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Welcome
As Chair of the National Resident Scrutiny Panel
(NRSP) I feel very lucky to serve my fellow panel
members and to represent the interests of all
Sanctuary residents. Before I look back on our
work this year, I would like to extend a big thank
you to all resident members of the panel. Those
who have been involved over a longer period
of time, who bring considerable experience
and knowledge to the group, and those who
have become involved more recently for your
fresh insights. I appreciate your support and
commitment and l am excited to continue working
with you.
In last year’s annual report to residents, I mentioned
the ’communities of interest’ which were set up in
April 2017 to carry out practical tasks on behalf of
the NRSP. These groups have been working really
well and there are about 400 residents involved,
with that number increasing all the time. The
outcomes from these groups are key to enabling
the NRSP to hold Sanctuary Housing to account
ensuring residents are safeguarded, properties
are protected, and the excellent reputation of
Sanctuary is maintained.
Work that the communities of interest have
completed includes:
•	A review of the condition of housing estates with
staff and recommending improvements. Two
hundred and ninety seven of these inspections
were completed last year.
•	A review of how calls are handled by the repairs
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call centre. More than 50 residents were involved
and the feedback was that the level of customer
service remained very good. There were specific
improvements identified which the National
Head of Customer Service is working on. This
review will be repeated in late 2018 to assess how
the improvements have influenced performance.
•	Visits to 13 retirement living and supported
living services to consider whether the resident
member of the group visiting would want a family
member or friend to live there, if they were in
need of a similar service. Any improvements
identified during these visits were completed
promptly, sometimes within 24 hours. There are
20 more visits planned for the year ahead.
•	Work with Sanctuary Group’s Procurement
team on the tenders for waste contractors
and replacement kitchens. Your feedback
was invaluable to identify the priorities the
tenders need to cover for price, quality and
responsiveness.
I welcome the recent publication of the Social
Housing Green Paper. I am confident our approach
to scrutiny and resident involvement reflects the
government’s proposals, but I am not complacent
and I am consulting with panel members to ensure
our way of working is robust.
We’re always keen to hear from new residents
who are interested in being involved and support
our scrutiny work. If you would like to contribute
your time, skills and experience to be involved
with any future projects, please email scrutiny@
sanctuary-housing.co.uk or call 0800 131 3348
(landline)/0300 123 3511 (mobile).

Wendy Burridge, Chair of the National Resident
Scrutiny Panel

Welcome

Introduction from Simon Clark,
Group Director - Housing

Have you thought
about joining scrutiny?
Email: scrutiny@sanctuaryhousing.co.uk or call:
0800 131 3348/0300 123 3511

This annual report demonstrates how we are doing in serving you.
Again this year, you’ll see that we have improved across our Local Offers , and we highlight
what more we will be doing to make sure we continue to improve.
Our approach, which we call the ‘Sanctuary way’, is to always safeguard our residents and protect our
properties. This reflects our values of: ambition, diversity, integrity, quality and sustainability. Our values
describe what we stand for and I am proud that our staff demonstrate them through their work.
We continue to strive to provide a high quality service. In the year ahead this will include making
improvements to our gas servicing and fire safety services by bringing them all in-house.
One of the big things I mentioned last year was the expansion of our customer service centre in Hull, creating
more than 100 new jobs, which has now opened. You’ll see in this report that the residents who reviewed
how calls are being handled by our call centre were very impressed.
I echo Wendy’s views about the Social Housing Green Paper. It’s with residents valued involvement that we
learn, improve and make things better for everyone.
To those residents who have been involved this year, thank you and you have made a huge difference.
I encourage everyone to get involved with our communities of interest to help make a difference to the
services you receive.
I hope you find this report informative.

Simon Clark, Group Director - Housing
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Local
Offers

Regulation and our
Local Offers

Sanctuary Housing Association is regulated by the
Regulator of Social Housing (RSH). The RSH ensures
that we are doing what we say we will against two
sets of standards: economic and consumer. Our
commitment to delivering value for money and
meeting the consumer standards is demonstrated by
our Local Offers.

Economic standards

Consumer standards

•	Governance – this looks at how well we manage
risk, how we plan for the future, whether we
comply with laws and whether we deliver the
right services.

•	Home – this is about the quality of your home,
and whether it is safe and well-maintained.

•	Financial viability – this checks that we are
managing our money well and that our future
finances are strong.
•	Value for money – this examines whether we
offer good value for money.
The RSH rates all organisations like us. We are rated
‘G1’ and ‘V1’ for governance and financial viability.
These are the highest ratings.
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•	Tenant involvement and empowerment – this
looks at how well customers are involved in our
services and how we respond to the diverse
needs of tenants.
•	Tenancy – this sets out how homes should be
allocated and for what type of tenancy.
•	Neighbourhood and community – this explores
how well we manage neighbourhoods and
prevent or respond to antisocial behaviour.
The regulations cover services to shared owners, as
well as tenants who rent their home from us. Within
Sanctuary, we have a Homeowners Forum to make
sure that all homeowners (and leaseholders) have
an opportunity to influence our services.

Our Local Offers 2017-2020

Local
Offers

After hearing from more than 1,800 housing and supported living
residents, we published our new Local Offers last year. They describe
the service you can expect from us.

Neighbourhood
•	We will make it clear to you what to do if you
experience antisocial behaviour.
•	We will also respond within one working day if
you report a serious incident.
•	We will make sure your neighbourhood is well
maintained.

Customer service
•	We will make it easy for you to contact us if you
have a problem, or want information or advice.
•	If a staff member cannot resolve your query
immediately, they will explain the process and the
timescale for resolution to you.
•	If you have a problem, we will keep you informed
regularly of how we are dealing with your query or
complaint, and the reasons for any changes.
•	If you cannot get through or you leave a message,
then someone will call you back within one working
day (Monday to Friday).
•	Information on the level of service you can expect
from us is available on the website.
•	We will provide training for staff to ensure they
are competent, knowledgeable and treat you as a
valued customer.

Moving home

Value for money and
governance
•	We will provide an annual assessment of
performance against plans and objectives.
•	We will comply with all relevant legislation and
regulation, and remain accountable to our
residents and partners.
•	We will use external credit rating companies
to check our performance and make sure we
continue to be financially strong.
•	Our Group Board is committed to effective
leadership and controlling the organisation and
supporting residents to shape and scrutinise the
services we provide.

Home
•	If you have an emergency repair, we will respond
to you within 24 hours.
• 	If your repair is not urgent, you will be offered an
appointment at a time that suits you.
•	If we fail to fix your repair on the first visit to
your home, we will give you the date of a further
appointment.
•	We will make sure your home is safe and
compliant with health and safety law.
•	We will make sure your home is repaired to the
Decent Homes Standard.

•	If you want to move home, we will help you
identify options to meet your needs.
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Local
Offers

Local Offer – Neighbourhood

Key statistics
Statistics

2016/2017

2017/2018

Percentage of residents who said we make it clear what to do if
they experience antisocial behaviour

84%

84%

Percentage of residents who said they received a response
within one working day of reporting a serious incident of
antisocial behaviour

81%

80%

Percentage of residents satisfied with their neighbourhood as a
place to live

82%

86%

Summary
We make it clear what to do if you experience antisocial behaviour through our website, newsletters,
social media, our Housing Officers and our Customer Service Officers. We are pleased that more
than eight out of 10 residents have said this is the case but we are always looking to improve and are
reviewing the procedures we follow in addressing antisocial behaviour.
Over the last year, around 70 of our residents worked with both the Housing and Estates
Services teams across the country to carry out 297 estate inspections, the equivalent of at
least one estate every working day of the year.
An estate inspection involves an ’independent’ resident, someone who does not live on the estate
being inspected, assessing how clean the estate is, how well kept the communal areas and gardens are,
and whether there is any vandalism or graffiti. Each estate is given a red, amber or green rating and any
improvements are agreed with us in an action plan. When an estate is rated as red, it is re-inspected
within three months. There have been notable improvements with communal cleaning and the
condition of communal gardens when estates have been re-inspected.
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Local Offer – Neighbourhood
One of the themes of the Social Housing Green Paper is dealing with the stigma felt by
the residents of social housing. The proposals include celebrating thriving communities
through best neighbourhood awards and how landlords should go above and beyond
their regulatory requirements by supporting positive activities. We already have awards
programmes in areas where we have the largest concentration of homes.

Local
Offers

As part of our wider involvement with our neighbourhoods, we support lots of very local projects
and activities designed to improve the quality of life in our communities. These include projects that
encourage residents to dispose of waste and bulky items responsibly and projects that engage with
children and young people as described in the examples below. We are pleased these approaches have
been part of the improvement in resident satisfaction with your neighbourhood as a place to live.

Waste and recycling in Chester
Lache Environmental Day in Chester brought
together Cheshire Waste Reduction Volunteers,
Keep Britain Tidy, Love Food Hate Waste and the
council’s recycling service to promote recycling and
raise awareness about reducing waste, including
water, energy and food waste.

fridge before you open it. They also played recycling
and litter pick games.
An ongoing partnership with Keep Britain Tidy is
being explored to keep up the focus on making
Lache a pleasant place to live.

Children had fun creating artworks featuring
planting seeds, stopping wasting water, turning off
switches, turning the tap off when you brush your
teeth, and thinking of what snack you want from the

Working with young people in
Paignton
The Foxhole Streetbase Youth Work project works
with young people who hang out around the shops,
park and community centre in Foxhole, Paignton.
The youth workers make contact with young people
and work with them to help with the issues that they
are dealing with such as benefits, exam pressure and
their rights and responsibilities.
On one occasion the workers prevented a fight from
breaking out and on another they administered first
aid to someone who had badly cut their hand. The
workers provide a sense of safety for young people
and the wider community and a point of access for
help and support. They also signpost young people
to local clubs and activities that provide positive
activities.
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Local
Offers

Local Offer – Customer service

Key statistics
Statistics

2016/2017

2017/2018

Percentage of residents who found it easy to contact us

92%

92%

Percentage of residents who said we provide staff who are
knowledgeable and treat you as a valued customer

96%

96%

Percentage of residents who said if we cannot resolve your query
immediately, we will explain the process and the timescale for
resolution to you

88%

89%

Percentage of residents who said we keep you informed regularly of
how we are dealing with your query or complaint

72%

73%

2,523

2,163

Number of complaints received*
*Includes housing, supported living and extra care complaints

Summary
Our focus is to make sure it is easy for you to contact us and that your queries are resolved quickly. We have a
customer service centre you can call or email 24 hours a day, seven days a week, 365 days a year. Our staff at
the call centre deal with around one million calls every year. The quality of this service has been recognised by
being independently accredited for Customer Service Excellence for the third year running.
We are currently trialling a number of different methods in addition to voicemail for customers when ringing to
report a repair or request another service. We also encourage residents to use the online contact form on our
website, or email contactus@sanctuary-housing.co.uk with any non-urgent matters.
Our website provides a wide range of information about our services and also offers ‘live chat’ for visitors to
communicate with staff.
We are pleased that nine out of 10 residents surveyed say it is easy to contact us, and 96 per cent say our staff
are competent and knowledgeable and treated them as a valued customer.
In autumn 2017, more than 50 residents were involved in reviewing calls dealt with by our repairs team in
the customer service centre. The residents involved said the quality of customer service was very good
and highlighted some recommendations regarding how the length of calls could be better managed. This is
being addressed through further staff training. The review will be repeated in autumn 2018 to make sure the
recommendations are having a positive impact.

Dealing with complaints effectively
While we always want to give our residents a great service,
there may be times when we don’t get things quite right. If we
receive a complaint, we are pleased to have the opportunity
to put things right for you and learn for the future.
If you’re not happy with any part of our service, we have a
formal complaints process you can follow. A dedicated team
will take care of it as quickly and fairly as they can.
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If we receive a complaint, we will try to resolve it when you first
contact us. We aim to do this within 10 working days or less. If
you’re still not happy we’ll investigate further and come back
to you within 20 working days. If you’re still not completely
satisfied you can contact the Housing Ombudsman Service.
We are pleased that the number of complaints we have
received continues to reduce, by 15 per cent this year. We
resolve 90 per cent of complaints on target at front line.

Local Offer – Moving home

Local
Offers

Key statistics
Statistics
Number of residents registered with Homeswapper
Number of swaps on Homeswapper

2016/2017

2017/2018

6,197

6,187

164

519

Summary
We proactively communicate how to apply for a home with us through our website, social media, Housing
Officers and Income Officers. Methods include applying directly to us or in many places through the Choice
Based Lettings schemes that are run by local authorities. We work with local authority partners, through
their Choice Based Lettings or nominations processes, to make applying for a property as straightforward as
possible. Full details on the options available are in the ‘Applying for housing’ leaflet on our website.
The number of swaps completed through HomeSwapper.co.uk has tripled this year across the country. The
website is a national service that helps match residents who are thinking of moving to swap their homes,
either with other Sanctuary residents or with residents of other landlords. It is great to see more and more of
you are using it and that the number of successful swaps has increased.

Move it Surgeries in Chester
Residents concerned about the impact of welfare reform work alongside
the Resident Involvement team, supported by Chester West and Cheshire
Council, to help people to move home.
The regular Thursday morning drop in sessions are run by Sanctuary
residents and offer an innovative and unique service. Anyone, irrespective
of tenure or landlord, can visit the surgeries and be supported by the
volunteers to register online with West Cheshire Homes for a place on the
housing register. The volunteers also help residents to search for and bid on
properties and register with HomeSwapper.
As well as providing a service to those looking for a home, the volunteers
benefit from increased confidence and refreshed customer service skills
which can help getting into work. Training covers equality and diversity, data
protection and customer service as well as the more technical aspects of
the online application and bidding system.
The surgeries attract an average of 200 visitors a year and a second weekly
session which takes place in the Blacon Enterprise Centre on a Tuesday
morning was launched in June 2018.
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Local
Offers

Local Offer – Value for
money and governance

Key statistics
Statistics
How much it costs to manage each property
Percentage of residents who said their rent provides value for money

Standard and Poor’s credit rating

2016/2017

2017/2018

£580

£579

84%

89%

A+

A+

Summary
We are committed to ensuring good value for money by making the very best use of resources we
have. We are encouraged that despite the one per cent rent reduction, in each of the last two years,
the performance of our front line services for you have improved. We are pleased to have continued
to minimise the cost of managing each property by bringing down the cost of each repair and bringing
more of the maintenance services in-house. We have reduced the overall cost per repair from £119 to
£115 this year. The cost of repairs completed by our internal maintenance service was £98 compared
with £175 where we have needed to use external contractors. This doesn’t include what we spend on
maintaining or improving your home which is described on page 11.
We recognise the important role we have as a developer of new homes. We have completed 773 new
properties in 2017/2018.
We provide details of how we are doing against our service standards in this report, which
complements our Group Annual Report and Financial Statements.
Our successful compliance with the Regulator of Social Housing requirements is demonstrated by
maintaining the highest G1 and V1 ratings for governance and financial Viability. Reflecting our financial
strength, our credit ratings are A2 with Moody’s and A+ with Standard and Poor’s.
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Local Offer – Home

Local
Offers

Key statistics
Statistics

2016/2017

2017/2018

Percentage of emergency repairs completed within 24 hours

84%

90%

Percentage of residents who said we gave a date of the next repair if
we couldn’t complete it first time

73%

88%

100%

100%

92%

94%

Homes that meet the Decent Homes Standard

Percentage of residents who said they were satisfied with the
repair service overall

Summary
Nationally, we spent £68.7 million on capital repairs and maintenance and £28.9 million on planned
maintenance of our properties this year. In addition, we spent £49.8 million on routine maintenance in
our stock. All of our homes meet the Decent Homes Standard, complying with the necessary health and
safety legislation.
We are pleased that the percentage of emergency repairs responded to within 24 hours has continued
to improve. We continue to focus on improving our performance when it comes to completing repairs on
the first visit. We are currently running a pilot in our East region which covers where our operatives are
given a full day of scheduled appointments, rather than one at a time, to reduce journeys for materials and
increase the number of repairs we complete first time.
Residents who have received a recent repair in the pilot area have provided valuable feedback through
five workshops, recommending how our service can be improved.

Investing in services to
support high quality housing
As part of Sanctuary’s commitment to have high
standards and deliver services ourselves wherever
possible, we invest in direct service provision for the
benefit of our residents.
We are establishing two additional internal teams
– Gas Services and Fire Safety Services – so that
we have even better management of these aspects
in our properties.
Both teams are made up of gas and fire safety specialists
who share knowledge and best practice. They will help
us to have an even clearer picture of our homes and will
provide better customer service.

The majority of our gas services provision was rolled out
during the last three years. We will be completing the
provision in London, the South East and the South West
of England soon. These teams provide gas and boiler
systems maintenance, servicing, repairs and cover, and
also carry out heating installations, ensuring compliance
regulations are met.
Fire Safety Services will repair and service fire alarms,
emergency lighting, door entry systems, smoke
detection, automatic opening vents and fire fighting
equipment. Being phased into the team will be the
servicing of wet and dry risers, suppression systems,
sprinklers, installations, and security equipment such as
door entry, CCTV and warden calls.
Both teams will be fully operational from November 2018.
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How you can get involved with Sanctuary
We want to encourage as many residents as possible to get involved with the shaping and scrutinising
of our services. This involvement enables us to ensure our services are fit for purpose and cater for
our residents’ needs. Through participation and involvement, we can make sure that residents’ views
influence the way we provide our services. We have communities of interest around a range of topics:
•	
Complaints reviewers
•	
Estate inspectors
•	
Home ownership
•	
Procurement
•	
Resident inspectors/service reviewers
•	
Supported living

A community of interest is a group of residents who have experienced a service and want
to work together to improve it. On many occasions this can be done remotely and you
do not need to attend meetings. If you would like to get involved, please email us at
scrutiny@sanctuary-housing.co.uk or call us on 0800 131 3348 (0300 123 3511 from a mobile).

This leaflet can be translated into other languages, large print and Braille or recorded on to an audio CD. Please contact
us for details. If you need to speak to a Sanctuary member of staff in your own language, please contact your local office
and they will arrange an interpreter for you.
0800 131 3348 (landline) 0300 123 3511 (mobile)
contactus@sanctuary-housing.co.uk
www.sanctuary-housing.co.uk
@HelloSanctuary
Sanctuary Housing Services Limited is a subsidiary of Sanctuary Housing Association, an exempt charity.

