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Preparing for change

Foreword

Susan Jordan
Well 2012/13 has been another busy and
challenging year for St. Leger Homes and one
which has seen us preparing for a number of
significant changes to the way in which we
deliver our services. It has also been a year of
positive outcomes and successes.
2012/13 saw further reductions in our budgets
which encouraged us to review the way in which
we deliver our services. Reviews of non-urgent
repairs, tenant involvement and community
engagement paved the way for consultation on
new ways of working. We then planned how we
would implement the changed services from
April 2013.
A big challenge for us was to prepare for the
changes to the benefit system and to work
with tenants to help them prepare for the
introduction of the under-occupancy charge and
the benefit cap.
You will see details of all our activities in
relation to these proposals throughout the
review.
As well as challenges we have had lots of
positive outcomes and again you will see details
in our review, but one which I specifically want
to mention is the results of our tenants and
residents satisfaction survey (STAR). We saw
increases in every section we measured and
the overall level of satisfaction with the services
we provide is 93%. A big thank you to all our
staff at St. Leger Homes for the work they
do to make this happen and a big thank you
too to all our customers who took the time to
feedback their views and give us this vote of
your confidence in us and what we do.
I hope you enjoy reading this Annual Review.
Susan Jordan
Chief Executive
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Alan Tolhurst
The year was mainly one of consolidation for
Board members as we expanded our knowledge
of the business. For my part, I continued to
visit various parts of the Company, and am
pleased to record that I found the same levels
of enthusiasm and professionalism as I had in
the previous year.
As well as consolidating, the Board considered
the likely impact of the Welfare Benefit Reforms
on our customers and the Company. Later
in the review you will see some notes on the
Reforms.
We also had groups think about how we engage
and involve our customers. I participated in the
group meetings, which included the Doncaster
Federation, tenants and St. Leger Homes staff.
Approaching the work with an open mind was
challenging for us all, but it was important to
find new, better ways of working. The new
system will be introduced in early 2013.
You will see from the Review that the year was
as busy as ever. On behalf of the Board, I would
like to thank all members of staff for their hard
work during the year, especially as we have
tried to find operating efficiencies: your work is
much appreciated and valued.
Finally, I would like to express the Board’s
appreciation of the support and advice we have
enjoyed from our customers, our shareholder,
local authority colleagues and our partners.
“The whole is only as good as the sum of its
parts”.

Alan Tolhurst
Chair of the Board
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Our board members’ and tenants’ views
Intake
High-Rise
TARA

Jonathon Sims and
Rodger Haldenby
The Intake High-Rise TARA is delighted to be
asked to contribute towards this year’s St.
Leger Homes Annual Review.
Living in a high-rise is challenging and different,
and there is the need for tolerance and
understanding, when you have other people
living above you, below you and adjacent to
your home. It highlights the need to have a
sense of community, which can reflect the
needs and aspirations of most tenants in
Doncaster.
As a community, St. Leger Homes has kept
the Intake High-Rise TARA informed of current
changes in housing legislation and the new
Welfare Reforms, and has provided support
to tenants who can be overwhelmed by the
need to look at new options. These changes
to the way we pay our rent, the ‘spare room
deduction’ and how we need to budget better,
are new ways to some, and will be difficult to
manage. But as a group, we are aware that
there is a need to change, and support is
available from St. Leger Homes via the Financial
Inclusion Team, the Estate Officers and

Community Engagement Teams. This support
is vital to our community, and strengthens the
bond between tenant and landlord.
We understand that St. Leger Homes has had
to make difficult changes to meet the new
financial challenges, and this can be seen in
the new way repairs and planned maintenance
are being introduced to cut out waste, and
hopefully to provide us with a robust repair
service, fit for purpose.
We have had the exteriors of our buildings
finished, and we are proud of the new look and
feel. The coming year will see the St. Leger
Homes Decency Team start the internal works
to the bathrooms and kitchens, so our homes
will finally meet our aspirations.
In closing, as a TARA, we are conscious of our
duty to represent all the tenants in the highrise at Intake. The group takes note of all their
concerns, and brings them to our monthly
meetings.
We recognise also that anti-social behaviour
can be a major issue for the tenants, and we
are assured, and have seen, that all reports are
taken very seriously and acted on quickly.
We scrutinise the service standards set by St.
Leger Homes to deliver a quality service that we
expect as tenants, and as a TARA we monitor
this on behalf of our members.

The Standing Joint Committee
This past year the Doncaster Federation of
Tenants & Residents Association has gone
through the worst period in its history since it
was formed in 1981.
As the elected umbrella organisation for all of
the TARAs in the Borough, the Standing Joint
Committee members (SJC) are all dedicated,
committed volunteers, who only receive travel
costs.
The number of SJC members have declined
over the past three years, and full credit goes
to all of those members still in office. Also
credit must be paid to all of the volunteers in
the individual TARA’s for their dedication and
commitment.

The Federation has also been the main
Consultative body for Doncaster Council and
St. Leger Homes, and if this is to continue,
the support, funding and an increase in
membership is required to ensure continuity.
As the Tenant Participation Advisory Service
pointed out when awarding the three star rating
to St. Leger Homes, the Federation has an
important role in looking after the interests of
Tenants & Residents needs in Doncaster,
please give us a call on 01302 737490.
Kind Regards,
Ken Barron
Chairman
Doncaster Federation of Tenants & Residents
Association
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Latin Gardens /
Emley Drive
Area TARA

Michelle Greenwood and
Brenda James
Over the past year St. Leger Homes has been
planning for some major changes to its service
delivery which will have big impacts on us as
tenants. It is important that as the Chair and
Secretary of our local TARA we have the right
information on these changes so that we,
along with the rest of the TARA members, can
communicate it accurately to the rest of our
estate and give people the right support.
One form of invaluable information comes to
us via the HouseProud magazine; it contains
articles that are highly relevant and always
explains things in plain English. For example,
this year there have been a series of features
on the Welfare Benefit Reforms to make sure
that we as tenants can be prepared to face the

Edlington
Royal
TARA
Maureen Tennison
and
Margaret Adamson
Since the conception of the Edlington Royal
TARA in 1998 we have always been supported
by St. Leger Homes of Doncaster.
Many of our projects have benefited from this
support either in kind or via various successful
funding applications, including to the West
Community Forum, Estate Improvement Fund
and Efficiency North.
We have also received grants via our Estate
Managers to support positive activities in our
area. This year we have received funding for
junior fishing equipment at Martin Wells Lake.
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challenges that will come as the Governmentled changes take place.
As a TARA we feel that we are supported and
receive information in good time before any
implementation takes place. The Planned
Maintenance Service Manager, Andy Rowe,
came to speak to us about changes to the
repairs system and explained about the new
timescales for Scheduled Repairs. He was really
clear about why the changes needed to happen
and what timescales we could expect, as
customers, for certain repairs. This information
was also backed up by an article in HouseProud
and an extra booklet that came with it which
had further details to help us understand the
new service.
The Community Engagement Team and Estates
Officers always provide valuable support on
day to day issues on the estate; we can always
get in touch with someone who will help us
and signpost us if needed. Over the course of
the year the Community Engagement Team
has been keeping in contact with us to explain
and consult on the changes happening to
the Community Engagement Service. This is
also a big change and we are looking forward
to meeting the new Strategic Panel that will
hopefully be in place soon.

Not only have we benefited financially, which
has ultimately enhanced our community, it
has also promoted community cohesion and
partnership working.
Many teams within St. Leger Homes have
worked tirelessly, including our Community
Engagement Team and Officer who we feel
play a key role in enabling us to achieve our
goals and share in our successes by giving
us technical support, financial guidance and
general information as required.
They also provide us with regular updates
within the West Area making us aware of other
TARAs’ and groups’ achievements.
The encouragement and commitment from
St. Leger Homes has given us the confidence
to grow and become more established and
recommend that community involvement is
paramount in all areas across the borough.
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Update on the Regulatory Framework
The Homes & Communities Agency (HCA) took
over responsibility for the regulation of social
housing providers in England from the Tenant
Services Authority (TSA) on 1 April 2012.

This regulatory framework is intended to ensure
that the services which matter most to tenants
are delivered in ways and to standards which
meet their needs.

The regulatory framework implements the
amendments to the Housing and Regeneration
Act 2008 introduced by the Localism Act 2011
and the Secretary of State’s directions on
specific standards.

At St. Leger Homes, we value our tenants’
views and take them into account when
designing and delivering our services. Like
many other public sector organisations we are
facing budget reductions and therefore it is
more important than ever that we have efficient
and effective ways of seeking out tenants
views. This includes what they think about
where resources are spent and which services
are most important.

The framework includes a number of regulatory
standards which provide the structure for this
annual review, they are:
■ T
 enant involvement and empowerment
standard
■ Home standard
■ Tenancy standard
■ Neighbourhood and community standard
■ Value for money standard

You will read more later in the Review about
how we work closely and positively with our
Tenants & Residents Associations (TARAs)
and how we consult on changes to services,
including how we might improve tenant
involvement and community development.

St. Leger Homes the company
We aim to manage Doncaster’s 21,000 council
homes efficiently and to provide our customers
with the highest standards of service
■ W
 e work with our tenants and partners to
regenerate our neighbourhoods and bring
improvements for our customers
■ W
 e continue deliver a massive investment
programme that will radically improve our
homes over the next few years through the
Decent Homes Programme
■ W
 e support our tenants and partners in
challenging crime and anti-social behaviour,
which can have such a damaging impact on
the quality of life in our communities.
We have a suite of Service Standards that
were agreed with tenants together with Key
Performance Indicators (KPIs) which measure
our performance in the above areas. You will
see these included within each section of this
Review.
The key below will be used to show how we
perfomed throughout the year.

Our services include:
- Allocation of homes
- Collection of rent, dealing with arrears and
money management
- Undertaking repairs to homes
- Dealing with empty properties and under
occupancy
- Managing our estates and tackling anti-social
behaviour
- Enforcement of tenancy conditions
-P
 romoting tenant consultation and
participation
- Administering the Housing Revenue Account

How we spend our money on maintaining your
homes and managing the estates that you live
on is explained in more detail in section 5. We
have picked out the 5 most important areas, look
out for the graphic below which illustrates this
spend as a percentage and as pound notes, for
example:

28.5%

Major & Cyclical
Works
£9.2m

Above target

Close to target Below target
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Our Strategic Priorities
Our three year Business Plan (2012-2015)
highlights how our objectives and priorities
fit with and help to deliver the Council’s key
priorities. A summary of these priorities is as
follows:

■ C
 onsidering the impact of Welfare Benefit
Reforms in the Allocations Policy review and
asset management planning.

Driving and delivering Value for Money

■ C
 ontinue community engagement at local
level as part of neighbourhood alliance to
address issues of anti-social behaviour
■ Review of introductory tenancies which fail
■ I mplement a measurement of complainant
satisfaction with anti-social behaviour via
Viewpoint Doncaster.

■ B
 uilding relationships with other
organisations to compare service delivery
and costs in key service areas
■ C
 arrying out business improvement reviews
and implement recommendations in key
service areas, to include:
- Accommodation
- Voids and Allocations
- Repairs and Maintenance.
Being prepared and helping tenants
prepare for Welfare Benefit Reform
■ E
 stablishing strategic partnerships to
understand the wider implications of Welfare
Benefit Reform, and to ensure maximum
support for our tenants is identified and
sustained
■ D
 eveloping an awareness programme for
SLHD staff; strategic partners and tenants
■ I dentifying tenants affected by Welfare
Benefit Reform and development of a
targeted approach to support, including the
use of credit unions, basic bank accounts and
jam jar accounts.

Continued focus on anti-social behaviour

Supporting the Council to provide better
quality homes
■ F
 urther development of our private rented
sector managing agent scheme
■ C
 ontinued liaison with the Council on the
development, specification and management
of new build council houses.
Consider business opportunities for growth
and diversification
■ D
 evelop a wider customer base for the Your
Homes Newcastle furniture provision scheme
■ E
 ncourage wider usage of Viewpoint
Doncaster by partner agencies and key
contacts
■ A
 pply risk management criteria to enable
decision making for all new business
opportunities.

• We have improved the appearance and energy efficiency of our high-rise blocks at Balby Bridge.
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Tenant Involvement and Empowerment

This standard is about the way we involve
our customers in influencing and shaping
our services and making sure that we
understand and respond to their different
requirements. We need to have a clear
process for dealing with complaints, and
to give our tenants the opportunity to
scrutinise our services should they feel it
is necessary.

Knowing our customers
To understand our customers we need to collect
information about their key characteristics such
as gender, age, ethnicity and disability. We have
successfully collected this information from
88% of our tenants and the following diagrams
show what they have told us:

Customer Profiling - Ethnicity

Customer Profiling - Gender

%

%

100

80
70
60
50
40
30
20
10
0

83.6 %

80

61 %

60

39 %

40

11.5 %

20

Male

0

Female

Unknown

White

4.9 %
BME*

* Black and Minority Ethnic

Customer Profiling - Disability

Customer Profiling - Age

34% of our residents who have completed a Customer
Profile Questionnaire have an illness or disability
The types of disability are shown on the chart below

65-74 (17%)
75+ (20%)
60-64
(8%)

9%

55-59
(8%)

2%

9%

4%

16-24 (4%)

5%

25-34 (13%)

45-54 (15%)
35-44 (15%)

Visual
Hearing
Learning Difficulty
Mental Health Problems
Other
Physical

71%
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Listening to our
customers
In March 2012 Viewpoint, a new market
research business which aims to create jobs
for the long-term unemployed, was launched in
Doncaster.
The social enterprise is based within our head
office building, St. Leger Court. Three parttime staff have been employed by Viewpoint in
Doncaster and two of them are our tenants.
Viewpoint carries out our satisfaction surveys
to ensure that tenants are happy with the
improvement work being carried out in their
homes.
These surveys are one of the most important
ways in which we find out what our customers
think. We use their feedback to highlight areas
that are working well and areas that could be
improved.
We have carried out a satisfaction survey of
tenants each year since 2008, seeking tenants’
views across the main areas of our business.
The 2012/13 survey showed increased scores
when compared with the previous year in all
seven core satisfaction questions. A particularly
positive result was the 12.5% increase in
‘Overall satisfaction with St. Leger Homes in
listening to customer views and acting upon
them’.

Overall satisfaction with St. Leger Homes
in listening to customer views and acting
upon them %
%

100

85.5%

80
60

61 %

67 %

65 %

73 %

40
20
0

2008/9

2009/10

2010/11

2011/12

2012/13

31.1%

Results from our Tenants’ and
Residents’ Satisfaction Surveys
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Estate Management
accounts for 12.14% of
our total expenditure

• One of our caretakers lends a hand to a
resident of the Balby Bridge high-rises.

19.7%

Support Service Functions
Approximately £6.3m
is spent on costs associated with
SLHD office premises (e.g.
rent, heating, lighting and
cleaning), finance, IT and
central administration

Dealing with
complaints
The way we handle complaints is important
to us, which is why we closely monitor the
way complaints are dealt with as part of our
service standards and performance framework.
In 2012/13 we introduced ‘Customer Journey
Mapping’.
This is where we tracked the different stages
of a complaint to see if we could improve the
way we do things. We have already made some
changes as a result of this exercise, including
staff training, better communication between
teams and changes to procedures.

0.93%
Capital Programme
accounts for 0.93% of
our total expenditure
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Acknowledge 100% of complaints
within 3 working days

%

Respond to 95% of complaints
within 10 working days
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Delivering excellent
customer services
Using feedback from our customers helps us
to provide excellent services that meet our
customers’ needs and expectations. This has
been recognised by an external assessment. In
2013 we were awarded the Customer Service
Excellence standard for the third year running.
In order to achieve this standard St. Leger
Homes has had to submit evidence to show that
strict criteria are being met when delivering
services to our customers. An independent
assessor then inspects this evidence and states
whether the criteria is being met or not.

2011/12

2012/13

In its Customer Service Excellence
assessment report issued in February
2013 St. Leger Homes was praised for
providing inclusive support
to tenants who are likely
to be affected by changes
to welfare benefits. The
assessor also commented
on the politeness of
staff and their clear
understanding of tenants’
needs.
Chief Executive of St.
Leger Homes, Susan
Jordan, said: “Delivering
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excellent customer service is a priority for
everyone within the organisation. I am
delighted that the hard work of our staff has
been recognised once again through this
independent assessment.”

We received 1,592 completed surveys and
feedback from these has helped shape our
Digital Inclusion Strategy. This focuses on
how we will deliver services in the future and
explores things like making the internet more
accessible and affordable.

Overall satisfaction with service
provided by landlord %
%
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80 %

80 %

81 %
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87 %

93%

60
40
20
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Results from our Tenants’ and Residents’
Satisfaction Surveys

• Our services can be accessed online.

Involving and
empowering tenants
At the beginning of the year we undertook a
review of our resident involvement service
to make sure that we were doing everything
possible to enable our customers to play a part
in shaping services.

• Our area office staff can advise on tenancy issues.

Embracing the digital era
To make sure that our services are not only
excellent today, but continue to be excellent
tomorrow, we need to embrace new digital
methods of communicating with our customers.
In January 2013, a survey was sent to all
households via our HouseProud magazine to
find out which types of digital communication
will work best for our customers. We asked
them how easy it was for them to use the
internet and which social media sites they
preferred to use. We also asked whether they
wanted to see more St. Leger Homes services
online.
10

In addition, we needed to make sure we offered
them opportunities to scrutinise our services
and the way we work, should they feel this was
necessary. So that this was done objectively
we asked an external company to carry out the
review and give us honest feedback on where
we needed to improve.
The review found that we were not meeting
some crucial elements of the standard, such
as having a successful mechanism for our
tenants to work with us at a strategic level
and to scrutinise us. It also found that, whilst
we are fortunate to have a strong Tenants’
and Residents’ Association presence within
the borough, we were not providing enough
alternative routes for people to be informally
involved.
As a result we needed to take a new approach
to involving customers, whilst still maintaining
some of our traditional methods.
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We are currently transforming the way we
engage, consult and empower our tenants
and residents. This is being achieved through
consultation with our tenants and residents,

and by changing the way our Community
Engagement Team operates.
Our Community Engagement Officers are now
based in our area teams in local offices where
they are working to engage better with our
customers. They are also giving wider support
to our communities and younger people and
raising the awareness of social housing to
encourage more people to become involved.
Projects being worked on include supporting
Junior PCSO schemes, external funding for
TARAs, setting up and running after school
activities in primary schools on our estates and
drop-in sessions at SureStart centres.

• A member of our staff discusses a local issue with a tenant.

Housing heroine
Doncaster Council tenant Maureen Tennison,
has had the hard work she does for the people
of Doncaster recognised by reaching the finals
in two national awards.

We are also forming a new strategic tenant
panel to help us make decisions and to
scrutinise our services. Details of how to get
involved will be published in our tenants’
newsletter HouseProud and on our FaceBook
site.

Maureen contributes to the wider Doncaster
community through her work as a member of
the South Yorkshire Police and Crime Panel,
as a local magistrate, and as a member of the
tenants panel for Efficiency North, she is soon
to take up a place on the board of St. Leger
Homes.

Out of hundreds of entries for each award,
Maureen reached the finals in the Tenant of the
Year category of the Housing Heroes Awards,
and the Tenant Lifetime Contribution category
of the Tenant Participation Advisory Service
Awards.
Susan Jordan said “This is fantastic news and
is well deserved recognition for the many
hours of work that Maureen puts into her local
community. Her work is of great benefit to
local people and the Doncaster community as a
whole”
Maureen was nominated for the awards by
St. Leger Homes because she has performed
voluntary work to benefit the community of
Edlington in Doncaster for more than three
decades. She has been a driving force behind a
series of community initiatives and was one of
the co-founders of Edlington Royal TARA.
Among the projects she is involved with is the
campaign to renovate the Martin Wells Lake
site, turning it into a local beauty spot for both
wildlife and the community to enjoy.

• We have supported the work of the Friends of Martin
Wells Lake who are restoring a woodland area for the use
of the community.
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Tenancy

This standard makes sure that St. Leger
Homes is making the best use of available
housing stock in Doncaster whilst
taking into consideration the needs and
aspirations of our current tenants and
potential future tenants.
To do this St. Leger Homes must be able to
offer opportunities for tenants to exchange
their tenancy with that of another social
housing tenant by way of a mutual
exchange service.
We must also offer different tenures to
tenants depending on the purpose of the
accommodation and the needs of the wider
community.

Challenging times
St. Leger Homes, along with all other social
housing providers across the country, has huge
challenges to face in the coming year due to
the Government’s changes to welfare benefits.
Several major changes come into force in
April 2013 and Universal Credit is due to be
introduced at a later date.
The main change to affect St. Leger Homes
tenants, from a housing perspective, is the
reduction to Housing Benefit for people who live
in properties larger than their requirements.
It is known as the ‘Spare Room Deduction’
and we anticipated that around 3,700 of our
tenants would be affected. This will result in
approximately £2.1million of rent per year to
be collected from these tenants which would
usually be covered by their Housing Benefit
payment.
Because of these changes, St. Leger Homes
has had a busy year in 2012 preparing to face
the challenges and to support our tenants by
helping them understand the change, and
prepare for how it will affect them. We have
delivered information and support in the
following ways:
■ V
 isiting all the 3,700 tenants that we expect
to be affected to speak to them personally
about their individual circumstances. We
discussed how much of an issue the changes
would be for them and worked to get them
12

• Members of our Financial Inclusion Team give out information
in Doncaster town centre about changes to Welfare Benefits.

the right support package to help reduce the
impact.
■ H
 olding road shows in Doncaster town centre
as well as local shopping areas such as
Thorne and Mexborough, to speak to anyone
who needed information and advice.
■ I ncluding articles within every edition of
HouseProud throughout the year, along
with a dedicated booklet in the March 2013
edition giving detailed information and
advice. The booklet ‘Are you ready for the
benefit changes?’ is available from St. Leger
Homes area offices, the council’s Civic Office
in Waterdale and from libraries across the
borough. Further information can also be
found on the St. Leger Homes website.
Staff across the organisation have also been
kept up to date on the impacts of the changes
and we have provided them with a desktop
guide so that everyone can help answer
customer concerns and signpost them to
relevant support.

Overall satisfaction with the quality of home %
%

100
80

82 %

85%

2008/9

2009/10

60

77 %

84 %

96%

40
20
0

2010/11

2011/12

Results from our Tenants’ and Residents’
Satisfaction Surveys
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Increasing Mutual
Exchange
One of the ways that we can help customers to
lessen the effects of the Welfare Benefit Reform
is to support them to move into a house that
better suits their needs.
As there is a limited supply of properties, one of
the ways we are hoping to enable more moves,
is to encourage tenants to complete a Mutual
Exchange with another tenant.
During 2012/13 we received funding from
the Department for Communities and Local
Government (DCLG) to employ 1.5 full time
staff to help us increase the number of people
registered for a Mutual Exchange.

The following boxes show our performance
and targets in four key areas, all of which
are related to the income generated from
our available housing stock. There have been
particular difficulties during 2012/13 due
to the economic environment, we expect
this to continue in 2013/14 along with the
implementation of Welfare Benefit Reform.
What we do

Target

How we are
doing

Reduce customer
rent arrears

1.4%

2%

Our target for next year (2013/14) is 2.18%
What we do

Target

How we are
doing

Through an intense marketing campaign we
rent collected
99%
97.93%
successfully increased the number of tenants on
the Mutual Exchange register to over 1000. To
further support this aim, the Mutual Exchange
process is being reviewed to make sure that
we enable people to complete an exchange as
Our target for next year (2013/14) is 97%
quickly and as easily as possible.

Allocating our
properties
Another major change that will be happening in
the coming year is in the way we allocate our
properties. The Housing Allocation Policy, which
we manage on behalf of Doncaster Council,
was due for updating because of changes in
legislation, housing industry best practice, and
local needs.
Staff within the Doncaster Home Choice
team spent 2012/13 researching what
amendments needed to be made and making
recommendations about how we could improve
our policy.

What we do

Target

Reduce rent loss
0.95%
through homes being
empty

How we are
doing
0.9%

Our target for next year (2013/14) is 0.9%

What we do

Target

How we
are doing

Evictions due to rent
arrears

25

36

Our target for next year (2013/14) is 50

These recommendations were consulted on with
Elected Members, various different customer
groups and partner organisations to make sure
the decisions were the right ones and reflected
the needs of our local communities.

Increasing the supply
of homes

There was an overwhelming agreement with
the new policy and so preparations were
made for the implementation in July 2013.
This included information on the Doncaster
HomeChoice website to tell people who will be
affected.

As the new Housing Allocations Policy is brought
in, we need to continue to support people
within the area to get a home that suits their
needs and, as demand of social housing within
Doncaster has always outweighed the supply,
we need to find new ways of providing suitable
housing.
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St. Leger Homes have been working with
private landlords across Doncaster to help
increase access to their properties and give
applicants on our waiting list the opportunity to
get into a home quicker.
Because we are managing these properties on
behalf of the private landlords, the tenants who
occupy them have these added benefits which
many other private tenants do not:
■ A
 ll private properties meet our lettable
standard
■ Access to SLHD 24 hour repair service
■ Rent is set to the Local Housing Allowance
■ Support from our Rent and Estate Officers
By the end of 2012/13, 69 properties were
signed up to the scheme.

Support for our tenants
As well as helping our tenants through the
major changes that are happening to our
services, we have continued to provide our
traditional excellent services to support them
with day to day issues.
it’s important to keep our children and
vulnerable adults safe. One area that is still and
will always continue to be, high on our agenda
is Safeguarding and we have a comprehensive
approach embedded within all our services.

SECTION
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Homes

This standard looks at the quality of the
homes which we rent to our customers
and how well we run the repairs and
maintenance service to make sure they
remain in the best possible condition.

We have a single point of contact for all
employees to report any concerns that they
have seen, heard or received and in 2012/13,
the single point of contact received 238
referrals.
This resulted in appropriate enquiries and action
being taken, including proactive partnership
work and 529 referrals to other partner
organisations that provided specialist services
as part of an agreed support plan.
Over 2012/13 we have been part of numerous
multi-agency activities. This included developing
and delivering training on current safeguarding
issues across all of our partners and working
on tasks to look at specific issues within the
community such as domestic homicide reviews,
honour based violence/forced marriage and
hate crime reporting.

10.9%

Housing Management
Approximately £3.5m includes
the costs to deal with the
collection of rent and the
recovery of any tenant arrears,
management of the estates and
time spent allocating empty
properties to new tenants

Improving homes
As part of our commitment to ensuring we
meet the Governments Decent Homes Standard
we have been continuing to deliver energy
efficiency works to over 7,000 homes, and last
year 3,274 properties were brought up to this
Standard.

Doncaster is geographically the largest
metropolitan borough in England as it
stretches across 568 square kilometres
and St. Leger Homes currently manages
Estate Management
over 20,000 properties within
this vast
accounts for 12.14% of
area.
our total expenditure

These works have included the installation of
new boilers, loft and cavity wall insulation,
and windows and doors. We have also done
more work on those properties which cannot
have cavity wall insulation because of the way
they are built, we have done this by installing
external cladding to make sure that they are
better insulated to keep tenants’
energy bills
Capital Programme
accounts for 0.93% of
down.

This housing stock is made up of a
wide range of sizes, ages and designs;
the following diagrams show how we
categorise our properties:

We also received news that the Homes and
Communities Agency confirmed the allocation
of £17million Decent Homes funding for the
financial years 2013 -15. The money will be

31.1%
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0.93%
our total expenditure
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used to transform 8,195 homes across the
borough with internal improvement work which
can include new kitchens, bathrooms, rewiring
and any necessary external work such as roof
replacement and pointing.

Overall satisfaction with general condition
of property %
%

100

This money means we can complete all of the
planned improvement work on the council
houses in the borough. A lot of our homes have
been improved already and having this money
confirmed means that we can complete the
Decent Homes Programme.

80

79 %

79 %

2008/9

2009/10

81 %

74 %

60

94%

40
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This means Doncaster’s Decent Homes
Programme – a multi-million pound revamp of
council homes – will be completed by the end
of 2015. The work has been on-going since
2006 and once completed will have seen just
over £302 million invested into council homes
in Doncaster.
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Results from our Tenants’ and
Residents’ Satisfaction Surveys

St. Leger Homes - Housing Stock

Types of Homes

Bungalow
29%
(5,891)

10000
8631

Flat
19%
(3,930)

8000

House
52%
(10,827)

53
3 Bed High Rise Flat

390
2 Bed High Rise Flat

153
1 Bed High Rise Flat

4 Bed Medium Rise Flat

3 Bed Medium Rise Flat

8

244

362
2 Bed Medium Rise Flat
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2
4 Bed Low Rise Flat

1 Bed Medium Rise Flat

54
3 Bed Low Rise Flat

2 Bed Low Rise Flat

1 Bed Low Rise Flat

3 Bed Bungalow

2 Bed Bungalow

1 Bed Bungalow

5
5+ Bed House

4 Bed House

3 Bed House

2 Bed House
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895
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1799

2000

3296

4000

2526
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Effective Repairs and Maintenance
The way we provide our repairs and
maintenance service is changing to help us
better meet this standard. Essential repairs
are still being carried out straight away, but
most other repairs will be put into a scheduled
programme which will allow our trade staff to
work more efficiently and provide better value
for money.
During 2012 we consulted with our customers
about these changes, and planned how to
put them into place in a way which would
achieve the greatest savings without causing
inconvenience to our tenants. In February
2013 we began to identify calls to our Repairs
Contact Centre into this new way of working.
As a result of our careful planning and our work
with tenants to make sure that they understood
the new system, the first team of trades staff
were ready to begin the new way of working in
April 2013.
Staff working within our Property Services
teams were also preparing to move into our
new central depot in Kirk Sandall.
This move had been one of our goals for several
years because we knew that our internal
communications and service delivery could
be improved by locating all of our Property
Services staff under one roof.

Overall Satisfaction with Repairs
and Maintenance %
%
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Results from our Tenants’ and
Residents’ Satisfaction Surveys
Staff working within our Property Services
teams were also preparing to move into our
new central depot in Kirk Sandall.
This move had been one of our goals for
several years because we knew that our
internal communications and service delivery
could be improved by locating all of our
Property Services staff under one roof.
Our depots at Armthorpe, Conisborough and
Adwick will be closing once the move has been
completed.

Our depots at Armthorpe, Conisborough and
Adwick will be closing once the move has been
completed.

33%

Responsive Repairs & Void
works
Approximately £10.6m includes
the cost to carry out repairs to
your home and to repair empty
properties before they are let.
• A St. Leger electrician checks the voltage at one of our homes
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How are we performing?
Throughout the year we carried out more than
65,000 responsive repairs and serviced more
than 20,000 boilers.

90.5% of our customers told us that they were
satisfied with the repairs and maintenance
service, an improvement of 6.5% on the
previous year.

We monitor our performance in these areas and
regularly feedback through area forums and
quarterly reports against our service standards.

Performance against the five areas that our
customers said were important to them can be
seen below:

What we do

Target

How we are
doing

What we do

Target

How we are
doing

Make and keep
repairs
appointments.

99.5%

99%

Complete repairs
right first time.

97%

96.31%

Our target for next year (2013/14) is 99.5%

Our target for next year (2013/14) is 97%

What we do

Target

How we are
doing

What we do

Target

How we are
doing

Properties with a
valid Landlord
Gas Safety
Certificate.

100%

100%

Routine repairs
completed on
time.

96%

96.17%

Our target for next year (2013/14) is 100%

Our target for next year (2013/14) is 97%

What we do

Target

How we are
doing

Emergency repairs
completed on time

99%

98.34

Our target for next year (2013/14) is 99.5%

Keeping our staff and customers safe
With our customers help, we managed to
complete our boiler servicing programme before
Christmas. This was achieved a full four weeks
earlier than the previous year, ensuring the
safety of our tenants.

This is particularly important because when
our repairs and maintenance staff are working
in our tenants’ properties they often use
equipment which could pose a hazard if not
handled in the right way.

In August 2012 we were awarded the
prestigious Five Star Health and Safety Audit
for the second year running at an awards
ceremony hosted by the British Safety Council.

The British Safety Council audit checks that we
have fully trained our staff to use equipment
safely, and that the correct procedures are
being followed when they are out on site. It
also checks our office environment to make
sure that we have minimised all risks to the
health of our staff in the workplace.

The award recognises our success in managing
the risks associated with workplace injury and
ill health.
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Organisations which achieve a Five Star Health
and Safety Audit are entitled to apply for the
British Safety Council’s highest accolade - the
Sword of Honour.

28.5%

Major & Cyclical Works
Approximately £9.2m includes
the cost to carry out
improvements/renewal works
and cyclical maintenance to
your home such as kitchen
renewals, new bathrooms and
servicing gas heating appliances

We applied and were one of just
79 organisations across the world
to be presented with the Sword of
Honour in 2012.

SECTION

4

Neighbourhood and Communities

This standard is about the way that we
work with our local partners to manage
the neighbourhoods where our residents
live.

31.1%

This includes promoting social,
environmental and economic wellbeing
Estate Management
accounts for 12.14% of
and preventing and tackling anti-social
our total expenditure
behaviour.

As a business we are committed to
making a positive contribution to the local
economy and environment. We know that
we can achieve the greatest impact by
working closely with our tenants and local
partners. One of the ways in which we
help to enhance our neighbourhoods is by
creating employment opportunities. You
can see some examples of this opposite.

Promoting economic wellbeing
Apprentices take up their roles
Six apprentices aged from 16 to 22 took up
their posts with us in 2012, after successfully
completing rigorous testing.
They were Riley O’Sullivan who is training to be
a roofer; Teal Brown, a plumber; John Smith,
an electrician; Damien Dent, a joiner; Liam
Allen and Lee Woodroffe, who are both training
to be plasterers.

with us, they will train and gain valuable
work experience in housing maintenance
and repairs, working on a range of different
types of properties, undertaking repairs and
improvement work in our customers’ homes.
The apprenticeship includes studying towards
an NVQ level 3. In addition to receiving
a nationally recognised qualification, our
apprentices will develop skills, confidence and
learn a trade.”

Nearly 200 young people applied for the six
jobs. We worked with Doncaster College to
help the unsuccessful candidates by offering
them information on college courses and a
range of other apprenticeships in the borough.
Paul Lightfoot, our head of repairs and
maintenance, said: “It is great to welcome
these young men into the business and I hope
they enjoy their apprenticeships at St. Leger
Homes. I am sure they will enjoy learning their
trades and helping repair homes for tenants
throughout the borough”
Karen Nolan, our head of organisational
capacity and support, added: “As an apprentice
18

• Our new apprentices are pictured with head of repairs and
maintenance Paul Lightfoot.
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Building for the future
We teamed up with a school and a local
construction services company to show the next
generation of tradespeople what it is like to
work in the construction industry.

& Nickels is able to make a difference to one of
the communities in which we work. This will be
a valuable experience for the students and will
hopefully aid them in their future careers.”

Denton & Nickels provide us with central
heating installation services and, as part of
their contract, we have asked them to present
Employment and Skills sessions to the students
of Balby Carr Community Sports and Science
College. This has been included in the contract
because it gives an added benefit to the
Doncaster community.
The lessons are being carried out over two
years as part of the BTEC Extended Certificate
in Construction course. They will give Year 10
and Year 12 students an introduction to the
construction industry, allowing them access to
the knowledge of industry professionals and
gain insight into the expectations of employers.
The first session focussed on Health and Safety
in construction and looked at hazards on site
through the use of pictures, activities and
discussion with the students.
Teacher Andrea Duffield, said: “It is important
for our students to meet with employers to
gain real workplace skills whilst studying their
BTEC course. The experience is very valuable
and allows students to further expand their
own knowledge and understanding of the
construction industry.”
Our Chief Executive Susan Jordan said: “I am
pleased that we are able to help these young
people learn from the experience of those
working in the construction industry. I am
delighted that, as one of our suppliers, Denton

• Work progresses on our Decent Homes
programme.

Another example of how we use our
relationship with our suppliers to benefit the
Doncaster economy is through our Decent
Homes project. The companies who have
worked with us to bring our properties up to
the Decent Home standard have employed
63% local workers on our Decent Homes
sites, where we have been delivering energy
efficiency works. They also employed 10
trainees over the course of the year, helping to
support a new generation of workers.
The next phase of Decent Homes work begins
in April 2013. Our partners for this work are
expected to employ more local workers and
young people to further support our local
economy.

Managing the environment
Cantley clean-up leaves a lasting legacy
Cantley residents are enjoying a newly
refurbished community hall and cleaner, safer
streets thanks to work carried out by local
partners in a scheme known as Neighbourhood
Alliance.
We work together with Doncaster Council,
Health, Police and Fire services on
Neighbourhood Alliance projects which focus
on different areas of Doncaster to make a real
difference.

In Cantley, Neighbourhood Alliance provided
daily police cycle patrols, home fire safety
checks, checks on underage alcohol sales and
removing alcohol from street drinkers, youth
activities at Cantley pavilion. An important part
of each Neighbourhood Alliance project involves
making a lasting change within the area.
On this occasion we provided the paint to
enable Ewood Drive Communal Hall to be
completely redecorated inside and out.
Neighbourhood Alliance is a great example of
the hard work everyone puts into improving
the lives of people living in the homes that we
manage.
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St. Leger Homes delivers gardening service
From April 2012, we took over the delivery
of the free gardening service for senior and
disabled tenants. We were not able to fund the
delivery of the service in its existing form over
the long term and so, throughout the course
of the year, we set up a review group including
several tenants and looked at future options.
The final decision was that this service could
only continue to be offered if we made a charge
to those who received it. From April 2013,
those customers who still want to receive the
gardening service will be able to do so at a
competitive cost.
Our Environmental Programme
• Members of our craft staff support residents and young
volunteers to refurbish the Victoria Hall in Hatfield.

Doncaster hall receives week long
makeover
It was just like a scene from a TV makeover
show when a community hall in Hatfield was
given a massive revamp thanks to 60 young
people from the borough and a helping hand
from ourselves and our partners.
The Victoria Hall was looking a bit jaded so a
handful of participants from the National Citizen
Service got together and decided to transform
it during the school holidays as part of a ‘Social
Action Project’.
They managed to get 60 volunteers to help
them, and we sent along a joiner and an
apprentice plumber to lend a hand.
A number of local businesses also gave the
project a boost by donating the necessary
goods for the revamp.
Craig Palmer, one of the National Citizen
Service volunteers, said: “This project is part
of our summer programme which keeps young
people busy and active.
“The 60 of us have transformed the hall in one
week, and when we needed a plumber and
joiner St. Leger Homes helped us out.”
Susan Jordan, Chief Executive of St. Leger
Homes, said: “We were only too happy to help
these young people with their project. What
they have done is excellent and we are always
keen to support projects which keep young
people focused on positive activities.”
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Our Environmental Programme looks at the
areas which will benefit from investment
to enhance the lives of local residents. The
Homestead in Bentley was an area which
suffered from a high level of anti-social
behaviour and the residents felt this was
increased by the appearance of the estate.
Following the installation of fencing in the area,
residents have said that they are now happier
with the appearance of the estate and they
have seen a decrease in incidents of
anti-social behaviour.
After listening to their views we installed
fencing in the following additional areas:
Melrose Close - Balby
Armitage Road - Balby
Untiy Flat - Wheatley
Gardenia Road - Kirk Sandall
Church Road, Brecks Lane, Graham Road Kirk Sandall
Bootham Crescent - Stainforth
New Park Estate - Stainforth
Ashfield Grove - Stainforth
Toftstead – Armthorpe

Overall satisfaction with neighbourhood %
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Promoting Social wellbeing
We manage and distribute a Positive Activities
Fund which is used to support local people
to carry out activities that will benefit their
community. Last year we spent £3,994 on
21 activities across the borough. Below
are examples of some of the projects we
supported:
■ £
 243 went to the Friends of Martin Wells
Lake to help purchase fishing equipment
for young people to use. Our estates officer
Murray Hall said: “It’s great to donate
cash to this group. The group has been
set up to encourage young people to take
responsibility and ownership of the lake and
the surrounding area and steer them away
from anti-social behaviour.”
■ £
 100 was donated to the Redmond Centre
Community Group to support this year’s
“T-Time Special”. This is a Fun Day involving
local agencies, such as the Police and
Doncaster Council, where support and advice
is offered to members of the public on a
variety of issues.
■ I n another fishy tale at the opposite side
of the borough, the Thorne and District
Angling Association were given £200 towards
their annual Children’s Fishing Competition.
The event is held throughout the summer
holidays to divert children away from antisocial behaviour and encouraging them to
take part in an outdoor activity.
Meanwhile, on the Balby Bridge Estate in our
Central Area we have worked with DARTS
(Doncaster Community Arts) and a local artist
to transform some of the walls into works of
art. We have helped to create two stunning
murals, one with an Olympics theme and
another with a forest scene which is due to
be complemented with a patch of wildflower

meadow. Many residents have told us that
the pictures have really brightened up their
neighbourhood.
As part of the review on Resident Involvement
and Empowerment we started to move our
Community Engagement Officers out into our
area offices. This has helped them to work more
closely with residents in each area and within
just a few weeks of the change we have:
■ H
 elped to secure two bids for funding
totalling £6,290 for exercise and nutrition
classes to occupy younger children during
the school holidays, and a further £840 for
a bingo machine and computer for the local
TARA.
■ E
 ngaged with more than 200 new tenants
that we would not have been able to work
with if the team was still based centrally at
St. Leger Court.
■ B
 uilt stronger relationships with partner
agencies to coordinate and improve
engagement activities. This has included the
new Junior PCSO (Police and Community
Support Officer) scheme in the central area
which has been a great success.
■ B
 uilt relationships with local schools to
highlight a range of services we can offer
to parents and tenants that they may not
have known about. These include drop-in
sessions with our Financial Inclusion team
and Safeguarding teams.

7.8%
Estate Services
Approximately £2.5m
was spent on things
such as, keeping
communial areas clean
& tidy, monitoring of alarms/
CCTV and grounds maintenance
of the estates where you live

• Young anglers from Thorne enjoy their awards event following a summer competition which we supported.
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Preventing and Tackling anti-social behaviour(ASB)
The Respect (ASB) Charter for Housing is a
key part of the Government’s Respect Agenda.
This aims to ensure that local agencies
tackle unacceptable behaviour and its causes
in order to improve the quality of life for
residents, particularly those living in the most
disadvantaged communities.

What we do

Target

How we are
doing

Satisfaction with
93%
handling anti-social
behaviour complaints

86%

What we do

Target

How we
are doing

Introductory
Tenacies NOT
converted due to
anti-social behaviour

1%

0.76%

In 2012/13 we carried out a review of our
services in tackling anti-social behaviour
against the Respect Charter.
The result was positive as we were working
to achieve all seven core commitments. We
will now become a voluntary signatory to the
Charter, making a public declaration on our
commitment to provide a high quality ASB
service and that we are accountable to tenants,
residents and local communities for its delivery.

Balby football project nets a donation from St. Leger Homes
We donated £1,500 to support a football-based
programme for young people in Balby.
The money, from our Positive Activities Fund,
went to the Kickz Project which is a national
programme set up by the Premier League
and delivered locally by Doncaster Rovers’
community coaches. It aims to tackle the issue
of young people getting involved in anti-social
behaviour.
The first phase of the scheme involved free
evening football coaching sessions at Balby Carr
Community Sports and Science College. As well

as honing their ball skills, those who attended
heard short talks by Police and Fire Officers on
subjects such as drug and alcohol abuse and
the dangers caused by deliberately starting
fires.
The sessions attracted up to 60 participants,
and plans are now underway to add further
football training as well as other activities
designed to encourage more girls to take part.
On a national level, there has been a reduction
in anti-social behaviour throughout Kickz
areas of up to 60%, and almost 400
young people have gone on to gain
employment within one of the 42 club
community schemes.
Our Chief Executive Susan Jordan said:
“I am delighted that we are supporting
the Kickz Project, which is helping
to build safer, stronger and more
respectful communities in Doncaster.
The project is an imaginative way of
encouraging young people to meet with
police and fire officers and understand
the dangers of getting involved in antisocial behaviour.”
• Young people from Balby have enjoyed free
evening football sessions as part of the Kickz
Programme. We sponsored the scheme, which
was run by Doncaster Rovers Foundation
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SECTION

5

Value for Money

This standard looks at how well we
manage resources economically, efficiently
and effectively to provide quality services
and homes. It also looks at how we plan
for and deliver on-going improvements in
value for money.

Managing resources
■ W
 e have made efficiencies in our
management fee year on year since 2010/11
■ T
 he management fee from the Housing
Revenue Account (HRA) was reduced by
£2.0m in 2012/13
■ W
 e have returned surpluses to the HRA
in almost every year, the total surpluses
returned is more than £6.4m
■ O
 ur savings are being reinvested into the
Housing Capital programme
■ W
 e have a programme of business
improvement reviews

Overall satisfaction with rent offering good
value for money %
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Results from our Tenants’ and Residents’
Satisfaction Surveys

Delivering value for money
We strive to embed value for money in
everything that we do, including the decisions
that we make and the services that we provide.
It is also important to us that our customers
benefit from this ethos, an example of this is an
initiative which we rolled out in March, where
St. Leger Homes of Doncaster and the Council
worked together to help Doncaster residents
save money on their gas and electricity bills.
A scheme called YORSwitch “Cheaper Energy
Together” used the power of group buying to
get a better deal from energy suppliers. The
scheme worked by getting as many Doncaster
residents as possible to register their interest
and then asking energy suppliers to offer their
very best price to the group.
1,265 people registered with the scheme,
the majority of which were St. Leger Homes
tenants.
We helped more than 200 of our customers

register over the phone and visited 86 of our
customers to help them register in their homes.
Average savings across the ten energy tariffs
ranged from £25 to £148 with an additional
benefit that our customers didn’t have to
spend time shopping around for the best priced
energy tariffs.
Making savings and providing an improved
service
An excellent example of where we have
made changes, realised savings and provided
additional benefits to our tenants (customers)
is the Sheepdip Lane project, where we
removed the district heating scheme and
replaced it with individual boilers.
This scheme, where energy costs were greater
than the income received, will now provide
annual savings in the region of £150k as well
as the tenants benefitting from individually
controlled heating systems.
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How we spend the money
Where we spend the money
2012/13
Housing
Management
£3,508,153

Support Service
Functions
£6,343,390

Where we spent the money
2011/12

Estate Services
£2,522,066

Support Service
Functions
£6,569,974
Responsive &
Void Works
£10,619,918

Housing
Management
£3,790,629

Estate Services
£2,478,002
Major & Cyclical
works
£7,901,397

Major & Cyclical Works
£9,160,029

Responsive &
Void works
£11,784,532

Our plans for 2013/14
2013/14 will be about successfully
implementing changes to the way we deliver
our services and working with Doncaster
Council and our customers to minimise the
impact of Welfare Benefit reforms.
In terms of the budget for 2013/14, we have
identified £2.7m of savings.
We are on track to deliver against our 2013/14
budget and we are already beginning to identify
the efficiencies that moving to one depot for
Property Services will bring. All areas of the
business continue to look for further efficiencies
as well as dealing with new pressures, for
example the phased implementation of Welfare
Benefit Reform.
1. E
 nsuring we continue to deliver value
for money services in a changing
environment will remain a priority for
2013/14 and we will:
■ C
 ontinue to work closely with other
organisations to ensure we deliver services
to the right standard and at the right cost
■ D
 evelop and invest in staff and systems to
aid delivery of value for money services
■ D
 evelop a digital inclusion strategy and
action plan
■ E
 xpand our programme of business
improvement reviews across the business
2. A
 ddressing the impact of Welfare
Benefit Reforms on our customers
■ C
 ontinue to monitor and assess the impact
of Welfare Benefit Reform and deliver the
outcomes from the Welfare Benefit Reform
Steering Group Strategic Action Plan

■ C
 ontinue to develop and implement a tenant
training programme
■ C
 ontinue to assess the longer term impact in
terms of stock levels and arrears policy
3. S
 upporting communities and individuals
by tackling crime and anti-social
behaviour, and providing support to
sustain tenancies
■ Develop Neighbourhood Plans
■ Support the Stronger Families Initiative
■ M
 onitor and implement planned changes to
Anti Social Behaviour legislation
■ A
 chieve ‘Respect – Anti Social Behaviour
Charter for Housing’ accreditation
4. M
 aintaining and improving homes and
properties by investing wisely and
managing effectively
■ Review our 30 year investment plan
■ S
 upport Doncaster Council to deliver a new
build programme by providing advice on type
and location to meet housing needs
■ S
 upport Doncaster Council in delivering
better energy efficiency to homes across the
borough
5. D
 eveloping and supporting
opportunities for new business growth
and diversification
■ S
 upport and provide training and sustainable
employment opportunities for local people

St. Leger Homes of Doncaster Ltd
St. Leger Court
White Rose Way
Doncaster
DN4 5ND
www.stlegerhomes.co.uk

