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Doncaster is undergoing a rapid transformation.
Housing needs across the borough are changing and St.
Leger Homes has a very important part to play in this.
This year, we welcomed tenants into the first new
council homes to be built in the borough for over 30
years.
Working alongside our partners we are making sure
that the properties on the estates we manage all have
modern facilities and are energy efficient. Improving
the properties lifts the entire appearance of the estates
and our work with Doncaster Council is helping to
reduce the number of empty properties blighting our
estates.
I think many people will agree that one of the most
notable housing transformations in the area is the highrise flats at Balby Bridge. The extensive works carried
out there has resulted in modern, attractive and energy
efficient buildings that almost stand as a welcome to
anyone arriving in the town centre by road or rail.
But improved housing standards are only part of the
vision for Doncaster.
Creating safer and stronger communities, cleaner
and better environments and providing employment
opportunities are also very important aspects of the
change process.
As we increase the range of services we provide, we are
also ensuring that our workforce is equipped with the
skill sets needed to be able to deliver the services our
tenants want.
Doncaster is changing - so are its people and their
needs.
Susan Jordan
Chief Executive

2.69%
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Rent
Services
accounts
for 2.69%
of our total
expenditure

Welcome to St. Leger Homes of Doncaster Annual
Review 2012.
I am delighted to introduce the Review, the publication
of which, among other things, marks my first year as
Chairman. It has been a busy year with much for me
to learn about the vital services which St. Leger Homes
provides to our tenants.
As a lead-in to the Review I thought that it might be
useful my recording a couple of points from my first
year in office and how I would like the company to
develop.
The year started with new governance arrangements
being put in place with the Board comprising three
independent members, three tenants, three councillors
and an independent chairman.
The Board’s function is to ensure that the company
lives up to its stated vision, values and priorities, which
are outlined in the Business Plan and which indicates
to all how we want the company to be judged. We
are in the people business and our success, as well as
delivering services, rests on the way we that others;
our shareholder, our customers and, of course, our
colleagues.
I believe that we demonstrate fully those demanding
values and, on my visits to parts of the service,
I have been impressed by the high standards of
professionalism demonstrated at all levels within the
organisation. In particular, I have welcomed the way
we have tried generally to put ourselves in the position
of another person, treating others with respect, dignity
and trust.
Of course, our reputation depends also on achieving
certain performance standards. At each meeting of the
Board, the monthly performance reports are scrutinised
with a view to ensuring that the services we provide
are continuously improved and that we live up to our
commitment to engaging actively with our tenants.
In the period under review, we have achieved all
but one of the standards set by our stakeholder. The
standards are demanding and rightly so, as we must
seek to improve our services. In my tour of our facilities
I have been impressed by the way new ways of working
have been tried out to deliver an ever better service,
and innovation is something the Board wishes to
encourage.
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Time spent on sharing ideas, experience and knowledge
is seldom wasted. If we trust each other to do our jobs
to the best of our ability and to provide services we
would want for ourselves and our families, then St.
Leger Homes has every chance of not only meeting
public need but also of being an exemplar to others.
The Board would like to maintain its reputation as a
learning organisation which is committed to improving
services for our tenants and thus enhancing their
quality of life. The year under review has been a good
start for the new Board arrangements.
I hope that you will find this Review informative and
interesting.
Alan Tolhurst
Chair of St. Leger Homes Board

2011/12 has been a difficult year for our Federation but
thanks to the auspices of Mayor Peter Davies and Susan
Jordan we were given an interim grant of £5000. This
should hopefully see us through to March 2013.
We took part in the review of St. Leger Homes’
involvement service to look at how they could give a
better value for money service. Doncaster Federation
has always been supportive of the services provided by
St. Leger Homes, including the involvement services.
We are now involved in the System Thinking Review
introduced because of the consultant’s report, and are
working with teams within St. Leger Homes - together
let’s show everyone that they can provide an excellent
involvement service to the tenants.
Further, a second headache has cropped up in the form
of the new Welfare Reform Act. As usual St. Leger
Homes is ahead of the game and is interacting with
tenants, and hopefully they will get them through any
problems that those tenants may face.
Doncaster Federation is totally committed to assisting in
ensuring the tenants are fully informed about this Act.
Andy Kerr
Chair of the Standing Joint Committee of the Doncaster
Federation of Tenants and Residents Association

1.64%

Repairs
Call Centre
accounts
for 1.64%
of our total
expenditure

7.98%

Other
Property
Services
accounts
for 7.98%
of our total
expenditure
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REGULATORY framework
The responsibility for social housing regulation in
England transferred from the Tenant Services Authority
(TSA) to the Homes and Communities Agency (HCA) on
1 April 2012.
The overall framework of the standards introduced by
the TSA remains largely unchanged for social housing.
However, new elements have been introduced to reflect
reforms arising from the Localism Act which is designed
to ensure that more decisions about housing are taken
locally.
The government recognised that a ‘one size fits all’
approach to providing services does not work. The
Localism Act allows housing management to be
carried out in a way that reflects the needs of its own
community – not rules set by central government.

St. Leger HOMES the
Company

It is important to us that all our staff members have
the knowledge and the tools to carry out their jobs
effectively.
All employees have annual appraisals which provide a
structured way to identify training and development
needs.
We regularly offer 3-4 year apprenticeships for a
variety of trades including joinery, electrical, plumbing
and plastering. In addition to receiving a nationally
recognised qualification, our apprentices develop skills,
confidence and learn a trade. Several of our apprentices
have been nominated for national awards recently.

What we do
Our day job is to:
Undertake repairs to homes
C
 ollect rent and deal with arrears and money
management
Allocate and transfer homes
Deal with empty properties and under occupancy
C
 onsult and inform tenants on St. Leger Homes’
issues
Promote tenant participation
Administer the Housing Revenue Account
Manage our estates and tackle anti social behaviour
Strategic Priorities
Our priorities mirror the strategic aims and ambitions
of Doncaster Council to provide better quality homes,
more choice and better places to live.
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To help Doncaster Council deliver these aims, our
strategic objectives are:
E
 nsuring we are a customer focused organisation by
putting our tenants and customers at the heart of
what we do
E
 nsuring we deliver Value for Money by making best
use of our resources
A
 ddressing the impact of welfare benefit reforms on
our customers
S
 upporting communities and individuals by tackling
crime and anti-social behaviour and providing
support to sustain tenancies
I mproving our performance to build on our excellent
service delivery
M
 aintaining and improving homes and properties by
investing wisely and managing effectively
I mproving our communications both internally and
externally with others
D
 eveloping opportunities for new business growth
and diversification
Standards are set by the Homes and Communities
Agency (previously set by The Tenant Services
Authority) and reflect what tenants have said are
important to them. These are grouped under five
standards.
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TENANT INVOLVEMENT
AND EMPOWERMENT
This looks at the ways our tenants can get involved, the
choices available and how well we handle complaints.
It is there to show we act on feedback from tenants
and that we understand the wide range of different
needs our tenants have and use this to help drive
improvements.
We are currently underway with a full review of how we
deliver our commitment to involve tenants in everything
we do and importantly ensuring that all tenants have
the opportunity to influence how we deliver services
and scrutinise how well we deliver our services.

EXCELLENCE in customer

service

In March 2011 we received the prestigious Customer
Service Excellence Accreditation - a government
standard that shows tenants are at the heart of
everything we do.

Customer Service Excellence
In January 2012 we were reaccredited
and met all standards and even
achieved ‘compliance plus’ against 13
standards which means we delivered
beyond expectations.
We received praise from the inspector
for a range of initiatives and services
including our in-depth understanding
of customers, commitment to
customers, valuing staff contributions and ensuring that
information is relevant and meets customers’ needs.
Providing excellent customer service is very important
to us. We work with our tenants to determine priorities
and have a wide range of measures in place so that we
are able to monitor and report on our performance.
Our Customer Charter sets out the standards customers
can expect in a wide range of service areas.

BEING involved
For those who enjoy being able to shape the services
we deliver, we have a wide range of ways to get
involved – there is something for everyone, depending
on the amount of time you can give.
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There are e-forums, questionnaires, surveys, focus
groups, mystery shopping, reality checking, scrutiny
panel or you can even be a board member – the choice
is yours.
You can even choose to be involved in a particular area
of housing – repairs for example.

Menu of Involvement

This is a register that we keep of tenants who have
said they want to be involved in helping us to continue
to develop and improve the services we provide.
They have given their contact preferences and areas
of interest so that we can contact them to gain their
views.
At the moment, there are about 150 tenants registered
on our Menu of Involvement.

Tenant scrutiny

We have a Tenant Scrutiny panel whose role is to:
T
 ake an independent view of St. Leger Homes’
performance
Carry out scrutiny activities
Assess performance against expected standards
Hold St. Leger Homes to account where performance
falls below expected standards

Prestigious award for tenant

Many of our tenants work hard with us to improve their
community. Mavis Williams, a tenant from Wheatley,
although in her 80’s is one of these and we were
delighted to be able to nominate her for the Tenant of
the Year title.
Mavis’s tireless efforts to drive improvements not only
for her local community, but for tenants throughout
Doncaster, also impressed the judging panel and she
clinched the award for the northern region and later
went on to be a runner-up for the national title.

“

Mavis said: I wasn’t expecting to win the regional
title – but it was nice to do so. I do the work I do
because I love it. I love helping other tenants – I
get satisfaction out of it.”

The Panel has so far completed one major project
looking at customer feedback, complaints in particular,
on the Doncaster HomeChoice (Choice Based Lettings)
service.
We are reviewing how this project went and will use
this information and use it as a learning point when we
identify the next service area to look at.
As we expand the work areas covered, we will be
looking to increase membership of the Panel and
expand on its expertise.
Tenants can also be involved in scrutiny through
mystery shopping, which checks how well we deal
with telephone enquiries and reality checking which is
carrying out inspections of our reception areas or the
work we have carried out to prepare empty properties
for allocation.

Mystery shopping

We carried out two rounds of telephone calls during
2011/12 consisting of 154 calls. The average score for
calls being correctly answered was 97.76% which was
an increase on last years figure of 96%

Reality checks

In 2011/12 there were 18 reception inspections carried
out. These inspections look at the range of information
available and also give opinions on the helpfulness of
staff and how well the reception area is kept.
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Tenant involvement accredited

St. Leger Homes first gained
accreditation from the Tenant
Participation Advisory Service
(TPAS) in July 2009. At the time,
we were one of only 15 housing
organisations in the country to
receive this award.

We are currently working towards
TPAS re-accreditation. It is an
ongoing process that involves us working both with
TPAS and with our tenants. We are submitting evidence
that shows how we are meeting the TPAS criteria on
issues such as tenant participation and consultation.
TPAS have also interviewed staff and tenants, and
attended tenant focus groups to get a feel for the work
we do and the services we provide to tenants.
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Local offers were developed as a way of making sure
that local issues are dealt with on a local level – not a
‘one-size-fits-all’ approach.

Rural local offer

Despite the re-launch of the Rural Focus Group last
year, attendance at the group remains low and has in
fact deteriorated.

1200

We are undertaking a review of our resident
involvement service and will be exploring options for
those who want to be involved.

Satisfaction with complaints

BME Satisfaction
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There is better news in terms of our local offer about
BME satisfaction with participation.

80

Complaint themes 2011/12

We reported last year that satisfaction was increasing
and had risen to 70%. The 2011 survey results show
that satisfaction has continued to improve to a level of
74%.
The BME TARA continues to meet and the review of
our resident involvement service will also include BME
involvement.

The main complaint theme last year was the length of
time taken to either complete a repair, deal with antisocial behaviour or respond to enquiries.

One thing we would like to explore further are the
results of our 2011 diversity audit of TARAs which
shows that only 2.6% of people who attend TARAs are
from a BME background.

To improve this we are carrying out a full review of
our repairs service and a refresh of our anti- social
behaviour policy

Also as part of the review, we will be looking at
developing more local offers.
7

Armthorpe Hotspot

Last year, we had 83 new issues raised and resolved 70
of them. We took action to address noise nuisance and
anti-social behaviour. Young people were encouraged to
join in estate litter picks and the TARA began running
craft activity sessions and coffee mornings in the local
Communal Hall. The TARA also worked with the police
to secure funding to run a course targeting issues
relevant to teenage girls. It was the first time the “Miss
Unique” course had been run in Doncaster.
The council is also carrying out patrols in response to
issues raised by residents in regard to litter and dog
fouling in the area.
The police report that the number of ASB incidents and
crimes recorded have drastically reduced on the CALM
estate.

Carcroft Hotspot

Regular meetings and joint work with the police and
council continues. Representatives from local schools
and businesses organise events aimed at reducing the
number of children involved in anti-social behaviour
activities.

PROVIDING opportunities
St. Leger Homes is working with Viewpoint Doncaster, a
social enterprise market research business, which aims
to create jobs for the long-term unemployed, including
tenants. The staff are carrying out our satisfaction
surveys to check tenants are happy with the
improvement work being carried out on their homes.
Viewpoint Doncaster was officially launched with the
help of MPs Rosie Winterton and Caroline Flint.
“It’s important to empower organisations like Viewpoint
because they help equip people with the skills and
confidence they need to break out of long-term
unemployment.”
Doncaster Central MP Rosie Winterton

“

We are working with Viewpoint to help create job
opportunities in the town for local tenants and
residents, helping those who have been out of
work for a long time to get back into the world of
work. They are doing an excellent job carrying out
independent tenant surveys for us.”
Susan Jordan, chief executive of St. Leger Homes
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Further opportunities are being offered through our
work with the Northern Racing College, including
exciting training and career opportunities for young
people living on our estates.

Work placements

We have been working closely with Doncaster College
for the Deaf by offering work placements to students.
This has provided the students with a valuable
opportunity to put into practice the skills they learn at
the college, and for some it has been their first real
insight into the world of work.
We also joined forces with Sheffield Hallam University
and the Wates Family Trust to offer work-based learning
opportunities for two students.
One of the students worked on how green technology
could be used more and the other looked at ways to
help develop tenants’ knowledge so they can make the
most of these technologies.
We are also working with the university to identify ways
of creating and supporting more social enterprises in
Doncaster which could benefit tenants.
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Mayoral priority
Continue to improve education and skills in Doncaster
– they are crucial to a successful economy. Better
education will also contribute to a decline in anti-social
behaviour and other undesirable activities among young
people. Encourage the growth of academies.

MAKING SERVICES
accessible to all

We are also pursuing the Social Housing Equality
Standard to help us to ensure we are performing to the
best of our ability.

KNOWING our customers
Disability Two Ticks

We have been re-accredited as meeting the five
commitments of employing disabled people in terms
of recruitment, training, retention, consultation and
disability awareness.

We have a diverse range of customers ranging from 16
to over 100 with some facing challenges in their lives.
We are committed to ensuring that we provide a range
of services in ways that everyone can access.
It is really important to us that equality and diversity
is embedded throughout our organisation. Getting this
right means that we are getting customer service right.
Our work on equality and diversity is monitored and
reported on so that our management teams and our
Board are able to drive progress.
We have worked with our construction partners to
ensure they are able to understand and respond to
the particular needs of tenants. We have developed an
Equality and Diversity scheme to ensure services are
delivered to our tenants in a high quality and consistent
way.
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The information we collect about our tenants and
household members is invaluable in ensuring that
services meet everyone’s needs, not just the tenant. We
are also able to compare customer satisfaction across
diversity strands to ensure that a fair and consistent
service is being delivered to all our customers.
We have been accredited by the Housing Quality
Network for the work we do in race equality. After being
externally assessed, they said we comply with the
statutory Code of Practice on Racial Equality in Social
Housing.
Our new Universal Housing Management System allows
reporting and analysis by Equality Strands – age,
gender, ethnicity, disability, sexuality, religion and belief
and transgender. This information allows us to report
Key Performance Indicators and to Benchmark our
performance against other ALMOs and Registered Social
Landlords.
Customer satisfaction across the diversity strands
is compared to make sure that a fair and consistent
service is being delivered to all our customers.

Equality and Diversity from within

We have an Equality and Diversity Steering Group
which looks at aspects of policy making, service
delivery and employment to meet obligations under the
Equality and Diversity legislation. The group includes at
least one representative from each of our service areas.
We also have Equality and Diversity Champions who
have the job of supporting the group and helping to
implement new initiatives and provide advice and
support to colleagues on equality issues.
By weaving equality and diversity into the fabric
of our customer experience, staff are able to
understand how even the smallest of prejudices
could lead to poor service and the impact this
could have on the quality of peoples lives.

Disability Two Ticks

We have been re-accredited as meeting the five
commitments of employing disabled people in terms
of recruitment, training, retention, consultation and
disability awareness.

SUPPORTING the
vulnerable

By the effective use of our customer information we
can ensure we meet the needs of all our vulnerable
customers. Some of the ways we provide support
include:

10
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Applying for a home - We have identified vulnerable
HomeChoice applicants and they are contacted weekly
and helped with the bidding process.
Annual reviews are carried out on waiting list
applications and a significant amount of effort is put
in to ensuring that appropriate support is given to
applicants where needed.
Financial Inclusion - We are delivering the financial
inclusion strategy in conjunction with Doncaster Council
and other partners. This involves minimising the level
of rent arrears by early intervention and appropriate
money and tenancy management advice
Rents collection - Once vulnerability has been
identified, we are able to tailor our approach to cater
for the individual needs.
Empty homes - We have links with Doncaster
Refurnish to promote low cost furniture for those
setting up a home and are experiencing financial
difficulties.
Repairs - Vulnerability information is displayed on our
repairs operatives hand held computers so they are
aware of diversity needs prior to their visit.
Supporting where support is needed, enforcing where
enforcement is needed.

Safeguarding

At St. Leger Homes, we have a comprehensive
safeguarding approach embedded within all our
services.
The introduction of a safeguarding single point of
contact ensures that concerns can be reported quickly
and easily.
During 2011/12 the single point of contact received 192
calls from staff raising concerns about adults or children
they had come across during their working day.
Of the 192 cases, 460 referrals were made to various
partner agencies so that support plans could be agreed
and put into place.

Domestic violence

We are core members of the Domestic Violence and
Sexual Violence Strategy Group, Doncaster domestic
violence Working Party and Multi Agency Risk
Assessment Conference (MARAC).
St. Leger Homes received 58 direct referrals for
domestic violence from our customers during 2011/12
and we worked with relevant agencies to support the
victims of the abuse.
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ENGAGING with special
interest groups

Our customer profiling has allowed us to positively
target customers to set up and continue to run
successful special interest groups. The BME Doncaster
Settlers Tenants and Residents Association (BME TARA),
Disabled Tenants Focus Group, and Doncaster Young
Tenants Action Group (DYTAG) all provide valuable
customer feedback in order to continuously improve our
service delivery.

Young Tenants

DYTAG (Doncaster Young Tenants Action Group) meets
on a monthly basis at times that best suit their family
commitments. The group has a regular feature in the
HouseProud newsletter, addressing issues that are
relevant to our younger tenants. We have a Facebook
page that also gives us a platform for our young
tenants to gain advice and support.

Ethnic minority tenants

The BME focus group helps members to develop their
capacity and confidence and some have enrolled at
college to further their education. Two of the members
have now set up a social enterprise which delivers
training to others across the borough.

Disabled tenants

The group are able to work with disability support
agencies such as SYCIL by testing aids and adaptations
for them. They piloted the ‘Mindful Memories’ game
designed by the BME social enterprise and aimed at
raising community awareness of dementia.

INFORMATION and
communication

We have reduced the number of contact phone numbers
that our customers need so that it is easier for them to
contact the right service. In 2009, we had 103 phone
numbers, with 55 of them just for housing services.
After a significant amount of work, we now have less
than 20 published numbers and will soon be able to
introduce just one number for all our services.
As well as the more traditional ways - letter, phone,
face to face and e-mail, we also use SMS text
messaging and we communicate through Facebook.
For hearing impaired customers there are a range of
options which are all available and publicised alongside
our phone numbers - Typetalk, monicom and fax.
12

Cultural calendar

We produce an annual calendar which is available for
all staff and customers and details all key religious
holidays and events throughout the year. It is a good
source of information for staff planning repair projects,
or consultation exercises.
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TENANCY
This standard looks at how we make the best use of
available homes, how rents are set and the way we
support tenants to help them keep their home.
A full review of the Allocations Policy will ensure that
we can reflect the changing priorities of our community
when we allocate our homes whilst our improved homeswap service will provide assistance to existing tenants
who aspire to move.

INCREASING availability

and choice

We are working in partnership to increase the number
of available properties for rent with a range of initiatives.

New council homes

Families have been receiving the keys to new homes
this year. These are the first council homes to be built in
Doncaster for more than 30 years.
The 24 homes were part of a £2.7 million development
of two, three and four bedroom family properties.
This investment in new council houses has been commissioned by Doncaster Council’s Strategic Housing
Team and funded jointly by the council and the Homes
and Communities Agency.
“This is excellent news for Doncaster and for families
needing an affordable home. These are the first new
council homes built in the borough for more than 30
years and will help to address the underlying demand
for affordable housing within Doncaster.
Mayor Peter Davies

10.76%

Estate
Management
accounts
for 10.76%
of our total
expenditure
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Mayoral priority
Raise housing standard for local families and ensure
that we return to a building rate that will ensure that
there are enough homes to suit all requirements.

Investment

Almost £700,000 has been secured to increase the
amount of affordable housing in the borough.
The funding will be used to bring even more private
sector empty properties back into use for people on the
council’s housing waiting list and to be let through our
Private Landlord Service.
The investment means a further 87 long-term empty
properties can be brought back into use over the next
three years.

Helping new tenants

We have teamed up with a social enterprise called
Liveable to help new tenants who need a helping hand
in their new homes.
The Doncaster-based social enterprise will provide a
buddying system for any new tenants who need support
with jobs such as decorating, DIY and gardening.
Any new tenants needing the service will be referred to
Liveable by St. Leger Homes.

Home moving made easier

We have secured £80,000 of government funding to
improve the Mutual Exchange scheme.
This meant that we could introduce improvements that
would make it much easier for tenants wanting to move
home and they are not restricted to local exchanges.
The new internet based system provides a host of
information on each property and allows tenants to
search for properties of their choice. Dedicated officers
can help tenants register for the service which is also
being promoted by social media.
Tenants who find the size of their home no longer needs
their needs, or who want to relocate to another part of
the country, perhaps to take up a job offer, are able to
join the scheme quickly and easily.
For tenants without internet access, support is available
through specialist officers based in HomeChoice.

MAINTAINING tenancies
We have a team dedicated to providing financial advice
and support to our tenants. The Welfare Reform Act
brings huge challenges for us and the team is working
hard to minimise the impact for our tenants.
Our Moneywise website provides a wealth of financial
information. The site is hugely popular and during the
14

last year, there were over 33,000 new visits to the site.
Almost 500 referrals were made resulting in our tenants
being able to claim an additional £400,000 per year of
benefits they were entitled to.
We work very hard to help tenants to maintain their
tenancies. Unfortunately, despite our best efforts, we do
have to end tenancies on occasions.
Last year we had to evict 29 tenants for rent arrears.
However, the increased support we have been able to
put in place helped us to reduce this number from the
previous year where we had to carry out 43 evictions.
This increased support work is also reflected in the
performance figures for rent collection.

What we do

Target
2011/12

Precentage
of arrears
against
annual
debit

1.62%

How we
are doing

12 1.44%

In line
with
target?

Target for 2012/13 is 1.40%

What we do

Target
2011/12

How we
are doing

Total current
rent arrears

£971,77213 £922,267

In line
with
target?

Target for 2012/13 is £946,000

What we do

Target
2011/12

Percentage of
rent collected
against
annual debit

98.60%

How we
are doing

14 98.76%

In line
with
target?

Target for 2012/13 is 99%

What we do

Target
2011/12

Reduce rent
loss through
empty homes

15 1.02%
Reduce
loss to 1%

Target for 2012/13 is 0.95%

How we
are doing

In line
with
target?
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What we do

Target
2011/12

How we
are doing

In line
with
target?

Less than
£1,105,000
Reduce
former tenant £1,750,00016
arrears

Target for 2012/13 is less than £1m
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“

The Decency work at Intake flats has made
a big difference to the tenants living there –
some people are saying that their heating bills
have halved because of the improved thermal
insulation. Tenants are also very pleased to have
a brand new lift fitted with CCTV in Lonsdale
House, and they are looking forward to CCTV
coming to the rest of the lifts in the building.”
Rodger Haldenby, tenant, secretary of Intake High-Rise
TARA, and St. Leger Homes board member

HOMES
This standard looks at the quality of the homes we
rent and how well we run the repairs and maintenance
service.
We are continuing to work with tenants to further
improve the way in which we improve and carry out
repairs to tenants’ homes. During the year we will be
undertaking further decency work including energy
efficiency work, therefore helping to drive down the
effects of high fuel costs. A move to undertaking more
of our repairs in a planned way during the year will help
us to make sure that we deliver the service in a more
efficient way.
Tenants living in Doncaster’s high-rise flats saw them
receive a £4.66 million makeover. Work carried out on
the eight blocks of flats in the town centre and Intake
Included new windows, doors, upgraded central heating
and external cladding, resulting in warmer and more
energy efficient homes.
Target
2011/12

How we
are doing

Energy
efficiency
works

3007
3037
homes to17 completed
receive
works

In line
with
target?

Target for 2012/13 is 4720

Eight of the borough’s high rise flats – Shaftesbury
House, Lonsdale House and Westminster House in
Intake, and Methley House, Hatfield House, Firbeck
House, Cusworth House and Sandbeck House in Balby
Bridge, underwent improvement work as part of our
Decent Homes Programme.
What we do

Target
2011/12

Satisfaction
levels for
Decent
Homes work

95%

Target for 2012/13 is 95%

How we
are doing

18 96.31%

In line
with
target?

Sharing best
practice

We have recently
had visits from
representatives from
Blackpool’s Coastal
Housing who wanted to
see how we manage
our repairs function.
They streamlining
their repairs and
maintenance
function and were
interested in the way we
operate.

45.89%

What we do

What we do

Target
2011/12

How we
are doing

non urgent
repairs

Complete 14.67 days
non-ur- 19
gent work
within 20
working
days

Target for 2012/13 is 20 working days

Repairs and
Maintenance
accounts
for 45.89%
of our total
expenditure

In line
with
target?
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Non-urgent repairs

Non-urgent repairs include plastering, renewal of doors
and windows and hand basins.

Servicing programme

In January this year, all our gas and solid fuel servicing
was 100 per cent complete within 10 months of the
programme starting – this is the first time this excellent
performance has ever been achieved.

What we do

Gas

Target
2011/12
100%

How we
are doing

In line
with
target?

20100%

neighbourhoods
Environment

The Enclosed Garden Scheme managed over 2, 000
gardens for elderly and disabled tenants. We funded a
tree planting scheme to help replace trees that had to
be removed because of damage or disease.

Neighbourhood Alliance

We work alongside the council and police to deliver
the Neighbourhood Alliance Project, which is all about
making a real difference to a neighbourhood.
Each Alliance project takes three weeks to plan and
three weeks to deliver and relies heavily on community
involvement. The whole aim of the project is to tackle
the issues and concerns raised locally. Enforcement
actions are carried out and the community is supported
with activities designed to give pride and ownership of
the neighbourhood.

Target for 2012/13 is 100%

1.47%

Capital
Programme
accounts
for 1.47%
of our total
expenditure

This standard looks at how safe and clean the neighbourhoods are, and how well we work with partners
to improve local communities and tackle anti-social
behaviour.
We have responsibility for 265 blocks of flats across
Doncaster. During the year we will be working with
tenants to review the cleaning standards and introduce
more robust monitoring to ensure that agreed standards are being met.
Ensuring that we work alongside tenants and partners to support our communities remains a priority for
us. To make sure that we are targeting our resources
effectively, we will be looking at how we identify and
respond to communities which need some work carrying out. Within this, we will be supporting the council in
developing effective interventions to help support our
most troubled families.

The Alliance also leaves behind a legacy project
for the community to enjoy. Some of the recent
projects include makeovers for community centres at
Rossington, Mexborough, Denaby and also street art in
Denaby.

“

Eunice Yates, who runs three bingo sessions a week at
one the Rossington centres, said:
The centre is lovely now, especially when the
heating is on because it is so cosy. We love
holding our bingo sessions here.”
We were successful
in securing more
than £105,000 from
Local Food, a £57.5
million programme
supported by the Big
Lottery Fund. The
funding is allowing
us to develop.

18.53%

4

NEIGHBOURHOODS AND
COMMUNITIES
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IMPROVING

Management
Support
Services
accounts
for 18.53%
of our total
expenditure

TACKLING

antisocial behaviour
One of the ways we aim to reduce antisocial behaviour
is through the Junior PCSO Scheme which is led by
the police. The scheme provides a programme of
activities every week for 3 months aimed at raising
social awareness and to teach young people about how
actions impact on other people and the environment.
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The scheme promotes a culture of responsibility and
provides opportunities for children and young people to
make positive contributions.
Up to 12 children/young people take part in each
scheme and work together to improve their local environment. An awards ceremony takes place at the end of
the scheme so parents are able to see what their child
has been involved in.
So far in the central area we have completed successful
schemes in the following areas:
Wheatley
Intake
Balby Bridge
Toll Bar
Stainforth
Rossington

Positive Projects

Some of the projects for 2011/12 have included
Warmsworth Lions under 16’s football team who we
helped buy footballs and kit to enable them to keep
playing.

“

Long Toft Primary School who we helped with a
donation for the school to buy Taekwondo suits,
equipment and pay for exams.
We are always pleased to offer support to clubs
that aim to keep young people busy, healthy and
active and engaged in positive activities.”
Susan Jordan
We were able to help the pupils at Rossington All Saints
Academy to purchase the ‘From the Heart’ books to
educated them on the devastating effects drink or drugs
can have on people’s lives.

Further schemes will continue to be rolled out in other
areas of the borough.

Other projects funded have included a drama club,
boxing clubs, fishing clubs and providing a temporary
youth club venue.

11.05%

Other
Customer
Services
accounts
for 11.05%
of our total
expenditure

Positive activities

Since introducing our Positive Activities Fund at the end
of December 2010, we have been able to support over
55 community projects across the entire borough.
Promoting cohesion and tackling antisocial behaviour by
supporting activities for the young and older people is
a key priority for our tenancy and estate management
teams.
We identify community groups and projects that are
able to deliver activities to keep young people busy,
active and healthy and to direct them away from
trouble. We help them with a small grant so they can
deliver the projects in the local neighbourhood.
A wide range of projects have been supported from
revamping garage sites to supporting community
football clubs.
The projects focus on things such as team building,
confidence building and look at consequences with the
aim of reducing antisocial behaviour on our estates. At
the end of the projects, the groups put on display what
they have been involved with and parents are invited to
attend to see what their child has achieved.
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Mayoral priority
Reduce crime and all forms of anti-social behaviour.
St. Leger Homes has a key role on the Safer Doncaster
Partnership Anti-social Behaviour Pane. The panel
consists of management level officers from Doncaster
Council, South Yorkshire Police and St. Leger Homes
who come together to assess all the serious anti-social
behaviour cases across the borough to make sure
that appropriate action is taken and any hold-ups are
removed.

There are a number of sites across Doncaster on
previously unused areas of land.

We provide a member of staff as part of the multiagency anti-social behaviour unit which handles serious
anti-social behaviour cases.

Mr Miliband said: “This is a wonderful project that will
enable people to improve their diet while offering them
the opportunity to grow their own food. It will make a
difference to the lives of residents in the area.”

We are also a key member of the ASB Theme Group,
which is a group of multi-agency representatives that
drive ASB management strategies for private residential
areas as well as the council estates.

Community gardens

We were successful in securing more than £105,000
from Local Food, a £57.5 million programme supported
by the Big Lottery Fund.
The project, Budding for Sustainable Food, is aimed
at providing community garden sites to grow food and
encourages all age groups to work together, learning
how to grow food and how to then turn the produce into
healthy meals.

18

The project caught the attention of Labour leader
Ed Miliband, when he paid a visit to Doncaster. He
visited one of the projects based at the Circuit House
Community Centre in Woodlands, which is being looked
after by a local over 60s group.

Mayoral priority
Encourage attitudes of self-reliance, self-improvement
and mutual support within Doncaster Communities, so
that people take control of their own lives.
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VALUE FOR MONEY
This standard looks at how well we manage resources
to provide cost-effective, efficient, quality services and
homes that meet tenants’ needs.
Getting value for money is as important to us as an
organisation as it is to you. The amount of money we
have available to spend is reducing each year. We are
very keen to continue working with our tenants to find
different ways of delivering services and making the
money go as far as possible.
40000
35000

In 2010/11, the team made £529,000 savings, and
from April to December 2011 they managed to add
a further £131,000 to the pot. This was on top of
the efficiencies that were already made through the
regional procurement consortium we’re part of which
generates savings and increases our buying power.
In addition to these savings, the Procurement Team has
been working with small to medium local businesses,
helping them to navigate the complex procurement
processes that the public sector is renowned for and
achieve greater success in tendering for work with St.
Leger Homes and other organisations. This work has
resulted in a boost to the local economy of around £97
million in the last year.
Mayoral priority
Encourage attitudes of self-reliance, self-improvement
and mutual support within Doncaster Communities, so
that people take control of their own lives.

30000
25000

Where we spend the money
2011/12

20000
Repairs Call Centre
£499,027

15000

Estate Management
£3,266,439

Capital Programme
£445,356

10000

Management Support
Services
£5,623,476

5000
0

2009/10

2010/11

2011/12

2012/13

2013/14

2014/15

£000’s

Management Fee from the Housing Revenue Account
Capital Managment Fee
Total

Managing resources
W
 e have made efficiencies in our management fee
year on year
£4m efficiencies achieved in 2011/12.
W
 e have added over £2.2m to HRA reserves over
the 5 year period, 2006-2011.
O
 ur savings are being invested into the capital
programme (Decent Homes)
W
 e have a programme of Value for Money reviews in
place

Repairs and
Maintenance
£13,729,402

Rent Services
£816,675

2010/11
Repairs Call
Centre
£605,009

Other
Property
Services
£2,421,589

Capital Programme
£1,297,814

Estate
Management
£3,301,703
Management
Support
Services
£5,949,382

Buying power
The work of our Procurement Team was recognised
at a national level when they were shortlisted for the
Housing Heroes Team of the Year award.
Like every public sector organisation, we have had to
make huge budget reductions and our Procurement
Team has had to lead the way in making these savings.
We think their track record has been pretty outstanding
and are delighted that others think so too!

Other
Customer
Services
£3,353,373

Repairs and
Maintenance
£17,011,463

Other
Customer
Services
£3,077,855
Rent Services
£955,949

Other
Property
Services
£1,569,949
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OUR PLANS for 2012 / 13
Driving and delivering Value for Money will remain a
high priority.
In terms of budget for 2012/13, we need to achieve an
overall budget reduction £2.2m.
We have identified £1,150k of savings through actions
taken this year and anticipate further running cost
savings of £300k; and £250k from Service Level
Agreements.
Customer service improvements will include:
Carrying out a review of tenant involvement to make
sure the focus is on the most important elements.
I dentify how tenants can have an active role in the
complaints process through a tenant’s panel
I ntroduce a single point of contact telephone
number – the golden number as we are calling it
C
 ontinue our focus on anti-social behaviour and
will be looking for innovative ways of enhancing the
service.
Working with Doncaster Council through:
Private sector empty property scheme
Managing new build Council Homes
A
 llocations Policy Review (as part of wider Tenure
Strategy)
Preparing tenants for the Welfare Benefit Reform:
Addressing fuel poverty
F
 inancial inclusion – bank accounts/credit unions/
budgeting
Ensuring St. Leger Homes continues to grow
and diversify, taking full advantage of business
opportunities.
Enhancing our role
P
 roviding improvements for tenants and leading to
wider economic benefits for Doncaster
P
 rotecting core business delivery and focusing on
performance
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