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Complaints (across Vicinity)

Service level 90.3%*
(% of calls answered 
within 30 seconds)

Average waiting time 10 seconds*

*Based on LHT where all calls are monitored

Number received within the year

Percentage resolved within target time

823

95%

Calls received: 188,277

Outbound calls: 135,079

Stock

Ethnicity

Customer calls (Vicinity total) Overall satisfaction with
services provided by landlord

Rent collected

ServicesFeedback Awards

Lettings Staff
How new tenants applied for
housing within Vicinity

Reasons for rehousingVicinty stock by tenure type 
(from April 2008)

Number of vacant properties 
within Vicinity (as at 31st March 2009)

Stock meeting decent homes standardRepairs completed to target  (%)

Time properties were empty
(vacant and available stock only)

Vacant and 
available to 
let

Long term 
voids
(awaiting 
demolition, 
sale or major
repairs)

All sustainable stock on target to meet decent homes standard by 2010

Fails DHS
(2008 Fails DHS
figure - 10%) 

Meets DHS

99%

1%

Nomination from LA 

Direct application
Internal transfer

Other

15%

242

19% 24%

42%

12% 2%

86%

Number of properties 
let within the year

General Needs

Supported &
Housing For
Older People

1,081

BME

White British

Ethnic origin 
not provided

Male

Female

BME

White British

Ethnic origin 
not provided

6% 5%

41%

89%

59%

Emergency

Urgent

Routine

Ethnicity

Gender

170 162

99.7 99.7 99.999.4 

79%

0

50

100

88.6%

Vicinity National Benchmark
(Housemark Sample)

2009200820072006

General Needs

Supported Housing

15,025

Housing for Older People

Shared Ownership

Managed Stock

Other

736

1,269

182

201* 

19

LHT Cobalt BBCHA

Overall satisfaction 

Satisfaction with 
neighbourhood
Satisfaction with 
repairs service

Satisfaction with taking 
account of views

Satisfaction with rent as 
value for money

Satisfaction with overall 
quality of accommodation

Satisfaction with 
customer care

86%

79%

81%

79%

77%

84%

90%

91%

80%

86%

84%

84%

91%

91%

89%

87%

79%

78%

87%

93%

87%

Vicinity is very proud of its commitment to continuous improvement, 
customer satisfaction and delivering results.  The results of the most recent
tenant satisfaction survey, with comparisons to previous results 
(2007) are below. 

(RVH excluded 1st year post transfer)

Strictly Regeneration! Winners in 2007, 2008 & 2009

Centre for Construction Innovation
North West Regional Construction 
Awards 2009 Client of the Year (finalist)

Construction News Quality 
Awards 2009 Supply Chain Integration 

National Construction Marketing
Awards 2009 Measuring Up Campaign (finalist)

West Lancashire Design Award 2009 New Residential Development 
(finalist)

Anthony Walker Young Citizenship 
Award 2009

Clitheroe Town Council Award 2009 Environmental Improvements

UK Housing Awards 2009 Creating Integrated and Safe 
Places to live

2009 Sustainable Housing Awards Transformation Award

Customer Service Excellence Award 2008 & 2009

Overcrowding

Need independence

Poor housing condition

Problems with health/disability

Other

Asked to leave by family/friends

130

180

48

89

153

77

180

516

Desire to be with family/friends

Need accommodation with support

*LHT is a contractor supporting LMH in the management 
of a further 7,650 properties in Liverpool

32 33

Where we own homes
Halton

St Helens

Knowsley

Liverpool

Sefton

Other
Wirral

Ribble Valley

13%

2%

67%

7%
1%

2% 7% 1%

200920082007

93.6% 

99.1%

97.7% 96.9%

98.7%

97.4%

96.8%

99.0%

97.8%

Forty weeks or more

Thirty to thirty-nine weeks

Twenty to twenty-nine weeks

Ten to nineteen weeks

Five to nine weeks

Three to four weeks

Two weeks or less

0.5%

0.2%

0.3%

3.3%

15.6%

22.3%

57.9%

70%

90%

80%
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Vicinity Group

Board of Management
Bill Tubey Chair
Bob Bowen
Sue Carmichael
Len Fleming
Phil Gandy Executive
Lee Heaven
Allan Knox                      Co-optee from September 2008
Jean Myers
Anne Seddon                     Executive
Andrew Thompson-Smith

Principal Officers 
Philip Gandy Group Chief Executive
Anne Seddon Deputy Group Chief Executive
Tony Dunne Group Director of Investment 

Head Office
Vicinity House 
12 Hanover Street 
Liverpool  L1 4AA
vicinity.org.uk

Jigsaw Neighbourhood 
Solutions Ltd

Board of Management
Philip Gandy
David Lambert
Anne Seddon

Principal Officer
Ian Fazakerley Divisional Director, Housing

& Neighbourhood Management

Office
Vicinity House
12 Hanover Street 
Liverpool  L1 4AA
lht.co.uk

Cobalt Housing Ltd

Board of Management
Bob Bowen Chair
Terry Bonner
Gary Foulkes
Cllr Roz Gladden to July 2008
Sue Jones
Pat Moloney Co-optee
Tommy Miller Co-optee
Peter Mitchell from May 2008
Cllr Phil Moffatt
Cllr Alan Walker from July 2008
Julie Roberts
Les Sefton
Viv Turner
Edna Whiteside

Principal Officers
David Lambert Managing Director
Ann Louise Gilmour Property Services Director
Stephanie Harrison Housing Services Director
Cy Powell Regeneration & New Business 

Director
Jon Webster Finance Director
Fiona Wilkie Performance & Review Director

Office
199 Lower House Lane 
Liverpool  L11 2SF
cobalthousing.org.uk

Ribble Valley Homes Ltd

Board of Management
Allan Knox Chair
Peter Ainsworth
Florence Bennett
David Cummins
Joyce Holgate
Joan Knight
Sally Little
Steve Richards                  to July 2009
Margaret Sutcliffe
Ira Wilkinson
Nina Worrell
Laura Quinton 

Principal Officer
Christine Grimshaw Managing Director

Office
44 York Street
Clitheroe BB7 2DL
ribblevalleyhomes.org.uk

2009
£m

2008
£m

2007
£m

2006
£m

Vicinity Group Financial Performance at 31st March 2009

*

Governance
Finance &

* Includes the sale of LHT Student Housing facility, Agnes Jones House

Income and Expenditure
Turnover 65.5 60.5 53.6 51.0

Operating Costs (49.9) (45.7) (39.7) (39.1)

Operating Surplus 15.6 14.8 13.9 11.9

Net Interest Charges (6.3) (5.0) (5.0) (4.7)

Surplus on sale of assets 1.0 3.5 13.4 6.4

Surplus for the year 10.3 13.3 22.3 13.6

Balance Sheet
Fixed Assets

Housing Property 459.6 417.6 346.9 326.8

Social Housing Grant (216.5) (204.3) (192.3) (186.9)

Other assets and investments 10.6 10.7 10.1 10.0

253.7 224.0 164.7 149.9

Net Current Assets (incl. pension asset) (6.0) 1.8 (0.8) (1.5)

247.7 225.8 163.9 148.4

Long term creditors
Long term loans 112.3 100.4 70.4 76.5

Other creditors (0.2) - (0.2) 0.6

Pension Liability 0.7 0.7 -   0.3

112.8 101.1 70.2 77.4

Reserves 134.9 124.7 93.7 71.0

247.7 225.8 163.9 148.4

Financial Key Performance Indicators
Gross Margin 24% 24% 26% 23%

Net Margin 16% 22% 42% 27%

Current tenant rent arrears 8% 8% 7% 10%

Rent losses on void properties 8% 8% 7% 10%

Gearing 35% 34% 28% 30%

Debt per unit £7,023 £6,344 £4,664 £5,044

Interest Cover 3.2 3.1 2.9 2.1
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Atrium City Living Ltd

Board of Directors
Steve Parry Chair 
Philip Gandy
Brendan Gleeson
Anne Seddon

Principal Officer
Brendan Gleeson Managing Director

Office
Vicinity House 
12 Hanover Street 
Liverpool  L1 4AA
atrium-cityliving.co.uk

Liverpool Housing Trust Ltd

Board of Management
Andrew Thompson-Smith Chair
Dave Blakey Executive
David Lambert Executive
Joyce Lyle to September 2008
Clare Nelson
Linda Perry
Frank Roche
Debbie Townsend to June 2009
Christine Valiant
John Cocker Co-optee From September 2008
Eric Armitage Co-optee From February 2009
Penny Feeny  Co-optee From February 2009
Syd Mills   Co-optee        From February 2009
Pippa McNichol Co-optee        From February 2009 

to June 2009

Principal Officers
David Lambert Managing Director
Dave Blakey Divisional Director, Finance
Simon Brown Divisional Director, Asset Management
Ian Fazakerley Divisional Director, Housing

& Neighbourhood Management
Brendan Gleeson Divisional Director, Development
Donna Kelly Divisional Director, Housing & Support 

Services
Alan Rogers Divisional Director, Regeneration
Sue Westwater Divisional Director, Planning & Strategy

Offices
Head Office & South Neighbourhood Office
Vicinity House, 12 Hanover Street, Liverpool L1 4AA

North Neighbourhood Office
211 Walton Road, Liverpool L4 4AJ

Runcorn Neighbourhood Office
Priory House, Northway, Runcorn WA7 2FS

lht.co.uk

Beechwood & Ballantyne 
Community Housing 
Association Ltd

Board of Management
Len Fleming                     Chair 
Steve Bedford 
Wayne Byrne 
John Cocker to April 2008
Vi Croft   
Wendy Evans             to May 2008
Linda Finn 
Betty Gouldson 
Ivan Johnston
Cllr A McLachlan
Cllr Chris Meaden    from January 2009  
Andrew Noon             from September 2008
Wendy Oram
Paul Pring from September 2008
Chris Rasburn          from September 2008
Cllr H Smith
Sharon Sumner         from September 2008
Eileen Turner 

Principal Officer
Andy Hall Managing Director

Office
Manor House, Beechwood Drive 
Beechwood, Prenton
Wirral CH43 7ZU
bbcha.org.uk36

We were saddened to hear of the death
of Peter McCarthy last year. This Annual
Review is dedicated to his memory.

Peter was a founder member of
Liverpool Housing Trust in 1965. 

He retained an active involvement 
with LHT until he left Liverpool in
1987, this included serving as Chair
from 1971 to 1972.  

He will be remembered for his 
enormous contribution to the 
establishment and development of LHT
and the commitment he showed over

many years.

Peter McCarthy
1919-2008

                                                         



If you require this information in an alternative format
eg: large print, braille, audio or in another language,

please contact our Customer Service Centre on 
01928 796000
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