
YOU SAID...  

Some of our elderly tenants complained they had difficulty turning
on and off some of our standard taps.

We introduced new lever taps so our elderly or disabled tenants don’t
struggle to twist and turn the taps.

WE DID...

Our tenants told us when developing our Customer Access Strategy
that they were struggling to afford to pay for the internet.

We have installed digital hubs at our local offices and worked with our
partners to create a map promoting to all our tenants where they can
find free internet access near to them.
www.stlegerhomes.co.uk/moneywise/universal-credit/doncaster-
digital-venues/

When developing our Equality and Diversity Strategy our tenants told
us that they did not see us working with many disadvantaged groups.

We collaborated with Barnsley based charity Help 4 Homeless
Veterans in order to provide homes for ex-armed forces personnel
in Doncaster.

Our tenants also told us when developing our Customer Access
Strategy that they wanted more choice in the way they contacted us.

We have now developed a range of contact options – face-to-face,
telephone, smartphone app, website, social media and email.

Some tenants told us that with the implementation of
Universal Credit that they were struggling to pay their rent.

We established a new Tenancy Sustainability Team to help tenants
with these changes, improving their lives, helping sustain their
tenancies, increasing rental income and creating confident and
sustainable communities. They have received 1,595 referrals since
January 2018. 
 
Some of the outcomes 
• Financial gains achieved for tenants of £583,224.
• Of those tenants who engaged with us, the overall arrears they
owed us reduced by £74,270.
• 86 per cent of tenancies sustained their tenancy for at least 6
months following their support ending.
 

People applying for housing told us supplying medical information
when completing an application was taking too long and holding up
the process.

We changed the process and now have a dedicated occupational
therapist who can have access to GP records whenever we have
consent from the customer.

Our tenants told us they wanted us to be more visible on local estates
to help try to reduce anti-social behaviour.

We have reviewed and updated our Estate Walks programme to
ensure our resources are targeted at where they are most needed.

Customers complained when 80 homeless residents in Doncaster set
up ‘tent city’ in the middle of town.

We worked with Doncaster Council to coordinate resources and our
response. We were on site every day and we re-housed 55 of those
needing support due to being homeless.

We had a number of tenants complain that when we completed
external works we accidentally damaged items in gardens.

We now take photos of all gardens pre and post works and all
operatives have been informed via Toolbox Talks that tenants should
be informed that personal property might be damaged due to the
nature of our work if not removed prior to works starting.

Our tenants complained that rent overpayments took too long to get
back.

We completely changed the process and removed some
unnecessary paperwork and now they are paid back more quickly.

Some tenants complained that we do not provide an over the bath
shower as standard.

For all new replacement schemes we now install over the bath
showers.


