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Visits undertaken by our
garden maintenance service

61,749 Repairs

Number of repairs
completed over
the last year

completed

Alan Tolhurst, Chair of the Board and Paul
Tanney, Chief Executive, St Leger Homes

“

Welcome to our summary of the St Leger
Homes Annual Review which has been
put together to give you all the key facts
and figures of our achievements from
2017-2018. We are really pleased that
Doncaster Council have given us a new 5
year Management Agreement to continue
to manage their housing stock until 2024.
Last year our performance was
impressive across many key areas.

99.24%

of scheduled repairs
appointments kept

The number of complaints to
the business have reduced. Our
homelessness performance continued
to improve. We’re pleased to be
making a positive difference for you,
providing you with the high quality
services you deserve.

“

Customer Service
Excellence
We secured
reaccreditation from
the Government for
our Customer Service
Excellence to tenants – our eighth
year in a row.

9,447

of repairs were
completed
‘right first time’

We carried out
9,447 emergency
repairs and
99.53% of them
within our target
timescales.

St Leger Lettings
managed 107
properties for
private customers

Our income loss from empty properties
was the lowest ever. Our void re-let
time also reduced significantly.
Our repairs performance has been the
highest it’s ever been.

98%

TO LET

1,416
We had 122 empty properties at
the end of 2017-2018, and we relet 1,416 throughout the year

89.2%

of customers satisfied with the quality of
their home

85.9%
of customers are satisfied with
our repairs and maintenance
service

£
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Homes

92.8%

of customers are
satisfied that their rent
provides value for
money

11,761

465,800
Liam Allen, Tenant

Last year we created a Tenancy
Sustainability Team to work with tenants
who claim Universal Credit, to help
them through their claims, assist with
budgeting and other advice – ensuring
they can pay their rent. This has made
a real difference to many of our tenants
facing difficulties due to welfare reform.
Our tenant, Liam Allen, explains:

“

I came from my grandad’s house,
I was living there for a bit. I got a
flat and was moved onto universal
credit. If I hadn’t have got an advance
payment, I would have been a month
behind on my rent. St Leger Homes
helped set my claim up for me online
and they helped me settle in my
property by giving me stuff to move
in with. It’s given me a bit of space
and my own freedom.

“

Best Initiative For Tackling
Homelessness Northern Housing
Awards
We won an award for
our achievements as
part of the Complex Lives Alliance
in Doncaster, helping homeless
and vulnerable people, alongside
colleagues at Doncaster Council.

Our Twitter posts reached 465,800
people. Our Facebook posts reached
255,428 people

2,256
Attendance at our
tenant training and
drop-in sessions

1,070

The St Leger
Homes app was
used 11,761 times
by a total of 1,224
users
We had 379 new
Facebook followers
(73.8% increase
from last
year)
We had 246 new
Twitter followers

Staff donated 1,070 meals to
people through food banks

72,479
www.stlegerhomes.co.uk

88.8%

Customers
Satisfied

Number of unique
visitors who viewed
a total of 387,627
pages on our
website

89 tenants and their
families joined our World
of Work Academy in
2017-2018, and 29 went
on to secure some form
of employment

Percentage of customers satisfied with
our overall service

£160,000

Amount our Welfare Reform Support Fund gave to
support tenants to move into more affordable homes

“

✓

Communities

10,848

The total number
of Scheduled
repairs completed
in 2017-2018

Our staff received 421
compliments from
customers

2,466

“

Betty Clayton, Chair of TRIP

In the last 12 months the Tenants and
Residents Involvement Panel (TRIP) has
finished a review into waste management
and recycling. People leave properties
and there are things that can be recycled
for homeless people and for others in
dire need.
We are now in the process of doing a
review on voids. We have been going
around with a surveyor to look at the
empty properties. The re-let times
depend on how much work needs
to be done – the clearance but then
also getting them ready to show new
tenants around.
St Leger Homes are very involved
with outside communities. As a result
of this they won three awards last
year. We are pleased to be involved
with their work to improve services,
making a real difference
for tenants.

“

s
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Best Resident Involvement
Initiative - Northern
Housing Awards

We won an award for
our achievements
putting customers’ needs
first – including our work with the
Tenants and Residents Involvement
Panel (TRIP); Customer Service
Charter; STAR tenant satisfaction
survey; our diversity work; and our
innovative Tenants’ Choice Awards.

The number of antisocial behaviour
complaints we
resolved for
customers

21,550

We distributed our tenant magazine
HouseProud to more than 21,550
customers every quarter

8
We took on eight
new apprentices,
taking the total
number in the
business to 26

300

Young people engaged to design young
people’s commitments to inform our
engagement work over the next five years

81.3%
of customers satisfied with their
neighbourhood as a place to live

83.5%

of customers
satisfied we listen
to their views and
act upon them
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Spending money wisely

£m

Money

Corporate Services

£4.3m

Housing Services

£9.1m

Property Services (Repairs and
Maintenance)

£10.0m

Property Services (Asset Management)

£4.0m

Housing Options Service

£1.1m

Total
Raechel Foster, Electrical Apprentice

“

I’m doing an electrical apprenticeship.
I wanted to do something different and
I wanted to earn a good living – also
there’s a quite a big gap in the market
for female electricians.

£28.5m

£4,700
The amount of funding
given to tenant groups
for positive activities,
including young people

It’s made a huge difference, as I didn’t
really know what I wanted to do before.
Doing this apprenticeship opened my
eyes to what there is.

“

It’s a nice feeling when you’ve
done the work and you’re being
appreciated for what you’ve done.

Best Partnering Scheme of
the Year - Northern
Housing Awards
We won an award
for our work with
Doncaster Children’s
Services Trust and Doncaster
Council providing young people
with purpose built care leavers’
accommodation
in Cantley.

£31.9m

The amount we
invested in our
Capital Programme
which includes new
homes, kitchens and
bathrooms, fencing
and parking. This is
an increase of £2.9m
from last year

58%
58% of the
money we
spent on goods,
services and
suppliers
was within
Doncaster, and
85% was within
the Yorkshire
and Humber
region

£

73.7m

£70.59
Our average weekly rent is lower than last
year, and the lowest of all council house
providers in South Yorkshire

£1.2m

We charge an
average weekly
rent of £70.59
(which is lower
than in 20172018) which
amounts to
£73.7m of rental
income

We made cost and efficiency savings in excess of £1m

