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Tim Mulvenna,
CEO The Barnet Group

In last year’s Annual Review, I shared my four key 
priorities for The Barnet Group with you; people, 
customers, growth and technology. Since then, 
we have been making progress in each of these.

People
This includes both our staff and our customers. 
In September 2018 our people came together to 
create our new mission, vision, values and brand 
promise. 

Our Mission (What we want to do):
To make a real difference to every customer

Our Vision (Where we want to be):
For customers to be our biggest advocates

Our Values (How we will behave):
• Show respect
• Find solutions
• Make a difference

Our Brand Promise
Be person-centred 

These are an ambitious set of guidelines for our 
people to live and work by. By doing so, we’ll 
deliver a service that we can be proud of, and one 
that works for you.

Customers
Our customers are at the heart of everything we 
do. From the customer awards we host every 
Christmas to events like Urban Gamez, it’s you 
who put the sparkle in our annual review.

Growth
For The Barnet Group to continue to thrive, growth 
is essential. You can read about the new homes 
we’re building through Opendoor Homes, as well 

as Bumblebee, our private lettings agency in the 
Growth & Development section of this review.

Technology
We understand that a growing number of our 
customers would like to access our services 
online. The transition to being a digital-by-
default service is not something that can happen 
overnight, but we are making progress in the right 
areas to ensure that customers can access our 
services in the way that suits them best.

However, we can’t rest on our laurels; we have to 
continue to work every day to make the lives of 
our customers better.

I hope this review goes some way to sharing the 
work we’re doing, and the communities you’re 
creating.

Tim Mulvenna,
Group Chief Executive
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When I retired I had visions of long, relaxing 
days spent in my garden and playing with the 
grandchildren. How mistaken I was! I’m busier 
now then I was when I worked full time! 

However, I have a constant feeling of achievement 
when I look back and see how far the Performance 
Advisory Group has come. I am extremely proud 
of the hard work all our members do year on year 
to ensure that Barnet Homes’ services continue 
to improve.

In the last year the main focus of the group has 
been to work with the Customer Experience 
Team. This team has been set up to work with our 
residents and service area to review the whole 
‘Customer Experience’.

The purpose of this discovery exercise is to look 
at how easy is it for customers to get what they 
need; how we can make it easier and what matters 
most to customers. Overall, we want to see how 
we make the customer experience feel better.

The work includes Data gathering and analysis 
and case study reviews to understand how 
enquiries come into us and how well they are 
handled. Our team have been carrying out a wide 
range of activities including team engagement, 
shadowing, self-assessments, workshops and 
activity logs to better understand problems.

We’ve been mapping the customer journey; 
speaking with customers and teams to understand 
what matters most and current pain points (service 
specific and cross-cutting themes). We’ve been 
asking ourselves; do we know our customers and 
what is most important to them? 

Since September 2018, through customer 

journey mapping the team with the assistance 
of PAG members and members of our Resident 
Support Group have engaged with 89 customers 
via interviews, 215 customers via surveys, 26 
customers via focus groups.

The customer journey focus is on repairs, anti-
social behaviour, rent and housing options 
and identified cross-cutting concerns and 
improvements which could be made about the 
whole Barnet Homes experience. 

This work will continue into 2019 and once 
the recommendations have been made and 
implemented, a group of residents will monitor 
the progress of the improvements. This group will 
be recruited from our Resident Support Group. 

This is a database of over 100 interested residents 
who are keen to work with us to support the work 
that the PAG members do. 

We are always looking for new members so 
contact us if you are 
interested. 

John Davies,
Chair of PAG

John Davies,
Chair of PAG
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The Barnet Group’s Strategic Plan sets out our 
five-year vision from 2019-24 for how we will 
continue to deliver good services whilst supporting 
our customers and Barnet Council through the 
challenges they face. The objectives we have set are 
based on our review of the external environment, 
the needs of our customers and employees, and 
our own strengths and weaknesses. This plan is 
complemented by a strategic action plan of priority 
activities that support our aims and will ensure we 
reach our goals.

By 2024 we want The Barnet Group to be seen as 
a leader in the sectors in which we operate, and 
for our customers to be our biggest advocates. 
To do this, we will need to be more innovative in 
the way we deliver services and to make continual 
and sustained change. We must also attract the 
best staff by being a great place to work. If we are 
to realise our ambitions, we must continue on our 
journey to transform and modernise. 

We must ensure we achieve the greatest impact 
from everything we do, including our financial 

The Barnet Group’s
Strategic Plan

2019-2024
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decisions, the way we deliver our services, what we 
expect from our people, and the investments we 
make in systems and technology. We will make sure 
that operations across the Group’s diverse range 
of activities meet the high standard expectations 
of customers, regulators, and our stakeholders 
and partners. We will focus our efforts on driving 
value for money in all our activities. 

We are committed to supporting the Council in 
investing in fire safety and implementing best 
practice fire safety measures in our high-rise 
blocks. As a result of a review of our approach, we 
will continue to prioritise and enhance the safety 
of our customers, and will engage with residents 
and increase awareness.

We will provide excellent services in our core 
areas of operation, and will seek to maximise 
potential outcomes and achievements and ensure 
appropriate skills and resources are shared by 
continuing to work with partners, as we have in 
the Welfare Reform Task Force, BOOST, and 
Love Burnt Oak. We will support customers who 
continue to be affected by welfare reform. In order 
to address the wide range of issues that can be 
linked to homelessness, we must continue to find 
ways to address the growth in demand and deliver 
early intervention.

We will develop and adopt more flexible and 
efficient services, focusing on the priorities of our 
customers, and providing choices to meet their 
needs and aspirations. We will review and simplify 
our service delivery, aiming for resolution at the 
first point of contact. We will aim to optimise our 
processes with a view to increase digitisation and 
offer increased choices to customers who prefer 
to access services in this way.

We will grow and transform the services within 
Your Choice (Barnet) to deliver efficiencies 
whilst ensuring improved outcomes, increased 
effectiveness, high customer satisfaction, and the 
promotion of greater independence and choice.

The provision and management of housing, 
homelessness, and adult social care services are 
why The Barnet Group exists; however, the growth 
of our business over the past 3 years has had the 
added benefit of acting as a catalyst to achieve 
savings, improve services, and retain and develop 

quality staff. We therefore intend to achieve further 
growth in future years in order to sustain our core 
services.

We will continue to grow and potentially diversify 
our Registered Provider Opendoor Homes and our 
private lettings company Bumblebee, adopting 
innovative service models in order to achieve 
positive outcomes and deliver effective and efficient 
services. We will also continue our ambitious 
development and acquisition programmes in order 
to increase the housing supply within the borough 
and help to meet growing demand across different 
tenures.

We recognise that our staff are our greatest 
asset. We will focus on employee wellbeing and 
engagement to make The Barnet Group a great 
place to work, and to attract, develop, and retain the 
best staff. We will continue to find ways to deliver 
social value, including providing apprenticeships 
and training. We will also invest in technology that 
supports our staff to deliver effective services and 
provides positive outcomes for customers, and will 
focus on realising the benefits of this investment.

We will continue to be transparent and accountable 
to our customers for the decisions we make and 
the services we provide. We will be responsive 
to changes within the housing and adult social 
care sectors and mindful of the current economic 
climate, but will continue to make long-term 
strategic decisions for the benefit of this and future 
generations.

Through our ambitious growth and development 
of new homes, arising opportunities in Adult Social 
Care, and our robust approach to supporting 
Council initiatives and other services over recent 
years, we have supported the London Borough of 
Barnet to overcome many of its challenges. We 
believe we have developed a proven model for 
local government delivery where more is achieved 
with fewer resources.

By the end of the life of this strategic plan we will 
have outperformed our peers, our customers will 
experience easy-to-use services and increased 
positive outcomes from their engagement with us, 
and our staff will be proud of our accomplishments.
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The Barnet Group
to 2024

Having developed a successful track record of 
improvement and demonstrated our organisations 
competence, we are confident in and excited by 
the prospect of continuing this growth over the 
next five years. Ultimately, however, success is 

not just measured through figures, and we remain 
focused on the experience of our customers 
and the outcomes we achieve through working 
together.

If you are an employee you will perceive The Barnet Group as a great place to work, and 
an organisation of which you can feel proud. We want our customers and partners to feel our 
passion, and for our staff to feel empowered to be their best. You will feel highly engaged and will 
both understand and support the objectives of the Group and how you contribute to our aims, and 
you will feel confident that your efforts will be supported and recognised. It will be clear that the 
diversity of our employees makes us stronger and better-able to help our customers.

If you are a customer you will be satisfied that your services are being delivered reliably 
to a good standard, with a concern for your wellbeing. You will feel that our staff are friendly, 
approachable, and have your best interests at heart. You will find services inclusive, easy to 
access, and appropriate to your needs, and you will feel confident that we will get things right 
when you contact us. You will be treated fairly and with respect.

If you are a tenant or leaseholder you will feel safe and connected in your community, 
and proud of your home. You will have opportunities to be meaningfully engaged to improve 
services and decision-making, and enhance local cohesion. You will receive services that 
are delivered in a manner to enable and empower you. You will have increased opportunities 
to access key services online so that you are able to have your needs met in a way and at a 
time that is convenient for you. 

If you use our Care and Support services you will be satisfied that your services are 
provided in a way that ensures you are kept safe and your welfare is safeguarded. You will be 
treated with kindness, dignity, and respect, and in a caring manner that puts you, and your 
goals and ambitions at the centre of how your support is delivered. You will receive services 
that achieve good outcomes and support you to maintain a high quality of life, delivered 
by staff who are equipped with the skills and knowledge they need to provide positive and 
individualised support.

If you are a stakeholder you will think of The Barnet Group as a trusted partner. You will feel 
confident that the Group is a financially robust, high-performing organisation that is able to deliver 
on its promises. The Group’s ability to innovate and effectively bring other organisations together 
to achieve the best results for the borough and its residents will provide assurance to stakeholders 
that it can be trusted to grow and diversify. 
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Barnet Group staff at 
the 2018 People Event



The Barnet Group



Barnet Homes residents at Your Choice Barnet customers at The Barnet Group’s Awards Evening in December 2018



12

Our customers are at the heart of everything we do. To recognise 
those who go the extra mile to improve their communities and support 
each other, we hold a Customer Awards ceremony every year.

This year’s event took place at Hendon Town Hall and was hosted by 
David Thomas, manager of Barnet Homes’ joint-partnership initiatives 
BOOST and the Welfare Reform Taskforce.

The Barnet Group’s Chief Executive Tim Mulvenna also attended and 
was joined by The Mayor of Barnet, Councillor Reuben Thompstone, 
and The Barnet Group Chair, Terry Rogers. These VIPs also handed 
out awards alongside our contractors to the lucky winners.

The awards ceremony was followed by a thank you party for everyone 
involved; always a special way to cap off a busy year for The Barnet 
Group and our customers.

Finally, we’d like to whole-heartedly thank all the residents who were 
nominated, shortlisted and won awards – our communities wouldn’t 
be the same without your efforts.

Celebrating our 
customers at our 2018 
Customer Awards 
night

Our customers
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Barnet Homes Awards

Good Neighbour Award
Tracey Lee Sayers

Group of the year Award
Colindale Communities Trust 
(pictured left)

Volunteer of the year Award
Jeanette Catlin

Young Volunteer of the year
Keanu Hamm

Staff Choice Award
Mary Boland

Your Choice Barnet Awards

Carer Contribution Award 
Takafumi Hirakawa

Volunteer of the Year
Janet Solomons 

Making Progress Award 
Gary Jones 

Independence Award
Guilliaume Sudre (pictured 
above (right))

Staff Choice Award
Patsy Bagge 

The Barnet Group 
Customer Award 
Winners 2018
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Barnet Homes



15
Children enjoy Urban Gamez at Grahame Park in summer 2018
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Performance - 
Service Areas

These indicators help us monitor our performance as we strive to make our services better for all of 
our customers.

2017/18 2018-19 Year on year 
progress

Overall resident satisfaction 
% of Barnet Homes customers who rate Customer 
Service as ‘good’ 92.8% 90.3% 

Overall customer satisfaction with estate services 
(Tenants) 77.3% 87.1% p

Customer Contact Centre

Call answering performance – volume and answered 
within target N/A 89%

Complaints

Number of Stage 1 complaints           1,297 1,011 
% of complaints escalated to Stage 2 4.9% 8.5% p
% of Stage 1 and Stage 2 complaints answered within 
10 working days 96% 92% 

% of Stage 1 and Stage 2 complaints fully or partially 
upheld 75% 69% 

Residents’ homes

Repairs and maintenance budgets / spend (per property)

Satisfaction with repairs 98.6% 95.1% 
New homes built 0 51 p
New homes started 17 28 p
New homes pipeline 0 35 p
Gas compliant homes 100% 99.99% 
Repairs

Number of repairs 19,345 12,603 
Right first time repairs 94.4% 92.1% 
Average number of days to complete a repair 13.3 15.1 p
Major works investment spend £23.6m £19.57m 
Stock condition surveys completed 165 25 p
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2017/18 2018-19 Year on year 
progress

Fire Safety

FRAs completed 96.70% 100% p
Spend on fire safety works £3.5m £6m p
Tenancy

% of average rent arrears 3.28% 3.20% 
Number of evictions due to rent arrears 16 15 
People supported by WRTF / benefits advice 754 2,300 p
People supported into work / training 307 350 p
Neighbourhood and Community

Satisfaction with neighbourhood as a place to live 76.3% 79.2% p
Number of ASB reports (per 1,000 properties) N/A 1.4

Number of apprenticeships 6 7 p
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We are committed to listening to customers and acting on feedback 
received. Our Complaints Policy allows customers and/or their 
representatives to make a complaint using a variety of communications 
methods, and sets out clear targets for prompt resolution. 
 
In 2018, this approach was independently assessed by 
HouseMark and Barnet Homes gained the HouseMark Complaints 
Accreditation. This is a huge achievement for us, as it reflects 
our robust and person-centred approach to complaints. 
 
The criteria within HouseMark’s complaints commitments and building 
blocks are based on sector best practice and advice from the Housing 
Ombudsman Service. It focuses on meeting tenants’ expectations, 
improving satisfaction levels, delivering value for money, and 
recognising staff contribution. Achieving the independently-assessed 
accreditation is difficult and it demonstrates that we provide a quality 
complaints service that is comprehensive and customer-focused. 
 
It also gives us a clear steer on how to further improve our 
service to deliver best practice, and we continue to work on our 
improvement plan to make sure that our approach is fit-for-purpose.  
By the end of 2017/18, we had received 35 Subject Access 
Requests (SARs), and by the end of 2018/19, we have received 49, 

HouseMark 
Accreditation

Complaints & information requests
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an increase of 40%. With the introduction of the GDPR on 25 May 
2018, requesters no longer have to pay a fee for their information, 
as well as being able to expect it within one month rather than 40 
calendar days; this may have resulted in an in crease in demand. 
 
By the end of 2017/18, we had received 127 Freedom of Information 
(FOI) requests, by end of 2018/19 we have received 71, a 44% 
decrease. Last year we continued to experience large volumes of 
FOIs following the Grenfell Tower fire. It should also be noted that 
the number of FOIs reported on, particularly in 2017/18, appears 
lower than the volume actually experienced as the majority of 
fire safety-related FOIs are responded to in partnership with 
the Council, and so are not counted in Barnet Homes’ figures. 
 
The volume of VIP Requests (VIPs) increased by 12% in 2018/19 
compared to 2017/18. By the end of 2017/18, we had received 966 
VIPs, by the end of this year we have received 1,102. The increase in 
VIPs in 2018/19 can largely be attributed to the local elections in May 
2018 when a number of new Councillors were elected. We have seen 
an increase in queries regarding the Housing Options service (now 
accounting for over 50% of all VIP enquiries), with a particular focus 
on complaints regarding the quality of accommodation and delays in 
decisions and case management – similar to the trends in Stage One 
complaints.

FOIs/SARs/VIPs

Pictured: Barnet Group board members with colleagues and councillors from Barnet Council
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In January 2019, it was announced that Barnet Council will set aside 
an additional £21.9million for fire safety improvements across the 
borough, bringing the total investment to £51.9m.

The plans will see an extra £16.9m put into fire safety improvements 
including new sprinklers, fire doors and fire detection systems from 
the council’s Housing Revenue Account. A further £5m will come from 
a government grant for the recladding of Granville Road tower blocks 
in Childs Hill, NW2. This is on top of £30m previously put towards fire 
safety improvements by the council.

Barnet Homes removed all the cladding from the Granville Road tower 
blocks after the Grenfell Tower fire, as some of the materials in the 
system were similar to those used in the Grenfell Tower. The work was 
completed in October 2017, and the cladding has now been replaced 
with a safer, non-combustible, material.

At the same time, Barnet Homes reviewed its Fire Risks Assessments 
for all the council’s high-rise blocks. Following agreement from the 
Housing Committee, Barnet Homes has been progressing with a 
programme of high-priority fire safety works across the borough.

Additional funding 
approved by Housing 
Committee

Fire safety
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This has included work to improve fire stopping provisions within 
buildings, and replacement of doors, as well as improving access for 
the emergency services.

The committee previously agreed to install sprinkler systems for 
blocks of flats with 10 or more floors and a single escape stairwell, 
and the installation of more advanced fire detection systems.

In addition, the committee had previously agreed that Barnet Homes 
should proceed with developing a programme of fire safety work for 
low and medium-rise flats.

Chairman of the Housing Committee, Councillor Gabriel Rozenberg, 
said: “Nothing is more important than the safety of our residents. We 
acted immediately to remove any cladding that failed fire safety tests 
in the immediate wake of the Grenfell Tower tragedy.

“We are spending millions to strengthen fire safety across the borough. 
We will not take risks with the lives of our residents. We are expanding 
our programme of works to give residents that extra peace of mind 
when it comes to the safety of their own homes. Residents can rest 
assured that we will do everything we can to keep them safe in their 
homes.”

Pictured: the Granville Road estate after being re-clad.
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Property Services highlights

Total spend on Capital 
Works: £19.6m

Windows replaced at 29 homes

60 cold water storage 
tanks replaced

Electrical Rising Mains 
work on 432 homes

68 bathrooms replaced

Fire safety spend: £6m

65 roofs replaced Door entry works to 286 homes 22 kitchens replaced
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Completed 187 
accessibility adaptations

Completed 1,039 
Asbestos surveys

685 homes benefited from 
communal fire safety works

Lift refurbishment 
programme

163 communal 
fire doors fitted

230 front fire 
doors fitted

Other fire safety works, 
such as compartmentation
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The implementation of the Homelessness Reduction Act (HRAct) in 
April 2018 increased the administrative burden on frontline housing 
officers, increasing the time taken to complete each application. As a 
result, housing officers currently process an average of 65 cases, well 
above the manageable level of 40-45 cases per officer. 

The HRAct was accompanied by further challenges with the 
new H-CLIC reporting requirements, the need for a new IT case 
management system (Jigsaw), and the roll-out of Universal Credit in 
May 2018. 

Nevertheless, in this challenging context, Housing Options has 
achieved impressive outcomes: 
• increasing homelessness preventions from 1,140 in 2017/18 to 

1,164 in 2018/19. 
• reducing the number of households in temporary accommodation 

to 2,545 in 2018/19 against a target of 2,600. 
• let2barnet procured 683 suitable, affordable private rented 

properties for homeless households in 2018/19, compared with 
649 properties in 2017/18. 

Implementation of 
the Homelessness 
Reduction Act

Housing Options

Staff from Barnet Homes and partners 
at Minerva House’s third anniversary
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In April 2018, three officers from St Mungo’s TUPE transferred into 
Housing Options to create a new Single Homeless Team, to deliver 
increased support to single homeless applicants under the HRAct.

Since April 2018, the proportion of single applicants increased to 56% 
of all applicants. Single applicants are entitled to ‘meaningful advice 
and assistance’ under the HRAct. 

In 2018/19, the Single Homeless Team housed 66 single clients 
through the Rent Deposit Guarantee Scheme, and a further 11 clients 
through the Foundation Project. 

In 2016 Barnet Homes help to set up Minerva House, a six-bed refuge 
for female survivors of domestic violence and abuse. 

Funding has been secured to sustain the project through 2019/20. 
This funding will also enable the recruitment of a part-time link worker 
to support Minerva House residents. 

In 2018/19, Minerva House provided temporary refuge for 15 women 
and their children. 50% of these women have been moved on into 
suitable settled accommodation.

In March 2019, Minerva House celebrated its third anniversary 
(pictured left).

In 2018, Barnet Homes secured £190,000 in funding and a further 
£216,000 over 2019/20 to establish a Rough Sleepers Team (RST). 

The RST tackles rough sleeping in Barnet through regular street 
outreach and joint working with key partners, Community Safety and 
Public Health. 

The RST has already moved 10 former rough sleepers on to longer-
term accommodation. The team currently provides intensive support 
to 30 rough sleepers in temporary accommodation, with the long-
term aim of supporting these clients to move on into longer-term 
accommodation. 

Surviving the HRAct

Domestic Violence 
Funding and Minerva 
House

Rough Sleeper Team
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On the last day of the summer holidays, around 300 people packed 
in and around The Concourse on the Grahame Park Estate to watch 
local children and young people run the 60m dash.

Such was the enthusiasm for this year’s Urban Gamez, 
131 children registered in advance to take part in 
the races.

There were plenty of other activies for young 
people too, such as a climbing frame and 
‘rodeo’ style surfboard.

We were also delighted to be joined by 
the Mayor of Barnet, Councillor Reuben 
Thompstone, on his first engagement to support 
Barnet Homes.

The Mayor said: “I am really 
looking forward to getting to 
know people I’ll no doubt 
get to meet as I go around 
Barnet Homes’ estates and 
communities. But this event 
is of particular interest to 
me, as I am a teacher by 
profession and want to 
use my Mayoral year to 
shine a light on young 
people’s issues 
in Barnet.”

 
The Mayor, who 

was joined by his four 
year old son, also added that 

his two chosen charities this year 
are Kisharon, a Jewish Charity which 

provides services for people with 
learning difficulties and their families.

The Mayor of Barnet also supported Live 
Unlimited, a new charity that supports 
children and young people leaving the 

Urban Gamez 2018

Community Engagement & Neighbourhood
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care system in Barnet.

And our contractors, WSP, Morgan Sindall, Lift Specialists and Purdy 
did us proud by sponsoring the Gamez and contributing to building the 
local community spirit. We thank them for their generous contribution.

Barnet Homes’ annual gardening competition Finest Flowers, grows 
more popular every year. The judging of residents gardens, outdoor 
communal areas and balconies took place on a sunny July day.

Nearly five months later on a freezing cold winter’s night in December, 
the winners of the Finest Flowers awards were finally revealed at The 
Barnet Group Customer Awards 2018.

Finest Flowers remain a very special event for our residents – without 
their gardening enthusiasm, our blocks and communities would not 
look as beautiful as they do when the blooms arrive each Spring. These 
residents make a huge contribution to improving our communities.

And so, we are very proud to announce the winners of Barnet Homes’ 
Finest Flowers Awards 2018:

2018 Best Display Container Joint winners
Elsie Griffin – Dollis Valley Estate and Robson Court Garden Club

Geoff Bedingfield Award
Alan Smith, Homefield Road

Best Communal Garden
Granville Road Estate Garden Club

Best Front Garden
Mr Hill, Booth Road

Best Sheltered Scheme
Gadsbury Close

Best new gardener
Barry Baker, Playfield Road

Finest Flowers 2018
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First Time Access Fund

The First Time Access Fund is a scheme we run in partnership with our 
gas contractors Mears. The premise is simple; for every successful 
first visit to a Barnet Homes resident’s property to carry out an annual 
gas safety check, Mears will donate £1 to the community fund.
The scheme has been running successfully for a number of years and 
we are delighted to share the deserving recipients of grants awarded 
in 2018-19: 

Big Lunch events:
• Barnet Community Projects: £250 
• Your Choice Barnet’s Flower Lane: £250
• Granville Estate Resident Association: £250 
• North Road Resident Association: £250
• Barnet garden clubs: £250 
• Your Choice Barnet’s Agatha House: £250

Other recipients: 
• Colindale Communities Trust – grant towards the annual Grahame 

Park Festival: £500 
• West Hendon Community Group – grant towards their annual 

community fun day: £500
• All Saints Church, Childs Hill – Grant towards their Christmas tree 

festival: £500 (pictured above)
• The Grange fund raiser – donation to help families affected by the 

fire at Willow House: £500

First Time Access 
fund continues to 
support community  
initiatives 
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Investing in our communities - social value 
investment from our contractors

Sponsorship of Urban Gamez 
2018 (right)

BOOST employment project 
shop refurbishment

Sponsorship of The Barnet 
Group Customer Awards 2018

Minerva House Domestic 
Violence sanctuary kitchen 

refurbishment

Decoration of a vulnerable 
client’s home

First Time Access Fund for 
community projects

Sponsorship of the Hope of 
Childs Hill’s Fit and Active Day

Donation of two garden sheds 
for gardening clubs

Grahame Park Library: 
Donation of paints and 

refurbishment

The Hope of Childs Hill Wheelio 
Project - Refurbishment of bike 

storage container

We would like to thank the following contractors for their valuable support to our community 
engagement projects during 2018-19: Armstrong York, Capital Property & Construction Consultants, 
D&B Facades, JA Steel, Lift Specialist, Mears, Morgan Sindall Property Services, Procom, Purdy, R. 
Benson, Vallectric, Wiggington, WSP
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Ms. C lives with her 16-year old daughter, who has just started an 
apprenticeship, in a two-bedroom property and has received a Notice 
to Quit due to rent arrears of over £2,600.

Her mother, T, has a history of addiction, has had psychosis and was 
an inpatient in a mental health unit twice, has recently returned to live 
with her after being missing and living on the street for three years. 

Ms. C went began to suffer with depression and left her job just 
before Christmas 2018. Barnet Homes’ Welfare Reform Taskforce and 
BOOST teams helped her apply for Universal Credit and supported 
her in accessing employment.

Ms. C has been helping her mother to get a birth certificate, register 
with a GP and seek mental health treatment. She said that she would 
like her mother to live with her as ‘she would not survive on the street 
anymore’. 

Ms. C required assistance with tenancy sustainment, income 
maximization and her mother needed help with accessing benefits, 
advice on her housing option and some assistance with better 
managing her mental health.

The Friendly Place gets people talking

Changing lives over a 
cuppa at The Friendly 
Place
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This is where The Friendly Place stepped in. TFP was set up to give 
tenants supported by the floating support service a place to socialise, 
find out what is going on in the community and help improve their 
mental health. Both Ms C and T came and said they really enjoyed it.

Ms. C was introduced to Tony Lewis, the CEO of local charity Unitas 
Youth Zone. Ms. had always been interested in working with younger 
people, and was encouraged to complete an application form and 
then to go for an interview.

Ms C was successful in getting the job with Unitas, and is now happily 
back to work. She says that getting a job has helped her combat her 
depression and feel a sense of self-worth again.

TFP is also helping Ms C with assistance from Christians Against 
Poverty, to tackle her historic debts. A fantastic result for everyone 
involved.

C O M E  A N D  J O I N  U S  A T

the friendly place
102a Watling Avenue, Burnt Oak, Edgware, HA8 0LN

(Opposite the library)

10.30 AM - 1PM / 1ST  AND  3RD  WEDNESDAY  OF  THE  MONTH

we welcome you

Free refreshments will be provided on entry and lunch at 
12.30pm. You can also buy a bag of food for £2 if you arrive 

at 10.30 (first come first served)

Tel: 020 8359 6059
Email: Lydia.oyeniran@barnethomes.org

C O M E  A N D  M E E T  N E W  P E O P L E  A N D  S O C I A L I S E
B O A R D  G A M E S  AVA I L A B L E

G E T  I N F O R M A T I O N  A N D  S U P P O R T  O N  T R A I N I N G ,  E M P L O Y M E N T,  V O L U N T E E R I N G
L E A R N  H O W  T O  U S E  A  L A P T O P
G E T  S U P P O R T  W I T H  B E N E F I T S

For more information
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K

BH0049 - The friendly place flyer.pdf   1   07/02/2019   10:37:53
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Every year residents living in Barnet Homes’ domestic abuse refuge 
receive lots of donated gifts and toys from staff and partners.

The residents are very appreciative of these kind donations, as many 
of them arrive at the refuge with virtually nothing but the clothes they 
are wearing. With the refuge housing six households, the communal 
facilities get very busy. The kitchen at the refuge in particular, was in 
desperate need of repair and modernisation.

This time, our contractors R. Benson, were able to do a full re-fit of the 
kitchen which they completed just in time for Christmas.

Barnet Homes’ Domestic Abuse and Sanctuary Scheme Coordinator, 
Laura Rodriguez Poza, co-ordinated the kitchen project, liaising with 
R. Benson. She said: “R. Benson have really made a difference to the 
lives of our vulnerable survivors of domestic abuse since the start of 
Minerva Project.

Benson’s Director, Russell Neal, said: “As a family run company we 
embrace opportunities to support the communities we work in. We 
have been working with the refuge for several years and look forward 
to continuing our support in 2019.”

A new kitchen just in 
time for Christmas, 
thanks to R Benson

Supporting those affected by domestic abuse
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It’s been three years since the Barnet Homes Domestic Abuse Refuge 
was opened with a launch attended by the Mayor of Barnet.

For Minerva House’s third anniversary, the refuge got a first time visit 
from The Barnet Group’s Chief Executive Tim Mulvenna.

The refuge has helped 52 women leave abusive situations, find 
support and eventually have the chance at having a fresh start, free 
of the fear of violence.

Our domestic abuse services and support they provide is vital. The 
One-Stop Shop provides specialist advice, particularly on emerging 
issues such as honour-based violence and cyber-crime.

In March 2019, colleagues from Barnet Homes, Solace (who manage 
the refuge on our behalf) and our generous contractor, R Benson, 
gathered together to celebrate the third anniversary of the DV Refuge 
and OSS with a special lunch.

Tim Mulvenna voiced his appreciation of all the efforts made by 
Barnet Homes colleagues,its contractors and other partners to keep 
the service running efficiently and with compassion.

Refuge celebrates 
third anniversary
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Throughout the year our Sheltered Housing Team organise social 
events, which play a very important part in supporting older people. 

In 2018-19, we hosted tea dances at Christmas and Easter, as well as 
a wide range of other events. The then-Mayor of Barnet, Cllr Reuben 
Thompstone, attended both tea dances, and acknowledged the 
contribution older people make to the community:

“I am privileged to be in the company of such a wealth of experience. 
That’s why it is such a concern to think that there are older people in 
Barnet who are lonely and can’t get out. Events like the Barnet Homes 
Autumn Tea Dance are a fantastic opportunity for older people to get 
out, meet new people and socialise.”

The dances were held at St Mary’s Church Hall and featured a very 
lively entertainers, a raffle and of course, lots of cups of tea.

One resident of Christchurch Close said: “I used to be a nurse and still 
love being around people. I think Susan and the team do an amazing 
job of organising events for older people and I wish they could do 
more events like this. I know myself and my fellow residents always 
look forward to coming.”

Sheltered Housing 
residents enjoy Easter 
and Christmas tea 
dances

Sheltered Housing and Floating Support
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The Welfare Reform Taskforce and BOOST are teams within Barnet 
Homes which work with partner organisations to help Barnet residents.

The Welfare Reform Taskforce is a partnership working group, which 
brings together advisers from Barnet Homes, the London Borough of 
Barnet, Future Path and the Department for Work and Pensions.

BOOST is funded by Barnet Council and is a partnership with Barnet 
Homes, JobCentre Plus, Barnet & Southgate College and a number 
of local community organisations. It helps unemployed residents 
from Childs Hill, Burnt Oak and the surrounding areas to find work. 
BOOST also provides housing support, benefits advice and training 
opportunities.

BOOST is now in its third year, and goes from strength to strength. 
Some highlights this year include:
• Our one stop hub at 184 Cricklewood Lane completely refurbished 

by Morgan Sindall Property Services and re-opened December 
2018

• Winning Barnet Council’s We Work Together Award
• Close working with Re: Services to secure funding for BOOST 

until 2024
• Transfer of our agency staff onto permanent contracts
• Great new partnerships created with organisations that the 

community need

Boost launches a 
second location

Welfare Reform Task Force & Boost
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Between April 2018 and March 2019…
• 694 people signed up to BOOST 227 helped into work Conversion 

rate 33% into work
• 139 16-24-year olds signed up 59 into work 24 helped into 

Education or Training Conversion rate 42% into work Conversion 
rate 17% into Education or Training

Job Centre Plus
1,360+ people helped Our JCP Work Coach managed a direct 
caseload with support to find work and also helped the regular client-
base that just drop in to ask advice 

School Admissions
970+ people helped Getting children school places and working with 
local schools in the borough 

Work and Health Programme
700+ people helped Close working with JCP Work Coach and 
partners to offer support to vulnerable clients who are usually long-
term unemployed or have disabilities 

Council Tax
300+ people helped Mainly recovery issues where we intervened to 
avoid bailiff action and set up special payment arrangements. Bringing 
more revenue back into the council and ending highly stressful 
situations for clients 

Housing Benefit
300+ people helped Help to claim or deal with changes in circumstances 
by BOOST staff or by referrals to advisors 

Welfare Benefits Advice – 300+ people helped Advisers from Task 
Force and Barnet Homes helped with a range of support including 
better-off in work calculations, claims for disability benefits and 
appeals 

Barnet CAB
110+ people helped Based on a presence in Burnt Oak of every other 
week for 2 hours. Great news! CAB have agreed to increase their 
presence in 2019 

Shelter
90+ people helped A mix of debt and housing support 

People in crisis
100+ people helped Foodbank vouchers and Crisis Fund assistance
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Growth & Development



39Opendoor Homes’ development site at Elmshurst Crescent
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In January, we were officially handed the keys to the flagship extra 
care scheme in Mill Hill. Built on the site of old sheltered housing 
accommodation, Moreton Close, the new development is now called 
Ansell Court. 
 
Ansell Court provides extra care provision in 53 self-contained 
one and two-bedroom apartments, which will enable adults with 
additional care and support needs to live independently. The service 
will also be able to support people who have dementia to maintain 
their life skills for longer. 
 
The new extra care development has been named after a fallen Mill 
Hill soldier and Military Medal for Bravery recipient who served in 
World War One. 
 
Fittingly, William Ansell’s memory will live on in Ansell Court through 
its residents who will be able to live prolonged independent lives. 
 
The colour-themed corridors and self-contained flats in Ansell Court 
are spacious and filled with light. On the ground floor, there is also 
an inviting communal lounge, a community area with facilities for a 

Ansell Court opens for 
residents

Ansell Court
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coffee shop and a hairdresser’s salon. This will provide hugely beneficial opportunities for interaction 
with the local community.

In May 2019, The Mayor of Barnet, Councillor Reuben Thompstone, formally opened the £15m extra 
care scheme.

Councillor Thompstone said: “I am delighted to be able to open this scheme. Firstly, it’s a fitting 
tribute that the scheme is named after a local war hero, William Ansell who sadly died young. It’s 
wonderful that the residents who move into this scheme will now have support to live independent 
lives for as long as possible.”

One new Ansell Cort resident, Judy, said moving to Ansell Court had been life-changing for her: “It’s 
a big change to where I was living before. It’s great to be here, have my own flat, but still be part of 
the community here if I need it. I am looking forward to the social events that the staff here organise 
so I can get to know other the other residents – I haven’t met my neighbours yet.”
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In the winter of 2018-19, the very first Opendoor homes were 
completed at Gordon Court, in Elmshurst Crescent in Finchley. This 
proud moment was just the first step on a journey to build 320 homes 
across the borough of Barnet.

Derek Rust, Deputy CEO and Director of Growth & Development said 
“We’re proud to have created these new, quality homes in the London 
Borough of Barnet. These new homes will deliver much-needed 
housing for the people who need it most.”

“These 13 homes are the first of many which Opendoor Homes will 
deliver over the coming years. We hope this is just the first step in a 
journey to build what we hope is many more homes over the coming 
years.

The new development was built on the site of underused garages, 
and comprises of 11 flats and two two-bedroom houses.

All units meet or exceed London Plan Internal Standards, and the work 
on site has provided additional car parking and spaces for residents’ 
bicycles.

First Opendoor Homes 
site at Gordon Court is 
completed

Development - New homes
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The development at Basing Way was the second Opendoor Homes 
completion. The 14 new homes were handed over in winter 2018-19 
and will provide much-needed homes for the people of Barnet.

14 new homes 
delivered at Basing 
Way
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At the tail-end of 2018-19, the ten homes at Pryus Court in East 
Finchley were handed over to Opendoor Homes.

The development was the third of ‘Tranche 0’, Opendoor Homes’ 
development schedule which will deliver 320 homes in Barnet, all for 
affordable rent.

Built on the site of some underused temporary accommodation (then 
known as Adamson Court), the £1.8m scheme was completed in 
February 2019.

Nine two-bedroom flats and one one-bedroom flat have been built 
in the three-story building at Pyrus Court. The design of the homes 
draws inspiration from the architectural character of the local area 
and the building’s shape is similar to the Victorian terraces along 
Hertford Road. Special attention has been given to the use of key 
architectural details and good quality materials that are in keeping 
with the surroundings.

Pyrus Court is third 
site handed over



Westbrook Crescent

Alexandra Road

Construction agent: Cityline
New homes: 2

Construction agent: Indecon
New homes: 4

Construction work at 
Westbrook Crescent 
was completed in June 
2019, but with the 
majority of work taking 
place in 2018-19. 

These two two-
bedroom homes were 
built on a small piece 
of vacant land, meaning 
both the design and 
construction of the 
homes was sensitive to 
local residents.

The four homes handed 
over at Alexandra Road 
brought Opendoor 
Homes’ total number 
of completions to the 
century mark.

The four family homes 
were built on the site 
of some underused 
garages, with final 
handover taking place 
in May 2019.

47
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West Farm Place

Other schemes

Construction agent: Cityline
New homes: 4

Work on four new 
homes at West Farm 
place continued well 
during 2018-19, with 
completion due in 
summer 2019.

The four homes were 
built on the site of 
previously under-used 
garages.

Opendoor Homes 
has a number of 
other schemes under 
construction across 
the borough. Almost all 
developments now have 
planning permission, 
as Opendoor’s plans 
to build an initial 320 
homes almost reach the 
half-way marker.

To keep up to date on 
the latest developments, 
visit follow Opendoor 
Homes on Twitter (@
opendoorhomes)  or 
visit opendoorhomes.
org  
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In 2017-18, The Barnet Group gained approval to launch Bumblebee, 
an online-only private lettings agency. After launching in May 2018, 
Bumblebee has established itself as a presence in the lettings market 
in Barnet and north London.

Bumblebee uses years of collective experience in Barnet Homes’ 
Housing Options team, and knowledge gained through Let2Barnet, 
Barnet Homes’ direct-let service.

In a challenging market, Bumblebee has grown in its first year, 
offering a number of different services in addition to the traditional 
landlord renting model. These include direct lets and purchase and 
management for other London boroughs.

Bumblebee builds 
solid foundations in 
first year

Bumblebee
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Your Choice Barnet
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Your Choice Barnet customers celebrate Autistic Pride Day in June 2018
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Your Choice Barnet’s Supported Living Service was inspected by 
the Care Quality Commission (CQC) in September 2018.

The service has been awarded an overall rating of ‘Outstanding’ by 
the CQC. This is a huge achievement for the service, being the first 
in Barnet to achieve the outstanding rating. There are 22,000 adult 
social care services in England and only 3% achieve the outstanding 
overall rating.
 
Julie Riley, Your Choice Barnet’s Director of Care and Support, 
said: “We are the first adult care service in Barnet to achieve an 
outstanding overall rating from the CQC. I cannot emphasise enough 
what an amazing achievement this is. We are very proud that our 
supported living services can offer such a personalised care for the 
people who use it, as well as encouraging them to achieve increased 
levels of independence.”

Your Choice Barnet Supported Living Services provide care and 
support to adults with learning disabilities living in their own homes. 
The rating covers all of the five supported living schemes.

Inspectors observed that staff in the schemes have gone to great 
lengths to assist their clients not only to lead more independent 
lives, but much more. They support their residents to maintain a 
balanced diet, manage their health appointments and generally 
improve their life chances.

Another area the CQC report highlighted was the attention and 
care shown when considering people’s diversity and cultural needs 
– these factors are central to the way the service devises people’s 
support packages.

‘Outstanding’ rating 
from CQC

Supported Living
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In April 2018, Rosa Morison added some exciting new equipment to 
its multi-sensory room.

Rosa Morison first opened the doors to its multi-sensory room in 
January 2017 and has now added a range of sound-activated and 
touch-sensitive equipment.

Like the initial establishment of the multi-sensory room, the new 
equipment has been partially funded by the fundraising efforts of the 
Friends of Rosa Morison charity.

The equipment is all connected to WiFi and linked to a computer 
system, making it fully interactive for customers.

Rosa Morison Manager Richard Buckman said all the new pieces of 
equipment were sound activated or touch sensitive and therefore all 
totally controlled by the individual.

“We have a cube which service users are encouraged to roll or 
throw which in turn will change the colour of the lights in the room.”

New equipment for 
multi-sensory room

Rosa Morison
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In 2016, The Mayor of Barnet opened the sensory gardens at Rosa 
Morison. It was a community effort, with young people in the area 
raising money for plants. But maintaining a garden is a lot of work!

Luckily, a group of young people have taken up Rosa Morison as a 
cause close to their hearts – this time through the National Citizens 
Service (NCS).

The NCS is a 2-4 week experience for 15-17 year olds, which helps 
them gain the confidence and independence to face the next phase 
of their lives, be it college, university or work.

Around a dozen 16-17 year olds from schools in north London 
decided to raise awareness among the general public about people 
with Profound and Multiple Learning Disabilities (PMLDs).

The young people took to local high streets to hand out flyers about 
services at Rosa Morison. Then they spent the week repainting the 
garden furniture and re-planting shrubs and flowers in the sensory 
garden.

The staff and service users really enjoyed having the young peoples’ 
company – so there was a very lively atmosphere at the centre on 
the final day of planting.

The young people said that volunteering at the centre had really 
opened their eyes to the challenges for people who have PMLDs. 
They were also able to face their fears, including public speaking 
and heights!

Riya said: “Our group, Ameke, did a showcase two weeks ago 
where we did a presentation, which helped our public speaking 
skills. We also learned about the difficulties people with PMLD 
have, which we knew nothing about. Also, the group of us doing 
the challenge became like a family – we’ve made some really good 
friendships.”

NCS at Rosa Morison
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Friends and staff at Rosa Morison were busy over the festive period 
raising funds for new equipment.

Exactly one year ago, Rosa Morison opened the doors to its multi-
sensory room, which included a range of sound-activated and touch-
sensitive equipment.

Further equipment for the room will be partially funded by the 
fundraising efforts of the charity Friends of Rosa Morison. The rest of 
the money will come from the centre’s own budget.

Over the festive season, colleagues went into a fundraising frenzy 
with a Christmas raffle and by holding a ‘Bush Tucker’ trial.

The Barnet Group’s Chief Executive Tim Mulvenna helped the cause 
by taking part in the Bush Tucker trial. Tim ate a spider and got covered 
in slime for his efforts!

Rosa Morison made a total of £326.00 for the Friends of Rosa Morison. 
This money will go towards new equipment.

Bushtucker Trials 
makes for fundraising 
treasures
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“Joseph deserves this nomination for the amazing work he done as a 
Personal Assistant over the past year with several individuals. Joseph 
has gone above and beyond and changed the lives of these people 
and their families.

He always thinks outside the box and adapts his workload when 
needed to put things in place to make their day to day living easier, 
for example Joe singlehandedly moved a double bed and items of 
furniture into the back room of an elderly couple who were struggling 
to use the stairs to enable the wife to stay at home with her husband, 
he has stayed overnight in an emergency to support a gentleman with 
dementia for a week whilst still supporting other individuals, he spent 
Christmas day with a young man with Learning Disabilities when his 
step father was rushed to hospital with a terminal illness cooking 
Christmas dinner then taking him to watch the football on Boxing Day, 
he has sorted out freedom passes to enable the people he supports 
to travel for free (these are just some of the examples of the support 
he is giving).

The compliments from the families he is involved in supporting are 
describing him as ‘a God send’ ‘its changed my life, I couldn’t be 
without his support’ ‘J wouldn’t agree to any support before this but 
now he really looks forward to Joe coming’ I would like to thank Joe 
for all his hard work and dedication to changing the lives of these 
people and making such a difference to them and their families!

Pictured: Darren Skinner, a Personal Assistant, picks up his 2018 Staff 
Award

A real hero

PA Choices
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Following an inspection in early 2019, the CQC has awarded the Your 
Choice Enablement Service and awarded the service an overall rating 
of ‘Good’.

Julie Riley, Group Director of Care and Support said: “This is a fantastic 
result for the YCB Enablement Service to achieve on its first regulatory visit 
from the CQC. One of the things that the team who work in Enablement 
should be very proud of is that the CQC report stated ‘people received 
care from staff who were caring, kind and compassionate.’”

Enablement provides a service to adults with a wide range of needs, 
often following extended stays in a hospital. Carers visit up to four times 
a day for up to six weeks to support people to regain skills that may 
have been lost.

The CQC inspection reported noted that upon their interviews with 
clients, people said they felt safe. Enablement staff were aware of how 
to spot different types of abuse and how to report them to help ensure 
clients were protected.

Pictured: Debra Egan, the Enablement service manager picks up a 2018 
Staff Award

‘Good’ rating from 
CQC

Your Choice Enablement
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In October 2018, homes, workplaces and community groups across 
the country pushed out all the stops with coffee (and cake) mornings 
to raise money for Macmillan Cancer.

Staff and service users at CommunitySpace proved to be no 
exception. They raised £60 in one morning to donate to Macmillan 
Cancer.

It was a win-win kind of morning at CommunitySpace as service 
users made use of the coffee morning to interact with others and 
generally enjoy the atmosphere.

CommunitySpace 
raises money with 
coffee morning

CommunitySpace
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Flower Lane staff, parents and carers work hard throughout the year 
on fundraising through fairs, raffles and other events. Some of the 
money raised, by Flower Lane Action Group, contributes towards 
trips for service users – which in summer 2018 arrived just in time for 
the heat wave!

The service users at Flower Lane have got to go on a trip to one of 
the following Southend, Brighton, Whipsnade Zoo and a canal trip to 
Little Venice.

Parents of one of the service users are especially grateful for the 
positive effect on their child that trips like these have:

“We would like to say a BIG thank you to everyone involved with the 
boat trip outing that John went on last Tuesday.

“He came home very excited and stimulated by the experience and 
has been talking a lot about it ever since. Thanks so much from 
parents who really appreciate all the hard work of the staff.”

Flower Lane enjoy 
their summer trips

Flower Lane
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The Barnet Group



61Barnet Group staff at our 2018 Everyday Heroes event



62

About The Barnet Group

The Barnet Group
A parent company, wholly owned by the London 
Borough of Barnet.
 
Barnet Homes
An Arms-Length Management Organisation 
with a ten-year management agreement from 
1 April 2016 to deliver housing management 
and homelessness services within Barnet. 
Also includes the sub-brands: Assist, BOOST, 
Let2Barnet and Welfare Reform Taskforce.

Bumblebee
An online-only estate agent set up in 2018, 
operating in the private lettings market. It uses 
the experience and expertise of Barnet Homes’ 
Let2Barnet service.

TBG Flex
An employment arm within the Group, offering 
flexible benefits and supplying new employees to 
other companies within the Group.

Your Choice Barnet
An adult social care company delivering services 
across a number of schemes and services, with a 
renewed five-year management agreement from 
1 February 2017. Took on the running of three care 
homes in 2019, almost-doubling its size.
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The Barnet Group is a Local Authority Trading 
Company (LATC) wholly owned by the London 
Borough of Barnet (LBB). It has five subsidiaries, 
Barnet Homes, Your Choice (Barnet), TBG Flex, 
Opendoor Homes and Bumblebee.

Barnet Homes was created in 2004 as 
a traditional Arm’s Length Management 
Organisation (ALMO) with a ten-year 
management agreement to provide housing 
related services. A new ten-year management 
agreement was signed in April 2016, enabling 
Barnet Homes to work with the Council to 
achieve their ambitious objectives for growth.

The homelessness service, Housing Options, 
transferred into Barnet Homes from LBB in April 
2012. In 2015, the service launched a domestic 
violence drop-in advice service, One Stop Shop, 
and a six-bed refuge for women and children 
fleeing domestic violence and abuse.

Barnet Homes’ sister company Your Choice 
(Barnet) was created in 2012 as a LATC with 
a four-year contract to provide specialist care 
and support to adults a wide range of physical 
and learning disabilities. In June 2016, we were 
delighted to negotiate a new five-year contract 
with LBB, with an option for two additional years.

In March 2017, the Group received approval from 
the Homes and Communities Agency to launch a 
Registered Provider, Opendoor Homes, which is 
a subsidiary of Barnet Homes. 
Opendoor Homes gives us the opportunity to 

build and own an initial 320 homes by 2018, 
solidifying our presence as a leading ALMO and 
social housing organisation. 

In 2017-18, The Barnet Group gained approval 
to launch Bumblebee, an online-only private 
lettings agent.

Bumblebee builds on years of combined 
experience to deliver a professional and 
transparent service to private tenants and 
landlords.

The agency offers an efficient and reliable 
service, with all fees made clear up front, 
ensuring landlords and tenants are not hit with 
any shock bills.

All profits from Bumblebee will go towards 
delivery of The Barnet Group’s services, meaning 
The Group can continue to deliver essential core 
services to its customers.

The Barnet Group has a robust governance 
structure with residents, a carer, expert 
independent board members and two 
councillors and a chair appointed by the London 
Borough of Barnet.
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Board structureThe Barnet Group Board structure
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The Barnet Group Board

Eamon McGoldrick (Chair)
Eamon has over 40 years’ experience in housing 
management, having started at the Greater 
London Council as a management trainee in 1977. 
He has worked extensively across housing in 
north London, and was Chief Executive of Homes 
for Islington from 2004 to 2012.

Eamon is Managing Director of the National 
Federation of ALMOs (arms-length management 
organisations), of which Barnet Homes is a 
member.

He is also a Fellow of the Chartered Institute of 
Housing, the Chartered Management Institute 
and the Housing Finance Institute.

Ursula Bennion
Ursula has been Chief Executive at Trent & Drove 
Housing since 2015.

Prior to joining Trent & Drove, Ursula worked 
at Housing Plus for nine years, leading on 
development and new business across 
Staffordshire.

Over a 25 year career in housing, Ursula has 
worked across the sector in a wide variety of roles 
ranging from her first job as a trainee housing 
officer to Director of Business Development and 
now as Chief Executive.

During this time, she has worked with both 
traditional housing associations and Large 
Scale Voluntary Transfer housing organisations, 
providing her with a wealth of experience in 
dealing with the challenges and opportunities 
facing the affordable housing sector. She has 
a track record of successfully working with key 
local stakeholders to ensure housing needs are 
met and projects are delivered.

Cllr Ross Houston
Councillor Ross Houston is the Deputy Leader of 
the Labour Group and Spokesperson on Housing 
on Barnet Council. Ross is Operations Manager 

for a housing association. Ross is vice chair of 
a regeneration partnership and a trustee of the 
Third Age Project in Camden. Ross is chair of 
governors at Northside School in Barnet. Ross was 
appointed by London Councils to be a member 
of the Lee Valley Regional Park Authority, where 
he chairs the Scrutiny Committee. His priorities 
are to ensure that Barnet Homes successfully 
manages its tenancies on the regeneration 
estates working with its partners; that Barnet 
Group oversees continued improvement in its 
service to tenants, leaseholders, users of it’s care 
services and to Barnet residents; and that Barnet 
Group successfully delivers it’s programme to 
build much needed new council homes.

Cllr Laithe Jajeh
Awaiting bio.

Tim Mulvenna
Tim joined the Group as CEO in February 2018 
from London & Quadrant Housing Trust, where 
he was Group Director, Customer Services. Tim 
has also held senior customer service roles in the 
charity and telecoms sectors.

Tim has identified four priority areas for The 
Barnet Group: People, Customers, Growth and 
Technology. In the short term, his focus will be on 
two areas: Organisational Development – getting 
the best for the Group’s people and getting the 
best out of them; and Digitisation – in order to see 
big improvements in the customer service offer. 
Resources will be prioritised to deliver better 
outcomes for our people and our customers.

Jack Stephen
Jack has worked for the past 35 years as an 
executive and non executive board member 
of commercial, banking and social housing 
organisations. He is also one of three people 
responsible for setting up the Fizzy Living private 
rental group and sourcing overseas capital 
investment. Jack worked at Thames Valley 
Housing Association as their Finance Director 
for 21 years up until retiring in June 2015. In his 
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private life he has been committed to helping 
his community, having chaired the governors of 
a secondary school for 10 years, in the process 
taking it through the rebuild of the entire school, 
and chairing a homelessness charity for the past 
6 years.

Nigel Turner
Nigel Turner became vice chair of Your Choice 
Barnet and a non-executive director of The 
Barnet Group in early 2012. He holds a Diploma in 
Company Direction from the Institute of Directors. 
He is Social Care Director for a national charitable 
social care organisation, and previously led a large 
London-based not-for-profit enterprise which 
supports people with learning disabilities. He has 
chaired a medium-sized housing association, and 
is currently a trustee of a grant-making charity 
which tackles health inequalities. Nigel is keen 
to see Your Choice Barnet innovate and grow, 
building upon its acknowledged areas of expertise.

Rebecca Toloui-Marks
Rebecca Toloui-Marks runs her own Human 
Resources Consultancy Firm. She brings to 
the Board more than 25 years experience of 
working within the HR function for both private 
and public sector organisations, nationally and 
internationally. In addition to her role as Chair 
of TBG Flex, Rebecca sits on the Group Board 
and Your Choice Board and is a member of 
the Governance & Remuneration Committee. 
Rebecca is also Chairperson for the Flower Lane 
Action Group (FLAG), a charity set up and run by 
the families and carers of the adults that attend 
Your Choice (Barnet) run Flower Lane Autism 
Centre. Money raised by FLAG is used to fund 
extra resources required by Flower Lane. Rebecca 
and her husband Simon care for their 30 year old 
son who has Autism and attended Flower Lane for 
many years.
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