





Interest on housing loans
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How the Trust’s income is spent

B 2002 - £95m B 2001 - £90m

Property Costs

New social housing

Management costs

Service costs

Other costs

Non social
housing activities

Bad debt losses

How the Trust’s assets are funded
M £751m Social housing grant
W c266m Housing loans

£97m Revenue reserves

B £10m Earmarked funds

£m o 5 10 15

Housing management and maintenance is our largest expenditure.
We add to our reserves to ensure we can respond to unexpected risks
or new opportunities, and to build new homes.
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Building on firm foundations

As a social business L&Q strives to balance the
needs of its residents and communities with
those of its corporate customers and financiers.
We must also balance the demands of today with
tomorrow’s risks and opportunities.

The year just ended achieves this balance by
combining greater investment in homes and
services with ambitious growth and productivity
targets. Our results confirm that we are well on
track to meet the challenges we have set
ourselves over the next five years.

Following the transfer of care homes to other
specialist providers and a reduction in short term
leasing activities, L&Q’s turnover has reduced
from £88 million to £83 million. By increasing
management efficiency and using reserves to
reduce borrowing we have maintained our
annual revenue surplus at £12.8 million,
compared with £11.9 million in the previous
year. Our annual surplus is invested entirely into
new homes.

More of our income was spent on maintaining
and improving homes in management — a total
of £32 million compared with £30 million last
year. While increasing investment we have
improved maintenance response times and
eliminated waste by working in partnership
with contractors.

On the management front, we have doubled our
investment in training and information systems
to ensure that our people have the tools they
need to deliver a quality service. We have
increased the number of front line customer
service staff and reduced our back office. The
impact of this investment is already being felt,
with reduced void losses and lower bad debts.

L&Q has maintained a selective programme of
property sales during the year, which accounted
for £5.4 million of our annual surplus and

£5.6 million in the previous year. Over the past
ten years property sales have helped to fund the
development of 12,000 new homes. They have
also enabled us to focus management effort,
invest more where it is needed and build
balanced communities.

A capital investment programme of £86 million
resulted in the addition of 789 new homes to
our stock, which in turn has contributed to

increased efficiency through economies of scale.

The year ahead is full of opportunity and
challenge. Our results last year give us
confidence to meet the challenge head on.
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L&Q’s service performance 2002

L&Q houses those in need. Our services, particularly in maintenance,
continue the upward trend reported in 2001. Our average rents increased

only by inflation in 2002

Our new residents this year
B 31% Single parent family

28% Single adults
B 14% Adult couples with children
I 12% Other

12% Older people
B 3% Adult households

Where the Trust’s new
residents came from this year

B 60% Nomination by local authorities
24% Internal transfer
B 7% Referral agencies
W 4% Homes mobility
3% Other
M 2% Direct application
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Empty homes
B 246 Not available for letting
B 117 Available for letting
51 Undergoing minor repairs
| ] 44 Awaiting major repairs
On March 31 2002 2.45% of L&Q homes were empty.
Of these 458 homes 201were about to be sold.

The average length of time a home was empty this
year before being relet was 5.1 weeks (compared with

6.1 weeks last year). Our target turnaround time is 8 weeks.

Ethnic origin of new residents
B 64% White British/European
19% Black African/Caribbean
B 6% Mixed/Other
B 6% Black Asian
2% Black British
2% lIrish
B 1% Unknown

Repairs performance 2001-2002

Priority Number Responded Last year’s
level completed intime  performance
Emergency 7,243 97% 96.2%
Urgent 25,700 95% 94.7%
Routine 24,210 94% 94.0%
Other 13,705 95% 97.5%
TOTAL 70,858

B 89% General needs
B 10% Supported housing

1% Residential care

Employees of L&Q (Trust only)
The trust employed 415 full
time equivalent staff

B 270 Managing and maintaining homes
B 101 Central administration

44 Developing homes

Statistics taken from the Regulatory and Statistical Return to the Housing Corporation and from CORE.
Al figures relate to the Trust and not the whole L&Q group.

Four or more bedroomed £96.45
Types of homes owned or managed

Average assured rent by property size
Most residents are assured tenants. Those paying a secure
rent are those whose tenancy started before January 1989

Three Bedroom £83.16

average rent £72.09

[ 20 40 60 80 100
Average secure rent by property size

Around 25% of L&Q residents hold secure tenancies.
The rent figures include rent and service charges

Three Bedroom £77.33

average rent £67.85

Four or more bedroomed £88.58

£0 20 40 60 80 100

Complaints

In the year to March 31 2002 a total of 186 formal complaints
were reported to the Trust. Of these 176 were resolved through
the normal procedures.
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L&Q’s Governing Board

All members of the Governing Board and L&Q’s committees act in
a voluntary capacity. A total of 117 people, including 35 residents,
contribute to the running of L&Q as committee members.

Robert Appleyard FRICS, FICPD

Chairman of L&Q. Robert is Chairman of a
professional firm of chartered surveyors, with
solid experience in organisational and financial
management as well as the development and
maintenance of properties. He was appointed to
the L&Q board in 1988, and became Chairman
in 1998.

Irene Addis FGA, RJDip

Irene has been a resident of L&Q since 1981 and
a member of the South West Thames Regional
Committee since September 1998. She is Vice
Chair of school governors and a trustee of a
cancer drop-in centre. She became L&Q’s second
resident board member in September 1999.

Eric Byers BA Hons, MIM

Eric was Chairman of L&Q'’s Care & Supported
Housing Committee between 1999-2001.

He retired as Chief Executive of the Bethlem &
Maudsley NHS Trust in 1999. Eric is now active in
healthcare consultancy. He joined L&Q in 1993,
and became a board member in November 1997.

Peter Dixon MA, MSc

Chairman of North Thames Regional Committee.
Peter is a non-executive director, business
consultant, Chairman of the University College
London Hospitals NHS Trust and a board
member of Anglia Housing Group. He joined
L&Q’s Governing Board in November 2000.

Ainsley Forbes BSc Hons

Ainsley is a property developer with many years
of experience as Assistant Director of Social
Services with a local authority. He has been with
L&Q since 1990 and was Chairman of the Care &
Supported Housing Committee until 1999.

Stuart Fraser MIMR, MSI

Chairman of South East Thames Regional
Committee. Stuart is a stockbroker and member
of the Planning and Transportation Committee
of the Corporation of London. He joined L&Q’s
board in December 1997.

Fiona Hoyle BA Law, Bar Finals

Chairman of Tower Homes. Fiona is a
professional lawyer with experience in private
finance, public sector housing, central
government and housing finance. She first
joined L&Q as a member of Tower's
management committee in November 1993.

Kevin Ireland

Kevin joined L&Q’s Governing Board in 2001 and
is Chairman of Quadrant Community Investment
(QCI). Kevin was previously a member of L&Q’s
Care and Supported Housing Committee. He is
Director of the London Housing Foundation.
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Rodney Morton Fellow ICA, IMC

L&Q’s Honorary Treasurer. Rodney is a chartered
accountant now working as an independent
management consultant. He joined L&Q in 2001.

Gillian Nester-Smith JP

Chairman of South West Thames Regional
Committee. Gillian is a magistrate and housewife.
She serves on the Liquor Licensing Committee
of the South Westminster Bench and is Deputy
Chairman of a Montessori teacher training
college and school. As one of the longest serving
members of the board, Gillian’s service with L&Q
dates back to 1973.

Atul Patel CQSW

Atul joined L&Q as a board member in 2001. He
is a training and management consultant, and a
qualified social worker.

Jan Pitchell

Jan has been an L&Q resident since 1968. She
works as an accounts manager for a nursing
agency. Jan joined the board in March 1998 and
has served on the South East Thames Regional
Committee since 1995.

Diane Phillips CB, BAHons

Diane is Director of Transport Strategy at the
Department of Transport and a governor of

St. George’s College, Weybridge. She joined L&Q
in September 1998 and has served on the board
since February 1999.

Michael Richardson MA

Deputy Chairman. Michael is a senior civil
servant at the Department for Work and
Pensions. He has worked with L&Q since 1991
and was appointed Deputy Chairman in 2000.

Peter Robinson CIH

Chairman of L&Q Bexley Homes. Peter runs
a housing consultancy company and has the
professional qualification of the Chartered

Institute of Housing. He joined the board in 1990.

Peter Stredder MA, PhD, SFA

Treasurer of L&Q Bexley Homes. Peter is a
banker with the European Bank for
Reconstruction and Development. He has
experience as a policy adviser on housing and
local government to the Prime Minister and was
involved in policy decisions leading up to the
Housing Act 1988. His service with L&Q dates
back to March 1989.

Board members

Functional committees
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Peter Robinson Peter Stredder

Michael Richardson

Diane Phillips

Several committees advise the Governing Board:
Audit & Risk Committee; Board Appointments
Committee; Treasury Committee; Project
Appraisal Committee; Quadrant Community
Investment Committee.

The L&Q group includes five operating divisions.
Each is supervised by a committee chaired by
a member of the Governing Board.

The Executive Group manages L&Q and
maintains financial viability and control.
Led by the Chief Executive, it reports to
the Governing Board.
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L&Q’s organisation and management

HOW WE OPERATE

The L&Q group includes three housing
associations, one specialist arm dealing with
finance and a Foyer:
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London & Quadrant Housing Trust (Housing
Corporation registration number LH0115.
Registry of Friendly Societies reference 20943R)

Tower Homes Ltd. (Housing Corporation
registration number SL3364. Registry of
Friendly Societies reference 23731R)

L&Q Bexley Homes Ltd. (Housing Corporation
registration number L4142. Registry of
Friendly Societies reference 27828R)

Quadrant Housing Finance (Registry of
Friendly Societies reference 28645R but not
registered as a social landlord)

Crawley Foyer Ltd (Registry of Friendly
Societies reference 29179R but not
registered as a social landlord)

OPENNESS

The L&Q group’s activities are in the public
domain in that they are for the benefit of people
in need. L&Q is aware of local needs in order that
it can respond to them. Practically, this
presumes among the local community a wide
understanding and high level of knowledge
about what the L&Q group offers. L&Q gives
visibility to its policies and their implementation.

TRANSPARENCY

The group’s activities are sufficiently transparent
to promote confidence in the L&Q group on the
part of the communities in which we work,
potential customers, statutory authorities and
the public.

ATTITUDE

Everyone working for the L&Q group is open
with those with an interest in our work, and
responds to reasonable requests for information,
within the limits imposed by privacy and
commercial confidentiality.

DIALOGUE

The L&Q group conducts its affairs in a socially
responsible way. We forge open relationships
with the communities we serve. We conduct an
effective dialogue with these communities about
plans and performance, and show that we are
responsive to local needs.
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EXECUTIVE GROUP OF LONDON & QUADRANT HOUSING TRUST

date of

appointment

to L&Q

Chief Executive Don Wood (b 1945)  28.08.87
Group Director of Finance David Montague FCCA (b 1963)  03.05.88
Group Human Resources Director Sally Jacobson (b 1952) 29.09.87
Group Director - L&Q Bexley Homes Paul Kingsley (b 1948)  19.09.88
Group Director, North Thames Region Steve Yianni (b 1952)  28.02.77
Group Director, South West Thames Region Charlie Grimble (b 1949)  05.12.88
Group Director, South East Thames Region David Gannicott (b 1958)  05.10.98
Chief Executive - Tower Homes, Group Director of Regeneration ~ Steve Walker (b 1956) ~ 04.01.88
Group Director, Corporate Strategy & Communications Mike Donaldson (b 1959) 13.05.91

Executive Group

5 X

David Montague Sally Jacobson Paul Kingsley Steve Yianni
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Charlie Grimble David Gannicott Steve Walker Mike Donaldson
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L&Q committees

L&Q actively encourages resident participation in its governance.

The following committees govern the work of each operating division

DIVISIONAL COMMITTEES
Members who served on L&Q'’s
committees at 31 March 2002.

L&Q Bexley Homes
management committee
Peter Robinson (Chairman)
Denis Baker

Irene Brownlie

Mike Canham

Clir AIf Catterall

Janet Holben

Clir Graham Holland
Eileen Hotchkiss

Paul Hurren

Clir Malcolm Ketley

Tony Lopategui

Sylvia Malt

Elizabeth Rhodes

Peter Stredder

lan Stuart

Edmonton community board
Frank Chersky (Chairman)
Brian Champion

Sheila Colman

Margaret Conway

Donald Graham

Dolores Aisha Atta Henry
Claudette James

Raj Katkoria

Beryl Kempchand (Vice
Chair)

Andy Love MP

Neil Mawson

Patricia Meehan

Julie Oldale

Clir Andrew Stafford

Dr Darshan Suri

Steve Yianni

North Thames regional
committee

Peter Dixon (Chairman)
Melvyn Carlowe

Frank Chersky
Margaret McPeake

Dr. Geoffrey Makinson
Tim Mulvaney

Clir Christopher Murphy
Clir Denis O’Flynn

Clir Reg Rice

Clir Eric Sizer

Dr Darshan Suri MBE
Brian Wilks

Maurice Wren

South East Thames
regional committee
Stuart Fraser (Chairman)
Kenneth Booth
Mary Corck

Ainsley Forbes

Mick Gaus

Clir Terry Hales
Robert Hamlin

Clir P Harriott

Sally Lee

Jan Pitchell

Heidi Robertson
Clir Ron Stockbridge
Clir Dennis Wallis
Janet Watts
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South West Thames regional
committee

Gillian Nester-Smith (Chairman)
Irene Addis

Derek Brown

David Carrington

Maude Estwick

Trevor Gordon

Clir Aubyn Graham

James Hanford

Paul Mitchell

Christina Morris

Matt Murphy

Martin Pierce

Diane Phillips CB

Tower Homes management
committee

Fiona Hoyle (Chairman)
Jane Everton

Jeremy Galloway

Ron Goodman

Gillian Nester-Smith
Ranil Perera

Mike Pudelek

Charles Reed

Peter Robinson

Dru Vesty MBE

Quadrant Community
Investment Committee
Kevin Ireland (Chairman)
David Carrington

Mubin Haq

Janice Owens

Keib Thomas

Crawley Foyer Committee
Adrian Dodwell (Chairman)
Mike Blythwell

Phillip Cresswell

Clir. Robert Hull

Jason Hunt

Samantha Jacobs

Mary Lacey

Sally Lee

Alison Marshall

Arti Patel

Chris Scaines

Forest Homes Shadow
board members

Brian Wilks (Chairman)
Sheila Bass

Louise Buchanan
Ruth Greene

Mike Johnson

Susan Mills

Jan Quirke

Elsie Speck

Dr. Darsham Suri
Michael Verrier

Steve Yianni

NB. Names in bold
denote L&Q residents

EQUAL OPPORTUNITIES STATEMENT

We are committed to equal opportunities. We aim to end
discrimination and promote equal opportunities for
everyone. We will:

@® Do all we can to provide equal opportunities, whatever
a person’s race, colour, ethnic or national origin, religion,
sex, age, sexuality, HIV status, physical or mental
disability, state of health, appearance, marital status or
family circumstances.

® Give all staff compulsory equal opportunities training.

® Encourage groups and individuals who are disadvantaged
in housing and employment to apply for jobs, homes and
work contracts.

® Keep a record of the ethnic origin and sex of everyone
who applies to us for a home or job, and disability of
anyone applying to us for a home.

® Apply our commitment to equal opportunities when
we decide who serves on our committees.

® Make sure everyone we work with or who works for us
knows about our policy and keeps to it. If any of these
people have their own policy, we will make sure it fits
in with ours.

® Take into account good practice in equal opportunities
when we update our housing and employment policies
and procedures.

o
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Information on Governance

SKILLS, QUALITIES AND EXPERIENCE
REQUIRED FROM L&Q GOVERNING

BOARD MEMBERS

We consider our membership skills, experience
and qualities against these attributes: housing
needs that the RSL aims to meet; resident needs
and concerns; strategic management in a public
or private body; general business skills including
the management of staff, properties or
contracts; finance and audit; legal matters;
community relations and needs including equal
opportunities; working with local authorities;
property development and building; public
relations; management of information
technology; race equality.

THE ROLE OF THE GOVERNING BOARD

@ act as custodian in safeguarding the L&Q
group’s ethos and values, sense of social
mission and charitable objects;

® maintain a strategic role in directing the
work of the L&Q group, in defining and
ensuring compliance with the L&Q group’s
values and objectives;

@ satisfy itself that the affairs of the L&Q group
are conducted lawfully and in accordance
with generally accepted standards of
performance and probity;

@ ensure that policies and plans are
established to achieve the L&Q
group’s objects;

® bring independent judgement to bear on
key issues such as strategy, accountability
and performance.

FUNCTIONS OF THE GOVERNING BOARD

@ To ensure that clearly defined operational
objectives are formulated in support of the
L&Q group’s established policy and plans;

@ To consider possible strategy options in
the business undertaken by the L&Q group,
and to make the necessary decisions;

® To approve an annual plan and other
statements of strategy aimed at achieving
the L&Q group’s defined objectives;

@® To maintain overall financial control of
the L&Q group, approving annual accounts,
budgets and long-term financial plans;

@ To appoint and, should the occasion arise,
replace the chief executive;

® To create a suitable management structure
and ensure that the chief executive and
executive directors are appropriately
motivated and remunerated;

@® To establish and oversee a framework of
delegation and a system of control
procedures defined in standing orders;

® To require that management information
is prepared and put forward to facilitate
comprehensive monitoring of performance
and compliance;

® To monitor performance in relation to plans,

targets, decisions and controls;

® To take ultimate responsibility for the L&Q
group and all its activities.

APPOINTMENT POLICY AND
SHAREHOLDING MEMBERSHIP

The Governing Board of London & Quadrant
Housing Trust needs to be carefully balanced to
ensure that collectively it has the qualities and
experience to direct the Trust's operations and
monitor its performance in all areas of activity.

It is therefore desirable to limit members

of the Governing Board to those with current
knowledge of L&Q’s diverse operations.

We actively seek and encourage members
representing black and minority ethnic interest.

London & Quadrant Housing Trust’s
shareholding membership consists of current
independent and resident members of the
Governing Board and its regional and specialist
committees.

Dolly Tanner, left, Secretary of Rowan House
residents’ association with chairman Carmel Philpott

The committees include among their members
residents, local authority nominees and others
with a specific interest or knowledge of the
region or the need which the committee serves.

When a vacancy occurs on the Governing Board,
the membership of its committees will first be
reviewed for someone with the background or
specialism needed to maintain the balance.

If there is no suitable candidate within the
current shareholding membership, external
recruitment will take place to fill the vacancy.
The administration of this procedure is
delegated to the Board Appointments
Committee which presents its recommendations
to the Governing Board for approval.

When a member leaves the Governing Board or
one of its committees, he or she ceases to be a
shareholder but is offered the opportunity to
become a Friend of L&Q.

COMPLIANCE WITH NHF CODE

OF GOVERNANCE

L&Q complies with the National Housing
Federation’s 2000 code of governance
‘Competence and Accountability’.

Photographers include: Full page shots — Ranald Mackechnie; Graham Maxwell; Eric Tabisz; Ben Luxmoore and Bob Kauders

Designed and produced by: Crumpled Dog Design 020 8452 4848 www.crumpled-dog.com
Contact regarding this Annual Review — Maggie Gebbett, Communications Manager Email: mgebbett@Ilqgroup.org.uk
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creatingplaces

London & Quadrant Group
Don Wood, Chief Executive
Osborn House, Osborn Terrace,
London, SE3 9DR

Tel: 020 8852 9181

Fax: 020 8852 1517
www.lggroup.org.uk

e-mail: dwood@Iqgroup.org.uk

North Thames Region
Steve Yianni, Group Director
4 Gainsborough Road,
London, E11 THT

Tel: 020 8558 9266

Fax: 020 8558 9328

South East Thames Region
David Gannicott, Group Director
36-38 Artillery Place,

London, SE18 4AB

Tel: 020 8557 2830

Fax: 020 8316 0262

London & Quadrant Housing Trust
Registered with the Housing Corporation under the Housing Act 1974 (Registration
No LHO115) and with the Register of Friendly Societies under the Industrial and

South West Thames Region
Charlie Grimble, Group Director
Gabriel House,

10-26 Wolfington Road,
London, SE27 OJF

Tel: 020 8225 3500

Fax: 020 8225 3501

L&Q Bexley Homes Ltd
Paul Kingsley, Group Director
Athena House,

112 Station Road,

Sidcup, Kent DA15 7BT

Tel: 020 8308 3600

Fax: 020 8308 3601
www.bexleyhomes.org.uk

Tower Homes Ltd

Steve Walker, Chief Executive
70 Court Road, Eltham,
London, SE9 SNP

Tel: 020 8850 9686

Fax: 020 8850 8684
www.towerhomes.org.uk

Provident Societies Act 1965 (Registration No 20943 R)

L&Q Group

Green Horizons

Phyllida Culpin,

Regeneration Manager

1st Floor, St Georges Chambers,
23, South Mall,

Edmonton Green

London N9 0TS

Tel: 020 8803 9151

Fax: 020 8803 6404
www.greenhorizons.org.uk

Forest Homes

Paul Hackett, Operations Manager
4 Gainsborough Road,

London, E11 1HT

Tel: 020 8558 9266

Fax: 020 8558 9328
www.foresthomes.org.uk

Awarded for excellence

peoplewant

Quadrant Community Investment
Jeremy Stibbe, Director

70 Court Road,

Eltham,

London, SE9 5NP

Tel: 020 8850 9686

Fax: 020 8850 8684

Crawley Foyer Ltd

Brendan McGowan, Manager
Horsham Road,

West Green, Crawley,

West Sussex RH11 7AU

Tel: 01293 514222

Fax: 01293 544872
www.Igfoyers.org.uk

e-mail: crawleyfoyer@Iqfoyers.org.uk
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INVESTOR IN PEOPLE

Bankers
Barclays Bank plc
National Westminster Bank plc

Statutory Auditors
KPMG,

1 Forest Gate,

Brighton Road, Crawley,
West Sussex RH11 9PT

Principal Solicitors
Devonshires
Salisbury House,
London Wall,
London, EC2M 5QY

Prince Evans
77 Uxbridge Road,
London, W5 5ST

Company Secretary
Jan Quirke



