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Who we are 
Ekaya Housing Association operates in South London, with over 

25 years of experience of providing housing and support services 
to predominantly young people at risk and black and ethnic 

minority (BME) women and their families. 

We work across eight South London Boroughs providing housing 
management services for 367 general needs tenants and four shared 

ownership leaseholders. We also provide supported housing 
services primarily for teenage parents, including couples, 

in 70 homes of accommodation and provide fl oating support 
for 34 service users. 

Additionally our subsidiary business, Happy Nursery 
Days provides child care to 69 children in 

Tulse Hill, Lambeth. 

Our values  
Enable positive cultures

Keep Focused
Accountability to customers

Yes, we can embrace positive change
Achieve excellence
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Ekaya seeks to maintain its promise to its customers, making them a key driver in 
everything we do. In achieving this, we continue to maintain good performance that 
offers Value for Money as well as a service that seeks to put our customers fi rst. 

It gives me great pleasure to share with you 
that Ekaya has remained true to its mission 
to ‘offer good quality housing and support 
services to predominately BME women, 
their families and other groups with 
similar needs’.

The last few years have been exciting 
as we embarked on a transformation 
at Ekaya in pursuit of being a stronger 
organisation.

The Board of Management laid out our 
three strategic priorities for the business
in April 2013:

Strategic Objectives:
Being providers of good quality value 
for money services through continuous 
improvement and listening to our customers.

Meeting our stakeholders needs through 
joint working (unity) and good governance 
within our business operations.

Eager to grow through new initiatives 
and positive partnerships.

Thank you for the opportunity 
to serve you as Ekaya’s Chair 
during the last six years.  

It was challenging, but also very 
rewarding and instructive and I urge 
others to take the opportunity to 
serve as Board Members, I am very 
happy to hand over to the Vice Chair, 
Michelle Nelson, pictured below, at 
our forthcoming AGM.

I extend a big thank you to my 
departing Board Member colleagues 
Ade Oke and Patrick Horgan. I also 
want to thank the staff of Ekaya, the 
founding members, board members, 
partners, regulators and lenders in 
making Ekaya the success it is today.

Best of luck to all the newly elected 
Board Members and Ekaya - 
keep up the good work!

Minal

Minal Goswami
Chair of the Board

Michelle Nelson
Vice Chair

The way the housing sector has 
changed, it is ever more important 
for us to continue to test our offer to 
our customers. With the foresight of 
the Board of Ekaya we have made 
positive entrails, especially with 
considering welfare reforms towards 
ensuring we remain well-positioned 
to address the changes many of our 
BME customers may face over the 
coming years.

To manage this we have reviewed 
our fi nancial resources to mitigate 
risk to our fi nances.

Last year we outlined our plans 
for 2013, to improve customer 
satisfaction, a plan, along with other 
key improvements which you will 
read about within the report. 

We are not complacent and seek to 
drive year on year improvements 
to satisfy our increasing customer 
demands. From the satisfaction 
responses, we know where 

improvements are required; 
equally we know that it is our 
job to put things right.

We believe it is important that in 
providing the best for our customers, 
we also do the same for our staff and 
to support this we implemented our 
People Strategy to support 
performance excellence.

Ekaya has the right attitude and 
strategies in place to emerge as 
a strong and dynamic BME housing 
association in line with our mission.

To this end, on behalf of the Board 
and staff team of Ekaya, we are 
pleased to have achieved so much 
as a housing provider, and take this 
opportunity to thank you all for 
your continued support.

Jackie Adusei 
Chief Executive Offi cer

MAKING THE RIGHT CHOICES

l would like to thank everyone who has 
contributed to the continued success of Ekaya
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Our tenants help shape your report! 
I think this year’s theme should be called “making the right 

choices” as choices and decisions infl uence how the little to 
the big things in life turn out, and its something tenants 

and mothers should think about - choices are what 
shapes your life.

If Ekaya are willing to help in areas which 
support tenants and residents with their 

accommodation then this can only be a 
good thing. Particularly with concerns 

such as neighbour disputes, for 
example, helping tenants and 

residents with the right steps 
to take to resolve issues 

or putting pen to paper.

Leonie McKenzie
General Needs 

Tenant

AGES OF OUR
SERVICE USERS

18%
45 years & over

26%
17-25 years old

%%%%%

12%
25-30 years old

44%
30-45 years old
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Resident Scrutiny Panel - Estate Services Review
At Ekaya residents are at the heart of our service where we ensure that they are involved 
in deciding their priorities and are empowered to critically scrutinise our performance. 

As part of our objectives to provide quality 
services that will meet our customer’s needs 
and drive performance standards towards 
continuous improvement, we collaborated 
with our SoLFed partners to create a Resident 
Scrutiny Panel. 

The Panel is made up of residents from 
SoLFed housing associations, who have 
volunteered to be involved in assessing how 
well services are delivered.

Jackie Adusei, Ekaya’s Chief Executive 
Offi cer, is the Lead Representative for the 
Panel, supported by the SoLFed housing 
operations leads. 

The Panel also monitors performance against 
our service standards to you - agreed by you.

the resident scrutiny panel monitors and scrutinises 
our performance against our service standards to you

During 2013, the panel undertook a review of estate services. It 
took six months to complete and involved all SoLFed landlords. 
The objective of the review was to improve estate services. 

 How the review was carried out

• Each housing association provided information on 
costs and the services they provided.

• Estate walkabouts were carried out with residents 
as part of the team.

• Information on resident satisfaction was collected 
from previous estate inspections and surveys.

• Meetings were held to review the information and 
agree next steps in the review fi ndings.

 Key fi ndings regarding Ekaya from the review

• Ekaya gets good Value for Money from the contractors 
in comparison to other SoLFed members

• Ekaya keeps residents up-to-date with information 
about estate services.

• Ekaya’s contractors are held to account with regular 
site and contractor performance meetings.

Going forward we plan to increase contractor involvement 
based on customer feedback and we look forward to your 
feedback over the next year to let us know how we are doing.

Ekaya customer involvement opportunities include: 

• CEO Surgeries

• Customer Panel 

• Residents’ Forum

 SoLFed is the South London Federation of smaller 
housing associations comprising of Ekaya Housing 
Association (HA), Housing for Women HA, 
Lambeth & Southwark HA, New World HA 
and Southwark & London Diocesan HA.



what we did! 6

below: Tulse Hill

Repairs & Maintenance
Through joint working based on 
customer satisfaction the repairs 
and maintenance service has 
improved throughout 
2013-14 as follows:

• Increased satisfaction from 70%
in 2012-13 to 84% in 2013-14. 

• Repairs complaints reduced as 
service improvements were made.

• The Customer Service Team 
conducted telephone satisfaction 
surveys on contractor service 
delivery to our customers. 
Feedback was used to monitor 
contractor performance and 
infl uence future service 
improvements. 

• Quarterly repairs performance 
was scrutinised by our Customer 
Panel and Resident Forums 
towards delivery of a customer 
focussed repairs service. 

Value for Money Policy
Ekaya’s Board of Management 
approved a Value for Money 
Policy (VfM) in 2013 to support 
its strategic objectives. 

Ekaya recognises that quality is 
important and not just the lowest 
price, this is embedded in our Policy. 
With an annual turnover of just under 
£4 million we seek to make every 
penny count. 

The Key objectives of the Value for 
Money Policy (VfM) include:

• Promotion with staff and embedding 
VfM within the culture of the 
organisation.

• Review of the procurement process, 
minimising wastage and encourage 
Green initiatives.

• Improvements in stock condition.

• Engaging in partnerships to promote 
and deliver VfM including 
benchmarking performance.

• Improving IT services and our website 
making us more effi cient and cost 
effective in providing services. 

• Engaging residents in the Value for 
Money process and reporting of 
achievements.

• Ensuring fi nancial controls support 
the delivery, measurement and 
reporting of VfM.

last year 
we saved…
last year

During 2013/14 our Value for 
Money initiatives included:

• Working with SoLFed partner associations in 
sharing benchmarking information pertinent 
to similar sized associations in London.

• Increased promotion and subsequent use of 
standing orders as a method of tenants paying rent, 
helping to reduce rent arrears.

• Upgrading of IT hardware to improve connectivity 
for staff and customers interacting with Ekaya.

• Centralisation of printing.
• Improved management of recruitment processes, 

helping to reduce staff costs across the group by 
£80,000 in wages and salaries over the two 
fi nancial years.

 In 2014/15 we will:
• Source new value added customer 

initiatives including training 
services within our operating boroughs. 

• Seek new business opportunities 
whilst maintaining existing contracts.

• Increase customer involvement 
in service reviews.

• Align our services with local authority 
strategic priorities to support our customers.

• Roll out our planned maintenance 
specifi cations in consultation 
with customers.

Finance
costs

£32,000

mers

£32

Service
costs 

£97,0007,000

Maintenance
costs

£29,000£2

Staffi ng
 costs

£80,000
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Ekaya have ventured into the Shared Ownership arena with the 
acquisition of four units at Axis House, above, in Lewisham

Welfare Reform
Following the introduction of the Government’s welfare 
reforms we undertook a profi ling exercise to identify customers 
affected by the changes.  

We launched our Welfare Reform Action Plan – the plan sets out the activity 
planned for the next six months in further preparation for full implementation of 
Universal Credit and our efforts being made to support tenants.

Our Tenancy Audit forms were designed to validate tenancy occupants and also to profi le 
our data to enable us to map any additional support needs, for those affected by the 
Bedroom Tax.

A Welfare Reform Information Day – a campaign which invited customers to Ekaya - was held at 
our head offi ce in June 2013 where customers received employment, mutual exchange, transfer and 
benefi ts guidance.

The event was well-attended and provided 
simple but key information about the changes.

We actioned our Welfare Reform Plan and 
our customers have told us they are more 
informed about welfare reform now than they 
were before, through the updates provided 
by Ekaya.

What you said:

“Pleasantly surprised 
that l will save money.” 
Danila General Needs tenant

“Very helpful day, keeping 
me up to date with changes.” 
Mona Supported Housing resident

Acquisition and Growth
This year Ekaya acquired 10 General 

Needs homes at Axis House in Lewisham 
along with the acquisition of four 

Shared Ownership units. 
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Ex-Resident’s Story
An ex-Ekaya resident who moved into her own 
accommodation last September 
is currently a Youth Service Volunteer at The 
Point, which offers a wide-range
of services and support for young people.

Toni’s Story
Toni, one of Ekaya’s residents, has started a one 
year apprenticeship working with Greenwich 
Council in Housing (Welfare Benefi ts).

Toni registered with Greenwich Local Labour 
and Business (GLLaB) in February this year, for 
apprenticeship opportunities. She attended the 
open day but the only available placements 
were full time. Toni was not keen on a full-time 
placement because she has her daughter to 
care for. However, she was asked to attend an 
interview and was subsequently successful. 
Toni decided to accept the opportunity. 
She will be working four days per week
and one day study 
at Greenwich 
Community College.

This was a very 
big step for Toni, 
a young mother, 
and a motivation 
for others. 

At Happy Nursery 
Days we work in 
partnership with 
parents and carers 
as well as the 
community.  
Established in 2004, the nursery 
is thriving and boasts an 
expansion with a baby room 
which caters for 21 under 2’s, two 
rooms with the occupancy of 24 
toddlers and 24 pre-schoolers, 
offering a total of 69 places.

Pre-school children at the 
nursery are supported to achieve 
their Early Learning Goals on 
communication skills.  

Employee 
Recognition Awards
Ekaya and Happy Nursery Days staff 
are central to the service we provide 
to you, our customers. 

As part of our annual Staff Away Day 
employees were recognised by their 
fellow colleagues and awarded the 
Maggie Scarlett Achievement Award 
named after a founding member of 
Ekaya Housing Association.

Winners of the 2013-14 awards 
are pictured above.

Our Objectives!

“Ensure the continuous high profi le 
of Happy Nursery Days”

“Maintain high quality childcare and 
education provision according to 
OFSTED standards”

Happy Nursery Days celebrated its 
All Nations Day in recognition of 
Black History month in October 2013.  

Some activities also undertaken at 
the nursery this year include 
Mother’s Day celebrations and 
Nursery Graduation.

The Drama group put on a show of 
‘The Gruffallo’ play for the nursery 
during the end of year graduation. 

Pictured (below left) are both 
children and adults fascinated with 
the Ananse story, a Ghanaian tale.  

Resident Toni (17yrs) 
is pictured right 
with her daughter.

Happy 
Nursery Days 
celebrates its 

10th year 
anniversary 

this year. 
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Baby Massage
Sandra Fernandez, from the Henry Fawcett 
Children’s Centre, visited our scheme at 
Jennings House, with soothing music, written 
material and leafl ets on how to massage 
young babies. A number of mums and dads 
attended the baby massage session; 
which involved imitating the tutor, who 
demonstrated techniques on a model doll. 

Residents enjoyed the workshop experience 
and said that they would be continuing 
massaging their babies especially after 
bath times!

Sandra Fernandez demonstrates 
on a model doll.

Ekaya helped me 
move through a 
mutual exchange!
I have been a tenant with Ekaya for 
over 15 years. During that time my 
circumstances had changed. I was 
expecting my fi rst child. Because I 
was living in a one bedroom fl at 
eventually I was always aware that I 
would need to move.

As I am not fi nancially stable to get 
onto the property market, Ekaya 
subscribed me to Homeswapper. 
This is a great opportunity to relocate 
and keep the cost of living down. I 
was fortunate to fi nd a property 
within my Housing Association, a 
referral made by my Housing Offi cer, 
and then made the swap. I would 
recommend enquiring into mutual 
exchange as an option to those in 
need of moving home.

Success story: 
Emma Dibankeu
Emma moved into Fiola House with 
her two month old daughter, Maya, in 
November 2012. Emma is a fi rst time 
mother and needed support in 
parenting, budgeting and how to 
maintain a tenancy. Emma moved to 
Fiola House from foster care and has no 
close family network. She engaged well 

with the project, attended all meetings including residents’ meetings, 
keywork and budgeting sessions. 

Emma has developed excellent parenting skills through the support she 
receives as well as continuous attendance at parenting classes and ‘Baby 
and Me’ courses at the local Children’s Centre. She has demonstrated a 
mature and positive attitude in caring for Maya.

Ten months on and Emma and Maya have successfully moved into their new 
home. Emma is in college pursuing her dream of becoming a beautician. 

“Living at Fiola House has helped me in many ways. It has built my self-
confi dence and given me the support I needed to prepare me for 
independent living. I was happy to have someone to guide and support me 
when I needed assistance with sorting out my benefi t entitlement and 
contacting other support agencies. I found the key work sessions very helpful, 
it was like having a second parent to talk to knowing that someone is there to 
help and not to judge me. It is through those sessions that I have become 
more health and safety aware and learned about budgeting and prioritising, 
making sure my rent/service charge was paid on time. I have taken away 
these positives to my new home so that I can have a successful tenancy. 
Thank you Ekaya.” 

 l have taken away these positives to my new home so 
that l can have a successful tenancy. Thank you Ekaya

Zec Jacota 
and her son

MAKING THE RIGHT CHOICES



performance at a glance

CUSTOMER SATISFACTION  General Housing 2012/13 2013/14

Satisfaction with the overall service  target 80% 80% 88%

Satisfaction with the way Ekaya deals with repairs 70% 84%

Satisfaction with new homes 100% 100%

CUSTOMER SATISFACTION  Supported Housing 2012/13 2013/14

Satisfaction with the service   89% 87%

Satisfaction with participation 81% 81%

RENT ARREARS 2012/13 2013/14

Rent arrears  (Consolidated)  target 6.5% 8.2% 7%

Rent arrears  (General Needs)  target 7.5% 8.8% 7.4%

Rent arrears  (Supported Housing)  target 3% 6.7% 6%

Rent collection  (Consolidated)  target 100% 99.2% 96%

Rent collection  (General Needs)  target 100% 99.5% 99.6%

Rent collection  (Supported Housing)  target 100% 80% 97%

AVERAGE TOTAL RENT - £
per week General Needs  2013/14 2014/15

1 Bedroom   99.29 102.18

2 Bedrooms 118.36 122.52

3 Bedrooms 133.93 137.43

4 Bedrooms 149.28 156.24

5 Bedrooms 158.72 166.59

VOID LOSSES as a percentage 
of annual gross rent target 1.5% 2012/13 2013/14

General Needs   0.53% 0.7%

Supported Housing   7.2% 9%

REPAIRS COMPLETED ON TIME 2012/13 2013/14

Emergency Repairs  target 24 hours 100% 100%

Urgent Repairs  target 5 days 99.3% 98.5%

Routine Repairs  target 28 days 99.3% 99%

10
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Not only are we seeking to promote green initiatives, 
we have managed to get green on meeting our targets for 2014! 
We improved our customer and performance standards within our services. 
We have also reviewed our targets for next year and seek to further improve 
our key performance indicators.

VOID LOSSSES



financial performance

NUMBER OF COMPLAINTS 
RECEIVED

SUPPORTED HOUSING

GENERAL NEEDS 11

BALANCE SHEET 2014 2013

As at 31st March 2014 Group £ Association £ Group £ Association £

TANGIBLE FIXED ASSETS

Housing Properties at depreciated cost 42,628,636 42,628,636 40,781,546 40,781,546

Social Housing Grant (28,585,206) (28,585,206) (27,703,206) (27,703,206)

14,043,430 14,043,430 13,078,340 13,078,340

Other Tangible Fixed Assets 88,068 80,328 69,739 60,374

TOTAL FIXED ASSETS 14,131,498 14,123,758 13,148,079 13,138,714

CURRENT ASSETS

Debtors 206,474 185,466 297,008 277,140

Cash at Bank and in hand 3,483,513 3,313,231 3,725,258 3,625,359

3,689,987 3,498,697 4,022,266 3,902,499

CREDITORS: Amounts falling 

due within one year (609,448) (558,717) (554,179) (492,748)

NET CURRENT ASSETS 3,080,539 2,939,980 3,468,087 3,409,751

TOTAL ASSETS LESS CURRENT LIABILITIES 17,212,037 17,063,738 16,616,166 16,548,465

CREDITORS: Amounts falling 

due after more than one year 13,827,601 13,827,601 13,960,212 13,960,212

CAPITAL AND RESERVES

Share Capital 14 14 16 16

Designated Reserve 230,444 230,444 216,385 216,385

Revenue Reserve 3,153,978 3,005,679 2,439,553 2,371,852

17,212,037 17,063,738 16,616,166 16,548,465

CONSOLIDATED INCOME AND EXPENDITURE       2014 2013

For the year ended 31st March 2014  Group £ Association £  Group £ Association £

Turnover 4,340,833 3,867,117 4,167,314 3,798,180

Operating costs (3,076,477) (2,683,253) (3,008,018) (2,659,033)

Operating surplus 1,264,356 1,183,864 1,159,296 1,139,147

Interest receivable and other income 23,026 22,920 36,222 36,129

Interest payable and similar charges (558,898) (558,898) (646,841) (646,841)

Surplus on ordinary activities 728,484 647,886 548,677 528,435

Net transfer (from)/ to reserve (14,059) (14,059) 15,919 15,919

Retained surplus for the year 714,425 633,827 564,596 544,354

Revenue reserve at 01 April 2013 2,439,553 2,371,852 1,874,957 1,827,498

Revenue reserve 31 March 2014 3,153,978 3,005,679 2,439,553 2,371,852

A Sound Business
For the year ended 31 March 2014, Ekaya 
and its subsidiary Happy Nursery Days 
had a successful year in terms of its 
fi nancial performance. 

Ekaya Housing Association made a surplus of 
£648,000 and the Nursery made a surplus of £80,000. All 
surpluses generated by Ekaya and the Nursery are retained 
within the business to deliver better housing and services in 
the future; no money is paid out in dividends to shareholders. 

Ekaya invested almost £1.2 million net of grants in new housing 
in the year, completing 10 new general needs and 4 new shared 
ownership properties in Lewisham bringing the total number of 
housing units owned or managed up to 440 by the year end. The 
business has a balance sheet worth £17.2 million which contains 
cash balances of just under £3.5 million, giving Ekaya a strong 
fi nancial position to go forward with.

• In 2014/15 we aim to continue good working 
relationships with commissioners and to generate 
additional funding. 

• Maximise income and maintain fi nancial viability with 
value for money applied in all areas of expenditure 
through effective pricing and contract negotiation.

• Offer digital inclusion opportunities 
for our customers.
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DETAILS CORRECT AS AT 31st MARCH 2014

BOARD OF 
MANAGEMENT
Minal Goswami BA, MBA
Board Chairperson
Appointed: 21 May 2008

Michelle Nelson
Vice-chair
Appointed: 14 November 2011

Gordon Mattocks CIPFA
Treasurer
Appointed: 19 December 2011

John Barry
Appointed: 4 April 2012

Marion Schumann
Appointed: 18 September 2013

Patrick Horgan
Appointed: 30 July 2008 

Melvina Powell
Resigned: 5 October 2013

Maggie Scarlett
Resigned: 18 October 2013

Nusula Lunkuse
Tenant Board Member
Appointed: 1 September 2009

Justine Wharton
Appointed: 4 April 2012

Barbara Grant
Appointed: 4 April 2012

Adeola Oke BSc, MBA
Appointed: 30 July 2008 
None of the Board of Management 
members had any interest in any 
contract or arrangements with 
Ekaya Housing Association.

COMMITTEE 
MEMBERS
AUDIT & FINANCE 
COMMITTEE

Gordon Mattocks CIPFA
Chair

Minal Goswami BA, MBA

Barbara Grant

Adeola Oke BSc, MBA

Patrick Horgan

Michelle Nelson

POLICY & 
PERFORMANCE
COMMITTEE

John Barry Chair

Justine Wharton

Barbara Grant

Adeola Oke BSc, MBA

Nusula Lunkuse

Michelle Nelson
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PGCert BusA (Open)
Chief Executive Offi cer & 
Company Secretary
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