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Dennis Spilsbury,  
Chairman of Ocean Housing Group

A very warm welcome to this year’s Ocean Group Annual Review in what has been a busy and 
challenging year for everyone involved in Ocean.  The review is always a time to reflect on past 
success, where we can improve and look forward with a positive attitude.

When we started life at Ocean some sixteen years ago it was the tenants who decided they 
wished to have improved services, involvement and a voice in the then new organisation, 
have their homes upgraded with new kitchens, bathrooms, central heating and windows, the 
list goes on!  This has been achieved but we recognise standards need to continually rise and 
expectations from all of us involved in the Group continually rise.  Setting new standards of 
service and supporting tenants in the current difficult times will remain at the heart of our 
activities over the coming years.

During the year we completed building Cornwall’s 1000th afordable home. It’s a joy to see the 
positive impact our homes have on local families. We will in the year 
ahead continue to improve existing homes and build much needed 
new homes for local families!

There is still a great deal for us all to do, with new targets and 
ambitions for Ocean.  Our past performance and future plans could 
not be achieved without the hard work and enthusiasm of our 
staff, board members and the time and support many tenants and 
residents give us so willingly, along with our partners.  A huge thank 
you to you all, I look forward to continuing to work so positively 
with you in the year ahead.

Dennis Spilsbury, Chairman of Ocean Housing Group



Jan Faulkner,  
Chair Person of The Tenants and Residents Panel

It is said that “change” is the only constant in life, and this 
has been true for Ocean this year. Not only have they had to 
contend with the daily impact of the welfare reforms, Ocean have 
successfully undertaken several changes ensuring the organisation 
runs smoothly for our benefit.

When welfare reform reared its ugly head, Ocean provided a team to 
support all residents affected. I am pleased to say, the Welfare Advice 
Team have proved their worth by educating, supporting and guiding 
us through those changes and I would like to say a big “Thank you”.

As a panel we’ve grown both in numbers and understanding of the task 
ahead, due to the training provided by the Tenant Involvement Team. We have trained alongside 
the Scrutiny Panel, which has enabled us to form a good, strong working bond. In turn, this 
prompted us to create a mission statement where Value for Money and maintaining standards 
are our key objectives. You can view this on our webpage at www.oceanhousing.com just click 
‘My Community’.  This brings me nicely to our Treasure Chest applications, which are invited for 
the purpose of encouraging community activities, and bringing people together. Most of all, we 
welcome the opportunity to meet you. 

The year ahead is set to be just as busy, but with Ocean on hand to guide us, I’m sure we will 
continue to flourish.  
 
If you wish to contact the Panel, or find out what we do, please contact the Tenant Involvement 
Team on 01726 874450, or visit the website on www.oceanhousing.com. I look forward to 
hearing from you.

Jan Faulkner, Chair Person of the Tenants and Residents Panel
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As a former heating engineer, I can’t fault the 
service provided by Ocean
Fred, St Stephen“ ”

In May 2015, Ocean was proud to deliver 
Cornwall’s 1000th affordable home for  
local people in St Newlyn East. 

Ocean’s Property 
Services continue to 
repair, maintain and 
update our homes to 
the highest standard, 
providing a service to 
be proud of.

Cornwall delivers record 1000th 
new affordable home

Repairs and 
Maintenance 
ProgrammeSpring

Our new home is everything we could 
have wished for and more.  If it wasn’t 
for Ocean and Cornwall Council, none 
of this would have been reality
Chelsey, St Newlyn East ”

“
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“

Residents are able to make a valuable  
contribution to Ocean’s co-regulation  
and Governance thanks to our free  
training programme.

Bring out the 
best in your 
community with 
Ocean and its 
partnership work, 
where you can 
learn lifelong  
skills and turn  
    I can’t       
       into      
               we can   

Your  
Community 

“ 
“   

”
”

Residents Training Programme 

Scrutiny Panel, Day-to-Day Repairs Service Review
Co-regulation and governance of Ocean has never 
been stronger. Our resident panels demonstrate this 
through the review of different services and make 
recommendations for improvements.   

“ ”
We’ve had our successes by  
making changes to policies  
for the benefit of residents
Graham, St Austell

The training sessions provide us  
with a valuable insight into housing. 
They are fun, but there is a serious  
message behind them 
Paul, St Columb ”
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Merging our Repairs and 
Maintenance department 
with Housing allows greater 
investment and the newly 
branded Ocean Property 
Services to remain focused 
on improvements for 
residents.

Go Wild Summer

      The overnight camp was 

awesome! I can’t wait for  

Ocean’s next activity

Hollie, St Blazey 

Our younger residents have 

never had so many  

opportunities to build their 

confidence and push their 

boundaries with Ocean’s exciting 

activities programme. 

Property  
Services Takeover

“ ”



Original residents celebrate as  
they move back into the new  
£1.8 million development in Fowey 
after Ocean and Gilbert & Goode 
replace the dated building. 

Re-development 
of Windmill House 

Active Plus Event 
Working with Active-plus, 

the Ocean Extra team boost 

social wellbeing for Prince 

Charles House residents. 

      The group really 

responded well to the  

activities provided. 

Thanks Ocean! 

Christine, St Austell 

“

“

Ocean has done us proud. 
We are grateful that the 
new Windmill House has 
allowed us local, older 
people to remain living  
in the town
Ron, Fowey ”

”
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Autumn
Building a Brighter Future

Building new affordable homes for local people and 
including schools in the area gives us great pride
David Renwick, Ocean’s Chief Executive 

Local students took part in our ‘Draw your dream home’ competition 
which marked the start of a new affordable homes building project  
in Newquay.

“ ”
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Tackling Universal Credit and spare room subsidy is a daily 
task for our Welfare Advice team.  They have helped customers 
secure 194 discretionary housing payments during 2015/16, 
minimising the impact for residents and the organisation too. 

We continually recruit 
keen local people from 
across the county for our 
apprenticeship programme, 
giving enthusiastic 
individuals the opportunity to learn 
and develop with us at Ocean. 

”

Apprentices

Treasure Chest

“ I’m excited to be 
learning a valuable 
trade which gives me 
many great options  
for my future
Rebecca,  
Ocean Apprentice”

“ ”
We are thrilled to have a communal area 
that everyone can use
Nancy, Newquay

Residents and communities alike have reaped the 
rewards of a cash injection, thanks to Ocean’s 
generous Treasure Chest Scheme.  

Welfare Reform

“      Thank you so much for your help,  
you’ve helped me to keep my home
Penny, St Blazey



“

Ocean Extra’s lifeline deal 
with a staggering 300 
telephone calls per month, 
as part of their supportive 
service for residents. 

Lifeline gives help 
when necessary,  
I couldn’t imagine 
living without it
Mrs. Bellman,  
Newquay 

Lifeline

”
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Winter

I love my home, the quality finishes 
make all the difference
Jody, Trevone

“

Cornwall Building Control Awards
Gilbert and Goode are recognised for their top quality 
homes and scooped the Best Housing Development 
award for our Porthmissen Development in Trevone.

”
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Santas on the Run
Always up for a challenge, 
Ocean staff take part  
and sponsors the jolliest  
of jogs, with Santas on  
the Run, raising much 
needed funds for Children’s  
Hospice South West.

We collected 83.2 kilos  
of food for St Austell  
Foodbank to ensure local 
families weren’t short of 
food over the festive period.  

Foodbank  
Collection

“
“

Ocean’s goodwill  
and support has  
gone a long way  
to help families in  
need of food
Nigel,  
St Austell Foodbank 

”        Your support ensures that  
we can continue to offer vital care for  
families going through unimaginable circumstances
Bernadette, Children’s Hospice South West ”



Our Customer  
Services Team received  

63,271 
calls during  
2015/16.

Ocean’s Performance for 2015/16
Resident Involvement and Empowerment

94%
of calls were answered 

in person; 3% more 

than 2014/15.

12

The average  
time to answer  

calls was   
28 seconds. 

This Standard ensures that you, our residents, 
are at the heart of everything we do, working 
with us to shape our services and monitor our 
work. It is also our promise to you to provide 
excellent customer service and  
to act on your feedback.

We received 54 complaints during the year 
and the average time taken to resolve was 
10.6 days. 71% of complaints were either 
upheld or partially upheld.  
In the same period we welcomed  

60 compliments  
from our customers.



Ocean’s Performance for 2015/16

This Standard is about the way we let our homes, the rent we charge and our tenancy services.

Tenancy

We let a total of 

359 homes 
in 2015/16 and completed the building of 

103 new affordable homes  
(67 for rent and 36 for Home Buy).

Ocean now owns and manages a total of 
3,951 low cost rental homes 
and 331 low cost shared ownership homes.

It took Ocean an average of  
25 days to let each property compared to 
19 days last year; this was due to peaks in 
workload caused by major works and low 

demand properties.  
The letting of empty properties 

remains satisfactory.

Rent arrears remained low  
at 2.05% for the year,  

compared with 1.88% last year.

We helped 19 of our tenants, 
affected by the spare room 

subsidy, to downsize to 
smaller accommodation.  

We provided advice and helped 
tenants to access funding to 

downsize, without the worry of rent 
arrears or removal costs.

To date we have secured 

£189,060 
for tenants affected by the  

Bedroom Tax through  
Discretionary Housing Payments.

              of Ocean customers have 
subscribed to our 24-hour Lifeline 
Alarm Service.

301

                     of new customers  
were satisfied with the allocation  
and lettings process.

99%
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We dealt with  

295 new cases  

of Anti-Social Behaviour  

during the year.
82% of customers were 
satisfied with how their 

case was handled and 
68% satisfied with the 

outcome achieved.  
Ocean has invested in Customer 
Journey Mapping with residents 

who have experienced Anti-Social 
Behaviour and is implementing the 

changes recommended.

91% of Tenant Monitors were satisfied with the Grounds Maintenance Service,  
a rise of 5% for the second year in a row!  

95% of monitors expressed satisfaction  
with the Communal Cleaning Service, an increase of 5% from last year.

This standard ensures that the areas you share with your neighbours are clean, safe and well maintained.  
This includes play and recreational areas, car parks, the communal areas inside blocks of flats,  

shared gardens and grassed areas.

Ocean’s Performance for 2015/16
Neighbourhood and Community Home



Satisfaction with our repairs service 
remains high and 96% (98% in 

previous year) of customers expressed 
their satisfaction with the service.

15

We completed a total of  

11,573 day-to-day repairs 
during the year.

94% (compared with 99% last year) 
of repairs were completed on time and 

95% were completed  
at the first visit. 

We made 6,297 repair appointments with customers in the year  
and 94% of them were kept (compared with 98% in the previous year).

Maintaining safe gas systems in our 
homes is of paramount importance  

to Ocean – at the year end  
100% of gas safety  

certificates were in place.

100% 
of our homes meet the Government Decent Homes Standard.

This Standard is about the way we let our homes, the rent we charge and our tenancy services.

Ocean’s Performance for 2015/16
Home
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Poor performance

High cost
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 Responsive repairs  
 and void works

 Rent arrears and   
 collection

 Anti-social behaviour

 Major works and   
 cyclical maintenance

 Lettings

 Tenancy management

 Resident involvement

 Estate services

Poor performance

Low cost
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Good performance

High cost

Comparing Ocean’s performance and the cost of services with others is one of the tools we use to make sure 
we’re doing our best for Ocean customers. This graph compares Ocean’s performance to 401 other housing 
providers across the United Kingdom in 2013/14; 2014/2015 information will be available soon. 

Ocean performs better than average across all areas and overall costs are average. Significant resident-led 
improvements in how Anti-Social behaviour is handled have seen this service area advance from ‘poor’ to 
‘good’ between 2012/13 and 2013/14. Progress is reviewed throughout the year, so that where performance 
improvement or cost reduction is needed, we can take action to improve. We will publish a detailed comparison 
report on the website www.oceanhousing.com under Service Standards, when it becomes available.

7

8
Good performance

Low cost

Financial Information
Quality Services at the right price Value for Money
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We are always striving for Value for Money and every decision our Board makes is considered on this basis.

Each year we select specific areas of the business to receive a critical look at how things are done looking at; can 
we do more; can we do it better; and is it what our customers want? In the last year we delivered the following 
by undertaking these reviews:

• We are always aware that overheads are 
a burden on services and need to be as low as 
possible.  We have been efficient in this area but still 
look to do better.  The growth of Gilbert and Goode 
has enabled the social housing activities in Ocean 
Housing to benefit from lower overhead charges.  
Overheads attributed to social housing activity have 
reduced by £87,000 in 2015/16 compared to the 
previous year.

• We spend over £6 million per year on 
maintaining and improving our houses, and as such, 
we always work hard on keeping down the costs 
of materials.  In 2015/16, our membership of the 
Advantage South West procurement consortium 
saved us £250,000. 

• In-house delivery of the maintenance 
programme ensures that tight control on costs 
can be achieved, as well as maximising savings on 
VAT. The use of this VAT efficient in-house model 
means the equivalent of a 5% VAT rate on the whole 
programme, a value estimated at £300,000.

• We have focused on procurement activity in 
2015/16 and have established a new post of Group 
Procurement Manager.  This new post has helped 
us get better Value for Money in contracts let in 
the year.  A number of contract negotiations have 
taken place in the year which has led to a combined 
annual financial benefit of £164,000.

• The Group restructure in 2015 resulted in costs 
being reduced by £313,000 in 2015/16.  The full 
year benefit in 2016/17 is expected to be £650,000.

• A number of management cost reduction 
initiatives have been delivered in the year resulting 
in a saving of £62,000.  These include staff 
efficiencies and reviewing the timing and method of 
tenant communications.

For a full assessment of Ocean’s Value for Money activity,  
please see our Annual Self Assessment at www.oceanhousing.com

Financial Information
Value for Money



  2016 2015

  £’000 £’000

Turnover 32,688 30,183

Operating costs  23,403 -21,963

Operating surplus  9,285 8,220

Surplus on  
property sales  912 187

Interest payable  7,787 7,147

Taxation  123 179

Other income/expenses 103 741

Surplus for the year  2,390 340

Fixed Assets: 

 Properties  180,118 172,348

 Other Fixed Assets  3,544 3,339

  183,662 175,687

Current Assets  12,279 16,240

Current Liabilities  5,773 6,496

Net Current Assets  6,506 9,744

Net Assets  190,168 185,431

Long Term Loans 124,724 122,346

Grant creditor 42,106 40,392

Reserves 23,338 22,693

  190,168 185,431

Funded by:

Statement of financial position as at 31 March 2016

Consolidated Ocean Group  
Summary Financial Report

Statement of comprehensive income for the year  
ended 31 March 2016

Financial Review
2015/16 was a year of change for Ocean 
with the Group restructuring its maintenance 
activity and responding to the Government’s 
policy to reduce rents.  It is pleasing to see 
that the Group responded well to these 
changes and delivered a surplus of £2.39 
million in the year.  This surplus will be used 
to invest in both enhancing resident services 
but also the development of new, much 
needed homes.

Ocean has embarked on a period of review 
and investment in its systems and processes.  
The aim of this is to enhance our customer 
offering and enable us to provide you with 
effective and efficient services.  We can do so 
from a position of financial strength because 
of the continued, excellent performance of 
the Group.

Ocean will continue to build on its financial 
success, re-investing its income into homes, 
jobs, training and growth to improve 
Cornwall’s economic future. 
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Ocean Housing Group Membership  
of the two Housing Association Boards

Our Boards and Committees govern our organisation, provide accountability and set our strategic direction.  

Board membership as at 31 March 2016

Ocean Housing Group Ltd
Dennis Spilsbury (Chairman) Ocean Housing Ltd

John Green (Deputy Chairman) Ocean Housing Ltd

Lesley Clarke Independent

David Renwick (Exec) Ocean Services (SW) Ltd

Roger Smithson  Independent

Christine Bainbridge Ocean Housing Ltd

Debbie Wilshire Independent

Chris Durkin Ocean Housing Ltd

Ocean Housing Ltd  

Liz Farrell  Tenant

Brian Jones  Tenant

David Phyall  Independent

John Green Independent

John Berry  Independent

Debby Weller Independent

Betty Hale Independent

Dennis Spilsbury  Independent

Christine Bainbridge Independent

Chris Durkin (Chair) Independent

Dennis Spilsbury  
(Group Chairman)

Lesley Clarke  

Chris Durkin

John Green  
(Deputy Group Chairman)

David Renwick (Exec) 

Christine Bainbridge 

Roger Smithson  

Debbie Wilshire 

Supporting the Local Community 
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Our Boards and Committees govern our organisation, provide accountability and set our strategic direction.  

Board membership as at 31 March 2016

Supporting the Local Community 

The Editorial 
Panel  
ensures that the 
publications we 
produce are  
relevant, easy to 
follow and  
engaging.

The Tenants and 
Residents Panel  
helps us to set 
our priorities and 
improve our  
services.

The Scrutiny 
Panel   
explores how 
services are 
delivered and 
whether they 
provide Value  
for Money.

Year on year we raise our standards and pledge to 
be more than just a Social Landlord.  Our purpose 
has always been to provide you with quality 
housing and services at an affordable price, but 
we also enhance our services by supporting our 
local communities.

Our approach includes: 

• Creating jobs, training and growing the   
organisation. Throughout 2015/16 we invested 
in 23 new roles across the Group. We continue to 
introduce local people to Ocean’s highly regarded 
apprenticeship programme, supported by our 
friends at Cornwall College.  

• Empowering Residents.  We have strong 
connections with our local communities and 
individual residents because we offer a wide 
range of support, advice, activities and regular 
opportunities to have your say. Your involvement 
helps us to improve the standard of our service 
and increase satisfaction; in return we have 
helped boost resident’s confidence and improve 
their quality of life. 

• Partnership Work. From timber frame 
structures to the hinge on your door, we can 
proudly say that wherever possible, we work 
with local suppliers and organisations to support 
Cornwall’s economy.

• Accessible services.  Ensuring our services are 
easily accessible to everyone is really important 
to us.  Our dedicated Ocean 2020 team is 
working hard to meet the changing needs of our 
residents now and in the future. 

21



How to contact us:
email: help@oceanhousing.com 

www.oceanhousing.com
telephone: 01726 874450
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