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Welcome to the  
2016 Tenant Report

Well, that was an interesting 
year! Given the recent events 
of the referendum and a new 
government, I may be saying 
the same in next year’s report! 
Last year the Government 
surprised us by imposing a 
1% rent reduction on us and 
we had to respond quickly to 
rework our finances to match 
the reduced rental income. 
We discussed with the Connect 
Residents Federation (CRF) 
and staff how to minimise 
the impact on the services 
we provide to you and we 
are now delivering plans for 
those services, which we 
think will offer better value 
for money with the resources 
available. Despite the financial 
challenges, I am positive that 
by working with the CRF and 

each of you, together we can 
make our neighbourhoods 
safe and good places to live. 
I would like to thank the CRF 
for their on-going work with 
Connect and commitment to 
improving services for tenants. 
Jenny Brierley, Chief Executive, 
is leaving shortly before this 
report is published. Over the 
years Jenny has been very 
committed to ensuring that 
tenants have a voice in the way 
Connect conducts its work. We 
will maintain and build upon 
the solid foundations of tenant 
involvement that Jenny has led. 
If there is anyone who wants 
to contribute by becoming a 
Board member, as there will be 
a vacancy in 2017, then please 
let me know.

This has been a very difficult 
year and the CRF Committee 
has coped well with the 
changes. Connect is in the 
midst of recruiting a team of 
Community Housing Officers 
and when in place it should  
be a lot better for tenants.  
It is going to be a challenging 
year following the referendum 
and I think we will cope with it 
well as Connect is a very strong 
housing association.  
 

We also have a new Chief 
Executive, Helen Lennon,  
who knows Connect very well 
and has a lot of good people 
behind her. 

David Wolverson 
Chair of Board of 
Management

Eunice Clarkson 
Chair of the CRF



Who wrote this report and what went 
into it? 

• In April, we brought together all the 
performance information about the quality of 
key Connect services, including our standards, 
the Connect Commitments, from the last 
year (April 2015 to March 2016). 

• In June, we discussed this performance with 
the CRF (Connect Residents Federation) at a 
meeting of the Service Improvement Forum. 

• The CRF rated Connect’s performance with a 
smiley face system. 

• In July, the report was drafted and approved 
by the CRF. 

• In August, the draft report was passed to 
the Board of Management of Connect. The 
Board read the report, made suggestions and 
formally approved its publication. 

• So here it is!

You will find green, amber and red smiley faces 
throughout this booklet telling you how your 
tenant representatives rated our performance 
against the Connect Commitments      ‘s. 

This report is for all our tenants. It will help 
you check if we are keeping our promises 
about our services and if we are meeting the 
national standards set out by our regulator. 
All social landlords have to publish this sort of 
report as part of their regulation. However, we 
are publishing this document mainly because 
we promised to tell you every year about our 
performance and how we plan to improve. We 
want to listen to you and to keep our promises!
In 2015, the Government introduced a 1% 
reduction of the amount of rent we are allowed 

to charge over the next 4 years. In order to 
manage with the reduced income, we had to 
make some changes to the way we deliver 
services to make them better value for money. 
However our commitment to providing good 
quality services to you has not changed and 
although this year was about saving money 
in some areas, we did so in a way that means 
we can still meet our commitments to you and 
continue to develop and improve the services 
you receive. 

introduction

KEY TO SYMBOLS

The CRF is happy with 
Connect’s performance in this 
area. 

Although there is evidence of 
good work in this area, not all 
of the CRF’s expectations have 
been met.

The CRF is unhappy with the 
performance and wants to see 
improvements.
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The National Standard says we should

• Provide customer service, choice and a 
simple and fair complaints procedure.

• Listen to tenant suggestions on how to 
improve our performance and setting 
service standards (which we call Connect 
Commitments or ) with our tenants.  

• Empower tenants to check how well we 
are doing. 

• Respond supportively to diverse needs 
with fairness and respect.

We work hard with 
our ‘Critical Friend’, 
the Connect Residents 
Federation, listen to 
their views and aim to 
respond in good time. 
The CRF feels that overall 
Connect works well 
with the Federation, 
however there are 
still improvements 
needed in the way we 
communicate with them. 

The  states that, 
after you receive key 
services from us, we will 
ask your views through 
satisfaction surveys. We 
carry out phone and 
internet-based surveys 
but people still have the 
choice to use a paper-
based survey if they 

wish. Some examples 
of satisfaction results 
include satisfaction with 
Connect as a landlord 
which was 85% and 
satisfaction with the 
quality of your homes 
which was 84%. We 
value and use the results 
of all these surveys to 
improve our services – 
thank you for making the 
time to respond.

This year we received 114 
complaints. There were 
43 complaints about 
repairs and 27 about the 
gas contractor – the rest 
of the complaints were 
spread across 13 other 
services. This is an overall 
improvement in terms of 
numbers of complaints, 

although some were 
not responded to on 
time which we will work 
to improve. Whilst we 
regret that tenants have 
needed to complain 
about services, we do 
value the opportunity 
to put right what 
went wrong and stop 
any similar problems 
happening again.

97% of stage 1 
complaints were 
acknowledged within the 
2 day target.

97% were answered 
within the target 
timescale of 10 working 
days. 

Working with You

We welcome input from our tenants at every opportunity. Connect has a mix 
of formal and informal ways for our tenants to get involved. Our Listening to 
Tenants CC gives details on how we do this. 
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We listened to over 50 supported housing 
clients using in-depth methods of 
consultation through Supported Housing 
panels to look at the support received 
through our residential and floating 
support schemes. We also held CRF 
Away Days with an external consultant 
to develop how we make tenant 
scrutiny work and consulted with the 
CRF on Connect’s approach to housing 
management and communications.

All tenant feedback from every source 
was summarised in our annual “What 
Connect Tenants Want” report – this 
went out to the Board, all staff and CRF 
Officers. (It is also available to all tenants 
on our website or as a paper copy on 
request to the hotline). The report was 
used by both staff and tenant groups to 
make sure that tenant priorities were used 
by Connect to make improvements and 
to inform planning priorities.

PLANS FOR IMPROVEMENT

Tenant Scrutiny 

The CRF will carry on working with 
an independent consultant from TPAS 
(tenant empowerment organisation) to 
ensure that their ‘Critical Friend’ tenant 
scrutiny work continues to be effective. 
We will particularly be working to 
improve our communication with the CRF.
 

Complaints 

We will continue to work to reduce 
complaints, working closely with our gas 
contractor and repairs team to improve 
their customer service and ensuring our 
repairs team offers a more consistent 
service. We will also work to ensure 
everyone is responded to on time. 

Tenant Involvement 

As usual, all tenant consultation and 
involvement opportunities have been 
reviewed by the tenant scrutiny group 
and a full programme of activities for 
2016/17 has been agreed with the CRF. 

Satisfaction 

We will work this year to improve 
satisfaction levels by seeking out your 
views, listening to what you tell us and 
improving our services using this insight. 
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Working To Repair and 
Maintain Your Home

We know that, for most of you, 
our Repairs and Maintenance 
service is a big priority. It is 
for us too. We have spent 
much of 2015/16 building up 
the in-house repairs service. 
We brought most of the repairs in-house to 
make the service better and to give you better 
value for money. We spent over one and a half 
million pounds on day-to-day repairs, and over 3 
million pounds on planned, cyclical (for example 
painting) and major works to improve and 
maintain your homes. That amounts to just under 
a third of our annual budget. 

The National Standard says 
we should

• Make sure that homes meet at least 
the Government’s Decent Homes 
Standard.

• Provide a cost-effective repairs and 
maintenance service to homes and 
communal areas.

• Respond to the needs of tenants and 
offer choices.

• Aim to complete repairs and 
improvements ‘right first time’.

• Meet all relevant legal requirements 
that provide for the health and safety 
of occupants.

• Work with local partners to provide an 
adaptations service.

DAY TO DAY REPAIRS SERVICE

We made over 7,800 repair orders this year – 
almost 1,300 were classed as emergencies and 
over 6,500 as ‘non-emergency’. That works out 
to about 150 repairs a week.

We aim to make 100% of our emergency 
repairs safe within 24 hours. We achieved 
95.5%. Some of this was down to how 
we counted completion dates and the 
CRF was concerned that we look at this so 
that our data is accurate in the future and 
reflects a true picture of performance. 

We have a maximum of 15 days to 
complete all non-emergency repairs.  
We managed to do this in 88% of cases.

68% of all non-emergency repairs were 
actually completed much quicker, in less 
than 10 days. The target is 80% and the 
CRF scored red for this performance. The 
average time to complete non-emergency 
jobs was 10.5 days. However the CRF was 
concerned about the drop in performance 
against the repairs standard and queried 
whether the needs reviewing to reflect 
changes in the way Connect works. 

91% of people reported that they received 
an appointment for their repair. We aim 
to improve this further in the coming year. 
All non-emergency jobs inside the home 
should have an appointment. 



We aim to complete each repair at the first 
visit if at all possible – we did this for only 
79% of jobs. The CRF expects 90% of jobs 
to be completed first time.

Surveys showed 96% satisfaction with 
repairs operatives being professional, 
respectful and courteous.

There was 95% satisfaction with repairs 
operatives leaving the home clean and tidy.

With regard to gas repairs performance, of 
3611 gas repairs completed, the contractor 
reports that 97% were completed first time 
and 97% of appointments were kept. The 
CRF wishes to see over 98% for the score to 
be green. 

The CRF was very happy to see that all 
properties received an annual gas check and 
100% of safety certificates were in place at 
the end of the year. 

Customer surveys for repairs told us that on 
average, you scored 93% for satisfaction 
with your repairs jobs. 

The says that we should post-inspect (i.e. 
inspect a repair once it is completed) 10% of 
all repair jobs. We did 16%.

We are also committed to post-inspecting 
all jobs with a value of more than £500. 
However, we only post-inspected 43%. 
We have changed the way we order post-
inspections for 16/17 as our system was not 
picking them up, and expect this to improve 
substantially next year.
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PLANNED AND CYCLICAL MAINTENANCE WORK

We aim to write to you two months before 
all planned works are due. We did 87 
bathroom and 154 kitchen replacements. 
Also 197 gas boilers were replaced. Most of 
you recall that we wrote to you giving notice 
and we have records that we did this for the 
kitchens and bathrooms. Our gas contractor 
usually writes 6 weeks before attending the 
first visit to survey the boiler unless it is an 
emergency and the replacement needs to 
happen as soon as possible. 

We aim to give people reasonable choices 
before they have work done and give them 
time to make their selection. Our records 
show that we did this for kitchens and 
bathrooms.

We did a telephone satisfaction survey 
with people who had planned work done 
in 15/16. We talked to 124 people and 
satisfaction overall with planned works 
was 83%. 

Connect consulted with the CRF at two 
meetings during the year on the planned 
maintenance programme so that tenant 
priorities influenced what was included. 

STANDARD OF NEW HOMES

Connect inspects the work done to prepare 
a property before a new tenant moves in. 
The CRF is pleased that all of the Connect 
properties are pre-inspected. All the Leeds 
properties and 90% of Kirklees/Calderdale 
properties were post-inspected.  
  

Connect completes the majority of repairs 
before tenants moved into their new homes. 
Satisfaction with repairs work on newly let 
properties was good at 89%. 

Connect has been monitoring satisfaction 
through phone surveys after making a 
new letting. The satisfaction score with our 
lettings service was really high at 97%. 

AIDS AND ADAPTATIONS

69 people were helped with minor aids and 
adaptations to their properties so that they 
were able to live more comfortably in their 
homes. 92% were completed within 21 
days but the CRF looked for 95% for green.

Connect repairs operatives phone tenants 
before the work starts. Satisfaction surveys 
indicated a satisfactory appointment time 
was made for 94% of people and that 
operatives came at specified times. However 
the CRF expect 95% for green. 

All minor aids and adaptations, apart from 
over-bath showers, were completed on the 
same day and did not require a further visit.

95% of those in receipt of an adaptation 
were very happy about the property being 
left clean and tidy after the work was done.

Connect inspected all jobs over the value of 
£500. 12.5% of jobs over £500 were also 
post-inspected. 

All recipients of the service were contacted 
to complete a satisfaction survey by phone. 
Of those that responded, the satisfaction 
was high at 94%.
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PLANS FOR IMPROVEMENT 

Day-to-day Repairs 
Performance 

We are intending to bring 
the work done on properties 
between lettings in house, to 
improve value for money and achieve savings. 
We will invest in IT systems that will streamline 
the administration around repairs and help us 
be more efficient and capture performance 
more accurately. We will improve our 
information management, ensuring that we 
get all the information we need to assess and 
allocate work so that there is minimal time lost 
in completing work. We will ensure vans are 
well stocked to maximise first time fix.  

Repairs Service Standards 

In conjunction with tenants we will review our 
service standards and introduce timescales to 
monitor and report on that are appropriate to 
the work required, meaning that when things 
can be carried out in shorter timescales we 
will commit to that and also where things may 
take longer we have appropriate timescales in 
place. We will review the to ensure that it 
takes account of any changes. 

Chargeable Services 

During 2016 we will implement a 
more robust approach to tenant 
recharges for repairs which you 
are responsible for, meaning we 
are more consistent and fair in our 
approach to all tenants. This will also provide 
us with the ability to provide services that can 
be paid for by you, which we have not been 
able to do before, such as those minor repairs 
which are your responsibility.  

Gas Heating Repairs 

The gas contractor provides information on 
heating repair service performance at
monthly contractor meetings. We will  keep 
to monitoring closely to maintain and improve 
performance.  

Planned Gas Boiler Installations 

We are looking to bring the 
installation of gas boiler in-house 
during 16/17 as part of our 
plan to achieve value for money 
savings and improve the service 
to you. We will also be able to monitor and 
report on performance much better.
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Working In Your 
Neighbourhood

The National Standard says we should:

• Work in partnership to keep communal 
and neighbourhood areas safe and clean.

• Co-operate with relevant partners to 
promote well-being in areas where we own 
properties. 

• Work with other agencies to prevent 
and tackle anti-social behaviour in the 
neighbourhoods where we own homes.

• Make the best of available housing and 
contribute to local housing strategies and 
sustainable communities.

After getting your repairs done, we know that the next thing that is really important to you is 
to live peacefully in a clean and tidy neighbourhood. 

CHARGEABLE LANDLORD SERVICES

A phone survey of over 400 recipients of 
gardening, window cleaning and communal 
cleaning services was carried out in February 
2016 by an external consultant. General 
satisfaction with services was 80% The 
CRF Landlord Services Panel will review the 
results with Connect and agree any actions 
that are needed.

We changed the communal 
cleaning company during 
the year in order to improve 
the service to you and we 
have installed LED lighting 
at some schemes, which will reduce costs                  
and improve efficiency. 

WELL-MANAGED ESTATES

100% of the estates/scheme groupings 
had at least 1 estate inspection during the 
last year. 60% were rated as green and 
40% were rated as amber, with some 
improvements needed.

We work with a team of tenant volunteers 
to inspect estates. The Community Services 
Officer completed annual training with 
the volunteers and Connect staff in March 
2016. Joint visits with staff and volunteers 
have been carried out. 

As a way of auditing our staff inspections, 
tenant volunteers have inspected some 
estates other than their own and the results 
were compared with the staff checklists at a 
follow up meeting in April 2016. 

Action plans that come out of estate
inspections will be reported back to the
CRF so they can monitor that the actions
really happen. In 2015/16 our 
communication has not been as good as it 
should be and Connect will work hard to 
improve this.
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MANAGING ANTI-SOCIAL AND NUISANCE 
BEHAVIOUR (ASB) 

Our  says that we will acknowledge all 
ASB complaints within two days. However 
2% did not receive an acknowledgement so 
the CRF scored us as amber. Where people 
did not receive an acknowledgement letter, 
they received a quicker service as the case 
was dealt with immediately so the letter 
was not sent but the team will endeavour to 
send all complainants an acknowledgment 
letter in the future. 

Our Anti-Social Behaviour Service continues 
to be responsive, and we responded within 
one working day to all cases of people 
reporting a serious case involving violence or 
threats of violence, arson or a hate incident 
(20 cases in total). 

Of the 198 other, less serious, cases of ASB, 
all received a response within seven working 
days as promised in our . The average 
time to respond was just over 1.5 days. 

As promised in the , we used a wide 
range of strategies to deal with ASB. 
These included thorough investigation 
with support for witnesses, informal and 
formal mediation, joint working with the 
police and social services and support for 
people to address their behaviour. 
When these strategies have not addressed 
the situation, we have used legal action. 
This year, we had one injunction with 
power of arrest and four Notices to Seek 
Possession were served. 

Our performance in responding to ASB 
cases was also reflected in good levels 
of satisfaction with the service. A good 
number of people told us their views via a 
phone survey and our customer satisfaction 
was 82% which the CRF was happy with. 
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PLANS FOR IMPROVEMENT  

Well Managed and Well Maintained Estates                                                          

Work will be done to improve the 
communication between Connect and the 
tenant volunteers regarding the inspections 
of our estates. We have agreed timescales to 
feedback to the CRF to ensure the necessary 
follow up work gets done and we are 
committed to ensuring regular feedback to 
volunteers in the future 

ASB Service                                                     

The new team of Community Housing Officers 
will work in smaller patches to get to know 
you well and work with you. They will focus 
on building local relationships with tenants, 
between tenants and with local organisations 
that may be of benefit to tenants, also 
preventing neighbour disputes escalating into 
ASB by helping neighbours resolve problems 
between themselves as well as supporting local 
community activity. As we will still have some 
serious ASB that can’t be resolved at local level, 
we will also have one Tenancy Enforcement 
Officer to take cases from any patch through 
legal proceedings.  

Community Bases in Dewsbury and Leeds                                                                  

A community base at the new Dewsbury office 
will open in Summer 2016 to provide local 
residents and tenants from far and wide with 
practical help and advice and enjoyable activities 
aimed at improving health and wellbeing in 
these challenging times. A similar base will then 
be developed at the Roundhay Road office in 
East Leeds.



13 Tenant Report 2016

SAvings and 
investments this year

 Some Changes Made to Improve Value for Money in 15/16

1.
Kitchen  
Replacements

Connect has researched and compared different procurement routes during  
the year, in order to ensure that we obtain best value from kitchen installations. 
The 2016/17 Kitchen programme has been retendered in view of this.

2.
Bathroom  
Replacements

Connect’s in-house team delivered a high proportion of the bathroom 
replacement programme. Feedback from customers and comparing costs 
against external contractors show that this team is offering excellent value  
for money.

3. Fire Safety
Connect’s Senior Surveyor carried out 106 Fire Risk Assessments during 
2015/16. The external cost of one Fire Risk Assessment is £300 + VAT 
meaning value for money savings. 

4.
Cyclical  
Decorating

External Contractor costs for 2015/16 have been benchmarked and compared 
to in-house painting team costs. This will enable output for 2016/17 to be 
closely monitored against target programme and external contractors’ costs  
to ensure that the team delivers good value. 

5. Re-Roofing
Contractors and replacement materials are being sourced through Efficiency 
North Framework. Costs through the procurement framework were compared 
to those provided by an external contractor and found to be favourable. 

6. Complaints

We have reduced the number of formal complaints received and the number 
of complaints going to stage 2 of our complaints process, resolving the vast 
majority of complaints at stage 1. We have done this by proactive working 
with you at an early stage and training our Customer Services Advisors to deal 
with complaints at first point of contact and try to resolve straight away. 

7.
Text Messaging 
Repairs  
Appointments

During the year we introduced a three stage text notification service.  
We text at the time the appointment is made, the day before the scheduled 
appointment and on the day of the appointment to notify you of our visit. 
This has enabled us to reduce the number of visits our technicians make 
where they cannot gain access.
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 Some Changes Made to Improve Value for Money in 15/16

8.

Majority of 
day-to-day 
repairs done 
by an in-house 
team

We continued to do as many repairs as possible in-house during the year. We 
have adjusted our staffing numbers throughout the year to ensure we have 
sufficient resources in the relevant areas to deliver the demands of the repairs 
service.

9.
Van stocks 
of Repairs 
Operatives

We have reviewed our van stocks this year. We now better understand 
our requirements; we have learned this during our first 18 months as a full 
integrated in house repairs service. We will continue to amend and change 
van stocks until we are satisfied that we are maximising opportunities to 
complete repairs first time. 

10.
Community 
Services Team

The Community Services Team was disbanded as part of changes to our 
services that we made to save money. The savings from this were re-invested 
in the Neighbourly Places Team with the aim of improving services to you and 
offering better value for money (see New Investments). 

11.
Wellbeing 
Services

Our existing Mental Health Services and Older People’s Services were 
combined into a Wellbeing Service under one manager. This allowed us 
to make savings while continuing to support some of our most vulnerable 
tenants. 

12.
Tenancy 
Enforcement 
Legal Costs

During the year we established an agreement with another housing provider 
to use their legal team for serious cases that need court action, which saves 
money on expensive legal costs.
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New Investments in 15/16

1.
Community 
Housing Officers

We invested in a team of 6 Community Housing Officers and 1 Tenancy 
Enforcement Officer with money saved through changes to services. We have 
doubled the staff resource attached to geographical ‘patches’ to deliver the new 
neighbourly places approach, combining housing management and community 
development, listening to and working with you in your communities. 

2. Rentsense

We invested in new rent account management software called Rentsense. This 
has changed the way Rent Accounting Officers work, improving efficiency and 
helping to keep arrears low. This is good for individuals but also for everyone 
as it is your rent that pays for the services we offer. 

3.
Improving 
Communications

We invested in a Graphic Designer who will offer an extra resource in our 
Communications Team to improve communication and help bring the 
website up to date and useable with more services online. 

4. Estates Officer

The post of Estates Officer replaced the Fire Safety Officer. The new post has 
a wider role and is responsible for fire safety on estates as well as gardening, 
cleaning and trees which will improve the quality of services you receive in 
these areas. 

5.
Health & 
Wellbeing 
Support Worker

In September 2015, a pilot for a Health & Wellbeing Support Worker 
started, working to help people manage long term conditions better, 
reduce unplanned visits to the hospital or GP and improve health 
& wellbeing. This is being run in partnership with Locala (Kirklees 
Community Health Services) until March 2017. 

6.
Information 
Technology

We invested in our IT systems so that our services to you were more 
efficient and staff could work more effectively for example Rentsense and 
wider use of text messaging. We will continue with this investment during 
16/17.



Connect’s year is a financial year and runs from April of one year to 
March of the next year. 
 
So, when this booklet says “this year”, it means the time period from 
April 2015 to March 2016.

Our government regulator is the Social Housing Regulatory Committee in the Homes and 
Communities Agency. The framework and standards that they regulate us by are on our website or 
you can ask for a paper copy by phoning the hotline.

 A full copy of any report or leaflet that is mentioned in this booklet can be found on our website – 
or you can ask for paper copy by phoning our hotline on 0300 5000 600.

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.

NEW DEWSBURY OFFICE 

21 Bond Street
Dewsbury
WF13 1AX

WE CAN COME TO YOU

Whilst we are refurbishing our Dewsbury office, 
if you would like to meet with a member 
of our team face-to-face, we can arrange a 
home visit. We also have access to meeting 
spaces within Huddersfield and can book 
an appointment to suit you. Just call us on      
0300 5000 600.

LEEDS OFFICE

205 Roundhay Road  
Leeds  
LS8 4HS

Monday, Tuesday, Thursday:  
9am – 5.30pm

Wednesday: 
10.30am – 5.30pm

Friday: 
9am – 5pm

Getting in touch

/ConnectHousing

@ConnectHousing

www.connecthousing.org.uk

0300 5000 600

hello@connecthousing.org.uk

2016
FULLY OPEN
S U M M E R

Our passion is for a fairer society, where people’s homes, health and 

happiness matter.


