
Welcome to the summary version of our Annual
Review 2020/21. Over the next four pages we
will be taking a look back at how we have
performed during the past year, the services we
have provided and the challenges that we have
faced along the way. There is also a short film
you can watch at www.stlegerhomes.co.uk with
some of the highlights from the past 12 months.

We produced our first annual review over 30 years ago and,
when we look back at last year, we have to say it’s probably
been one of the most challenging years for St Leger Homes
– but more importantly it’s also been a much more
challenging year for you. Some of our tenants have suffered
in many different ways due to the Covid-19 pandemic,
and throughout the year we have continued to do our best
to help and support in every way that we can.

Despite the impact of Covid, we managed to keep all of our
critical frontline services going and operated emergency
services 24 hours a day, seven days a week, every day of
the year. Although initially we had to put gas servicing on
hold for a small amount of time we ended the servicing year
by making sure that 100% of our properties received this
vital safety check.

As well as this, we also went beyond what we normally do
and gave extra help to not only our tenants but the wider
community during these unprecedented times. We worked
with Doncaster Council to make over 16,000 telephone calls

to vulnerable residents across Doncaster to check on
people’s welfare and see if they needed any help. Our staff
began supporting people by helping collect their shopping
and by collecting medicines and prescriptions for those who
were isolating or found it difficult to get out. We were
extremely aware that due to the need to isolate, for some
this had an acute impact on their mental health. We worked
with partner organisations to refer customers to other
agencies for the support that they needed to get through
what were particularly tough times.

I am proud of the work that we were able to do to give
people extra care and support when they needed it most,
and proud of our communities for supporting each other
during the last 12 months. I hope you enjoy reading this
Annual Review.
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How your rent
was spent

Dave Richmond
Chief Executive

Dave Wilkinson
Chair of the Board

Number of new
tenancies

1,113
Number of people

on the housing
waiting list

8,104
££

Investments and improvements to your home £26.61
Cost of borrowing £11.45
Housing management £17.41
Payments to other council departments £2.20
Rents, rates, taxes £1.40
Repairs and maintenance £12.81
Total average rent payment £71.88
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Repairing and looking after your homes

Throughout the pandemic we provided an
emergency repairs service 24/7, ensuring our
tenants got the assistance with repairs and
maintenance they needed, whilst working in a
Covid secure way. We are proud that one of
our Gas Team apprentices, Owen Cooper,
was named Apprentice of the Year at the
Doncaster Business Awards – with particular
mention given to the work Owen and others
have done to assist vulnerable tenants in
challenging situations.

Owen,
Gas apprentice:
“I wanted to become a gas
fitter because I love working
with my hands and the
challenge of overcoming
obstacles each day is really
satisfying. The satisfaction
from helping customers out
and seeing them happy also makes me happy.

Our work makes a difference for customers because if their
boiler breaks down we’re there to fix it for them or give them
a new heating system so they can keep on having heating
and hot water, which is something we take for granted.”

Barry, tenant:
”They did the new fascia
and soffits, and instead of
pointing the chimney stacks
they asked me if they could
take them down in
agreement with my next
door neighbour – and we
said ”Yes, take them down”.
So they took the chimney
stacks down and put a new roof on, took the old slates off,
gave me a new door, one or two new bricks here and there,
and basically I’m over the moon with it!

St Leger Homes came and they have done a brilliant, brilliant
job – nothing was too much trouble for them. I kept out of
the way and let them get on with it and they cleaned up after
themselves every day.

They were on time, if I needed to ask them anything they
would tell me what they were doing and why they were
doing it – they just got on with the job.

They have done really, really, well and it looks brilliant –
everybody who walks up the street has a look at it!”

Repairs completed
Right First Time

99.2%
Percentage of emergency
repairs completed within

timescales

98.7%

Goods and services
sourced from South

Yorkshire

82%
Gas servicing

completed

100%
Investments and
improvements to

your home

£19.1m

£

Number of repairs
completed

61,204

Number of investments
and improvements to

homes

3,155
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Supporting our customers

Throughout the last year, we have helped
more customers than ever before and
wherever possible have gone the extra mile to
make a positive difference during these
difficult times.

We worked hard to ensure that during the pandemic no-one
had to sleep rough – providing emergency accommodation
and housing solutions wherever it has been needed.
Alongside this, we focused our services to help give the
support needed to help prevent homelessness arising in the
first place.

Through our Tenancy Sustainability Team and others,
we have risen to the challenge of rising unemployment
nationally and numbers who were on furlough by offering
tailored support to tenants facing financial difficulties –
this assistance has helped people manage their debts
appropriately, ensure bills are paid on time and get advice
and assistance for any other challenges in their lives.
We also worked with Doncaster Council to offer a rent
payment holiday for those tenants who needed it.

We are pleased to say we also secured the Government’s
Customer Service Excellence accreditation for the eleventh
year in a row – increasing the number of elements we have
in the highest ‘Compliance Plus’ category.

Due to unforeseen impacts of the pandemic, we have seen a
small rise in the number of complaints from the previous
year and are using the learning from these to improve the
service we offer to our customers going forward.

Following the UK’s exit from the European Union, we gained
accreditation from the Home Office to provide immigration
advice about the EU Settlement Scheme. We then contacted
tenants to ensure all EU nationals had applied and to offer
support where required.

Jane, tenant:
“The Tenancy Sustainability Team were amazing – they went
through my income and expenditure, maximised my income,
got rid of subscriptions that I wasn’t using and had forgotten
that I even had. They helped me to learn what benefits
I needed to apply for, how to apply for them and what forms
I needed to fill in. They came and helped me fill those forms
in and then as time went on they helped me to move,
helped me to get housing adaptations – the list is endless.

The future now is a lot more positive. I’m completely out
of rent arrears and my debt has reduced, it’s a fraction of
what it was when I first got out of hospital. My house is safe,

Welfare Reform Support
Fund given to help

people move into more
affordable homes

£91,406
Households prevented

from becoming
homeless

604

Antisocial Behaviour
cases successfully

resolved

1,702
Financial gains

secured for tenants

£566,654

number of households
we re-housed

804

£
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I’m not at risk of losing that
now and I can concentrate on
getting better.”

Christian, tenant:
“I was lost, I didn’t know what
I had to do. Without the help
of the team I might have had to
go begging on the street with
my family.

The problem was I cannot read and write very well.
The Tenancy Sustainability Team helped me to sort out the
problems. They told me what I needed to do, filled out all the
paperwork and sorted out every problem.

The future for me is that I have got my benefits back – I can
shop, pay my bills, I can go on holiday again. It is beautiful
now to have my freedom back so I have to say to them both
and to St Leger Homes thank you very much from me and
from my family.”
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Keeping our customers safe

One of the biggest priorities we have at
St Leger Homes is looking after the safety of
our tenants, so it was brilliant news that we
managed to achieve the British Safety
Council’s 5 star Health and Safety Award for
the tenth year running. We also secured the
ISO 45001 accreditation which is the
European standard on health and safety.
Achieving both of these prestigious health and safety awards
and accreditations shows how committed we are putting the
safety of our tenants and staff members above all else.
It is also a recognition of the many systems we have put in
place to make sure that we continue to improve the way we
manage health and safety within our organisation as we
move into the future.

We have talked to you and listened to your views to ensure
that we keep you safe. We have sent out tailored information
to ensure those tenants who live in high rise accommodation

know what to do in the event of a fire. We carry out yearly
gas and solid fuel servicing checks and have a 5 year
programme of electrical testing to keep people safe in
their homes.

Rodger, tenant
“I’ve been involved with
St Leger Homes for quite a
long time and now chair the
forum for the high rise
tenants in Doncaster,
which has become
important because of the
Grenfell disaster in London.
We’ve been lucky in
Doncaster because
St Leger Homes are top notch regarding providing services.
In the high rises we have had new fire safety doors and
sprinklers installed.”

Looking to the future

Thank you for reading this summary of our Annual Review 2020/21 – we hope you found it interesting. If you
would like to watch the film of this year’s Annual Review you can find it on our website www.stlegerhomes.co.uk.

Over the next year we will continue to grow and improve the
services that we provide for customers. This includes adding new
features to the My Access section of our website to give people
more freedom in the way that they use the services that matter
most to them. We are also moving forward The One Project
(TOP) which will bring many improvements to our computer
systems that will enable us to offer a faster and more efficient
service for people.

Following on from the Government’s Social Housing White
Paper which was released in November 2020, we will also be
working to improve the way we engage with and listen to tenants.
We want to ensure we always listen to the views and experiences
of our tenants, so please do get in touch if you want to have more
of a voice and get more involved.

We know that there will be many changes ahead as we move
forward from the challenges of Covid, but we want to make sure
your voice is always heard and the services we provide always
meet your needs.
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