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Our passion
is for a fairer
society where
people’s homes,
health and
happiness
matter.
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WELCOME
In an ever changing world, one thing that
remains consistent is our vision. We will
not retreat from our passion for a fairer
society where people’s homes, health
and happiness matter. This year we have
started our business transformation
journey – to ensure that we will have the
people, processes, systems, facilities and
communications in place to continue to
deliver our social purpose.
Helen Lennon
Chief Executive

It matters that some people don’t have a safe and
affordable place to live. It matters that the housing crisis
has forced a generation into unsecure private rented
accommodation. It matters that families are unable to
put down roots as they move from short-term rentals
and temporary accommodation. It matters that for some
people home ownership is so far from their reach. It matters
that people’s economic opportunities will be a barrier to
enjoying a healthy and fulfilled life.
We see our purpose as being a community anchor –
supporting people and places to be the best they can
be. We believe in an equal society where a good home,
a good neighbourhood, good health and good prospects
are within everyone’s reach.
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Working with people
who make a difference

MATTERS

In challenging times, one thing has remained constant and that’s the
commitment of our staff, volunteers and partners. We are proud to work
with people who are determined to remain true to our social purpose and
who believe in our vision for a more equal society.
Strong governance matters

Having a critical friend matters

In a rapidly changing social and political
environment, the Board ensures we achieve
value for money and remain viable as a
business with a social purpose. Our Board
members are all volunteers – generously
giving their time and expertise.

Connect Residents Federation (CRF) is
an independent organisation, run by
tenants for tenants. It prides itself on being
Connect’s ‘critical friend’ and its role is to
make sure tenant priorities are taken into
consideration across everything Connect
does. All CRF Officers are volunteers and
represent the voice of tenants.

This year we are saying goodbye and a big
thank you to three Board members for their
time and dedication – Ben Aspinall and
Nigel Craddock who retire after three years,
and long-standing member Kath Dalby who
has served for the maximum nine years.
We recently held a successful recruitment
drive for new Board members and we look
forward to welcoming them.

The CRF plays a strong scrutiny role –
telling us where we need to improve and
recognising where things work well. This
year the CRF Committee set up a new
Scrutiny Panel and selected responsive
repairs as their first focus area. They have
been road-testing the service and they will
be reporting back at the end of the year.
The CRF has also been involved in
recruitment, giving valuable tenant input as
part of the selection process for new staff.

Collaboration matters

In this time of austerity many local
community services are being cut back or
are disappearing altogether. We are working
in partnership with other like-minded
organisations to try to fill these gaps and
do more with less. We have continued to
invest in our community networker, who has
built many strong links with local groups,
businesses and organisations. We work
with partners across areas such as health,
housing, employment, and support services.

David Wolverson, Chair of the Board
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Connect staff at The Great Get Together

Our culture matters

Our colleagues are the lifeblood of the
organisation. They love making a difference
and remain true to Connect’s values across
everything they do. The coaching culture
we are developing means staff can be
confident, independent and make their
own decisions; delivering the best possible
service to our customers.

As a ‘Time to Change’ organisation, we have
made a promise to all employees, tenants
and partners that we will take action to
tackle the stigma and discrimination
around mental health. We have run events
such as our Tea and Talk sessions and
we have two employee Mental Health
Champions who offer support and share
their own experiences.

We are proud to be a Living Wage employer
and we continue to invest in young people
and apprenticeship opportunities, with the
number of apprentices employed to date
being 29.

This year we became accredited as a
Disability Confident Employer and we are
looking at how we can attract, recruit and
retain workers with disabilities.

5

Annual Review

Having a good quality
affordable home

MATTERS

Everyone should have a place to call home –
somewhere that meets their needs at a price they
can afford. It’s widely accepted that the country has
a housing crisis. We need 220,000 new homes each
year just to keep pace with the growing need and the
average house now costs over ten times the average
earnings to buy. For many people homeownership
is far out of reach, private renting is often expensive
with short-term tenancies, and the gap between
income and the cost of rent is getting bigger.
Our purpose is to help people find a home that is
decent, secure and truly affordable.
Building much needed
homes matters

£2,240,000 of funding
has been secured from the
Homes and Communities
Agency to build 68 new
homes, helping people
who want to step onto
the housing ladder
through our innovative
home ownership options.

27 new homes have
been built this year –
16 of these are supported
housing properties helping
people with physical and
learning disabilities to live
independently.

£1m has been invested
in building seven new large
homes at Hopwood Lane,
Halifax for local families at a
social rent and with a secure
tenancy. Designed for the
local community, the homes
meet the needs of a range
of households, including
those with family members
who have disabilities.

As part of our 10-year plan,
we aim to increase our
existing housing stock by
25% and we are identifying
opportunities and land to
deliver this ambition.

109 new build homes are
in progress at different
locations in Leeds, Halifax,
Wakefield, Dewsbury and
Huddersfield for rent and
shared ownership.
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Left to right: Michael Hellowell, West End Joiners & Builders; Phil Lacey, New Homes Project Manager,
Connect; Martyn Broadest, Director of Home, Connect; local Councillor Jenny Lynn; Calderdale Council’s
Cabinet Member for Planning, Housing and Environment Councillor Dan Sutherland, as work started at
Hopwood Lane, Halifax.
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An affordable home matters

£9,000 of Energy Trust Fund payments
was secured to help those most in need.

As a social landlord we keep our rents as
affordable as possible, offer the security of
long-term tenancies, give peace of mind
with our repairs and customer service,
and are there for our tenants if they need
any support.

110 households have received energy
efficiency advice.
10 new energy-efficient homes for low
rent have been built. In a first for Connect
and the city of Leeds, these two-bedroom
properties have been built to the Passivhaus
Low Energy Building Standard. They will
deliver lower bills for tenants, with energy
use for a typical household expected to be
around £200 per year. We held construction
open days so other housing providers
can see how pushing the boundaries and
building innovative homes that local people
can afford to rent is possible.

For homes to be truly affordable, they need
to be cost-effective to run. Over the past
year we have made the following energy
efficiency improvements to our properties
and have helped tenants to keep their
homes warm and their bills low.
46% of our maintenance budget
was dedicated to energy efficiency
home improvements.

Photograph shows Jenni Smith, Project Manager Asset Investment and Enya Booth, Development
Assistant at a construction open day at our Boggart Hill Passivhaus (LEBS) scheme in Leeds.
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A quality home matters

Connect is committed to investing in good quality homes. This year we continued to invest
in our programme of planned maintenance to improve homes and this is a significant
proportion of our expenditure.

86

New Bathrooms

New Doors

101

New Windows

32

£60,000 savings made
by tendering kitchen
installations to smaller local
businesses, giving a boost
to the local economy.

94

£1.4m
Investment

200

Homes Externally
Decorated

87

New Kitchens

A well-maintained home matters

70

New Roofs

New Boilers

A safe home matters

Keeping our homes in good condition and
making sure they are well-maintained is a
top priority at Connect – this year our repairs
team have handled over 15,000 repair
enquiries and the service has a high level
of customer satisfaction. Looking to the
future, we want to give our customers more
choice in the way they can report a repair,
including web chat and online reporting.

It’s important people feel safe in their
homes and our properties rigorously
comply with all standards.
100% gas safety compliance has been
achieved, with all our homes having
a gas safety certificate.
£200,000 extra has been invested in our
electrical programme, delivering testing and
upgrades to an extra 590 homes. Tenants
can be assured their electrical system is
safe, installed to the latest standards and
includes the latest fire detection technology.

Our repairs service has achieved a 94.6%
customer satisfaction rating.
Over £500,000 has been invested in
day-to-day and emergency repairs.

Reducing empty homes matters

Repairs have been completed in an average
of nine days, against a target of 21 days.

23.5 days is the average time it takes
us to let an empty property – a massive
improvement on the previous year’s rate of
44 days. This includes the time to do any
repairs and to find the right tenant.

100% of all emergency repairs have been
dealt with inside the target of one day.
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Being part of a
neighbourly community

MATTERS

Supporting communities has always been at the heart of what we do. We want
to help people to create for themselves the lives and neighbourhoods that they
want. We see our purpose as being a community anchor – supporting people and
places to be the best they can be.
Delivering a new
approach matters

Listening to tenants
matters

We now have six
Community Housing
Officers who look after
local patches and have
a regular presence in their
communities. They manage
smaller areas than in the
past which means they
have more time to get
to know local tenants
better, deal with general
enquiries and help build
community partnerships.

We have started visiting
tenants and having ‘kitchen
table’ conversations, finding
out their experiences over
a cup of tea. The information
we are gathering will
be used to help identify
ways we can help increase
satisfaction and involvement
in communities.

Last year we set out
our plans for a new
approach to the work
we do in communities
and established a new
Neighbourly Places Team
to deliver this.

Customer insight is
essential to making sure
this neighbourly places
approach works – we
want to listen to tenants
and find out more about
what it is like living in
neighbourhoods and
what their hopes for
their community are.

Tackling anti-social
behaviour matters

Our new approach to
neighbourly places
encourages neighbours
to be more considerate
and tolerant of each other
and try to resolve issues
for themselves. For cases
of anti-social behaviour
(ASB) that are more serious,
our dedicated Tenancy
Enforcement Officer will
work with tenants through
the process.
47 days is the average time
currently taken to resolve
a new ASB case.
100% of all ASB cases were
responded to within our
target response times.

We’re pleased to have the new Neighbourly Places Team up and
running and are looking forward to working closely with them.
Keep an eye out, as you should see their presence where you live.
Make sure you speak to them if you see them out and about and
let them know what is important to you.
Extract from the CRF Chair report
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Stuart Rippin, Community Housing Officer at Connect
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CRF Committee
Members

Supporting local groups matters

approved, the majority focused on
safety and security enhancements such
as fencing and lighting. As we deliver
these improvements using our in-house
maintenance team, the fund has gone even
further as we are not using contractors.

We give recognised local groups the
opportunity to apply for an annual support
grant of £100, as well as support and
guidance from Connect staff. Over the
past year we have supported 12 groups,
including local level tenant associations,
gardening and grower groups, a bingo club
and a Neighbourhood Watch group.

Giving something back matters

The CRF not only acts as our critical friend
helping us to shape services and processes,
but they also hold regular meetings
which usually feature a guest speaker,
refreshments, a fun activity and a charity
raffle. Over the past year they have
raised over £700 for local charities, such
as Guide Dogs for the Blind and homeless
charity Simon on the Streets.

Bringing tenants’ ideas to
life matters

The CRF Community Priority Fund was
set up to finance improvement ideas
that tenants have for their homes and
neighbourhoods. This last year the fund
was £20,000 and 20 applications were
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Having a place to
Thrive matters

This year we were excited
to officially open the doors
to Thrive and we welcomed
over 150 people to the new
community space, including
local councillors and
MP Paula Sherriff. Since
then we have seen the
space come alive with
activities from local groups
and organisations, including
fitness sessions, reading and
writing classes, craft clubs
and wellbeing activities.
In June we held a
Great Get Together in
memory of the late Batley
MP Jo Cox. Thrive welcomed
people from all ages and
backgrounds and with all
the cake, conversation and
community spirit, the event
was a perfect example of
what Thrive was created for.

We are
far more
united and
have more
in common
with each
other than
things that
divide us.
The late MP Jo Cox
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Living a healthy
and fulfilled life

MATTERS

As part of our vision for a fairer society, we believe good health and good
prospects should be within everyone’s reach. People should not face barriers due
to physical or mental health, their age and background, or issues of social and
economic inequality. As a not-for-profit social landlord we look for ways we can
play a part in tackling this and we invest back into support services that will help
tenants and local communities.
Mental health matters

Our mental health team can provide
support to tenants and local people
experiencing mental health problems.
The team runs a service for people who
want to use their allocated personal
budgets to get the help that’s right for
them. This year nine individuals have been
supported, preventing deterioration in their
mental health and reducing the need for
more costly statutory NHS interventions.
At our community space Thrive, group
activities such as the Action for Happiness
course, sleep sessions and the Survivors
Group have flourished. These activities
offer support and provide volunteering
opportunities for people to gain valuable
experience and build confidence.

Volunteering with
Connect gave me
confidence. I believe the skills
and experience volunteering
has given me is the reason
I have my new job!
Survivors Group volunteer
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When you see them
playing football, it’s like
the world has been lifted
off their shoulders.

One in eight men in the UK have
experienced a mental health problem and
three out of four suicides are men. Yet when
it comes to taking action to be mentally
healthy and well they often face barriers
and stigma. To try and address this at a local
level, this year we set up Evolve Kirklees
to offer sporting and creative activities for
all men, no matter what their skill level,
ability or experience. Feedback shows that
these sessions are helping men make new
friends, providing hours of weekly escapism,
improving fitness, teaching new skills and
offering support.

Evolve volunteer

We are also working on a peer-support
project with partners and have formed the
Kirklees Hearing Voices Group. The group
is held fortnightly at Thrive for people who
experience voices and has been supported
by partners including Touchstone, WY-FI,
Pathways, The Richmond Fellowship and
The Samaritans. The sessions give people
an opportunity to talk openly about hearing
voices without judgement or stigma,
providing sufferers with reassurance
and support.

The Evolve project is possible because
of the volunteers who help run it. Those
involved are part of Connect’s volunteering
scheme – which helps people gain valuable
experience and make positive changes to
both theirs and the lives of others.
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Working in partnership to improve
health and wellbeing matters

Recently, Connect Housing worked in
partnership on a wellbeing pilot project
with Locala to help improve the wellbeing
of people with complex health needs
in Batley and the Spen Valley. The focus
was on economic wellbeing, life skills,
maintaining health, and reducing isolation.
By working together, 30 local people
were supported.
Connect is proud to be part of a city-wide
project called Engage Leeds, which
launched earlier this year. We are working
in partnership with GIPSIL, Barca-Leeds and
Riverside Care and Support, to deliver this
visiting housing support service which helps
people sustain their tenancies, prevents
homelessness and tackles social isolation.
The Engage service has the capacity to
support 1,500 people at any one time.
This target was reached in the first six
months, showing what a much-needed
service it is. Connect employs 33 people
dedicated to this service, specifically
covering the East Leeds area and focusing
on our specialist area of dementia support.

Before I never went
anywhere or saw anybody.
Now I visit the lunch club
and have met new friends,
we also have lessons on
how to use the computer.
I have much more of a
social life now and have
something happening
more or less every day.
Wellbeing pilot project participant
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Supporting young homeless
people matters

Supporting older people matters

This year Connect Older People’s Strategists
(COPS) marked its 10 year anniversary.
The group is for any Connect tenant over
the age of 55 years and meets three times
a year to discuss older people’s services
and give input on the design and delivery
of Connect’s services. The group is proud of
what they have achieved and so are we.

We continue to invest in accommodation
services for young homeless people (such
as our Swan Lane and Hollinbank House
schemes). The support we give our young
residents gives them the confidence and
practical help so they can move on with
their lives, regardless of what might have
happened in the past.

COPS gives people of
our age group a great service.
We also have a good laugh
at every meeting.

This year we have worked with residents
in different ways, from supporting them
on a one-to-one basis, to group work
around drugs and alcohol, sexual health,
budgeting, and learning opportunities.

COPS member
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Supporting people suffering from
domestic abuse matters

At a time when many people are under
huge financial pressure, our Money Matters
service continues to make a real difference
to tenants. It is a free and confidential
service that provides help with welfare
reform, budgeting and debt advice,
reducing fuel costs, digital skills training,
creating CVs, job searching, volunteering
and apprenticeship opportunities and
health and wellbeing support.

We offer support to anyone who is
experiencing domestic abuse. We have
a refuge for women in Kirklees and we have
support workers who can help both women
and men in their homes.
63 women fleeing domestic abuse have
been supported this year.

In its fourth year, the Money Matters service
has helped the largest number of tenants
ever recorded, which is mainly a result of
the impacts of recent welfare reform and
the rollout of Universal Credit.

The team has completed the Freedom
Programme training, to help victims
protect themselves from future abusive
relationships.
This year we have used the Outcomes Star
system to measure the impact our domestic
violence service has. The impact score went
from 6.2 at point of referral to 8.1 when the
individual moved on from the service, which
is considerably higher than the external
benchmarked score of 7.4.

Highlights this year include:

Tackling social and economic
inequality matters

Tenants scored their satisfaction with the
service 9.8/10.

265 tenants have been supported by the
Money Matters team this year.
100% of people using the service said their
stress levels had decreased.

Where tenants are struggling, our focus is to
help them maintain their tenancy and keep
their home. The work of our Income Team
has focused on encouraging tenants to talk
to us earlier when they are finding it difficult
to pay rent. This year has seen the lowest
ever arrears levels in the history of Connect,
with only 7 evictions being made.

£574,530 in savings has been generated for
our tenants.
£368,447 in overall savings has been
generated for the business.
For each £1 invested £10.76 has been
generated in social value.
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Getting in touch
0300 5000 600
www.connecthousing.org.uk

/ConnectHousing

hello@connecthousing.org.uk

@ConnectHousing

Our passion is for a fairer society, where people’s homes,
health and happiness matter.
Connect Housing Association Limited is a charitable housing organisation
registered under the Co-operative and Community Benefit Societies Act 2014
(No. IP17445R) and with the Housing and Communities Agency (No. L2285).
Registered Office: 205 Roundhay Road, Leeds, LS8 4HS.
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