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| Foreword / Standards
Standards
Involving Our Customers
Getting you involved in how we shape our services.
Welcome to this year’s annual review where
we look back on our highlights from the last
financial year and profile some of the projects
that have made a difference to you, your home
and your community. This year has again seen
some big changes and some challenging
circumstances following the continuation of the
underoccupancy deduction and the ongoing
preparations for the roll out of Universal Credit,
but we’ve been working hard to minimise the
impact on our tenants.
Involving our customers has been key to us and
we launched our new Customer Involvement
Strategy and Action Plan and to help us improve
further. Our award winning World of Work
Academy has continued to go from strength
to strength with more of our tenants entering
employment. We are also very proud that
we completed our ten year Decent Homes
programme in March, on time and under budget
with some extra value added. These are just a
few of our highlights so we will let the rest of the
document do the talking, we hope you enjoy it.
Best wishes
Susan Jordan, Chief Executive

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

Homes
The quality of the homes we rent and how we run our
repairs, maintenance and improvement service.

Neighbourhoods and Communities

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

Value for money
How we ensure value for money.

Alan Tolhurst, Chair of the Board

3

Annual Review 2015

1 | Getting involved
You said, we did!
Involving our customers has again been key
to us this year as we have launched our new
Customer Involvement Strategy and Action
Plan.

Listen
Value their opinion
and take them
seriously

We have carried out lots of consultation
with our tenants and residents so we could
understand what was important to them and
their communities.
Customers told us about four promises and four
key priorities that were most important to them
and our strategy has been built around those.

Our customers
have told us in their
terms what ‘promises’
they would like us to
deliver when it comes to
Customer
involvement

Feedback
Let customers know how
their views and feedback
have led to changes and
improvements

“We have carried
out lots of
consultation with
our tenants and
residents”
4

Support
Develop self confidence
and skills in order to
be involved

Involve

Make sure everyone can
have their say by
providing information and
different ways of
feeding back

Section One

£60,000
By using our mobiles instead of
landlines we saved sixty thousand
pounds in 2013/14

Improving our services through
targeted and meaningful involvement

Listen and act on feedback
You said you wanted us to “feed back to those
involved to ensure they feel they have been
listened to and their views have been acted
upon”.

Because of better
purchasing
power,us to “target hard to reach,
You
said you wanted
our new kitchens
are now
young,
and £200
other cheaper
under represented groups”
to buy than it was in 2013 meaning we
We have employed an officer whose
can fit more in homes

responsibility is to engage with our younger
tenants and tenants who do not traditionally get
involved. We are developing a young persons
strategy and developing a junior board. We have
also developed a Junior Tenants and Residents
Association which is going from strength to
strength.

569

We have developed an action plan connected
to the Customer Involvement Strategy, this is
available on the website or on request.
Feedback, updates and outcomes are sent to
attendees after consultation has taken place.

Provide a range of different and
modern ways to be involved

Bathrooms fitted
in 2014, costing
£77,000. 15%
cheaper than 2013
WO PE

T WO

E

As well as the traditional ways to be involved,
NCE
our tenants are now able to be involved throughP E
the SLHD App, FaceBook, Twitter, email, text and
2
most recently WhatsApp. We have also made
our webpage more interactive.
2

NC

T

You said you wanted us to “ensure we have a
wide range of ways for you to be involved”.

Building confidence, empowering and
improving skills

You said you wanted us to “grow communities
with the involvement of different community
groups”.
Money
saved through

improvements has helped
have
started
working
buildWe
new
homes,
keep
rentsin partnership with
a number of different organisations across
low, set
up the Welfare Reform
the borough including, Central and South/
FundWest
and support
Children’scustomers
Centres, Rossington All Saints
with Academy
finacial difficulties
Sixth Form, and Foundation for
Change.
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1,000 tenants gave their views in our Annual Satisfaction Survey:
Listen to your views and act on
them

85.9%
Satisfied

Satisfied

Satisfied with our repairs service

NE PO

UND

2

1
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92.1%

UN

O

Your rent is value for money

Overall quality of your home

92.2%
Agreed

Satisfied with your neighbourhood

91.4%

88.8%
Satisfied with our overall service

90.9%

The scores are much higher than the national average for similar housing providers.

We know that there are some areas we need to work on and our aim is always to keep improving so please continue to
give us your views
6

Section One

During 2014/15 we responded to 162,744 calls
about repairs, choice based lettings, and tenancy
and estate issues.
We received total of 965 complaints during the
year. This was a reduction on the previous year
and each of them were fully investigated.

174

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

159

The number of complaints we received
about our members of staff

86

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

282

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

275
We received 275 compliments
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2 | Tenancy
We always try to enhance the standard of
properties that we let to customers to ensure
that they are repaired and presented to a good
standard of décor and cleanliness.
As part of this we started work on a pilot
scheme in the north of Doncaster where staff
have been improving practices to ensure a
more sustainable tenancy. We have used the
feedback from our customers to help us make
these improvements which will help tenants to
manage their new homes more easily.

Safeguarding people
We are committed to protecting the safety and
wellbeing of our tenants and families with a
strong belief that everyone has the right to be
safe, respected, and heard.

We are also members of the Doncaster
Safeguarding Children’s Board and recently
took part in the very first national Child Sexual
Exploitation awareness day to help promote
the warning signs and to signpost anyone who
suspects this kind of abuse to the right support.

We therefore work with colleagues and partners
to ensure all of our staff know how to recognise
the signs of abuse.
We dealt with 243 safeguarding cases and
made 512 referrals to other support agencies
between April 2014 and March 2015.
We are members of the Doncaster Safeguarding
Adults Partnership Board and led on the launch
of the new Keeping Safe Campaign which is
designed to help people recognise the different
types of abuse and ways to report it.
You can find out more in our film at www.
doncaster.gov.uk/safeguardingfilm

8

512
We made 512 referrals to support agencies

£
£875,000
Amount of rent we didn’t collect because
homes were empty

£

73.5

million

The amount of rent collected

243
We dealt with 243 safeguarding cases

Section Two

83

Evictions

Eviction is a last resort, but we had to
evict tenants from 83 homes. 77 for rent
arrears and 6 for Anti-Social Behaviour

£

188,000

The reduction in current rent arrears
during the year

35
Through our Private Landlord Service
we helped 35 people move into
affordable homes*

9
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Welfare Reform
We have been preparing for the introduction
of Universal Credit by providing tenants with
information and practical support to help them
make a successful transition onto Universal
Credit.
Following the introduction of the under
occupancy deduction last year, we had 3,476
tenants who were affected by the changes.
However by 31 March 2015, this had reduced
to 3,165 with the support of our new Tenancy
Sustainment Officers and our Welfare Reform
Support Fund. We also helped tenants cope
with the changes by helping 134 tenants to
move to smaller accommodation by paying
removal and other costs totalling £125,000.
In addition we started working with North East
Doncaster Citizens Advice Bureau to help
applicants on the housing waiting list prepare
for taking a tenancy and continued to work with
South Yorkshire Credit Union to help tenants
sustain their tenancy.

John from St. Leger with Diane from South Yorkshire Credit Union.

52

134

Circumstances
changed

Tenants moved

223
Tenancies
sustained

10

Section Two

The amount of arrears for
tenants affected by the
introduction of the under
occupancy deduction reduced by

£79,987
472

The number of cases that
were approved from the
Welfare Reform Support
Fund

709

The number of Welfare
Reform Support
Fund referrals in 2013/14

£423,858
Total amount paid out to
tenants in need of the
Welfare Reform Support Fund
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3 | Homes
On the first of April 2014 Doncaster Council
awarded us a five year rolling management
agreement and transferred new services to us.
Our responsibilities now include the following:
•R
 ight to Buy – administering all Right to Buy
Applications on behalf of Doncaster Council
•A
 sset Options Appraisals – Looking at the
future of all council owned housing land and
making recommendations on what could be
kept and what is no longer useful and could be
disposed of
•S
 hop Management – Managing the letting of
council housing owned shops and shopping
parades across the borough
•L
 and and Asset Management – Dealing with
any issues about council owned housing land
such as issuing licences and dealing with
garden encroachments
•A
 cquisitions – buying empty properties across
the borough that have been empty for more
than six months and turning these into much
needed homes for local families.
•M
 anagement of Empty Homes Grants
– helping landlords bring back into use
properties that have been empty for more than
six months and providing much needed homes
for local families
Between the first of April 2014 and 31st March
2015 we improved the Right to Buy service
ensuring the process runs as quickly and
smoothly as possible. We also successfully
brought back into use 71 empty properties. This
is the greatest number of properties brought
back in any one year so far. These provided
much needed homes for families in Doncaster.
12

Decent Homes
This extensive programme of work which
has delivered a £302million investment, has
improved living standards for our tenants by
carrying out a range of home improvements.
There have been huge improvements to the
fabric of buildings, but most important is the
difference that the work has made to the lives of
residents and communities in Doncaster.
Over the course of delivering the programme
additional investment needs were identified
that did not form part of the original funding.
This created additional pressure to deliver
significantly more works but despite the
challenges this was successfully accomplished
and everything was still delivered on time and
within budget.
Additional works completed included:
External cladding, and communal window/door
works to the eight high rise blocks on Balby
Bridge and Intake; Insulation of the ‘bathroom
on stilts’ properties at Mexborough; mains gas
connections; replacement of all asbestos roofs
on non-traditional properties. Our final property
was completed in March 2015.

Section Three

1,932

1,034
Homes re-wired

Kitchens fitted

Bathrooms fitted

2,114

1,354
Boilers replaced

238
The number of homes
where we fitted new
external doors

12,958

73,188

The total number of repairs that
we completed

7,164
Emergency repairs carried
out

19,561
Gas and Solid Fuel
services carried out

Scheduled repairs carried
out

13

Annual Review 2015

4 | Communities
The communities we work in are diverse
and house people with different needs and
challenges.
Below are some examples of how we have
addressed these different needs through a
range of projects aimed at building confidence,
promoting healthy eating and returning people
to the workplace.
1. We launched the Windhill HUB Junior TARA
for 8-12 year olds. This is the first of its kind
in Doncaster and enables young people in
our communities to be empowered and make
a positive contribution - often with older
generations in a fun and non threatening
environment.
2. We delivered Food Safety Level II training
across the community to enable members of
community groups to prepare healthy meals
for social activities. This course is accredited
and can be included on a CV.
3. We supported the Amber Project which
provides a drop-in service for Street Workers
around the central area of Doncaster. Our
staff have played a key role in delivering
advice to anyone at risk of involvement in
sex work. Participation in the Amber Project
has contributed to an overall reduction in the
number of prostitution related anti-social
behaviour complaints recorded by South
Yorkshire Police.
4. We have helped over 50 tenants embrace the
digital world by supporting them through the
‘Learn my Way’ computer courses.

14

 We have hosted 54 drop in sessions across
the borough to help prepare those who need
it to be able to claim their benefit and those
who simply want to embrace the internet for
things such as online shopping and staying in
touch with friends and family.
5. In 2014 we completed our Growers’ Groups
project, where 31 groups of enthusiastic
growers created vegetable plots on
previously unused land. This was followed up
with our Healthy, Wealthy and Wise training
in Rossington, Mexborough, Conisborough
and Edlington which highlighted the benefits
of continuing to grow our own food, healthy
eating and household budgeting.
6. We continued to support our local food banks
to help provide meals for those who are
struggling to feed themselves or their families
a healthy balanced diet. We formalised our
support by encouraging staff to donate on
a regular basis. We appointed food bank
champions in each St. Leger work base to
co-ordinate donations and collections from
staff. Between November 2014 and March
2015 we collected over a tonne of food which
equates to approximately 2,000 meals.
7. We supported the first Junior PCSO project
to be available to people with disabilities. The
aim was to give the young people first-hand
experience of what organisations dealing with
anti social behaviour do, and to show them
how crime can affect communities. Among
a range of exciting visits was a day checking
out how the public are kept safe at the
Yorkshire Wildlife Park.

Section Four

Working with Tenant and
Resident Involvement Panel
(TRIP) and Tenants and Residents
Associations (TARAs)
We have continued to develop our TRIP panel
so that our tenants are having the opportunity
to challenge and influence our policies and
practices.
TRIP check that all of our processes and
procedures are honest, transparent and good
value for money.
The panel have already undertaken two
successful reviews - service standards and the
scheduled repairs service. Their next project
is going to focus on making sure that we are
offering experiences and learning to our tenants
that help them sustain their tenancies and have
the skills and confidence to be involved in their
community.
Our links with the Doncaster Federation and the
SJC have helped us to stay closely in touch with
the local needs of local people as we enter our
10th year of changing lives, improving homes
and regenerating communities.

“Between
November 2014
and March 2015
we collected over
a tonne of food”

Junior TARA in action.
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Keeping in touch
Keeping in touch with our customers is a priority
so we have developed new ways for you to
access our services at your fingertips.
Last year we launched our brand new website
which received 37,500 visits in one month. 47%
of these were new visitors and 449 of these
registered for My Service, which is a quick
and easy way for customers to view their rent
account online.
At the end of March 2015 we had 803 facebook
likes and our tweets had been seen 356,000
times
We have had a massive 835 users register
on our new bespoke app making 499 reports
regarding repairs, anti-social behaviour or
permissions.
Over the next year we will continue to enhance
our app and social media to make it even
simpler for you to contact us.

356,000
By the end of March 2015
356,000 people had seen our tweets

16

Top: Some of the growers group at a celebration event. Bottom left: staff donate to local
food banks. Bottom right: Junior PCSO trip to YorkshireWildlife Park.

Section Four

Junior TARA promoting fire safety
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5 | World of Work
Our World of Work Academy continues to go
from strength to strength, helping tenants and
their family members to secure qualifications,
work placements and full time employment.
The scheme helps tenants or members of their
household to overcome their personal barriers
to training and employment.
Our success so far has largely been due
to our tailor made approach that provides
opportunities for people to make realistic life
changing choices. For some this has been
enrolling on basic skills courses, for others it has
been achieving an accredited qualification or
work experience that has set them up for future
employment.
This year we have introduced our first ‘Support
and Learn’ project which provides six month
paid contracts to WoW Trainees. This follows on
from WoW’s successful programmes of work
experience placements and aims to provide
trainees with paid work combined with support
and mentoring which will help them move on to
permanent employment.

“The fencing
project is the
WoW Academy’s
first ‘Support and
Learn’ project”
18

53

53 people have enrolled on WOW, with 100%
gaining NVQ qulifications through the scheme

33
33 people have now secured employment,
representing a 62% success rate

16

16 trainees have undertaken full time paid work on
our ‘Support and Learn’ programme

Section Five

Case study: Darren Bainbridge
Darren Bainbridge started his WoW course in
October 2014. He secured a work placement
at Refurnish in the sofa section and completed
this 8 week placement with glowing reports
from Refurnish. He then went on to secure paid
employment on our fencing team in January
2015.
Top left: Darren in action in the sofa department at Refurnish. Top right and middle:
Fencing project trainees and WoW participants from 2014/15. Bottom Debbie
Hayes, WoW apprentice.
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6 | Value for Money
We take value for money very seriously. It is not
just about cost savings or buying the cheapest
items, it is about achieving the best balance of
the cost, performance and quality of the goods
or services purchased so we strive to get the
very best value for every pound we spend.
In 2011/12 we committed to saving £8million
over the following four years and we had
achieved this target by the end of 2014/15.

What will savings help deliver ?

Savings to date have contributed to Doncaster
Council’s programme to acquire and develop
new council homes. In 2014/15, 100 new
homes were delivered and we will look to
continue to develop as many new council
homes and acquire or bring back into use as
many empty homes as possible. Savings have
also contributed to The Welfare Reform Support
Fund which is continuing into 2015/16.

Rents that we charge

The average rent charged continued to be
the lowest of all council house providers in
South Yorkshire and it is pleasing to report that
the results of our Annual Satisfaction Survey
showed 92.2% of our customers thought the
rent they paid was value for money. This is an
increase on the 90% figure for 2013/14.

Working more efficiently

We have a dedicated Business Improvement
Team looking at ways of working in all areas
of the business and we also ask the Tenants
and Residents Involvement Panel to undertake
service reviews. In 2014/15, a number of
20

service areas were reviewed, notably Scheduled
Repairs, Gas Servicing, Complaints, Tenancy
Sustainability and Rent Control processes. All
identified ways of working more efficiently and
these have been or are being implemented.
In addition, an extensive review of the empty
properties service area commenced to look at
ways of reducing the time a property remains
empty and is being repaired, which in turn
enables our customers to move in to their new
home earlier.

Making savings through the way
we procure materials and services
We have a strong track record in making cost
savings. We have previously achieved over
£4m of savings through robust procurement
and during 2014/15, our procurement team
achieved further savings of £3m through
effective contract management, use of
resources and sourcing external funding
towards key projects.

Performance and Quality of our
services

To ensure we deliver quality services, we set
challenging targets every year and rigorously
monitor our performance against these .
We also compare (benchmark) our services with
similar organisations around the country.
In every service area, we compared very
favourably, delivering high performing services
for the same or less cost.

Section Six

£3

£8

million

million

Savings target reached
in 2014/2015

1

saved through contract
management, use of
resources and external
funding

st

We published our first
set of Social Accounts
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7 | Apprentices
We are very proud of our apprenticeship
programme which has a high success rate with
96% of trainees remaining in our employment
after the apprentice scheme finishes.
This year saw us recruit our 70th craft
apprentice as well as provide on-going training
and support to 23 apprentices at varying stages
of their training.
In order to continue to attract interest in craft
careers we have started work on a dedicated
training room to help year nine schools pupils
try the different trades that St Leger have on
offer.

2014 apprentice intake.

“This year saw us
recruit our 70th
apprentice”
22

Section Seven

Awards and achievements
We are proud to be an award winning
organisation that has been recognised
locally and nationally for our outstanding
achievements. We have received both the
British Safety Council Sword of Honour and the
Customer Service Excellence Award for the
fourth consecutive year and we also scooped
the the Excellence in Corporate Social and
Environmental Responsibility category at the
Doncaster Chamber Awards 2014 for our World
of Work academy.
Celebrating our 4th sword of honour

In September 2014, we were awarded the
‘Excellent ’ level accreditation on the Social
Housing Equality Framework by the Local
Government Association. We are one of only
thirteen housing organisations in the country to
have been awarded the ‘Excellent’ level.
Our staff work hard to provide the best possible
service and as a a result two of our team won
national awards. Apprentice Riley O’Sullivan
was a winner at the Association for Public
Service Excellence (APSE) National Housing
and Building Apprentice of the Year awards
and Executive Support Officer Laura Evans
was named as Newcomer of the Year at the
Executive PA Magazine Awards which celebrate
the exceptional talent and achievements of
professional Personal and Executive Assistants.

Laura and Riley with their awards.

St. Leger Homes of Doncaster would like to thank
our tenant and resident Annual Review Panel for their
contributions to this year’s document.
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St. Leger Homes Of Doncaster Ltd
St Leger Court
White Rose Way
Doncaster
DN4 5ND

www.stlegerhomes.co.uk

