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Geoff Greenwood,
Chairman.
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Chief Executive.

Welcome to Alpha’s 2017/18 annual report. Our report takes a look at how we have performed
and our plans for the future.
It has been another eventful year. We have continued to grow and improve our existing housing
while at the same time remaining true to our values and providing a great service to our residents.
During the year we completed our first new-build housing for
over 20 years at Saxon Court, St Helens. This project saw the
complete remodelling of our sheltered development as part
of a £3.4m scheme to provide new kitchens and bathrooms as
well as 6 new-build apartments.
We also secured grant of over £5m from Homes England and
Wirral Borough Council and acquired land to support Alpha’s
first ever extra care development. Work is planned to start early
in 2019.
Saxon Court

We continued to make strong progress on our improvement
programme. We spent £3.46m which included 158 new shower
rooms or wetrooms and 167 new kitchens.

We implemented a further 1% rent cut, but made a surplus of £1.38m which will further support
Alpha’s improvement programme.
As a small specialist provider we take pride in the fact that we do things a little differently.
We started Alpha’s Big Conversation. Over 180 residents talked to us about what it is like to
grow older and the attitudes of society and family. We talked about health, loneliness and
companionship and hopes and ambitions for the future. The results are shown in this report.
We also completed a resident satisfaction survey. While this was completed in the later part of
2018, we think it is important to share this with you here and commit to making improvements
where they are needed.
We are not a perfect organisation. We are always learning and have the passion to make a positive
difference.
We look forward to continuing to work with our residents and providing great places to live.
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IMPROVEMENT PROGRAMME
Our investment programme continued to make
good progress.
Our highlight of the year was the completion of the
Saxon Court remodelling. This was a huge project and we
are grateful to our residents for bearing with us through
the muck and bullets, but judging by the comments we’ve
had it has all been worth it.
With the support of £324,000 grant from Homes England,
we converted 37 studios into one-bedroomed apartments and
provided new kitchens and bathrooms throughout. We also built 6
brand new apartments.
During the year we completely reviewed our fire alarm systems and how they work, to make
living with Alpha as safe as possible. All developments received upgraded systems and 8
received fully reconfigured systems. Maintaining a focus on health and safety we also carried
out over 150 five year electrical inspections.
Apart from Saxon Court, our major project in the year was Hesslewell Court, Heswall where all
Alpha owned properties received new kitchens and bathrooms and more efficient individual boilers.
In total we replaced 158 bathrooms and 167 kitchens. Where necessary upgrading work was
carried out on empty properties to try to minimise the inconvenience to residents.
We replaced 6 communal boilers with more efficient heating units. To complete the picture we
also replaced 2 lifts and 2 warden call systems. That’s quite a list!
Looking forward we plan to use our in-house extended handyperson team to carry out some of
our improvement work in the future. This will provide better value for money and allow us to
stretch our resources further.
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ALPHA’S BIG CONVERSATION
Alpha is driven by a passion to make a positive difference to the lives
of older people and we say that we aim to shape services around
people by getting to know them. But how well do we really know
our residents?
Alpha’s Big Conversation attempts to do just this by talking
with residents about some of the things that impact on
their lives and really listening to what people tell us. We
won’t have all the answers, but we want to take the time
to listen and to understand more about what’s important
to people.
So, over seven weeks in March, April and into early May,
180 people from across all our developments joined in our
Big Conversation and shared with us their own thoughts about
getting older, the role that technology plays in their lives, about
keeping in touch with friends and relatives and about what they do to
keep active and stay healthy.
Some key messages that came up at most of the conversations are as follows.
‘Don’t refer to us as old’……probably the most important message to come out of the 12
conversations. It’s hard to reflect everybody’s view on this but what was very clear that for most
people age is just a number and that the higher that number gets the less important it is. 7 out
of 10 people said that they felt younger than their ‘number’ age.
Most agreed that, more than anything else, it was deteriorating health that was more likely to
make them feel old, and that even then despite possible physical limitations that might bring it
did not stop them feeling young. ‘Having a positive attitude is the key to a happy life, whatever
your body is telling you’ said one resident.
Technology plays an increasingly important part in people’s lives, especially when it’s used
to keep in touch with friends and relatives. There was a consensus that it would never match
up to face to face contact and real conversation, but people could see the value it can bring if
families and friends live far away.
Over a third of the people we talked with regularly used text, Whatsapp or email and just
under a third had at some time used Facebook. Smaller numbers used Skype, Twitter or
Instagram and just under half of the people we talked to didn’t use the technology we asked
about.
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Many people continue to have regular contact with families and friends, some with very active
social lives in and beyond their own development but there were a number who shared with us
that the quality of contact could be better. One person told us that ‘An hour’s visit once a week
from a my daughter who lives just down the road would be much better than a daily 5 minute
call on the phone, or a text to check that everything’s OK’, this was something that was talked
about at most conversations.
Finally, for now anyway, there were several people who told us about the things that they’d
like to do if they could. Whilst some felt that their bodies may not let them others were more
optimistic. Here’s just a few of the ‘still to do’s’ that made the list; ice skating, bungee jumping,
walking the Great Wall of China and becoming a vegetarian.

So, what have we got from the Big Conversation, and what next? Well, for one we can honestly
say that we know a lot more about our residents than we did, and while we only engaged with 180
people the messages from all 12 conversations were familiar.
From the feedback we had at each discussion and for some time after it’s clear that people really
warmed to the idea of a conversation and that across all 12 events people enjoyed them. We need
to do more. One relatively new resident said that he was really impressed that we wanted to know
about him, and not just that he was paying the rent and keeping his flat clean.
We are still reviewing all the notes we took, all the post-it notes people wrote on and all the results
from the interactive sessions. Thanks to everybody who came along and contributed, thanks to
the Development Managers who helped host the events and make sure that they ran smoothly
and particular thanks to Steve Wood, Sadia Akram, Daren Hughes and Sue Hewitt for their help in
delivering them. We will use the results to help improve our services. Thank you to all the residents
and staff who participated.
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Statement of Comprehensive Income
For Year Ended 31 March 2018
2017/18 was another successful year for Alpha and also another one of change. Alpha continued
to meet its objectives, exceed its financial targets and implement measures to plan for a revised
strategic future.
A surplus of £1,381,735 for the year ending 31 March 2018 was generated (£1,433,487 2016/17)
as can be seen below. Surpluses are planned to continue to reduce over the next 3 years to
further support Alpha’s capital programme.
Operating expenditure decreased in the period from £4,276,264 (2016/17) to £4,184,002
(2017/18). This is due to a greater focus on value for money and specifically a reduction in
staffing costs.

2018
£

2017
£

Turnover

5808498

5940574

Operating expenditure

-4184002

-4276264

Operating surplus

1624496

1664310

Interest receivable

3441

5669

Interest and financing costs

-246202

-236492

Surplus and total comprehensive income for the year

1381735

1433487

This surplus contributed towards further development improvements of £3,456,254 (£2,175,150
2016/17). This included as follows:
Number of Items Replaced

2017/18

2016/17

8

1

Wet rooms / shower rooms

158

65

Kitchens

167

32

Warden call systems

2

3

Passenger lifts

2

2

Fire alarm systems
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Statement of Financial Position
As At 31 March 2018
Cash at year end decreased slightly from £1,107,632 (2016/17) to £1,002,437 as a result of
the commitment to the accelerated improvement programme. A five year revolving credit
facility was put in place with Lloyds in 2016 to the sum of £11m to support, along with generated
surpluses, planned capital expenditure for the next five years of £11.7m. During 2017/18 £3.07m
was drawn from this facility. Both these changes can be seen from the Statement of Financial
Position below.

2018
£

2017
£

26019568

22396833

187931

130421

26207499

22527254

1944

1677

290854

267794

1002437

1107632

1295235

1377103

1359127

1161035

-63892

216068

Total assets less current liabilities

26143607

22743323

Creditors due after more than one year

12296869

10278307

Total net assets

13846737

12465015

111

124

Income and expenditure reserve

13846626

12464891

Total Reserves

13846737

12465015

Fixed Assets
Tangible housing properties
Other tangible fixed assets
Current Assets
Stock
Trade and other debtors
Cash and cash equivalents
Less creditors due within one year
Net current (liabilities) / assets

Capital and Reserves
Non-equity share capital

If you would like to see a full copy of our financial statements, you can download them
from our website at www.alpha-living.co.uk or alternatively, please telephone head office on
0151 346 1598 who will be happy to provide you with a hard copy in the post.
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RESIDENTS’ SURVEY
During the summer of 2018 we carried out a comprehensive residents’ survey. While strictly
speaking this is outside the 2017/18 financial year, we want to share this information and
commit to acting on the results.
Firstly, we are really grateful to the 486 residents who took the time to complete a questionnaire.
That’s a whopping 57% response rate.
Asked overall whether they were satisfied with Alpha’s services, 88% of people said they were.
This is a good result, but is a decrease compared to when we last carried out a survey in 2015,
when 94% said they were satisfied.
There was a large variation between developments. In 6 of our developments there was 100%
satisfaction. In 5, satisfaction was less than 80%.
Residents who had lived in an Alpha property for 3 years or less, tended to be very satisfied. In
contrast, longer standing residents were less happy. Only 78% were satisfied overall compared
to the Alpha average of 88%.

OVERALL SATISFACTION
BY LENGTH OF TENANCY

OVERALL SATISFACTION
IN PROPERTY CONDITION

TENANCY LENGTH
< 1 year

93%

4%

96%

3%

Satisfied
Dissatisfied

1-3 years

92%

4-5 years

81%

6-10 years

86%

11-20 years

78%

Neutral

2015

4%
94%

Overall satisfaction with the condition of Alpha’s properties
has increased a little since the last survey in 2015.
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2018

2%

CHANGE IN SATISFACTION
WITH COMMUNICATIONS

The biggest drop in satisfaction concerned ratings
for whether Alpha listens to residents’ view and
residents’ opportunities to get involved in how
Alpha is run.

LISTENS TO VIEWS

We need to get much better at communicating
with and involving residents and outline some
ideas at the end of this section.

2015

81%

2018

60%

OPPORTUNITIES

Satisfaction with our Development Managers was
high, as was satisfaction with the Housekeeper
service including cleaning. The overall picture on
satisfaction is shown below, showing how you rated
each aspect of our service.

2015

86%

2018

68%

PERCENTAGE OF RESIDENTS SATISFIED WITH EACH RATING
Quality of home

94%

Cleaning of internal communal areas

92%

Condition of home

91%

Friendly and approachable staff

89%

Overall services

88%

Development as a place to live

87%

Develoment Manager overall

86%

Value for money of rent

86%

Overall satisfaction with last repair

85%

External building repairs and maintenance

85%

Repairs to communal areas

83%

Repairs and maintenance service

81%

Value for money of service charge

80%

Keeping tenants informed

77%

Overall customer experience

72%

Opportunities to make views known

68%

Listens to views and acts

60%
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We received a number of detailed comments from residents. Many praised and valued the service
that Alpha offers. A number of people also offered their thoughts on areas for improvement.
Getting communication right, and treating all residents with respect were key issues.
There were also some local issues in a few developments which we will look to address.

WHAT’S NEXT?
We are really grateful for the comments given and the time residents have taken to complete
the questionnaire. While nearly 9 out of 10 people think Alpha is doing a good job, we want to
get better and need to understand and address the issues that residents have raised.
In the early part of 2019, members of the senior management team will visit every development
to present the results, discuss them in more detail and give a commitment to address the issues
raised – while making sure we carry on doing the good things.
We will give lots of notice for these meetings and look forward to some lively and interesting
discussions!
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THANK YOU
Alpha would like to extend
a special thank you to all
Board members, staff and
residents for your continued
contribution and support
in yet another successful
year. Thank you to all those
involved in the preparation
of this report which we
hope you all enjoy.
Graeme Foster
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