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Delivering
investment
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L&Q remains acutely conscious of the fact that its income 
comes from residents, the asset value of homes provided with
considerable public finance, and our partners. We need to be
ambitious to really tackle London’s needs, but we aim to invest
wisely, with an eye on long term sustainable benefits.

Financial vision
L&Q’s finance staff see their role as much

more than simply financial administration,

management and accounting. Our team

takes a more active role, linking closely to

our operational divisions, assessing where

money can make a difference and coming

up with new ideas, like Change.

This year their unique role featured in

Ashridge College’s leadership conference.

The college made a film of the L&Q finance

team at work, called ‘Ordinary People,

Extraordinary Results Achieved’.

To the maximum
The support of government, local authorities,

developers and lending partners gives L&Q

very substantial buying power. 

Throughout this report, there are plentiful

examples of how we use investment to the

fullest in regeneration schemes, community

development, and developing our staff, 

as well as to pilot a whole range of exciting

new development initiatives, such as

housing for outright sale and sub-market

rent schemes for key workers.

Investment for growth
In addition to the 3,000 new homes we 

will provide by 2006 under the Housing

Corporation programme, we have agreed

arrangements for Nucleus Housing Group,

based in Berkshire, to join the L&Q Group 

in 2004.

Our vision is that Nucleus will become the

means by which L&Q can assist central

government in achieving their Community

Plan objectives in this north west sector of

our operating area, and meet the demands

of local communities which need a wide

range of affordable homes.

The three organisations which make up

Nucleus will bring nearly 6,000 more homes

to the L&Q Group’s general needs portfolio,

key worker and market renting initiatives,

and foyer management in the South West

Thames region. 

Investing in Change
Established just over a year ago Change is 

a community finance company designed to

tackle financial exclusion in London. During

the year we ran four pilot projects, testing

the benefits of Change. We have supported

a credit union in Southwark, a financial

literacy project in Edmonton, debt advice

services in Newham, and seed funding for

new businesses in Waltham Forest, which 

we hope will generate 100 new jobs by

2006. Change has already helped around

300 L&Q residents.

We have also brought on board nine other

housing association partners. Together with

them and Change’s funders, Barclays Bank,

Lloyds TSB, and the Housing Corporation,

we plan to invest a further £400,000 in

Change by the end of 2005, developing 

our services and helping people deal with

their finances.

Peter Kelly, Head of Financial Inclusion Policy, Barclays Bank

“We are delighted to be working with a forward
thinking housing association such as L&Q,
reaching out through the Change work they have
pioneered, to those parts of the community that
can so easily become detached from mainstream
financial services. It’s not only innovative 
but also reflects a bold attempt to implement 
a vision which all involved hope can become 
self sustaining.”
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Financial summary
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The L&Q Group turnover increased by 

£9 million to £121 million in 2003/04, with

a surplus, after tax, of £22 million compared

with £21 million in 2002/03. The improved

results were generated through:

� Additional rental income from completed

new homes 
� Continued careful control of our

operating costs and a sharp focus on

productivity
� A buoyant housing market which has led

to an increase in proceeds generated

from sales, both through our asset

management programme and shared

ownership sales
� The stock transfer of 2,572 homes 

during 2002/03 being in management

for a full year has generated an additional

£4.3 million turnover. The surplus has

been used solely to improve those

homes, in line with our promise to our

Forest Homes residents.

We have continued our programme of

significant regular expenditure on major

repairs, routine and planned maintenance.

We invested £45 million on this compared

with £41 million last year. This policy has

reduced our surpluses to a level which

Governing Board considers appropriate in

light of our size and ongoing obligations 

to our funders.

Prudent management
Careful asset management enables us to

generate additional reserves to reinvest

back into regenerating our communities.

The strong housing market has enabled us

to sell fewer homes but generate an

increased surplus compared with last year.

Our management costs have only increased

from £14.8 million to £15.9 million,

reflecting growth in our business and an

ongoing commitment of investing in

training. This enables us to continue to

focus on customer service and improve

productivity year on year.

L&Q’s housing asset base has risen in value

by £176 million to £1.579 billion, funded by

government grants of £976 million, loans 

of £450 million and reserves of £153 million

(out of a total of £159 million).

Our continued financial strength gives us

the capacity to manage the largest

allocation of Housing Corporation grant 

for 2004 to 2006.
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L&Q’s service performance 2003-2004
The L&Q Group manages more than 33,000 homes across London and the South East. All our services continue the upward trend reported last year.

Our new residents this year

Where our new residents came from this year

Empty homes

Ethnic origin of new residents

1 43% households with children

2 28% single people

3 15% older single people and couples

4 12% other household types

5 2% couples

1 61% nominations by local authorities

2 28% internal transfer

3 3% voluntary agency

4 2% direct applicants

5 2% HOMES mobility

6 2% other sources

7 1% statutory agency

8 1% other housing associations

1 58% white

2 26% black

3 5% mixed

4 5% refused/unknown

5 4% Asian

6 1% Chinese

7 1% other group

1 142 available for letting

2 96 awaiting minor repairs

3 88 awaiting sale

4 63 undergoing improvement/major repairs

5 34 other – not available for letting

6 26 awaiting improvement/major repairs
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All figures reported in these graphs relate to London & Quadrant Housing Trust, with the exception of the graph for employees which gives figures for the Group. The L&Q Group includes the registered housing associations, L&Q Bexley Homes
and Tower Homes. Statistics are drawn from the Regulatory and Statistical return to the Housing Corporation and CORE.



1 21,443 general needs

2 1,927 supported housing

3 1,869 older people’s housing

5 798 key worker/student homes

4 563 leaseholders

6 70 other

Total 26,670 (London & Quadrant Housing Trust)
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Types of homes owned or managed by L&Q

Repairs performance 2003/04

Employees (L&Q Group)

2

3
4 5 6

1 438 managing & maintaining homes

2 135 central administration

3 64 developing homes

Total 637

2

3

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

General needs homes – average assured weekly rent and service charges

0 20 40 60 80 100

average weekly
rent £74.65bedsit  £52.62

one bedroom  £61.98

two bedrooms  £73.23

three bedrooms  £86.19

four or more bedrooms  £99.05

In the year to 31 March 2004 a total of 268 formal complaints were reported to the Trust. 

Of these 88% were resolved through the normal procedures within an average of five days.

priority level number completed responded in time

emergency 7,216 97%

urgent 23,996 96%

routine 26,572 96%

other 18,552 97%

total 76,336

*Around 20% of our general needs tenants hold secure tenancies – figures show weekly rents and service charges eligible
for Housing Benefit.

General needs homes – average secure weekly rent and service charges*

0 20 40 60 80 100

average weekly
rent £71.62bedsit  £52.43

one bedroom  £59.36

two bedrooms  £68.07

three bedrooms  £81.41

four or more bedrooms  £91.89

Supported housing – average rent and service charges

Complaints

Average per home or bedspace  £88.23

1

1
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L&Q homes

South East 
Thames Region
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North Thames Region

South East 
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South West 
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L&Q’s Governing Board

ROBERT APPLEYARD  FRICS, FICPD

Chairman of L&Q. Robert is Chairman 
of a professional firm of chartered
surveyors, with 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 and joined Quadrant
Community Investment (QCI) 
committee in 2002.

ERIC BYERS  BA HONS, MIM

Eric joined L&Q in 1993 and became a
board member in 1997. He is a member
of L&Q’s Quadrant Supported Living 
(QSL) Committee. Eric retired as Chief
Executive of the Bethlem & Maudsley
NHS Trust in 1999 and is now active in
healthcare consultancy.

AINSLEY FORBES  BSC HONS

Chairman of Tower Homes. Ainsley is a
property developer with many years
experience as Assistant Director of Social
Services with a local authority. He has
been with L&Q since 1990.

STUART FRASER  MIMR, MSI

Chairman of L&Q’s South East Thames
regional committee. Chairman of L&Q’s
South East Thames regional committee.
Stuart is a stockbroker and member of
the Planning & Transportation Committee
of the Corporation of London. Recently
Stuart was elected as Deputy Leader of
the City Corporation. He joined L&Q’s
Board in 1997.

KEVIN IRELAND
Chairman of Quadrant Community
Investment (QCI). Kevin joined L&Q’s
Governing Board in 2001 and is Director
of the London Housing Foundation.

RODNEY MORTON  FELLOW ICA, IMC

L&Q’s Honorary Treasurer and
Chairman of L&Q’s Audit & Risk
Committee and Quadrant Housing
Finance. Rodney is a chartered
accountant now working as an
independent management consultant. 
He joined L&Q in 2001.

GILLIAN NESTER-SMITH  JP
Chairman of L&Q’s 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 the longest serving
member of the Board, Gillian’s service
with L&Q dates back to 1973.

ATUL PATEL  CQSW

Chairman of L&Q’s North Thames
regional committee. Atul joined L&Q 
as a member of the Board in 2001. 
He is a member of L&Q’s Audit & Risk
Committee. Atul is a training and
management consultant, and a qualified
social worker.

JAN PITCHELL
Jan has been an L&Q resident since 
1968. She has served on L&Q’s South
East Thames regional committee since
1995 and joined the Board in 1998. Jan
joined L&Q Bexley Homes management
committee in 2003. She works for a
nursing agency.

DIANE PHILLIPS  CB, BA HONS

Chairman of L&Q’s Project Appraisal
Committee. Diane is a retired senior civil
servant at the Department of Transport.
She is a governor of St George’s College,
Weybridge. She joined L&Q in 1998 as a
member of L&Q’s South West Thames
regional committee and has served on
the board since 1999.

MICHAEL RICHARDSON  MA

Deputy Chairman of L&Q. Michael is 
a senior civil servant in the Department
for Work and Pensions. He has worked
with L&Q since 1991 and was appointed
Deputy Chairman in 2000. Michael is
Chairman of L&Q’s Pension Trustees 
and IS strategy panel.

PETER ROBINSON  CIH

Chairman of L&Q’s Quadrant Supported
Living (QSL) and formerly 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

Chairman of L&Q Bexley Homes.
Peter is a banker with the European Bank
for Reconstruction and Development. 
He has experience as policy adviser on
housing and local Government to the Prime
Minister and was involved in policy decisions
leading up to the Housing Act 1998. His
service with L&Q dates back to 1989.
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All members of the Governing Board and L&Q’s committees act in a
voluntary capacity. A total of 113 people, including 36 residents, contribute
to the running of L&Q as committee members.

Functional Committees
Several committees advise the Governing Board:

� Audit & Risk Committee
� Board Appointments Committee
� Treasury Committee
� Project Appraisal Committee
� Quadrant Community Investment Committee
� Information Systems Strategy Panel.

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

The Executive Group (see over) manages L&Q and maintains
financial viability and control. Led by the Chief Executive, it reports
to the Governing Board.

Robert Appleyard

Irene Addis

Eric Byers

Ainsley Forbes

Stuart Fraser

Kevin Ireland

Rodney Morton

Gillian Nester-Smith

Atul Patel

Jan Pitchell

Diane Phillips

Michael Richardson

Peter Robinson

Peter Stredder
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L&Q Group corporate values
� We listen to our customers and deliver

what matters to them wherever possible

� We do what we say we are going to do

� We are efficient and effective in the way

we build homes and deliver services

� We respect diversity among our people

and the communities we serve

� We apply creative solutions to problems

� We improve our performance year 

on year

� We encourage our people to work

together and with others to make a

difference

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

so that we 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 communities in

which we work, potential customers,

statutory authorities and the public.

Attitude
Everyone working for L&Q is open with

those interested 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.

L&Q’s organisation and management

How we operate

� The L&Q Group includes three housing associations, two specialist organisations dealing with finance, 

a development company and a Foyer:

� London & Quadrant Housing Trust (Housing Corporation registration number LH0115. Financial Services

Authority Industrial & Provident Society reference 20943R)

� Tower Homes Limited (Housing Corporation registration number SL3364. Financial Services Authority

Industrial & Provident Society reference 23731R)

� L&Q Bexley Homes Limited (Housing Corporation registration number L4142. Financial Services Authority

Industrial & Provident Society reference 27828R)

� Quadrant Housing Finance Limited (Financial Services Authority Industrial & Provident Society reference

28645R but not registered as a social landlord)

� Crawley Foyer Limited (Financial Services Authority Industrial & Provident Society reference 29179R but

not registered as a social landlord)

� Change Community Finance Limited (Company limited by guarantee reference 2289957)

� Quadrant Construction Services Limited (Company limited by shares reference 4810293)

� Tower Two Homes Limited (Financial Services Authority Industrial & Provident Society reference 29611R

but not registered as a social landlord)

� Tower Three Homes Limited (Company limited by shares reference 4828168)
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(left to right)

Group Director, Corporate Strategy & Communications
Mike Donaldson  (b.1959)  Appointed 13.05.91

Chief Executive
Don Wood  (b.1945)  Appointed 28.08.87

Group Human Resources Director
Sally Jacobson  (b.1952)  Appointed 29.09.87

Group Director of Finance
David Montague  (b.1963)  Appointed 03.05.88

(left to right)

Chief Executive, Tower Homes, Group Director of Regeneration
Steve Walker  (b.1956)  Appointed 04.01.88

Group Director, Quadrant Supported Living
Paul Kingsley  (b.1948)  Appointed 19.09.88

Acting Managing Director, Nucleus Housing Group 
Charlie Grimble  (b.1949)  Appointed 05.12.88

(left to right)

Acting Group Director, South West Thames Region
Ron Tedman (b 1948) joined 07.10.03

Group Director, North Thames Region
Steve Yianni  (b.1952)  Appointed 28.02.77

Group Director, South East Thames Region & L&Q Bexley Homes
David Gannicott  (b.1958)  Appointed 05.10.98



“I couldn’t believe how quickly my new bathroom was fitted. The old stuff came
out and the new fitments came in, all in one day. I was really pleased with the
workmanship. It’s like moving into a new home with a new kitchen and
bathroom after 40 years here. Forest Homes have kept their promises about
refurbishing our homes, and are proving to be a good landlord. L&Q kept us
informed about what was happening about the vote a couple of years ago – and
I’m really pleased with the way things are going.”
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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 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 disability of

everyone who applies to us for a home or job

� Apply our commitment to equal opportunities when we

decide who serves on our committees

� Make sure everyone we work with 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 policies and procedures

L&Q Bexley Homes 
Management committee
Peter Stredder (Chairman)
Denis Baker*
Ranjit Bhamra*
Cllr Joel Briant
Peter Green*
Robert Griffiths (leaseholder)
Robert Hamlin*
Eileen Hotchkiss*
Graham Holland
Paul Hurren
Cllr Richard Justham
Sylvia Malt
Rod Morton
Jan Pitchell*
Elizabeth Rhodes*

North Thames
Regional committee
Atul Patel (Chairman)
Frank Chersky*
Margaret McPeake
Dr Geoffrey Makinson
Prof Darshan Suri MBE (Vice Chairman)
Tim Mulvaney*
Brian Wilks*
Maurice Wren
David Selo
Cllr Adje
Cllr Jean Gower
Cllr Phillips

South East Thames
Regional committee
Stuart Fraser (Chairman)
Kenneth Booth*
Valerie Brown*
Mary Corck*
Michelle de Poel* (co-optee)
Ainsley Forbes
Mick Gaus*
Cllr Terry Hales
Graham Holland
Cllr David Gardner
Maria Jagger*
Cllr D Mayne
Jan Pitchell* 
Cllr W Purdy
Mark Reckless 
Janet Watts 
Nicole White

South West Thames
Regional committee
Gillian Nester-Smith (Chairman)
Irene Addis*
Derek Brown*
David Carrington
Maude Estwick*
Gary Glover
James Hanford
Christina Morris*
Matt Murphy*
Diane Phillips

Forest Homes
Management committee
Brian Wilks (Chairman)*
Sheila Bass*
Louis Buchanan*
Cllr David Divine
Ruth Greene*
Paul Hackett
Cllr Loretta Hodges
Mike Johnson
Cllr Clyde Loakes
Susan Mills*
Jan Quirke
Elsie Speck*
Cllr Bob Sullivan
Prof Darshan Suri MBE
Michael Verrier*

Quadrant Community
Investment committee
Kevin Ireland (Chairman)
Irene Addis*
David Carrington
Frank Chersky*
Mubin Haq
Janice Owens
Keib Thomas

Tower Homes
Management committee
Ainsley Forbes (Chairman)
Elhadi Abdallah*
Jennifer Conway
Jane Everton 
Jeremy Galloway
Ron Goodman
Rod Morton
Gillian Nester-Smith
Anthony Omo*
Ranil Perera
Mike Pudelek
Peter Robinson
Dru Vesty MBE

Quadrant Supported Living
committee
Peter Robinson (Chair)
Kathleen Boyle
Eric Byers
Julie Fleck
Jackie Gallagher
Colin Glover
Paul Mitchell

Edmonton Community Board
Beryl Khemchand (Chair)*
Dr Belayneh Abebe* 
Vivienne Aiyela*
Frank Chersky*
Brian Champion (residents adviser)
Sheila Colman*
Dolores Aisha Atta Henry*
Cllr John Jackson
Claudette James
Mansoor Khan*
Andy Love MP
Neil Mawson
Mark McLaughlin
Patricia Meehan*
David Selo
Cllr Andrew Stafford
Steve Wright
Steve Yianni

Crawley Foyer Committee
Adrian Dodwell (Chairman)
Cllr Robert Hull
Samantha Jacobs
Alison Marshall
Daryl Robinson*
Sophia Sami
Chris Scaines 
Keah Smith*
Cathy Wiltshire

L&Q committees

The following committees govern the work of each operating division. Members listed below are those who served on L&Q committees at 31 March 2004.

L&Q actively encourages resident participation in its governance

*denotes L&Q residents/leaseholders
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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 we aim 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;
risk management; 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.

Role of the Governing Board
1. Principles covering the conduct of
business:
� To act as custodian in safeguarding

the L&Q Group’s ethos and values,
sense of social mission and charitable
objects;

� To 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;

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

� To ensure that policies and plans 
are established to achieve the L&Q
Group’s objects;

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

2. 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 L&Q Group's
operations and monitor its performance
in all areas of activity. It is therefore
desirable to limit the responsibility for
electing 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 interests.

London & Quadrant Housing Trust's
shareholding membership consists of
current independent and resident
members of the Governing Board and 
its regional and specialist committees.
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 of the Governing
Board. 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
will cease to be a shareholder but will be
offered the opportunity to become a
Friend of L&Q.

Compliance with the NHF code 
of governance
L&Q complies with the National Housing
Federation’s 2000 Code of governance
“Competence and accountability”.

Information on governance
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