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A weekly art class takes place in John Gale Court. This is an 
example of some of their work – a view of the garden 
- different sections completed by different artists.
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Another exceptionally busy year in the life of Cherchefelle. Although there 

have been no further cuts to our grants in this year, the impact of the 

previous years’ cuts continues to reverberate not just within Cherchefelle 

but across the sector as a whole. The requirement to maintain service 

delivery levels, while fees were reduced and grant support cut substantially, 

led to a squeeze at supervisory and management level so it was almost 

inevitable that some gaps would appear in the monitoring of all of our 

processes. Further inspections by the Care Quality Commission (CQC) 

found us to be achieving compliance with those standards where we had 

previously fallen short but also identified some gaps in our staff 

recruitment procedures. After a full internal review of our recruitment 

processes, a follow-up visit by the CQC Inspector confirmed full 

compliance with this standard. Overall during 2013 we had been measured by CQC against 9 of 

the 16 standards and by year end had achieved compliance in all. 

A major outcome of the CQC inspections was the recognition of the need to remodel our 

staffing structure to meet the challenges and prepare for the new CQC inspection system. 

This remodelling was implemented in the autumn with the introduction of two more Operations 

Manager posts to give us one in each of our three registered locations. Reporting directly to 

the CEO, a new post of Senior Operations Manager has been introduced and the successful 

applicant took up post in April 2014.  Although it is early days yet, the new arrangements 

appear to be settling down well.

Our three-year Customer Service Excellence (CSE) assessment took place in November 2013. 

This is an accreditation that Cherchefelle have held since 2006. We received some excellent 

feedback from the Assessors and were delighted to achieve the award with improved ratings.

Further, our Investors in People Assessment took place in December. This was also our third 

successive three-year assessment and it was highly satisfactory to achieve this award again.

 
In very short order we have been externally assessed and achieved 

 • compliance with meeting statutory essential standards of quality and safety in the   

  delivery of registered care services 
 • accreditation for meeting Customer Service Excellence Standards

 • accreditation for investing in our staff
      
This is a considerable accolade to all the hard work of the team and I applaud their tenacity. 

We are not complacent and know that maintaining and improving on these achievements will 

be challenging but Cherchefelle has never shirked a challenge!    

    
The savage winter storms and floods took their toll and I know from personal experience that 

recovery takes considerably longer than the time it took for the storms to inflict the damage. 

My sympathy to all those adversely affected this year. Fortunately, with one or two exceptions, 

our tenants, clients and staff survived relatively unscathed. There were some chimney stacks to 

repair and lots of garden fences to replace but only one tenant had to be temporarily rehoused.
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Cathy Rollinson

Having just completed their audit of our 2013/14 accounts, Mazars have again given a glowing report of our financial performance. Given this and a more settled picture with our service contracts than for several years we move forward in 2014/15  better able to plan for the future.       

We have driven forward with upgrading our IT hardware, 
software and communications via android phones to deliver 
efficiencies, electronic monitoring and reduce paper-
based systems. This has not been without its problems but 
advantages definitely outweigh the drawbacks. Further 
improvements are planned for later in 2014.

The long-awaited refurbishment of Park Houses commenced 
in March. It has been a long-cherished dream of our CEO to 
convert this 6 bed shared house into self-contained units and is now coming to fruition thanks to support and a substantial contribution from Tandridge District Council, the support of Surrey County Council Housing-Related Support, Barclays Bank and our neighbours. Having recently seen the nearly finished product I can confirm that the wait will have been worth it and the 4 self-contained flats will provide a very comfortable home and location for our new tenants.

As ever, there have been lots of comings and goings during the year and I extend my thanks to all those who have contributed to the success of Cherchefelle this year but I must make special mention of a few of them.

Janet Gardiner worked for Cherchefelle as Senior Finance Officer for over 17 years and took early retirement in March this year. Janet ensured that everyone was paid on time without fail every week, and then every month, year in, year out, in addition to delivering a range of other finance duties.  Janet provided a vital back office function supporting operational staff. 

This year we also said farewell to Keith Holdaway who, in a voluntary capacity as with all our Board members, had been on the Cherchefelle Board of Management since February 2000. He was Chair for 9 years in that time. His was the steady hand on the tiller during periods of substantial change for Cherchefelle. His skills and expertise will be missed.

Within this report there are some examples of appreciation from clients and their families. The sentiments expressed need no elaboration from me.

One hears many criticisms of the care sector, but these examples of the loyalty and commitment of staff, the contribution of volunteer Board members and of the very positive impact that our care and support staff have on our vulnerable clients, for me sum up the ethos of Cherchefelle - Housing with Care that truly enhances people’s lives. 



Every year Cherchefelle holds an Access 
Day for staff, tenants and clients. The 
aim of the day is to raise awareness of 
the range of services available for people 
with diverse needs as well as providing an 
opportunity for clients, tenants and staff 
to get together in a relaxed atmosphere 
and enjoy themselves. Access Day 2013 
was a well attended event with several 
opportunities for interactivity. 

We had a good selection of stalls and 
activities, including food tasting, information 
and exercise sessions. Probably everyone’s 
favourite was the astonishing Canine 
Partners, who demonstrated the amazing 
range of things that these talented dogs 
can do to help people who are incapacitated 
in some way. One of our clients was very 
apprehensive about the dogs, as she 
doesn’t like them, but in the event was 
delighted to see them and did lots of 
patting.
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Access Day
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The day started with a warm up session from YMCA, who demonstrated a range of exercises 
that can be done sitting down, followed by an introduction from our Chief Executive. Ian, 
one of our clients, gave a talk about work he has done to encourage doctors surgeries to 
be more inclusive, the Fire Brigade advised us how to keep safe; there was time for lunch 
and a chat and the day was rounded off by an energetic Zumba session. There were plenty 
of stalls to browse with contributors including Workers Educational Association (WEA), East 
Surrey Resettlement Association (ESRA), Surrey Independent Living Council (SILC), Richmond 
Fellowship and Wiltshire Farm Foods; opportunities to buy cuddly assistance dogs, and 
chances to have a go at indoor curling.



Continuing an initiative started in 2011/12 and featured in last year’s report, our 
volunteers have continued to provide excellent support for clients, tenants and 
staff. The majority of our volunteers are befrienders who take the time to support 
individual clients, by accompanying them to appointments, helping them 
with paperwork, or just sitting and chatting and providing much 
appreciated companionship. Group activities have included 
art classes, Christmas parties, fish and chip suppers and 
bingo sessions. We have worked in conjunction with local 
volunteer bureaux and volunteer co-ordinators in other 
organisations. We have also had some administrative 
support, and of course our Board members are all 
volunteers. 

Why volunteer?
People volunteer for a number of reasons

 To give something back to an organisation that has helped them

 To make a difference

 To help others less fortunate

 To gain new skills

 To become part of a community

Here are a few examples of what our volunteers have achieved this year:

• Celia entertains the clients by holding a coffee and bingo morning twice a week, also a fish  
 and chip lunch once a month. Summer brings afternoon teas in the garden thoroughly   
 enjoyed by all. At Christmas she organised a disco/karaoke party with plenty of dancing and  
 singing by the clients and staff.   

• Amanda is a befriender at one of our properties in Crawley, visiting client J there. They have  
 enjoyed visiting garden centres and having coffee together. 
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Volunteers

“Volunteers 
aren’t paid. Not 

because they are 
worthless, but 

because they are 
priceless.”
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• Sophia is a befriender at one of our properties in Crawley, visiting client R there. They have  
 coffee and enjoy chatting together.

• Peter is a Painter & Decorator, and is one of our longest standing volunteers. He has   
 completed decorating tasks for many Cherchefelle clients;  they supply the materials, he  
 gives advice and does the work for them.

Just a few hours a week can make an enormous difference to someone’s life, including that 
of the volunteer themselves, some of whom use this as a route back into employment and to 
boost their self esteem. On the other side of the coin, some of our clients, tenants and staff 
members volunteer for other organisations such as churches, brownies etc.

Benefits to volunteers have been found to include

 A longer life

 Ability to cope with ill health

 A healthier lifestyle 

 Improved family relationships

 Meeting new people

 Improved self-esteem and sense of purpose 

 A positive view of their own health 

“Volunteering. 
Give a little, 
gain a lot”
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Cherchefelle’s performance is monitored by a number of external bodies, and over the last 
year, as mentioned in the Chair’s Report, we have had visits from the Care Quality Commission 
(CQC), Investors in People (IiP) and Customer Service Excellence (CSE).

The CSE report showed an improvement on the previous one, with no partial compliances, 
many criteria regarded as fully compliant, and several rated as compliant plus. This was an 
excellent result, reflecting work that had taken place over the previous year.

“Cherchefelle has an excellent in-depth 
understanding of the needs of its customers 
across all of the offered service provision”. 

“Cherchefelle achieves this firstly by being very good 
at what they do; the management and delivery 
teams are recognised experts in their field”.

“Cherchefelle has a Client Involvement Statement, 
(an engagement strategy) which demonstrates their 
organisational values, which is to put customers at 
the heart of the organisation. As an organisation the 
customer experience is of paramount importance”.

“One of Cherchefelle’s strengths is the impressive 
level of feedback which is sought from customers, 
staff and their stakeholders. The aim of which is to 
develop customer insight, and to better understand 
individual customer needs”.

“There is without question a clear corporate 
commitment to putting customers at the heart of 
Cherchefelle’s business. Their organisation’s vision 
is ‘to be an excellent provider of supported and 
sheltered housing, support and aftercare services 
which enhance people’s lives’ ”.

“The partnership delivery pilot with Roseberry 
Housing Association is an excellent example of the 
combined service delivery model the organisation 
has developed”.

Accreditations & Accolades   
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Carina could be an interesting character and had 
caused some challenges along the way with carers 
and her immediate neighbours. However, many staff 
had come across Carina either as her carer or on her 
regular visits to our offices and various functions such 
as client access days.            On 7th January Carina died suddenly in hospital where 

she was undergoing  investigations in to her recent 
poor health. 

Her carer of the day was with Carina  when she died 
and as the news of her death was received a palpable 
sense of loss from all that had known her. Farewell Carina we will miss you.

Martin Bellinger

Thank you so much for Cherchefelle’s donation to Mencap 

in Carina’s memory.  I am delighted to tell you that we will 

be sending £202 to them, from contributions made at her 

funeral.

It was good to meet you however briefly then and thank 

you for coming.  

Cherchefelle provided Carina with the closest thing to her 

own home that she ever had, over the last few years of 

her life.  How lucky she was to have your support.  How 

lucky we, as a family were, too. Jenny Cairns



National average occupancy rate 
for Supported Housing is 95.8%

Supported and Sheltered Housing

Homecare client and Tenant Breakdown
Gender Age Distribution
Homecare clients Homecare clients

FemaleMale 18-25 26-45 46-65 66-85 86+

Tenants Tenants

29%

71% 51% 49%

2013/14
Average

Occupancy
Rate

98.64%

2012/13
Average

Occupancy
Rate

94.3%
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Homecare and Supported Living

In 2013/14 we delivered an average of c1380 hours of 
care and support and over 700 hours of housing related 
support per week.

83%

17%

45%
44%

21%

11%
24%

14% 14%

3%

24%

BMEWhite

14%

86%

2013/14 2012/13

2013/14
(2012/13)

Staff Breakdown

91%
(90%)

9%
(10%)

Cherchefelle facts and figures

Client survey comments Tenant Survey comments

2013/14 - 52 Compliments  
2012/13 - 34 Compliments 
We are delighted to receive compliments for 
our staff. Some recognise a consistently high 
level of care and some are thanks for occasions 
when staff have really gone the extra mile on 
their behalf.

2013/14 - 42 Complaints   
2012/13 - 36 Complaints  
We take complaints very seriously at Cherchefelle 
- they are an indication that, on occasion, we 
have fallen below the high standards we set 
ourselves. Complaints are reviewed and, if upheld, 
procedures put in place to ensure they don’t recur.
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You Said, We Listened & Acted 
We monitor customer satisfaction levels very closely in Cherchefelle and in the past year have carried out 
both tenant and client surveys. Surveys were sent to all of them, and the results compiled into reports. 
Questions for care clients were about care plans, both involvement in setting them up and reviewing 
them, the quality of the care delivered, respect for client dignity, involvement in the community, how to 
contact us/give feedback etc.  Questions for tenants were similar, involving support plans, feedback etc, 
but also encompassed tenancy and accommodation issues.

The results were overwhelmingly positive but there are always areas for improvement. 

One thing we have done is revamp our client feedback leaflet to make it clearer, and issue it to all clients 
and tenants so that they know how to give us feedback, both positive and negative, and how the process 
works so that they can pursue this if they are not happy with our response.

The 
care plan is 

very comprehensive 
and thorough, taking all 
my needs into account. 
It is very helpful to have 

something in black 
& white. Very 

satisfied.  
I am 

very happy 
with all the support 

and care that I receive 
from my care worker; she 
helps me with all my daily 

needs & supports me to live 
as I wish. She also sorts 

out any problems I 
have.

Someone 
who understands 

me. Also helps a lot 
when I want to know 

something. Helping me 
to get through bad 

times.

 
I am very 

pleased with my 
carers. They are 
very kind, patient 

and caring to 
me.

Cherchefelle 
have been 

consistently good 
over many years. 

Thank you!

 

Encouraged 
to be more 

independent. 
Respected.

 
Everyone 
is always 

considerate 
and helpful

 

Cherchefelle 
has been very 

quick to sort out 
any problems in 

my room.

 
Less 

depressed as 
I am not left to 
deal with things 

alone..

 
Support 

worker makes 
me feel safe and 

she is really 
helpful.



Income and Expenditure
For the year ended 31 March 2014

NOTES:

1. The Association has no recognised surpluses or deficits other than the surplus shown above. 

2. All amounts relate to continuing activities in the current and previous years. 

TURNOVER

Operating Costs

OPERATING SURPLUS

Interest payable

SURPLUS FOR YEAR

Retained surplus brought forward

RETAINED SURPLUS CARRIED FORWARD

2014
£000s

2,865

(2,606)

259

(77)

182

1,208 

1,390

2013        
£000s

2,922

(2,700)

222

(85)

137

1,071

1,208
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Our Finance

Balance Sheet

These Financial Statements were approved by the Board and signed on 29th July 2014

As at 31 March 2014

TANGIBLE FIXED ASSETS

Housing properties at cost less depreciation
Less Social Housing Grant

Other fixed assets

2,784
(73)

2,957
(77)

(412) (442)
LESS: CREDITORS
Creditors - Amounts falling due within one year

NET CURRENT ASSETS

TOTAL ASSETS LESS CURRENT LIABILITIES

CREDITORS
Creditors - Amounts falling due within one year
Less refinancing costs

CAPITAL AND RESERVES
Called up share capital
Reserves

2014
£000s

10,093 
(6,381)

3,712
48

3,760

2013
£000s

10,112 
(6,381)

3,731
68

3,799 

341 

4,101

288

4,087

2,711 2,880

£000s £000s

CURRENT ASSETS

Debtors
Cash at bank and in hand

328
425 

753

388
342

730

0
1,390

4,101

0
1,207

4,087
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Martin Bellinger
Chief Executive

Bob Johnson
HR Consultant

Kasey Tan
Financial Accountant

Eleanor Smith
Registered Operations 

Manager

Jan Bennett 
Registered Operations 

Manager

Victoria Peaple 
Registered Operations 

Manager

Sam Brehme
Office Administration 

Team Manager

Kate Cudlip 
Quality Manager, 

Resources
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Sally Dubery
Joined February 2002.
Director of Central Surrey CVS. Previously 
worked for people with learning disabilities with 
local authorities and the voluntary sector.

Michael Jones
Joined 2010.
Solicitor, Head of Commercial Property 
Department of Surrey law firm TWM Solicitors, 
based in their Reigate office.

Nicke Johnston
Joined June 2012. 
Quality and Involvement Manager for a South 
London YMCA. Previously worked for NSPCC. 

June Sage
Joined June 2012. 
Chartered Management Accountant.

Jeff Travis 
Joined Sept 2012. 
Retired. Formerly worked in financial services.

Anne-Marie Morais
Joined December 2012. 
Chartered Certified Accountant. 
Works in the Further Education Sector.
 

Cathy Rollinson
Joined January 2010.
Elected as Chair January 2013.
Former Chair of East Surrey Health Authority 
and Surrey Oaklands NHS Trust. 

Keith Holdaway
Joined February 2000 - Resigned September 2013. 
Chair from 2002 to 2010. Director of Keith 
Holdaway Consulting Ltd. Training Management 
consultant specialising in the Health and Social 
care sector.

Cherchefelle aims to comply with the National Housing Federation’s Code of 
Governance except that it has not agreed overall maximum terms of office for 
individual Board Members. Board Members are unpaid.

Governance
We would like to thank the following for their continued support:

We would like to thank everyone featured who gave us permission to use their photographs in this 
report, and to all the staff who constructed the articles for this review.
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