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1. INTRODUCTION 

 
This Business plan sets out the goals for Styles House Tenant Management organisation 
(TMO) over the first three years, until 2016/17. It shows how the TMO intends to achieve 
our mission to deliver excellent local services and improve the quality of life of our residents 
and it highlights the values we will follow when working to deliver our mission.   
 
We believe that the TMO will provide a local, personal service for our residents which will 
improve the quality of housing services on the estate and help create an inclusive, successful 
and sustainable community at the heart of Styles House.  

2. HISTORY AND STRUCTURES 

 
Styles House tenants and residents association (TRA) was constituted in 2000. After ten 
years as a successful and committed residents association representing the local community, 
Styles House TRA applied for a government grant (Tenant Empowerment grant) in 2010 to 
consult and train residents to set up a Tenant Management Organisation (TMO).   
 
We served a Right to Manage (RTM) Notice in July 2011, which was accepted by Southwark 
Council on 1 August 2011.  We spent 12 months training and developing our TMO Board and 
in December 2012 we have our final stage 3 assessment to determine our competency to 
manage the TMO.  
 
The TMO Offer Letter will go out to residents in January 2013 and the LBS will arrange for an 
independent ballot of all eligible residents to take place in February 2013.  Residents will 
then have the opportunity to vote in a secret ballot.  If residents vote ‘yes’ the TMO will take 
over the management responsibilities set out in the management agreement and in the 
Offer Letter in September 2013. 
 
Styles House is registered as an Industrial and Provident Society under the Industrial and 
Provident Societies Act 1965.  Industrial and Provident Societies are regulated by the 
Financial Services Authority. All residents living on the estate can become members 
(shareholders) of the TMO.  Each resident can purchase one share for the sum of £1.  Shares 
are non-refundable and non-transferable and give residents a vote at meetings and allow 
them to stand for election to the board of management. 
 
The TMO has negotiated a Management Agreement with Southwark Council, who is our 
landlord, to deliver housing management services to residents in Styles House.  The 
Management Agreement sets out the responsibilities of the Council and the TMO.  The TMO 
is given an allowance by the Council to run the services.  Southwark monitors the TMO to 
ensure we meet the agreed standards. 

3. OUR ESTATE 

 
Styles House comprises 56 properties (36 tenanted and 20 leasehold) in two blocks situated 
next to Southwark station in Waterloo in central London.  There are 48 one bed flats in the 
main block which is 12 storeys high, and eight studio flats in the single story smaller block, 
which is adjacent to the main block. 
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Construction 
 
The two blocks were constructed at the same time in the mid to late 1960s to provide 
purpose built flats. The construction is reinforced concrete frame with cavity brick and block 
infill. The main star tower to the tall block is finished externally with a render system on the 
flank walls. All of the flats have a private balcony and are laid out on a similar pattern. The 
two blocks have a flat roof and the main tall block has a services room located on the roof, 
which contains the lift motor room and the main water tanks. 
 
The small block has a secure entry system and is split into two entrances, which allows 
access to separate parts of the building. The upper storey is accessed from a single staircase 
off the entrance to each section. The tall block has a single entrance controlled by a door 
entry system. There are two lifts and a single stairway accessing all floors via a fire lobby. 
The main electrical intake room is located off the main entrance in a separate cupboard. A 
communal heating system is located between the small and tall block and powers both 
blocks. Parking is limited around the tall block and there is no parking provision around the 
small block.  
 
2011 Major works 
 
In 2010 residents formed a very effective Major Works’ Group to negotiate with the council 
and oversee the planned major works programme which took place during 2010/11. Works 
to homes on the estate over the past four years include: new windows, roof repairs, new 
kitchen and bathrooms, external decoration, replacement heating, fire safety paint and new 
front doors. 
 
Garages and pram sheds 
 
In addition there are 9 garages and 22 pram sheds, all of which are currently rented out.  
There is a special concessionary rate of £13.62 to rent a garage to eligible Southwark council 
residents, rising to £18.62 for Southwark council tenants and leaseholders who are not 
eligible for the concessionary rate.  For non Southwark council residents, the rent is 
currently £27 per week. Rental of the pram sheds is currently 50p per week. 
 
The gardens at Styles House 
 
The large block and the small block are surrounded by a half-acre of well kept lawn and 
flower beds and are a special feature of the estate. 
 
The estate has a thriving gardening club which has developed the estate grounds, including 
planting a vegetable garden and erecting a green house and a potting shed.  For the last two 
years the Styles House garden has been open to the public each year as part of the London 
Open Square Gardens scheme.   
 
In October 2012, Styles House was included as part of the Waterloo Region, which took part 
in the RHS Green Spaces competition.  Waterloo was awarded an ‘outstanding’ and Styles 
House was mentioned for its ‘creative planting’ and for its recycled green house. 
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4. OUR PEOPLE 

 
Our community  
 
Waterloo is a vibrant, bustling area of London with a 24 hour economy and good transport 
links.  The area is full of bars and restaurants and the Old Vic and Young Vic theatres are a 
stone’s throw from the estate. 
 
Styles House, like many inner London estates, is home to a culturally diverse community, 
with a range of household types, incomes, skills and professions.  Details of the 2011 census 
will be released at the end of November 2012 which will provide up to date equalities data. 
 
Consultation 
 
Residents of Styles House have been kept fully informed about the plans to set up a TMO 
through: 
 

1. Newsletters 
2. General meetings 
3. Membership drives  
4. Door knock surveys 
5. Consultation day on business plan on 15 September 2012 

 
Twenty households (35% of the total) excluding Board member households, gave feedback 
on the business plan at the consultation day held in the communal entrance of Styles House 
on Saturday 15 September.   They gave their preferences on opening hours, the role of the 
caretaker, developing standards for the cleaning service, booking repair appointments and 
contact with the office.  Including Board members, a total of 51% of households have had an 
input into the business plan. 
 
By 17 November 2012, 36 (xx%) of eligible residents were signed up as TMO members. 
 
Governance 
 
Styles House TMO is a company registered with the Financial Services Authority and will 
have a contract to manage housing services on behalf of Southwark Council, set out in a 
Management Agreement.  According to its constitution/rules, the TMO is run by a Board of 
between five and nine residents who have overall responsibility for the management of the 
company.  The Board is elected each year at the annual general meeting (AGM) by the 
shareholders.   
 
Styles House is a small TMO and needs to work efficiently. Sub Committees will be kept to a 
minimum.  The main Board will monitor repairs, cleaning, caretaking and procurement. 
There will be four specialist Sub Committees which support the Board of Management in its 
workload and responsibilities: 
 
1. Finance (audit, income and expenditure, arrears control, payroll, VAT, cheque and 

payment authority signatories, financial reporting)  
2. New Office/Income generation (strategy and pricing for community hall and other 

income generating initiatives) 
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3. Human Resources (performance, terms and conditions, welfare, annual leave, sickness, 
salary) 

4. TRA social committee (events, Open Gardens scheme) 
5. Communications (website and information systems) 
 
Styles House TMO is committed to meeting the highest standards of governance.  To ensure 
compliance with regulatory requirements and the management agreement, we will keep our 
governance arrangements under constant review. As part of this process the Board will 
complete an annual self assessment and hold a Board Away Day each September to review 
its current performance and agree an action plan to ensure it continues to be effective and 
add value.  
 
Staffing 
 
The TMO’s staff team is our most important asset and is central to the development and 
delivery of our business strategy.  We believe that well trained, motivated staff will provide 
the best standards of work and that by treating all our staff well and investing in them, we 
will be an employer of ‘first choice’. The staffing structure and job descriptions will be 
reviewed after the first 12 months.  
 
Estate Manager  
 
The day-to-day management of the company’s operations is delegated to the TMO 
Manager. The Manager will be a housing professional responsible for the efficient delivery of 
services and the management of staff and contractors. The Manager will be recruited by the 
Board as no staff will transfer to the TMO from Southwark Council, and will be employed for 
18 hours per week.  
 
Caretaker 
 
The caretaker will be responsible for all estate and block cleaning, general estate caretaking 
and undertaking small day to day repairs for tenants.    They will provide office cover and 
respond to queries from residents during working hours when the Manager is not present.  
They will work a 35 hour week, the daily schedule to be agreed with the Board. 
 
Style House will investigate the viability of the caretaker providing a ‘handyman’ or ‘odd 
jobs’ service which could be recharged to leaseholders, and how this would be managed and 
priced. It would need to be transparent and fair and not encroach or adversely affect the day 
to day role set out in the caretaker’s job description. 
 
Contractors 
 
In the first 12 months the TMO will develop a list of Approved Contractors.  Contractors 
accepted onto this list will need to meet certain criteria in relation to: 
 
o Company registration 
o Commitment to equal opportunities and diversity 
o Insurance cover, including Public Liability and Employer’s Liability 
o Financial probity and bank reference 
o VAT registration (if VAT registered) 
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Estate office 
 
Estate services will be delivered from our new TMO office, situated in the middle of the 
estate.   The office will open at times agreed with residents as the most convenient time for 
them.  The office will be open at least one evening a week. 
 
The emergency out of hours service will continue to be provided by the council. The TMO 
will have an out of hours answer phone and will respond to queries on the next working day. 
 
 
Styles structure chart 
 
 

STYLES HOUSE TMO 

TMO Manager 
18 hours per week 

 

Caretaker 
Full time 

35 hours per week 

Styles Board 
5 to 9 Board members 

Contractors 
Larger/technical repairs 
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6. NATIONAL AND LOCAL CONTEXT 

 
6.1 GOVERNMENT POLICY 
 
Since May 2010, the housing sector has seen the biggest changes for the past 30 years, 
including:  
 

o Cuts in capital funding for new social housing; 
 

o New flexible tenancies and a requirement for councils to have a strategy for the 
social housing tenancies available locally; 

 
o Abolition of the central government allocation of funding for social housing through 

a Housing Revenue Account, and introduction of new free-standing business plans 
for council housing. Under this system, each council has been apportioned part of 
the national housing debt, but it has also given councils the freedom to borrow 
money to build new homes or undertake much needed improvement works to 
existing ones; 

 
o  Less government regulation and more local scrutiny of housing services; 

 
o Major changes to the welfare benefits system, known as “welfare reform”. Tenants 

of working age deemed to be under-occupying will lose some of their housing 
benefit. In addition, working age tenants could also lose some of their council tax 
benefit. The introduction of the Universal Credit may provide a challenge to 
landlords and tenants as it will be a single monthly payment to recipients, placing far 
greater emphasis on tenants needing to manage their own finances effectively. 

 
 
6.2 SOUTHWARK COUNCIL   
 
Southwark Council is the largest local authority landlord in London responsible for the 
management, repair and improvement of 55,000 homes - approximately 40,000 are 
tenanted and 15,000 are leasehold or freehold.   3,500 of these homes are managed by 13 
TMOs in the borough and Southwark publicly supports tenant management. The Council has 
a dedicated Tenant Management Initiatives team, which supports the development of new 
TMOs and provides advice to and monitors operational TMOs. 
 
Under the reform of the Housing Revenue Account, Southwark Council has lost around 
£30m in annual subsidy, but has had its share of housing debt reduced.  Along with other 
council landlords, Southwark has to maximise rent and service charge income to pay for 
housing services and investment. Ongoing pressure on expenditure will affect the 
allowances paid to the TMO.  
 
Housing services are delivered by the recently formed Housing and Community Services 
Department, following a major reorganisation that included closure of local housing offices. 
The Council has a programme of major works to ensure that all council homes are ‘Warm 
Safe and Dry’ by 2017, as well as an extensive programme of Fire Safety works.  As major 
works have recently been completed at Styles House, the estate is not currently included in 
the council’s investment plan for the next five years. 
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7. VISION, MISSION AND VALUES 

 
7.1 OUR MISSION 
 
Our mission is to improve the quality of life for our residents and build a strong community 
where people can thrive.   
 
Our vision:  Styles: community at the heart of London 
 
7.2 OUR VALUES 
 
o Equality and diversity 
o Pride in community  
o Openness and accountability 
o Listening and learning 
 
 
7.3 OUR STRATEGIC 3 YEAR OBJECTIVES 
 
To achieve our mission we have adopted the following six strategic objectives: 
 

o Ensure suitable office premises for the TMO  
 
o Ensure ongoing financial viability and control 

 
o Strengthen our community by informing and involving our residents  
 
o Provide services that raise satisfaction through effective, efficient and high quality 

delivery 
 
o Develop a motivated, skilled and committed staff team who are passionate about 

the values of Styles House 
 

o Develop an enthusiastic, committed and strong Board who are accountable to an 
active membership 

 
 
8. SERVICES TO RESIDENTS 
 
The management agreement is a legally binding contract between the TMO and Southwark 
Council.  It sets out the responsibilities of each party to the agreement and lists the services 
which will be provided by the council and by the TMO.   
 
The table below is a summary of the key services which will be provide by Styles House TMO 
and services which will continue to be delivered by Southwark Council.  Southwark’s Tenant 
Management Team will monitor the contract and the TMO’s performance. 
 
Every five years Styles House residents will be asked to vote in a ‘continuation ballot’ to 
decide whether they wish the TMO to continue to manage some of the services or whether 
they wish those services to return to the council to be managed. 
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The Management Agreement responsibilities 
 
(Detailed list appendix xx) 
 

MMA 
 

Styles House Southwark Council 

Chapter 1   

General 
provisions 

Insurance responsibilities: 
o Public Liability 
o Employers Liability 
 
5 year ballot of all residents to 
decide if TMO continues to 
manage estate services 
 

Insurance responsibilities: 
o Buildings insurance 

Chapter 2   

Repairs and 
maintenance 

Responsive repairs 
Door entry system 
Plumbing and electrics 
Drainage surface / guttering and 
gulleys 
Handyman service 
Sheds 
Voids: repair, electrical safety 
checks, decoration and letting of  
empty properties 
Pest control (joint) 
Garages and pram sheds 

Major works  
Decent homes work 
Communal doors  
Roofs 
Lifts 
Walls, fences and gates  
Main car gate 
Heating and hot water 
Drainage underground and down 
pipes 
Pest control (joint) 
All trees 
Bulky items removal 
 

Emergency 
out of hours 
service for 
residents 
 

 Lifts, heating, repairs 

Grounds 
maintenance 

Grass cutting, flower beds 
Compost 
Litter picking 
 

 

Cleaning Estate and block cleaning 
Communal window cleaning 
Cleaning of graffiti 
Bin stores 
 

 

Chapter 3   

Rents 
 

Rent collection and arrears control  Complex arrears cases 
Court action 
 

Chapter 4   

Leasehold 
service 

Provision of communal services 
and calculation of costs to be 

Leasehold management 
Setting service charge 
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charges recharged to leaseholders Billing service charge 
Service charge collection 
Service charge arrears 
Section 20 consultation 
 

Chapter 5   

Finance Receives allowances 
Bank account/s, reserve fund 
Income generation and 
fundraising 
Financial reporting 
Budget setting and financial 
control 
 

Major works account 

Chapter 6   

Tenancy  
Management 

Lettings, voids 
Disputes 
Anti social behaviour ASB (joint) 
Breaches of tenancy 
Tenancy checks 
Permitting subletting 
Giving consent to improvements 
Managing transfers and succession 
 

ASB (joint) 

Chapter 7   

Staffing and 
relationships  

Employment of staff 
Procurement  of contractors 
 

Delivery of retained services 

Chapter 8   

Performance 
monitoring 

Regular monitoring and 
development meetings 
Annual performance report 
Annual review meeting 
Equal opportunities monitoring 
 

Regular monitoring and development 
meetings 
Annual performance report 
Annual review meeting 
Equal opportunities monitoring 

 

9. OPERATIONAL PERFORMANCE PLAN 

 
To make achieving the mission and key goals more concrete, the strategic plan sets out our 
service priorities over the next three years.  The detailed targets for the first year and the 
means by which they are to be achieved are addressed in the annual plan for the first year 
after the TMO takes over management. 
 
9.1 Local office and meeting space 
 
Styles House TMO urgently needs suitable office premises from which to run the TMO.  In 
February 2012, Southwark commissioned an architect to put forward an outline plan.  The 
proposal is to build a new one storey building on the site of the old TRA rooms.  The new 
building will extend out at the rear, up to the TfL land.  These plans have the backing of the 
TMO Board and the inaugural general meeting.   
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Southwark is committed to the project and the funding has been secured.  The council is 
currently procuring a company to manage the build of the new office, including finalising the 
detailed plans and securing planning permission.  The project plan should be ready by the 
start of January 2013 with the aim of completing the new office building by September 2013. 
However, no work can start on site until a successful ballot has taken place and residents 
have voted ‘yes’ to the TMO. 
 
Community meeting room 
 
The new building will house a community meeting room.  The plan is to create a community 
space which can be rented out to generate additional income for the TMO.  The office will 
be set up as a hub for tenants to report repairs, talk to staff and become involved in the 
work of the community and the TMO.  The Board will: 
 

 Set up TMO Office Working party 

 Progress building of new office 

 Ensure appropriate IT systems, office equipment and stationery 

 Once work on the new building is complete, turn TMO office working party into 
Income generation sub Board 

 
Office opening times 
 
Following consultation with residents the office will initially be open for 16 hours per week, 
possibly as follows: 
 
8.30am – 12pm Monday, Tuesday, Thursday, Friday 
6pm – 8pm on Wednesday 
 
Office opening hours will be publicised on the notice board in the communal hallway and on 
the office door.  Residents will be able to contact the TMO:- 
 
By phone: during office hours.  When the TMO Manager is not on site, residents can contact 
the caretaker/handyman on his mobile number.  Southwark will continue to provide the ‘out 
of hours’ emergency service. 
In person: in the office during opening hours or talk to the caretaker in person as he works 
on the estate. 
By email: enquiry@styleshouse.org.uk  
Through the website: www.styleshouse.org.uk (registered domain name) 
 
There is budget provision to buy in additional cleaning when the caretaker is on annual 
leave. 
 
9.2 Provide services that raise satisfaction through effective, efficient and high quality 

delivery 
 
The key aim is to enhance the customer experience and raise resident satisfaction above the 
average for the council.  We will do this by providing services which are responsive and 
provide value for money. We will employ staff who are fully committed to the core values, 
mission and vision of Styles House. 

 

mailto:enquiry@styleshouse.org.uk
http://www.styleshouse.org.uk/
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 Convenient methods for reporting repairs 

 Provide an effective and speedy repairs service 

 Plan smooth transition of services to TMO 

 Ensure a smooth handover of tenants’ arrears;  our target for rent arrears will be 
100% in year one 

 Develop Styles House website 

 Use high quality and well trained contractors who respect you and your home 

 Review the specifications for estate gardening and cleaning  

 Ensure repairs are completed more quickly and are to the tenant’s satisfaction on 
the first visit 

 Offer timed and convenient appointments through a new appointment system / aim 
to offer exact appointment times for minor repairs carried out by caretaker, and 
three hour appointment slots for contractors for larger repairs 

 Improve voids management/reduce time taken to return homes for letting to 9 days 
 
Timescales for repairs 
 

Emergency:  24 hours 
 
All other repairs: At convenient time agreed with residents 
 

Use of Contractors 
 
Contractors will be required to: 
 

 Carry ID and residents can check with the office that they are who they say they are 

 Treat everyone with courtesy and respect 

 Leave residents properties clean and tidy once the job is done 
 
Working with Southwark Council 

 

 Build relationships with Southwark Council to improve performance on asset 
management and leasehold management  

 Build relationship with Southwark’s ASB unit and local police 

 Work with Southwark to ensure excellent monitoring of fire risk assessment 
 
Planned maintenance and improvements 

 Bid for money to fund and implement five year cyclical maintenance programme 
with Southwark Council 

 Programme of repairs to fences, gates and railings  

 Plan to enhance the landscaping features around the homes 

 Conduct resident survey of to determine investment priorities for communal areas 
 
Voids 
 
Historically there has been a low level of voids on the estate, in the region of one a year at a 
cost of about £1,500 to relet.  Any void that costs more than £10k to bring the property back 
into use will be handed back to the council to do the works and then returned to the TMO to 
be relet and managed. 
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Rent collection 
 
Styles House TMO will collect and administer rent using Southwark Council’s iWorld system. 
Tenants will have the same number of options available to them to pay their rent that they 
have now. We anticipate, however, being able to raise the current Total Collection Rate 
(TCR) from 97.99% (as at November 2012) to 100% by the end of our first year. 
 
The TMO is confident it can achieve a collection rate of 100% as there are only 36 Secure 
tenancies at Styles House, and of these only a handful of accounts are in substantial arrears 
at present. The TMO Manager will therefore be able to work closely with those tenants who 
are struggling to make rental payments to ensure they can access all the support they need 
to help them pay their rent on time. Having an onsite manager who can pay close attention 
to arrears and ensure that any arrears action plans are followed will be the key to success. 
 
As the TMO develops, the target for the collection rate will increase to above 100%, to begin 
to tackle the arrears levels. Eventually an ambitious target of 110% collection rate could be 
set and achieved. 
 
Value for money 
 
We will produce a value for money strategy, which sets out how we will maximise resources 
available and deliver more for less.  The key aim of the strategy is to deliver greater financial 
and non-financial benefits as a result of taking over as a TMO and operating at a local estate 
level. 
 

 Identify where money is spent and where real cost reductions can be made 

 Ensure robust business planning and budgeting 

 Monitor procurement and cost of contractors and benchmark with other TMO 
providers 

 Annual satisfaction survey to identify which aspects of the service need to improve 

 Cost benefit analysis of in-house caretaking service at end of first year 
 
9.3 Strengthen our community by informing and involving residents 
 

 Through meetings and training opportunities to nurture the next generation of 
residents to ensure the ongoing sustainability of the TMO in the next decade 

 Encourage residents to get involved in the management of the homes at a level that 
suits them best – from filling out a survey to becoming a Board member 

 Scrutinise performance and service quality and use resident feedback to improve 
service delivery 

 Provide good quality information through quarterly newsletters and regular updates 
to residents, including annual report 

 Monitor involvement and put a strategy in place to engage hard to reach residents 

 Introduce text messaging system  

 Continue to improve Facebook page for Styles House TMO 

 Programme of estate events 

 Embed our Equality and Diversity policy 
 

9.4 Develop a motivated, skilled and committed staff team who are passionate about the 
values of Styles House    
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 Set up HR sub committee to oversee recruitment of new staff team 

 Recruit the skilled and committed staff team to deliver our vision  

 Annual appraisal and training plan for staff: ensure staff understand the business 
and are continually up skilled 

 Achieve Investors in People accreditation in year three;  
 
9.5 Ensure good governance through an enthusiastic, committed and skilled Board who 

are accountable to an active membership and ensure good governance 
 
We are committed to developing our members and ensuring the Board is refreshed year on 
year.  We will achieve good governance through developing a culture of transparency and 
accountability.  Meetings will be well planned and well run and focus on decision making 
and problem solving.   
 

 Set out strategy to attract new people onto the Board 

 Annual individual and group self appraisal for Board 

 Annual training plan for Board 

 Annual Strategy Day  

 Achieve membership of 80% by April 2014 

 Achieve 50% membership in both blocks by March 2013 

 Hold a minimum four general meetings a year 

 Register with National Federation of TMOs  
 
9.6 Ensure ongoing financial viability and control 
 
Our budget is tight and Management & Maintenance allowances could decrease in the 
future.  We will need to keep a tight reign on spending, maximise rental income on the 
community hall and closely monitor all budget spend and procurement.  Efficiency savings 
and marginal gains will be sought year on year.  
 

 Continue to appoint auditor at Annual General Meeting 

 Register for VAT 

 Employer’s Liability and Public liability insurance  

 Quarterly monitoring of spend against budget 

 Build reserves at 2.5% of income year on year over first three years 

 Look at opportunities to make efficiency savings by sharing costs on, for example, 
HR support and payroll with other TMOs 

 Identify and action fundraising opportunities 

 Explore options for hiring out Styles caretaker to work with local estates/businesses 
as well as offering caretaking “odd job” service to leaseholders 

 Monitor procurement  of office supplies 

 Annual return to Financial Services Authority 
 

10. RISK APPRAISAL AND MANAGEMENT SUMMARY 

 
The risks associated with the financial viability, recruitment and retention of staff, 
procurement of contractors, performance and financial management and delivery of key 
services have been assessed.  The set of risks will be formally updated annually on the risk 
register as part of our delivery plan, together with options for the relevant action to manage 
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and if possible reduce the risk identified.  Set out below is a summary of the top eleven risks 
regarded as the most critical over the next three years.  
 
The full risk assessment is available separately. 
 

Risk Management strategy / controls Prob Impact Rating 

M&M allowance 
decreases 
 

o Income generation Sub-Board 
o Pricing and lettings policy for 

community room 
 

5 7 35 

Failure to build new 
office 
 

o Secure funding in 2012 
o Planning permission 2012/13 
o Progress build to complete by 

December 2013 
o Political pressure 
 

3 9 27 

Inability to 
attract/retain high 
quality staff 

o Robust and effective recruitment 
strategy 

o Annual appraisal and salary review 
o Incentives / career path 
o Training and staff development 
 

4 9 36 

Poor performance 
management 

o Appraisal and one to one/SMART 
targets 

o HR support 
o  

4 7 28 

Unforeseen costs 
 

o Budget and business plan 
o Major cost items left with Southwark 
 

3 8 24 

Long term staff absence o Agreement with LBS to provide 
emergency cover 

o Annual contract for HR support 
o Regular 1 to 1s and appraisals 
 

3 9 27 

Fraud o Whistleblowing policy 
o Sound financial controls 
 

2 7 14 

Failure to generate 
income from 
community space rental 

o Income generation sub-committee 
o Income targets in budget 

4 3 12 

Failure to consistently 
display positive, can-do 
behaviour to 
support/improve 
customer satisfaction to 
meet/exceed locally 
agreed targets 

o Regular 1:1s /  checking staff 
approach fits in with the vision 

o Appraisal and annual development 
plan 

o Staff liaison officer to support staff 
 

4 4 16 

Failure to refresh the 
Board 

o Strategy and action plan 
o Advertise TMO Board recruitment and 

open evening through newsletter 
o Target and develop key individuals 

5 5 25 
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o Induction evening for new members 
o Buddy scheme  
o Update training needs assessment  
 

Failure to demonstrate 
value for money 
thinking and action on 
an ongoing basis to stay 
within budget 

o Budget  
o Quarterly management accounts and 

budget spend 
o Monthly finance sub-committee 

reports 
o Clear payment approval process 
 

3 6 18 

Failure to meet rent 
collection targets 

o Payment methods stay the same. 
o Early intervention/repayment plan 
o Advice on welfare reform / leaflets, 

drop ins and one to one meetings 
o Advice on basic bank accounts and 

managing money 

  28 

11. FINANCIAL COMMENTARY 

 
11.1 INCOME 
 
a. Management and maintenance allowance 
 
The annual management and maintenance allowance for Styles House for 2013-14 is 
£74,067 to cover management costs and provide the services delegated to the TMO in the 
management agreement (summarised on page 7).  It is anticipated that M&M allowances 
will remain flat over the next three years and this is reflected in the budget. 
 
The formula for determining the management and maintenance allowance is laid down by 
Government.  The basic principle underlying the allowances is that they are based on the 
council’s own level of expenditure.   This is actual expenditure in the case of the supervision 
and management and the running costs or historic expenditure in the case of responsive 
repairs and planned maintenance. 
 
Included in the M&M allowance is an allowance for Committee and Communications, which 
is currently calculated at £5k plus £10 per property and adds up to £5,560. 
 
b. Telephone mast income 
 
Southwark council has agreed to give Styles 100% (£13,900) of the annual income it receives 
from renting out the Orange phone mast on top of Styles House. 
 
c. Income from renting out Styles community hall 
 
A new, modern office with a large community hall is planned for the middle of the estate, to 
be built on the site of the old TRA rooms and extending up to the railway line at the rear.  
The community room will be self contained so that it can be rented out to raise additional 
income when it is not being used for Styles House business and meetings.  First and 
foremost, however, it will be a resource for residents on the estate. 
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d. Fundraising 
 
The income sub-committee will explore opportunities to bring in additional income through 
local and national grants, such as the Big Lottery. 
 
11.2 SURPLUS AND RESERVES 
 
We have budgeted to set aside 2.5% of income to build reserves of £2,227 in the first year.  
We plan total reserves of £4,500 at the end of year two and (which represents 5% of annual 
turnover) and £6,832 at the end of year three.  Any additional unspent surplus in the first 3 
years will also be transferred to reserves.  £3,000 of reserves will be kept in an instant access 
account and the remainder will be kept on deposit in a high interest account with 3 months 
notice of withdrawal. 
 
If the TMO makes a surplus we can use the surplus to carry out improvements on our estate 
or for the benefit of the community, following consultation with our members and 
agreement at general meeting. 
 
11.3 FINANCIAL ASSUMPTIONS 
 
For the period of the business plan, the two major financial assumptions are Retail Price 
Index of 3.5% in 2013-14 and 4% for the remainder of the plan and average effective interest 
rate of 0.5%. 
 
Income from renting out the community hall has been gauged looking at local demand and 
prices for similar facilities in the Waterloo area.   Prices were benchmarked with the Jerwood 
Space which is situated close to Styles House.  Income from community hall rentals in the 
first year is estimated at £1000. 
 
We expect efficiencies to be achieved through: 
 

 Effective management and monitoring of our repairs service and getting it right first 
time;  

 small repairs, cleaning and gardening delivered locally by the caretaker, who will also 
provide office cover; 

 the use of effective IT systems, which will cut the need for excessive paper and 
postage; 

 Working with other TMOs to share management costs on areas such as HR support, 
payroll, and staff and board training; 

 Training the TMO manager to use Sage and SMART accounting software, which will 
save on audit costs. 

 
The financial assumptions in our plan were reviewed in detail by the finance team at 
Southwark Council and the TMO Board.  
 
 
11.4 FINANCIAL  CONTROL 
 

 The TMO will agree an annual budget which will be submitted to the council by 31 
March each year.  
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 The TMO Finance sub-committee will receive quarterly management accounts 
showing income and expenditure against budgeted provision.   

 

 Each year the Annual General Meeting will appoint the Auditor.  Styles House 
appointed John Ball of McIntyre Hudson as their auditor at their AGM on 12 
September 2012. 

 

 All financial decisions will be minuted and audited at year end. 
 

 The TMO Auditor will present and explain the accounts to the Board, prior to 
presenting them to the Annual General Meeting. 

 

 We will monitor the costs and quality of services provided by our contractors to 
determine if they are value for money 

 

 Staff remuneration will be reviewed by the HR sub committee following annual 
performance appraisal, and benchmarked against Council and TMO salaries in the 
borough.  Salaries will be within the budgeted provision and be signed off by the 
Finance sub committee.   
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STYLES HOUSE 

12. ACTION PLAN 2013 – 2014 

 

 
 STRATEGIC 

OBJECTIVE 

 
TARGET 

 
OUTCOME 

 
HOW - actions 

 
When 

 
Who 

1 New Styles office 
building  
 

 Build new office 
 

 Local office for TMO 
to deliver services 

 Meeting place for 
Board 

 Community hub 

 Income generation 
from renting out 
community room 

 

 Set up office working party 

 Sign off drawings with architects 

 Support planning application 

 Agree office plans and funding 
with Southwark  

 Lobby councillors to progress 

 TMO moves into new office 
premises 

 

January 
2013 
 
 
 
 
September 
2013 

MK, Office 
WP 
 
 
 
 
Manager 

2 Provide services 
that raise 
satisfaction 
through effective, 
efficient and high 
quality delivery 

 Office open 8.30am to 12pm 
four days a week and 6.30pm 
to 8.30pm one evening per 
week 

 

 New contractor approved list 

 Specific appointment slots for 
basic  repairs  

 3 hour appointment slots for 
contractor repairs 

 Internal communal areas 
cleaned every week day  

 Grass mowed every two 

 Focal point for 
TMO/increased 
awareness 

 95% resident 
satisfaction 
achieved by March 
2014 

 Better value for 
money i.e. 
improved cleaning 
for less money 

 90% residents 
proud to live in 
Styles 

 Manager recruited 
 

 Caretaker recruited 
 

 Undertake 100% customer 
profiling  

  

 Local procurement and 
management of contractors 

 Post-work inspections and 
resident feedback questionnaires 

 Annual resident satisfaction 
survey 

August 
2013 
October 
2013 
January 
2014 
 
November 
2013 
 
Ongoing 
 
Ongoing 
 

HR sub 
committee 
Manager 
 
Manager 
 
 
Manager 
/caretaker 
Caretaker/ 
manager 
 
Manager 
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 STRATEGIC 

OBJECTIVE 

 
TARGET 

 
OUTCOME 

 
HOW - actions 

 
When 

 
Who 

weeks 

 Paths swept and litter picked 
every day 

 Estate walkabout with 
residents, every month 

 9 days turn around for minor 
voids 
 
 

 collect 100% rent collectable 

 
 
 
 
 
 
 
 
 
Improved rent 
collection 

 Benchmark with other Southwark 
TMOs 

 Where possible identify and deal 
with cause of problem 

 Identify key issues and respond 
quickly 

 Take part in London Open Square 
Gardens scheme 
 

 Provide welfare advice through 
leaflets and drop-ins 

 Advice on basic bank accounts 
and managing money 

 Early intervention/payment plans 
 

Ongoing 
 
January 
2014 
 
 
May 2013 
 
 
October 
2013 

 
Caretaker 
 
Manager 
 
 
Manager 
 
 
Manager 
 
 
 

3 Strengthen our 
community by 
informing and 
involving our 
residents 

 4 newsletters a year 

 Website set up by May 2013 

 80% TMO membership by 
March 2014 

 50% membership in the small 
by March 2013 

 100% quorum achieved at all 
general meetings 

 100% survey to establish 
demographic of estate 
residents 

 

 TMO profile raised 

 Residents better 
informed 

 More residents 
signed up to TMO 

 Increased 
community spirit 

 More say by 
residents 

 Greater community 
involvement 

 

 Full colour newsletter every 
quarter 

 Door knock residents to sign up 
new members 

 Flyer and targeted door knock of 
the small block 

 Summer event for all estate 
residents 

 Christmas event  

Quarterly 
 
November 
2013 
January 
2013 
June 2013 
 
December 
2014 
 

Manager 
 
Board 
 
Board 
 
TRA social 
committee 
TRA social 
committee 
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 STRATEGIC 

OBJECTIVE 

 
TARGET 

 
OUTCOME 

 
HOW - actions 

 
When 

 
Who 

4 Develop a 
motivated, skilled 
and committed 
staff team who are 
passionate about 
the values of Styles 
House 

 Recruit skilled part time 
manager 

 Skilled repairs/caretaker 
recruited 

 
 

 Highly motivated 
staff 

 High level of trust 
between residents 
and staff 

 More personal and 
responsive service 

 

 Robust recruitment pack and two 
stage interview process with 
input from LBS 

 Terms and conditions 

 HR sub committee and HR 
support contract 

 Staff handbook 

 Regular 1 to 1s and appraisal 

 Identify and arrange appropriate 
training and support 

 

May 2013 
 
 
 
September 
2013 
 
 
 

MK, ZK  
 
 
Chair, 
Manager, 
staff liaison 
officer, HR 
sub 

5 Develop an 
enthusiastic, 
committed and 
skilled Board who 
are accountable to 
an active 
membership 
 

 One resident from small block 
on the Board 

 Minimum four Board 
meetings a year 

 75% attendance at board 
meetings 

 Quorum achieved at 100% of 
board meetings 

 
 

 Better 
understanding of 
issues across estate 

 Compliance with 
rules 

 Range of views at 
meetings 

 

 Appoint Board member to ‘buddy’ 
and identify/target residents in 
small block to encourage them 
onto the Board 

 Code of Governance 

 Robust minute taking 

 Annual Board self assessment 

 Induction session for new Board 
members 

  Induction evening for residents 
interested on being on the Board 

 Induction pack 
 

April 2013 
 
 
 
 
 
February 
2014 
 
September 
2013 
 
 

Board 
 
 
 
 
 
Board 
 
 
Manager 
 
Manager 
 

6 Ensure ongoing 
financial viability 

 Build reserves  of £2125 in 
first year, and £4,250 by end 

 Continuing ability to 
operate as a TMO 

 Register for VAT 

 Appoint auditor 

September 
2013 

Manager 
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 STRATEGIC 

OBJECTIVE 

 
TARGET 

 
OUTCOME 

 
HOW - actions 

 
When 

 
Who 

and control  
 

of second year 

 Bring in £300 income from 
community hall rental in  year 
one and £800 in year two 

 

 Generate surplus to 
spend on 
improvements in 
the future 

 Outsource payroll 

 Establish Income generation sub 
Board 

 Develop marketing and pricing 
strategy for letting out community 
hall 

 Annual cost analysis of services 
and benchmark with other 
Southwark TMOs 

 Quality financial reporting, using 
reporting templates 

 Whistleblowing and fraud policy 

 Financial standing orders 

 Annual budget 

 Ensuring Southwark meets its 
obligations 

 

September 
2013 
 
 
February 
2014 

 
 
 
 
Income 
generation  
committee 
Manager/ 
Board 
 
Manager 
 
Board 
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13. APPENDICES 

 
Budget 
 

STYLES HOUSE 
 

ENTER IN   
   Draft 8 

   
YELLOW   

   BUDGET - 2013/14 
 

CELLS   
   

   
FULL FULL 2013/14 FULL FULL FULL 

   
YEAR YEAR Budget v YEAR YEAR YEAR 

   
ACTUAL BUDGET 2012/13 BUDGET BUDGET BUDGET 

   
2012/13 2013/4 VARIANCE 2014/15 2015/16 2016/17 

   
£ £ £ 

   INCOME 
        

 
  

       

  
Allowances 0 74,067 74,067 74,067 74,067 0 

  
Phone mast income 0 13,900 13,900 14,248 14,604 0 

  
TRA allowance 0 1,100 1,100 1,100 1,100 0 

  
Communal space/rental income 0 0 0 1,000 2,000 0 

  
Fundraising 0 0 0 500 1,000 0 

  
Caretaker income (hiring out services) 

 
0 0 0 500 

 

    
    

   TOTAL 
INCOME 

 
0 89,067 89,067 90,915 93,271 0 

    
    

   EXPENDITURE 
  

    
   

    
    

   

 
ADMINISTRATION COSTS 

 
    

   

    
    

   

 
Employee Costs 

 
    

   

  
TMO Manager/18 hours per week 0 18,000 (18,000) 18,450 18,911 0 

  
Maintenance/caretaker/full time 0 20,500 (20,500) 21,013 21,538 0 

  
Pension - Employer's Contrib (9%). 0 3,465 (3,465) 3,552 3,640 0 

  
NHI - Employer's contrib.(9.1%) 0 3,504 (3,504) 3,591 3,681 0 

    
    

   

 
Total Employee Costs 0 45,469 (45,469) 46,605 47,770 0 
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Management costs 

 
    

   

  
Meeting costs 0 150 (150) 155 160 0 

  
Board training 0 1,000 (1,000) 1050 1100 0 

  
Staff training 0 2,000 (2,000) 2100 2200 0 

  
Payroll 0 1,000 (1,000) 1000 1000 0 

  
Audit fee 0 3,500 (3,500) 3650 2500 0 

  
Accountancy 0 500 (500) 525 550 0 

  
Legal and professional fees 0 500 (500) 525 550 0 

  
HR support contract 0 1,000 (1,000) 1000 1000 0 

  
Insurance 0 2,500 (2,500) 2600 2700 0 

  
Bank charges 0 100 (100) 105 110 0 

    
    

   

 
Total Management Costs 0 12,250 (12,250) 12,710 11,870   

    
    

   

 
Community costs 

 
    

   

  
AGM and general meetings 0 100 (100) 100 100 0 

  
Newsletters / flyers 0 400 (400) 350 350 0 

  
Social events 0 600 (600) 700 800 0 

  
Gardening materials / plants 0 800 (800) 750 900 0 

    
    

   

 
Total Community Costs 0 1,900 (1,900) 1900 2150   

    
    

   

 
Officee supplies and services 

 
    

   

  
Lighting and Heat 0 600 (600) 630 660 0 

  
Rates and water 0 500 (500) 525 550 0 

  
Phone 0 1,000 (1,000) 1,000 1,000 0 

  
Mobile phone 0 450 (450) 360 370 0 

  
Stationery 0 1,000 (1,000) 1,000 800 0 

  
Photocopier/printing 0 1,500 (1,500) 1,500 1,500 0 

  
Postage 0 150 (150) 160 170 0 

  
Office furniture 0 250 (250) 100 100 0 

  
Office equipment 0 500 (500) 300 300 0 

  
Computer equipment 0 1,500 (1,500) 200 1,200 0 

  
Depreciation 0 400 (400) 400 400 0 

    
    

   

 
Total management/office costs 0 7,850 (7,850) 6,175 7,050 0 
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REPAIRS AND MAINTENANCE 

 
    

   

    
    

   

 
Repairs and maintenance 

 
    

   

  
Estate repairs 0 3,000 (3,000) 3,200 3400 0 

  
Tenant repairs 0 6,200 (6,200) 7,100 7800 0 

  
Cover for caretaker 0 1,700 (1,700) 1,800 1900 0 

  
Door entry  0 550 (550) 800 1000 0 

  
Pest control 0 1,100 (1,100) 1,500 1600 0 

  
Supplies and materials 0 1,200 (1,200) 1,100 1000 0 

  
Estate lighting 0 1,500 (1,500) 1,000 1050 0 

  
Cold water tank 0 350 (350) 400 420 0 

  
Voids 0 3,000 (3,000) 3,100 3200 0 

    
    

   

 
Total Repairs and maintenance 0 18,600 (18,600) 20,000 21370 0 

    
    

   

 
RESERVES 

 
    

   

  
2.50% 0 2,227 (2,227) 2,273 2,332 0 

    
    

   

 
Total reserves and adjustments 0 2,227 (2,227) 2,273 2332 0 

    
    

   TOTAL EXPENDITURE  0 88,295 (88,295) 89,663 92,542 0 

    
    

   OPERATING SURPLUS/ (DEFICIT) 0 772 772 1,251 729 0 
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BOARD MEMBERS  
 

 NAME POSITION JOINED BOARD 
 

1 Zoe Kennedy Chair May 2012 

2 Sue Dellet Secretary May 2012 

3 Karen Illingworth Treasurer May 2012 

4 Dana Tabaquinho Board member May 2012 

5 Philippe Chery Board member May 2012 

6 Barbara Sweet Board member May 2012 

7 Michael Conlan Board member May 2012 

8 Louise Spencer Board member May 2012 

9 Ken Collard Board member May 2012 

 
 
SUB COMMITTEES 
 
Finance Sub committee 
 

 NAME POSITON  

1. Karen Illingworth Treasurer and chair June 2012 

2 Dana Tabaquinho Sub committee member June 2012 

3 Zoe Kennedy Sub committee member June 2012 

 
Office working party / income generation 
 

 NAME POSITON  

1. Alex Tabaquinho Chair and Sub committee 
member 

November 2012 

2 Karen Illingworth Treasurer and Sub 
committee member 

November 2012 

3 Philippe Chery Sub committee member November 2012 

 
HR Sub committee 
 

 NAME POSITON  

1. Ken Collard Chair and Sub committee 
member 

November 2012 

2 Barbara Sweet Sub committee member November 2012 

3 Zoe Bulmer Sub committee member November 2012 

 
TRA social committee 
 

 NAME POSITON  

1. Philippe Chery  Chair and Sub committee 
member 

November 2012 

2 Karen Illingworth Sub committee member November 2012 

3 Sue Dellet Sub committee member November 2012 

4 Alison (small block) Sub committee member November 2012 
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5 Stephanie Walker Sub committee member November 2012 

 
Website/ Communications committee 
 

 NAME POSITON  

1. Alex Tabaquinho Chair and Sub committee 
member 

November 2012 

2 Karen Illingworth Sub committee member November 2012 

3 Sue Dellet Sub committee member November 2012 

4 Tim Sub committee member November 2012 

 
STAFF APPOINTMENTS 
 
TMO manager 
 
 
Repairs officer/caretaker 
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Membership Register 
 
As at 1 December 2012 
 

 Name Address Share no Joined 

 George Allright 47 Styles House, London, SE1 8DF 1 8 May 2012 

 Karen Illingworth 45 Styles House, London, SE1 8DF 2 8 May 2012  

 Michael Berry 44 Styles House, London, SE1 8DF 3 8 May 2012 

 Stephanie Walker 43 Styles House, London, SE1 8DF 4 12 May 2012 

 Roy Adams Stewart 38 Styles House, London, SE1 8DF 5 8 May 2012 

 Don Nunan 34 Styles House, London, SE1 8DF 6 8 May 2012 

 Philippe Chery 33 Styles House, London, SE1 8DF 7 12 May 2012 

 Bekim Lita 32 Styles House, London, SE1 8DF 8 8 May 2012 

 Alex Tabaquinho 31 Styles House, London, SE1 8DF 9 8 May 2012 

 Dana Tabaquinho 31 Styles House, London, SE1 8DF 10 8 May 2012 

 Ursula Deniflee 30 Styles House, London, SE1 8DF 11 12 May 2012 

 Zoe Kennedy 29 Styles House, London, SE1 8DF 12 8 May 2012 

 John Kennedy 29 Styles House, London, SE1 8DF 13 8 May 2012 

 Lisa Jane Wood 28 Styles House, London, SE1 8DF 14 8 May 2012 

 Susan Dellet 26 Styles House, London, SE1 8DF 15 8 May 2012 

 Daphne Gichuru 24 Styles House, London, SE1 8DF 16  12 May 2012 

 Mariam Hoosh 22 Styles House, London, SE1 8DF 17 12 May 2012 

 Matt Hodges 19 Styles House, London, SE1 8DF 18 8 May 2012 

 Barbara Sweet 17 Styles House, London, SE1 8DF 19 12 May 2012 

 Roger Sweet 17 Styles House, London, SE1 8DF 20 12 May 2012 

 Michael Conlan 13 Styles House, London, SE1 8DF 21 12 May 2012 

 Kathy Archbold 12 Styles House, London, SE1 8DF 22 8 May 2012 

 Ahmed Saroukh 4 Styles House, London, SE1 8DF 23 8 May 2012 

 Abdelati Eladib 3 Styles House, London, SE1 8DF 24 8 May 2012 

 Louise Spencer 2 Styles House, London, SE1 8DF 25 8 May 2012 

 Robin Spencer 2 Styles House, London, SE1 8DF 26 8 May 2012 

 Irene Keane 25 Styles House, London, SE1 8DF 27 15 September 2012 

 Natalie Hunt 37 Styles House, London, SE1 8DF 28 15 September 2012 

 Dawit Kassa 9 Styles House, London, SE1 8DF 29 15 September 2012 

 Mehdi Maroofi 14 Styles House, London, SE1 8DF 30 15 September 2012 

 Sam McKevitt 35 Styles House, London, SE1 8DF 31 15 September 2012 

 Joseph Ball 23 Styles House, London, SE1 8DF 32 15 September 2012 

 Anna Di Marino 8 Styles House, London, SE1 8DF 33 26 September 2012 

 Ken Collard 21 Styles House, London, SE1 8DF 34 26 September 2012 

 Rundy Caumba 55 Styles House, London, SE1 8DF 35 26 September 2012 

 Boyd Walters 56 Styles House, London, SE1 8DF 36 26 September 2012 

 
 


