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Introduction
Hightown is
proud to be one
of the UK’s fastest
growing Housing
Associations.
Hightown has a total housing stock of 6,400
homes and provides care and supported
housing in 85 projects.
Hightown delivered over 1,000 new
affordable homes in the last two years
and will provide a further 1,000 affordable
homes in 2019/20 and 2020/21.
Hightown’s annual turnover for 2018/19 was
£84.7 million, 31% of which related to care
and supported housing.
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Activities
Hightown has played a leading role in the
Homes for Cathy group – a membership
body of 76 housing associations campaigning
for more homes and support for homeless
people. The group wants to see housing
associations using their skills and resources
to make a difference to the lives of homeless
people. By sharing good practice, the
members can help to prevent homelessness
and provide permanent homes.

“In March 2019, the second annual Homes
for Cathy Conference was held in Central
London bringing members and like-minded
organisations together. Supported by the
Chartered Institute of Housing and Ocean
Media, the conference represents an
opportunity to discuss practical measures
we can all put in place to help prevent
people from becoming homeless in our local
communities. The conference heard from many
high profile speakers including Raquel Rolnik,
former UN Human Rights Council Rapporteur
on Housing.”
David Bogle, Chief Executive
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Purpose
This report will showcase Hightown’s social impact by putting a spotlight on some key
activities as examples of how Hightown works to improve lives through housing and
support.

•

Remaining committed to tackling homelessness

Hightown provides temporary housing and support for homeless people in five hostels in
Hertfordshire and in mother and baby and domestic violence projects. Hightown’s latest
results show that 36% of new and vacant homes were allocated to homeless households.
Hightown plays a leading role in the Homes for Cathy group of housing associations.

•

On-going investment in energy efficient measures

Hightown has a programme to install air source heat pumps to reduce fuel poverty.
Improvements to the energy bills of tenants in some of Hightown’s properties in Chesham over
2018/19 are highlighted within this report.

•

Continuing our Financial Inclusion service

Hightown has committed a long-term staffing resource to assisting tenants with help to access
benefits and signposting to other services. In 2018/19, nearly 600 tenants were assisted in
claiming over £100,000 in financial support.

•

Increasing independence of our Care & Supported Housing service users

Hightown has developed housing, care and support pathways with its local authority and
health commissioners to ensure that services meet the needs of service users when they need
it, while helping them move towards independent living. Improvements by service users at two
schemes in our Buckinghamshire mental health pathway are highlighted within this report.
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Impact
Tackling homelessness
Hightown work with local authorities and
the Homes for Cathy group to make a real
difference in the lives of homeless people, by
delivering new homes and reducing the use of
expensive temporary accommodation.

2018

66%

1%

Not homeless
(329)

6

82,310
Up 71% on
December 2010.

Hightown also has homelessness services,
such as the Open Door hostel and mother
and baby accommodation in St Albans,
Hertfordshire. Over the last two years
Hightown’s Social Lettings Agency has helped
over 70 homeless households to find secure
accommodation in the private rented sector.
This leasing scheme has taken nominations
directly from local authorities and as a
result families have not had to be housed
in bed and breakfast or other temporary
accommodation.
Figure 1 - the percentage of homeless people that
Hightown housed in the 2018/19 financial year

In June 2018,
the number of
households in
England in temporary
accommodation was:

33%

Stautory homeless
(163)

Other homeless
(7)

Since 2017, air source heating systems have
been installed into 26 Hightown properties.
Hightown has returned to some of these
properties to see the positive effects of the
installations. One of the main project sites
for the Air Source Heating Systems is Bowling
Court in Chesham (units shown in figure 3).
Tenants are able to control and monitor
their heating through a phone application
and many have noticed the benefits of the
new system and a difference in their energy
spending, with one tenant observing that they
had saved 50% on their heating bill.

Investment in energy
eﬃcient measures
Hightown is committed to reducing fuel
poverty and recognises the potentially life
changing impact to tenants from enabling
more manageable energy bills.
Air source heat pumps, such as the one
shown in figure 2, are designed to be efficient
in:
•

producing hot water

•

heating homes

•

lowering bills

•

providing renewable heat

Figure 2- example of an Air Source Heat Pump

One tenant, Krisztina said that her ‘electricity
bill has reduced, which is great’ and another
tenant, Miss Pocock, has seen a noticeable
decrease in condensation, due to the
improved airﬂow in the ﬂats.
Hightown is continuing to invest in this
renewable energy source and have installed
new air source heat pump systems at more
properties this year, six of which are at
Greatacre in Chesham, Buckinghamshire.
Figure 3- Air Source Heat Pump at Bowling Court

Many tenants have
noticed the beneﬁts
of the system and a
difference in their
energy spending

Our pension scheme is the Social Housing
Pension Scheme (SHPS). Our pensions scheme is
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Financial inclusion service
“My role is to help a tenant to
remedy their housing situation,
empower them to take control
of their ﬁnances and improve
their quality of life.”
John-Paul Smith, Financial Inclusion Oﬃcer

Tenants can sometimes experience
financial difficulties. Hightown’s Financial
Inclusion Officers are on hand to assist
tenants through these difficulties or who
need help applying for financial support,
such as Universal Credit. With this help,
many people have been able to clear
arrears on their rent account and avoid
eviction, pay off complex debts, receive
help furnishing their homes, and get back
into employment.
In the past year, the Financial Inclusion
service received nearly 600 referrals and
Hightown tenants have consequently
received over £115,000 to assist in paying
arrears or cover Housing Benefit.
This figure is a result of both the
Welfare Rights system and charitable
organisations. Of this £115,000, over
£34,000 was provided by Discretionary
Housing Payments, £32,000 from Personal
Independence Payment care, £18,000 from
Housing Benefit, £7,000 from Utility Grants
and nearly £2,000 from Charity Grants.
One of the Financial Inclusion Officers,
John Paul Smith, gave insight into the
importance of his role at Hightown:
“As a Financial Inclusion Officer at
Hightown, my role is to help a tenant to
remedy their housing situation, empower
them to take control of their finances and
improve their quality of life. I help tenants
sustain their tenancies, ensure they are
getting the correct benefits and help them
apply for discretionary housing payments
or to independent charities. When they are
in extreme financial hardship, I assist them
with getting help with gas and electricity
vouchers, food bank parcels, getting grants
to help with household bills or grants for
new white goods.”
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Examples of Hightown residents who beneﬁtted from the ﬁnancial inclusion service:

Rebecca, 21
Rebecca is a mum with Emotionally Unstable Personality Disorder and a
degenerative illness. She has been a social tenant for over a year, having
previously been in an abusive relationship and in the care system since
she was nine. Rebecca and her new partner had to become carers for an ill
grandparent, which resulted in a drastic reduction of their income and so
their bills suffered. Facing an eviction and potentially having her daughter
taken into care, one of Hightown’s Financial Inclusion Officers worked with
Rebecca and she was consequently awarded £1873 (with an additional £25
per week for the ongoing rent) from the local authority to clear her arrears
and additional support for council tax. A payment plan was set up and
Hightown helped her apply for Personal Independence Payments due to
her mental and physical health issues.

Rebecca was
awarded
£1973
from Local
Authorities

Simon, 45
Simon has been a Hightown resident living with his mother for two years.
Simon fell into financial difficulty when his mother was diagnosed with early
onset dementia, as he had to take time off work. Simon’s mental health
rapidly declined to the point where he was suicidal, as he describes his
situation as ‘scraping to be able to keep yourself above the water’. With
the help of our Financial Inclusion Officers, Simon has been able to receive
numerous benefits and grants including: Severe Mental Impairment Award
for council tax, a reduction of £4000 for gas and electricity bill arrears, a
Personal Independence Payment and a Severe Disability Premium for his
mother. Through the help that he has received, Simon is now clearing his
arrears and going back into full time employment soon.

“It was like
scraping to be
able to keep
your head
above water”

Hannah, 20
Hannah is a single mother to her six month old son. When Hannah moved
into her ﬂat, she could not afford to buy any new furniture and so was
referred to one of our Financial Inclusion Officers. They were consequently
able to obtain £1,200 from a charity to help Hannah furnish her ﬂat,
enabled her to purchase a number of household items such as a washing
machine and pots and pans. Hannah now feels confident that she can come
to Hightown if she needs support and feels happy knowing that people are
out there who can and want to help.

Hannah feels
conﬁdent that
she can come
to Hightown
if she needs
support
9

Independence of care and supported housing service users
Providing care and supported housing to over 800
people with a wide range of needs is an important
part of what Hightown does. These services enable
people to be more independent through support
and housing – helping people work towards goals
that encourage them to do more for themselves and
improve their access to choice and activities that
enhance quality of life.
Lane End Road and Shamrock House are two
Hightown projects in High Wycombe forming part
of the Buckinghamshire mental health pathway.
The service users at Lane End Road have usually
experienced long term mental health problems and
some have a learning disability, so care and support
is on hand 24/7. These service users are supported
to gradually rebuild their self-esteem and
improve their life skills so that they can move
into more independent accommodation, such as
Shamrock House (see figure 4).
Shamrock House also accommodates service users
with mental health issues but, unlike Lane End
Road, they are offered personalised support
when they need it so that they can also enjoy living
independently. It is hoped that these service users
can gain or regain the skills needed for living out in
the community (see figure 4).
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“

We enable people to be
more independent through
support and housing

”

Independent living
Supported living

Care home

Figure 4 - desired progression of tenants
in some of Hightown’s Care and Supported
Housing schemes
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Hightown Growth model
It is important to see how service users are
making changes to become more independent
and demonstrate their progression within
each scheme, as it shows that Hightown’s staff
are supporting service users to make positive
changes.
In order to show the progression of service
users in care and supported housing schemes,
Hightown has introduced the ‘Growth Tree’.
The six green growth areas of the tree
represent the six areas (communication,
feelings and relationships, managing
expenses, physical health, mental health and
responsibilities, living skills and safety) of a
person’s life.
The five stages in figure 6 describe how a
person will move through their journey of
support, with ‘you’re doing it for yourself’ being
the desired outcome.

Figure 5 - Growth logo

Figure 6 - stages used to measure service user progression
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Growth trees for service users at Lane End Road and Shamrock House can be compared (see
figures 7 and 8). The inner ring represents their initial score in 2017/18, using the stages in
figure 6.

Figure 7 - Growth Tree for a service
user living at Lane End Road

Figure 8 - Growth Tree for a service
user living at Shamrock House

Both service users’ Growth Trees show a general trend of progression in the six areas
assessed.
The service user at Shamrock House is further along their journey than the service user at
Lane End Road, which is expected given the nature of these services. It is positive that both are
moving forward in their journeys and receiving the help that they need to grow.
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Resident experiences
Hightown residents from Lane End Road and Shamrock House tell us about their
experience:

Theresa has been a service user at Lane

End Road for over 5 years and historically
lived in care. Theresa likes the support that
she receives at Lane End Road as the staff
are enthusiastic and they help her to look
after her finances. Not only does Theresa go
on regular outings with her support worker
but she also benefits from taking part in
many of the activities available to tenants at
Lane End Road, particularly when they do
day trips to places such as Bournemouth
and the theatre. Theresa feels that she is
independent in many ways but benefits
from the emotional support that the staff
offer.

Phillip is a supported living service user at

Shamrock House who previously lived at
Lane End Road. Despite having Paranoid
Schizophrenia, Phillip has progressed in
many ways since moving to Shamrock
House, particularly when it comes to
keeping his ﬂat clean and tidy. In October
2018, Phillip was able to clear out a lot
of clutter from his ﬂat without any staff
support or prompting.

Theresa feels that she is
independent in many ways but
beneﬁts from the emotional
support the staff offer.

Anne suffered with mental health issues
and moved into Lane End Road three and a
half years ago. She likes wildlife and enjoys
spending her spare time watching the bird
box in the garden of Lane End Road. Anita
receives support with weekly tasks such
as shopping, going to the doctors and
household chores and has consequently
made a lot of progress since living at Lane
End Road. She is now looking to move to her
own ﬂat in North Wales where she will be
closer to her daughter.

Jane has been a service user at Shamrock

House for nearly four years and receives
support to deal with her finances, cooking
and cleaning. Jane feels that she now takes
pride in her appearance, her ﬂat is clean
and she has even begun to enjoy doing
the household chores. She believes the
support has enabled her to become more
independent and she feels secure knowing
that people are there to help if she needs it.
Jane feels secure knowing that
people are there to help if she
needs it.
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Results
Outputs
Build 200 homes a
year to let at submarket rents.

Indicator
Number of new homes
completed for rent at
sub-market rents.

Let those 200 new
Number of new homes
homes for sub-market let at sub-market rents.
rents to people from
local authority housing
registers who cannot
afford to rent or buy
at market rates.

Build 100 new homes
per year for shared
ownership.
Part sell/part rent
100 new shared
ownership homes a
year to people who
cannot afford to buy
outright.

Results and further impact
Hightown completed 407 new homes
including 294 to let at sub-market rents.
Hightown’s housing stock has grown to
6,383 units.
Hightown also completed one
commercial shop unit, which provides
additional local employment.
Hightown let 294 new sub-market rented
homes, and re-let over 100 existing
properties to people from local authority
housing registers, including 200 to
homeless people.
In total, over two years, Hightown has
provided new homes to over 1,000
people from local authority housing
registers who could not afford to rent or
buy at market rates.

Hightown also let 58 Intermediate Rent
properties.
Number of completed
Hightown completed 113 new shared
shared ownership homes ownership homes.
in year.
Number of new shared
ownership homes built.

Hightown sold 124 new shared
ownership homes in the year and 88
existing shared owners bought a higher
proportion of their home (staircased),
including 34 who purchased the whole of
the remaining equity.
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Summary
In summary, this report has highlighted some of Hightown’s activities in the last
financial year, including remaining committed to tackling homelessness, on-going
investment in energy efficient measures, continuing the Financial Inclusion service and
increasing independence of our care and supported housing service users.
The financial year was another successful year for Hightown – reinvesting surpluses back into
the development programme and delivering 407 new affordable homes. Hightown has just
under 2,000 units in the development pipeline with a strategic objective to deliver around 400
new homes for each of the next five years.
External benchmarking activities, via organisations such as HouseMark, continue to
demonstrate that Hightown is a strong performer, for example, with the lowest general
needs property management cost per unit and low overhead costs within its peer group.
Its care and supported housing services have continued to thrive – Hightown has been
reducing staff vacancy rates and investing in the learning and development of its workforce.
This work has been recognised with shortlisting for two national awards (Great British Care
Awards and UK Housing Awards) and Hightown’s first CQC outstanding rating for ‘responsive’.
Despite the difficult headwinds facing care providers Hightown is working to mitigate any
reduction in the quality of services. Service managers maintain frequent contact with key
commissioning partners facilitating a role for Hightown as a strategic partner in its key areas of
delivery - Hertfordshire, Buckinghamshire, Bedfordshire and Berkshire.
Hightown is committed to acting as a key placemaker within the communities it serves.
The annual Staff Conference offers staff the opportunity to give even more back to our
communities through volunteering activities. Hightown also supports the Hertfordshire
Mind Network charity and participates in various events throughout the year to raise both
awareness and money.
Hightown sees the importance of working as part of a bigger picture of both housing and care
providers, and invests time and leadership into national groups, such as chairing the Homes
for Cathy group of housing associations working to prevent homelessness. Hightown is also
actively involved in the Chartered Institute for Housing (CIH), National Housing Federation
(NHF) and Voluntary Organisations Disability Group (VODG).
Contributors: Lydia Eglington, Kate Surplice, Isabel Connolly, Ellie Spall and Nick Brentnall
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