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CHAIR & CHIef exeCutIve’s RepoRt 

We have entitled this year’s report “Enabling Independence”, to highlight the very valuable work that we have continued in 
supporting people in their homes and providing specially adapted disabled units.  Throughout this report you will see some 
remarkable stories of individuals and families who have improved their lives through the efforts of Apna Ghar, without which many of 
our clients and tenants would have been forced to move to costlier forms of accommodation such as care homes or hospitals.

The report also contains important facts and figures regarding our support services that we provide.  We have continued to provide 
high quality services within a very tough operating environment, working with our Local Authority partners to deliver housing support 
at the same or reduced costs from previous years.

We recognise that the future will continue to be challenging with the Government’s welfare & tenancy reforms, affordable rents 
framework, reduction in grants, and the personalisation agenda; Apna Ghar is ready to adapt to the changing landscape and 
determined to continue to use our vast experience to improve the lives of our tenants and service users.

This year has been a very successful one, in which we continued to grow the numbers of homes in management due to two schemes 
coming on stream in Stanmore, Harrow and in Islington, developed by A2Dominion and the Guinness Trust respectively.  We also 
purchased six 3-bedroom houses in Wembley from Octavia Housing.

As well as holding some focus groups with our tenants, we also carried out a Tenant and Support Service Users’ Satisfaction Survey 
within the year.  This gave us some valuable information regarding the clients’ perception of the services that we deliver and the 
areas for improvement, which are captured within a Service Excellence Plan for the 2011-12 Financial Year.  Some of the areas that 
we are working on are:

• Improving Repair Services
• Expanding the methods by which tenants can pay their rent
• Undertaking a full Stock Condition Survey of our owned stock

Our continued success is due to the talent, dedication and hard work of our staff and Board Members, who are fully committed to the 
values of Apna Ghar.  We would like to thank them for their contributions.  Finally we thank our partner Housing Associations and 
Local Authorities (the full list of which appears on the back cover) who provide us with homes to manage, as well as commissioning 
our support services.

MIssIoN stAteMeNt

Apna Ghar  
Meeting housing and support needs of disabled people

Apna Ghar continues to champion the issues that concern disabled people, we are making a positive impact on 
vulnerable and marginalised communities.

Apna Ghar also believes that to ensure an inclusive society, disabled people should have equal opportunity and access 
to all services.

Apna Ghar believes that the important thing is to offer the clients appropriate support and get them back to 
independence.  We ensure that we provide our clients with the support they need and make the proper and right 
connections with the appropriate partners to make that happen.

 

Main Achievements for the 2010-11 fY
• extended supporting people Contracts with 6 London Boroughs for a further year in tough 
 economic conditions
• Received very high satisfaction ratings from support Clients captured in a tenant and support service   

 users’ satisfaction survey
• published our first special Report to tenants (covering tsA standards) and held a series of focus groups 
• purchased six 3-bedroom houses in Wembley from octavia Housing
• took on the management of 9 additional wheelchair adapted homes – 5 on the Barnsbury estate, Islington  

 (in partnership with the Guinness trust) and 4 homes in Hitchin Lane, Harrow (in partnership 
 with A2Dominion)
• Continued our work placement scheme with one of our volunteers gaining full-time employment with   

 another Housing Association
• Joined a benchmarking group and revised our performance monitoring data collection
• Introduced Client Insight form to improve information on the  profiles of our tenants and support 
 service users

Main targets for the 2011-12 fY
• secure as many of the current supporting people Contracts and win new contracts in other 
 London  Boroughs
• Grow the numbers of homes in management by 10
• purchase 10 new homes
• Complete a full stock Condition survey of Apna Ghar owned properties and develop an Asset Management  

 strategy for these homes
• Deliver agreed actions of the service excellence plan
• Raise private finance for new homes

ACHIeveMeNts AND tARGets

Noreen Sumra                               Jai Dosanjh
Chair Chief Executive



INvoLvING ouR teNANts IN IMpRovING seRvICes

Last year we reported on four actions that the Board had agreed which 
would help us improve our services to our tenants. these are listed below 
with an update on the progress we have made over the last year.

using the results of the recent tenant satisfaction survey,  
we want to focus on the areas that we have been told are our 
weaker points. for example, when asked about satisfaction 
levels with repairs and maintenance 27% of responses were 
negative and 51% were positive. satisfaction with the way 
that anti social behaviour is dealt with generated responses 
of 31% negative and 48% positive. these were two of our less 
successful service areas.  

Both of these are complex services to improve as there are 
so many stages to go through between an initial report and 
the end of the process. We want to delve deeper into what 
elements of these services tenants are less satisfied with. 
But rather than carry out yet more surveys ourselves, we want 
to involve some of our tenants in talking to people who have 
reported a repair or anti social behaviour. By doing this, we 
think we will get more honest and more complete responses 
and we will also have equipped some of our tenants with 
interviewing skills and involved them in our efforts to improve 
the way we work.

We also feel it is important to persevere with our efforts to 
bring tenants together to talk about local issues. organising 
this with nearly 300 tenancies spread across different 
Registered providers who operate in several London boroughs 
and with nearly two thirds of our tenants who live with some 
form of long term illness, health problem or disability is a 
challenge, but one that we are determined to meet with some 
creative solutions. this means thinking of techniques that do 
not necessarily feature traditional meetings but which make 
use of new technologies and which can involve people without 
them having to leave home. 

In compliance with tsA guidance, we produced an annual 
report for tenants in october last year that set out in more 
detail how we planned to meet the six national standards 
(under the general headings of Home, tenant Involvement, 
tenancy, Neighbourhood and Community, value for Money and 
Governance and viability) and our own local standards. We will 
publish another report this october reporting on how we have 
progressed against these standards and how we plan to take 
forward new proposals.

Despite the Government’s plans to dissolve the housing 
regulator, the tenant services Authority, and to apply a much 
more ‘hands off’ approach to inspection and regulation, we 
are committed to involving our tenants more. We regard it 
as particularly important to work in partnership with them to 
improve the services we provide.

Action from 2010 ProGress in 2011

Collate existing and expand the 
amount of information we hold on 
our tenants in order to better tailor 
our individual service to them. 

We have introduced a new client insight form. In addition to basic details of  
household composition etc., we now also collect data on how our tenants prefer to 
be contacted and how they wish to be involved in our decision making. so far we 
have gathered this enhanced information from nearly 60% of our tenants.

Commission a new tenant  
satisfaction survey.

this was carried out between september and November 2010. some of the headline 
results are referred to opposite. We also asked our tenants in the survey about their 
preferences and interest in becoming involved in consultation exercises. 

Join a benchmarking club of similar 
sized housing providers who deliver 
a similar range of services. 

We have joined the London BMe Benchmarking Group which will help us compare 
our performance with our peers.

set up two local focus groups for 
tenants to look at specific concerns 
in their area.

Meetings were held in forest Gate, Newham and Wembley, Brent. More information 
on these and our future plans are reported opposite.



CAse stuDY - Meet tHe J fAMILY

this family consisting of a couple and 3 adult sons had lived in 
an Islington Council property for a number of years but had to 
move when one of their sons became disabled in his early 20’s.

the family went through life changing experiences with the son having to adapt to life in a wheelchair and 
the father having to become his full time carer.  their new 4 bed town house is managed by Apna Ghar on 
behalf of the Guinness trust and is fully adapted for wheelchair use including an internal lift.  the location 
of the home on the Barnsbury estate is close to all local amenities and has enabled the family to keep close 
links with their friends, family and support network in the area. since moving to their home in November 
2010, the family have been able to continue to live together and maintain their independence.

the son commented; “overall, I think my life is better living in this house.  I feel I can make more friends and 
get around more easily than at the other house.  I am also happier and it feels like I never had a life or hope 
before moving to this house.  since moving here, I like my own company and have more of a positive 
outlook on life”.

Miss D was referred to Apna Ghar by Brent’s Hospital 
Discharge team through the Brent startplus team in 
November 2009.

Miss D is a disabled lady full of life whose support needs included reviewing her benefit entitlement, 
acquiring necessary adaptations to maintain independence, mobility and accessing the wider 
community.

Miss D is now receiving her correct benefits and her income has been maximised.  she also has 
greater mobility with the use of taxi-Card and Dial-a-Ride services, and is able to access the 
community more.  following a referral to the occupational therapy services, some adaptations are 
now in place and we are still waiting for the major adaptation for the fitting of a walk-in-shower.

With the support she receives, Miss D’s quality of life has been greatly enhanced and she has 
attained greater independence. In her own words, Miss D said ‘the support l receive from Apna Ghar 
is excellent’.

CAse stuDY - Meet MIss D



Mrs o is elderly and has mobility problems due to a trapped 
nerve in her spine. Her current home is not adapted for  
her needs and she was referred to Apna Ghar via a voluntary 
organisation in Islington.
Mrs o was involved with Apna Ghar in identifying 
her needs which included reviewing and maximising 
her benefits & income, need for rehousing due to 
her frailty and having to deal with AsB problems, 
aids and adaptations to maintain better health and 
enhance further independence.  finally, developing 
her skills and confidence to enable greater choice 
and involvement within the community.

A plan was agreed with Mrs o and the support 
Housing officer (sHo) and the support is provided 
through regular home visits and joint visits with 
key individuals such as her social worker and 

occupational therapist.   
she has appreciated the support being provided 
at times that are convenient to her.

the sHo has helped with completing benefit 
review forms including Attendance Allowance, taxi 
card applications, referral to occupational therapy 
and registering her on the council’s housing 
register. 

Mrs o has been very positive about the support 
provided by Apna Ghar as it has helped to have 
a more comfortable life.

CAse stuDY - Meet MRs o

the family had been living in an overcrowded one bedroom 
flat with their small daughter for two years. they qualified 
under Apna Ghar’s transfer policy and were offered a two 
bedroom flat in the same block. 

this family had waited for two years for the move, finding it difficult living in such cramped 
conditions.  the daughter’s health was being affected.

the family’s life has much improved since the move and they have a better quality of life now, 
by having more space and their daughter having her own bedroom. the family say their daughter’s 
development has also improved and they are all very happy with their new home.

CAse stuDY - Meet MR & MRs A



Miss e has long standing alcohol abuse issues as a result 
of which she suffers from peripheral neuropathy.  this has 
significantly affected her mobility and due to the high number 
of falls she has had she also suffers from panic attacks.

When she was referred to Apna Ghar she was socially isolated and unable to go out at all. 
she was unable to do her shopping and pay bills and often had re-lapses. 

Her main support needs included maximising benefits, applying for Dial-a-Ride and making a referral to 
a befriending service.  By being able to use Dial-a-Ride she now attends Brent outreach engagement 
team regularly and is therefore able to receive professional support to remain abstinent.

Miss e is more confident with going out and is able to do her shopping and pay her bills regularly. By 
having meaningful things to do with her time she maintains a positive attitude. With support she has 
managed to significantly reduce her reliance on alcohol and is making swift and positive progress. 

Miss e often expresses how grateful she is for Apna Ghar’s support.

CAse stuDY - Meet MIss e suppoRt seRvICes - sAtIsfACtIoN LeveLs

2.     suPPort service users were Asked to rAte their sAtisfAction with APnA GhAr services.
neGAtive Positive 

Your support plan 11% 78%

Information, advice and advocacy 11% 82%

providing advice about welfare benefits 15% 77%

Help managing your finances 15% 76%

Help managing your health and well-being 16% 77%

Help dealing with other organisations 12% 82%

Dealing with tenancy issues 16% 82%

Referrals/help dealing with specialist services 10% 79%

Advice on re-housing options 14% 75%

Help with your social activities/networks 14% 79%

overAll rAtinG for suPPort service 12% 82%

1.     overAll sAtisfAction
seRvICes pRovIDeD BY ApNA GHAR neGAtive Positive

support service users 11%       81%                                 

3.     contAct with suPPort workers
support service users were asked to think about the service they receive from their support worker and rate how strongly 
they agree or disagree with the following statements. they were also asked to give an overall rating for the services they 
receive from their support worker.

neGAtive Positive 
I am involved in creating my support plan 10 79
My views are taken into account 8 83
My needs are reviewed on a regular basis 11 79
I am treated with respect 5 86
I am treated fairly 10 83
I am kept informed of things which affect me 14 79
I get visits as frequently as I expect 14 77
My support worker keeps to appointments 8 87

overAll rAtinG for services of suPPort worker 9 83

4.     sAtisfAction with communicAtions - suPPort service users
support service users were asked how satisfied they are with the way Apna Ghar communicates with them.

negative Positive 
You understand your support plan 6% 84%
Apna Ghar keeps you informed about things that affect you as a service user 6% 86%
You understand Apna Ghar policy on confidentiality and data protection 3% 85%
You know who to contact in an emergency 6% 85%
Apna Ghar deals effectively with complaints 7% 87%

NoReeN suMRA: 
(Chair) solicitor specialising in employment Law

MAHesH AMIN: 
Daycare service co-ordinator (voluntary sector)

KAusHIK BHAGAt:
(treasurer): finance Manager (private sector)

sANJAY CHADHA: (vice Chair)  
founder of ‘Raising Asian Awareness of Multiple sclerosis’ 
and It consultant (private sector)

AsHoK GHose oBe: 
founding Member of Apna Ghar (Retired)

MARY HANNINGtoN: 
Head of Development (Housing Association) 

sYeD HussAIN: 
project Manager (Local Authority)
(Appointed 25th september 2010)

NItIN pARMAR: 
Housing Consultant / trainer (private sector)

INDRAN tHAveNDRA: 
finance Director (Housing Association)

RAYMoND tHoMAs: 
tenant Board Member

RAJ upADHYAYA:
Group Investment Director (Housing Association)
(Resigned 25th september 2010) 

MARY WHItfIeLD: 
Director of supported Housing & New Business 
(Housing Association)
(Resigned 4th May 2011)

BoARD MeMBeRs



exPenditure

Rent payable to  
Registered providers 47%

Management & support 39%

services 7%

Contribution to revenue  
reserves 4%

Maintenance 3%

DAtA foR 2010-11 - suppoRt seRvICes

DAtA foR 2010-11 - HousING MANAGeMeNt

BorouGh
contrAct  
cAPAcity

clients As  
of APril 2010 new clients

totAl numBer 
of clients  
suPPorted  
durinG yeAr

BReNt 81 79 39 118
eALING 15 14 8 22
HACKNeY 15 8 16 24
HARINGeY 13 12 12 24
HARRoW 20 18 13 31
IsLINGtoN 21 21 21 42
totAL 165 152 109 261

BorouGh dePArtures PlAnned  
dePArtures

PlAnned  
dePArtures

BReNt 41 38 93%
eALING 8 6 75%
HACKNeY 9 9 100%
HARINGeY 12 10 83%
HARRoW 13 12 92%
IsLINGtoN 20 20 100%
totAL 103 95 92%

BorouGh
clients with  
suPPort 
PlAns

BReNt 95%
eALING 97%
HACKNeY 89%
HARINGeY 90%
HARRoW 99%
IsLINGtoN 93%
totAL 95%

DAtA foR 2010-11 - fINANCIAL suMMARY

DAtA foR 2010-11 - INCoMe  & expeNDItuRe

income And exPenditure
yeAr endinG 31 mArch 2011                                                             2011    2010

tuRNoveR                                                                                     1,953,902  1,918,637
opeRAtING Costs                                                                     1,868,757 1,780,844
opeRAtING suRpLus                                                                             85,145 137,793
INteRest ReCeIvABLe 3,106                                2,698
suRpLus                                                                                                  88,251  140,491

BAlAnce sheet
As At  31 mArch 2011 2011 2010

HousING stoCK                                                                                 1,284,724 812,309
otHeR fIxeD Assets                                                                                  4,288 2,870
Net CuRReNt Assets                                                                   739,540 1,125,121
Net Assets Less 2,028,552 1,940,300
sHARe CApItAL                                                                          10 9
ReseRves                                                                                         2,028,552 1,940,291

lettinGs

total number of Lettings 16

ethnicity

Black African 4 25%

White other 3 19%

White British 2 13%

Black Caribbean 2 13%

Black other 1 6%

Asian Indian 1 6%

Asian Bangladeshi 1 6%

Asian other 1 6%

Chinese 1 6%

lettinGs mAde to Bme households 11 68%

tenAnts Profile

numBer in receiPt of housinG Benefit

tenants on full
Housing Benefit 61%

tenants on partial
Housing Benefit 24%

tenants not on
Housing Benefit 15%

income

Rent 77%

sp Grant from
local authorities 15%

service charge 8%



BorouGh ethnicity

White British White Irish White other 
european

Any other 
white 
background

Any other 
ethnic Group

Mixed  
multiple 
ethnic

White & 
Black 
African

Black African Black 
Caribbean Asian Indian Asian 

Bangladeshi
Asian 
pakistani Asian other Chinese Refused

BReNt 10 3 3 4 4 1 1 13 28 9 2 1 1 0 1

eALING 3 1 1 1 0 0 1 1 3 2 0 0 0 0 2

HACKNeY 1 0 3 1 0 0 0 2 4 1 0 0 0 0 1

HARINGeY 1 0 0 4 0 0 0 2 2 1 1 1 0 0 0

HARRoW 3 0 0 2 0 0 0 1 2 7 0 2 1 1 1

IsLINGtoN 8 1 0 3 0 0 0 2 3 3 0 0 0 0 1

total 26 5 7 15 4 1 2 21 42 23 3 4 2 1 6

DIveRsItY INfoRMAtIoN

BorouGh Gender

Male female

BReNt 36 45

eALING 3 12

HACKNeY 8 5

HARINGeY 8 4

HARRoW 5 15

IsLINGtoN 9 12

total 69 93

BorouGh sexuAlity

Heterosexual Gay Lesbian Bisexual Refused

BReNt 78 0 0 1 2

eALING 12 0 1 0 2

HACKNeY 13 0 0 0 0

HARINGeY 12 0 0 0 0

HARRoW 18 0 0 1 1

IsLINGtoN 20 0 0 0 1

total 153 0 1 2 6

reliGion

Christian Muslim sikh Hindu Atheist Refused

BReNt 58 9 1 8 2 3

eALING 9 2 1 1 1 1

HACKNeY 10 3 0 0 0 0

HARINGeY 4 7 0 1 0 0

HARRoW 7 7 0 3 1 2

IsLINGtoN 14 3 1 1 0 2

total 102 31 3 14 4 8

BorouGh disABility

Yes No 

BReNt 72 9

eALING 13 2

HACKNeY 13 0

HARINGeY 11 1

HARRoW 14 6

IsLINGtoN 15 6

total 138 24

JAI DosANJH:
Chief executive 

JYotIKA pAteL:
supported Housing Manager

MoHAMMeD sHAIKH: 
finance Manager

sHABANA AHMeD: 
Admin officer 

RAsHMI BRoDIe:
supported Housing officer 

AuDReY CHAMBeRs:
Housing officer

ANDRIAN DAvID:
Housing officer (Rents) 

tItILope eMeDo:
supported Housing officer 

AMARJIt GuJRAL:
supported Housing officer 

MeeRA KAMAL:
supported Housing officer 

KuNJAL pAteL:
supported Housing officer

LuBICA petRAsovA:
volunteer / Housing Administrator 

KIRAN sIKotRA:
Housing & finance Admin officer 

RAveLLe suBAN:
temporary supported Housing officer 

MANAGeMeNt teAM



registered Address Auditors Bankers solicitors

1 olympic Way
Wembley
Middlesex
HA9 0Np

Nexia smith & Williamson
Chartered Accountants
25 Moorgate
London  eC2R 6AY

Barclays Bank plc
p o Box 166
one World Business 
Centre, 
Newall Road,
London Heathrow Airport
Hounslow
tW6 2RA 

Manches LLp
9400 Garsington Road
oxford Business park
oxford
ox4 2HN

perrins solicitors LLp
10 Waterside,  
station Road
Harpenden
Hertfordshire
AL5 4us
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LoCAL AutHoRItY pARtNeRs

HousING AssoCIAtIoN (ReGIsteReD pRovIDeRs) pARtNeRs

London Borough of Brent
London Borough of ealing
London Borough of Hackney
London Borough of Haringey
London Borough of Harrow
London Borough of Islington
London Borough of Newham

A2Dominion Group
Catalyst Housing Group
Circle 33 Ht
family Mosaic 
Genesis HA
Guinness trust
Habinteg HA
Islington & shoreditch HA
LHA-AsRA HA
London & Quadrant Ht
Metropolitan Ht
Network stadium HA
North London Muslim HA
Notting Hill Ht
octavia Housing
one Housing Group
peabody trust
sanctuary Group
shian HA

Registered provider number L4443 Industrial and provident societies Act number 26395R


