
I feel very privileged to have been able to 
serve both my colleagues on the panel and 
to represent the interests of Sanctuary 
residents for a third year; it is both a busy 
and fascinating role.

You let us know that you prefer practical ways of getting 
involved with scrutiny. We have set up new ‘communities 
of interest’, involving around 300 residents so far, to 
undertake specifi c activities for which they have expressed 
a particular interest. These groups work on behalf of the 
National Resident Scrutiny Panel (NRSP), which is in place 
to hold Sanctuary to account.

Work that the communities of interest have been doing 
includes:
•  ‘Family and Friends tests’ - mystery shopping in our 

extra care and supported living services.
•  Reviewing the condition of our housing estates.

We will be completing an inspection the equivalent of 
every working day of the year.

•  Supporting our Group procurement team – initially on 
the tendering of the maintenance contracts for lifts in 
large multi-occupancy fl ats.

•  Working with our home ownership team to identify 
how service charges are presented.  

•  Supporting us in reviewing how calls are managed by 
our customer service centre. 

We have reviewed the Local Offers (our service standards) 
this year.  We have contacted more than 30,000 residents in 
the last few months, through surveys and workshops held 
across the country. The overwhelming message is that the 
Local Offers remain sound. 

We value your contributions and thank everyone who 
has been involved in scrutiny so far. If you would like to 
contribute your skills, experience or interests and be 
involved with any future projects, please email
scrutiny@sanctuary-housing.co.uk
or call 0800 131 3348/0300 123 3511.
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This annual report is important because 
it shows you how we’re doing and how we 
plan to improve in the future.

You’ll see throughout it that across our Local Offers – the 
things you told us were important to you – our performance 
is maintained or improving.

Thank you to those of you who took the time to complete 
our survey or come along to a face-to-face session about our 
Local Offers. In response to your feedback, we have added to 
our neighbourhood offer regarding the condition of estates.

One of the big things for us this year has been improving our 
computer systems so we can answer your queries quickly 
and effi ciently. But it’s not just about technology. By the 
end of the year, we will have created 100 new jobs in Hull 
through the expansion of our customer service centre.

Again this year we directly invested £1.5 million to support 
the needs and aspirations of our residents and their 
communities.

As Wendy has said, it’s through the valued involvement 
of tenants and residents that we learn, improve and make 
things better for everyone. I’d encourage you to get involved 
with our communities of interest and help make a difference 
to your area and the services you receive.

I hope you fi nd this report informative.

Have you thought
about joining us? 
Email: contactus@sanctuary-housing.co.uk or 
call: 0800 131 3348/0300 123 3511

How you can get involved
with Sanctuary

Getting
Involved

We want to encourage as many residents as possible to get involved with the 
planning, development and delivery of our services. This involvement enables 
us to ensure our services are fi t for purpose and cater for our residents’ needs. 
Through participation and involvement, we can make sure that residents’ views 
infl uence the way we provide our services. We have communities of interest 
around a range of topics: 

•  Supported living

•  Complaints reviewers

•  Estate inspectors

•  Home ownership 

•  Procurement

•  Resident inspectors/service reviewers 

If you would like to get involved please 

email: scrutiny@sanctuary-housing.co.uk;
or call: 0800 131 3348/0300 123 3511
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Local
Offers

After hearing from more than 1,800 housing and supported living residents nationally, 
we have reviewed our existing Local Offers for our housing and supported living services.
The overwhelming feedback was that our Local Offers were focused on the right things. 
We have added a new Local Offer covering the condition of our estates.

The regulations also cover services to shared owners. Within Sanctuary, we have a 
‘Homeowners Forum’, which also includes leaseholders, to make sure that all homeowners 
have the opportunity to infl uence our services.

Value for money and 
governance

Customer service

Moving home

Neighbourhood

Home

•  We will provide an annual assessment of 
performance against Local Offers.

•  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 fi nancially strong.

•  Our Group Board is committed to effective 
leadership and supporting residents to shape and 
scrutinise the services we provide.

•  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, 
someone will call you back within one working day 
(Monday to Friday).

•  We will share information about the level of service 
you can expect from us on our website.

•  We will provide training for staff to ensure they 
are competent, knowledgeable and treat you as a 
valued customer.

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

•  We will make it clear to you what to do if you 
experience anti-social behaviour (ASB). 

•  We will also respond within one working day if you 
report a serious incident of ASB.

•  We will make sure your neighbourhood is well 
maintained. 

•  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 don’t fi x your repair on the fi rst 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.

What supported living residents think of our Offers is on 
page three. More information about what we are doing 
and how we are improving is in the full Annual Report 
to Residents on the website. If you want to request a 
printed copy please email scrutiny@sanctuary-housing.
co.uk or call 0800 131 3348/0300 123 3511.

Our Local Offers 2017-2020

2016/2017
Percentage of supported living residents who did not propose any 95%
improvement to the neighbourhood Local Offer

Neighbourhood

Customer service
2016/2017

Percentage of supported living residents who did not propose any 95%
improvement to the customer service Local Offer

2016/2017
Percentage of supported living residents who did not propose any 89%
improvement to the moving home Local Offer

Moving home

2016/2017
Percentage of supported living residents who did not propose any 92%
improvement to the value for money and governance Local Offer 

Value for money and governance

2016/2017
Percentage of supported living residents who said the home Local 93%
Offer could not be improved

Home
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