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How well is
Connect doing?

Welcome
Although this is a report
about our performance from
March 2019 to March 2020, it
would feel strange not to talk about
the months since the pandemic came
to affect all our lives.

This year has been marked by
the global COVID–19 outbreak and
as a person who has had to shield myself,
I am very empathetic to any of you who have had
challenging times too these recent months.
During this the CRF has worked closely with Connect to
adapt to a new and safe way of working and we have
held numerous meetings by web conferencing as a
result. This year’s AGM will also be a virtual meeting.
I hope you find this overview of the performance
by Connect useful. The CRF is Connects critical friend
and we look forward to continuing our work with
the organisation to improve services for all residents
going forward.
My best wishes to all of you.
If you would like to
get involved with the
CRF, please contact
Lisa Longbottom on:
0300 5000 600

Eunice Clarkson

Chair of the
Connect Residents
Federation

I take from the report that our teams have responded really
well to the dramatic changes in the way we work and
deliver services, but I also recognise how many of you have
responded magnificently in looking out for your neighbours.
I really hope we can hang on to the good bits of our new ways
of living and working! What the pandemic has underlined for
me is the importance of relationships as we try to do our best
for ourselves and each other in these strange times.
The report tells a story that generally we
have done a good job but it does highlight two
areas for improvement:
• The timely response to repairs. I know our teams are keen to
get this right and I hope the new systems will support them
in this ambition, but I do ask for your tolerance as we have
a backlog of repairs to catch up on. We will try to both catch
up and improve over the next few months.
• Listening to residents and the CRF in particular is the other
key improvement area. I accept that we need to be much
better but I ask that you actively talk to us (like the CRF)
when you think we are not getting it right.
Stay safe!

David Wolverson

Chair of the Board

Introduction
This is the Annual Residents Report, which
evaluates our eight Connect Commitments
(ccs), our agreed service standards
and presents our performance against
these standards.
The Regulator for Social Housing requires that we
have ‘local offers’ for our residents.

ccs comprise our local offers, agreed with

residents, that outline our promises in terms of the
service you can expect to receive in eight areas.
The figures noted in this report relate to April 2019
to March 2020.
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Who wrote this report and what
went into it?
We have a Service Improvement Forum (SIF) that
meets four times each year. This Forum is made
up of CRF members, residents, staff and Board
members and holds Connect accountable for the
delivery of the ccs.
The SIF (including members of the CRF committee)
use a traffic light system to rate the performance
of each area. Connect strives to improve
performance year on year, particularly for any
areas rated amber or red.
If you would like this document in a different
format, size or language, please contact us.

INTRODUCTION

Like all other housing associations,
Connect has been significantly
impacted by the COVID-19 pandemic.
Although this document reflects the performance
prior to the lockdown, it would be remiss not to
refer to this highly unusual time.
We reacted quickly whilst facing extraordinary
challenges that have affected the lives of so many
people. Our priority throughout has been ensuring
the safety of our customers and staff, providing
support where we can, whilst following the
relevant government guidance.

We focused our service delivery on dealing
with emergency repairs, urgent rehousing and
supporting our residents and staff.
We quickly mobilised our teams to work from
home wherever possible, and redeployed staff to
ensure key services were delivered, such as touch
point cleaning in communal areas.
Services in our sheltered and supported housing
schemes continued, but in a modified and
socially-distanced way to minimise the risk
of transmission.
With the agreement of our residents through the
Service Improvement Forum, we temporarily
suspended some of our Connect Commitments,
with services only returning once safe to do so.

Throughout the pandemic, we have been very
proud of the way our teams have supported our
customers and one another, reflecting the values
of Connect. In turn, we heard of many instances
where neighbours supported each other too.
The Hawthorn Mill Team
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Connect Commitments

The ratings are as follows:
GREEN

AMBER

RED

Good performance has
been recognised.
There is evidence of good work
however not all expectations
have been met.

There is still work to do and
improvements need to be seen.

Our ccs were all updated in 2017.
A review of these commenced in 2019.
They are:
REPAIRS
A WELL-MANAGED ESTATE
LANDLORD SERVICES
THE STANDARD OF YOUR NEW HOME
ANTI-SOCIAL AND NUISANCE BEHAVIOUR

ccs

Connect Commitments.

LISTENING TO TENANTS
PLANNED WORK IN AND AROUND YOUR HOME

VFM

This activity has been highlighted
as a great example of good
value for money.

AIDS AND ADAPTATIONS
You can find out more about the ccs at
www.connecthousing.org.uk/ConnectCommitments

REPAIRS

Repairs
Commitment made and measured
Emergency repair made safe within 24 hours.
Non-emergency repairs completed with 15 working days.

80% of non-emergency repairs completed in 10 working days.

18/19
Judgement

19/20
Judgement

98%

97%

Gas repairs – attend within 24 hours.

100%

100%

Gas safety check and service every year.

100%

100%

Commitment made and measured
18/19
Judgement

19/20
Judgement

100%

100%

77%
67%

Contractors leave home clean and tidy.

72%
62%

“I telephoned Repairs yesterday Monday 6th January to request
It has been good to see the progress we made across many indicators last year, but
disappointing that it still takes us too long to complete many repairs.
In the two years covered by this report, the number of repairs requested by customers
has risen by over 13%, and yet we have managed this additional demand largely within
our existing team of Technicians, helping to keep overall costs down.
Despite these challenges, customer satisfaction with recent repairs remained high and
on target at 95%. Our new IT systems for repairs management are bedding in, and we
are learning how to use them to help us deliver services most efficiently, helping our
Technicians do more repairs more quickly.
This year, COVID-19 lockdown significantly impacted on our repairs services, and at the
time of writing we are battling to reduce the backlog of repairs back to normal without
increasing costs.

two repairs.
The plumbing repair was booked in for this Friday 10th January
which I was very pleased with. This morning I had a call to say
there had been a cancellation and could the plumber visit to
carry out the repair in around half an hour, which he duly did.
As always a smooth transition from the repairs
hotline to technician and I was delighted at the
plumber’s work and his cheerful and polite manner.
I was most pleased to hear from the young man that
he has now served his apprenticeship, qualifying as
a plumber and is now further learning the gas side!”
Customer feedback

Appointment date given when resident first reports a repair.

82%

92%

Repair satisfaction surveys sent out and monitored.

Yes

Yes

Complete repair at first visit, if at all possible.

82%

84%

Report to CRF and Board regularly on performance.

Yes

Yes

Contractors professional, respectful and courteous.

97%

96%

“I’d just like to give some good feedback to the technician and his helper!
They’ve done a good job on my fence today!”
Customer feedback

LANDLORD SERVICES

A Well-Managed Estate

A LOCKDOWN STORY

18/19
Judgement

19/20
Judgement

Inspect estates and larger blocks of flats once per year.

Not
all

All flats
65% of
estates

Work with residents to inspect estates.

Yes

Yes

Commitment made and measured

Team of resident volunteers carry out audit inspections.

Yes

Yes

Yes

Yes

18/19
Judgement

19/20
Judgement

Send out annual tenant satisfaction survey.

Yes

Replaced
with service
specific
surveys

Tell residents about Value For Money savings.

Yes

Yes

Report progress on estate action plans to CRF.

Landlord Services
Commitment made and measured

At the start of the pandemic, our
teams made welfare calls to nearly
2000 residents.
As a result, we referred nearly 100
residents to our Money Matters Service
who provided additional support to
the individuals.
We provided emergency food deliveries
to a small number of residents, made
referrals to food banks and distributed
direct financial assistance to a small
number of vulnerable residents through
hardship payments.

We continued
to make calls
to customers
who requested
additional
support. Our
Money Matters team continues
to provide support to residents moving
onto universal credit or experiencing
financial difficulties.
Call the Money Matter Team on:
0300 5000 600 if you need
support with your finances.

Standard of Your New Home
“Getting a Connect tenancy and home has made a massive difference to me as I was
homeless previously and missing work due to this. I’m back at work full time.”

Anti-social and
Nuisance Behaviour (ASB)
18/19
Judgement

19/20
Judgement

Acknowledge ASB report in two days and make resident
aware of their Community Housing Officer.

96%

100%

Respond in one working day if the report is serious.

100%

100%

Respond in five working days if the report is less serious.

100%

100%

Take legal action if other action fails/not possible.

Yes

Yes

Write or contact resident when we close an ASB case (and
send satisfaction survey where appropriate).

Yes

Yes

Commitment made and measured

Customer feedback

18/19
Judgement

Commitment made and measured
Connect inspects contractor’s work before resident
moves in.

Yes

Almost all repairs completed before move in.

Yes

Lettings satisfaction surveys sent out and monitored.

A LOCKDOWN STORY
We were processing a mutual
exchange request. The resident
couldn’t proceed straight away as
her ex-partner was still on the
tenancy agreement.
However, the pandemic gave them
time to reflect and they have now
decided to get back together and
want to try again with a fresh start in
a new property.
The lockdown forced them
apart and has brought
them back together again.

19/20
Judgement

Yes

Yes
Yes
Yes

98%
satisfaction

“This Connect home has given
me fantastic quality of life, really
happy with the area and
neighbours, perfect.”
Customer feedback

“A resident in Leeds got in touch
about her ongoing noise complaint
against a neighbour. She was
pleased with the way the complaint
had been dealt with, that her
Community Housing Officer (CHO)
was easy to talk to, professional
and knew her stuff.
The resident said that Connect
were much better than her previous
landlord in the way nuisance
is tackled”
Customer feedback

Aids and Adaptations

Listening to Tenants
Commitment made and measured

18/19
Judgement

19/20
Judgement

Yes

Yes

Listen to views expressed in complaints and compliments and
reply on time. (Figures shown are percentage of complaints
responded to within target).

97%

87%

Use ‘in depth’ methods to consult about specific issues.

Yes

Yes

Areas of
concern

Areas of
concern

Yes

Yes

Ask for comments on services received.

Listen and respond in good time to the CRF.

Publish annual ‘What Connect Tenants Want’ Report.

The CRF raised concerns
about communication
with Connect and gave a
red light assessment this
year for the CC standard
‘Listen and respond in
good time to the CRF’.
As a result a special
meeting was held with
the CRF to discuss these
concerns in detail and
a list of commitments
has now been agreed to
ensure communication
improves going forward.

Commitment made
Commitment
madeand
andmeasured
measured

17/18
18/19
18/19
18/19
19/20
Judgement Performance
Judgement Judgement

Complete minor adaptations within 21 days.

67%

53%

Our performance on carrying out minor adaptations within a reasonable timescale has
simply not been good enough. We can and should do better, and this will be a focus for
the second half of 2020-21.
We will ask our contractors to work continuously (between 9am
and 5pm) to complete the work in your home.

100%

100%

We will clean up after ourselves and tidy up after we have
finished working in your home.

98%

99%

Provide a satisfaction survey.

Yes

Yes

Report to CRF and Board regularly on performance.

Yes

Yes

Planned Works

“Friendly people, came on time, never left me
17/18
18/19
18/19
19/20
18/19
Judgement Performance
Judgement Judgement

Commitment made
Commitment
madeand
andmeasured
measured
Write to residents two months before work is due.

Yes

Yes

Clarify resident’s choices and how to make selections.

Yes

Yes

Send out satisfaction surveys and monitor.

Yes

Yes

Consult with CRF annually about content of Planned
Maintenance programme.

Yes

Yes

Report to CRF and Board regularly on performance.

Yes

Yes

In 2019/20 we continued to invest in customers homes.
We spent:

waiting, no problems overall, no issues and
no complaints”
Customer feedback on the replacement of
their bathroom.

Finally...
Like everyone , we have learned lessons from our
response to COVID-19. We are continuing to modify
our services to ensure they are adaptable and meet
the needs of our customers in a changing world
whilst ensuring high standards and financial stability
is maintained so we can continue to serve our
communities for generations to come.

Thanks
Thank you for taking time to read this report.

A TOTAL OF £6.1m

£2.4m

£2.2m

Invested in resident’s homes

Responsive maintenance

Planned maintenance

We welcome your comments or queries
about this report or any other aspects
of our tenant engagement activities.
If you would like to discuss anything in this report or
opportunities to be involved with us please contact:

£344k

£554k

£322k

£323k

on 131
new boilers

on new windows
for 191 homes

on 37
new roofs

on 96 kitchens
and bathrooms

Lisa Longbottom, Tenant Engagement Officer on:
0300 5000 600
lisa.longbottom@connecthousing.org.uk

Getting
in touch

If you would like find
out more about how you
can get involved, then
to please contact us to
explore the options.
Lisa Longbottom:
0300 5000 600
lisa.longbottom@
connecthousing.org.uk

0300 5000 600
hello@connecthousing.org.uk
www.connecthousing.org.uk
/ConnectHousing
@ConnectHousing
Our vision is for a sustainable and just society where good homes,
neighbourhoods and opportunities help people enjoy happy,
healthy lives.
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Connect Housing Association Limited is a charitable housing organisation registered under the
Co-operative and Community Benefit Societies Act 2014 (No. IP17445R) and the Regulator of
Social Housing (No. L2285).
Registered Office: 205 Roundhay Road, Leeds, LS8 4HS.

