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Overview

Hightown is a charitable housing association whose 
aim is to help those who are vulnerable or disabled 
or who cannot afford to buy or rent at market 
rates. We do this by building hundreds of much 
needed new affordable homes and providing care 
and supported housing for a wide range of people. 

We operate across the South East (mainly in 
Hertfordshire, Buckinghamshire, Bedfordshire  
and Berkshire).

We are growing quickly and in the next two  
years our development programme will deliver 
1,200 new affordable homes.

Our operations touch the lives of a wide range 
of people: from people with severe learning 
disabilities, to young couples struggling to  
move out of their family home.

We believe that everyone should have a home  
and the support that they need.

About Us
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£

Homes managed

5,500

Annual turnover of

£71m

Care and support services

80

Number of staff

800



About Us (continued)

History
2017 marks Hightown’s 50th anniversary. 
Hightown was founded on 19th July 1967 in Hemel 
Hempstead by a group of nine volunteers with a 
loan of £50. Since then the organisation has grown 
into a major local housing and care provider.

Along the way there have been mergers with 
several housing associations, most significantly 
with Praetorian Housing Association (in 1995) 
and St Albans District and Churches Housing 
Association (in 2003). 

Although much has been achieved in the 50 years 
since Hightown was formed there is still a housing 
crisis and record numbers of people are homeless 
and/or sleeping rough.

Hightown owes a debt of gratitude to the founding 
members of those early housing associations, in 
particular to Peter Benton, Philip Mayo, Pat Larner 
and Margaret Lewis. Their original vision still 
informs our social purpose today, and this year  
we plan to celebrate all that has been accomplished 
in the past 50 years.
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Vision and Values 

MISSION
As a charity, we build new homes and 
provide excellent housing and support.

VISION
We believe everyone should have a home  
and the support they need.

VALUES
Our residents and service users come first. 

We treat people with respect, promoting 
independence and choice.

We value our staff who are key to  
delivering excellent service.

We are cost effective without  
compromising standards or safety.



Areas of Operation
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Buckingham

Aylesbury

BUCKINGHAMSHIRE

BEDFORDSHIRE

HERTFORDSHIRE

High Wycombe

Amersham

Hillingdon

Watford

Hemel
Hempstead

Berkhamsted

St Albans

Cheshunt

Stevenage

HitchinLeighton
Buzzard

Milton Keynes

Slough

Bracknell
Wokingham

BERKSHIRE

522

394

1,570

382

1,278

98

208

129

27

30

128

105

140

240

77

170

80 174

51
303

15

87

19

391

12

46

90

4 *

12 *

44 *

Local Authority Units Owned 
/Managed

Units in 
Pipeline

Aylesbury Vale 522 326

Broxbourne 140 –

Central Beds 240 63

Chiltern 170 43

Dacorum 1,570 447

East Herts 128 107

Hertsmere 391 29

LB Hillingdon 12 –

Luton – 82

Milton Keynes 27 19

North Herts 208 –

South Bucks – 12

St Albans 1,278 53

Stevenage 90 –

Three Rivers 174 18

Watford 303 –

Welwyn Hatfield 46 –

Wycombe 87 13

Total 5,386 1,768

Figures as of 31st March 2017 
* Service transferred to Hightown in 2016/17



It has been a year of considerable growth 
and activity for Hightown. We increased 
our annual turnover by 24%, welcomed 
240 new staff into the Association and 
developed 264 new affordable homes.

Our growth has helped us to cope with the  
effects of the Government’s rent cuts without 
having to reduce services.

The year has seen us invest considerable sums  
in building new affordable housing, the results  
of which will become apparent in 2017/18  
and beyond as those homes become ready  
for occupation.

We appear to be entering a period where our 
key objective of building affordable homes for 
people who are homeless or who cannot afford to 
buy or rent at market rates will be welcomed by 
the Government. We are pleased to see that the 
new, post-referendum Government of Theresa 
May and new ministerial team at the Department 
of Communities and Local Government are 
encouraging housing associations to build more 
homes and appear to want to work positively and 
collaboratively with our sector.

Working with the Homes for Cathy group of 
housing associations, the Cardboard Citizens 
theatre group and others, we have been involved 
in highlighting the 50th anniversary of the first 
showing of Ken Loach’s BBC drama documentary, 
Cathy Come Home, and drawing attention to the 
rising numbers of homeless families in temporary 
accommodation today and rising numbers of rough 
sleepers. Although housing associations have built 
hundreds of thousands of new homes in the last 
50 years, there is still much more to be done and 
Hightown will play its part.

Chairman’s Report
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“We are pleased to see that the new, 
post-referendum Government of 
Theresa May and new ministerial 
team at the Department of 
Communities and Local Government 
are encouraging housing associations  
to build more homes… 

Tony Keen 
Chairman



A major part of our work is in providing housing and 
support to vulnerable and disabled people (including 
homeless people). In 2016/17, we took over social 
care contracts from another housing association 
in Buckinghamshire and Berkshire, mainly for the 
support of people with learning disabilities. 

These new services increased our turnover in care 
and supported housing from around £16 million 
a year to about £24 million a year. We took on 
130 new service users and 240 new staff. We also 
opened a new housing development in Hemel 
Hempstead in partnership with Herts County 
Council to provide supported living to ten people  
in their own specially designed flats with staff 
based in the service.

Early in the year, we were one of the first 
housing associations to be subject to an In Depth 
Assessment by our regulator, the Homes and 
Communities Agency, under their new regime.  
The regulatory team visited Hightown, reviewed 
data on our performance and interviewed staff and 
Board members. We were pleased that, following 
the assessment, our Governance rating of G1 was 

Chairman’s Report (continued)
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confirmed and our financial viability rating was 
increased from V2 to V1.

However, the Hightown Board decided that 
an external review of our governance and its 
effectiveness would be beneficial. This review was 
conducted in the autumn of 2016 and concluded 
that overall Board oversight was effective and 
proportionate but that some amendments to 
the Committee structure and to the general 
governance support arrangements were needed to 
ensure that Board members were able to prioritise 
the more strategic aspects of their work.

We expect to build over 1,200 homes in the next 
two years so it is important that our governance 
arrangements and our systems and processes are 
able to cope with this considerable and ongoing 
growth. Our Business Transformation team, set up 
two years ago, has made considerable progress 
in reviewing the way we work and introducing 
wide-ranging improvements benefitting all parts 
of the organisation. This has helped us to deliver 
performance in 2016/17 that ranks highly in 
comparison with our peers in the sector.

But we also need the continued support of our 
funders, commissioners, local authority partners 
and our many other stakeholders. We have been 
able to put new lending facilities in place to fund 
our building development programme and we 
continue to benefit from appropriate grant  
funding from the commissioners of our care  
and supported housing work.

There are challenges ahead from further welfare 
benefit cuts, from uncertainty over rent levels from 
2020 onwards and from the effect of Local Housing 
Allowance caps particularly in supported housing.

I am grateful for the hard work and dedication 
of our staff and of our Board and Committee 
members during a very busy but rewarding year  
for Hightown.

Tony Keen 
Chairman
6 July 2017
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Our Care and Supported Housing  
activities grew considerably in 2016/17  
as, in July 2016, we took over contracts  
for 30 learning disability services in 
Buckinghamshire and Berkshire from 
another provider. 

The transfer involved approximately 130 service 
users and 240 staff. For much of the rest of the 
year we were working to welcome the new staff 
and residents to Hightown and to adapt systems 
and processes so as to assimilate the new services 
as smoothly as possible.

We were delighted to open a new, purpose built 
supported living scheme in Hemel Hempstead 
for eight young adults in partnership with 
Hertfordshire County Council. The large one-
bedroom flats have adaptations to enable the 
residents to live independently despite their 
disabilities with support from our on-site team.

We published our Social Impact Report on our 
housing and support work with homeless people 
in St Albans. Using outside consultants – RSM 

Care and Support
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Consulting – and approved techniques for 
evaluating outcomes, we were able to demonstrate 
almost £600,000 per annum savings to Health, 
Police and Local Authority budgets across our  
three homelessness services. 

The aim of our services is to provide a pathway 
from homelessness, low self-esteem and  
isolation through to permanent housing,  
training and employment.

It is like being in a large family looked 
after by very caring, respectful and 
understanding staff who treat you  
with dignity and who make each person 
feel special. 

Timothy Muirhead 
Former service user who recently moved  
on from supported living at The Elms

“



StatisticsHightown developed 264 new affordable 
homes in 2016/17 across Hertfordshire, 
Buckinghamshire and Bedfordshire  
with 80% of the homes for rent and  
20% for shared ownership.

Work continued on our major site of 130 affordable 
flats in Maylands, Hemel Hempstead and we 
acquired two sites in Luton where Hightown has 
not previously worked. We were delighted to 
complete a development in Harpenden – the first 
affordable housing scheme there for many years  
– and handovers began to come through at the  
large Spencer Park scheme in Hemel Hempstead  
– when completed Hightown will have 143 homes  
for affordable rent there.

Our development pipeline is strong with 1,200  
new homes planned for the next two years.  
We are ‘doing our bit’ to build much needed  
new homes and reduce homelessness.

Development
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68

Aylesbury Vale

38

East Herts

16

Wycombe

35

Chiltern

14

North Herts

65

Dacorum

28

St Albans

New homes delivered 
2016/17

264

Investment into the 
development programme 

2016/17

£80m

Total 264

Proportion of homes  
for rent

80%

Homes in the pipeline 
2017/18

731

Homes in the pipeline 
2018/19

611

Breakdown of new homes



The house is a really good quality 
build. It overlooks the park and is 
set back from the main road, so it’s 
great for our daughter as well as 
being nice and quiet. The staff at 
Hightown have been fantastic. 

The Wright Family 
New homeowners in Aston Clinton

“



Hightown have also been helpful 
and responsive landlords. It was a 
great feeling to have peace of mind 
that we had managed to get our 
foot on the property ladder. 

Bettie Chikoto   
Intermediate renter 

“



This year we launched our new Social  
Lettings Agency which aims to help local  
authorities keep people out of bed and 
breakfast accommodation by leasing 
homes from private owners/landlords  
to let to homeless families. 

The owner/landlord gets a guaranteed income  
and his property looked after while the family  
gets a good quality, temporary home while they 
search for permanent housing.

Our Residents Survey showed an improvement 
in satisfaction across all areas; in particular the 
satisfaction with resident involvement increased 
by 6%. Our lettings performance remained in the 
top quartile while our rent arrears levels continue 
to reduce. Average sales times for our new shared 
ownership properties improved considerably.

Housing Management

General needs lettings

317
Average void time

15 days
Number of sales

63

Revenue from sales

£9.4m
Arrears

2.55%
Satisfaction with repairs

93%

Resident satisfaction

84%
Residents using online self-service

1,449
Homes for social lettings

40

£
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Summary Financial Statements

Statement of Comprehensive Income 
as at 31st March 2017

2017 
£’000

2016 
£’000

Turnover 62,785 50,687

Operating costs (43,294) (34,033)

Surplus on sale of properties & other fixed assets 2,975 3,190

Operating surplus 22,466 19,844

Interest receivable and similar income 138 1,522

Interest and financing costs (6,530) (7,100)

Surplus for the year 16,074 14,266

Actuarial (loss)/gain on defined benefit pension scheme (127) 38

Unrealised gain/(loss) on revaluation of investments – (19)

Total comprehensive income for the year 15,947 14,285 

Statement of Financial Position 
as at 31st March 2017

2017  
£’000

2016 
£’000

Tangible fixed assets

Housing properties 523,033 456,851

Other fixed assets 5,740 5,680

Investments – other 1,905 2,630

Total fixed assets 530,678 465,161

Current assets

Properties for sale 7,765 11,290

Trade and other debtors 5,568 2,942

Cash and cash equivalents 14,484 16,536

27,817 30,768

Creditors: Amounts falling due within one year (21,783) (16,192)

Net current assets 6,034 14,576

Total assets less current liabilities 536,712 479,737

Creditors: Amounts falling due after more than one year (437,471) (396,570)

Provision for liabilities

Pension Liability (417) (290)

Total net assets 98,824 82,877

Capital and reserves

Share capital – –

Income and Expenditure Reserve 98,657 81,986 

Restricted reserve 167 167

Revaluation reserve – 724

Total reserves 98,824 82,877 
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Performance Indicators
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Lettings 2017 2016

New lettings

Social rent 7 25

Affordable rent 194 266

Intermediate rent 2 1

Shared ownership sale 63 65

Care and support 8 12

Re-lets

Social rent 96 111

Affordable rent 20 16

Intermediate rent 38 30

Care and support 198 237

Lettings to ethnic minorities 19.30% 23.24%

Lettings to statutorily homeless 35% 35.41%

Voids

Average number of days before letting (general housing) 15 14

Rent (general housing)

Rent collected 100.3 100.5

Rent arrears 2.55% 3.11%

Average rents (social rent)

Bedsit £83.32 £84.17

1 bedroom £102.84 £103.71

2 bedrooms £118.49 £119.69

3 bedrooms £139.25 £140.55

4 bedrooms £153.76 £155.38

Repairs 2017 2016

Completed on the first visit 85% 85%

Overall satisfaction with the repairs service 93% 92%

Average time to complete a routine repair 11 days 10 days

What sort of properties do we have? 2017 2016

General housing properties for rent 3112 2883

Intermediate and Rent to HomeBuy properties 222 220

Retirement leasehold properties 209 209

General leasehold properties 503 443

Shared ownership 659 654

Supported housing 505 498

Supported housing owned by Hightown  
but managed by other agencies

101 114

Registered care and nursing home spaces 75 55

Total 5386 5076



Meet Our Board
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Tony Keen
Chairman 
Former Business 
Owner and CEO

Oliver Burns
Former Chief 
Financial Officer

Cliff Hawkins
Retired property 
Fund Manager and 
Chartered Surveyor

Steve Johnson 
Property Infrastructure 
Director for 
international data 
centre and Chartered 
Surveyor

David Skinner  
Director of Finance

Susan Wallis 
Director of Operations

George Edkins 
Director of Development

David Bogle 
Chief Executive

Mark Carter 
Director of Business Transformation

Dave Black 
Director of Care and Support Housing

Frances Kneller 
Housing Consultant

Robert 
McNaughton
Chartered 
Accountant

Andrew Rose 
IT Director

James Steel 
Commercial 
Consultant and 
former banker

Board Directors

From left:



Hightown Housing Association Limited 
Hightown House, Maylands Avenue, Hemel Hempstead HP2 4XH 
T 01442 292300 F 01442 215978 E communications@hightownha.org.uk 

 @hightownha www.hightownha.org.uk


