Annual Review 2019/20
Over the next four pages we have outlined a
summary of our Annual Review for 2019/20.
This document highlights our performance
throughout the year, the challenges we have
faced and our achievements.

2019/20 was a great year for us, despite an extremely
challenging national picture including the ﬂoods which hit
our region last November and the start of the coronavirus
pandemic. In the year we celebrated 100 years of social
housing in the UK, we were proud to host an exhibition at
Doncaster Museum and Art Gallery to commemorate this,
which received national coverage. We also won two awards
and were shortlisted for eight further awards – and alongside
this, we also secured a number of important accreditations.

We have split this summary into four sections based around
our Corporate Plan objectives, to help give an overview of
how we are performing across the business. We hope
you enjoy reading this.

Paul Tanney,

Chief Executive

Dave Wilkinson,
Chair

Objective: All our homes are modern,
decent, safe and energy efﬁcient
Getting repairs done quickly and to a high
standard remains something that is top of most
tenants’ priorities. We are pleased that our
2020 Survey of Tenants and Residents (STAR
survey) results showed a signiﬁcant increase in
satisfaction with our Repairs and Maintenance
service which now stands at 90.1% (an increase
of 4.2% on the previous year).

89.4%
of tenants are
satisﬁed with the
quality of their home

Overall, our performance
on repairs has been
encouraging, particularly
the improvements seen
in the last two quarters
of the year, whilst empty
property turnaround times
steadily improved to above
target. We are proud that
99.24% of the repair jobs
we carry out are completed
right ﬁrst time.

100% 66,444
gas servicing
checks carried out

repairs completed
on tenants’ homes

We also spent £20.9m on tenants’ homes and investment
in local communities, with £10.45m of this being delivered
in-house by our own teams. The focus of these
improvements was on electrical appliance upgrades to
continue to keep you safe. This included 1,896 electrical
appliance upgrades for items like fans, smoke alarms
and heat detectors; 1,093 heating upgrades; sprinkler
installations in 603 high rise ﬂats; 162 new kitchens and
46 new bathrooms. Overall 5,163 homes received
investment throughout the course of the year.
We are also pleased to have completed the installation
of sprinklers alongside other ﬁre safety improvements in
all our high-rise properties and continue to carry out
regular ﬁre safety risk assessments.

Making a difference
“I received lots of support following the ﬂood, especially
from Stacy at St Leger Homes, as she was always visiting
and checking if everything was okay. She helped me
make an application for the South Yorkshire Flood Relief
Grant. She sorted out my gas and electric and my phone.
There was a damp smell when the ﬂoods happened and
everything was a mess so getting the ﬂoors taken up
was a big help and it is now liveable. Stacy was always
there if I had any questions or worries.”
Mrs Julie Martin, Tenant

Objective: Our tenants live
successful and fulﬁlling lives
Our Tenancy Sustainability Team continues
to offer much needed support and advice to
people who ﬁnd themselves in need, helping
our tenants live more fulﬁlling lives.
In 2019/20, we helped 1,470 people with a variety of issues
from ﬁnancial problems and health and wellbeing concerns
to support with sustaining their tenancies.
We helped tenants reduce their arrears by more than £83,000
and achieve over £856,000 of ﬁnancial gains for customers.
Of those we supported, almost 94% still had their tenancy 6
months after our support had ended (against a target of 85%).
Alongside this, our World of Work (WOW) Academy assisted
139 tenants living in our properties to ﬁnd employment and
training opportunities. Our traditional ‘support and learn’
courses saw 36 people sign up to undertake courses giving
them hands on experience of areas such as cleaning and
multi skills/ground working.
WOW also gave general employment assistance with job
and training searches, CV and application form help and
practical preparation for job interviews to tenants.
We continued to actively involve tenants in improving our
services. In 2019/20, the Tenants and Residents Involvement
Panel (TRIP) completed reviews into four areas of the
business – Empty Property Turnaround Times; Customers’
Own Improvements; Scheduled Repairs and Estate Walk

Making a difference
Antony, a St Leger Homes tenant, attended the World of
Work multi skills course in August 2019 and immediately
formed a bond with the other course participants. Upon
completion of the course, he applied and was successful
in gaining a temporary six month paid training contract
within our business. During the time spent with us, Antony
attended courses around Data Protection, Asbestos
Awareness and safeguarding and was successful in
gaining his Construction Skills Certiﬁcation Scheme
(CSCS) card. He said: “The support and learn scheme
provided me with a lot of conﬁdence and hope for the
future. My family didn’t think I would stick with the role,
but I was proud to prove them wrong!”

Procedures – as well as taking part in additional reviews of
the Housing Management Policy and Service Standards
and the Customer Access Strategy. The Panel’s views and
feedback play a vital role in shaping the work that we do
and the services we provide for customers.
We also helped over 18 community groups and organisations
through our Positive Activities Group (PAG), contributing over
£4990 – supporting local groups to run activities that beneﬁt
communities across Doncaster, with every successful
application receiving up to £250 each.
We are passionate about reducing the stigma associated
with living in social housing, and as part of this commitment
we supported the See The Person initiative, telling the stories
of some of our tenants via short ﬁlms, which we shared with
all our employees at our Staff Conference.

14

new apprentices
recruited in 2019/20

22

WOW participants
came to work for St Leger
Homes for 6 months after
completing their courses

Objective: We will be a nationally
recognised provider of housing services
We remain a good performing, mid-to-low
cost housing provider keeping our tenants
at the heart of our work, as judged by the
Government’s Customer Service Excellence
Assessor.
Our 2020 Survey of Tenants and Residents (STAR survey)
results showed that tenants’ overall satisfaction with St Leger
Homes remains very good, with 87% of tenants saying that
they are satisﬁed with our services and 89.4% of tenants are
satisﬁed with the quality of their home.
We secured reaccreditation from the Government for our
Customer Service Excellence to tenants for the tenth
consecutive year. To achieve this award we reached standards
of excellence in 57 areas that are a priority for customers, with
particular focus on delivery, timeliness, information,
professionalism and staff attitude. Alongside this, we were
named runners up at the Doncaster Business Awards for
Customer Service Excellence.
We continued to restructure and realign our services to
ensure they remain tenant-focused and meet tenant priorities,
strengthening our Health and Safety Compliance Service,
growing the Customer Access Team (CAT), developing a new
integrated housing management system and adopting an
MOT style approach for gas servicing. Our online presence
via our website and social media channels continues to grow
and we continue to respond to all online enquiries same day,
wherever possible.

We are pleased that our innovative approach to supporting
tenants via our Tenancy Sustainability Team continues to
inspire others in the sector and we have accepted many
invitations to talk about our work across the country to share
best practice in Doncaster with others. We are also proud
that this team won a Doncaster Council Celebrating
Safeguarding Awards for supporting vulnerable tenants
in difﬁcult situations.
We are delighted that the independent audit by the British
Safety Council has shown that we continue to be a best
practice organisation when it comes to health and safety.
To achieve a ﬁve-star rating for nine years in a row underlines
how much we value health and safety as an organisation,
as we work hard to keep our staff and tenants safe at all
times. We also are proud to
have applied and secured
IS45001 Health and Safety
Standard for the ﬁrst time
as an organisation, the ﬁrst
time we have applied since
it was established in 2018.
We also received the Silver
Award from SHIFT (Sustainable
Homes Index for Tomorrow)
for the work we have done
reducing our carbon footprint
across the business.

94.2%
of tenants feel their
rent provides good
value for money

Making a difference
In the days and weeks following the ﬂoods in November
2019, hundreds of our staff, together with colleagues from
Doncaster Council, the Environment Agency, police and
ﬁre service worked around the clock to help and support
people living in the worst affected areas.
Alongside colleagues, we knocked on the doors of over
1,000 tenants and residents to check on them and assess
their needs and offer reassurance during this difﬁcult
period. We immediately set up key workers for every
tenant affected helping tenants with everything from
ﬁnancial support, insurance claims, sourcing replacement
furniture and appliances, liaison for repairs and emotional
support where it was needed.

We are proud to have been shortlisted for a Housing
Heroes Award for this work – and to have been involved
in visits made by the Prime Minister and HRH the
Prince of Wales.

Objective: Through innovation and
partnership working, we will deliver the
aims of Doncaster Growing Together
We have continued to work with Doncaster
Council and other partners locally to deliver
on our shared goals as set out by Doncaster
Growing Together.
As part of our work in partnership with South Yorkshire Police
and Doncaster Council to tackle antisocial behaviour and
aggressive begging, we have invested in CCTV improvements
in the town centre to improve community safety.
Tackling homelessness remains a major challenge which we
tackle alongside Doncaster Council and other partners. We
are pleased that the partnership work of the Complex Lives
Alliance was recognised in 2019 with the Care and Health
Integration Award at the Municipal Journal Awards.
We are committed to increasing employment opportunities
for people locally and alongside the work of the World of
Work (WOW) Academy, in 2019/20, we recruited fourteen
new apprentices (nine within
the trades’ teams and ﬁve
ofﬁce based). Five existing
apprentices secured
permanent employment within
our business and a further two
apprentices were supported
to gain employment within
the borough.

59%

of our goods and
We are very proud that one
services were sourced of our gas ﬁtting apprentices,
from within Doncaster James Winstanley, won the

Sustainable Building Services

Student of the Year at Leeds College of Building BIG
(Building Industry Greats) Awards. Having a skilled and
knowledgeable workforce helps us continue to deliver high
quality services for tenants.
Over the last year we have been working closely with local
schools and colleges, supporting young people throughout
the borough by attending careers events, offering interview
and CV skill support and career guidance – and we also
recruited three university students as part of our 12 month
long, Student Placements Scheme.
As a positive employer, we also want to support our staff
wherever possible. We are committed to making our
workplaces supportive and productive environments
and we are delighted to have attained the BeWell@Work
Silver Award as part of this work. We also delivered a
comprehensive learning and development programme
for all staff during 2019/20 offering over 300 training
courses and completed a wellbeing survey to identify
their main issues and concerns.
We are delighted to have become a Time to Change
Employer demonstrating the organisation’s commitment
to change how people think and act about mental health
in the workplace and make sure that employees who are
facing mental health problems feel supported.
We also became the ﬁrst housing provider in the UK to sign
up to the MND Charter. This is a series of commitments
setting out how we will support people with motor neurone
disease and their carers – helping set the standard for others
to follow. We are proud to be a local employer that puts the
needs of local people ﬁrst.

Making a difference
“I’m really pleased St Leger Homes have signed up to the motor neurone
disease (MND) Charter. If authorities and organisations sign up we can make
sure people receive the right help and support at the right time and hopefully
secure better outcomes for people living with MND. The Charter should improve
things for people living with MND. For example, currently the assessments of
people’s health and social care needs cannot be fully completed or understood
until they have received a diagnosis, and this is something that unfortunately
can take a long time.”
Valerie Wood, from the Doncaster branch of the South Yorkshire MND Association

We hope you enjoyed this summary version of our Annual Review 2019/20! You can read the full version at
www.stlegerhomes.co.uk along with a short video about all of the work we have done for tenants over the last year.

