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About Housing Pathways Trust

Alms house charities are the oldest form of social housing in England. Pathways’
legacy dates to the 17th century and today the charity is responsible for 258
alms houses in London across 18 sites and one site in Kent with 12 alms houses.

The charity provides low cost, safe and well- The charity is regulated by the Charity
maintained accommodation to people in need over Commission and the Regulator of Social Housing.
the age of 50.

This Annual Report provides a review of
In addition to the alms houses, the charity owns the financial year 2024/25 summarising the
8 commercial properties, 15 leasehold properties organisation’s performance, achievements and
and two allotments. plans for the future.
The income from the commercial properties at The report is made available to all Pathways'
Ealing Green supports our Ealing and Brentford residents and can be downloaded from
grants programme. the website.
The Haslemere allotment in Northfields dates
to 1910 with 72 plots. There are 170 plots at the @
Northfield Avenue allotments. The Northfield W
allotments date to 1832 making it London’s Pathways

oldest allotment.

258 8 15 | 244 | £204K

Alm houses Commercial Leasehold Allotment Grants to
properties properties plots good causes
“Thank you for all you have done for us. We are very happy that “l also would like to reiterate
we now have a shower in our nice new bathroom. The shower my gratitude to Pathways for
is working well, and we are very happy and grateful that you relieving me of my homelessness.
dealt with this issue so expeditiously. Also thank you for the Resident from The Retreat.

handrails, which should prevent either of us from falling. .
The appointment by Pathways

I would also like to thank you for keeping our communal garden of professional gardeners and

in such good order and a pleasure to look at, in fact Bowman exterior window cleaners have
Court is a well looked after building with a lovely garden with greatly enhanced the outlook of
seating for residents. Bins are strategically placed out of sight. our Castlebar Park estate and are
We feel very happy and privileged to live here.” much appreciated.”

Resident from Bowman Court Resident from Castlebar Park

Cover image: Dovedale Cottages, Battersea - Dovedale Cottages (originally Dovedale Place) were
built in 1841 by Ann Maria Lightfoot of Balham Hill and her daughter Mary, for the relief of women in
reduced circumstances
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Mark Melluish
Chair of the board
of trustees

Message from the Chair

Pathways has experienced another fruitful and productive year, and this report
reflects many of the achievements made across the organisation.

Our most recent resident survey shows that
satisfaction with both our homes and our
services has increased once again. Improving
resident satisfaction was a key objective we set
in 2022, and it is encouraging to see the positive
impact of the investment made by our staff team
and contractors.

Complaints have decreased over the past year,
and those we do receive are handled promptly
and efficiently. We have also introduced a new
financial management process, strengthening the
way we oversee day-to-day expenditure and long-
term planning.

Much of this progress is the result of a stable
and highly committed staff team. Our approach

of assigning Property Managers to their own
dedicated portfolios has fostered greater
accountability, a deeper understanding of our
residents’ needs, and improved customer service.

At the end of 2024, we successfully expanded our
Board, welcoming three highly skilled trustees
as part of our ongoing commitment to strong
governance and continuous improvement.

During the year, staff and trustees came together
to begin shaping our 2026-30 strategic plan. The
final plan will be published in early 2026, and

we look forward to building on the successes

of recent years as we continue to strengthen

our services and deliver high-quality homes for
our residents.

“Thank you and your amazing
team for moving us back and
replacing everything exactly
where they were. | apologise to
you and your team for causing

all this unnecessary work. | am
truly grateful and please convey
my regards and gratitude to

the team.”

Resident from Bowman Court

“All staff at Pathways, thank you so much for allowing me to become part

of this great community and | can’t tell you how much | love this flat.”



el

Pathways

Pathways Annual Report 2024/25

Steve McNaughton
Chief Executive

Chief Executive Review

2024/25 was a busy year as we continued to seek to improve our services and
administration. One of our key achievements was the comprehensive review of
our grants programme, which included a stakeholder meeting attended by more
than 20 West London community organisations and charities.

As a result of this review, the number of grant
applications has increased significantly, enabling
us to support a broader and more diverse range
of individuals and families in need.

Almshouse management remains the largest
area of our work. Since the merger of Pathways’
charities in March 2022, our priority has been to
improve resident satisfaction. | am pleased to
report that this goal was achieved in 2024, with
overall satisfaction rising to 89%, compared with
77% in 2020 and 71% in 2018.

This progress was clearly reflected in the
positive atmosphere at our 5th Annual Resident
Conference held in June 2025. With over 60
attendees—more than double the number at
our first conference in 2021—it was our best-
attended event to date.

However, listening carefully to our residents
has shown that there remains room for
improvement. Maintaining and building on our
good satisfaction score remains our core focus.
This is in the context of increasing regulation
designed to raise standards across the social
housing sector, including the Ombudsman’s
Complaints Handling Code and Awaab's Law.

In December 2024, we outsourced around 80% of
our financial administration to Carpenter Box, a
forward-thinking accountancy firm. This change
will deliver year-on-year efficiencies and further
strengthen our governance arrangements.
Looking ahead, we aim to improve service
charge administration and expand the use of
direct debits to collect charges from residents
and tenants.

Throughout the year, staff and trustees worked
closely on the development of our 2026-30
Strategic Plan, which we aim to publish in
February 2026. A key component of the plan

is strengthening our understanding of long-
term repair and maintenance obligations and
ensuring we have the resources to ensure our
almshouses continue to be safe, secure, and
well-maintained homes.

Improving the energy efficiency of our sites is
central to this work, and we have plans to install
new windows at The Jubilee in Greenwich, our
second-largest site, in 2026.

With the commitment of our trustees, the
efficiencies we have introduced, and the
dedication of our staff team, we are well-placed
to meet the challenges ahead and, above all,

to continue making a positive difference to the
lives of the people who live in our properties and
those who rely on our services.

Josiah Forster Almshouses,
Tottenham - founded by a Deed
of Gift from Quaker and slavery
abolitionist Josiah Forster in
March 1862
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Complaints and Service

Improvement Summary 2024/25

During 2024/25, Housing Pathways Trust received 14 complaints relating to services across five
sites, predominantly from alms house residents. All complaints were resolved at Stage 1, and
none were referred to the Housing Ombudsman Service.

Key themes included communication concerns, delays

in information provision, temporary accommaodation
experiences during refurbishment, environmental issues,
and administrative matters such as rent statements, benefit
refunds, and leasehold transactions

In response, HPT has implemented a range of

improvements, including:

Issuing quarterly rent statements
on request

Improved internal communication
processes and staff training

Enhanced management of
temporary moves and
resident welfare

Outsourcing leasehold sale
administration

Strengthened environmental and
grounds maintenance oversight

Improved processing times for
refunds and compensation.

Resident from Tawny Close

The Board has confirmed compliance with the Housing
Ombudsman’s Complaint Handling Code and continues
to scrutinise complaint data, lessons learned, and
service improvements.

A Member Responsible for Complaints provides additional
assurance, and further developments include enhanced IT
use, regular management review, and the establishment of
a resident panel.

The Board recognises that complaint feedback is essential
to service improvement and will continue to monitor
performance to ensure high-quality services for residents.

HPT's complaints policy, complaints handling review
and self-assessment against the Ombudsman Complaint
Handling Code are available via our website.

“I want to express my thanks and gratitude
to Pathways for your help with setting up
everyone who has a smartphone on the
app for the gates and for going over all
the questions and concerns. | love living

here and | am so thankful for all the hard
work you do and always taking care of
residents.”

Resident from Dean Court
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Listening to our residents - improving services

Resident Conference 2025

Our 5th annual resident conference was our best attended with 62 residents participating, and
overall feedback was highly positive. Overall satisfaction was reported at 91%, with strong ratings
for organisation (90%), room layout (89%), content (77%) and location (89%).

‘91%» ‘ 0%» ‘89%’ ‘ 7%» ‘ 9%}

Overall
satisfaction

Organisation

Room layout

Content Location

“This was the best of the three conferences | have been to”

and praise for staff “going the extra mile - superb support.”

Key themes emerging from residents included:

What matters most to residents

Communication with the organisation
Safety and security in their homes

Social interaction and maintaining a strong community
with good neighbours

Priorities for home improvements

Residents highlighted:
Safety
Comfort
Warmth

Improved and simplified heating systems, including
removal of old storage heaters and a move toward
energy-efficient solutions and solar panels

Areas for improvement

Residents asked Pathways to:

Improve communication, including updates when new
residents move in

Hold more regular local meetings

Provide clearer guidance to the out-of-hours service
centre to ensure accurate call handling and reporting

Specific issues raised
Major refurbishments, including EPC improvements and
window replacement, should be expedited

Better waste management due to contaminated
recycling bins at several sites

Laundry room use and machine maintenance at
Tawny Close

What residents value about Pathways

Residents stressed the importance of:
Good communication
Empathy, understanding and kindness in our approach

This feedback will inform our service planning and
community engagement activities for the year ahead.
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You said, we did...

Bowmans Court

v/ New roof and guttering

V" Installed latest air conditioning units to kitchen and
bathroom on ground floor

Castlebar Park

v/ New doorbells

Dean Court

v" Door entry intercom security system
v/ Raised flower bed

v" Front garden

v Paving near garden

Dovedale Cottages

v/ New security light outside flat 21/22
Esther Doe Lodge

v/ Installed new door entry system

Leyton United and The Retreat

v/ Installed sensor lighting outside each property
v Engaged gardeners to maintain ground/hedge

Refurbished kitchen at Dovedale Cottages, Battersea

Pilgrims Lodge

v/ Renovated the common room to enable ‘guests’ to
stay overnight and for residents to have an area
where they might relax and socialise

Re-decorated laundry room

v
v/ Cut back a tree that was causing some concern
to neighbours

Philip Lane

v/ Windows and Doors
v/ Railings to be painted (need to obtain quotes)

v Landscaping front and rear, plus vegetables
(new contractor will be planting some plants and
vegetables in the garden - front and back)

Sir Abraham Dawes
v/ Overhauled & painted 12 flat front doors

Taylor Court

V' Installed security gates to prevent rough sleepers
from accessing the scheme

Woolwich Parochial

v/ New shed for residents and individual shed for flat 4

Refurbished bathroom at Dovedale Cottages, Battersea
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Tenant Satisfaction Measures

The data below is from the 2024 resident survey. We will publish updated figures in next
year’s report.

TSMs generated from Housing Pathways Trust Data produced from the survey confirmed the
management information TSM scores as follows.
CHO1 Complaints relative to the size of 6.2 TPO1 Overall satisfaction 89%
the landlord
TP02  Satisfacti ith i 9
Complaints responded to within atistaction with fepairs 88%
CHO2  Complaint Handling Code 100% _ -
timescales TPO3 Satisfaction with time takeh to 88%
complete most recent repair
Anti-social behaviour cases relative
NMO1 to the size of the landlord 0 TPO4 Satisfaction that the home is well 84%
maintained 0
RPO1 Homes that do not meet the 0
Decent Homes Standard - 0 TPO5  Satisfaction that the home is safe 20%
Repairs completed within Satisfaction that the landlord listens
RP02 _ 0
target timescale N/A TPOs to tenant views and acts upon them 79%
BSO1  Gas safety checks 100% Satisfaction that the landlord keeps
TPO7  tenants informed about things that 84%
matter to them
BS02  Fire safety checks 100%
Agreement that the landlord treats
TPO8 . . 0
BS03  Asbestos safety checks 100% tenants fairly and with respect 86%
BSO4  Water safety checks 100% TPO9 Satisfaction with the landlord.'s 61%
approach to handling complaints
BSO5  Lift safety checks 100% Satisfaction that the landlord keeps
TP10  communal areas clean and well 84%

maintained

Satisfaction that the landlord
TP11  makes a positive contribution to 78%
neighbourhoods

Satisfaction with the landlord’s
TP12  approach to handling anti-social 77%
behaviour

Sir Abraham Dawes Almshouses, Putney - Sir Abraham
Dawes was born about 1570. He was knighted at Whitehall
in May 1633. Abraham built almshouses for twelve poor men
and women in Putney and by his will in 1648 endowed them.




|

Pathways

Pathways Annual Report 2024/25

Ealing and Brentford Grants Programme

Income from the Ealing Green commercial
premises funds our Ealing and Brentford
grants programme. The commercial premises
are at the heart of the local community
providing a range of services including grocery
stores, places to eat, a beauty parlour in
addition to shops run by Mind and Oxfam.

Grants are approved by our grants sub-committee.
During the year the committee engaged the services of
a specialist consultant to undertake a comprehensive
review of our grants administration. The review engaged
with many community groups and charities to obtain
valuable feedback.

The charity now subscribes to the IVAR (Institute for
Voluntary Action Research) principles of grant making.
The principles emphasise open and trusting grant making
principles that focus on transparency, flexibility, and

Future Frontiers

collaboration with grantees. In 2024/25 a £204,298 was
awarded to 18 organisations in West London and the
number of grant applications continues to increase Here are
some testimonials from grantees.

fUture

FRONTIERS

I would just like to say,
thank you for all the
coaching sessions. Thank
you for allowing me to
explore all the possible
career options. | am truly
happy to be able to do these
sessions, and | am really
grateful for this.

Thank you!”

Wiktoria, Future Journalist

Thanks for making the
sessions enjoyable and
helping me understand
what | want to do in the
future. Like | said before,
the best coach in the
programme.”

Nojus, Future Architect

My highlight was seeing
the student | was coaching
recognise her strengths
and grow in confidence.
After exploring careers
based on her interests,
she opened her mind to
new options and came
away buzzing after a chat
with a role model from the
hospitality sector.”

CEO of Future Frontiers
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Ealing Music Therapy

edling
music

E

therapy

Receiving a grant from
Pathways allowed us to
bring in an operational
team and build awareness
within Ealing of the value
and impact of Music
Therapy for children with
special or additional needs.

“The Saturday Service
project sounds brilliant.
Much needed for a large
number of children with
autism across Ealing
primary schools.”

Assistant Head Teacher,
Special Needs School

It is very difficult to engage my
child for long periods of time
in anything and have been
taken aback that they have
been able to engage for the
full 30-minute Music Therapy
session and so | know that
Music Therapy is going to be
beneficial for her.”

Mother whose child attends the
Saturday Service

I like playing with the
drums and | love to sing
and | like playing with
the puppets.”

Child attending Saturday Service

Young Ealing Foundation

My 7-year-old daughter
absolutely loves attending

her Saturday’s Music Therapy
sessions in Ealing. We have
been so incredibly lucky to find
the service. Rebecca and Robert
are fantastic and my daughter
cannot wait for her next session.
She leaves every session visibly
happier and calmer. Ealing
Music Therapy takes place
every Saturday in a Quaker
Church located on a quiet and
leafy Ealing Road. It's a perfect
location! | could not recommend
Ealing Music Therapy Saturday
Service highly enough!”

Mother whose child attends
the Saturday Service

TOUNG
=ALING

~OUNDATI®N

The strategic planning
process helped us
articulate a shared

vision and confront
longstanding issues.
Young Ealing Foundation’s
support felt bespoke and
respectful of our identity
as a community-rooted
organisation.”

Receiving a grant from Pathways meant we were able to provide
bespoke support to 72 grassroots organisations working with
children and young people across the London Borough of
Ealing. These vital organisations collectively reach more than
57,000 local children and young people every year, that's more
than half the youth population of our borough. Sadly, many of
these groups were at risk of disappearing, but receiving a grant
from Pathways allowed us to provide support in areas such as
governance, strategy, financial planning and fundraising and, as
a result, we've been able to greatly improve the sustainability of
these organisations and strengthen the voluntary sector here

in Ealing.”

10
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Age UK

f
jJ

ageux

I love the course. | am
learning more and more
each term. | will be coming
back to improve more of
what | have learned.”

My teacher was patient
and encouraging. | am very
grateful for the opportunity
to learn at my own pace.”

These digital classes have
been informative and helped
me gain confidence in using
the various applications. Both
Vanessa and Maimoona have

been patient and encouraging.

| believe everyone of a certain
age will benefit as have [II"”

The course was well
designed and delivered to
encourage confidence and
practice at an elementary
level on the essentials
without swamping us with
information and being

too ambitious.”

Very helpful and informative.
Very patient and explained
everything when | didn't
understand. | am glad | took
the course as it explained
things | did not understand
and has made me more
confident and able me to
navigate on my own.”

| found the use of a big screen displaying pages where she could
point to and demonstrate anything she was referring to very
helpful. My teacher’'s method of teaching was very clear, | felt that
she was very approachable and always willing to help wherever
something may not have been clear to me.”

Had no confidence using internet before but now | feel of going

on the computer after attending this course. the teacher was very
helpful. the best thing she did was allowing us Monday to help
with any queries of this course. THANK YOU!"

| found the lessons very useful and was given very practical tips for accessing sites
and what to look out for on dubious websites. Also to be cautious about giving personal
information and when paying for goods or services.”

WeJam Foundation

(L

-]:'/‘\7
wejam

foundation

We are incredibly proud of the impact WeJam Rock Band workshops has made to

St. Ann’s School. Our workshops demonstrated the power of accessible music-making
and the joy of shared creative expression. Thank you to Pathways for allowing us to
bring our music workshops to a very special school!”

11



|

Pathways

Pathways Annual Report 2024/25

CAIA

I've come from Ukraine. The
first place | turned to when |
first came was here at CAIA.
They helped me so much
and I'm very thankful. They
helped with Universal Credit
registration, opening bank
accounts and oyster cards.

| don't speak English, so |
appreciate all the help they
provided. | am happy to help
the centre in any way | can,
and | wish them all the very
best. Thank you.”

‘My health has deteriorated
over the years. | suffer from
multiple conditions that
affect me every day. The CAIA
Advisor helped me navigate
through the system of what
help is available.”

The CAIA is like my
second home. They are
there for me in

every way.”

CAm
(1

I'm Armenian and isolated
here in England. There was
nowhere else that welcomed
me and provided help with
my immigration. The CAIA
helped me.”

I am the carer for my elderly
mother. She has severe health
needs. | did not know where
to turn or what to do. | was
lost completely.”

There is nowhere else where they would sit and listen and provide constructive feedback and
advocacy for the case of my disabled son.

APNA Youth

I wanted to thank you

for inviting us to the
tournament last Friday. The
children thoroughly enjoyed
the event and we are so
proud that we managed

to win such a prestigious
trophy. We look forward to
defending it next year.”

Head teacher of Holy Family School

We love this event and look forward to it every year.”

PE lead at Springwell Primary School

Volunteering at the Apna Youth football tournament has
always been a highlight of the year. It reminds me how
as individuals, we can each come together to create life
long memories for all those involved. I'm grateful for
the camaraderie with fellow volunteers and the joy of
contributing to a memory these young players will carry

for life...”

N Dadwal-Volunteer

12
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Parents Action and Resources Centre

Your expertise, dedication, AB provided me with a safe space to speak openly as a Black
and unwavering support were woman. He saw my struggle, encouraged me not to give up,
invaluable. The advice you and empowered me to advocate for my daughter within an
gave me made a significant education system that had failed her... This service is essential
difference in the outcome... and is making a life-changing impact on Black children in the
I am truly grateful for the education system.”
positive impact you made.” Ms C
Ms. M
Ealing Churches Winter Night Shelter ms:%;?:;s
WINTER
NIGHT
m m m SHELTER
The shelter was warm They became like Christmas... with my
and very hospitable. The g family to me.” new family.”

lovely volunteers were
so welcoming and would m

sit with me late into the "
evening, chatting.” | felt safe and cared for.

13
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HPT 2024/25 Finance Report

The Charity recorded a net movement in funds of (£37,835) (2024: £224,298). Net expenditure
before investment movements amounted to £23,244 (2024: net income of £4,443) whilst
investment movements were positive with gains on investments of £10,921 and compared to profit
on investments of £257,855 in the prior year.

Within the net movement in funds, the Charity made a deficit Capital works included:
on Almshouse Accommodation of £518,564 (2024: deficit of

£267,630). The deficit is due to a continuation of rising costs —
in the cost to repair and maintain our properties including 1 6 new bathrooms ﬂl
landlord health and safety compliance.

Two contributing factors to the increased deficit were (1)

income lost due to properties being empty was high due to
properties being held empty for residents whose properties 1 3 new kitchens %
were having kitchens and bathrooms installed (2) increased

staff overheads during a period of transition.

Both figures are viewed as exceptional with future void loss Non-social housing activities including allotments,

and staff overheads figures projected to reduce significantly. commercial properties produced income of £501,570

At year end staff and outsourced finance costs represented (2024: £543,862) and income from fixed asset investments

19% of turnover placing the charity in the upper quartile of amounted to £130,642 (2024: £144,456). Income of £242,830

our housing for older people benchmarking group. was received from Housing Pathways Limited, following
its cessation of trade. Grants payable and associated costs

In total £762,458 was invested to ensure our sites are were £165,329 (2024: £181,224).

safe and well-maintained places to live. This compared

to £668,388 the previous year an increase of 14%. Capital After interest, investment fees and movement in the

works such as replacing and upgrading bathrooms, fair value of the investment properties and fixed asset

kitchens, and remodelling works amounted to a further investments, the charity ended the year with a net

£452,150 compared to £444,996 during the previous year. expenditure of £34,165 (2024: £262,298). Actuarial

This figure included 17 new bathrooms; 13 new kitchens; movements on the Social Housing Pension Scheme

and wireless door entry systems at two sites. In total amounted to losses of £72,000 compared to losses of

£1.21m was invested in repairs, maintenance and landlord £38,000 in 2024.

compliance works.

Leyton United
Almshouses, Leyton -
Originally founded in
1656 by the will of John
Smith, the Leyton United/
Church Road Almshouses

Salary and pension
represent 19%
of turnover

Total grants award

- £204,298 = 3 EE® i1 Waltham Forest were
TN i ] rebuilt in 1885 in a Tudor
: - e style by Richard Creed
We increased our = e FRIBA, who also designed
investment in our it : the nearby Essex Cricket
sites by 14% pavilion.

14
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Trustees and Governance

Pathways has a voluntary Board of Trustees that meet 6 to
8 times per year. The Trustees set the strategic direction of
the charity and maintain an overview of the performance of the

charity.

The charity is regulated by the Charity Commission and the Regulator for Social
Housing. Trustees have adopted the 2020 National Housing Federation Code

of Governance.

Mark Melluish - Chair

Joshua Reddaway - chair of the audit
and risk committee

Fiona Howie
Andrea Joseph
Tye McMahon
Alison Pegg
Sophie Service
Sarah Woodbridge

Roger Jarman (Audit and
Risk Committee)
Katherine Yentumi (Grants
Committee)

Steve McNaughton - Chief Executive
(part-time)

Eoin Donnelly - Senior Property
Manager

Mark Gomes - Property Manager
Natasha Johnson - Property Manager

Caitlin McDermott - Junior Property
Manager

Domitille Francois -

Executive Assistant

Linsey Warburton - Finance Officer
(part-time)

“It is nice to send a different message when it is due. There have
been many complaints in recent months especially, but it seems that
Pathways is listening and doing something about it.

I am writing particularly to thank you for the repairs on the lights on
our green. It looks lovely and safe. The contractor was professional and

did the job “rapido”.

It is good that we can complain when needed, but great to know that
we will be heard and that Pathways will act in good faith, for which |

thank you.”
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33 Dean Court, Bowmans Close, Ealing London W13 9YU
T: 020 8579 7411 | info@yourpathways.org.uk | yourpathways.org.uk
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