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Welcome to the  
2018 Tenant Report

I think we are on to 
something …What do you 
think?

Last year, we were just getting 
going with our Neighbourly 
Places Strategy, and we now 
have had the Community 
Housing Officers in place for 
some time. The stories we are 
getting back suggest that it 
is beginning to work. People 
are talking to their local officer 
and suggesting things that will 
make their neighbourhood 
a better place. This is not 
Connect doing all the work, 
but you as the local residents 

actively helping to bring about 
your suggested improvements. 
This is exactly what the Board 
and the Leadership Team 
hoped would happen! Together 
you jointly work with us to 
bring about the changes you 
wanted to see. Long may it 
continue and if you have not 
yet contacted your Community 
Housing Officer, give it go! 
As you will see from this 
report, we continue to work 
on improving our day-to-day 
services, such as repairs and 
income advice. That is also 
really important too!

Where has the year gone? 
It has been another busy 
year. The CRF Committee 
did a scrutiny review of the 
in-house repairs service, 
which was interesting. It was 
presented to the Audit and Risk 
Management Committee and 
we are pleased to say some 
of the recommendations are 
underway. Connect achieved 
the G1-V1 rating following 
an In-Depth Assessment by 
the Regulator which is very 
good. The next big thing that 
is coming through is Universal 
Credit. We have a good Money 
Matters Team who are there to 
help. Without rents we will not 
be able to do repairs and  
move forward.  

Connect Residents Federation  
is still here to represent the 
tenants and work with Connect. 

David Wolverson 
Chair of the Board 

Eunice Clarkson 
Chair of the CRF

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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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 2017 to March 2018). 

• 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 August, the report was drafted and 
approved by the CRF. 

• So here it is!  

ABOUT OUR REGULATOR
Our government regulator is the Regulator of 
Social Housing. 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.

ABOUT THE DATES IN THIS REPORT 
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 2017 to March 2018.  

introduction

KEY TO SYMBOLS

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

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! 

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. 
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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:

Ceri Lewis
Senior Manager Neighbourhood Services 
 0300 5000 600
 ceri.lewis@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. 

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

Hawthorn Mill celebrating the Royal Wedding



6  Tenant Report 2018

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 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 
Connect has been good, 
however there is room 
for improvement with 
regard to communication 
in some areas, and we 
will aim to improve this 
in 2018/19. 

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 
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 taking the 
time to respond.

We listened to around 20 
supported housing clients 
using in-depth methods 
of consultation through 
a Support Services 
panel which looked at 
the support received 
through our residential 
and floating support 
services and considered 
sessions that might 
be offered in Thrive in 
the future. We held 
a CRF away day with 

an external consultant 
to review involvement 
activities and the future 
of tenant involvement, 
and the CRF carried out 
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 us to 
request a printed copy. 
The report was used by 
staff and tenant groups 
to make sure that tenant 
priorities were used by us 
to make improvements 
and to inform planning 
priorities.

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.
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This year we received 102 complaints. 
Complaints about repairs dropped from 
41 to 29 which is encouraging, and the 
rest of the complaints were spread across 
13 other services. 93% 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.

Of the 102 complaints raised, 7 went to stage 
2 (7%) to be reviewed by a director. This is 
significantly lower than the previous year when 
17% of complaints were escalated to stage 2.

29% of complaints related to Repairs, 20% were 
staffing issues and 10% related to Landlord 
services. We have taken measures to address the 
concerns raised and improve our service.

56% of complaints raised were classified as 
justified or partly justified.

PLANS FOR IMPROVEMENT

Tenant Scrutiny and involvement 
Ensuring that the ‘We Listen to Tenants’  
and the tenant voice is captured and 
influences our services is vital to Connect. 
We want to deliver services that are shaped 
with you, our tenants, and we will be driving 
forward a refreshed approach to tenant 
engagement in 2018/19 which draws 
together what you are telling us on a daily 
basis. This includes the voices of tenants  
that are active in their communities and  
the work of the CRF and the Service 
Improvement Forum. 
All current involvement opportunities have 
been reviewed by the CRF and Connect, with 
a focus on ensuring the value of activities 
and tenant volunteer time is maximised and 
the CRF has agreed a programme of activities 
for 2018/19. 
We are reviewing all Connect Commitments 
this year with tenants to ensure they are 
relevant and cover what is important to 
you. 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 completed a successful scrutiny 
review of our in-house repairs service 
which has resulted in recommendations 
for improvement, and the CRF aims to do 
around two reviews of different services 
every year. 

Complaints 
We will continue to work to reduce 
complaints, ensuring our tenants are listened 
to and services are improved as a result. 

A new complaints process has been 
introduced in May 2018 and we are 
capturing Expressions of Dissatisfaction at 
a very early stage, resolving issues before 
reaching the stage of formal complaints

Where people do still feel the need to 
complain, the process is now over two  
stages rather than three. We will be 
monitoring the new system closely.
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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 2017/18 
improving the performance of 
our in-house repairs service and 
recruiting key staff, along with bringing all day to 
day and void repairs in-house. We spent £2.2m 
on day-to-day repairs, and £1.8m on planned, 
cyclical (for example, painting) and major works 
to improve and maintain your homes. That 
amounts to an average of £77,000 a week.

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 carried out just over 6,700 repairs this year. 
Almost 1,100 were classed as emergencies and 
just over 5,600 as ‘non-emergency’. That works 
out to about 129 repairs a week.

We aim to make 100% of our emergency 
repairs safe within 24 hours. We achieved 
99.9% as 1 order did not achieve the target.
 
75% of all non-emergency repairs were 
completed within 10 days against the target 
of 80%.

We have a maximum of 21 days to complete 
all non-emergency repairs. We managed 
to do this in 84% of cases but the target 
was 95%. Work is on-going to improve 
availability of supplies and staff resources 
to ensure improvements in non-emergency 
repairs for next year.

85% of people reported that they received 
an appointment for their repair against 
the target of 90%. 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 during next year to improve our 
systems so that we have better knowledge  
of this.

80% 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.
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Surveys showed 97% satisfaction with 
repairs operatives being professional, 
respectful and courteous. There was 96% 
satisfaction with repairs operatives leaving 
the home clean and tidy.

When tenants reported being without 
heating or hot water, 99% were attended 
to within 8 hours. 1046 emergency repairs 
were carried out and completed. 

The CRF noted the continued good 
performance and sound processes, and 
is happy 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 93% for satisfaction with your 
repairs jobs. 

The       says that we should report to Board 
and CRF regularly on performance. We 
have done this through reports to Board, an 
annual maintenance review with the CRF 
and the Scrutiny Review of Repairs. 

David Luttrell (Maintenance Services Manager - 
Responsive), Omer Asghar (Senior Multi-skilled 
Technician Electrician) and James Sarsfield (Senior 
Multi-skilled Technician - Gas Service Installation 
Engineer) at the Connect Residents Federation’s 
Annual General Meeting, July 2018
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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 97 
bathroom and 82 kitchen replacements. 110 
gas boilers were replaced, we replaced 42 
roofs and windows at 43 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 and external doors. 

We carried out a satisfaction survey with 
people who had planned work done in 
17/18. 102 people gave us their views and 
satisfaction overall with planned works  
was 93%. 

Connect consulted with the CRF via the pilot 
publication of the Planned Maintenance 
Newsletter which was also published on 
the Connect website. The CRF held an in 
depth meeting with Connect regarding 
the planned painting programme. Connect 
reports to Board regularly on planned works. 

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. In Leeds all 
properties that had works were inspected 
before the tenant moved in.  In Kirklees and 
Calderdale the repairs were not inspected – 
now that Connect is carrying out all repairs, 
all properties will be inspected after void 
works have been carried out. 

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.  
A joint inspection is carried out with the  
new tenant. 

We have been monitoring satisfaction with 
new tenants through phone surveys. The 
CRF was really pleased to see satisfaction 
with the Lettings Service score 95%.
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AIDS AND ADAPTATIONS

75 people were helped with minor aids 
and adaptations to their properties so that 
they were able to live more comfortably in 
their homes. 59% were completed within 
21 days with an average completion time 
of 25 days. The CRF looked for 95% for 
green. Issues with resourcing and materials 
are being addressed as part of our drive to 
improve in the coming year. 

All minor aids and adaptations orders were 
completed on the same day. Some had to 
have second appointments as they first had 
to be assessed and measured, with materials 
sourced. 

98% of those in receipt of an adaptation 
were happy about the property being left 
clean and tidy after the work was done.

All recipients of the service were contacted 
to complete a satisfaction survey by phone. 
Of those that responded, the satisfaction 
with the adaptation was high at 95%.

PLANS FOR IMPROVEMENT 

Repairs Performance 

We are recruiting for more technicians so 
that we can improve the number of jobs we 
complete. We are tendering for new  
sub-contractors so that work 
is carried out reliably and 
efficiently. We have improved 
internal communication 
when ordering repairs so that 
we have better information 
about what the job is, what materials are 
needed and we can send the right person. We 
are working to improve communication by 
contacting you before we arrive so you know 
we are coming. 
 
Materials 

We are tendering for local 
materials suppliers so that our 
technicians have a good value 
local supplier that they can go 
to while on jobs, meaning that 
more jobs can be completed 
on the same day. We are continuing to work 
to ensure vans have adequate stocks in them. 

Nicholas Redding, Housing Support Worker, Engage - supporting a tenant in his home
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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.

At Connect we believe that a neighbourly place 
is one where residents have enough knowledge 
of each other to be sociable and approachable 
but also respect each other’s privacy and 
quality of life. In our view it is a place where 
differences are tolerated and misunderstandings 
or disputes tackled by conversation. Our 
vision for a neighbourly place is one where 
residents share a sense of responsibility for 
maintaining their environment and are willing 
to engage in collaborative action to ensure their 
neighbourhood is a place where people want to 
put down roots. 

We have a Neighbourly Places Strategy,  
the aim of which is to build safe, neighbourly  
places to live, through forming relationships  
and supporting people so that they can create 
for themselves the lives and neighbourhoods that 
they desire.  

We do this through focussing on homes, their 
environment and working in partnership with 
others to make a positive impact.

This strategy has reinvigorated the work of the 
Community Housing Officers who in the past 
year have been working to get to know you 
well and work with you, using your insight to 
develop neighbourhood plans that focus on 
what is important to you. The Neighbourly Places 
Team have met regularly with representatives 
from the CRF to form the Neighbourly Places 
Group. This Group has monitored and scrutinised 
the implementation of the Neighbourly Places 
Strategy. We look forward to the coming year 
and continuing our work with you to bring 
projects and improvements based on local plans 
to fruition. 

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. 

Gemma Thompson - Community Housing Officer
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Sharon Malone and Louise Taylor - Community Housing Officers
13 Tenant Report 2018
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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 100% of the 13 cases of people 
reporting a serious case (involving violence 
or threats of violence, arson or a  
hate incident). 

Of the other 147 less serious cases of ASB, 
all received a response within 5 working 
days as promised in our       . The average 
time to respond was just 1.5 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 with power of 
arrest and exclusion zones, Notices to Seek 
Possession and Evictions. 

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.

CHARGEABLE ESTATE SERVICES

We will be carrying out satisfaction surveys 
with people that receive chargeable services, 
and use the results to inform improvements. 

We use our Get Connected magazine, our 
annual report and this tenant report (see 
pages 16-17) to tell you about all the value 
for money savings we are making. 

WELL-MANAGED ESTATES

106 estates have had at least one inspection 
this year and some will have been inspected 
more than once, but we can’t confirm that 
all estates have been inspected. The Estates 
Officer carries out weekly and monthly 
inspections where there are communal 
areas and the Community Housing Officers 
carried out 29 inspections too.  The CRF is 
pleased with the Estates Officer but is keen 
to see a better result next year. 

We 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 July 2017. As a way of auditing our 
staff inspections, tenant volunteers have 
also inspected some estates other than their 
own and these results were developed into 
an action plan which has been monitored 
by the CRF and the Audit Committee, with 
actions met. 
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Natalie Armitage (Thrive Café Manager) and 
Haley (Volunteer) at Thrive at Connect café

PLANS FOR IMPROVEMENT  
 

Well Managed and Well Maintained Estates                                                          

Our Estates Officer has been working with a focus on routine safety compliance on estates, and 
keeping the estates in a good condition. We know the communal cleaning and gardening needs 
to be improved and we are in the process of developing new specifications ready to re-tender these 
services in order to improve the quality and value for money. We will be involving tenants in the 
specification and the tender process.  

Neighbourly Places

Our Community Housing Officers have been working to get to know you well and work with you 
and using your insight to develop neighbourhood plans that focus on what is important to you. We 
will be continuing to work with you to bring projects and improvements based on local plans.  

Thrive – Our Community Space in Dewsbury 

Our community space at the new Dewsbury office continues to successfully host events and 
activities for local people. We are building on this success with the Community Interest Company, 
café within Thrive, (supported by us), which provides catering for events as well as being open to all. 

15 Tenant Report 2018
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SAvings and 
investments this year

              ACTIONS TO IMPROVE VALUE FOR MONEY IN 17/18

1.
The Money 
Matters Team

The Money Matters Team brought overall savings of £244,000 via the prevention 
of legal action & evictions, discretionary or alternative housing payments and 
reduction in arrears.

2. Contracts

Contracts for kitchens, windows and roofs have been re-procured to ensure 
good value for money.  We used an external consultant who charged a fee of 
0.9% compared to other procurement methods which can result in fees of over 
4% of the value of the work. 

3.
Building 
Costs

Our building costs for a new development at Hopwood Lane were far below 
the usual costs (£252 per square metre less than average), due to using a 
new tender method and the use of a package deal with a local builder. 

4. Void Works 
We brought the voids team (work on empty properties) in-house during the 
year. Savings  will  be in the region of £100 – 150,000 per year along with an 
improvement in quality and consistency for the tenant. 

5. Rentsense

We installed a Universal Credit module to our Rentsense software to help us 
manage Universal Credit claims. We obtained the installation for free which 
saved around £1500 that it would have usually cost, and it will allow our rent 
accounting officers to deal with more cases. 

6. Legal Action 
We have taken on a new legal team to assist in tenancy enforcement cases. 
They charge £70 per hour, which is half the usual fee for this work. 
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EXAMPLES OF INVESTMENTS IN 17/18

1.
We invested in 73 affordable new homes during the year – 62 were for rent and 11 were for 
shared ownership. We started on site on two new schemes that will be a total of 29 homes that 
will be completed in 2018.

2.
We engaged consultants to undertake a widespread review of our materials purchasing 
arrangements and we are in the process of reviewing existing supply chain arrangements. This 
will result in better value for money for Connect.  

3.
We invested in training and mentoring for our Community Housing Officers throughout the 
year so that we have a skilled team that can really benefit your communities. 

4.
In 17/18 we continued to invest in IT solutions to improve services to you and your properties, 
for example we have introduced vehicle check sheets, automated gas monitoring, improved 
processes for work orders. 

5.
We have introduced an automated system for Former Tenant Arrears which has freed up 
staff time and is a more efficient process. 

6.

We spent £211,610 installing new windows in 44 properties and £216,416 on installing 
new heating systems in 94 properties which will improve the energy efficiency of the 
properties and therefore reduce heating bills. In November 2017, we completed on the 
Boggart Hill Road Passivhaus development which should deliver low energy bills for the 
tenants.



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.

Connect Housing is 
a charitable housing 
association.

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

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

Get in 
touch

0300 5000 600

www.connecthousing.org.uk

hello@connecthousing.org.uk

/ConnectHousing

@ConnectHousing

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

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


