
 

 1 

 
58 Romford Road,  
London, E15  
 
Local Space is a charitable registered society  
(Reg. Number: 29840R) 
Registered Social Landlord  
(Reg. Number: LH4454) 

. 

Working  together   to provide  
Quality  and Safe  home for  
Those in  need 



 

 2 

 

 

This 5-year plan will be more fully explored twice a year on Board away days. Annual plans, setting out team targets and individual objectives  
are produced for approval in March each year as part of the business planning process.  

Annual targets will work incrementally to meet these outcomes at the end of the 5-year period. 
  

Mission Working together to provide quality & safe homes for those in need 

Values PEOPLE FIRST - INTEGRITY – ENCOURAGING CREATIVITY- PARTNERSHIP 

Strategic 
Objectives 

Homes that people want to live in Services that our customers are 
happy with 

Being a successful and well-
managed social business 

Beyond Bricks 

  
  
  
  
  
  
  
  
  

2019-24 
Corporate 

Goals 

We will continue to provide as many 
more sustainable and affordable 
homes as we can afford to. We will 
secure the most and best new home 
options we can. 

We will establish different ways for our 
customers to access our services di-
rectly 

We will be well run and maintain our 
current high ratings. We will remain 
compliant with our lender covenants 
and regulatory standards 

We will improve support for residents who 
have multiple needs - assessing those needs 
and working in partnership with others to 
provide a network of support 

We will complete all of our current 
growth contracts by 2024. 

Service delivery will be customer fo-
cussed, and we will adapt our business 
processes to support this, whilst ensur-
ing we keep all data safe and secure. 

We will manage our money well, keep-
ing our current operating margin as we 
plan, and re-investing any efficiency 
savings into our work. 

We will find ways of supporting our custom-
ers more – by working proactively and with 
partners to provide services. 

Our customers will be satisfied with 
their homes.  We will deliver our in-
vestment program in our homes and 
will refresh our specification for 
homes using feedback from our cus-
tomers. 

Customers in the homes we manage 
will be satisfied with our services. Our 
complaints process will be simple and 
transparent with staff empowered to 
solve issues 

We will be a great place to work, evi-
denced by the Great Places Survey 
and Investors in People Platinum sta-
tus 

We will help customers to live more sustain-
ably, implementing energy savings, fuel effi-
ciency and artificial intelligence enabled ser-
vices. 

We will explore ways of helping more 
people, by considering new partner-
ships to provide other types of ac-
commodation for those in most need. 

We will provide customers with flexible 
and affordable housing/rental options. 

  

We will promote our customer first ap-
proach (and our business and partner-
ship working models) with a pro-active 
Public Relations strategy 

We will establish different ways for our cus-
tomers to be involved enabling residents to 
help shape the services that they want 

 



 

 3 

 

Corporate Plan 2020-25 

1. Introduction                                         ……………………………………………………… 

2. Mission                                                 ……………………………………………………… 

3. Our Values                                           ……………………………………………………… 

4. The Local Space Customer                ……………………………………………………... 

5. Technology for Better Service           ……………………………………………………… 

6. Our people                                           ………………………………………………………. 

7. Partnership and Collaboration          ………………………………………………………. 

8. Involving our Customer                     ………………………………………………………. 

9. Development and Growth                  ………………………………………………………. 

10. Governance                                         …………………………………………………….. 

11. Manging risk                                        …………………………………………………….. 

12. Value for Money                                  …………………………………………………….. 

13. Business Plan Summary                    …………………………………………………….. 

  

Page 

2 

4 

5 

6 

6 

7 

8 

8 

10 

11 

12 

13 

14 

18 

  



 

 4 

Welcome to the Local Space 2020-2025 Corporate Plan. At Local Space we believe in making our resources work for us. Our last corporate plan was focussed on 
delivering 800 additional homes over 4 years. We are now nearing the end of this delivery period with over 834 homes bought at the 31 March 2020, we are review-
ing our direction and business strategy for the next 5 years. We are proud of the quality of the homes that we provide, and we want to match this with the service ex-
perience we offer to our customers.  
 
 
The housing world remains on high alert following the tragic events at Grenfell Tower in Kensington where so many lost their lives. Grenfell has ensured that the 
health and safety of our residents remains a key focus of our work and that we listen to our customers as we provide a respectful level of service. We expect that 
customers and improved service standards will be the focus of new regulation (by the RSH) and our trade body (the NHF). Boards will be required to demonstrate 
their accountability to residents and our performance and service levels are likely to be measured in future. 

 
This is an ideal opportunity to upgrade our service level offer and to introduce more efficient methods to deliver services. Our customer focus journey will be         
complemented by technological innovation. Where we can make savings, we will re-invest them to ensure that our customers receive the best service experience we 
can provide. We will improve services to the highest achievable levels within our available resources. 

 
We want our customers to enjoy safe and secure homes and feel valued and well served whenever they interact with Local Space. We will provide good customer 
service to all of our partners including tenants, local authorities, other services and each other. We are a people first business, operating with fairness, honesty and 
transparency. Our 2020-25 Corporate Plan has the customer at the centre of strategy, operations and processes. This plan has been compiled in consultation with 
our customers, the Board and the staff at Local Space. 



 

 5 

Our mission is simple and straightforward:  

  

  

 

We provide safe, secure, good quality homes for those who need them most. We help local authorities by offering an alternative to the poor quality, expensive private 
sector accommodation often used for temporary accommodation. In the past three years, from 1 April 217, we have delivered 775 additional homes for those most in 
need of them, for our local authority partners, saving the taxpayer on average £5,436 per 2-bed property per year. 

  

Our customers are often families and individuals who have needs other than just housing. To help them to maintain their tenancies successfully we want to ensure that 
they can easily access all the support they need. We will assess the value of forging new partnerships with other services which work alongside housing such as 
health, care, support and education because we recognise that our resources are likely to be more effective when they are joined up.  

 

Our customers’ health and safety is at the forefront of our new strategic direction. We provide good quality and safe housing, investing in both our new and existing 
homes. We will reduce our carbon footprint wherever we can in the investment in our homes. Our tenants are our customers: by respecting their views, wishes, needs 
and feedback we will deliver a service that meets their needs and continuously improves. We want our tenants to feel valued and we will provide as wide a service as 
possible to support our customers to have sustainable and successful tenancies. 

Working together to provide quality & safe homes for those in need  

Our work is based on our values of putting people first, working with integrity, being open to innovation and working in partnership with like- minded organisations. Our 
values are the foundation of our organisation and shape how we deliver services. This is what our values mean to us: - 

People First  

This is a people focussed business – services to people from people. We invest in our staff so that they can provide the best experience possible to those who use our 
services. We treat people as people – warmly, politely and honestly.  
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Integrity  

It matters that we act with integrity in all our dealings. We treat people with fairness, respect and in a trustworthy manner. Treating our residents as customers is part of our 
respectful approach and helps us maintain the highest levels of service. 

Encouraging Creativity  

Our staff are our greatest resource and are our ambassadors. Together, drawing on our collective skills, qualities and experience, we deliver the best possible service to our 
customers. Our staff know they are making a difference to people’s lives.  

Partnership  

We recognise that partnership working is about joining forces with others to stretch our resources further and achieve more than we could have done alone.  

Our customers are those most in need of housing assistance and the keyworkers of East London. This includes families and individuals nominated to us by Local Authority 
Homelessness Teams. It includes NHS staff, police and other emergency services; teachers and public servants; those in low paid work experience; those in so-called in-work-
poverty and those looking for work or unable to work as a result of illness. We house some of the most vulnerable in our community and we take our responsibility to provide 
them with a safe, high quality home and good services seriously. That is why our people (including our customers) are at the heart of our plans.  

 

We are investing heavily in the quality of our homes through the replacement of kitchens, bathrooms and other major improvements to over 800 homes over the next 5 years. 
This will improve the carbon footprint and sustainability of our homes and ensure we reduce fuel poverty wherever we can. Some of our homes and those who live in them are 
managed by other agencies such as the local authority partner for whom we provide the homes. 

 

In 2018 74% of customers were satisfied with the services they received overall from Local Space and its partner organisations. In homes that Local Space manages directly 
85% of customers were satisfied, compared with 68% in homes managed by our partner organisations. 

Our plan prioritises improving the quality of service delivered to all customers and in particular those in homes managed by others so that those customers experience at least 
the same level of services as those we manage ourselves. We have set our 5 year target for satisfaction with how services are delivered at across all our homes at 85%. Satis-
faction with the quality of our homes is set at a target of 95%. 
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We will improve our service to customers by focusing on: 

 
Our repairs service – We know that what our customers want most from their landlord is a reliable, quality and easy to use repairs service. We will improve communication 

and coordination of repairs reporting, appointment bookings and maximise the number of repairs we resolve with one visit.  
 
Improvement work in our older homes – We know that the condition of our customers home has a significant impact on their quality of life and their satisfaction with their 

landlord. We will fit new kitchens bathrooms and deliver other major improvements in over 800 homes over the next 5 years to ensure all our homes are of a good stand-
ard and have the lowest carbon footprint possible.  

 
Customer communication channels – We know that ease of access to our services matters to our customers. We want to make reporting issues to us and managing a ten-

ancy as effortless as possible. We want our customers to benefit from the same kinds of convenience they experience with retailers, utilities, suppliers and banking. To do 
this we will launch Local Space digital services, including the Local Space app to customers so that they may report repairs, book appointments, track progress of their en-
quiries and manage their rent account online 24 hours a day 365 days a year and without having to speak with a member of staff if they don’t want to.  We will launch web 
chat, and social media enquiry channels alongside our digital services. We will continue to offer a face to face service and telephone service. 

 
Tenancy sustainment and support services – We understand that our homes are more than just a new address to our customers, they are a safe haven, a base from 

which they can put down roots and grow as a member of the community.  In the coming years we will undertake a support needs audit and with other organisations - in-
cluding local authorities, education and health - establishing a network of support for our residents who may have multiple needs.  

Local Space began its planned technology programme in 2018 by addressing essential systems improvement and making us cyber safe - demonstrated by achieving Cyber      
Essential status. In 2019, the focus is on making existing systems work better to capacity. From 2020 we will introduce labour saving applications that will enable our staff to better 
use their time to help support customers for more successful and sustainable tenancies. 

We will require support partners (such as maintenance service providers) to provide digital channels for tenant use to ensure ease of service. Improving our processes and opera-
tions to expand our service offering may also involve employing other digital tools such as information channels or apps. The technological world moves at a pace and we want to 
keep abreast of new developments and innovations.  
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Improvements will be made in the repairs service, in information management, and in recording customer and property data to help better target resources. Systems will be devel-
oped to better manage arrears, voids, lettings and allocations. Improvements are also planned in supporting infrastructure such as payment systems enabling staff to work smarter. 
Data management is key to delivering services in this modern age.  

Local Space believes in putting people first and this is reflected in the value we put on our staff and customers. We are a small organisation with a dedicated and skilled workforce. 
In 2019 we were re-accredited with IIP Silver status under the new, more rigorous 6th generation regime.  This affirms our commitment to continuous improvement. We are working 
with staff to continually improve our customer offer; up-skilling staff in how we work with our tenants to provide the best solutions and technical skills.  
 
By 2025 the organisation will have completed and cascaded customer focused training. Systems and processes will have been refined with the customer at the heart of review and 
improvements. Our use of technology is solely to make processes easier, quicker and more predictable. Staff surveys are conducted annually with resulting data informing training 
plans and staff engagement. Diversity training has been implemented at both staff and board level and we recognise that we work in a diverse area of London for a diverse group 
of customers. Understanding their needs is essential in providing a responsive service.  
 
The culture of the organisation is positive - with current survey data evidencing this and we will build on this in directing our energies to providing a customer-focused service. Local 
Space is confident that it will achieve IIP 6th Generation Platinum status in the lifetime of this corporate plan. We also aim to be listed as an employer of choice in the UK Best 
Workplace annual survey, recognising that investment in staff is an investment in the organisation’s success.  

Local Space has a long history of successful partnership working since its inception. We have developed partnerships with several local authorities, and we continue to recognise 
that partnership working means that our resources can go further. Partnership working can enable us to provide even more homes, and to support our customers’ other needs as 
well.  
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There have been several studies documenting the importance of good housing in an individual’s health, safety and well-being. We want to take that a step further by joining 
forces with complementary agencies and services. We will explore what additional services would benefit our customers and how these can be accessed – working with social 
services, health and education providers.  

 

We will make these links and provide a joined-up service to our residents. We will audit what may be needed and employ technology to help us free staff time to work on this. 
This may involve signposting to other agencies or setting up new collaborations to provide a seamless service.  

 

Our ideas include: 

one stop shop surgeries so that our customers can access services more easily. 

linking with adult social care to ensure that older, vulnerable tenants are being appropriately supported.  
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Our customers are at the centre of our corporate plan. We involve our customers so that they can shape services and contribute to our work and the plans we make, including this one. 
 
The Social Housing Green paper was drafted to address the shortfall in customer service and empowerment highlighted by the events at Grenfell Tower where so many had struggled to 
have their voices heard. Regulation is being enhanced and new metrics are anticipated to ensure that service levels are at required levels. Our trade body (the National Housing Federa-
tion) has taken up the challenge and has captured this in its Together with Tenants charter, which seeks to introduce greater accountability at board level to those who live in our homes. 
Regulation will be strengthened with a revised NHF Code of Governance, as well as with new consumer standards and metrics developed by the RSH. 
 
Local Space is an early adopter of the Charter and will ensure that any identified gaps in service provision as compared to the Charter are fully met as soon as possible. Our customers’ 
health, safety and well-being is at the centre of our service offer. 
We will use technology to communicate with our customer and receive feedback more frequently and in as many ways as possible.   Communication needs to be easy and we will re-
spond receiving frequent feedback on our service by adapting service to address those issues most important to our customers.  
 
Our Tenants’ Panel is an important forum for us. It is the first place that we turn to when we wish to consult with customer representatives. Tenant panel members also receive a stand-
ing invitation to Board meetings. The panel will be supported to evolve and to also embrace technology to work remotely and virtually. Over time we expect that representation will grow 
by utilising virtual attendance. Growth in representation will mean that the influence of our customers will become stronger, shaping our services and making them more appropriate, tar-
geted and proportionate.  
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Since our start, a number of partnerships have been created and grown to meet the needs of homeless individuals and families across East London. As property prices have soared so 
has our stock value. This growth in capital values underpins the reason for some of the housing crisis in the country, which is especially felt in the capital. Whilst we make our own assets 
work hard, we also encourage our partners to lend their financial support.  This has led to rent guarantees with annual increases.  At a time when the sector has generally endured rent 
reductions, this has helped funders to view us more favourably. We have also received ‘Right to Buy’ grant support from some of our partners and this valuable addition of up to 30% to-
wards the cost of providing homes means that we are able to stretch our funds to provide even more. 

In the face of the housing crisis Local Space has worked hard to use its assets to access as much funding as possible to spend on the provision of additional homes. The partnerships with 
local authorities have meant that hundreds of families have been allocated a warm, safe and secure home near local support networks. 

The level of provision since our creation, and the pace of our growth in additional homes over the past few years, means that Local Space will deliver a lower level of growth in 2023/24 
providing approximately 50 homes per year. 

Partnerships that will increase our buying power will be prioritised as this helps us meet more need than we could do alone. One area that we intend to explore further is that of a product 
for local authorities to use as nightly temporary accommodation. Should this prove beneficial, then we would look to offer this product to our partners 
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Local Space is committed to providing the best possible leadership for the organisation, in the most efficient way.  We have a relatively lean structure with only 10 
Board members, and two committees. That being said – our Board members have the skills that we need – across treasury, finance, housing, development, policy and 
regeneration.   As well as our two formal committees, we also work closely with our Tenants Panel – this is our consultative group on policy development and it also 
acts as our scrutiny service.  It is important that we maintain our good governance standards to support the work that we do.   In 2018 Local Space retained its G1 V1 
ratings, and it also retained the credit rating of AA- in 2019.  We will ensure that we retain these current high ratings and remain compliant with both our lender cove-
nants and regulatory standards 
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All active businesses contain risks. The tolerated level of risk is related to the appetite for risk and how well it is managed. We have a straightforward mission to provide homes for those in 
greatest need. We work closely with local authority partners to provide homes they can allocate to those who need them most. In the last 4 years we have accelerated our growth by     
aiming to acquire an additional 800 homes. This level of activity is significant for a small organisation and there are risks involved including: 

 

Acquiring properties 
Organising appropriate funding at the right cost 
Managing a growing asset base with tenant safety and satisfaction at the forefront 
 

This has been achieved against an uncertain economic backdrop associated with Brexit.   Local Space’s appetite for growth means that we accept that there will be risks in the work that 
we undertake and a mark of good governance is how well we manage those risks. Our Board and senior staff have been recruited to bring appropriate skills and experience to identify and 
manage risks. We do this by scoping the area, testing our ability to manage it under stressed conditions and understanding what our constraints are. By understanding our risks to this   
degree, we can devise and put in place mitigating strategies that work.  

 

Risks are scoped with staff, the Board and the Audit and Risk Committee (ARC) with deep dives into specific areas to ensure that risks are appropriately scoped. The organisation’s risk 
register is examined monthly by the Executive Team, reported to every ARC meeting and twice yearly to the Board. Our internal audit programme is set with both regular items such as 
Gas Safety along with more recent entrants such as GDPR. Bi-annually the organisation’s approach to risk is revisited with a longer session on the organisation’s approach to risk appetite 
and management. 

 

Local Space recognises that a dynamic business such as ours will have a dynamic risk profile. Our approach of continuous engagement with risk processes reflects our understanding of 
the importance of keeping a watching brief that is regularly tested, updated, monitored and reported. 
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Value for Money 
metrics 

2019/20 
Plan 

2020/21 
Plan 

2021/22 
Plan 

2022/23 
Plan 

2023/24 
Plan 

2024/25 
Plan 

Median for 
sector 

2017/18 

Operating Margin 54.7% 55.3% 49.2% 50.3% 48.1% 47.5% 27.9% 

EBITDA-MRI In-
terest cover 149% 138% 128% 135% 145% 166% 213.6% 

Gearing 65% 68% 67% 66% 63% 60% 35.1% 

Return on capital 
employed 
(ROCE) 

4% 4% 4% 4% 4% 4% 3.7% 

New supply deliv-
ered 8.4% 8.4% 2% 2% 2% 2% 1.5% 

Headline social 
housing costs per 
unit 

£4,420 £4,523 £4,000 £4,000 £4,000 £4,000 £3,450 

Total number of 
homes 2,578 2,795 2,795 2,795 2,795 2,795 N/A 

Investment in   
existing homes £3.4m £3.3m £3.4m £3.4m £3.5m £2.1m N/A 

Table 1 RSH VFM Metrics 

We recognise that the temporary accommodation we provide to our partners offers better value for money than they can achieve in the private rental or B&B market. Our customers 
value a safe, good quality home as close as possible to family networks. Local Space will provide as much accommodation as possible within our financial and business constraints. 
We will provide a service that meets our customers’ expectations.  
 
We are using our financial capacity to provide more homes for rent. Our financial strategy is to make the value of the properties we own work as hard as possible and access the 
cheapest finance possible. Local Space is financially strong organisation and achieves excellent financial results. 
 
Our VFM metrics compare well with the median in the sector – table 1 below: 
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Our headline social housing costs are higher as we are a relatively small organisation operating in London. However, we are reviewing how our services are offered and will be return-
ing approximately 25% of our stock into our own management from 2021 onwards showing an expected fall in overall costs.  
 
Our gearing levels are higher than the sector generally as we are making our resources work to produce more affordable housing. This is evidenced by the higher than average new 
supply figures. We anticipate that the current rate of growth will reduce to a more moderate level from 2022 onwards. We expect growth capacity to return to the organisation as our 
homes rise in value and rental income grows. 
 
Value for Money is integral to our core business and is captured in our strategic objectives. By making our assets, staff and wider resources work at optimum levels we will continue to 
meet our overall mission to provide as many homes as possible to those in greatest need. This means that we focus on maximising income and keeping costs down.  
Customer satisfaction measures help us to understand how well we are meeting our customers’ needs and expectations. Investing in our homes helps keep our customers happy with 
the quality of their homes and maintains the value of them where they are used to secure borrowings. 
 
Our staff are our ambassadors and we want to enable them to perform to their best levels with enthusiasm and passion for what they do. Staff satisfaction is important to us. We make 
sure our staff are aware of their value to us and in the work they perform for Local Space. We invest in our staff with training and appropriate rewards and give them a voice to shape 
how we improve. Our team own their work and provide an efficient and professional service that is welcomed by our customers. 
 
The organisation’s performance indicators are monitored by the board and illustrated in the table below. 
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Table 2 Local Space KPIs and VFM Impact 



 

 17 

Our targets are set at both achievable and at stretch levels encouraging us to extract as much value as possible from the work we do. Defining our strategic objectives with value for 
money impacts means we can be clear to our staff why it is important that they achieve great performance. Our focus on the customer is translated into value for money - providing 
the right level of service first time reduces cost and promotes greater satisfaction. This ‘smart’ work approach – supported by technology and automation - allows us to target our  
services where they are most needed. A successful tenancy is likely to mean greater satisfaction and less officer intervention.  
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£’000 2019/20 
Budget 

2020/21 
BP 

2021/22 
BP 

2022/23 
BP 

2023/24 
BP 

2024/25 
BP 

Turnover £34,477 £38,707 £35,831 £36,367 £35,398 £35,611 

Operating Sur-
plus 

£18,857 £21,404 £17,636 £18,308 £17,021 £16,928 

Gain/Loss on FA 263 - - - £9,166 - 

Finance Costs (£13,824) (£17,457) (£16,329) (£16,051) (£14,152) (£13,142) 
  

Net Surplus £5,277 £3,938 £1,283 £2,230 £12,008 £3,759 

Covenants             

Interest cover 149% 138% 128% 135% 145% 166% 

Gearing 65% 68% 67% 66% 63% 60% 

Asset cover 156% 153% 156% 157% 165% 167% 

The Business Plan approved by Board in March 2019 allows for the completion of the current growth strategy by the end of 2020/21, and the investment in existing homes of £13.5m 
over the first five years of the plan. 
 

One of our contracts is currently due to end in 2023 which results in an unusual pattern of results in a single year as the contract ends. However, we are negotiating with our partner 
to provide a different end to the contact and this will be incorporated into future versions of the financial plan once the way forward has been agreed. 

 
The plan assumes that the end of our management agreement in 2021 results in an additional 800 properties being managed in house, and our resourcing requirements would in-
crease to accommodate this change, but it would result in reduced management costs per unit. 
 
Financing costs are the largest single cost to the business, and the plan assumes that refinancing is possible at similar rates to our average cost of capital over the medium term. 
There is an ongoing requirement for refinancing of around £50m per year over the first five years of the plan. The growth plan that is included is fully funded using existing facilities. 
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Local Space Equality and Diversity Policy 

 
1. Policy Statement  
 
Local Space (LS) views the diversity of the UK, London and our local communities 
as an asset which provides great potential for LS in relation to the work we do. As 
such we are committed to ensuring equality of opportunity within our powers and to 
tackling discrimination, harassment and disadvantage. We are also committed to 
achieving the highest standards in service delivery, decision making and 
employment practice. Equality of opportunity for all those we work with, including 
our tenants, is an integral part of this commitment. 
 
Notwithstanding the above, LS acknowledges that in society, certain groups and 
individuals are unfairly and unlawfully discriminated against. We will ensure that no 
one is treated less favorably on the grounds of their gender, age, disability, race, 
colour, nationality, ethnic or national origin, sexual orientation, gender 
reassignment, pregnancy, marital status or any other reason which cannot be 
shown to be justified. Further, LS is committed to helping redress the effects of 
unfair discrimination and disadvantage and to ensuring that equality of opportunity 
and diversity become integral features of all its activities. LS will always ensure that 
it does not discriminate unlawfully.  
 
The purpose of this policy statement is to set out the commitment of LS to 
eliminating discrimination from all aspects of its work and to outline policy priorities.  
 
2. Scope of the policy 
 
The main aim of this Policy is to eliminate unfair discrimination and, where 
appropriate, take positive action to redress the effects of discrimination. Given the 
nature of our business, attention will be given to:  
 
   • Recruitment and selection procedures and ensuring equality of opportunity for 

all job applicants and prospective applicants.  
 
 • Staff management and support, and provision of training and development 

opportunities on an equitable basis so all employees are treated fairly based on 
their relevant merits and abilities. This includes the protection of the rights of 
staff in relation to racial and other forms of harassment.  

 
 • Provide an equitable service to all its customers to ensure that all our tenants 

and stakeholders are treated fairly and provided support dependent on their 
needs and rights under the Equalities legislation. 

 
 • Our approach to development / maintenance of LS homes and the 

procurement strategies utilised.  
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 • Opportunities for individuals from diverse backgrounds to become board 
members to enable more inclusive and effective strategic / business critical 
thinking and decision making. 

 
 • The selection, employment and practices of LS’s other general suppliers 

including contractors and consultants. 
 
 
3.  Legislative responsibilities 
 
LS commits to fulfilling both the letter and the spirit of our legal obligations under the 
Equality Act 2010 and any other subsequent legislation relating to equality. We will 
also place this requirement (where legally possible) on our contractors and other 
suppliers to abide by all the equality legislation that applies to them.   
 
LS will also work in line with good practice guidelines on Equality and Diversity that 
relates to the social housing and wider public, private and not for profit sectors 
where relevant.   
 
 
4. Responsibility for implementation 
 
LS’s board is responsible for the implementation and monitoring of this Policy to 
ensure that it is up to date, relevant and effective. The Board will receive an annual 
report outlining any current key issues and future objectives alongside details of the 
diversity demographics of employees. 
 
Day-to-day responsibility for implementation rests with the chief executive and 
members of the executive team. It is also the responsibility of all employees to 
ensure the positive application of this policy within the spheres of their roles. 
 
In driving the policy forward, LS will:  
 

• Annually review and evaluate the impact of our policies and relevant functions; 
and make changes to them where they impact unfairly or adversely on any 
group/s. 

 
• Seek to ensure that our workforce as far as possible reflects the diverse 

communities we serve and that every employee is treated fairly.  
 

• Set equality objectives where necessary in relation to employment and the 
delivery of our services to ensure that our equality and diversity principles 
and commitments are maintained. 

 
• Take action to eradicate discrimination and inequality when delivering services 

and when employing others to deliver on our behalf. 
 

• Considers establishing positive action programmes where deemed 
appropriate and necessary in pursuance of our overall organisational aims. 
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5. Resources 
 
LS will allocate appropriate resources, to ensure full and effective implementation of 
this policy. 
 
 
6. Monitoring 
 
The Executive Team will report to the Board at least annually on the performance of 
LS on meeting its equalities objectives. 
 
The report will include: 
 
• Outcomes of recruitment showing race, gender and disability 
• Summary details of grievances and disciplinaries by race, gender and 

disability 
• Details of any known breaches of the Equality and Diversity Policy 
 
 
In promoting this policy, LS affirms its commitment to being a learning organisation 
relating to equality, diversity and inclusion, always ready to improve our practice 
and to address new issues as they arise. If we make mistakes, we will put things 
right and learn from our experience.  
 
 
7. Other relevant documents 
 

i. Equalities and Diversity Strategy 
ii. Recruitment & Selection Policy and Procedural Guidance 
iii. HR Strategy 
iv. Equality Impact Assessment 
v. Code of Conduct 
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INDEPENDENT AUDITOR'S REPORT (CONTINUED) 

Auditor’s responsibilities for the audit of the financial statements 
 
Our objectives are to obtain reasonable assurance about whether the financial statements as a whole are 
free from material misstatement, whether due to fraud or error, and to issue an auditor’s report that includes 
our opinion. Reasonable assurance is a high level of assurance but is not a guarantee that an audit 
conducted in accordance with ISAs (UK) will always detect a material misstatement when it exists. 
Misstatements can arise from fraud or error and are considered material if, individually or in the aggregate, 
they could reasonably be expected to influence the economic decisions of users taken on the basis of these 
financial statements. 

 
A further description of our responsibilities for the audit of the financial statements is located on the Financial 
Reporting Council’s website at: www.frc.org.uk/auditorsresponsibilities. This description forms part of our 
auditor’s report. 

 
Use of our report 
 
This report is made solely to the Association’s members, as a body, in accordance with section 87 of the Co-
operative and Community Benefit Societies Act 2014. Our audit work has been undertaken so that we might 
state to the Association’s members those matters we are required to state to them in an auditor’s report and 
for no other purpose. To the fullest extent permitted by law, we do not accept or assume responsibility to 
anyone other than the Association and the Association’s members as a body for our audit work, for this 
report, or for the opinions we have formed. 

 
 

Beever and Struthers 
Statutory Auditor, Chartered Accountants 
15 Bunhill Row 
London EC1Y 8LP 
 
 
 
 
Date: 21 August 2020 
 

http://www.frc.org.uk/auditorsresponsibilities


































































Data Protection 
Privacy notice for  
candidates

It makes you aware of how and why your personal 
data will be used, namely for the purposes of the 
recruitment exercise, and how long it will usually 
be retained for. It provides you with certain 
information that must be provided under the 
General Data Protection Regulation ((EU) 2016/679) 
(GDPR).

Data protection principles 
We will comply with data protection law and 
principles, which means that your data will be: 

î� Used lawfully, fairly and in a transparent way.

î� Collected only for valid purposes that we have 
clearly explained to you and not used in any way 
that is incompatible with those purposes.

î� Relevant to the purposes we have told you about 
and limited only to those purposes.

î� Accurate and kept up to date.

î� Kept only as long as necessary for the purposes 
we have told you about.

î� Kept securely.

The kind of information we hold 
about you
In connection with your application for work with 
us, we will collect, store, and use the following 

categories of personal information about you:

î� The information you have provided to us in 
your curriculum vitae and covering letter and 
as requested on our Recruitment Information 
Sheet.  This includes name, title, address, 
telephone number, personal email address, 
employment history, notice period, reference 
details and qualifications.  The Information Sheet 
also asks for information on any employment 
restrictions and existing links to Local Space.

î� Any information you provide to us during an 
interview.

î� Results of any tests carried out.

We may also collect, store and use the following 
“special categories” of more sensitive personal 
information:

î� Information about your race or ethnicity, 
religious beliefs, sexual orientation, gender and 
age profile.

î� Information about your health, including any 
medical condition, health and sickness records.

î� Information relating to any disability; pregnancy 
and marital or civil partnerships.

î� Information about criminal convictions and 
offences. (The Information Form asks you to 
declare any criminal convictions excluding 
any spent convictions under Section 4(2) of the 
Rehabilitation of Offenders Act 1974.)

Local Space is a “data controller”. This means that we are responsible 
for deciding how we hold and use personal information about you. 
You are being sent a copy of this privacy notice because you are 
applying for work with us (whether as an employee, worker or 
contractor). 



How is your personal information 
collected?
We collect personal information about candidates 
from the following sources:

î� You, the candidate.

î� Recruitment agencies, from which we collect 
curriculum vitae. 

î� Background check providers and credit reference 
agencies, which we may use to verify the 
information that you have given to us .

î� Disclosure and Barring Service in respect of 
criminal convictions.

î� Your named referees, from whom we collect 
confirmation of past employment details, 
including job title, start and finish date; 
information on timekeeping and amount of 
absence from work in the last 12 months.  We 
also ask for comments on your ability to do 
the job that you have applied for as per the job 
description provided. 

How we will use information about 
you
We will use the personal information we collect 
about you to:

î� Assess your skills, qualifications, and suitability 
for the work or role.

î� Carry out background and reference checks, 
where applicable.

î� Communicate with you about the recruitment 
process.

î� Keep records related to our hiring processes.

î� Comply with legal or regulatory requirements.

It is in our legitimate interests to decide whether to 
appoint you to the role since it would be beneficial 
to our business to appoint someone to that role. 

We also need to process your personal information 
to decide whether to enter into a contract of 
employment with you. 

Having received your CV, supporting statement 
and information sheet and covering letter, we will 
then process that information to decide whether 
you meet the basic requirements to be shortlisted 
for the role. If you do, we will decide whether your 
application is strong enough to invite you for an 
interview. If we decide to call you for an interview, 
we will use the information you provide to us at the 

interview to decide whether to offer you the role. If 
we decide to offer you the role, we will then take up 
references before confirming your appointment.

If you fail to provide personal 
information
If you fail to provide information when requested, 
which is necessary for us to consider your 
application (such as evidence of qualifications or 
work history), we will not be able to process your 
application successfully. For example, if we require 
a credit check or references for this role and you fail 
to provide us with relevant details, we will not be 
able to take your application further.

How we use particularly sensitive 
personal information
We will use your particularly sensitive personal 
information in the following ways:

î� We will use information about your disability 
status to consider whether we need to provide 
appropriate adjustments during the recruitment 
process, for example whether adjustments need 
to be made during a test or interview.

î� We will use information about your race or 
national or ethnic origin, religious, beliefs, or 
your sexual life or sexual orientation, to ensure 
meaningful equal opportunity monitoring and 
reporting. 

Information about criminal 
convictions
We envisage that we will process information about 
criminal convictions. 

We may need to collect information about your 
criminal convictions history if we would like to 
offer you the work (conditional on checks and 
any other conditions, such as references, being 
satisfactory). We are entitled to carry out a criminal 
records check (using the Disclosure and Barring 
Service) in order to satisfy ourselves that there is 
nothing in your criminal convictions history which 
makes you unsuitable for the role. We will only 
conduct these checks if we are legally required to 
carry out criminal record checks for that role; or 
the role is eligible for a standard or enhanced check 
from the Disclosure and Barring Service; or the role 
requires a high degree of trust and integrity and so 
we would like to ask you to seek a basic disclosure of 
your criminal records history.



We have in place an appropriate policy document 
and safeguards which we are required by law to 
maintain when processing such data.

Automated decision making
You will not be subject to decisions that will have a 
significant impact on you based solely on automated 
decision-making.

Data sharing
Why might you share my personal information 
with third parties?

We will only share your personal information with 
third parties, such as a search consultancy, for the 
purposes of processing your application. All our 
third-party service providers and other entities in 
the group are required to take appropriate security 
measures to protect your personal information in 
line with our policies. We do not allow our third-
party service providers to use your personal data 
for their own purposes. We only permit them to 
process your personal data for specified purposes 
and in accordance with our instructions.

Data security
We have put in place appropriate security 
measures to prevent your personal information 
from being accidentally lost, used or accessed in an 
unauthorised way, altered or disclosed. In addition, 
we limit access to your personal information to 
those employees, agents, contractors and other 
third parties who have a business need-to-know. 
They will only process your personal information 
on our instructions and they are subject to a duty of 
confidentiality. 

We have put in place procedures to deal with any 
suspected data security breach and will notify you 
and any applicable regulator of a suspected breach 
where we are legally required to do so.

Data retention
How long will you use my information for?

We will retain your personal information for a 
period of 6 months after we have communicated 
to you our decision about whether to appoint you 
to role. We retain your personal information for 
that period so that we can show, in the event of a 
legal claim, that we have not discriminated against 
candidates on prohibited grounds and that we have 

conducted the recruitment exercise in a fair and 
transparent way. After this period, we will securely 
destroy your personal information in accordance 
with our data retention procedure and applicable 
laws and regulations.

If we wish to retain your personal information on 
file, on the basis that a further opportunity may 
arise in future and we may wish to consider you for 
that, we will write to you separately, seeking your 
explicit consent to retain your personal information 
for a fixed period on that basis.

 

Rights of access, correction, erasure, 
and restriction
Your rights in connection with personal 
information

Under certain circumstances, by law you have the 
right to:

ï� Request access to your personal information 
(commonly known as a “data subject access 
request”). This enables you to receive a copy of 
the personal information we hold about you and 
to check that we are lawfully processing it.

ï� Request correction of the personal information 
that we hold about you. This enables you to have 
any incomplete or inaccurate information we 
hold about you corrected.

ï� Request erasure of your personal information. 
This enables you to ask us to delete or remove 
personal information where there is no good 
reason for us continuing to process it. You also 
have the right to ask us to delete or remove your 
personal information where you have exercised 
your right to object to processing (see below).

ï� Object to processing of your personal 
information where we are relying on a legitimate 
interest (or those of a third party) and there is 
something about your particular situation which 
makes you want to object to processing on this 
ground. You also have the right to object where 
we are processing your personal information 
for equal opportunities monitoring or direct 
marketing purposes.

ï� Request the restriction of processing of your 
personal information. This enables you to 
ask us to suspend the processing of personal 
information about you, for example if you want 
us to establish its accuracy or the reason for 
processing it.

ï� Request the transfer of your personal 
information to another party. 



If you want to review, verify, correct or request 
erasure of your personal information, object to the 
processing of your personal data, or request that 
we transfer a copy of your personal information to 
another party, please contact the Data Protection 
Officer, email DPO@localspace.co.uk.

Data Protection Officer 
We have appointed the Company Secretary as the 
Data Protection Officer and s/he is responsible for 
overseeing compliance with this privacy notice. If 
you have any questions about this privacy notice 
or how we handle your personal information, 
please contact the Data Protection Officer. You have 
the right to make a complaint at any time to the 
Information Commissioner’s Office (ICO), the UK 
supervisory authority for data protection issues.
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Welcome to our Residents’ Review for the year ended 31st March 2020.

I was appointed as Chief Executive of 
Local Space in October 2019 having 
previously been the Finance Director 
for 18 months. It is a great privilege 
to lead Local Space in its mission to 
provide as many good quality homes 
for people who need them in our 
operating areas in East London. This 
remains our focus. We have developed 
a new longer-term corporate plan 
for 2020-2025 which also focuses 
on making sure we provide the 
best customer service to you, our 
residents, as we possibly can. We will 
be working with you to shape services 
in the future, and make sure that the 
elements we prioritise are the ones 
that make the most di!erence to you. 

During the year we have been 
improving our IT systems so that we 
can launch a much more substantial 
digital service for those residents who 

would prefer this way of dealing with 
Local Space day-to-day.

Throughout the year we have 
continued to buy and refurbish 
homes. These were let with help 
from our local authority partners to 
301 families in need of housing. The 
feedback we have received about 
the standard of the homes we 
provide is very positive, so we will 
continue to use the same standards 
of work for any more new homes 
we buy and refurbish.

We started a new 5-year programme 
of investing in our residents’ homes 
in 2019/2020-1. We have always had 
an investment programme but this 
year we tripled the size of the plan to 
£3m. In total the 5-year programme 
will see an investment of more than 
£313m in our residents’ homes. We 

have also continued to pay attention 
to health and safety as a business. 
The safety of residents and sta! 
remain a top priority for us.

It would be di"cult to speak about 
2020 without mentioning the global 
pandemic. This started to have 
an impact in March 2020 as the 
country was locked down. By this 
point most of our year’s planned 
work had been completed so the 
impact will be felt more in 2020/21. 
It has enabled us to speed up some 
of our work developing our IT 
systems so that our digital services 
will come on stream sooner. We are 
hoping to catch up on the areas of 
work we couldn’t do in lockdown as 
the measures start to ease and life 
returns to a more normal state.

Josie Parsons, CEO

A WORD FROM OUR CHAIR & CEO

“I joined Local Space as Chair in March 2020 and feel 
a strong personal connection with its core purpose – 
to provide good quality, a!ordable accommodation 
for people in housing need. I have a background in 
social housing and am Chief Executive at another 
Housing Association, so what drives me is a desire 
to ensure that everyone in society has a right to 
somewhere safe, healthy, a!ordable and warm to live. 

I have lived in east London for more than 30 years 
and consider this my neighbourhood. I’m keen to 
see Local Space succeed and play my part in the 
continuing transformation of the area, whilst not 
losing sight of the needs of local people, especially 
those in desperate need of a!ordable housing.” 

Victor da Cunha, Chair

3 ! RESIDENTS’ REPORT 2020  HOME ! PREVIOUS PAGE ! NEXT PAGE



OUR OBJECTIVES
Our Corporate Plan objectives for 2017-2020 are:

2.  Services that our customers 
are happy with

 •  Tenancy scrutiny and involvement

 •  Tenant satisfaction with service

 •  Minimum 2nd quartile benchmark

 •  Social value returns

1. Homes that people want to live in
 •  610 additional homes by 2020

 •  Tenant satisfaction with our homes

 •  Acquire and maintain home to  
Local Space standards

 •  Work with tenants to define  
quality standards

3. Being a successful business
 •  Target operating margins

 •  Full covenant compliance and robust 
business plan and credit rating (V1)

 •  Value for money asset management 
with maximum return on assets

 •  Reducing operational and capital 
procurement costs

 Being a well-managed 
organisation

 •  IIP Sixth Generation rating

 •  Sta" satisfaction with Local Space

 •  Robust business systems

 •  Robust governance (G1)

4. 
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OUR VALUES
Our work is based on our values of putting people first, working with integrity, being 
open to innovation and working in partnership with like-minded organisations. Our 
values are the foundation of our organisation and shape how we deliver services.  
This is what our values mean to us:

1. People First 
This is a people focused business – 
services to people from people. We 
invest in our sta! so that they can 
provide the best experience possible  
to those who use our services. We 
treat people as people – warmly, 
politely and honestly.

2. Integrity 
It matters that we act with integrity in 
all our dealings. We treat people with 
fairness, respect and in a trustworthy 
manner. Treating our residents as 
customers is part of our respectful 
approach and helps us maintain the 
highest levels of service.

3. Encouraging Creativity 
Our sta! are our greatest resource 
and are our ambassadors. Together, 
drawing on our collective skills, 
qualities and experience, we deliver 
the best possible service to our 
customers. Our sta! know they are 
making a di!erence to people’s lives.

4. Partnership 
We recognise that partnership working 
is about joining forces with others 
to stretch our resources further and 
achieve more than we could have 
done alone.
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Local Space continues to provide families in need with new homes. 
In the financial year 2019/2020, Local Space made exceptional 
progress with both property purchases and refurbishing those newly 
acquired homes for families in housing need in the London Boroughs 
of Newham and Waltham Forest. By March 2020 we had refurbished 
and handed over for let more homes than originally anticipated. 
We exceeded our target to deliver 800 homes under our Growth 
Programme. Working in close partnership with the London Borough of 
Newham in 2019-2020, we focused on delivering more homes in the 
East London Boroughs. This has enabled families to stay living nearer 
to each other and keeping the family support networks in place. 

The London Borough of Waltham Forest has also agreed for Local 
Space to deliver circa 100 additional homes, with the support of their 
Right To Buy funds.

Local Space continue to remain financially strong, retaining  
our AA- credit rating and G1 and V1 rating from our Regulator.

We successfully accelerated our acquisition and refurbishment 
programme in 2019 ahead of time, fortunately delivering it before 
the global Covid-19 pandemic hit, resulting in the Government’s 
subsequent lockdown in March 2020.

Moving into the next financial year 2020/2021, the lockdown has 
presented some challenges in our ability to continue acquiring 
additional homes for residents for both the London Boroughs of 
Newham and Waltham Forest. We have however been able to retain 
some continuity with our buying and refurbishment and now with 
the easing of the lockdown, we have slowly started to increase our 
activity, whilst continuing to adhere to Government guidance. 

On a positive note, we are confident we will be able to deal with 
the challenges ahead whilst working safely. The global pandemic 
has also resulted in a changing housing market, which may 
present some new opportunities for our residents.

Development update

WHAT’S NEXT?
Development Growth Strategy 2019/2020

Exceeded target 
of 800 homes 

delivered

Refurbishments 
achieved ahead 

of time

100 additional 
homes within 

Waltham Forest

800+

+100
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Development update

CYPRUS PLACE  
BECKTON NEWHAM
One opportunity we acquired in 2019 was a new build scheme of four flats 
called Cyprus Place in Beckton, Newham, comprising three x 2 bedroom flats 
provided to the London Borough of Newham for local residents, and one x 1 
bedroom flat to rehouse a keyworker from Local Spaces’ waiting list. 

This was historically a former public house. Planning approval in May 2019 
allowed for the redevelopment of the commercial premises to residential to 
provide four new homes which Local Space acquired. 

Cyprus Place is in an accessible location with good local amenities, transport 
links, and schools. Beckton retail park is within walking distance. There are 
three train stations within 0.4 miles of the site, Cyprus DLR, Galleons Reach 
DLR and Beckton Park DLR. The purchase of these four new build homes 
provided high quality, ready to let, accommodation for local residents. 

7 ! RESIDENTS’ REPORT 2020  HOME ! PREVIOUS PAGE ! NEXT PAGE



Operations

NEW BEGINNINGS
Tenant R lived with her husband and two children in private 
accommodation for five years. When the landlady decided to 
sell their home, the family had to apply to their local authority’s 
homeless register.

The family were moved by the local authority to a one bed temporary 
accommodation property in another borough where they lived for five 
years. The condition of the property remained challenging due to mould 
and damp. To avoid disruption to the children’s schooling the family 
decided to keep them in their original school and travel the distance daily.

When the family received a call that they were being o!ered a Local 
Space property back in their original borough it was the answer 
they were looking for. Tenant R was amazed from the outset of the 
condition of the property “It was beautiful and with a fridge freezer, 
stove and carpets. The living and dining room were enormous.” 

The family are so grateful to be settled and to not have to move 
anymore after living out of boxes for the last five years. Since the 
family have moved back their finances have improved. Tenant 
R’s husband has been able to get a better job because they 
are better located. After being unable to invite friends over 
to their home for the last five years, Tenant R has now been 
‘friendship building’ with the community she loves.

SOCIAL VALUE
Local Space is more than just bricks, mortar, rents, repairs and 
re-lets, we play an increasingly important role as we operate and 
contribute to local communities through invested capital and 
supporting our tenants to live in their homes.

By providing homes, we transform spaces into places and places 
into neighbourhoods. Our considered procurement of materials 
and services from local businesses stimulates inclusive growth in 
local communities.

Local Space has bought social benefits to our neighbourhoods by:

• Helping to sustain tenancies through early intervention

• Supporting our tenants to reduce their debts

• Providing long term safe and secure homes to homeless families 

• Providing accommodation at lower rents than the private sector
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Community focus

TENANTS’ PANEL
The Tenants’ Panel recruited two new members this 
year. Both members from our Keyworker portfolio 
have professional roles that keep them busy and in 
high demand. The Tenants’ Panel will benefit from 
their skills, knowledge and willingness to contribute 
to improve the service for tenants. We are grateful 
for their time and commitment and they are of real 
value to the panel. 

The Panel have worked with Local Space to help 
us become early adopters of the National Housing 
Federation’s Together with Tenants Charter. This 
charter was designed by many landlords and 
residents across the country in response to the 
findings of the Grenfell Tower enquiry. It involves  
six key elements; some we already deliver and 
others we are working towards.
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1. 
 Relationships Housing associations 
will treat all residents with respect in 
all of their interactions. Relationships 
between residents and housing 
associations will be based on openness, 
honesty and transparency.

2.  
Communication Residents will 
receive clear, accessible and timely 
information from their housing association 
on the issues that matter to them, including 
important information about their homes 
and local community; how the organisation 
is working to address problems; how the 
organisation is run; and information about 
performance on key issues.

3.  
Voice and influence Views from 
residents will be sought and valued and 
this information will be used to inform 
decisions. Every individual resident 
will feel listened to by their housing 
association on the issues that matter to 
them and can speak without fear.

4.  
Accountability Collectively, 
residents will work in partnership 
with their housing association to 
independently scrutinise and hold 
their housing association to account 
for the decisions that a!ect their 
homes and services and the quality of 
the homes and services they provide.

5.  
Quality Residents can expect 
their homes to be good quality, well 
maintained, safe and well managed.

The Panel have also 
carried out a review of the 
following key areas of our 

operation this year: 
Estate Services including  
estate inspection toolkit,  
customer service survey  
and block inspections

6.  
When things go wrong 
Residents will have simple and 
accessible routes for raising 
issues, making complaints and 
seeking redress. Residents will 
receive timely advice and support 
when things go wrong.
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Housing & asset management

OUR PERFORMANCE 
It has been a year of change within the operations team at Local Space. 
We have increased the size of the team to make more sta! available for 
you to speak to, and focus on the things that matter most to you. We 
doubled the number of surveys we conducted with our customers to 
500 and you told us that these things mattered most to you:
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In 2019 we tripled our spending on replacement kitchens, 
bathrooms, roofs and other major repairs. We replaced 130 kitchens 
(35 the year before), 100 bathrooms (39 the year before), 150 roofs 
(48 the year before), 175 doors & windows (47 the year before) and 
220 boilers (98 the year before). In total we replaced almost 800 
di"erent fixtures and fittings in our properties. This was all made 
possible by the stock condition surveys we completed in 2018, so 
thank you for letting us in to survey your home. As a result we know 
exactly what replacements are needed, and we plan to continue this 
intensive level of investment between now and 2024.

1.  
The condition of  

our properties

2.  
The speed, 

e"ectiveness and  
ease of use of our 

repairs service

100
bathrooms

130
kitchens

150
roofs

175
doors and 
windows

220
boilers

Total nearly 

800 
di"erent fixtures 

and fittings

3.  
Being treated 

with respect by our 
sta" and the sta" of 
other organisations 

that work on  
our behalf
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Your safety is ever so important to us.  
In 2019 we continued our work to make sure:
• Your home has an electrical safety certificate that  

is 5, or fewer, years old

• Your block (if you live in an apartment block) has an  
up-to-date Fire Risk Assessment

• Your home (if you have any gas appliances, including 
boilers) has a Gas Safety certificate that is no more than  
12 months old

Between April 2020 & March 2021 we are making 
improvements to our repairs service. We are cutting 
down on the number of people you need to speak 
to when reporting repairs. You’ll be able to speak 
directly with the contractors who will carry out 
the work, which will help ensure that all the 
details you want passed on to the person who 
visits you to complete the repair are passed on 
accurately. We are taking back responsibility for 
repairing some items that are currently your 
responsibility to replace or repair (like toilet 
seats & shower hoses). We are also developing 
technology that will allow us to introduce 
digital repair reporting, appointment booking 
and order tracking for our customers. 

Key performance headlines:
• Rent arrears across all the homes we own are 

the equivalent of 1.5% rent for a whole year

• 13 days on average to repair and let a property

• 80% overall satisfaction amongst customers 
who receive tenancy management services 
direct from us

• 98% satisfaction with the quality of our newly 
refurbished homes 

• 82% satisfaction with our repairs service
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OUR PEOPLE
After the success of gaining our Investors in People Silver Award 
in early 2019, this year has been an opportunity to take an in 
depth look at the feedback from our assessment and use this to 
develop an action plan for the year ahead. Engaging sta" in decision 
making, strengthening communication within the organisation, and 
developing stronger leadership were three of our top priorities. Sta" 
who feel supported are sta" who are passionate about what they do, 
and motivated to deliver excellent services to you, our customers.

Our executive management team and 
managers took part in an intensive development 
programme, designed to help them learn more 
about themselves as managers, strengthen 
their leadership skills and inspire their teams. 
Alongside this we also ran training around 
absence management, recruitment and 
employment law. 

As the eyes and ears of the organisation, the 
opinions of our sta! are crucial in helping to 
shape our future. We engaged sta! in a variety 
of focus groups to gather their thoughts on 
delivering excellent customer services, as well 
as generate ideas for our new website and a 
new behavioural competency framework. 

We’ve evolved our digital sta! engagement 
software further over the past year; news alerts, 
surveys, newsletters and quizzes are just a 
few of the new ways in which we have used 

technology to engage sta! in 
a more innovative and creative 
way. We have also developed 
the way we use our phone 
technology to increase customer 
satisfaction; with our customers’ 
consent, some of our phone calls 
are now recorded so that we can 
identify areas in which we can improve 
our communication and continue to deliver 
excellent services. 

Just before the Covid-19 outbreak hit the UK, 
we completed a large project to migrate our 
digital files over to O"ce365 in the cloud. Our 
sta! were also given training and support until 
they felt confident with a new, cloud-based way 
of working. This made the big move to working 
from home much easier and has paved the way 
for greater flexible working in the future.
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Our executive team, led by Chief Executive Josie Parsons, 
has the strong leadership needed to run a successful 
organisation; providing safe and secure homes to those 
who need them most. Local Space is evolving and our 
executive team continue to focus on improving the 
customer experience by introducing ever more e"cient 
methods to deliver services. We also aim to be an 
employer of choice, attracting experienced talent who 
can help support our vision and ensure that our customers 
receive the best service experience we can provide. 

Mark Kent Operations Director  
Mark joined Local Space in October 2018 and is responsible for our housing, property 
services and asset management functions. Mark has worked in the a!ordable housing sector 
for 19 years and has experience of guiding organisations through start-up and periods of 
significant growth, improving performance and managing complex regeneration projects. 
Mark joined us from Dolphin Living in Westminster where he delivered award winning 
new a!ordable housing products such as Personalised Rents & the Home Ownership 
Accelerator. He previously led the start-up and management of the a!ordable housing 
provider’s operations at East Village London (formerly the London 2012 Athletes’ Village).

Josie Parsons Chief Executive  
Josie came to Local Space as Finance Director in June 2018 with extensive 
director experience in broad portfolio roles in the private and not-for-profit 
sectors. She took over the Chief Executive post in October 2019. She has lots of 
experience of business modelling, development and new business appraisal, and 
has a good track record in meeting all key targets. Her vision is to ensure that 
Local Space delivers its growth strategy and achieves the best possible customer 
experience over the coming years as well as being a great place to work by 
becoming a ‘people first’ organisation. Josie is committed to partnership, 
transparency, fairness and equality in every area of Local Space’s operations.

EXECUTIVE  
DIRECTORS
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Stephen Kirrage Development Director  
Stephen joined Local Space in September 
2016 and is responsible for the delivery of the 
organisation’s new build and property acquisition 
programmes. Stephen has worked in public 
sector housing for more than 30 years, during 
this time he has worked for Local Authorities 
and Housing Associations and covered a 
range of responsibilities within housing and 
property services.

Catherine Diamond Corporate Services Director 
As Corporate Services Director Catherine is responsible for people issues, 
digitisation, facilities management, employee engagement and communications. 
Catherine has worked in Local Government, the NHS and social housing, holding 
Director and Head of Service positions in HR, Corporate Services and Operational 
roles. Since joining Local Space Catherine has led on projects to attain IIP silver 
status, make systems cyber safe and improve the organisation’s employment 
o!er by investing in sta! training and benefits. Catherine is also working with the 
operations team to develop systems for a better customer experience. Her vision 
for Local Space is to provide state of the art services at the highest level, to give our 
tenants a voice and empower them in the security of their own homes.

Kirsty Semple Company Secretary 
Kirsty has been Company Secretary for Local Space 
since 2015. She is a Chartered Secretary with over 
25 years’ experience across the voluntary sector, 
including other registered providers. Kirsty’s role is to 
provide leadership on all governance and compliance 
matters, supporting the Board and committees. She 
has oversight of Local Space’s governance framework 
and processes and advises on statutory and regulatory 
compliance. Kirsty is also the Data Protection O"cer 
for Local Space.

Phil Sargeaunt Finance Director  
Phil is Finance Director at Local Space. Prior to joining, Phil worked in 
the NHS in various senior financial management positions for over 23 
years before moving to the Social Housing sector in 2003 where he first 
worked as Financial Controller at the Hyde Group and then subsequently 
as Head of Financial Operations at Viridian (Optivo). Phil is a qualified ILM 
5 coach and is a keen advocate of using workplace coaching as a tool 
to help motivate and develop colleagues. He is also passionate about 
process review and change to drive e"ciency and deliver improved value 
for money and job satisfaction across the organisation.
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The Board 
Strategic leadership is 

provided by the Board which 
includes Newham Council 

appointees, ordinary members and 
the Chief Executive. Operational 
management of Local Space is 

led by the Chief Executive, 
supported by the 
Executive Team.

GOVERNANCE  
AND OUR BOARD
The Board governs Local Space and has overall responsibility 
for all that the organisation does. We take our governance 
very seriously and are proud of how well we are governed. 
We do a number of things to ensure that our governance 
remains e"ective. We have adopted the 2015 NHF Code 
of Governance and review our compliance with the Code 
twice each year. We were fully compliant again this year. We 
also review how e"ective our governance is annually, using 
questionnaires and external observation of meetings; and 
Board members undertake full appraisals and skills audits.

During this year, the Board met every six weeks. At the 
end of the year we moved over to holding our Board 
meetings virtually and monthly, in response to Covid-19 

Our Board members are skilled and experienced, but 
we also ensure that they stay well informed. We hold 
regular training sessions for Board members, and there 
is a training plan in place.

The Board is supported by two committees – the 
Audit and Risk Committee, and the Nominations and 
Remuneration Committee. It also works closely with 
the Tenants’ Panel, and the Panel’s Chair attends 
Board meetings.

Two new members joined the Board during the year 
Paul Edwards and Elizabeth Sipiere. We also had a 
change of Chair. Richard Reynolds had to step down 
in October 2019, and Caitlin Farrow, our Senior 
Independent Board Member stepped up to the task 
of covering the role. Our new Chair, Victor Da Cunha 
joined us in March 2020. 

Victor da Cunha Chair 
Victor has over 20 years’ experience in the 
housing sector. He is currently Group Chief 
Executive with Curo Group and has also 
served as Director of Resident Services with 
East Thames Housing Group. He is currently 
Chair for Homes for the South West and 
Non-Executive Director of T3 Registered 
Provider. In 2019 he was awarded Property 
Personality of the Year by Business Insider 
and Lifetime Achievement Award by Vistage.

Caitlin Farrow  
Senior Independent Board Member 
Caitlin is a policy, strategy and research 
professional with 14 years experience 
working in a variety of sectors. She is 
Head of Policy and Public A!airs at 
Anthony Nolan and is also a trustee of 
Health Improvement Project Zanzibar. 
Prior to Anthony Nolan, she was 
Head of Strategy, Planning, Policy and 
Insight for Peabody. 

Martin Bellinger 
Martin has 30 years’ experience in 
the development sector, and co-
founded build to rent developers 
Essential Living. He is a member 
of the DCLG Build to Rent sub-
committee, and the London Urban 
Transformation Commission.
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Local Space Chief  
Executive Josie Parsons  

is also on the Board.  
Cllr Shaban Mohammed 

joined the board in  
July 2020.

Elizabeth Sipiere 
Elizabeth Sipiere is a digital professional 
with experience gained from a career in 
commercial businesses. She has been a 
Board participant for 17 years, with private 
equity and public listed companies both as 
an executive and non-executive director. 
Elizabeth is on the board of Swan Housing 
and is Chair of South Essex College. Previous 
roles include COO of Brady plc and Global 
Head of Capital Markets at Hewlett Packard.

Conor McAuley 
Conor served on the London Docklands, London Thames 
Gateway Development Corporations Boards, and was a 
member of the Olympic Planning Committee. He recently 
retired as Newham’s Executive Member for Regeneration 
and Strategic Development. Conor was Associate Director 
at Four Communications supporting development 
projects in East and South East London.

Richard Stevens 
Richard is a chartered accountant 
and spent most of his career as 
a partner in a major regional firm 
of chartered accountants based 
in London and the South East. 
He is also an experienced non-
executive director serving on 
boards and committees in the 
social housing sector and other 
commercial enterprises.

Tim Mulvenna 
Tim has more than 20 years’ 
experience in customer service in a 
number of industry sectors, including: 
housing, telecoms, charity and IT. 
He is now CEO of The Barnet Group 
and prior to that worked for London’s 
largest landlord, L&Q, for 12 years.

Paul Edwards 
Paul is the Deputy Chief Executive and Chief 
Financial O"cer at CHP, a housing association 
operating throughout Essex. With expertise in 
treasury management and governance, Paul 
has 20 years’ experience in the sector and was 
previously at Swan and Havebury and has held 
several non-executive roles. He is driven by 
the di!erence Local Space can make – not 
only to our customers’ lives, but by being a 
fantastic place to work too.
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Report and  
financial statements  
for the year ended  

31 March 2020

Note 2020 
£’000

2019 
£’000

Turnover 3 34,449 29,129

Operating expenditure 3 (12,834) (10,952)

Gain / (Loss) on disposal of property, plant and equipment fixed assets 6 (293) 289
    

Operating surplus 8 21,322 18,466 

Newham Sum 33 (2,576) (2,550)

  18,746 15,916 

Interest receivable 7 46 40

Interest and financing costs 7 (13,685) (11,082)

Unrealised surplus on revaluation of investment properties 16 180 -

Movement in fair value of financial derivatives 32 (403) (134)

Surplus/(deficit) before taxation  4,884 4,740

Taxation 9  -  - 

Surplus/(deficit) after taxation  4,884 4,740

Other Comprehensive Income

Initial recognition of multi-employer defined benefit scheme 12 - (397)

Actuarial (loss)/gain in respect of pension schemes 12 341 (72)

Total Comprehensive Income for the Year 5,225 4,271

FINANCIAL 
REPORT

Statement of 
Comprehensive 

Income
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Statement of 
Financial  
Position

Note 2020 
£’000

2019 
£’000

Tangible Fixed assets

Housing properties 14 566,632 480,481

Other fixed assets 15 1,779 1,655

Investment properties 16 1,090 910

Investments 18 855 855

570,356 483,901

Current assets

Trade and other debtors 17 2,419  4,076

Cash and cash equivalents 9,394 10,137

11,813 14,213
    

Creditors: amounts falling due within one year 1 9 (57,419) (8,210)

Net current assets (45,606) 6,003

Total assets less current liabilities 524,750 489,904

Creditors: amounts falling due after more than one year 20 (333,597) (302,506)

Provisions for liabilities

Pension – defined benefit liability 12 (360)  (632) 

Total net assets 190,793 186,766

Reserves

Income and expenditure reserve 61,540  56,530

Revaluation reserve 129,253 130,236

Total reserves  190,793 186,766

Report and  
financial statements 
for the year ended  

31 March 2020
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Local Space, 58 Romford Road, London, E15 4BZ

Local Space is a charitable registered society (Reg. Number: 29840R) 
Registered Social Landlord (Reg. Number: LH4454)
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