio (stated at historic cost).

About our properties

Our properties across the UK

Our homes

Owned: 466 Leased: 616 Managed: 18 Non-social housing: 6

Northern Ireland - 22

Wales - 12

North East - 96

North West - 116

East Midlands - 180

West Midlands – 96

East England - 105

Greater London - 143

South East - 151South West - 185
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GOVERNANCE

Our board of trustees 
The board of trustees are a group of people who make big decisions about Golden Lane Housing. 
The trustees are responsible for leading the organisation and deciding its longer term strategies, 
as well as overseeing and ensuring everything we do is within the law.

Neil Hadden, chair 

Brendan Whitworth 

Stephen Jack 

Philip Middlewood 

Chris Barrett 

Lorraine Ford 

Ralph Middlemore 

Anne Rowlands 

Charles Cleal 

Nikki Bowker 
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GOVERNANCE

Our executive team  
Our executive team works closely with the board of trustees. They deal with all of the day-
to-day running of the organisation as delegated by the board of trustees.

Our board of trustees committees   
The committees have terms of reference that are approved by the board of trustees and are 
there to address some of the more detailed and scrutiny of reports, performance and  
plans on their behalf.  

Governance Committee - Neil Hadden, chair

Inclusion Advisory Committee - Lorraine Ford, chair

New Business Committee  - Ralph Middlemore, chair

Risk and Audit Committee - Stephen Jack, chair

Treasury Committee - Brendan Whitworth, chair

John Verge,  
chief executive

Abdul Latif,  
director of development

Rod Dugher,  
director of housing

Warren Bradley, director  
of legal and governance  

Melissa O’Donnell, 
director of operations  

Marilyne Davis,  
director of finance  

Adele Currie,  
head of people and culture
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CORPORATE PLAN

Our three strategic objectives are:

Quality  
services
Provide a high  
quality, caring  
and efficient  

housing service.

Healthy  
business

Maintain a viable business to 
provide security to our existing 

customers and support the 
growth of our activities.

New  
homes

Grow the number of 
people with a learning 
disability we help into 

quality housing.

At the heart of our Corporate plan is a step change in how we are delivering our services and 
engage with our customers. Each objective is equally dependent on each other to help us 
achieve our goals. The plan is formed around three strategic objectives and six priorities.

Our six priorities are:
1) improving customer satisfaction through enhanced personalised services

2) improving customer engagement to help shape services

3) improving financial stability and focus on value for money

4) maintaining a high performing and engaged team

5) ambitiously and sustainably growing solutions for people with a learning disability

6)  influencing national and local government strategies in housing and welfare for 
people with a learning disability.
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Quality services

PROVIDING A HIGH QUALITY, 
CARING AND EFFICIENT  

HOUSING SERVICE
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We want to make sure that our tenants can easily access our services and that when they do, 
they receive an excellent standard of customer service.

Quality services

HOW WE HELP PEOPLE
OFFERING ADVICE,  
INFORMATION AND  
A LISTENING EAR

Talking to people
Our customer service teams  
received nearly 30,000 calls last  
year, 95% of those calls were  
answered within our target of 7 seconds. 

Telephone calls 

Listening to people 
We received 22 complaints about 
repairs, keeping your home safe, 
development, housing management 
and home improvements.

We received 14 the year before, this  
is an increase of 8. All the complaints 
were dealt with quickly in line  
with our policy and resolved.  

Repairs 
team

received 17,165 calls. 
They made 18,751 calls. 

Housing  
income 
team

received 2,643 calls.  
They made 4,195 calls. 

Customer 
services  

team

received 7,259 calls.  
They made 2,520 calls. 

Housing  
team

received 2,597 calls.  
They made 2,200 calls. 

What people complained about

2019/20 2018/19
Maintenance issues 9 7
Home improvements 4 1
Housing management 3 3
Development 2 1
Anti-social behaviour 0 1
Staff 0 1
Leases 1 0
Keeping your home safe 3 0

Tenant satisfaction 
Each year Golden Lane Housing send our 
tenants a satisfaction survey. We sent out 
1,021 surveys and 295 surveys were returned. 

Improving what we do 
Some of our tenants said they would like to be better kept informed about repairs reported and 
completion times. We have improved our repairs guidance and have a new arrangement with a 
contractor to improve response times for white goods.

Overall  
satisfaction  
results 
This year 2019/20 82% 
Our target was 86% 

Last year  2018/19 86%
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OUR HOUSING TEAM 

PROVIDING HOUSING MANAGEMENT 
AND TENANCY SUPPORT

Housing officers
We have a team of nine housing officers and three 
housing managers who work across the country to 
help tenants to manage and maintain their tenancies. 

Improving what we do 
We are improving how our housing services better meet the 
needs of our tenants and they are more personal to their 
individual needs.  

How we helped tenants
Providing advice to:

• support tenants maintain their tenancies

• build positive relationships with neighbours and housemates

• help understand their tenancy rights and responsibilities

• help consider housing options where tenants want to move

• agree adaptations to their home where needs change

• encourage involvement in helping us improve our services.

Photo sent in by Katie Severs,  
Golden Lane Housing tenant  
from North Yorkshire.

Angela Kirkup, 
housing officer

Derek Brown, 
housing officer

Josephine Kurangwa, 
housing officer

“It was great to meet my 
housing officer and talk about  
my house. I love my home.”
Amanda, Golden Lane Housing  
tenant from Northern Ireland.  
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KEEPING TENANTS SAFE    

HELPING TENANTS TO BE HAPPY AND SAFE  
IN THEIR HOME

IT MATTERS
Safeguarding
We want our tenants to live  
happy and healthy lives and  
be able to thrive in their home  
and community and meet their  
aspirations. It matters is our  
approach to safeguarding - it’s  
person and not process driven and  
makes sure our tenants remain at the centre of the 
safeguarding concern. We involve our tenants so they can 
achieve the outcomes they wish throughout the safeguarding 
process. Feedback from tenants is really important and 
provides us with a greater understanding of what’s important 
to them. This helps us to tailor our ongoing tenancy 
management services to meet their needs.

“Helping to keep our tenants safe from abuse is of 
paramount importance to us at Golden Lane Housing.  I’m 

really proud of all of the staff who believe they have a 
responsibility to help keep tenants safe, whether working 

directly with tenants or providing services from our office.”  

Becky Arrowsmith, housing manager  
and safeguarding deputy.

Safeguarding alerts
In 2019/20 we raised 50 safeguarding alerts to 
22 local authorities about people’s safety. Working together 

For 2019/2020, the majority of emotional 
abuse cases were due to incompatibility issues 
between tenants living in shared and cluster 
style accommodation. With self-neglect cases, 
some tenants were not engaging with their 
support team and, their general health and 
well-being deteriorated. We also worked with 
tenants regarding hoarding concerns and 
where they were unable to keep their homes 
clean and tidy.

Self-neglectEmotional

Neglect and  
acts of omission 

Physical

Sexual

Financial

Head landlord  
served notice 

Organisational
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KEEPING TENANTS SAFE    

How we did 
•   68% of the safeguarding alerts raised to local authorities, have been successfully closed and have 

resulted in tenants being able to remain in their existing homes safely.

•  32% of the alerts raised remained open at the end of the year with housing officers actively working 
alongside the tenant and their support network to help them achieve the outcomes they wish 
following the concern raised. Golden Lane Housing will never close a concern until it is satisfied the 
tenant is safe and no longer at risk.

•  41% were actively involved in the safeguarding proceedings with our support by attending key 
meetings, helping them to have ownership of the outcomes they wished to achieve.  

•  Golden Lane Housing staff received further training on safeguarding.

Strengthening our work 
Following the launch of Golden Lane Housing’s ‘It matters’ campaign during 2019/20, our partnership 
working with safeguarding colleagues has strengthened throughout the country and our ability to 
influence and develop a good practice approach to helping to keep tenants safe from abuse has been 
well received. We hope this will go some way to ensuring people with a learning disability remain in 
the driving seat of any safeguarding concern.

If you think our tenants have been abused or are being 
abused, you can call us on 0300 003 7007. 

Photo sent in by Suzanne Brown and 
Della Jones, Golden Lane Housing 

tenants from Doncaster.

We are here for our tenants!IMPORTANT!!
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REPAIRS AND MAINTENANCE     

MORE THAN JUST A REPAIRS SERVICE

Repairs matter
We understand how important repairs are to our tenants. We work really hard to get it right. We 
established our own in-house repairs service, Resolve Solutions specifically to focus on the needs of 
our tenants and delivered a more person-centred repairs service. Resolve Solutions received a 99% 
satisfaction rating from the customer surveys completed after each repair. 

How we spent our money
Our maintenance budget for the year was £3,563,902 and we spent £3,581,122.

Feedback matters to us
In September we held an event where our tenants met the 
repairs team and some of our contractors. We had a fun 
day and gathered lots of ideas from our tenants on how 
we can shape and improve the service in future. 

Number 
of repairs 
We completed 
7,918 repairs. 

1,233  
emergency  

repairs

1,292  
urgent  
repairs

5,393  
non-urgent  

repairs

Day to day repairs £1,033,911

Kitchens and bathrooms £610,466

Aids and adaptations and environmental works £94,471

Fire safety £646,177

Fire equipment servicing £168,303

Keeping homes safe £664,568

Work on empty properties £363,226
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REPAIRS AND MAINTENANCE     

Photo sent in by  
Peter Jones,  

Golden Lane Housing tenant  
from Flintshire.

Annual tenant satisfaction survey 
•   97% of the repairs were completed in time. 

•   80% of tenants were happy with the quality of our work.  

This was 84% last year.

•   70% of tenants were happy with the way we deal with repairs. 

This was 74% last year.

Improving what we do  
Our tenants have told us they were much happier with their repairs when they are completed by our 

in-house repairs team, Resolve Solutions. We also want to ensure we have contracts in place with other 

maintenance contractors who can deliver the level of service our tenants need. We have been working 

with framework agreements to bring new contractors on board to deliver specialist services our in-

house team cannot provide.

“We worked really hard last  
year taking 1,400 repair  
calls each month.” 
Sherrie Roach, repairs advisor.
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RESOLVE SOLUTIONS

OUR IN-HOUSE REPAIRS TEAM HAS BEEN 
DEVELOPED AND IMPROVED WITH OUR TENANTS

About us
In September 2019, we rebranded our in-house repairs team  
to Resolve Solutions with the help of our tenants. 

What we have done
Our teams have worked hard this year to make sure our  
tenants had the opportunity to get involved. 

We hosted our first ‘Repairs Matter Week’ that was themed on the property services we provide to 
tenants and coincided with Gas Safety Week. The event included compliance works, a ‘Back To The 
Floor Day’ when our executive team went out with our operatives to deliver repairs, a garden makeover 
at one of our schemes and an event in Derby where contractors were invited along with our teams to 
meet tenants and we celebrated the launch of Resolve Solutions.

We have run various events during the year to involve our tenants in the work we do. At Easter, our 
operatives gave out Easter eggs to tenants and took a selfie with them. In the summer we launched a 
competition to design our Resolve Solutions logo. In December, the Golden Lane Housing vans sported 
pictures of reindeers and our tenants were asked to spot the ‘Vandeers’ and take an ‘Elfie’ to win a 
prize. We ran the 12 Days of Christmas with tenants being nominated by Golden Lane Housing staff to 
win a gift on the day they were selected.

We appointed our very own mascot ‘Dixie’, a very cute dachshund owned by one of our operatives 
who had proved a big hit with our tenants when he took her along for some cuddles at one of our 
properties. Since then, she has been seen out and about sporting Golden Lane Housing branded outfits.

Meet some members of the team 

“94% of our jobs were finished in 
one visit to our tenants’ homes.”
James Middleton,  
contracts manager (south).

“We are thrilled that 99% of  
tenants said they were happy with  
the work Resolve Solutions completed.” 
Alan Andrews, contracts manager (north). 

“By Resolve Solutions 
doing the repairs we 
have saved £43,362.” 

Barry Sully, national  
contracts manager. 
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PROVIDING HOMES THAT ARE  
SAFE AND RIGHT FOR OUR TENANTS

Making homes just right
•   £610,466 was spent on improving our tenant’s homes, such as  

new kitchens, bathrooms, heating and decorating shared areas.

•   £94,471 was spent on environmental works and aids and adaptations,  
such as making homes accessible, garden projects and electrical work.

What we have done
In 2019/20 we undertook a full stock condition survey.  We wanted to fully understand the condition 
of our properties so that we could ensure adequate budgets were in place within the 10 year business 
plan.  We have also reviewed the findings of the Housing Health and Safety Rating System which has 
been done in each of our properties to ensure that we are keeping our tenants safe in their homes.

MAKING A HOUSE A HOME 

Photo sent in by  
David Kingsley,  

Golden Lane Housing tenant 
from Nottingham.

A perfect new kitchen 
A kitchen was designed and replaced after  
discussing with the tenants and staff how we 
could make best use of the space to make it  
more accessible for full use of the facilities. 

BEFORE

AFTER
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MAKING HOMES SAFE

Our compliance team have done lots of work  
to keep tenant’s homes safe. 

•    Gas Safety Certificate: 
we have got gas safety certificates for all our homes that have a gas supply.

•   Electrical safety:  
we have got electrical safety certificates for all our homes.

•   Asbestos surveys:  
we have got 516 homes on our asbestos list and carried out an annual 

inspection on 218 homes.

•   Water safety:  
we have carried out 162 legionella risk assessments.

•  Fire safety:
-     1038 properties have had a fire risk assessment completed. 

-     we worked with local fire services to make sure tenants have the right fire 

protection in their homes to keep them safe. 

-     £1,310,745 was spent on keeping tenant’s homes safe. 

•   Specialist equipment:  
some of our properties have equipment  

such as accessible baths we have  

been working hard to find out  

which homes use this equipment.

Photo sent in by David Lake, 
Golden Lane Housing tenant from London.
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GETTING INVOLVED 

TENANTS ARE HELPING US  
TO DELIVER BETTER  
SERVICES AND HOMES 

“Hi, I am Gemma, the  
involvement officer. It is important  
for our tenants to be heard.  
That is why we are improving the  
involvement of the people we house  
in a range of different ways.”

This year tenants have been  
involved across our services including: 
Tenant involvement officer: we recruited a new post to lead  
our involvement strategy nationally. Our tenant involvement officer  
works with our tenants to engage them in various activities to have  
greater influence and meaningful engagement with our work. We aim  
to build tenants confidence and capacity to participate in sub groups  
to the board of trustees and local working groups to provide a platform  
to enable feedback and scrutiny. 

More Voices, More Choices: in December 2019, we sent out a special edition of our 
tenant newsletter whereby we launched our involvement officer role and recruited tenants 
to be ‘tenant representatives’ and participate as part of a tenant panel. We had over 40 
tenants register interest in taking part. The group has already developed a charter of their 
involvement and are developing capacity, building confidence and skills. 

 Fire safety: a focus group of tenants have been engaged in promoting fire safety during 
the recent lockdown. Tenants reviewed both products and critiqued instructions and 
provided very useful feedback before fire safety packs were sent out to tenants across the 
country. 

Tenant involvement: from our 2019 annual Tenant satisfaction survey, 183 tenants 
responded to say that they would like to be involved with multiple activities such as tenant 
and focus groups, interview support, events, campaigns and case studies. 

Outcomes: 13 tenants took part in a review of our tenant satisfaction results, suggesting 
recommendations to improve outcomes and satisfaction for tenants before the results were 
shared in our tenant newsletter, Voices Together. 

Relationships: we have continued to develop our engagement approach and have built 
strong relationships and shared good practice with Mencap and other housing associations. 
We have engaged with TPAS training and the National Housing Federation over the last year. 

Feedback days: we undertook two feedback days with tenants of newly developed 
services in Warwickshire, listening to the tenants talk about their home, repairs, further 
improvements, fire safety and promoting ‘It matters’, our safeguarding approach with them. 

Makaton workshop: our in-house repairs team, Resolve Solutions took part in a 
Makaton workshop, providing operatives with essential phrases and symbols that help them 
communicate with tenants who use Makaton as a form of communication.  
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GETTING INVOLVED 

 

“Being involved helps  
us understand information 

and it is fun!” 
Karen, Anna, Amy and Katie,  

Golden Lane Housing tenants. 

HOW WE DID

Tenant satisfaction 
survey results
2019/20 – tenants in 132 properties 
wanted to get involved.

2018/19 – tenants in 92 properties  
wanted to get involved.

2019/20 – 73% of tenants were 
satisfied we listened to their views.  
This was the same outcome in 2018/19. 
Our target is 75%.  

 

“It is amazing. It makes me so 
happy and excited being involved. 

It’s great to try new things and get 
a chance to share.”

Kashaf Hussain, More Voices,  
More Choices Committee.

Improving what we do 
We want to do better, more tenants from 
across the country will have a strong voice and 
be involved in lots ways such as, working with 
our staff from across the teams, developing 
the Tenant involvement strategy and working 
closely with our trustees. 

Photo sent in by Scott Dickens,  
Golden Lane Housing tenant from Nottingham.
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MORE VOICES, MORE CHOICES  

TENANTS ARE HAVING A DIRECT VOICE 
TO THE BOARD OF TRUSTEES 
Involving tenants 
More Voices, More Choices first met in February 2020. The group allows tenants to be heard 
by executive team and the board of trustees. They have been sharing their views, advice, and 
experience to help us improve and change the services we provided to tenants. 

Improving what we do 
•  Tenant involvement strategy: working with the members to develop our Tenant involvement strategy.  

•  Working with trustees: we are looking at how tenants and trustees can work closely together.  

•  Training: members will be working with our tenant involvement officer to build their confidence  
  and knowledge of Golden Lane Housing.  

Meet the committee members 
12 tenants from across England, Northern Ireland and Wales.   

“We are helping to develop a 
tenant involvement strategy.” 

Tessa Bolt, vice chair. Northumberland 

Christopher Love,  
Surrey  

Michele Doyle,  
Somerset  

Brian McGee,  
Northern Ireland 

Connor O’Hare,  
Northern Ireland 

Stephen Smith, 
Lancashire 

Sam Dean,  
West Yorkshire   

Stewart Appleby,  
South Yorkshire  

Gareth Goldthorpe, 
North Yorkshire   

“I am very happy to be voted as 
the chair. It is very important to 
me for tenants to be involved 
and heard. I am looking forward 
to making a difference.” 

Mark Johnson, chair. South Yorkshire 

Kashaf Hussain,  
Greater Manchester 

“We are looking at how 
tenants and trustees 
can work together.”

Kelly-Marie Sutton, Cambridgeshire 
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Healthy business

PROVIDING SECURITY  
TO OUR EXISTING CUSTOMERS 

AND SUPPORTING THE  
GROWTH OF OUR ACTIVITIES
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Healthy business

VALUE FOR MONEY  

HOW WE SPEND AND MAKE THE MOST 
OF OUR MONEY
Managing money
We want to manage our money well so we can do more and help more people.

How  
we have  
spent  
each £1 

Rent to another landlord for leased properties

Property maintenance including major repairs  
and compliance work

Staffing costs

Interest charges on mortgages

Service costs, such as office costs, IT and insurance

Depreciation on the property costs

33p
25p

19p
10p7p6p

Here is a summary of our income and spends 

The money left over is a good thing!...
because we use this to finance, adapt and undertake work on more homes for people 
with a learning disability.

Actual (£) 2019/20 2018/19

How much money was received 21,112,156 17,619,080

How much money was spent 18,736,481 15,198,294

Money left over 2,375,675 2,420,786
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Value for money
Social housing costs have increased compared to last year. Here are just a 
few examples of how the extra spend is bringing value for money.

Rent paid to landlords has increased, due to more demand for this type 
of property to help us increase our tenant growth. The rent paid to some 
landlords of our current properties has also increased in line with Consumer 
Price Index (CPI). The rental income increase is also in line with CPI to cover 
this price increase.

Due to the increase of new tenants, Golden Lane Housing has taken  
on more staff to enable to continue to offer a great quality of  
service, this has added to the management charge.

This year Golden Lane Housing has spent more on fire safety  
than previous years, ensuring all tenants homes are safe  
and fully compliant.

Key performance indicators
We measure against what we achieved last year, against our target for the year and against other 
housing companies.  

Social housing cost per unit

GLH 2018/19

6,490£ GLH 2019/20

7,200£ 
Key performance indicators GLH  

actual
Peer 
benchmarking

GLH 
target 

GLH 
actual 

GLH  
target

2018/19 2019/20 2019/20 2019/20 2020/21

Number of tenants satisfied with  
the landlord's services overall 

86% 88.05% 86% 82% 87%

Repairs right first time  
(in-house team only)

89% 92.5% 90% 94% 91%

Rent collected 100.45% 97.44% 99% 98.98% 99%

Amount of empty homes 4.3% 4.96% 5% 4.96% 4.95%

Photo sent in by 
Ben Stafford,  
Golden Lane 

Housing tenant 
from Hexham.

VALUE FOR MONEY
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Highlights
•   We collected 98.98% of all rent that was due. Our aim is to achieve at 

least 99%.

•   77% of tenants said they were satisfied that their rent provided good 
value for money. Last year this was 75%.

•   We improved our performance of rent owed. This was 4.05% of rent due 
of rent due, the previous year was 4.13%. 

•   £657,735 was spent on deliver services to our tenants. This included 
providing services such as white goods, furniture and gardening services. 
We completed a review of how we spend our service charge income to 
improve value. 

•   78% of tenants were satisfied that their service charge provides good 
value. Last year this was 70%. 

•   We helped 279 tenants to claim their council tax discount called SMI. 

•   We sent all of our tenants accessible information about their rent with  
an explanation of our charges to help tenants understand how their  
rent is calculated.

RENT

77%  
of tenants were 
satisfied that their 
rent provided good 
value for money. 

Last year  
this was 

75%
2019

2020

Photo sent in by Wayne, Rachel, Macey and Cheni, 
Golden Lane Housing tenants from Grimsby.
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EMPTY HOMES  

“Last year we helped  
128 people move into  

our empty homes.” 
Siobhan Boyd, Vicky Stent,  

and Yasmin Stafford  
housing coordinators.

Golden Lane Housing has some homes that are empty or some shared houses that have 
empty rooms. As a specialist supported housing landlord we will always have turnover as 
some tenants move out of GLH homes due to changing needs and other factors outside 
of our control. Where we can we work with our tenants and their support network to look 
at what we can do as a specialist landlord to prevent a tenancy from ending and support 
tenants in finding a suitable alternative. 

We want our new tenants to move into our empty homes quickly. We work with local and 
health authorities and care and support providers to find a person who  
is looking for a home, assess suitability and prepare their tenancy and  
make sure their home is ready and safe for them to move into. 

4.96% of our money was lost from empty homes  
because we could not collect any rent.  
Our aim is to keep this under 5%. 

Overall 8.5% of our homes were empty.  
Our aim is to keep empty homes under 7.5%. 

Over the year we offered 128 new tenancies to people  
moving into empty homes.

We disposed on 5 properties where we identified  
there was no longer a demand for the type of  
housing we provided.

Making improvements
We created a new team of three housing coordinators. 
They are helping us improve our performance with filling 
our empty homes ensuring void property standards, 
by working with other organisations, checking housing 
applications, and matching people to empty homes.  
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OUR TEAM

AN ENGAGED AND HIGH PERFORMING TEAM

Improving governance 
Golden Lane Housing has continued to maintain our top governance rating and 
viability rating from the Regulator of Social Housing. We have enhanced the 
governance of the charity through board recruitment of three new trustees and 
the creation of five new business committees.

The board of trustees seeks to ensure good governance by following the six 
principles of the Charity Code and consider performance against these. 

In order to enable and realise the overall strategy of the Golden Lane Housing 
board of trustees, our trustees have taken the decision, jointly with Royal Mencap 
Society’s board of trustees, for Golden Lane Housing to become a Community 
Benefit Society, registered with the Financial Conduct Authority. This means that 
Golden Lane Housing will remain a charity, but will be exempt from registration 
with the Charity Commission, and regulated by the Regulator of Social Housing. 
Golden Lane Housing’s assets will remain ring fenced to be applied for the 
benefit of its tenants and customers, with any surplus invested back into the 
business. Golden Lane Housing will remain a partner of the Royal Mencap Society, 
but there are plans for us to no longer be a part of the Royal Mencap Society 
group structure. It is anticipated the move to become a Community Benefit 
Society will be completed by 1 April 2021.

Training for staff
All colleagues have a development plan agreed with their manager at the start 
of the year. This training is to expand their knowledge and skills within their 
current role, and to further advance the understanding of their role within the 
overall organisation. Golden Lane Housing has supported the housing team 
in gaining qualifications within the Chartered Institute of Housing career 
development modules as well as ensuring the finance team are fully qualified. 
In addition, there has been health and safety training, as well as the mandatory 
training for each role and the required training around GDPR and within the 
equality and diversity agenda with a focus on race.  
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OUR TEAM

Future plans
The future development for colleagues involves further qualified managers, 
executive team and trustees in IOSH for our health and safety requirements. 
We have 18 qualified Mental Health First Aid colleagues who are working as 
a team to provide the support to our colleagues and peers for mental health 
needs following a challenging year.

Awards
In 2019/20 Golden Lane Housing received three awards: 
•   Best Companies awarded us a 3-star rating. This is the best rating an 

organisation can receive. 

•   We were listed number 4 in The Sunday Times Top 100 Best Not-For-Profit 
Organisations to Work For in the UK. 

•   We won an award for The Supported Housing Award in the National 
Learning Disabilities and Autism Awards 2019.  

We were also a finalist in four other awards: 
•   Contractor of the Year in the Northern Housing Awards 2019. 

•   In-house Maintenance Team of the Year in the Building Communities 
Awards 2020.  

•   Housing manager, Becky Arrowsmith was nominated in Woman of the Year: 
homelessness/care and support category for Women in Housing  
Awards 2019.  

•   Receptionist, Nicholas Finch was nominated in Apprentice  
of the Year category for the Housing Heroes Awards 2019. 

Photo sent in by  
Darren, Lennie and Mechelle, Golden 
Lane Housing tenants from Oldham.
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New homes

QUALITY HOUSING YOU  
CAN BUILD YOUR LIFE AROUND
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Great Tenants: 
we rented houses and 
flats from landlords for 
108 people. We spent 
£176,784 to make sure 
these were fire safe. 
In addition to this, we 
housed 130 people by 
leasing properties from 
local authorities and 
support providers. 

Record year:  
in the last 12 months 
290 people have got 
a new tenancy. This is 
the highest number of 
people we have housed 
in a year since we were 
founded.  

New homes:  
we bought new 
properties for 44 people. 
We spent £9,615,468 
buying and adapting 
these properties. Some 
of the properties we 
purchased in 2019/20 
will be ready for people 
to move in to in 2020/21.

Working with  
the NHS: 
we purchased homes 
for 8 people using 
NHS England grants. 
We spent £1,804,911. 
Through this, we have 
housed some very 
vulnerable people with 
complex needs, who 
have lived in  
institutional settings. 

New homes

PROVIDING NEW HOMES  

How we did 
•  We worked with 40 different support 

providers on new homes.

•  91% of tenants were happy with the quality 
of their homes. This was 89% in 2018/19.

•  94% of tenants are satisfied with their 
neighbourhood as a good place to live.  
This was 93% in 2018/19.

Improving what we do 
The need for housing is greater than ever. We 
want to play a key part in providing more homes 
to people.

“Carol and Lindsie love their 
new home! There were a lot of 

‘wows’ as they walked around.” 

Rebecca Mozley, Mencap. 

 
“I like putting herbs in  

my recipes, and my  
favourite meal is 

pasta bake!” 
Nicola, Golden Lane  

Housing tenant. 
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CAMPAIGNING AND INFLUENCING  

HOUSING FOR PEOPLE WITH  
A LEARNING DISABILITY 

The learning disability community
Golden Lane Housing has continued its working partnerships with 
both housing and care providers and leadership into national 
groups. Together we campaign and create positive engagement 
with government and other bodies to support future development 
and funding of housing for people with a learning disability and 
autism.

In 2019, Golden Lane Housing helped co-found and chair the 
Learning Disability and Autism Housing Network, and actively 
involved in the Chartered Institute for Housing (CIH), National 
Housing Federation (NHF) and Voluntary Organisations Disability 
Group (VODG).  

Golden Lane Housing collaborated with CIH and ITN Productions 
to support the release a new programme ‘Close to Home: Housing 
and Communities’ which reports on our quality housing and 
inclusivity work to help build and maintain communities, go to: 
www.glh.org.uk/close-to-home. 

Our executive team continue to attend and make speeches at 
various conferences to ensure appropriate housing solutions 
remains at the forefront in the sector. We have built relationships 
with other housing providers to deliver on wider housing options 
for people with a learning disability. 

We have continued to support various campaigns including the 
NHF’s ‘Let’s Fix The Housing Crisis’, Mencap’s ‘Treat Me Well’, 
‘National Safeguarding Week’, ‘Learning Disability Week’ and 
‘Anti-Bullying Week’.

Over the past year, we have funded relevant research into housing 
and co-funded some work by the National Development Team for 
Inclusion (NDTi) into measuring and assessing quality in housing 
services for people with a learning disability, go to: https://www.
ndti.org.uk/assets/files/Quality-is-up-my-Street.pdf
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‘Me and my home’  
photography competition
Thank you to our tenants who sent in their lovely pictures  
for our Me and my home photography competition. 
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To contact Golden Lane Housing

Call 0300 003 7007 
Golden Lane Housing, Parkway Four, Parkway Business Centre,  
Princess Road, Manchester, M14 7HR 

Email: enquiries@glh.org.uk
Go to: www.glh.org.uk
Follow us on twitter: @GoldenLaneHouse
Find us on Facebook – www.facebook.com/GoldenLaneHouse 

Company Registration Number 3597323,  
Registered Charity Number 1071097 
and Registered Social Landlord Number 4803. 

Registered office 123 Golden Lane, London, EC1Y 0RT


