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Good  
Prospects
within everyone’s reach



Introduction
A good start

Let’s start with where everything starts,  
our purpose.

Our Board of skilled, dedicated,  
volunteer members dug deep in 2017/18, 
re-examining our purpose and vision to 
take us into the third decade of the new 
millennium.

The result is a new three year over-arching 
strategy that brings the intentions of our 
founders up to date.

In this report we focus on how our four 
new strategic objectives are working 
towards the vision that good prospects  
are in everyone’s reach.

Time has truly flown in 2017/18.  
It has been a busy and productive 
year. How do we summarise that 
in a few pages?

Safety has rightly been on everyone’s minds 
during 2017/18 following the Grenfell tragedy.  
At Connect, we’ve undertaken a comprehensive 
review of fire safety across our stock, appointing 
Savills to complete new, industry-accredited, 
Fire Risk Assessments for all schemes with 
communal areas. Our major works programmes 
and voids maintenance include, as standard,  
a full electrical test and fire detection upgrade  
to market-leading hardwired equipment.

We maintained our record of 100% gas safety 
checks being completed in 2017/18, put three  
of our staff through the British Occupational 
Hygiene Society qualification in asbestos 
management and invested an additional 
£200,000 to bring 590 homes within the target  
of 5 year electrical safety tests 

Good 
Prospects 
through...
Valued Homes
Being housing people, we believe 
that good prospects start with a 
safe and secure home. Security

In a fragile economic environment, the worry of 
losing your home can put great strain on people 
so eviction remains a last resort for Connect. 
Despite the context of an insecure employment 
market and reducing welfare benefits, there 
were only nine evictions in 2017/18. 

Preventing arrears and evictions starts with our 
development and assets teams who focus on 
affordability and energy efficiency when building 
and maintaining homes.

In 2018, we completed our first ever PassivHaus 
Low Energy Building Standard scheme in Leeds. 

Target energy costs for the new two bedroom 
homes are below £150 per year. We are carefully 
monitoring the performance of these homes with 
tenants via a Facebook group. 

Passivhaus Scheme, Leeds

Our Income 
Collection and 
Money Matters 

teams managed to 
keep arrears at a 10 

year low of 2.7%

Our purpose

We are a community 
anchor, supporting 

people and places to 
be the best that they 

can be

Our vision

A more equal society  
where a good home,  

a good neighbourhood, 
good health and good 
prospects are within 

everyone’s reach
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“We have been incredibly 
impressed with the approach you 
have taken to deliver new homes 

in the borough. You are an 
important partner of ours.” 
Heidi Wilson, Strategic Housing Delivery 

Manager, Calderdale Council

We have answered the call made to the sector by 
Homes England to increase the supply of new 
homes. During 2017/18 we provided 73 additional 
homes; 62 for rent and 11 for shared ownership. 
2018/19 will see a further 60 new homes and  
the completion of a new finance deal to meet  
the Board’s ambitious new growth target of 2% 
per year.

To meet regional supply targets, our team pulled 
out all the stops to get two deals signed off within 
the year; schemes that had been stalled by the 
2015 1% rent reduction:

Harley Green, Pudsey

Will provide 8 x 2 bedroom homes for affordable 
rent on a site that was formerly garages under 
Leeds City Council’s ownership. 

Bridge Street, Birstall (North Kirklees)

A former cement manufacturing facility will be 
replaced by 21 x two and three bedroom homes; 
11 of which will be for shared ownership. 

“A place to feel safe and I feel  
like I’ve won the lottery.”

A new tenantHarley Green

 In total, we undertook 
spend of £8.5 million (in 
2017 it was £5.8 million) 

on the purchase and 
refurbishment of 

housing stock and other 
assets during the year.

Earlsheaton

Bridge Street, Birstall
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Having identified a gap in the Homebuy product 
range, we have pioneered an innovative approach 
to Shared Ownership with a local developer, Noble 
Homes, supported by Homes England. Noble 
Homes build and market their developments in 
the usual way but with the unusual option of 
offering shared-ownership with Connect. 

We have successfully piloted the approach on 
two properties on the Inspire scheme in 
Earlsheaton, where we also purchased five 
apartments for social rent and are rolling it out 
for a further 18 homes.



95
BOILERS

68
KITCHENS

44
ROOFS

44
WINDOWS

Valued People

Our Colleagues

It is important that applies to the people we 
employ as well as our customers. Great people 
deliver great service.

Our new three year People Strategy aims to 
create the space for our people to perform within 
a learning culture. 

What came across very strongly from our staff 
survey was the passion and commitment felt by 
our staff team for our social purpose. 

“I value the company’s philosophy 
and ethos, and this makes it a 

great place to work.”
A Colleague

Teamwork and partnership working are part of 
the fabric of Connect so it is pleasing that 90% of 
our staff value their team. 

Our purpose is to help people 
and places to be the best that 
they can be. 

Good 
Prospects 
through...

Our staff survey  
of 2018, the first in a 

number of years, 
achieved an impressive 

80% response rate 

Staff Conference
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Ashley, Apprentice Plumber and James, 
Senior Multi-skilled Technician
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This year, the planned maintenance programme has delivered:

To enable us to develop, we have to make the best 
use of our resources. 

From one ‘handy person’ 10 years ago, our 
inhouse Property Services Team is now over 30 
people strong and in 2017/18 delivered 84% of all 
responsive repairs (up from 75% in 2016/17). 
During the year we increased its capacity by 
bringing void repairs and boiler installations 
in-house. It is early days but so far we are on 
track to save £200,000 p.a as a result whilst 
improving outcomes for our tenants. Their work 
will complement the achievements of our lettings 
team which in 2017/18 delivered the lowest void 
loss in 5 years.

117
BATHROOMS

Combined Void Loss %



Supporting our Customers

Many people need more than a set of keys to 
establish a new home; they need help to manage 
everything that comes with it. 

2017/18 was the first year of delivery of the 
Engage Leeds support consortium. Connect, in 
partnership with Gipsil, Riverside and Barca, 
supported over 1500 people across all tenures in 
Leeds. We welcomed 24 staff from six different 
organisations into Connect and they really hit the 
ground running. Within months of setting up a 
new service, they were working to full capacity 
and achieving fantastic outcomes. 

“The positive feed back in the 
compliments, case studies and 

satisfaction results...tell a great 
story of success for both client 

and service. To say that this has 
been achieved within less than a 
year of the service going live is a 

brilliant result, well done.” 
Commissioners

“I am very grateful for the 
support and help. This is the first 
time anyone has really persisted 
to support me and help me sort 

out my life. Thank you.” 
Client 

Our mental health team also supported 59 people 
during 2017/18. 

“I can’t put into words how much 
of a difference you have made in 
my life. I feel like amongst the 

chaos you have been my anchor.  
I have felt safe to be totally 
myself and truly cared for. 
Without you I would not be  

where I am today.” 
Client

They worked with partners to support a Hearing 
Voices Group at Thrive in Dewsbury, run by the 
participants who find it invaluable in reducing the 
stigma and isolation they feel as a result of 
hearing voices. 

upgrading our I.T. systems, and the way we work 
to give our customers 24/7 online access and 
enable true mobile working for our staff team. 

Having completed the preparatory work in 
2017/18, in 2018/19 the team will also be updating 
our office at 205 Roundhay Road in Leeds to  
create a more pleasant environment for our 
customers and staff. 

Our new Project Support Officer, Valentina Tu,  
is overseeing our transformational change plan. 

Whilst one third of staff have progressed their 
careers within Connect, we want to do more to 
help our people consciously plan and manage 
their careers. During 2017/8, we launched a new 
quarterly performance and career development 
review system as part of our talent management 
strategy. In these ‘check-ins’ all of our team 
members explore how they have moved Connect 
and themselves forward as the two are 
inextricably linked.

“We care about the organisation 
and the organisation cares  

about us.”
A Colleague

We are moving towards our ambition that 10%  
of our workforce will be made up of apprentices 
by 2021 by creating three more apprenticeships  
in our Support and Lettings teams. Meanwhile, 
one of our current apprentices, Lisa Thomas,  
was awarded the construction level two 
apprentice of the year for the Bradford College 
group apprenticeship awards 2017 and the overall 
apprentice of the year award. 

“There are so many dedicated, 
knowledgeable and hardworking 

people who work here, its a  
real pleasure to work  

alongside them.”
A Colleague

To help people be the best that they can be we 
have developed a Business Transformation 
strategy and team, currently focussed on 

Lisa Thomas, 
Apprentice Plumber

Engage – Support Services
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Valetina Tu, Project Support Officer

“When I’m there it helps me to  
feel better and calmer. I used to 
think it was just me that heard 
voices and now I know there’s 
other people as well. It helps  
me to talk about it and hear 
other people talking about  

their voices and what we all do  
to help manage them.” 

Participant

Sadly during the year, we also had to say goodbye 
to some of services for older people in Kirklees 
and our project for homeless families in Leeds  
as they no longer met the strategic needs of our 
Local Authority partners. As the services closed 
our dedicated staff worked with each client to 
ensure that their needs and choices were met. 
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Good 
Prospects 
through...
Valued Neighbourhoods

The team receives regular coaching and 
mentoring from Chris Chinnock, a Consultant in 
Asset Based Community Development, to help 
them support tenants to build healthier, safer, 
happier and more inclusive communities from 
the ground up, with residents in the driving seat. 

Whilst we tackle serious cases of Anti-Social 
Behaviour (ASB) with rigour (in 2017/18 
obtaining seven injunctions), our approach to 

Our Neighbourly Places Team of 
six Community Housing Officers 
(CHOs) are building relationships 
with residents so that they can 
create for themselves the lives 
and neighbourhoods they want. 

neighbour disputes is to support neighbours to 
resolve problems between themselves, as a 
result of which the number of ASB reports 
reduced by 25% in 2017/18. (144 compared to  
206 in 2016/17).

The team seek out ‘can-do’ people in the 
community such as ‘Playful Anywhere’ who used 
a shop we own in Leeds City centre, whilst it was 
empty, to create a pop-up play box café. 

Thrive

When we decided to relocate our Kirklees  
office base to Dewsbury, we were determined to 
create a resource that would provide both a 
comfortable and inspiring working environment 
for staff, and offer a resource for the benefit of 
Connect’s customers and the wider community. 
The result is Thrive – a café and welcoming 
meeting space.

To run this facility, an independent Neighbourly 
Places Community Interest Company (CIC)  
has been created, supported by Connect whilst  
it establishes. 

It is lead by social entrepreneur, Natalie 
Armitage, who spent 2017/18 building up the café 
operation. As well as providing good quality, 
home-made, nutritious and delicious food,  
the café is providing training and work experience 
for local people. It is about to start recruiting  
two apprentices to work alongside its pool  
of volunteers.

The café has earned an excellent five stars on 
Trip Advisor review website as well as five star  
food hygiene rating. Comments left by  
customers include;

“Thrive hosted my business 
meeting today. The staff were 

friendly and attentive, the lunch 
was amazing, and the cakes 

delicious. Really good facilities 
and great value too.”

The space is well used by community partners 
with more than 1200 hours of bookings made  
last year from 26 different organisations such  
as Kirklees College, Kirklees Neighbourhood 
Housing, Aunty Pam’s, and Connect’s own 
Resident’s Federation. Our successful co-working 
arrangement with The Richmond Fellowship has 
provided over 700 hours of support to local people 
over the first 12 months.

Thrive has been buzzing with all sorts of health 
and wellbeing activities and is home to holistic 
support groups such as the Pain Peer Support 
Group, Different Strokes (Stroke support),  
No Limits (Autism Peer Support), and ‘The Social’ 
Young People’s Group.

Louise and Sharon – Community Housing Officers

Thrive café

Natalie, 
Thrive Café 
Manager
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Haley, Thrive volunteer

Chris Chinnock



The Bond Street Crafters have been using the 
community space at Thrive since it opened and as 
a result have grown in strength, members and 
skills. They’re proud of what they have achieved 
so they invited the Mayor of Kirklees, Christine 
Iredale, to come to a session.

World Mental Health Day on 10 October was 
marked at Thrive by a ‘Sharing Talents’ event 
showcasing how participants use singing, poetry 
and art to help them with their mental wellbeing.

404
REFERRALS

THE TEAM PROCESSED

which is the largest 
number per year that 
we have had.

255
TENANTS

SUPPORTED

and delivered 
savings £655,806 for 
tenants in 2017/18 

This was the highest level of savings  
in 10 years, including £111 per week 
average increase in additional benefits 
received, debt write-offs and 
renegotiations and benefit backdates.

The Connect Resident’s 
Federation Meeting with 
guest speaker from the 
Dog’s Trust Charity

The Bond Street 
Crafters Club with the 
Mayor of Kirklees, 
Christine Iredale

96% of people using the 
service needed help 
with benefits, debts 
and budgeting. 

£244,782 
including the prevention of 28 court 
cases and 10 evictions.

SAVINGS TO CONNECT AMOUNTED TO 

Using the HACT Social impact calculator savings, 
for each £1 invested in the service, £13.35 has 
been generated in social value. 

Sharing Talents event at Thrive

Katie – Money Matters Team

1312

£6.92

2015/2016 2016/2017 2017/2018

Social Value generated for every £1 
invested by Connect

£10.76

£13.35

Financial resilience – Money Matters

Financial stress puts pressure on communities 
and so we have employed a Money Matters team 
for over 10 years. They work alongside tenants to 
build their financial resilience.



Good 
Prospects 
through...
Valued Services

The Board are the guardians of our purpose, 
vision and values, setting strategy to ensure that 
Connect uses its resources in the most effective 
way to meet our objectives.

We were delighted to welcome four new Board 
members in September 2017, as three members 
had come to the end of their term of office and 
retired. We thank Nigel, Ben and Kath for their 
contributions to Connect over the years.

Following a rigorous recruitment exercise, David 
Wilmshurst, Karen Lythe, Helen Forman and 
Yasmin Hussain have brought strategic housing 

Connect could not achieve the outcomes outlined in this report without 
the thoughtful involvement of 11 remarkable volunteers, our Board. 

policy, housing design, risk management and 
accounting skills to the already skilled Board.  
Our Board has a very welcoming and inclusive 
culture so less than one year on, they have 
already gelled as a committed and effective team. 

No need to take our word for that as, during the 
year, they have had two independent assessments 
that came to the same conclusion.

The Regulator of Social Housing observed the 
Board in November 2017 as part of our in-depth 
assessment. That observation, and the work they 
had done throughout the year in developing a new 

over-arching strategy, helped Connect to achieve 
the strong regulatory judgement of G1:V1.

The Board had already commissioned 
consultants to carry out a comprehensive  
review of its structure and processes; one of  
the results is a new HR and Governance 
Committee to oversee two of the main pillars of 
Connect’s success; its people and its decision-
making processes. The review concluded with  
an appraisal of the Board’s effectiveness  
which found that there was a ‘good  
governance culture’ at Connect.

Part of this culture is a strong and visible 
relationship between the Board and customers, 
ensuring that there is a route for the customer 
voice. In its new over-arching strategy, the Board 
clearly set out its ambition.

“Our customers will design our 
services with us – choice, 

convenience and communication 
will be core principles to the way 

we work.”

Connect has been very lucky to have the support 
and challenge from another group of committed 
volunteers, Connect Resident’s Federation (CRF) 
who give a huge amount of time to scrutinise our 
work and help steer improvements. The CRF and 
the Board worked together during 2017/18 to look 
at how best to weave the tenant’s voice into the 
work of the Board, in light of our new approach to 

working in neighbourhoods and the increasing 
impact of on-line customer engagement. 

The result is a new Tenant Scrutiny strategy that 
will be a priority for the Board in the coming year.

The CRF also completed a major piece of 
governance work during the year; a Scrutiny 
Review of In-house Repairs, the final report of 
which was presented to the Audit and Risk 
Management Committee which will track the 
implementation of the recommendations made. 

The conclusion of the review was:

“We gathered evidence which 
shows that the repairs service has 

become more efficient, cost 
effective and that it was the right 

choice to bring it in-house.” 

“As a local landlord and 
employer, we will take an 
asset-based approach to 

people and places, seeking 
out and working with 

people who, together, can 
make a difference.”

The Board of 
Directors and the 
Leadership Team 
of Connect
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The Connect Resident’s Federation at their AGM
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So, no wonder time has truly 

flown in 2017/18. 

It’s time to get on with creating 

the content for the ‘post-Brexit’ 

review of 2018/19.

Thank you for reading.



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.

A more equal society where a good home, a good 
neighbourhood, good health and good prospects are 
within everyone’s reach.

Getting 
in touch

0300 5000 600

www.connecthousing.org.uk

hello@connecthousing.org.uk

/ConnectHousing

@ConnectHousing


