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Welcome

Welcome to St Leger Homes’
Annual Review for 2017-2018. We
are Doncaster Council’s award winning
social housing company, and once again we
had another successful year amid some very
difficult circumstances.

Alan Tolhurst, Chair of the Board (left) and
Paul Tanney, Chief Executive (right)

This annual review tells you about some of the
things we have achieved during 2017-2018
including the following highlights:
Once again our performance and costs which,
compared against other similar providers,
show that we remain a good performing low
cost provider in most areas. We focused on
reducing our empty property relet time and made
significant improvements.
We responded quickly to the Grenfell Tower
tragedy, quickly removing and replacing some
non-compliant materials and agreeing funds with
the Council to invest in a sprinkler system for
our 9 high rise buildings and additional safety
measures - putting our customers’ safety first.
We invested in a new tenancy sustainment
team, funded through efficiencies, to
support tenants through welfare reform
and to assist tenants moving onto
Universal Credit.
We won three awards at the
Northern Housing Awards:
• Firstly, for the work we have
done in partnership with The
Council, RDaSH and Aspire
to create the Complex Lives
Team to address the needs of
homeless people
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• Secondly, our initiative in partnership with The
Doncaster Children’s Trust and The Council
to create supported accommodation for young
people leaving care
• Thirdly, for our customer engagement work,
including the annual tenants awards project.
The last award gave us great satisfaction, as we
passionately believe that tenants should be at the
center of everything we do.
We are both proud to lead St Leger Homes in our
roles as Chair and Chief Executive and remain
committed to working with our tenants and partners
to improve the services we deliver. We hope you
enjoy this year’s annual report.
Alan and Paul.
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Awards & Achievements

Best Resident
Involvement Initiative
– Northern Housing
Awards 2018
For our achievements
in providing a variety of
initiatives and services,
putting customers’
needs first – including
the Tenants and
Residents Involvement
Panel (TRIP);
Customer Service
Charter; STAR tenant
satisfaction survey;
our diversity work; and
our innovative Tenants’
Choice Awards.

Best Initiative
For Tackling
Homelessness –
Northern Housing
Awards 2018
For our achievements
as part of the Complex
Lives Alliance in
Doncaster, helping
homeless and
vulnerable people,
alongside colleagues at
Doncaster Council.

Best Partnering
Scheme of the Year
– Northern Housing
Awards 2018
For our work with
Doncaster Children’s
Services Trust and
Doncaster Council
providing young people
with purpose built care
leavers’ accommodation
in Cantley.

Customer Service
Excellence
Reaccreditation
We have secured
reaccreditation from
the Government for
our Customer Service
Excellence to tenants.

We were also shortlisted for a further seven awards, including for our
outstanding Communications work and our excellence in Employment,
Skills and Training.

Increasing Employment
And Supporting The
Economy
We provided 89 tenants and
their families with training and
employment opportunities
through our World of Work
programme – and 29 of these
people went on to secure
employment.

Value For Money
We collected £73.7million
in rent and made cost and
efficiency savings of
£1.2 million.
The number of customers
who report they feel their
rent provides value for
money is
92.8 per cent.

We took on 8 new apprentices,
taking the total number within
the business to 26
33

Tenancy Sustainability Team
We continue to support our tenants through the national Welfare Reform programme,
which includes the roll out of Universal Credit (UC) across Doncaster.
To ensure that our tenants have the best possible support, this year we reorganised our
staff to create a new Tenancy Sustainability Team.
As well as our Tenancy Support Officers, our team also comprises experts in financial
inclusion and UC; meaning tenants can get advice on a range of issues such as
effective budgeting, tips on reducing fuel and utility bills, banking options and assistance
with UC queries or help when needing to make a claim.
Our Tenancy Support Officers provide proactive support for anyone experiencing
financial difficulties or those who are worried that they might not be able to stay in
their home. Support can include help to claim UC or other benefits, support to manage
finances more effectively, as well as putting tenants in touch with the right people to help
them with problems including mental health issues such as anxiety and depression.
We have also made contact with 150 tenants who have debts and whose
personal circumstances suggest they will move onto UC in the next 12
months and therefore could be at risk of falling behind with rent payments. We are
currently helping these tenants in a number of different ways in order to help them
sustain their tenancy.
Throughout 2017-2018, we supported tenants to make informed choices about their
finances to enable them to manage their tenancy and pay their rent. Last year, we
collected £73.4 million in rent.

“

Thank you for helping me, I know
I can trust you, and that usually
takes time. I don’t like to tell new
people my story.
					Client A, Mexborough

“
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“

“

You have given me independence, confidence and
really helped me in areas I knew nothing about.
						Client B, Balby

Universal Credit
Universal Credit (UC) is paid in one monthly payment and combines the former
benefits called Income Support, Jobseekers Allowance, Housing Benefit, Employment
Support Allowance, Child Tax Credit and Working Tax Credit. Late last year, UC
became fully digital; meaning people now have to make the claim online and manage
the rest of the claim via their own online account. Anybody making a claim for working
age benefits will now be directed to UC (unless they have 3 or more children). We
have invested in setting up digital hubs across Doncaster to ensure people have free
access to the internet. Not only have we installed digital hubs in our offices, we were
also instrumental in creating 53 new hubs across the Doncaster borough.
The hubs are only a start of our ongoing commitment to help and support our tenants
as we now also offer training to assist them with using this technology which has
helped many people with making their claims online. A full list of digital hub venues,
with a helpful map, can be found by clicking this link:
https://www.stlegerhomes.co.uk/moneywise/universal-credit/doncaster-digital-venues/

Social Sector Size Criteria
Social Sector Size Criteria (commonly known as Bedroom Tax) continues to affect a
number of our tenants. Through the help of our Sustainable Tenancies Fund, we have
financially supported 86 households who are actively bidding to move to a smaller
property and also helped 46 households downsize their home.
Throughout 2018-2019 we will continue to work with our customers to provide
assistance and help people sustain their tenancies; providing tailored advice and
specialised support. We also work in collaboration with partners across Doncaster
ensuring we are connected with other essential services.
If you need any help and support with your UC claim or are struggling with your rent
payments, please contact the team on 01302 862862 (option 2, then 3).

“

I feel like the support I have been given has
turned my life around because I did not
know which path to take. Thanks again.
										

“

Client C, Conisbrough.
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Managing and
Current rent arrears
were 2.62 per cent of
annual debit

Rent lost through
properties being empty
is the lowest ever – last
year it was 1.4 per
cent

We have completed
the highest number of
repairs 'right first time'
at 99.24 per cent – this
is an increase from
98.19 per cent in 20162017

98%

We delivered
98 per cent of our
scheduled repairs on
time, with just 108 out of
10,823 jobs not
completed on time

3,421
Visits undertaken
by our garden
maintenance
service
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We serviced 100 per cent of
gas and solid fuel heating
systems in our properties

Maintaining Homes
We issued 87 food
bank vouchers which
helped 147 people in
crisis

Staff donated
1,070 meals to
people through
food banks

£160,000
The amount our Welfare
Reform Support Fund
gave to support tenants
to move into more
affordable homes

We collected £73.7
million rent, slightly less
than the year before,
with rent arrears rising
by £120k

358

Safeguarding concerns raised in 2017-2018.
Individual safeguarding concerns can mean
multiple referrals to partner agencies – last year
we made 420 referrals to partner agencies
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Homelessness Prevention
Complex Lives Alliance

Other Highlights

People with complex needs can experience
a combination of challenges including
homelessness, drug and alcohol addictions,
mental ill-health, poor physical health and
offending behaviour – helping address this has
remained a high priority for us.

We completed an independent review of how
we access Supported Accommodation with
our partners to develop an ‘accommodation
pathway’ for single homeless people to be
supported to independent living.

Alongside other public bodies in Doncaster,
we set up the Complex Lives Alliance to help
improve outcomes for people facing complex
needs and homelessness locally.
We are delighted that last year this work was
recognised with a Northern Housing Award for
the Best Initiative For Tackling Homelessness.
This initiative takes all an individual’s needs into
consideration to ensure long-lasting positive
outcomes can be secured wherever possible.
It emphasises prevention and early intervention
by identifying, engaging, supporting, and
accommodating individuals living complex lives
– allowing people to integrate back into society
over time. This aims to improve quality of life for
the individuals concerned, as well as have wider
community impacts.
We are proud to work together with our partners
locally to ensure the care being provided to
these vulnerable people is as effective as
possible and will ensure this carries on in the
future.
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We used the Flexible Homelessness Support
Grant to fund a Single Point of Access Officer to
give extra support to those in need.
We made preparations to be compliant with the
Homelessness Reduction Act 2017 when this
became law in on 1st April 2018.

Severe Weather Emergency Protocol
(SWEP):
During SWEP we worked with partners to
identify, support and provide accommodation
options to ensure that there was an offer of
somewhere warm and safe to stay overnight
for anyone finding themselves homeless during
periods of severe weather.

Safeguarding
We recognise that an increasing proportion
of people with care and support needs live
in our communities and that we have a key
safeguarding role to play, alongside colleagues
in social care, health and the police in keeping
people safe.
As with most things prevention is better than
cure, so having a joint proactive approach to
preventing abuse and reducing risk makes good
sense.
All of our staff receive safeguarding awareness
training on how to how to identify a concern they
have they have seen, heard or received whilst
carrying out their day to day duties. All concerns
reported enable us to visit and engage with
the individual or family, offering and arranging
tailored support and co-ordinated prevention
services, that help the individual/family get ‘back
on track’.
During 2017-2018, 358 safeguarding concerns
were reported by our staff – each case can
mean multiple referrals to partner agencies
for support and specialist advice, in total we
had 420 of these referrals. In addition, 211
cases involving St Leger Homes tenancies
were referred to MARAC, the multi-agency risk
assessment conference, where partners meet
to discuss and share information on high risk
cases of domestic violence and abuse.
We continue to work with our partners in
developing and delivering Doncaster’s vision
both strategically and operationally. We are a
member of various boards and groups; e.g. the
adult/children safeguarding boards, Serious
Case Review and Domestic Homicide Review
Panels. We also deliver partnership training and
design and circulate safeguarding awareness
material such as the Keep Safe Campaign that
is currently running to highlight different types of
abuse.

Case Study
Safeguarding Children
Tenant with two children aged 5 and 7
years old who saw their Mum fight a battle
against cancer and die at home, contacted
St Leger Homes asking for help and
support as the children were unsettled and
suffering flashbacks whilst in the home.
Investigations revealed that the family were
receiving support from Children’s Services,
the local family centre and school to
manage the situation who all supported the
need to relocate the family nearer to family
members and the school.
After our support, the family were relocated
closer to other relatives and the school.
We helped the family receive bereavement
counselling, access victim support services,
receive financial inclusion advice and we
also arranged furniture via a local charity.
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Customers At The Heart
Of Our Work
96.7% agree

The Customer Service Excellence scheme
has a rolling programme of assessments
over a three year cycle – with a third of the
elements being reviewed each year. Under
this independent assessment, we have 30
elements assessed as in the highest category
‘Compliance Plus’ – and the remaining 27
elements being rated ‘Compliant’.
We continue to put customer service
at the centre of what we do, and this is
being recognised through the independent
assessments undertaken by the Government
and through our own customer satisfaction
surveys.Our satisfaction scores remain strong
with 88.8% of our tenants satisfied with
the services we provide. Whilst this overall
satisfaction score shows a small decrease
on last year, the figures also show that
dissatisfaction levels have decreased too,
remaining at low levels.
Considering the customer feedback we have
received, we have seen positive increases
in some of our satisfaction scores for the key
services we provide. Our tenants continue to be
very positive about our general performance.
In addition to our satisfaction scores, we use a
calculation call ‘Net Promoter Score’ to measure
customer loyalty.

92.5% agree
St Leger Homes
provides an
effective and
efficient service
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93.4%
agree that they
‘trust St Leger
Homes’

92.4% agree
St Leger Homes
treats its residents
fairly’

95.7% of

tenants are
satisfied the ‘last
correspondence
with St Leger
Homes was
easy to read and
understand’

Tenants are asked on a scale of 0-10, how likely
they would be to recommend St Leger Homes
to family or friends, and their score is used to
calculate this.
This score is used widely in both the public and
private sectors. Within the social housing sector, a
score above +30 is considered very good.
The feedback for 2017-2018 continues to
increase and shows our tenants would highly
recommend us to friends and family. We now
have a ‘Net Promoter Score’ of +62.1 which is an
increase of +7.8 from last year and way above the
industry average.

“

I have lived in other local
council areas and this is the
best place that I've been in.
St Leger Homes really seem
to care about their tenants.

“

We are delighted that we have secured
reaccreditation from the Government for our
Customer Service Excellence to the public – the
eighth year in a row we have maintained this
standard.

St Leger Homes
have friendly and
approachable
staff

Customer Engagement
Across the country, housing organisations
are finding it harder to engage with tenants,
with involvement generally reducing. We have
continued to work in new ways to try and build
new relationships and conversations wherever
possible – whether that’s digital engagement,
face to face meetings, or more formal
consultations with tenants.

In June we helped promote and celebrate the
culture and history of Gypsy and Travellers
in Doncaster – and in August we sponsored
Doncaster Pride, working closely with LGBT
groups to tackle prejudice. We are proudly
committed to promoting equality and diversity
across the borough.

Last year we restructured our Customer
Involvement Team and reviewed our Customer
Involvement Strategy to ensure there is a good
framework in place for the future – one that
provides tenants and residents with varied
opportunities to get involved in ways that
suit them. We are committed to maintaining
high standards, but also want to realise new
ambitions and provide better services than
ever before. There have been many challenges
facing tenants in social housing over the last
12 months – however, what has remained
consistent is our approach to be accessible,
listen to our customers’ needs and, where
possible, make improvements in the areas they
feel strongly about.

“

"The support of St Leger Homes
has really helped to bring activities
to the heart of communities across
Doncaster. Staff have offered
hands-on support to launch
b:Friend Social Clubs."
Mike Niles, Founder of b:Friend

“

The Tenants and Residents Involvement Panel
(TRIP) went from strength to strength, helping
to shape future services. We are delighted that
TRIP continues to grow, improving the way we
deliver our scheduled repairs service (and how
we communicate these works with tenants)
– and also reviewing how we deliver training
courses. Our work with young people and hardto-reach groups also continued to develop. We
have been leading on a scheme within 11 of
the school academies in Doncaster delivering
personal, social and health education (PSHE)
to groups of sixth formers, aiming to improve
health and wellbeing, whilst providing young
people with all the necessary skills they need
to help them to grow and develop into young
adults. If you want more information on being
involved and helping us shape our services,
please contact our Customer Involvement Team
on 01302 862862 (option 5).
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Training and Employment
Last year 89 people signed up to the World of Work (WOW)
Academy. The Academy gives tenants the opportunity to
complete a short college course, giving them qualifications
and the opportunity to either apply for temporary paid work or
undertake 8 weeks of work experience.
Over the same period, 29 participants gained paid
employment, either through our Support and Learn scheme or
with an external organisation. This employment included
part-time, full-time, temporary and permanent positions.
WOW is proud to work with partners across Doncaster and
we have close working ties with Doncaster College and the
local job centres. We ran seven courses in partnership with
Doncaster College last year, where over 50 people attended.
These included courses in customer service, cleaning and
fencing. We also attended several jobs fairs and other events
throughout the borough aimed at raising awareness of the
Academy with tenants, students and school leavers.
During the year, six trades apprenticeships commenced in
our gas, plumbing (x2), joinery, electrical and bricklaying
teams. We also offered three office apprenticeships covering
Customer Service and Business Administration.
Alongside this we had four year-long graduate placements in
IT, Business Transformation, People Development and Health
and Safety, enabling young people to begin their journey into
employment. We also supported 26 apprentices working with
us, helping them to gain qualifications and mentored work
experience.

Case Study
One of our tenants, Scott, attended the WOW handyperson
course in October 2017 and, upon completion, was successful
in gaining a temporary six month paid position within St
Leger Homes. After the paid position finished, he applied
for a permanent position and was successful in obtaining a
permanent full time job.
“It’s been an absolute experience, fantastic. When I was
applying for jobs previously, I got nowhere. The on the job
experience allowed me to put my skills and training to good
use. I would recommend it to anyone.” Scott
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Working Differently
Last year we won the Best Partnering Scheme
of the Year at the Northern Housing Awards,
for our work with Doncaster Children’s
Services Trust and Doncaster Council
providing young care leavers accommodation
in Cantley.
This six-bed facility has round the clock
on-site support, as well as a life skills
programme including guidance around general
housekeeping, healthy eating, gardening,
money management and social interaction.
Without this scheme these young people
would be forced to live outside the borough.

Gas Servicing For Private
Homeowners
We maintain over 20,000 homes for Doncaster
Council and ensure that the gas boilers are
well maintained and in good working order. We
pride ourselves on offering a first class service
that keeps tenants and their families warm and
safe throughout the year. Our Gas Servicing
Team has ensured that 100 per cent of gas
appliances in our properties were serviced
in 2017-2018. On request, we will install a
tenants’ cooker at a competitive price – and
continue to look at ways we can diversify the
services we provide locally.

continuing to increase the number of private
rented properties we manage. Currently
managing 107 properties across Doncaster,
St Leger Lettings specialist staff offer a range
of services to landlords, from full management
to any stand-alone aspect of property
management.
With satisfied customers, and a growing
positive reputation in the private rented
sector, St Leger Lettings has enjoyed a very
successful year.

“

I have been a landlord with St
Leger Lettings for nearly two and
a half years. I have found that St
Leger Lettings always deal with
any queries or issues that I as
a landlord, or my tenant have,
quickly and efficiently and without
any stress or pressure on me. This
is what I want from a Letting Agent.
C.Sayles, Landlord

“

Young Care Leavers Accomodation

Following excellent feedback from customers,
we expanded our Gas Servicing offer to private
homeowners. Our competitive prices start at
£55.00 + VAT. This trusted service is available
for private home owners by ringing 01302
862862 (option 1) from 8.00am to 7.00pm,
Monday to Friday.

St Leger Lettings
Our commitment to helping raise the
standards in the private rented sector
continued this year, with our in-house
letting agent, St Leger Lettings,
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Tackling Challenges
Together
There have been several challenges for us to
face as a business in 2017-2018. In particular the
Grenfell Tower tragedy in June 2017 meant that
we had to urgently assess safety across our nine
high rise buildings. Our quick response, alongside
funding from Doncaster Council, has meant a wide
range of fire safety improvements have already
begun across these properties, including the
installation of sprinklers as standard. We’d like
to thank tenants for their co-operation – this has
helped ensure we are leading the way nationally in
making these improvements for tenants.
The introduction of Universal Credit, has also meant
that we have had to look differently at the way we
offer support to our tenants. We will have have to
collect an additional £24 million in rent which would
have been paid direct to us through Housing Benefit
– much of this from the most vulnerable people
living in Doncaster – and our Tenancy Sustainability
Team and digital hubs have been offering much
needed assistance. We anticipate upwards of 7500
tenants will eventually move on to Universal Credit
when fully rolled out. During 2017- 2018, just under
1400 tenants moved on to UC – we will continue to
use this learning for improving our future services to
those affected.
Our revised Severe Weather Emergency Protocol
(SWEP) procedures were updated and put into
operation in February and March 2018, due to
the snow and extreme weather. Working with our
partners at Doncaster Council we were able to offer
beds to all individuals who were homeless, facing a
night on the streets, whilst SWEP was in place.
It is a credit to those updated procedures, but also
the commitment of our staff, that there was no
loss of service and all our offices remained open
across the borough during this period. Our focus
to deliver strategic priorities, seeking to develop
partnership working, has also ensured that our
business continues to progress well – working as a
key partner within a ‘Team Doncaster’ approach to
tackling problems across the borough together.
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Achieving Excellence
Benchmarking against our 2016-2017 results
showed St Leger Homes has remained a
low cost, high performing housing provider
compared to similar Arm’s Length Management
Organisations but also all housing organisations
nationally too. Ensuring we offer value for
money to our tenants remains a key part of
what we do. Last year we made £1.2 million of
cost and efficiency savings across the business
and the majority of this was invested in service
improvements.
Our overall performance remains good against
our Key Performance Indicators – and in some
areas we are excelling. Our voids rent loss for
the year was 0.78 per cent, against a target 0.97
per cent – this the lowest level of loss ever, as
well as the lowest number of voids too. This has
meant homes being turned around quicker and
more people having access to the housing they
need.

£££

£73.7 million
rent collected overall

Our average time to re-let a property at 31 March
2018 was 36 days – 26.5 per cent lower than
2016-2017 and the lowest relet time we have
seen for a long time. We got 99.24 per cent
of repairs completed right first time, against a
98 per cent target – the best result in the last
five years. Meaning more satisfied tenants and
complaint levels remaining low.
96.24 per cent of supplier invoices were paid
within 30 days, against a 96 per cent target.
We continue to prioritise spending money in the
local economy with local businesses wherever
we can – last year 85 per cent of our purchases
remained within the Yorkshire region and 58 per
cent overall were within Doncaster area.

Service area
Corporate Services
Housing Services
Property Services
(Repairs and
Maintenance)
Property Services (Asset
Management)
Housing Options Service
Total

16-17
£m
4.6
9.0
10.0

17-18
£m
4.3
9.1
10.0

3.8

4.0

1.0
28.4

1.1
28.5

Whilst rent arrears have increased by £120,000
(which is worse than our target) to £1.95m,
this is within tolerance and good performance
levels, given the Universal Credit full service roll
out in October 2017. Overall we collected £73.7
million in rent.

96.24

96.24 per cent of supplier
invoices were paid within 30
days, against a 96 per cent
target

Our staff sickness levels are at their lowest
ever level. We thank our employees for their
continued commitment to making a positive
difference to our tenants and our local
communities.

Our staff sickness levels are
at their lowest ever level.
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Get the
My SLHD
app
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St Leger Homes
St Leger Court
White Rose Way
Doncaster
DN4 5ND
www.stlegerhomes.co.uk

Do you require this publication in an alternative format, such as large
print or audio? If so, please contact us on 01302 862862.

