October 2019

The magazine for St Leger Homes tenants

Get snapping in our photo competition page 3
Estate teams clean up in Bentley page 4
Annual Review 2018/19 summary pages 6-9
Becoming A Time To Change Employer page 10

A message from the Chief Executive
Hello and welcome to the October 2019
issue of HouseProud.
In this issue, on pages six to nine, you can find
a short summary of our Annual Review 2018/19
where we look back at the work we have done
for you over the last twelve months.
It’s been another busy year. We were named
as finalists in seven national awards for the
quality of the services that we provide. We
were also delighted to receive the
Government’s Customer Service Excellence
reaccreditation for the ninth year in a row in
recognition of our focus on the needs of
tenants and the high level of satisfaction you
have with the work we do.

skills and gain qualifications that can make a
real difference in helping you get back into
employment. There’s so many ways you
can get involved in our work - for example,
why not enter the photographic competition
on page three?
Thanks for reading

Paul

Paul Tanney,
Chief Executive

Cover image: New WOW apprentices and student placements with Director of Property Services Arturo Gulla

On page five we hear from one of our tenants
about the positive impact our World of Work
Academy is having. This award winning
scheme gives you the chance to learn valuable
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Changes to how we
advertise Council homes
We have made changes to the way that we
advertise Council properties through Doncaster
HomeChoice - we hope this will help improve
the system for people applying.
Available properties will still be advertised
each week from 00:01 on Thursday but the
advertising period now ends at 23:59 on
Sunday night, rather than on the Monday.
This change has been made as a result of
feedback from customers and so we can

provide a better service to people by reducing
the length of time that properties stand empty.
The Assisted Bidding process, which helps
vulnerable customers or those with specific
needs, will remain in place and is unaffected
by this change.
Paul Tanney, Chief Executive of St Leger Homes,
said: “We want to have a system that works
quickly and effectively as possible for our
customers - and we are delighted that this
change will speed up the process for everyone.
“We are listening to what our customers tell us
they want and their bidding activity shows that
the majority of people bid at the beginning of
the advertising cycle rather than towards the
end of the current process. For example 71%
of people put their bids in on a Thursday,
with only 6% putting in bids on the Monday.
“This change will free up HomeChoice officers
to re-house people quicker.”
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Photography competition
Calling all budding
photographers! If you are
handy with a camera - or a
camera phone - then we
are giving you a great
opportunity to show off
your skills.
The National Federation of
ALMOs (NFA) have launched a
competition inviting council
housing providers and tenants
to send in their best
photographs that show ‘there
is no place like home’.
No two communities are the
same, but what sets our local
area apart from others can often
be that it feels like somewhere
we belong. Can you capture

that unique quality that makes
your street, neighbourhood and
community feel like home?

You can send your photo in to
SLHDCompetitions@
stlegerhomes.co.uk

Last year’s winners had their
photos shown at the House of
Commons and they even
appeared in a Government
Green Paper!

The closing date for entries
is 20th December 2019.
The NFA will announce
winners in April 2020.

You and anybody appearing in
your photo must give the NFA
permission to use it and we
will need your contact details.
The resolution (or size) or your
photograph should be as high
as possible, and you should
also include a few lines telling us
why you feel your photograph
fits the theme of
#noplacelikehome.
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Volunteering for TRIP

Ron Rickwood had a bit of spare time on his hands when he retired so he thought
he would give becoming a TRIP member a try. He tells us about his experience.
I became a tenant of St Leger Homes in June
2018 when my wife and I settled in to our new
home. I must admit I was quite apprehensive
when joining the Tenants' and Residents'
Involvement Panel (TRIP) in November last year
but I quickly discovered that my worries were
unfounded. My main concern was “what can I
offer TRIP apart from enthusiasm?”, but I soon
found that any contribution I made, was
appreciated by the group.
Since joining I have made some new friends
with my colleagues, and everyone has made
me feel welcome and useful. I have learnt a lot
about the structure of St Leger Homes and the
care and thought that goes into all of the
decisions that are made. Whether this concerns

tenants, complaints, property maintenance,
future planning or any of the services they offer,
everything is done professionally and
always with the welfare of tenants and
residents in mind.
My thanks to our Chairperson,
Betty, and all the TRIP
members for making me feel
welcome. If anyone reading
this has a little spare time and
enjoys getting involved in the
communities they live in, why
not apply to join TRIP and help to
make your area a nicer place
to live in?

Call 01302 862862 option 5 or email
customerinvolvement@stlegerhomes.co.uk to get involved.
HouseProud The magazine for St Leger Homes’ tenants
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Bentley Clean-Up Day
Over the summer, staff from our Estates and Caretaker Teams got
together with colleagues from Doncaster Council to make a positive
difference for people living on our estates in Bentley.
They arranged a Bentley Clean-Up Day which
gave local people the opportunity to have
unwanted items - like old furniture, mattresses,
household waste and even a rabbit hutch removed for free and disposed of in an
environmentally friendly way.

productive day - such a brilliant result making
Bentley a cleaner, greener space!
“A big thanks to all involved from St Leger
Homes, Doncaster Council and other partners
including Suez.”

Vanessa, who lives on The Homestead in Bentley,
said: “It was great that St Leger Homes and the
Council were helping us to take away these items.
My sofa has been out the front for a couple of
months and I haven’t been able to afford to have it
taken away. I’m so happy and grateful for the
opportunity to have it removed!”
Housing Officer Stacy Clarke, said: “The day was
a huge success and we removed around 30
tonnes of rubbish in total. With the scorching sun
beaming down on us it was a tough but very

Gas and electrical
safety checks
If we haven't already done so, we will be contacting you
soon to arrange a time for your annual gas and five year
electrical safety checks. These checks are very important
as they keep you and your family safe by making sure the
gas appliances and electrical wiring in your home stay in
good working order.
Poorly maintained appliances can cause serious
problems such as fires and carbon monoxide poisoning,
so help us to keep you safe by letting our operatives in
when they come to your home.
Your safety is our priority. Where tenants do not allow
access, we will look to gain an injunction or warrant
through the legal process - those tenants will be liable for
the full legal costs.
To speak to the Gas Team, telephone 01302 862862
option 1 or email tenantrepairs@stlegerhomes.co.uk
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Complaints Appeals Panel
St Leger Homes’ staff receive lots of compliments
for the work they do every day for tenants, but
occasionally there are times when people are
unhappy with something that has happened,
so they send us a complaint.
We investigate all complaints we receive and if a
customer isn’t happy with the outcome they then
have the right to appeal.
Our new Appeals Panel has a number of tenant
representatives, making customers part of the
process and giving them more of a voice in the
decisions that St Leger Homes makes. As part of
their duties, our tenant representatives are able to
speak to staff members in order to get to the
bottom of the issue they are investigating - and
our staff will have to answer their questions!
The panel also includes technical experts who
have specific knowledge of the area of the
business that is being looked at. They can help
everyone to understand whether the right decision

has been reached, and if we did get it wrong,
the experts can advise on what we need to do
to make it right.
If you would like to give us your feedback,
leave a compliment for a job well done or
make a complaint, telephone our Customer
Relations team on 01302 862726, or email
customercare@stlegerhomes.co.uk

Join the World of Work
Our World of Work (WOW)
team provide practical help
and training for tenants
trying to find employment.
There’s lots of support available
through WOW - from help writing
a good CV and job searching
tips, to ‘Support and Learn’
opportunities where you can
take home a wage whilst
learning new skills on the job.

Our WOW team even arrange
student work placements and
apprenticeships - you can see
some of them on the cover of
this month’s HouseProud!
Last July, a tenant called Joleen
was looking for help to get back
into work so she decided to
enrol on our WOW cleaning
course. After attending and
successfully completing the
course, she secured a
temporary six month
paid position working at
St Leger Homes.
Following this she was offered
more work with us, covering a
temporary Caretaker position.
Although this job has now come
to an end Joleen is keen to

keep working and has been
offered three new roles by a
recruitment agency.
On top of this, Joleen was even
invited to a House of Lords
Select Committee in London to
talk about WOW! Joleen said:
“WOW has been a good
experience - it has boosted my
confidence and helped me get
back into work.”
For details of the latest
WOW courses visit
www.stlegerhomes.co.uk
and search for ‘World of Work’,
contact WOW Coordinator
Kevin Butler on 01302 734384
or email
wow@stlegerhomes.co.uk

HouseProud The magazine for St Leger Homes’ tenants
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Annual Review
2018/2019
Welcome to our
summary of the St
Leger Homes Annual
Review for 2018/19.
Last year was a great year for us as an
organisation. We’re delighted that we signed a
new management agreement with Doncaster
Council in March which means we will continue
to manage council housing on their behalf until
31st March 2024, continuing our journey of
providing homes in neighbourhoods that people
are proud to live.
Our performance on empty property turnaround
times was the lowest it’s ever been – down to
20 days on average, putting us in the top 25%
of housing providers in the country.
We received the government’s accreditation
for Customer Service Excellence for the ninth
consecutive year and the highest award for
safety from the British Safety Council for the
eighth year running.
Through the work of our Tenancy Sustainability
Team, we are helping tenants to stay in their
homes much longer, helping to reduce arrears,
whilst at the same time securing significant
financial gains for tenants.

We hope you enjoy reading
our Annual Review summary.

92.80%
Customers
satisfied their
rent provides
value for
money

21,000
Customers who’ve
received HouseProud

82,140

482,000

People reached by
our Facebook posts

Impressions reached
by our Twitter posts

644
New Facebook
followers

1,687

Times the SLHD app
was used

236
2,363
Meals donated by
staff to food banks

New Twitter
followers

Number of unique
vistors to our website

75,228

426,690
Pages visited by
these visitors

Customers satisfied
with overall service

88.80%
Paul Tanney
Chief Executive
St Leger Homes
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Alan Tolhurst OBE
Chair of St Leger Homes
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1,348
Visits undertaken by
gardening service

Homes

10,977
62,102

We’re really proud of what
our Tenancy Sustainability
Team has been able to
achieve in the last 12
months. We’ve seen just over
929 tenants in that time.
We give all tenants the opportunity to access
our uniquely tailored services – that could be
anything from being able to access benefits to
being able to make a claim for Universal Credit.
We’ve been able to access over a quarter of a
million pounds worth of financial gains for our
tenants, so that can range from anything from
Children In Need grants, grants for furniture,
benefit backdates and appeals for benefits
that they might not have been successful
with in the past.
For 82% of the tenants that we’ve worked with
they have maintained the tenancy for six
months or more after our support has ended
– we’re really proud of the part we’ve been
able to play in achieving that.

Number of repairs
completed

100%
Homes that
received
gas safety
checks

158
Properties managed
by St Leger Lettings

99.23%
Percentage
of emergency
repairs
completed
within
timescales

89.20%
Customers
satisfied
with the
quality of
their home

162
Jennie Daly
Tenancy Sustainability Service Manager

People signed
up to our
World of
Work Scheme (WOW)
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Number of
scheduled
repairs

Percentage of repairs
appointments kept

98.92%

8,931
Emergency repairs
carried out

1,447
Number of
properties re-let
throughout the year

Customers satisfied
with repairs and
maintenance service

85.90%
WOW trainees
who went on to
employment

24
7

Communities
The Garage 32 project,
recycling items left in void
properties, is making a
difference in people’s
lives every day.
As a visiting officer for St Leger Homes of
Doncaster, I realised that I was visiting families
who didn’t have much furniture and who were
struggling financially – but I knew when a
property became empty that furniture from the
old property was going to landfill.
So I asked my boss at the time: ‘Could we not
reuse this furniture, which would have gone
into landfill, back into the community because
people are really struggling?’ And he said
‘Yeah, go for it!’ so I did!
Nearly three years later, we’ve sustained
over 152 families, stopped thousands of
kilogrammes of waste going to landfill –
and it allows people to live in a home, not
just a house!
It’s great news that, due to the success of this
project, we’re looking to extend this initiative
to other parts of the borough.

Compliments
received from
customers

158

14

New apprentices
took on

Attendance
at tenant
drop-in
sessions

81.3%

one
8

1,468

✔
Total number of
apprentices

26

2,796 751
Customers
satisfied with their
neighbourhood as
a place to live

Sue Redfern
Housing Assistant Garage 32

ASB cases closed

Around one family
helped every week
by Garage 32
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Young people
engaged to design
our Young People’s
Commitments for
the next five years

83.5%
Customers satisfied
that we listen to
and act upon their
feedback

Households
prevented from
becoming homeless

696

Money

How we spend money
(management fee income):

The World of Work scheme
was set up by St Leger
Homes in 2014. Its main aim
is to help our tenants get
into either meaningful work
or into training. It’s a
voluntary scheme and it’s
also a free scheme.
We do various routes into employment. We
do our support and learn courses through
Doncaster College. Tenants can then apply for
a temporary six month paid job with ourselves.
The other side of the World of Work is we offer
general employment help, assisting someone
to draw up a CV, complete an application form
for a job and preparing for an interview.
We also offer a service where we will look at
the job sites every day to look for possible
opportunities for people and we send out
group emails matching the jobs available
with the areas of interests a person might
be interested in.
It’s great that this scheme is going from
success to success.

Capital
investment
in your
home

£22.7m £10.5m

£8.9m £1.6m
Housing Services

£4.2m

Asset
Management

91%

Goods/services
sourced within
Yorkshire and Humber

58%

Kevin Butler
World of Work Co-ordinator

Repairs and
Maintenance

Homelessness
and
Lettings

Corporate
Services

£4.7m
£71,755
Welfare Reform
Support Fund
given to help people
move into more
affordable homes

£1.08m

Goods/services
sourced from within
Doncaster

Cost and
efficiency
savings

Average weekly rent

£73.3m

£70.04
HouseProud The magazine for St Leger Homes’ tenants

Rental
income
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Improving your homes
We want to make sure that your home is in
the best condition possible for you and your
family, so every year St Leger Homes carries
out a programme of works which focuses on
improving things including roofs, fascias,
soffits, paths and gates.
We are currently embarking on a five year
programme to fit external wall insulation on
our remaining homes that have solid walls.
These homes will also benefit from other external
works which will help keep heat in your home,
reducing your energy bills and reducing your
carbon footprint. Each year we are also
introducing energy efficient heating system

upgrades and replacement boilers to
over 700 homes.
In addition to these works we are
planning to provide electrical upgrades and fire
safety work across our high rise buildings;
upgrade our garage sites; and, provide much
needed additional car parking in some areas.
We’d love to hear your views on our
improvement programme. Do you agree with our
plans, or do you think that we are missing
something?
Please give us your thoughts by emailing
assets@stlegerhomes.co.uk

Becoming A Time To Change Employer
We are delighted that earlier
this year we became a Time
to Change Employer,
focussing on mental health
matters locally.
We are committed to
changing how people think
and act about mental health
and we want to ensure that we
work with such issues in a
constructive way at all times.
1 in 4 people in the UK are
affected by conditions like
anxiety, depression and stress
every year and it’s important
that people can talk openly
about how they are feeling.
We know that many of our
tenants will have their own
mental health problems and
that is one of the reasons we
want to create an environment
where everyone we come into
contact with feels supported.
We want to keep mental
health at the forefront of what
we do and we’ve taken many
important steps in improving
10

the way such issues are
treated - including establishing
a network of mental health
first aiders
in each of our workplaces
for our staff to give them
advice but also greater
understanding of the needs
they may come into contact
with through their jobs.

partners locally, including the
Public Health Team at
Doncaster Council, to ensure
everyone has access to the
support they need if they are
struggling with their mental
health or feeling suicidal.
Our aim is to ensure
Doncaster becomes a
zero suicide area.

We are also aware that suicide
is currently the biggest killer of
men aged under 45 in the UK
and we are working with

Help us to tackle
discrimination and stigma
locally - we believe it’s Time
to Change. Do you?

If you feel suicidal please contact the Samaritans either via
LiveChat online here: www.samaritans.org/branches/
doncaster/ or call from any phone on 116 123.
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Tackling Condensation
Condensation occurs in
many homes at this time
of year. It’s caused
when the moisture in
warm air meets a cold
surface, like a window
or wall, where it turns
into water droplets.
Fortunately there are steps
you can take to stop
condensation causing
problems in your home:
Stop moisture build up

• Don’t dry washing over
radiators and try to dry
outside where possible
Ventilate your home
• When cooking or washing,
open windows and use
extractor fans
• If drying clothes inside,
do it in a small room with
windows open and the
door closed
Keep your home warm
• Keep a temperature of
18ºC throughout the day
- this is cheaper than
bursts of high heat

• Wipe surfaces and
windows when
moisture settles

• Don’t turn radiators off
in unused rooms - keep
them on a low setting (two
or three)

• Keep the door closed
when cooking, bathing
or washing

Treating mould
• Wipe affected areas with
a fungicidal wash, but
follow the manufacturer’s
instructions and make
sure the bottle has a
Health & Safety Executive
approved number
• Dry clean clothes and
shampoo carpets affected
by mould. Brushing or
vacuum cleaning can
spread it which increases
the risk of respiratory
problems
If you have tried this and still
experience problems with
mould, let us know by
phoning 01302 862862 or
emailing tenantrepairs@
stlegerhomes.co.uk

High Rise Forum launches
Following the tragedy at Grenfell Tower in 2017,
fire safety in our high rise buildings is one area
we have a special focus on. We already have
comprehensive safety measures in place for all
properties we manage, but we have also
introduced a new High Rise Forum to listen to the
views of tenants living in high rise buildings.
The forum’s priorities are to:
• Listen and respond to people’s safety concerns
• Ensure residents and visitors receive critical
safety information

• Give tenants access to more detailed safety
information if they want it
The forum gives people a place to share their
experiences, ask questions and raise any
concerns they have. It also offers tenants the
chance to influence our policies and practices on
building safety.
For more information please contact our
Customer Involvement Team on
01302 862862 option 5, or email
customerinvolvement@stlegerhomes.co.uk

Estate Walks
If you want to help keep your neighbourhood looking its best, why not join us on one of the regular
estate walks we carry out across the borough?
For information on the next estate walk in your area, go to www.stlegerhomes.co.uk and check the
community activities and events calendar on the home page or visit our Facebook page.
HouseProud The magazine for St Leger Homes’ tenants
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Universal
Credit update
Advance Payments For
New Claims
For any new claim for
Universal Credit (UC) you will
be eligible to request an
advance. You can do this
online or through your work
coach, and the advance can
be up to 100% of your
monthly UC entitlement.
This will be repayable over
12 months out of your
on-going UC award.
The UC award will include an
element for your rent which
you MUST pay in to your rent
account. If you fail to do this
legal action could be taken
against you and we are likely
to have your rent payments
deducted from your UC in
future, along with an extra
amount for any arrears.

Severe Disability
Premium

Allowance) will remain on the
‘old style’ benefits and will not
be eligible to claim UC until
January 2021.

You may be asked to provide
proof of your UC award when
you receive your treatment or
to tick a box on the back of
the prescription - however,
currently there is no box for
UC so you will need to tick
Jobseekers Allowance and
then write ‘UC’ on your
prescription. If you fail to
provide proof of UC you may
receive a penalty fine.

In July 2019, the Department
for Work and Pensions
confirmed that customers
already on UC, but who
qualified for the Severe
Disability Premium directly
before the UC claim, will be
paid an additional transitional
protection payment from the
earliest opportunity.

Tenancy Sustainability
Service

Prescriptions

If you need help with your UC
or other benefits, our Tenancy
Sustainability Team can offer
you a wide range of support
with budgeting and making
the most of your income
so you can manage your
money and your tenancy
more effectively.

If you are claiming UC you
may qualify for free
prescriptions or optical and
dental treatment if:
• You have earned less
than £435 in your
assessment period
or

Customers who are eligible for
the Severe Disability Premium
(or have been eligible within
the last month as part of their
claim for Housing Benefit,
Jobseekers Allowance,
Income Support or
Employment and Support

Since January 2018 the team
have helped people access
over half a million pounds
worth of benefits and grants
that they were entitled to,
and succeeded in reducing
tenants’ rent arrears by
over £70,000.

• Your UC award includes a
child element, or you have
limited capability for work
and work related activity,
and you had net earnings
of £935 or less in your last
UC assessment period.

You can contact the team on
01302 862862 option 5.

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

@

info@stlegerhomes.co.uk

01302 862862
@

@

www.stlegerhomes.co.uk

Mobile app: My SLHD available on App Store, Android and Kindle
Keep up to date with our news and events by following us on

Twitter and

Facebook.

