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A few words

Hello and welcome to our new look Annual Review.
We asked our tenants and customers what information was 
important to them and how they would like it presented… 
so here is a much clearer, brighter and easier to read 
document.

2013/2014 has been an interesting, challenging and 
successful year. Some highlights include:

■   The renewal of our Management Agreement with 
Doncaster Council for five years with an on-going five 
year rolling contract.

■   The launch of our World of Work Academy which grows 
from strength to strength.

■   Working hard with our tenants to help them cope with the 
challenges of benefit reform.

■   Receiving accolades for our Customer Service 
Excellence and for our Health and Safety work.

We continue to deliver the services which matter most to 
our tenants and customers, and are proud to do so.
But, enough from us – let the Annual Review do the talking, 
we hope you enjoy it!

Best wishes

Susan Jordan    
Chief Executive of St. Leger Homes of Doncaster

and 

Alan Tolhurst
Chair of the St. Leger Homes of Doncaster Board

By Susan Jordan and Alan Tolhurst

Cover photo: Homes we manage in Rossington
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We have worked with St. Leger Homes over several months 
to put together this Annual Review. 

Our aim has been to design a customer-led publication 
which helps people to find out more about St. Leger Homes 
of Doncaster. This is important because the company’s 
work affects the life of many people living in our town. 
 
St. Leger Homes manages around 21,000 Doncaster 
Council houses and supports lots of projects to help 
improve quality of life in our communities. It also works 
with its tenants who ask for help to prevent falling into debt 
and rent arrears, and this has been particularly important 
following the changes to benefits in April 2013.

This document looks at the company’s performance from 
April 2013 to March 2014. It covers subjects including 
repairs and maintenance, Decent Homes work, customer 
satisfaction, and how the company has spent money and 
made savings.

We have truly enjoyed creating this new style of Annual 
Review for the benefit of all of our fellow tenants and 
residents across Doncaster. We hope you will find it both 
interesting and easy to understand. To see who has helped, 
turn to page 27.

We are writing on behalf of two organisations which exist to 
make sure that local people receive a great service from  
St. Leger Homes. They are:

■   The Doncaster Federation of Tenants’ and Residents’ 
Associations

■   The Tenants’ and Residents’ Involvement Panel (TRIP)

We are pleased that our organisations have recently   
forged strong relationships with each other and with   
St. Leger Homes. 

TRIP was formed during the year in response to changes in 
the way scrutiny of services needed to be carried out in line 
with the Localism Act. (Scrutiny means looking closely at 
the way services are delivered and making sure they are as 
good as they can be.)

The Doncaster Federation has played an important role 
in the town for many years. During 2013/14 it has been 
through a period of development which has led to new ways 
of working with St. Leger Homes. Because it represents 
TARA groups across Doncaster it can help St. Leger Homes 
to stay closely in touch with the needs of local people.

We look forward to another productive year of working on 
behalf of the people of Doncaster.

By the Annual 
Review Panel

By Ken Barron and Betty Clayton

Ken Barron is Chair of Doncaster Federation of Tenants’ and 
Residents’ Associations, Betty Clayton is Chair of TRIP
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The standards

1
2
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5

Involving our customers

Tenancy

Homes

Neighbourhoods and communities

Value for money

Getting you involved in how we shape our services.

The Government has set five ‘standards’ that tell us what we are expected to achieve. These are:

How we make the best use of the available housing in Doncaster, 
taking into account your needs and those of future customers.

The quality of the homes we rent and how well we run our repairs 
and maintenance service.

How we work with local organisations and businesses to manage the 
neighbourhoods where you live, including tackling anti-social behaviour.

How we provide value for money.
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Being involved

Looking at our services

In 2013 our new independent tenants’ panel 
was formed. The purpose of the Tenants’ and 
Residents’ Involvement Panel (TRIP) is to look 
closely at the work we do to ensure we deliver 
the best possible services to our tenants.

We have supported TRIP in a number of ways, 
including increasing their knowledge of our services 
and helping them to achieve their Housing Sector 
Governance Award from Derby University.
 
We also work closely with Tenants’ and Residents’ 
Associations (TARAs) across Doncaster, and with 
their representative body the Doncaster Federation 
of Tenants’ and Residents’ Associations.

We have always put customers’ views at the heart 
of our work to improve our services and support 
local communities. During the year we continued 
to encourage our customers to get involved, and 
to support them in doing so. We have a range of 
easy ways to give us feedback and help shape our 
services.

We supported lots of great projects run by 
community members through our Positive Activities 
Fund and other programmes. You can find out more 
about these on page 18.

TRIP members discuss an issue at a meeting in March 2014

60%

Of tenants agreed that services had 
got better in the last 12 months

More than 20,000 repairs appointments 
were kept and resolved in 2014

20k
19

19 apprentices have found full-time
employment through World of Work

Last year we
spent £6.25m
on revamping
your homes
under the decent
homes standard

6.25m
£ £

£
£
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Of tenants agreed that services had 
got better in the last 12  months

More than 20,000 repairs appointments 
were k ept and resolv ed in 20 14
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4,000
Tenants gave us feedback through 
focus groups and surveys
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Satisfied with our overall service

92.1%

92.9%

90%

94.2%

86.6%

90%

Satisfied with our repairs service

Overall quality of your home

Satisfied with your neighbourhood

General condition of your home

Your rent is value for money

O N E  P OU
N

D
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N
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1,000 tenants gave their views in our Annual Satisfaction Survey:

The survey was carried out through telephone interviews by an independent organisation.

Satisfied Satisfied

Agreed
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202
The number of complaints we received
because we took too long to respond 
to you

184
The number of complaints we received
about our members of staff

119
The number of complaints we received
about how we’ve kept in touch

294
The number of complaints we received
about how we deliver our services

The grey boxes on this page show the main things 
people complained about. The blue box shows 
customers who said ‘thank you for great service’.

We received a total of 1,021 complaints during the 
year, each of which were fully investigated. 

During 2013/14 we responded to 235,000 calls 
and visits about repairs, choice based lettings, 
and tenancy and estate issues.
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332
We were delighted to receive 332 comments about 
how well we had performed

Being involved
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Members of the Denaby Diggers harvest a crop from the garden run by Craganour Tenants’ 
and Residents’ Association. The garden was set up as part of our Budding for Sustainable 
Food project (more details on page 18)
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Tenancy
Safeguarding people

We work with other agencies to protect the safety 
and well-being of vulnerable people living in 
Doncaster. One way we do this is through training 
all of our staff to recognise the signs of abuse 
and to report any concerns they may have that 
someone is being abused.
 
There are different types of abuse including physical 
harm, sexual abuse, taking money or keeping 
someone without enough money (financial abuse), 
neglect, and discrimination. Our staff know how to 
spot the danger signs and are always willing to give 
a helping hand to people who may be suffering from 
abuse.
 
We dealt with 212 safeguarding cases and made 500 
referrals to other support agencies during the year.
 
We are members of the Doncaster Safeguarding 
Children Board and the Doncaster Safeguarding 
Adults Partnership Board, and this means we can 
work together with others to help prevent abuse and to 
support victims.
 
■   If you have concerns about domestic abuse you 

can telephone 0800 4701 505 or visit 
    www.doncasterdomesticabuse.co.uk .

Doncaster Council awarded us a new five year 
rolling Management Agreement contract to 
include new services such as right-to-buy and 
homelessness. This is a sign that the Council has 
confidence in us.

We need to be sure that we make the best use of our 
homes whilst taking into consideration the needs and 
aspirations of our tenants. 

To do this we offer opportunities for tenants to exchange 
their tenancy with that of another social housing tenant 
through a mutual exchange.

More than 20,000 repairs appointments 
were kept and resolved in 2014

20k

Around 750,000 children grow up 
witnessing domestic abuse

Last year we
spent £6.25m
on revamping
your homes
under the decent
homes standard

750k

£ £
£
£

61
Through our Private Landlord Service 
we helped xx people move into 
affordable homes.

Around 750,000 children grow up 
witnessing domestic abuse

750k

1,510
The number of new tenancies started

FOR
SALE

To apply for a Doncaster Council property 
visit www.doncasterhomechoice.co.uk 
or  telephone 01302 862 628.
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56
More than 20,000 repairs appointments 
were kept and resolved in 2014

20k

32
Through our Private Landlord Service 
we helped 32 people move into 
affordable homes*

Around 750,000 children grow up 
witnessing domestic abuse

Last year we
spent £6.25m
on revamping
your homes
under the decent
homes standard

750k

£ £
£
£

Eviction is a last resort, but we had to 
evict tenants from 56 homes. 
44 were because of rent arrears, the other 
12 because of breach of tenancy such as 
sub-letting and anti-social behaviour

6
Through our commitment to the 
Military Covenant and changes to our 
allocations policy we rented 6 homes to 
Service Personnel who left the armed 
forces during the last 5 years

61
Through our Private Landlord Service 
we helped xx people move into 
affordable homes.

Around 750,000 children grow up 
witnessing domestic abuse

750k 71

£735,000

1.99million£
£ The amount of rent collected

Amount of rent we didn’t collect because 
homes were empty

The amount owed 
in unpaid rent

FOR
SALE

We dealt with 212 safeguarding cases

212

Evictions

million
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evict tenants from 56 homes. 
44 were because of rent arrears, the other 
12 because of breach of tenancy such as 
sub-letting and anti-social behaviour

6
Through our commitment to the 
Military Covenant and changes to our 
allocations policy we rented 6 homes to 
Service Personnel who left the armed 
forces during the last 5 years

61
Through our Private Landlord Service 
we helped xx people move into 
affordable homes.

Around 750,000 children grow up 
witnessing domestic abuse

750k 71

£735,000
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£ The amount of rent collected

Amount of rent we didn’t collect because 
homes were empty

The amount owed 
in unpaid rent

FOR
SALE

We dealt with 212 safeguarding cases

212

Evictions

million

*Where the rent comes within the Local Housing Allowance
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In 2013 the Government made significant 
changes to benefits, including the spare room 
deduction to Housing Benefit.

A Welfare Reform Support Fund was set up to help 
our tenants who are struggling to pay their rent as a 
result of this change. It provides short-term support 
to people while they make changes which will make it 
easier to pay their rent in future years.

We are also supporting those affected by:

■   Working with South Yorkshire Credit Union (SYCU) 
to encourage local people to open accounts.

were
evicted

 left of their 
own accord

12 6

moved to other
properties

completed a
mutual exchange

111 62

We have helped to move and exchange 173 tenants who 
have been a�ected by the changes to welfare bene�ts.

The number of tenants a�ected by the spare room deduction to 
Housing Bene�t who we helped through the Welfare Reform Support Fund

This included:

which led to

561
Helping people who wanted to 
stay in their homes to manage their 
money so they could a�ord to 
pay their rent

Helping people to move to smaller 
homes which they could 
a�ord under the new 
Housing Bene�t rules

Benefit
support

SYCU and Moneywise attend an open day to give advice on banking and saving

■   Working with Doncaster Refurnish to try to cover the costs of 
moving.

■  Referring people to other money advice services.
■    Running a Money Madness training course to encourage 

people to think about what they spend.
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were
evicted

 left of their 
own accord

12 6

moved to other
properties

completed a
mutual exchange

111 62

We have helped to move and exchange 173 tenants who 
have been a�ected by the changes to welfare bene�ts.

The number of tenants a�ected by the spare room deduction to 
Housing Bene�t who we helped through the Welfare Reform Support Fund

This included:

which led to

561
Helping people who wanted to 
stay in their homes to manage their 
money so they could a�ord to 
pay their rent

Helping people to move to smaller 
homes which they could 
a�ord under the new 
Housing Bene�t rules

SYCU and Moneywise attend an open day to give advice on banking and saving

Our area office staff can direct customers to help with benefits support



14

Homes

We manage 21,000 council homes efficiently 
and aim to provide a repairs and maintenance 
service that offers value for money and is fair to 
all tenants.

In addition to our standard repairs and maintenance 
we entered the final phase of our Decent Homes 
programme.

We have changed the way we run our Garden 
Maintenance Service so that it is now available to all 
of our tenants. The service is competitively priced and 
is particularly helpful to customers who find it difficult 
to carry out physical work themselves.

The total number of repairs that 
we completed

70,844

Emergency repairs carried
out

6,942

Completed gas servicing in 
properties with a gas 
appliance

100%

Scheduled repairs carried
out

10,946

The number of extra visits
we had to make in order to
gain access for servicing

2,815
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A trades worker installs a new tap
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Decent
Homes

We began the final two-year phase of our 
programme to bring all properties up to the 
Doncaster Decent Homes Standard. This 
includes more than £32 million worth of 
upgrades transforming over 6,000 homes.

Our surveyors inspected the properties and decided 
which ones needed the improvements. They include 
refurbishing kitchens and bathrooms, rewiring, roof 
replacement and pointing.

We are working with two construction partners to 
carry out the upgrades. As part of their contract 
these companies are supporting the Doncaster 
community by using local workers and suppliers. 

We have also used our own trades staff to deliver 
some of these upgrades.

Improving neighbourhoods

As well as upgrading homes we have invested 
£779,000 in improving the area around the properties 
we manage. This has included installing fencing 
around communal areas where our tenants had 
asked for an extra level of security. Other projects 
included:

■   Increasing security for tenants in our flats at Galsworthy 
Close, Balby, by installing new communal entrance doors. 
We also fenced in the area around the blocks.

■   Creating parking spaces for tenants who live in our 
bungalows for older people at Almond Avenue, 
Armthorpe. There was too little space to park on the road, 
and some residents needed to park closer because of 
mobility problems.

New parking spaces near our bungalows for older residents
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23
New roof structures

Bathrooms fitted

Kitchens fitted

The number of homes
where we fitted new 
external doors

Lifts refurbished

Homes re-wiredBoilers replaced

4

387

238
1,833

1,152

731

The final phase of our Decent Homes programme is under way across the borough. During the year this included:

New parking spaces near our bungalows for older residents
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Neighbourhoods 
and communities

We want to help everyone living in Doncaster’s 
communities to feel safe and have opportunities 
to get the most out of life. To achieve this we 
support activities for young people which give 
them things to do during evenings and school 
holidays, rather than playing close to housing 
which sometimes upsets older residents.

We have also worked with other organisations to help 
young people learn more about the dangers of getting 
involved in anti-social behaviour, and to understand 
what the Police, Fire Service and others do to protect 
people.

The projects we have supported include Junior 
PCSO (Police Community Support Officer) schemes, 
providing equipment for young people’s sports teams, 
and sponsoring a free football coaching programme, 
‘Kicks’, which is run by Doncaster Rovers.

We also aim to help people of all ages take part in 
activities together. Our Budding for Sustainable Food 
project has achieved this, with hundreds of people 
aged from toddlers to the over-80s working together 
on community vegetable gardens.

We have a Positive Activities Fund which gives 
grants to locally run groups which are improving their 
communities. During the year this has included a 

boxing club in Rossington, junior fishing events in Highfields 
and Thorne and a drop-in centre run by the Roma community. 
We also helped Balby West TARA to stage their a community 
talent contest – see page 21.

Our community engagement and estates officers spend as 
much time as possible meeting local people and working with 
our partner organisations. Because of this we hear about any 
problems which may be affecting neighbourhoods and we 
can help to sort them out.

Keeping in touch

We want to make it as easy as possible for our customers to 
contact us, including through computers and smart phones. 
We launched the ‘My SLHD’ mobile app which can be used 
to pay rent, report repairs, or tell us about any problems with 
anti-social behaviour. 

Over the next year we will make it even simpler for tenants 
to report issues and find answers to questions through our 
brand new website. 

Pupils in Mexborough enjoy our after-school club looking at life skills
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We supported residents in Balby Bridge who transformed their area with a muralPupils in Mexborough enjoy our after-school club looking at life skills
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Pupils from Woodfield Primary School celebrate success in their 
Junior PCSO scheme Bread making as part of our food project

Young people take part in free football coaching sessions in BalbyEnjoying a Cook and Eat session in Moorends as part of our food project
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Balby West Tenants’ and Residents’ Association staged a community talent contest at the new CAST theatre

Bread making as part of our food project

Young people take part in free football coaching sessions in Balby
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Our World of Work Academy launched this year 
with great success. The scheme is especially 
for our customers and their family members, 
and helps people who are looking for work.

The scheme includes:

■   Two week employability courses at Doncaster 
College 

■  Work experience placements
■  Paid 6 month work placements
■  Apprenticeships
■   Help to apply for suitable jobs with us and other 

employers.

Daniel (pictured opposite) spent time on work 
placement in our repairs and maintenance 
warehouse. He read about the scheme in our 
customer magazine, Houseproud.

Daniel said: “I was out of work and having a really 
hard time. 

“This isn’t an opportunity everyone gets and the 
prospect of getting real, valuable and structured 
support to get back into work isn’t something you 
find every day. This was a fantastic opportunity and 
let’s be honest, it’s what you make of it.”

World of
Work Academy

World of Work graduates with Mayor Ros Jones, our Deputy Chief Executive Judith Jones 
and representatives from our partner organisations in the project
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Daniel Simpson took part in our World of Work scheme
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Value for
money
We know how important it is to get the very best 
value from every pound we spend. In 2011/12 we 
committed to saving £8 million over the following four 
years. We are on target to achieve this.

What will the savings help deliver?

The money we have saved will contribute to Doncaster 
Council’s programme to build 240 new council homes over 
the next five years. 

Our efficiency savings have also made it possible to set up 
the Welfare Support Fund which is helping our tenants who 
have been affected by the recent changes to benefits.

The rents that we charge

The average rent we charge is the lowest of all council 
housing providers in South Yorkshire, and this has been 
the case for several years. As you will see in the results of 
our Annual Satisfaction Survey (shown on page 7) 90% 
of our customers told us the rent they paid was value for 
money.

Working more efficiently on non-urgent 
repairs

This was the first full year in which we carried out 
non-urgent repairs under our new Scheduled Repairs 
Programme. This means that we plan ahead so we can 
carry out a large batch of non-urgent repairs in one area 

of Doncaster at a time. Before this our trades workers had 
to travel longer distances between homes where repairs  
were needed. The new way of working saves time so more 
repairs can be completed each day.  It also costs less 
in fuel for our vans, and driving less is also better for the 
environment.

Making savings through the way we 
procure materials and services

During the final 2-year phase of our Decent Homes 
programme (April 2012 - March 2015) we will save over 
£5 million by negotiating with our building contractors and 
finding better ways of working. Our procurement team has 
already made a saving of approximately £4 million through 
effective management of contracts, more cost-effective 
use of resources and improved negotiations for the cost of 
materials. 

The procurement team deals with buying materials and 
managing our external contracts.

60%

Of tenants agreed that services had 
got better in the last 12 months

More than 20,000 repairs appointments 
were kept and resolved in 2014

20k
19

19 apprentices have found full-time
employment through World of Work

Last year we
spent £6.25m
on revamping
your homes
under the decent
homes standard

6.25m
£ £

£
£
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£8million
savings

+

By saving at least £8 million over 4 years we are helping 
towards building new council homes, and have also helped 
set up a Welfare Reform Support Fund
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£8million
savings

+

By saving at least £8 million over 4 years we are helping 
towards building new council homes, and have also helped 
set up a Welfare Reform Support Fund

We manage around 21,000 homes on behalf of Doncaster Council.
The savings we have made will go towards building extra council homes
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Apprentices
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24
The number of apprentices we were training during 
the year

We are very proud of our high quality trades 
apprenticeship programme. We train our 
apprentices to National Vocational Qualification 
(NVQ) Level 3; they learn though on-the-job training 
and college courses. 

In 2013/14 three of our apprentices were recognised for 
their skills and hard work. They were:

Lloyd Marshall, regional winner in the JTL Heating and Plumbing Apprentice Award

Michelle White was Leeds 
College of Building Gas 
Installation and Maintenance 
Apprentice of the Year

Laura Harrison-Ambler, was 
chosen as an ambassador 
for women in the 
construction industry
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We are committed to providing a high quality service 
in everything we do. We have received a range of 
awards and accreditations which show how our 
work has been judged by other organisations.

These include the British Safety Council Sword of Honour.
We are one of just a handful of organisations across the 
world to achieve this award for excellence in Health and 
Safety management. We were delighted to receive the Sword of Honour 

for the third year running.

David Anderson   tenant
Marilyn Anderson  tenant
Frank Knapton   resident
Jean Blunt    tenant
Ken Barron*    resident
Ernie Plaistow *  resident
Cliff Winfield   tenant
Paul Martin   tenant

St. Leger Homes of 
Doncaster would like 
to thank the following 
people who have 
served on our Annual 
Review Panel:

Linda Hall*+    tenant
Lynne Sweeting    resident
Linda Ashton    tenant
Therese Kennedy + tenant 
LM Bancroft   tenant
Linda Teasdale   tenant
Carole Robertson*+   tenant
Rodger Haldenby•  tenant

Awards and achievements
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24
The number of apprentices we were training during 
the year

Lloyd Marshall, regional winner in the JTL Heating and Plumbing Apprentice Award

We won the Northern 
Housing Consortium’s 2013 
Silver Screen Award, for our 
work with partners in the 
community.

*  Member of the Doncaster Federation of Tenants’ and Residents’ Associations
+ Member of the Tenants’ and Residents’ Involvement Panel
•  Member of the St. Leger Homes Board



St. Leger Homes of Doncaster Ltd
St. Leger Court
White Rose Way
Doncaster
DN4 5ND

01302 862 862

www.stlegerhomes.co.uk


