HOW WELL IS CONNECT DOING?
2017 TENANT REPORT

Tenant Report 2017

1

Hannah Faulkner and Luke Quashie-Stuart, Neighbourhood Assistant Apprentices,
ThriveTenant
launchReport
event,2017
20th September 2016
2

Welcome to the
2017 Tenant Report

David Wolverson
Chair of the Board

Eunice Clarkson
Chair of the CRF

Last year I reported that it
had been an interesting year;
well it got even more hectic in
2016! The impact of Brexit on
building more housing has yet
to be seen, but at least the new
government has changed tack
from its obsession with home
ownership and is developing
a more balanced policy which
recognises the need for social
housing. Connect is upping
its game in respect of building
more housing, but we are also
clear that we are a landlord
who wants to encourage
friendly neighbourhoods.
To assist that aim we have

changed our housing
management structure so that
housing officers have much
smaller patches. We want
our officers to get to know
you better and understand
what you think will work best
in your neighbourhood. We
will continue to work closely
with the Connect Residents
Federation (CRF) to assist us in
how we deliver our services.
But in the end, friendly
neighbourhoods also depend
on the people living there and
so I ask you to think how you
can be kind and neighbourly
where you live.

Another year has come and
gone, and as always the CRF
has put a lot of work in for all
tenants. We’re pleased to have
the new Community Housing
Officers up and running and
are looking forward to working
closely with them. Keep an
eye out, as you should see
them where you live. The CRF
Committee is midway through
a Scrutiny Review looking
specifically at how the repairs
service has been brought inhouse. The review is underway
and is very interesting. It is
a big piece of work that is
challenging, however we are
tough and resilient and we
will finish it. I think the next
two years are going to be

pivotal with all of the recent
changes, including Brexit. The
CRF will remain committed
to representing tenants and
working closely with Connect
as its ‘Critical Friend’ to help
improve services.
The Connect Residents
Federation (CRF) is an
independent tenants’
organisation that acts as
Connect’s Critical Friend.
If you would like to get
involved, please contact
Lisa Longbottom on
0300 5000 600.
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introduction
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.

Who wrote this report and what went
into it?
•

In April, we brought together all the
performance information about the quality of
our key services, including our standards, the
Connect Commitments, from the last year
(April 2016 to March 2017).

•

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

•

The CRF rated our performance with a smiley
face system.

•

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

•

•

In July, the draft report was passed to our
Board of Management The Board read the
report, made suggestions and formally
approved its publication.
So here it is!

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!

KEY TO SYMBOLS
You will find green, amber and red smiley
faces throughout this report telling you
how your tenant representatives rated
our performance against the Connect
Commitments.
The CRF is happy with our
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
Connect Commitments
This activity has been
highlighted as a great example
of good value for money

About our regulator

About the dates in this report

Our government regulator is the 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 0300 5000 600.

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 2016 to March 2017.
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our 8 Connect Commitments
Our Connect Commitments were all updated in 2017.
Responsive Repairs
A Well-Managed Estate
Landlord Services
The Standard of Your New Home
Anti-Social and Nuisance Behaviour
Listening to Tenants
Planned Work In and Around Your Home
Aids and Adaptations

You can find out more about the s at www.connecthousing.org.uk/ConnectCommitments
including regular updates of our performance. If you’d like a printed copy please call us on
0300 5000 600 and we’d be happy to send you one.

thank you
Thanks for taking time to read this report. We
hope that it shows you how we are working
to keep our commitments to our tenants and
improve the services that you receive.
We welcome your comments or queries about
this report or any other aspects of our tenant
involvement activities. Please contact:
Liz Power
Business Assurance Manager
0300 5000 600
liz.power@connecthousing.org.uk

Supporting information
A full copy of any document or leaflet that is
mentioned in this report can be found on our
website www.connechousing.org.uk or you
can ask for printed copy by phoning us on
0300 5000 600.
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Working with You
We welcome input from our tenants at every opportunity. We have a mix of
formal and informal ways for our tenants to get involved. Our Listening to
Tenants
gives details on how we do this.
The National Standard says we should:
•

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

•

Empower tenants to check how well we
are doing.

•

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

•

Respond supportively to diverse needs
with fairness and respect.

We work closely with
our ‘Critical Friend’,
the Connect Residents
Federation (CRF) to
listen to their views and
respond in good time.
The CRF feels that overall
we work well with them,
however there is always
room for improvement
and we will continue to
do so during 2017/18.
The
states that, after
you receive key services
from us, we will ask
your views through
satisfaction surveys.
We carry out phone
surveys, but people still
have the choice to use a
paper-based or internet
survey if they wish.
Some examples of results
include satisfaction
with us as a landlord
which was 88% and
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satisfaction with the
quality of your homes
which was 86%. We
value and use the results
of all these surveys to
improve our services –
thank you for taking the
time to respond.
This year we received
110 complaints. There
were 41 complaints
about repairs and the
rest of the complaints
were spread across
13 other services.
Complaints about the
gas contractor dropped
from 27 last year to
eight this year which is
an improvement. 99%
of complaints were
responded to on time.
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.
We listened to over 20
supported housing clients
using in-depth methods
of consultation through
two Support Services
panels, which look at
the support received
through our residential
and floating support
services. We consulted
with Connect’s Older
People Strategists (COPS)
to decide what future
topics they will look at.
We held a CRF away
day with an external
consultant to review and
develop tenant scrutiny
and the CRF started an
in-depth review of our
repairs service.

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.
The report is available on our website or
you can call 0300 5000 600 to request a
printed copy. The report was used by both
staff and tenant groups to make sure that
tenant priorities were used by us 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
(a tenant empowerment organisation)
to ensure that their tenant scrutiny work
as our ‘Critical Friend’ continues to be
effective. The CRF is in the process of
completing a scrutiny review of our inhouse repairs service which will result in
recommendations for improvement that
will help shape services.
Complaints
We will continue to work to reduce
complaints, improving our communication
with you and ensuring our tenants are
listened to and services are improved
as a result.
Tenant Involvement
As usual, all tenant consultation and
involvement opportunities have been
reviewed by the tenant scrutiny group
and a programme of activities for
2017/18 has been agreed with the
CRF. We will be exploring additional
involvement options such as online forums
and use of social media to increase and
simplify ways for all tenants to feedback
and influence services.
Satisfaction
We will continue to 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. We are focussing on
communication, as we know it is a key
issue for tenants. We are asking for your
views on communication in all satisfaction
surveys and we are working to ensure
that customers are contacted in good
time when they have asked staff to call
them back.

CRF General Meeting, 13th June 2017
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Working To Repair and
Maintain Your Home
DAY TO DAY REPAIRS SERVICE

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.

We know that, for most of you,
our Repairs and Maintenance
service is a big priority. It is for
us too. We have spent 2016/17
improving the performance
of our in-house repairs service
and recruiting key staff. We spent almost £2m
on day-to-day repairs, and £2.2m on planned,
cyclical (for example, painting) and major works
to improve and maintain your homes. That
amounts to around a third of our annual budget
and an average of £42,300 a week.

We carried out just under 6,600 repairs this year.
Almost 1,000 were classed as emergencies and
almost 5,600 as ‘non-emergency’. That works
out to about 123 repairs a week.
We aim to make 100% of our emergency
repairs safe within 24 hours, which we
achieved this year.
We have a maximum of 21 days to complete
all non-emergency repairs. We managed
to do this in 90% of cases but the target
was 99%. Work is on-going to improve van
stocks, order processing and ensure further
improvements for next year.
83% of all non-emergency repairs were
completed within 10 days against the target
of 80%.
90% of people reported that they received
an appointment for their repair. Almost
100% of Connect Property Services orders
have an appointment recorded but we
can’t always tell if our contractors have
set appointments. We will work with our
contractors to improve this.
83% of people reported that their repair
was completed at the first visit, which we
aim to do if at all possible. The CRF expects
90% of jobs to be completed first time.
Order processing, supplier arrangements and
van stocks are being reviewed to continue
improvements made in this area.
Surveys showed 99% satisfaction with
repairs operatives being professional,
respectful and courteous. There was 98%
satisfaction with repairs operatives leaving
the home clean and tidy.
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When tenants reported being without
heating or hot water, 98% were attended
to within 8 hours. The gas contractor carried
out 3164 repairs and has reported that 97%
were completed at the first visit. 98% of
appointments were kept.
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. Connect is very pleased
with the performance of the team and
contractor this year.

Customer surveys for repairs showed that
you scored 95% for satisfaction with
your repairs jobs, which is a year-on-year
improvement.
The says that we should post-inspect
(i.e. inspect a repair once it is completed)
10% of all repair jobs. We recorded
post-inspections against 6% of these
jobs. We are also committed to
post-inspecting all jobs with a value of more
than £500. However, we recorded postinspections against only 76% of these jobs.
This is because of inconsistencies in the way
our systems generate post-inspections. We
are reviewing our systems and will work to
improve this area.

Laurence Riseley, Estates Officer and Rushaun McIntosh, Apprentice Maintenance Operative
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PLANNED AND CYCLICAL MAINTENANCE WORK
If you were due to have works done we
wrote to you two months in advance, as
required in the
. We completed 86
bathroom and 122 kitchen replacements. 95
gas boilers were replaced and we replaced
windows at 110 properties.
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,
bathroom tiles, floors and external doors.
We carried out a telephone satisfaction
survey with people who had planned work
done in 16/17. We talked to 68 people and
satisfaction overall with planned works
was 93%.
Connect consulted with the CRF at two
meetings during the year on the planned
maintenance programme. The content of
the meeting was revised in conjunction with
the CRF and the meeting is now more useful
and valuable.

10
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STANDARD OF NEW HOMES
We inspect the work done to prepare a
property before a new tenant moves in. We
inspect the properties as early as possible
when works are being carried out to prepare
a property for a new tenant. 98% were
inspected before the tenant moved in (some
repairs are very minor so an inspection was
not needed).
We complete the majority of repairs before
tenants moved into their new homes. Some
works (such as bathrooms or kitchens) are
completed afterwards so the tenant can
choose them, and some gardening is carried
out once a tenant has moved in. Satisfaction
with the condition of new homes was very
high at 92%.
We have been monitoring satisfaction with
new tenants through phone surveys. The
CRF was really pleased to see satisfaction
with the Lettings Service score 100%.

AIDS AND ADAPTATIONS
81 people were helped with minor aids and
adaptations to their properties so that they
were able to live more comfortably in their
homes. 88% were completed within 21
days with an average completion time of 15
days, but the CRF looked for 95% for green.
98% of tenants surveyed said that
appointments had been booked. When our
own operatives carried out the work, our
records show that 100% of appointments
were made.
All minor aids and adaptations, apart from
over-bath showers, were completed on the
same day.
95% of those in receipt of an adaptation
were happy about the property being left
clean and tidy after the work was done.
12% of jobs over £500 were post-inspected.
We recorded post-inspections against
71% of jobs over the value of £500. This is
because we carry out post-inspections
based on the estimated value of a job and
that can change. The CRF was disappointed
but notes that we will work to improve this
in 17/18.
All recipients of the service were contacted
to complete a satisfaction survey by phone.
Of those that responded, the satisfaction
was high at 98%.

PLANS FOR IMPROVEMENT
Repairs Performance
We are progressing in our
plans to bring the repair work
done on empty properties
(voids) in-house. This will help
us improve value for money
and achieve savings. We are
in the process of updating the Voids Standard
which tells you the standard you can expect
when you move into a Connect property, and
we hope to be carrying out all repairs using
our own teams during 2018.
Materials
Last year we reviewed the way
we purchase materials used
in repairs and improvements
to your homes, so that we
get better value for money
and improve the quality
and efficiency of works. We will use these
results during 17/18 to steer our approach to
procurement of materials including van stocks.
Gas Boiler Installations
Work has progressed to carry
out boiler installations using
our own team of operatives.
The team is being recruited
and work will commence in
17/18 with an expected annual
saving of £200,000. This year the boilers we
install have changed. The new boilers generate
more hot water and burn less gas, so they are
cheaper for you to run.

Tenant Report 2017
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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
2017 by an external consultant. General
satisfaction with services was 80%. The CRF
reviewed the satisfaction results with us in
June and we are working to improve
these services.

55% of estates have had at least one
inspection to date this year. We have
changed the method of inspections,
which are now carried out by our Estates
Officer. The CRF is pleased to see the new
officer is working so well on the estates
and looks forward to this being a green
result next year.

We use our Get Connected magazine,
our annual report and this tenant report
(see pages 15-16) to tell you about all the
value for money savings we are making.

We also work with a team of tenant
volunteers to inspect their own estates.
The Tenant Involvement Officer completed
annual training with the volunteers and
Connect staff in June 2017. As a way
of auditing our staff inspections, tenant
volunteers have also inspected some estates
other than their own and these results will
be developed into an action plan at a follow
up meeting with us. Action plans will be
tracked by the CRF.

Sharon Malone, Community Housing Officer
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WELL-MANAGED ESTATES
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Action plans that come out of volunteer
estate inspections are reported back to
the CRF so they can monitor that the
actions really happen. In 2016/17, works
were ordered after the inspection but our
communication was still not as good as it
could have been and we will improve this
next year. The CRF was disappointed with
this result, welcomes the new process, and
looks forward to better results next year.

The
requires that we ask people their
views about the ASB service, and we
contacted all complainants by phone to
carry out a satisfaction survey. A good
number of people told us their views and
our customer satisfaction was 74%.

MANAGING ANTI-SOCIAL AND NUISANCE
BEHAVIOUR (ASB)
Our
says we will acknowledge all ASB
complaints within two days. 100% were
acknowledged within two days.
Our ASB Service continues to be responsive
and we responded within one working day
to the eight cases of people reporting a
serious case (involving violence or threats of
violence, arson or a hate incident).
Of the other 205 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 one and a
half days. The CRF was very pleased with
the continued good performance.
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 as a last resort,
including injunctions and Notices to Seek
Possession. The CRF was encouraged to see
proactive action being taken where needed.

Stuart Rippin, Community Housing Officer
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PLANS FOR IMPROVEMENT
Well Managed and Well Maintained Estates
We introduced the role of Estates Officer during the year to place additional focus on
routine safety compliance on estates, and the management of grounds maintenance
and cleaning contracts. There is still work to do in this area and this year we plan
to re-tender or bring in-house the delivery of these services in order to improve the
quality and value for money.
Neighbourly Places
Our Community Housing Officers are working in smaller patches to get to know you well and work
with you. They will focus on building local relationships with tenants and between tenants and other
local organisations. We know that people living in our neighbourhoods have skills and strengths and
we will be talking and working with you to build on this and support you so that your communities are
good places to live and you can be actively involved in shaping the services we provide.
Thrive – Our Community Space in Dewsbury
Our community space at the new Dewsbury office opened in September 2016 to provide tenants and
local residents with practical help and advice, and enjoyable activities aimed at improving health and
wellbeing. We plan to widen the range of services offered and there will be a café on the premises to
enhance the Thrive experience.

The Great Get Together event, Thrive at Connect, 16th June 2017
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SAvings and
investments this year

ACTIONS TO IMPROVE VALUE FOR MONEY IN 16/17

1.

2.

3.

4.

5.

We have negotiated a good price with a new contractor to carry out electrical
testing, while we gradually bring the testing in-house to be carried out by our
Electrical Testing
own electricians. The price is £75 per inspection compared to the £100-£115
that other housing associations pay.

Access for gas
tests

We improved access for gas safety checks by installing software that helps us
to track and address potential issues with access before reaching the stage
of legal action. Injunctions for access can cost approximately £1,200 and last
year we did not need to use any.

Gutter Vacuum

We purchased a machine that cleans gutters without requiring scaffolding
to carry out the cleaning. The machine costs £3,000 and can be used
again and again. The traditional approach often involved having to hire
scaffolding to provide a safe working platform, and this can cost several
hundreds of pounds for each property.

Use of Empty
Properties

We are required by law to provide welfare units (space to rest and eat)
for our staff when they are working on site. We have been using empty
properties where available for short periods instead of paying the hire cost
which can be around £600 per month.

Lifts

We negotiated a new contract price for lifts which gives us a better
quality service and has drastically reduced the number of breakdowns.
The new contract also includes a battery test on stairlifts which has
reduced repairs by 80%. We have spent more on preventative servicing
which should reduce the cost of responsive repairs.
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ACTIONS TO IMPROVE VALUE FOR MONEY IN 16/17

Key Safes

We have been using key safes to speed up work on empty homes. Using the
safes ensures contractors can access the properties without needing to chase
keys. We estimate that this reduces time to complete works by two days per
property and that is a potential saving of £6,500.

Rentsense

Rentsense is an addition to our rent account management system. It
improves efficiency and helps keep arrears low. Use of it has delivered
£25,000 in savings to us and the Rent Accounting Officers are dealing with
an extra 61 cases per week.

8.

Arrears Legal
Action

We have reduced the level of legal action for arrears through focusing
on building relationships and supporting people. This means that tenants
now contact us when in difficulty and the number of applications to court
for possession has reduced from 48 to 23, with savings of approximately
£12,500 along with the benefit of people keeping their homes. Our Money
Matters team has provided support to tenants, which has prevented evictions
resulting in a saving of £60,000.

9.

Tenancy
Enforcement

We have contracted with Leeds City Council for legal advice to manage
tenancy issues. At £75 per hour this is far lower than the £150-£200 per
hour that private solicitors charge.

6.

7.
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EXAMPLES OF INVESTMENTS IN 16/17

1.

Ground Worker

During the year we invested in the employment of a Ground Worker and a
General Operative to bring in-house grounds maintenance work, rather than
contracting it out. We have seen a saving of £20,000 in the nine months since
employment.

2.

Commercial
Vehicles

We invested in purchasing our commercial vehicles, instead of leasing them.
This saves us about £1,000 year, per vehicle.

3.

Neighbourly
Places

We have invested in resources (such as staff training and the development
of tools) to help the Community Housing Officers support people to build
on their strengths to develop communities that work together and can
help themselves.

4.

We invested over £500,000 in changes to properties that improved energy
Energy Efficiency efficiency during 16/17 (boilers, windows and low energy lighting). 82% of
properties now have an A rated boiler.

5.

6.

Legal Action

Our approach last year in taking appropriate legal action in tenancy
enforcement has meant more investment in this area during the year.
However, this will result in less time and resources being needed in the
future as long-term, costly tenancy issues are being resolved.

IT

In 16/17 we continued to invest in IT solutions to improve services to
you and your properties. For example, we introduced a new approach to
recording maintenance and health & safety information while on estates,
which has meant much more accurate reporting and faster completion of
required works.
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Get in touch
Connect Housing is
a charitable housing
association.
0300 5000 600
www.connecthousing.org.uk
hello@connecthousing.org.uk

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

/ConnectHousing
@ConnectHousing

Leeds Office

Dewsbury Office

205 Roundhay Road
Leeds, LS8 4HS
Mon, Tues, Thurs: 9am - 5.30pm
Weds: 10.30am - 5.30pm
Fri: 9am - 5pm

21 Bond Street
Dewsbury, WF13 1AX
Mon, Tues, Thurs, Fri: 9am - 5pm
Weds: 10.30am - 5pm

We can help you understand this information in your language. We can also provide documents
in large print or audio. Please contact us.

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.

