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Welcome
At WDH we pride ourselves on being more than
a landlord. Whilst providing and developing
high quality homes is our core business, we are
committed to delivering against our Vision to
Create Confident Communities and we do this is
a variety of ways. Our organisation is built on a
commitment to supporting tenants to live safely,
securely and healthily in their homes for as long
as they are able to. We do this by providing a wide
range of services to help people to succeed, whilst
delivering social value. Delivering value for money
(VFM) is an essential part of how we do business.
The following pages set out some of the ways we have
delivered VFM for our tenants over the last year and
I am delighted to share these achievements and their
impact with you.

Andy Wallhead
Chief Executive

Our customers are at the heart of our business and
we involve them in designing and improving services
at every opportunity, to make sure that we focus on
what is important to them and to continue to meet the
high standards they expect and deserve. Over the next
year we will focus on building on that to provide more
opportunities to involve more tenants in shaping our
services.

This year, we have supported over 130 tenants
experiencing domestic abuse and our Debt Team has
dealt with over 38,000 calls from tenants struggling
with their finances.
We ensured that our tenants were able to stay in their
homes, helping over 200 people to find work and
supporting 80 individuals to better themselves through
training thanks to our Foundation Grant scheme.
Through our Community Grant scheme, we were able
to help 29 community groups with almost £20,000 of
funding to deliver events, buy equipment and improve
their facilities for the benefit of the district.
We also delivered on our promise to provide over
400 new homes for the district, investing over
£26 million, and through our environmental efforts
claimed £392,000 in return for energy generated
through our solar panels on homes across the region.
Everything we do is to generate VFM and a social
return on investment which we can reinvest into
support and initiatives such as this.
I hope you find the facts, figures and stories that follow
of great interest, and, whilst it is unclear what the
impact of the Coronavirus will be on businesses and
individuals across the district, I am confident that we
are well prepared to take on the challenges we may be
presented with.

Welcome
This year we have seen some great successes,
followed by some great challenges towards the end of
2019 / 2020 when the world was faced with a global
pandemic. I am proud to say that we responded well,
ensured our people and our customers were safe
and minimised the financial impact on the business
effectively.

Ahead of the Coronavirus impacting on the nation,
we achieved some fantastic things for both tenants
and employees. We continued our work with partners
including the NHS, Department for Work and Pensions
(DWP), Police and Fire Service, to deliver the very
best outcomes for our customers and our communities
and we supported thousands of individuals and their
families.
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Delivering Our Vision
Our Vision is to create confident communities.

Our Business Strategy, ‘Delivering the Vision’,
set out our objectives and ambitions to reach that
milestone.
Our business model is based on maximising our
social dividend, the surplus remaining after our
core housing functions are paid for.

Our Vision is supported by our Mission:
To inspire, transform and promote
excellence and our Values: To be
creative, inclusive and work with integrity.
To deliver our Vision we have set rolling
five-year milestones.
We have now reached our 2020
Milestone An enterprise with social
impacts: through developing a model
for sustainable living in mixed tenure
communities.

This is reinvested to enable us to build more
homes and improve existing homes, to provide
better places for people to live across the
Wakefield district and beyond. It supports us to
deliver our Vision to create confident communities
and go beyond the responsibility of a landlord.
Our aim is to make sure we are at the forefront of
delivering positive change that delivers VFM and
increases our social dividend for reinvestment in
our communities.
To ensure continued focus on VFM we considered
each of our strategic objectives and ambitions from
a VFM perspective, setting a number of intended
key business and VFM outcomes, as shown
opposite.
The document illustrates how we performed
against our intended outcomes, and continued to
improve VFM and generate a social return from the
reinvestment of our social dividend during
2019 / 2020 and explains our future plans.

Delivering our ambitions and improving VFM
Our Strategic
Objectives
To be a positive force
of leadership and
influence to develop
the potential of people

To be a partner of
choice to create better
places to live

To be a landlord of
choice by putting the
customer first

To adopt best practice
in good governance

Our ambitions
to 2020

Our intended Key Business
and VFM Outcomes 2019 / 2020
Sustainable Workforce:
Maintain business overheads
below 7.5% of turnover.
Connected Workforce:
Over 50% of training courses
delivered digitally.
Sustainable Homes:
100% of safety inspections
completed.
Connected Homes:
Deliver 340 new homes.
Sustainable Communities:
Maintain tenancy turnover
below 7.5%.

Sustainable
Growth:
Social Dividend
of over £71m.

Connected Communities:
Increase digital contacts to
over 50%.
Sustainable Business:
Deliver efficiency savings of
over £250,000
Connected Business:
Develop one new joint venture.

Delivering Value for Money Report 2019 / 2020

Social dividend
£68.3m

Apprentices and Employee Learning
• Created six construction and five
office apprenticeships.
• Delivered 530 training courses and
supported formal qualifications for
271 employees.
• Delivered our Leadership Extended
Achievement Programmes to
sixteen employees.
Estimated social return £29m
Community Employment Advisors
• Supported 204 individuals to find full
or part time employment, and 210
individuals to access training.
Training for Employment Programme
• Provided practical employment
training and support to 37
individuals in environmental
assistant roles.
• 22 individuals moved on to
successful further employment.
Estimated social return £15m
Working with Young People
• Delivered our Community
Leadership Programme to 50 young
people.
Community Grants
• Provided £19,300 of grants to 29
community organisations.
Estimated social return £3m

New homes
• Added 402 new social housing
homes to our property portfolio.
Upgrading existing stock,
independent living schemes and
regeneration
• Delivering improvement
programmes to improve the quality
of our homes and ensure they are
safe, secure and energy efficient.
Estate and environmental
enhancements
• Delivering environmental
improvement schemes on our
estates to ensure they are safe and
pleasant areas to live and play.
Estimated social return £209m

Cash Wise
Supporting tenants to take control of their finances including:
• 3,171 one-to-one visits to tenants and 24,034 contacts through
phone calls, online or correspondence.
• Universal Credit support to 4,098 customers.
• Support to unlock £2.72m in additional benefit, support grants,
reduced utility costs and access to food banks.
• Support to tenants to complete 1,661 benefit forms.
• Cash Wise Life Choices schools programme to
343 young people.
Estimated social return £4.7m
Debt Team
Providing tenants with support to manage debt including:
• 37,425 outreach visits to tenants.
• Preventing evictions for 1215 tenants at risk of eviction.
• 1,895 households helped to create a household budget.
• Supporting tenants with applications to unlock
£928,700 in Grants.
• Referring 1,315 tenants to other services.
Estimated social return £4.3m
Tenancy Ready Team
Supporting tenants to maintain successful tenancies.
• 446 customers supported to obtain accommodation
and retain existing tenancies.
Estimated social return £1m
Care Link
Providing Care Link services and 24 hour responder
service including:
• Responding to 4,263 incidents which may have resulted in
hospital admission without our intervention saving the NHS
an estimated £1.6m.
• Preventing ambulance calls and hospital admissions for
2,177 calls in relation to falls in the home saving the NHS
an estimated £15m.
• Preventing nearly 50,000 calls to 999 and 111 saving the
NHS an estimated £10m.
Estimated social return £31.6m

So

£47m

So

cial return

Delivering Customer Excellence

cial return

Building Better Places

Progress against VFM metrics

Creating sustainable tenancies
and communities

Social dividend is the surplus remaining after our core housing functions are paid for. We measure
the additional social, economic and environmental value impact from the reinvestment of social
dividend using Social Return on Investment (SROI). It estimates, in financial terms, the positive
benefit, both present and future that the reinvestment of our social dividend is expected to have on
our tenants, customers, other stakeholders and our local communities

Opportunities for All

£209m

A Digital Future
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Creating a sustainable business

estment
Inv

£57m

Delivering Customer Excellence

£5.6m

£3.7m

A Digital Future
Housing Adaptations and Occupational Therapy Teams
Providing adaptations to homes to support tenant health and
wellbeing including:
• 777 assessments for adaptations in the home.
• 312 assessments for rehousing on medical grounds.
• 203 accompanied viewings to ensure accommodation was
suitable.
• 1,697 minor adaptations completed.
Estimated social return £1m
Mental Health Navigators and Wellbeing caseworkers
• Support to 1,052 clients to improve their wellbeing.
Estimated social return £1.4m
Improving community safety and managing antisocial
behaviour.
• Resolved 6,374 complaints of nuisance and antisocial
behaviour.
• 86% of tenants were satisfied with the way their antisocial
behaviour complaint was handled.
• 81% of tenants were satisfied with the outcome of
reported antisocial behaviour.
Estimated social return £108m

•

Implemented further enhancements
to our enterprise resource planning
solution, Dynamics across our
finance, procurement, HR and
payroll functions.
• Deployed a range of digital tools
and enhancements across the
business including Microsoft Teams,
to enable our teams to operate more
effectively.
• Implemented digital initiatives to
improve access to services and
make cost and productivity savings.
• 13,598 downloads of our Tenant
App to enable them to access their
accounts and report issues to us
digitally.
• 58% of all contacts to our OneCALL
customer service team and
Homesearch service were made
digitally online or by email.
Estimated social return £14m
cial return

£2m

Creating sustainable homes and
neighbourhoods

Building Better Places

£14m

So

estment
Inv

Creating a sustainable workforce

Opportunities for All

estment
Inv

Delivering Social Value

estment
Inv

Delivering Our Vision

£152m
S oc

ial return

Social return

£422m

Social Return On Investment

SROI 6.17:1

£6.17 for every £1 invested
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Opportunities for All
Maximise opportunities for our people and those who want to work for us

Ensuring we have a sustainable
workforce with the right skills and
competencies to deliver services is
critical to our ongoing success.
It is vital that our offer to employees is fit for
purpose and attractive in an increasingly
competitive market.

During 2019 / 2020 our level of employee
satisfaction was 79.5%.
Maintaining and improving employee satisfaction is key
to ensuring a thriving and successful business.
High levels of employee satisfaction generate VFM
by reducing costs as a result of increased loyalty,
productivity and employee retention.
Our 2019 / 2020 employee survey showed satisfaction
levels remain top quartile when compared to others.
Though they were behind our intended target so we
are working hard to implement plans to respond to the
views of our employees, to ensure we make positive
change and improve overall satisfaction.

Investing in our people
Supporting the wellbeing of employees and providing
opportunities for development are key to improving
satisfaction.
Employee costs make up a significant proportion of
our costs and we are focused on maintaining low
overhead costs in support functions such as corporate
support, finance, legal, HR and IT that support the
range of services we provide directly to our tenants
and customers. So it important that we continue to
support all our employees to develop their skills and
capabilities so they are the very best at what they do.

During 2019 / 2020 we invested over £220,000
in training and development for our employees.
Training programmes delivered included:
• Resilience Training
• Coaching and Mentoring training and support.
• Leadership Extended Achievement Programme
(LEAP) initiative to nine employees to provide
opportunities to gain the skills and confidence
to progress within the organisation, developing
leaders for the future.
• Business Leaders LEAP for seven employees
who are aspiring directors of the future.

Supporting employee wellbeing
Our role in supporting the wellbeing of all our employees is important to us and we continue to invest in initiatives
and programmes to support and improve the wellbeing of all our employees, which in turn contribute to continued
reductions in the level of sickness absence.
During 2019 / 2020 we:
• Paid a particular focus to promoting mental health awareness.
• Introduced 16 Mental Health First Aider Wellbeing Champions, taking our total number of employee
Wellbeing Champions to 31.
Our strong people focus, ensures we retain Investors in People accredited to Gold Status, and have commenced
working towards the new Investors in People standard for reassessment within the next 12 months.

• 530 training course sessions to 4,388 attendees
including 24 IT, 114 construction, 90 health
and safety, and 302 other specific learning and
development.
• Formal qualifications delivered to 206 delegates
by our internal training team, including
Chartered Institute of Housing (CIH) in housing
management, Institute of Leadership and
Management (ILM) qualifications, Institute of
Organisational Health and Safety (ISOH) safety
management, and Site Management Safety
Training Scheme (SMSTS).
• Participation in a range of external qualifications
by 65 delegates.
To ensure maximum VFM and increase opportunity
for participation, we continue to expand the number of
training and development courses delivered digitally
through e-learning and webinars.
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Opportunities for All Continued

Apprenticeships

Our 2019 / 2020 Performance

Since it was introduced in 2005, our Apprenticeship
Programme has gone from strength to strength.
95% of apprentices recruited have secured full
time, permanent employment with us.

Key Business / VFM Outcome

The Apprenticeship Levy introduced in 2017,
means we are now required to pay a contribution,
based on monthly salary costs, into a national pot
to support the delivery of apprenticeships.

This was slightly higher than our target of 7.5%.

In 2019 / 2020 we paid just over £205,000 in
Apprenticeship Levy, and ensure that we get
maximum benefit and VFM from this investment.
During 2019 / 2020 we created 11 new
apprenticeship opportunities; six construction and
five office-based apprenticeships. Bringing the
number of apprenticeship placements offered since
2005 to 142.
We continue to support the Girls in Construction
campaign working with local schools to offer taster
sessions to girls to encourage them to consider
a career in construction and the opportunities
available through our construction apprenticeships.
In February 2020 we held ten construction taster
sessions at The Store. We promoted these
sessions with a female targeted social media
campaign to help attract interest and increase their
participation.

We secured...
low overhead costs at 8.14% of adjusted turnover.*

Compared to 2018 / 2019

Compared to others
Compared to our Sector Scorecard Peer Group
in 2018 / 2019 we were in upper quartile.

In 2018 / 2019 overheads
costs were 7.3% of adjusted
turnover.

Upper
Quartile
10.1%

Median
Quartile
11.1%

Lower
Quartile
14.2%

Our 2019 / 2020 performance is expected to
remain upper quartile.

Key Business / VFM Outcome
We delivered …
23% of training courses digitally.
This was behind our target of 50%.
We continue to work on moving more training to
digital platforms such as e-learning and webinars.

This was a new measure
for 2019 / 2020 so we can’t
compare our performance.

This is our own performance measure.
We have not compared our performance to others.

In 2018 / 2019 the number
of days lost to sickness
absence were an average
of 1,128 per month over the
12 month period.

Compared to public sector organisation
benchmarks our overall sickness absence rate
at 3.4% of total working days is better than the
national average of 4.2%.

During the year...
We lost an average of 1,134 days per month to
sickness absence (Equivalent to 11.4 days per
year per FTE). This was higher than our target of
925 days per month and the performance was also
impacted by the Covid-19 pandemic.
Overall the level of absence was 3.4% of total
working days.
We continue to support employees to prevent
sickness absence and support their return to work.
79.5% of employees were satisfied overall with
working for us.
This was behind our target of 85.6%.
We continue to implement improvements to make
positive change and improve satisfaction.

Our survey in 2017 / 2018
showed satisfaction was
84.6%.

Compared to TLF Satisfaction Index
performance was top quartile.
Top
Quartile
74.4%

Median
Quartile
64.3%

Bottom
Quartile
43.0%

*data currently unvalidated for Sector Scorecard return.
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Opportunities for All Continued

Supporting tenants and
communities

Training for Employment Scheme
A Case Study

Investing in services and schemes to support
tenants to enhance their life opportunities and
support our communities plays an important part
of ensuring sustainable tenancies and meeting our
Vision to ‘Create Confident Communities.’

When AR attended Airedale Work Club in
December 2019 he told us that he was on
Employment Support Allowance relating to a
learning disability, had no employment history but
wanted to change his life by getting a job. The
idea of the Training for Employment programme
was put to him as this would provide a supportive
environment with work matched to his skills
and interests. Job Centre Plus agreed that this
would be classed as Permitted Work, to protect
this benefit, and with consent he was introduced
to Autism Plus, who were able to offer more
intensive support. He was also successful in an
application to the WDH Foundation Grant to pay
for his travel costs for the required 4-week Sector
Based Work Assessment (SBWA) to assess his
suitability for the programme, as he didn’t drive,
and felt uncomfortable on public transport. He
was successful at the SBWA, and so was in March
2020 offered a 15 hour contract under Permitted
Work rules, with scope to increase his hours when
he feels ready to do so.

Our Training for Employment programme
provides paid employment for unemployed
tenants and their families for up to a year, mainly
in environmental and caretaking roles, and some
office based roles. Candidates are selected
following an assessment process and successful
completion of a four week programme of sector
specific training through our Sector Based Work
Academy. The scheme provides skills to help
participants to move into further employment at the
end of the programme.
During 2019 / 2020:
• 70 individuals were offered places on the Sector
Based Work Academy.
• 37 individuals were offered employment in
Training for Employment programme.

Tenant Training for Employment
Vi e w s Office placement
I can communicate a lot better with
people and I’m a lot more confident
around them. I’m so much better off
now having been on the course than
I was before.”

Our Community Employment Advisors are
dedicated to helping job seekers overcome
barriers to work.
During 2019 / 2020 they:

The Foundation Grant Scheme is designed to
offer support to those tenants looking to improve
their situation through training and development
who unfortunately don’t have the money to fund
that development. The Foundation Grant can
provide up to £3,000 to anybody residing in one
of our properties to support their development and
can be used for training courses, travel expenses,
course equipment and childcare.

During 2019 / 2020:
• We supported 91 tenants, providing them with
£96,971 in funding for courses.		

Tenant
Vi e w s Foundation Grant Scheme

Foundation Grant Scheme - A Case Study

The Foundation Grant Scheme is a great
thing to have access to I am now in a job I
love with help from the scheme. ”

A tenant contacted us in 2019 requesting
Foundation Grant support. The tenant had always
wanted to work as a driver, but was out of work
and struggling to get by on Universal Credit (UC),
so didn’t have any spare money to save for a
course.

I would like to thank you for the chance to
improve my job prospects and it will help
for future jobs it is a very good scheme
which I feel is run very fairly and will help
a lot of people to secure work for years to
come. ”

Working with the WDH Community Employment
Advisors, the tenant completed an application for
support, requesting £1,000 for an LGV driving
course.

I think it’s a wonderful thing for people
who really struggle. You make it easier for
working class people to achieve their goal
in life. ”

The Foundation Panel considered the tenant’s
application and the funding was awarded. The
tenant attended and completed his training. The
training provider was so impressed with his
dedication and ability that they offered him a job
working with them. The tenant now has a new
lease of life; he feels much happier and has
disposable income to save and spend on further
training and development opportunities.

Took some years of searching for my place
in this world, but finally got here. Couldn’t
have got here without your help and WDH
and I’m so grateful for what you have all
done for me….and guided me to my calling
in life. Many thanks to you all. ”

• Held work clubs for 1,623 attendees.
• Supported 204 individuals into work.
• Helped 210 individuals find training opportunities.
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Opportunities for All Continued

Community Grant scheme

Initiatives to inspire young people

Our Community Grant scheme supports a wide range
of community projects, providing up to £1,500 for local
community and voluntary groups looking to fund a
project. Since the scheme was established in 2005,
we have provided over £250,000 to help over 200
local groups.

We continue to deliver a number of other initiatives to
support, inspire and mentor young people across our
local communities.

During 2019 / 2020:
We awarded £19,291 in community grants to groups
within our neighbourhoods across the District. Grants
were provided to 29 organisations including:
• Wakefield City - Fusion Group, which supports
young people on the autistic spectrum, to provide
sensory, arts and crafts and other much needed
equipment.
• Wakefield Rural - Crofton Juniors AFC , to fund
winter training facilities and other much needed
equipment.
• Wakefield Rural - Crofton Juniors AFC , to fund
winter training facilities.
• Wakefield North West - Grange Park Bowling
Club, a crown green bowling, to provide essential
equipment needed to maintain the green.
• South East - Moorthorpe and South Elmsall
District Junior Football Club , to provide new home
and away football strips.
• Normanton and Featherstone - Our Root Inner
City Lives, which supports youths from hard to
reach communities, to provide funding for session
space and activities.
• Pontefract and Knottingley - Barracks Community
Association, to provide activities and events to
those living in the local community.
• Airedale and Castleford - Castleford Men in Sheds,
which supports local men to improve their mental
wellbeing, to provide equipment for workshop
activities.

During 2019 / 2020 initiatives delivered
included:
• ‘Toolkit for Life’ sessions at three primary
schools across the District helping vulnerable
children improve their self esteem, confidence
and make positive healthy choices.
• 28 Work Experience placements completed
including 15 construction students from
Wakefield College.
• ‘When Dance Happens’ a partnership
initiative with the Arts Council. Provided free
opportunities for school children in Castleford to
develop their skills and understanding of Dance,
attending competitions, after school clubs,
summer camps, Northern Ballet productions as
well as completing Arts Awards.
• Eight employability sessions were delivered to
a cohort of NHS Interns taking part in ‘Project
Search’ and unemployed young people from
Pontefract Job Centre Plus.
Since its creation in 2006, our flagship Community
Leadership Programme, a week-long residential
programme in the Lake District, has helped over 1,500
young people to develop in areas such as confidence,
teamwork and communication, which are essential for
them as they move towards the world of work.
During 2019 / 2020:
• 60 young people attended the programme.

‘Fun with Fev’ a partnership initiative with
Featherstone Rovers delivered 34 Multi Sports
sessions.
176 young people aged 6 -12 years, received 510
hours of free active sports and games, during the
school holidays.
Sessions were held in the Knottingley and
Ferrybridge area and were well received in the
local community.
Parents, volunteers, children, local shopkeepers,
local police and firefighters all reported how the
sessions were positive, the children were engaged
and had a great time having fun.

Project Search Interns work place visit
Thanks so much for today it was really
insightful for us all and really made us
more aware of the career opportunities
within WDH. The apprentices were
fantastic and the ladies who delivered
the second session were also brilliant! ”
Project Search Tutor.
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Building Better Places

Invest in more new homes and land to meet the growing need for affordable housing and become a leading regional housing provider

Ensuring sustainable homes is vital
to our Vision to ‘create confident
communities.’ We remain focused on
providing affordable, energy efficient
and safe homes meeting the demand for new
homes and maintaining and improving our existing
homes and neighbourhoods.

Our aim is to deliver 2,500 high quality new homes
over the next five years that are safe, environmentally
friendly and offer a healthy space to live; and providing
a variety of types and tenure, to meet customer need,
local housing demand and our aspirations.
We will expand our approach to providing new homes
beyond Section 106 acquisitions which enables us
to purchase homes built by other developers, to
increase land-led development working in partnership
with contractors, and being proactive in promoting
and acquiring land for development. This will give
us improved control and flexibility of the types and
tenures of properties we deliver to ensure we meet the
demands of our customers.

Delivering new homes
During 2019 / 2020 we invested £28.7m
to deliver 402 new homes, equivalent to
1.3% of our existing housing stock.
Of these 285 were provided for rent and 117 were
provided for intermediate or shared ownership.

We will also set up a new development company, to
enable us to provide new homes through direct site
acquisition and development of our own new homes in
accordance with our own designs and specification.

Bridge Homes, our joint venture with Wakefield
Council, delivered 44 new homes during the same
period. These homes are made available for open
market sale and the surplus reinvested in the provision
of other new homes.

Our 2019 / 2020 Performance

Key Business / VFM Outcome
We delivered…
402 new homes.

Compared to 2018 / 2019

In 2018 / 2019 we delivered
402 homes.

We maintain Homes England investment partner
status for the Affordable Homes Programme and have
also been successful in a Strategic Partnership bid
with Together Housing and Accent Housing to Homes
England for the ‘Wave 2’ new build programme
(2021 - 2024) which has resulted in funding to enable
us to deliver 330 homes during 2021 / 2024.

Compared to others
Compared to our Sector Scorecard Peer Group in
2018 / 2019 we were in upper quartile.
Upper
Quartile
310

Median
Quartile
132

Lower
Quartile
90

Our 2019 / 2020 performance is expected to remain
upper quartile.
We invested...
£28.7 million developing new
homes.
This was in line with our budget.

In 2018 / 2019 we spent
£29.4 million.
We spent less in 2019 / 2020
than in 2018 / 2019 as our
development programme had
a greater mix of Section 106
properties which can be acquired
at a lower cost.

This is our own performance measure.
We have not compared our performance to others.
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Building Better Places Continued

Improving existing homes
During 2019 / 2020 we invested
£26.7m in improving and maintaining
our existing housing assets.
We have a stock profile of just under 35,000
assets. This includes 31,639 owned and managed
residential properties of which 597 are low
cost home ownership properties, and also 439
leaseholder properties and 2,799 garages.
We also have a small number of commercial units
and our operational offices and sites.
Ensuring our stock is sustainable and meets
changing needs and demands is important if we
are to maximise the revenue we generate from
them and deliver value for money.
We want to make sure tenants remain satisfied
with their homes and that they feel their rents
provide value for money. Continued investment in
assets helps towards this.
We undertake an asset management review of all
our housing stock on an annual basis to ensure
they continue to deliver value for money.
We use this information to classify our properties
using a traffic light approach or ‘RAG’ (red, amber,
green) profile, to determine future investment or
disinvestment plans, as well as identifying shorter
term maintenance decisions. Continued targeted
investment and rationalisation of under-performing
assets has improved the VFM of our stock profile
over time.

During 2019 / 2020 we completed
stock condition surveys on over
26,000 of our residential properties.
These will inform our future investment
programmes and maintenance cycles and ensure
we improve value by money by deliver the right
improvements, to the right properties at the right
time; making sure our they continue to meet quality
and compliance standards.

Our 2019 / 2020 Performance

Compared to 2018 / 2019

Compared to others
Compared to our Housemark Peer Group in
2018 / 2019 we were in median quartile.

90.6% of tenants are satisfied
with the overall quality of their
home.

In 2018 / 2019 satisfaction
was 89.1%.

Top
Quartile
90.1%

Median
Quartile
89%

Bottom
Quartile
86.4%

Our 2019 / 2020 performance is likely to move to
upper quartile.
We spent …
£26.7m to improve and maintain
our existing housing assets
through our capital programme

In 2018 / 2019 we spent
£28.6 million.

This is our own performance measure.
We have not compared our performance to others.

This was slightly behind our
budgeted spend of £27.9 million.
It cost…
an average of £1133.56* per
property for major works and
cyclical maintenance.

In 2018 / 2019 the cost was
£1324.19.

Compared to our Housemark Peer Group in
2018 / 2019 we were in median quartile.
Upper
Quartile
£1,105

Median
Quartile
£1,334

Lower
Quartile
£1,511

We reduced…
the number of ‘red’ properties
requiring high levels of
investment or in low demand by
64 to 457 (1.4% of our residential
properties).
This was behind our target to
have 296 ‘red’ properties. But
we have future plans in place for
each property.

During 2018 / 2019 we
reduced the number of red
properties by 35 from 556 to
521.

This is our own performance measure.
We have not compared our performance to others.

*data currently unvalidated for Housemark return.
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Building Better Places Continued

Maintaining high standards of repair
Our focus is on providing a high quality, efficient and
low cost repairs service, and we continue to perform
well in this area.
During 2019 / 2020 we completed 104,105 responsive
repairs in an average of seven calendar days.

Our 2019 / 2020 Performance

Compared to 2018 / 2019

Compared to others
Compared to our Housemark Peer Group in
2018 / 2019 we were in upper quartile.

88% of residents were very or
fairly satisfied with repairs and
maintenance.

In 2018 / 2019 satisfaction was
89.1%.

Top
Quartile
88.2%

Median
Quartile
85.3%

Bottom
Quartile
79.6%

Our 2019 / 2020 performance is likely to move to
median quartile.
Compared to our Housemark Peer Group in
2018 / 2019 we were in upper quartile.
We completed …
104,105 responsive repairs at
an average cost of £99.50*.

In 2018 / 2019 we completed
105,267 responsive repairs at
an average cost of £119.02.

Upper
Quartile
£112.44

Median
Quartile
£132.73

Lower
Quartile
£166.51

Our 2019 / 2020 performance is expected to be
remain upper quartile.
Compared to our Housemark Peer Group in
2018 / 2019 we were in upper quartile.

It took us…
an average of seven calendar
days to complete repairs.
Slightly behind our target of
five days.

During 2018 / 2019 we took an
average of six days.

Upper
Quartile
7.9

Median
Quartile
11.9

Lower
Quartile
16.1

Our 2019 / 2020 performance is expected to be
remain upper quartile.
Compared to our Housemark Peer Group in
2018 / 2019 we were in median quartile.

We completed...
94% repairs at the first visit.

During 2018 / 2019 we
completed 93% of repairs at
first visit.

Upper
Quartile
95.7%

Median
Quartile
91.4%

Lower
Quartile
86.6%

Our 2019 / 2020 performance is expected to be
remain median quartile.

*data currently unvalidated for Housemark return.
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Building Better Places Continued

Ensuring high standards of
compliance
During 2019 / 2020 we undertook 30,021
annual gas services and 6,163 validated
annual electrical inspections.
Delivering the highest standards of compliance and
building safety across our portfolio is a key priority.
Our standards focus on achieving both regulatory
requirements and industry best practice to ensure the
safety and wellbeing of our residents.
We focus on a wide range of compliance and building
safety issues, which include the top six criteria of
compliance - gas, electric, fire, water, asbestos and
lifts. We have agreed programmes for inspection and
improvement to ensure high standards.
We have continued to focus on improvements to our
high-rise buildings through the upgrade of apartment
entrance doors and the certification of fire stoppage for
each apartment, using a range of enhanced security
and safety options, including the installation of sprinkler
systems and improved levels of fire detection.
Our programme of works for our remaining 11 high
rise will be delivered over the coming years with six
buildings being completed over the next two years,
ensuring the highest standards of safety for our
residents.

Improving energy efficiency
During 2019 / 2020 we implemented
over 1,400 further measures to improve
energy efficiency across our properties.

Our 2019 / 2020 Performance

Compared to 2018 / 2019

Key Business / VFM Outcome.
We undertook our intended safety
inspection programmes, completing:

In 2018 / 2019 we undertook:
• 29, 261 annual gas services.

Reducing fuel poverty and improving the health
and wellbeing of our tenants by providing warm,
comfortable and energy efficient homes is a
continued priority.

• 30,021 annual gas services.

The energy efficiency of homes is measured through
Energy Performance Certificates and the government
have set targets for fuel poor homes to achieve a
Band D rating by 2025, and Band C rating by 2030,
with a broader ambition for all homes to be Band C
by 2035.

• 42 asbestos reinspections.

• 68 legionella (water) risk
assessments.

• 33 legionella (water) risk assessments.

• 160 fire risk assessments.

• 166 fire risk assessments.

• 115 inspections of lifts.
(LOLER programme)

We continue to work towards achieving a minimum
Band C across all existing residential stock by 2030.
This excludes new build which are required to perform
to Band A ratings.
We have carried out EPCs on our properties as part
of our 2019 / 2020 stock condition survey and will
be analysing this to put together a value for money
approach to improving them to achieve Band C
wherever practicable over the next nine years.
Our focused approach will enable prioritisation of the
least energy efficient properties, providing an effective
method for improving VFM for tenants and generating
a social return, addressing fuel poverty and reducing
impact on the environment.

• 6,164 validated annual electrical
inspections.

• 109 inspections of lifts
(LOLER programme).

• 6,036 validated annual electrical
inspections.

In 2019 / 2020 legionella risk assessments were brought back in house and the duties
absorbed into an existing post, rather than being completed by a third party contractor.
This has saved costs and improved VFM, whilst we continue to meet the required
legislative standards.

£392,000 from Solar Panel Feed in Tariff income
The Feed in Tariff (FiT) is a financial incentive, from the Government, to increase the
uptake of renewable electricity technology such as solar photovoltaic (PV) panels in
the UK, to improve energy security and lower carbon emissions.
We have nearly 600 systems registered to receive FiT across our property portfolio,
reducing the carbon footprint related to our housing stock.
As a business we receive a financial incentive for every unit of renewable electricity
generated through registered solar PV systems on our properties over a period of 20
to 25 years. The income generated from the FiT means the investment in the PV
systems provides even greater value for money.
In 2019 we claimed £392,000 back from the Government.
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Building Better Places Continued

Letting properties
During 2019 / 2020 we re-let void properties in an average of 18 days.
Our Homesearch and Technical Services teams constantly seek to speed up the turnaround of
void properties.
These teams have helped to develop a more efficient way of working in order to reduce the number of follow on
repairs once the tenancy has started, providing VFM and improved customer satisfaction.

Our 2019 / 2020
Performance
91.67% of tenants
using Homesearch
were satisfied with
the condition of their
new home.

Compared to
2018 / 2019
In 2018 / 2019
satisfaction was
95.43%.

Homesearch worked alongside the Community Safety Team to assist a tenant who was at risk due to domestic
violence. The tenant had been awarded priority banding, however was still being targeted in their home.
During the recent Covid-19 pandemic Homesearch worked alongside our Community Safety and Technical
Service teams to rehouse the tenant as a priority case for the tenant’s safety. Homesearch arranged for
works to be carried out to make a new property lettable whist maintaining social distancing guidelines.
An accompanied viewing was carried out using a newly developed contactless sign up process and the tenant
was able to move into their new home. We then worked with contractors and our estates team to minimise
the risk of the property being vandalized. Without the move, the tenant may have abandoned their previous
property, and the property could have been vandalized. This has provided VFM not only for us, but has
reduced the need to call on the emergency services. Since the move, the tenant is feeling more confident
and is happy to be able to get their life back on track.

an average of
18 days to re-let
properties (core
lettings).

This is our own performance measure.
We have not compared our performance to others.

Compared to our Housemark Peer Group in
2018 / 2019 we were in upper quartile.

We took…
Supporting Vulnerable Tenants - A Case Study

Compared to others

In 2018 / 2019 the
average re let time
was 18 days.

Upper
Quartile
19.0

Median
Quartile
25.51

Lower
Quartile
33.61

Meeting our target of
18 days.

Our 2019 / 2020 performance is expected to be
remain upper quartile.

We lost...

Compared to our Housemark Peer Group in
2018 / 2019 we were in median quartile.

1.23% of expected
rent due to void
properties not being
available to let (void
rent loss).

In 2018 / 2019 void
rent loss was 1.4%.

Median
Quartile
0.98%

Lower
Quartile
1.53%

Our 2019 / 2020 performance is expected to
remain median quartile.

It cost…
an average of
£32.35* per property
for lettings.

Upper
Quartile
0.7%

In 2018 / 2019 the
cost was £45.97.

Compared to our Housemark Peer Group in
2018 / 2019 we were in upper quartile.
Upper
Quartile
£69.87

Median
Quartile
£85.68

Lower
Quartile
£99.71

*data currently unvalidated for Housemark return.
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Building Better Places Continued

Ensuring high quality neighbourhoods
and managing antisocial behaviour
During 2019 / 2020 we invested
£455,198 in 114 neighbourhood
environmental improvement schemes
to enhance estate environments and
increase feelings of security.
By improving the environment in which our tenants
live, our properties are more desirable and people
want to live and stay in the area, creating sustainable
tenancies and reducing tenancy turnover.
Our Estates Team work across our estates, engaging
with and supporting our tenants and communities. The
work of the team includes carrying out street audits to
identify any areas that require improvements, this may
be new fencing or the installation of driveways and
off-street parking, or it may be as small as clearing an
overgrown area.
The team consult with tenants and Neighbourhood
Panels to identify and agree priorities within our
available budgets.

Improving our Neighbourhoods
- A Case Study

During 2019 / 2020 we resolved 6,374
complaints of nuisance and ASB.

Residents on Grove Lea Walk formed a community
group in response to their concerns about serious
antisocial behaviour (ASB) in the area. The multiagency approach saw us work with Wakefield
Council to end the occupancy of a leased property,
and we also took tenancy enforcement action
against a number of tenants with our Community
Safety Team and the Police. We worked with the
community to develop environmental improvements,
investing £45,000 in attractive metal fencing and
gates, and improved signage and security lighting
where appropriate, and improvements to the open
plan area with enhanced planting.

Ensuring that tenants and residents feel safe
in their homes and neighbourhoods is a very
important part of our work to create confident
communities.

Our engagement work, tenancy enforcement
with partners and the physical investment in
the environment has improved trust within the
community, who are now engaged and work
positively with us and our partners on new projects.

Improving our Neighbourhoods
- A Case Study
During Environmental Audits in Belle Vue it was felt
that the area was in need of new fencing to help
increase the overall look of the estate. It was clear
tenants liked to maintain their gardens and the
existing fencing had become dilapidated and even
missing in some areas. After consulting with tenants
it was agreed to install new attractive timber fencing
to the front and rear boundaries at a cost of just over
£14,000. Following the works we spoke to residents
and the feedback was positive, with residents
pleased with the added security of the fencing. This
scheme was successful in not only increasing the
overall aesthetics of the Estate but also increasing
the confidence of the community.

We have a robust approach to managing nuisance
and ASB and work closely with our partner
agencies, which include the Police and Wakefield
Council, to deal with issues through a combination
of support, diversion or enforcement.
Our dedicated Community Safety Team specialises
in managing ASB and funds additional support
including five seconded police constables and five
police community support officers.
The level of investment we make in managing
ASB reflects the priority our tenants place on it
and regular feedback they provide as well as our
knowledge and understanding of Wakefield’s level
of crime and disorder through our key membership
of the Wakefield Together Community Safety
Partnership.

During 2019 / 2020 the Team:
• Provided personal and tenancy management
support to 133 tenants who had experienced
domestic abuse to ensure they remained safe
and able to successfully sustain their tenancy.
• Delivered over 40 community engagement visits
together with Police and Wakefield Council
to help reassure and gather information from
residents who had expressed concerns over
ASB in their area.
• Continued to work closely with West Yorkshire
Police to address problems caused by illegal
use of motorbikes within WDH neighbourhoods.
• Continued to provide additional support to West
Yorkshire Police to enable increased visibility
and neighbourhood policing on the Warwick
estate, Knottingley to help deal with residents’
concerns over increasing levels of antisocial
and criminal behaviour. This has resulted in a
growing community confidence and lower levels
of crime and nuisance behaviour being reported.
• Supported 184 tenants in using the ‘Noise App’
as a means of gathering evidence of noise
nuisance to support tenancy action.
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Building Better Places Continued
Our 2019 / 2020
Performance

90% of tenants were
satisfied with their
neighbourhood as a place
to live.

Compared to
2018 / 2019

Compared to others
Compared to our Housemark Peer Group in 2018 / 2019 we were in
median quartile.

In 2018 / 2019
85.2% of tenants
were satisfied.

Upper
Quartile
87.3%

Median
Quartile
85.9%

Lower
Quartile
83.3%

Our 2019 / 2020 performance is expected to be upper quartile.
86% of residents
complaining about
ASB were very or fairly
satisfied with the way their
complaint was handled.

Compared to our Housemark Peer Group in 2018 / 2019 we were
in median quartile.
In 2018 / 2019
81% of residents
were satisfied.

Upper
Quartile
92.0%

Median
Quartile
84.0%

Lower
Quartile
75.4%

Our 2019 / 2020 performance is expected to remain median quartile.

Managing ASB - A Case Study
Dealing with ASB often involves providing support to people who are affected by the actions of others, whilst at
the same time challenging those responsible for breaching their own tenancy conditions. If ASB is persistent
and continues despite tenancy warnings, negotiation and further support then we will not hesitate to take
enforcement action to help curb unacceptable behaviour.
During 2019 / 2020 we took enforcement action against a tenant who caused harassment to a number of
residents by regularly shouting abuse, causing noise and generally preventing people from enjoying their local
neighbourhood. Issues were often related to excessive alcohol intake which resulted in this negative behaviour
and little consideration to other people living in the surrounding area.
Support measures were put in place for both the complainants and the perpetrator however, unacceptable
behaviour continued and so enforcement action was still felt appropriate.
WDH made an application to the court which resulted in a Suspended Possession Order being obtained.
Since this was enforced the tenant’s behaviour has improved and they have reduced their alcohol intake
significantly causing fewer problems in the neighbourhood and a better quality of life for other residents.

81% of residents
complaining about
ASB were very or
fairly satisfied with the
final outcome of their
complaint.

Compared to our Housemark Peer Group in 2018 / 2019 we were in
median quartile.
In 2018 / 2019
78% of residents
were satisfied.

Median
Quartile
87%

Lower
Quartile
75%

Our 2019 / 2020 performance is expected to remain median quartile.

an average of £48.94* per
property to manage ASB.

In 2018 / 2019
it cost an average
of £37.59 per
property.

87% of residents
complaining about ASB
said they would be willing
to report ASB to us in the
future.

In 2018 / 2019
86% of residents
said they would be
willing report ASB in
the future.

It cost…

Upper
Quartile
92.7%

Compared to our Housemark Peer Group in 2018 / 2019 we were in
upper quartile.
Upper
Quartile
£43.66

Median
Quartile
£56.20

Lower
Quartile
£66.12

This is our own performance measure.
We have not compared our performance to others.

*data currently unvalidated for Housemark return.
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Building Better Places Continued

Regenerating our neighbourhoods

Knottingley and Ferrybridge Vision

Project Pontefract and the
Horsefair Estate

We are continuing to regenerate our estates through
our partnership with Wakefield Council to support the
Knottingley and Ferrybridge Vision and Masterplan
to 2028.

We are working in partnership with Wakefield Council
to create their Masterplan to regenerate Pontefract,
which includes eight intervention areas that are
situated around the town centre. The plan includes
proposals for Horsefair Estate owned by WDH, which
is located in a prominent position adjacent to the
centre of this historic market town.
The aim of the Masterplan is to reconnect the
town centre with its communities and transport
hubs whilst promoting economic growth and a
sustainable community. It must provide for a
distinctive, sustainable and mixed community with
high quality and well designed residential and
recreation opportunities. Much improved linkages
to the existing surrounding neighbourhoods of
the development will enrich the quality of life of
its residents and those that surround the overall
location. We will ensure that Project Pontefract
has the ability to create pride in place, safe and
secure homes and contribute to creating sustainable
communities for our customers.
Consultation events have been held with residents
and the wider Pontefract community to get their
views, and will continue as proposals are developed.
A wide range of suggestions and comments have
been received so far which will influence the final
proposals for Project Pontefract.
Discussions around Project Pontefract continue
to be held during WDH’s Pontefract Project Board
alongside Wakefield Council’s planning group.

The Vision for Knottingley and Ferrybridge focuses
on place, people and business and includes a series
of ambitions to build a more successful place, more
successful people and businesses.
We have currently committed to nine specific
projects that we will deliver as part of this Vision, with
two already complete including an environmental
improvement project at Broomhill. Employment
advisors continue to support individuals into
employment and training at the Pinewood Place
Community Hub and through the Wakefield Council
Step-Up initiative based at Kellingley Club.
A more ambitious long-term project is to introduce
a temporary urban meadow on the redundant land
at Windermere Drive, to support sustainability and
ensure a strategic approach is taken to improve the
green space within our estates.
The Knottingley masterplan started with consultation
launched by Wakefield Council in August 2018 at
the ‘Seaside in Knottingley’ event and had a positive
response from nearly 500 residents and 300 from
young people at the De Lacy Academy. Local
businesses were also asked to provide their views
on what the priorities were to regenerate the town.
The next stage of public consultation was due to be
launched on 25 March 2020 but due the Covid-19
Pandemic was delayed to later in the Summer .
Work continues to develop the draft Masterplan
framework with proposals to be considered by
Wakefield Council cabinet later in 2020.
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Delivering Customer Excellence
Create excellent customer experience by offering a range of services that maximise choice, opportunity, health and wellbeing.

Investing in services and local
communities to ensure sustainable
tenancies is at the heart of our Vision
to ‘create confident communities’.
We remain focused on providing high quality, value
for money, customer focused services that meet
the needs and expectations of our customers
and local communities and deliver a positive
social return.

Ensuring high levels of tenant
satisfaction
During 2019 / 2020 tenant satisfaction
with the overall service we provide
was 93.6%.

We complete an annual programme of Customer
Insight including our annual Tenant Survey, and use the
results of this alongside other feedback and learning
from complaints to ensure that we improve the overall
customer experience and do best at what matters most
to our tenants and customers.
We continue to develop our digital customer contact
offer as part of our overall approach to improving
customer experience, making it easier for those
tenants who prefer to communicate and transact with
us digitally, to do so. Enhancing our online and mobile
channels and supporting tenants to get online and
go digital, will enable substantial improvements in
productivity and customer service, making an important
contribution to improved VFM across all of our services.

Our tenants and customers are at the heart of all of
our services. We develop and improve services with
their input, inviting external scrutiny and challenge and
seeking out best practice and innovation.

•

Downloads of our tenant App increased
to 13,598 enabling tenants to access their
accounts and report issues to us digitally.

•

We provided 34 Digital Angel sessions
supporting 154 tenants to get online and
improve their digital skills.

Keeping promises and
commitments

How easy we are to do
business with

Managing nuisance and ASB

Our Improvements

Our Improvements

Our Improvements

Reviewed and relaunched our
Customer Charter Standards to
ensure our tenants are clear on
the standards of service they can
expect from us.

Spoken with tenants to test our
ideas for improving the digital
repairs experience using our app
and tenant online account.

In June 2019 we gained
reaccreditation against the
Customer Service Excellence
standard. Being recognised
as Compliance Plus across
11 areas of the criteria,
recognising that we are
delivering over and above what
customers normally expect.
Our 2019 / 2020 Performance

Realtime Customer Feedback
We use the Bright UK ‘voice of the customer’ system to gather realtime feedback from
customers about the quality of our repairs and maintenance service provided by our
Technical Services Team and OneCALL Contact Centre Team.
Once again,
the service
from WDH was
absolutely fabulous…
everything was so good.
Thank you very much. ”

“ I was very satisfied with
the service. The plumber
could not have done
anything more than
he did. ”

Compared to 2018 / 2019

“ Nothing else could have
been done. It was a very
very professional job. ”

Compared to others

Key Business / VFM Outcome

During 2019 / 2020

Our 2019 / 2020 customer service improvement priorities

Relaunched our #hellomyname is
campaign to ensure employees
give their name when dealing with
customers.

Customer Service
Excellence

Worked with the police, social
care and Wakefield Council to
make sure we are able to address
issues which tenants raise with our
partners.
Reviewed how we deal with
complaints to make sure customers
are always kept informed of what is
happening and the actions we can
take.

The number of digital contacts
from customers to our OneCALL
and Homesearch teams
increased to 58.3%.

We didn’t measure this in
2018 / 2019.

This is our own performance measure.
We have not compared our performance to
others.

Exceeding our target of 50%.
Compared to our Sector Scorecard Peer Group
in 2018 / 2019 we were in median quartile.
93.6% of tenants were satisfied
with the overall services
provided.

In 2018 / 2019 satisfaction with
the overall service provided was
92.3%.

Upper
Quartile
93.2%

Median
Quartile
90.1%

Lower
Quartile
85.5%

Our 2019/2020 performance is expected to be
upper quartile
Compared to our Sector Scorecard Peer Group
in 2018 / 2019 we were in median quartile.
89.9% of tenants were satisfied
that their rent provides value for
money.

In 2018 / 2019 satisfaction with
rents providing value for money
was 89%.

Upper
Quartile
91.7%

Median
Quartile
88.5%

Lower
Quartile
85.8%

Our 2019 / 2020 performance is expected to
remain median quartile.
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Delivering Customer Excellence Continued

Supporting tenants to manage
their tenancies.
The introduction of UC full service in Wakefield,
increases in living costs and the four-year benefit
freeze has resulted in more pressure on peoples’
finances and growing poverty and hardship for people
both in and out of work. Our Debt, Cash Wise and
Tenancy Ready teams continue to support tenants with
financial issues and budgeting.

During 2019 / 2020 the Debt Team
provided support to 3345 new customers
who transitioned over to UC within
72 hours of UC notification through
the UC Landlord Portal
Ensuring excellent performance in relation to income
management and mitigating the impact of rent arrears,
supporting tenant health and wellbeing and ensuring
tenancy sustainment is at the heart of what our Debt
Team does.
Working with a range of external partners including
Wakefield Council, the Department for Work and
Pensions (DWP) and other local stakeholders is key to
the success of the team. We are we are recognised
as a Trusted Partner landlord with the DWP and have
continued to work with them at a local, regional and
national level to shape the delivery of UC.

During 2019 / 2020 the Team:

Supporting tenants through our Debt Team - A Case Study

• Supported tenants, making 37,000 visits to
properties and making 80,661 phone calls.

Ensuring excellent performance in relation to income management, sustainment is at the heart of what our
Debt Team does.

• Dealt with 38,221 calls from customers in
relation to Debt.

Often this requires joint working with teams across WDH and external partnership working with Wakefield
Council, the DWP and other local numerous benevolent funds to help tenants with financial issues.

• Sent 176,394 SMS and 8,639 emails, promoting
digital interaction with tenants.

During the last year, the team has supported a tenant who was looking to downsize to a smaller, more
affordable property, but who could not be considered for a move as they had fallen into arrears due to financial
hardship and was subject to a court order. The Debt Officer applied for a WDH Hardship Grant and made a
referral to the local authorities Local Welfare Provision Team (LWP) for help with gas and electric costs.

• Delivered £448,000 in Discretionary Housing
Payments to Tenants and a further £107,791.99
through our partnership with the Yorkshire Water
Community Trust.
• Introduced the WDH Hardship Scheme,
providing £250,000 of support to help tenants
suffering financial hardship.
• Were selected by the DWP to participate in their
UC pilot for daily APA payments to Landlords –
one of only two landlords invited to participate
nationally.

The tenant was subsequently awarded a WDH Hardship Grant clearing their arrears, which enabled the court
order to be removed and for the tenant to be considered for a move to a smaller property in the future.
The tenant was also awarded £60 for gas and electric by LWP, helping them to sustain their tenancy and
support their health and wellbeing in the short term. The tenant made contact to thank her Debt Officer for all
the support she has received and has since kept a clear rent account continuing to express interest in smaller
properties through Homesearch.

• Kept tenancy enforcement action significantly
below regional averages whilst supporting
tenants to sustain their tenancies during the first
full year of UC Full Service in the district.
• Our Debt, Cash Wise and Tenancy Ready team
were named CIH Northern Housing Team of
the year!
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Delivering Customer Excellence Continued

During 2019 / 2020 the Tenancy
Ready Team provided support to
446 people.
Our Tenancy Ready Team is dedicated to work
with vulnerable applicants and tenants to help
them to access and successfully maintain a
tenancy with us, supporting them with a range of
issues including tenancy applications and access
to benefits.

During 2019 / 2020 Cash Wise
provided support to 5,750 cases,
an increase of 213% from the
previous year.
Cash Wise continue to provide support to
customers who are struggling to manage their
money and overcome a range of financial
challenges that impact on their wellbeing and
ability to sustain their tenancies.

During 2019 / 2020 the Team:

During 2019 / 2020 the Team:

• Conducted 2,186 pre tenancy assessments to
gather information about prospective tenants to
ensure the right property is allocated to the right
person and they are able to successfully sustain
their tenancy.

• Contacted 4,098 customers moving onto UC to
provide support within 48 hours of being notified
of their claim.

• Unlocked over £1.1 million worth of income for
tenants through assistance with UC, maximising
customer income and obtaining goods and
grants to help new tenants furnish their homes.
• Supported 244 customers with UC.
• Provided support to customers with other needs,
such as assisted bidding on a weekly basis to
vulnerable Homesearch members who, for a
variety of reasons, cannot access Homesearch
themselves.
• Supported 25 customers by delivering a
‘ready for tenancy’ course alongside Wakefield
Council’s Adult Education service to give
customers the necessary skills to manage and
successfully maintain a tenancy.

• Unlocked £2.72 million in unclaimed benefits,
grants and utility savings to improve the
financial situation of our customers.
• Accessed 464 food parcels working in
partnership with foodbanks across the District,
to support our customers facing financial crisis.

External funding success
Cash Wise are now providing support to others
living across the Wakefield district not just our
tenants.
Working in partnership with Wakefield Council and
Public Health Wakefield, over a two year period
from 1 February 2020, the team will deliver the
More Money in Your Pocket schemes providing
district wide support to all Wakefield residents and
the Healthier Wealthier Wakefield scheme over a
three year period, to deliver targeted support to
parents and families with young children.
The schemes will attract up to £580,000 of external
funding.
Following the launch of both projects between
February and April 2020, support was offered
to 94 households who were in need of financial
assistance.

Supporting tenants through our Tenancy Ready
Team - A Case Study
Mr W was an applicant who had recently become
homeless due to relationship breakdown and
was unable to work because of mental health
issues. During his Pre-Tenancy Assessment it
was highlighted that he would need support from
Tenancy Ready Team if offered a property as he
had never claimed benefits, dealt with bills or set
up a tenancy before.
After being allocated a property the Tenancy
Ready Team advised how to claim housing costs
through UC. The Team also assisted Mr W in
setting up his utilities and apply for Council Tax
Support ensuring he had monthly direct debits
in place.
The Tenancy Ready Team referred Mr W to our
wellbeing team as he was struggling with his
mental health, and to Cash Wise for provision to
address his overdraft and for ongoing support with
budgeting and finances.
The Tenancy Ready Team applied for grants for
flooring which were awarded, and Mr W was able
to carpet two rooms in his property resulting in his
children being able to visit his property.
Mr W Said “I would give the team 100 out of 10 if
I could. The support that I received was amazing
and I wouldn’t have been able to do it without
them. They helped me so much and I would really
like to thank them for their help ”.
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Delivering Customer Excellence Continued

Our 2019 / 2020
Performance

Compared to
2018 / 2019

Improving health and wellbeing and
supporting independent living

Compared to others

Key Business/VFM
Outcome
The level of tenancy
turnover was 7.4%

In 2018 / 2019 tenancy
turnover was 6.4%.

This is our own performance measure.
We have not compared our performance to others.

Performing better than our
target of 7.5%
It cost…
an average of £85.65* per
property for rent arrears
and collection.

In 2018 / 2019 the cost
was £99.84.

The overall level of current
and former tenant rent
debt was £6.87million.
Performing well within our
target of £7.25 million.

Upper
Quartile
£128.27

Median
Quartile
£138.99

Lower
Quartile
£160.26

Compared to our Housemark Peer Group in
2018 / 2019 we were in median quartile.

We collected…
99.5% of rent that was
due to us from current and
former tenants.

Compared to our Housemark Peer Group in
2018 / 2019 we were in upper quartile.

In 2018 / 2019 we
collected 99.8%.

Upper
Quartile
100.4%

Median
Quartile
100.1%

Lower
Quartile
99.5%

Our 2019 / 2020 performance is expected to
remain median quartile.
In 2018 / 2019 the
level of debt was
£6.79 million.

This is our own performance measure.
We have not compared our performance to others.

An important part of our approach to maintaining
sustainable tenancies is working to support and
improve the health and wellbeing of our tenants across
our local communities. We are committed to providing
our tenants with services that support them to live
independently, ensuring tenants can safely access their
homes and facilities within their homes to help them
sustain their tenancy.
Our Care Link telecare and responder service uses
technology to provide individually tailored support to
individuals so they are able to remain independent in
their own homes. The service continues to support
over 15,000 customers with over 3,400 of these also in
receipt of our responder service.
Carers Support is a partnership between us and
Wakefield Council launched during 2018 / 2019 to
provide support to carers in the district by providing an
alarm and response service to the cared for person.
During 2019 / 2020 the partnership continued to
provide 300 identified carers in the district with telecare
services for a three month period, during which they
experienced the benefits of our Care Link service
and how it can help to support them with their caring
responsibilities.

Our Independent Living Schemes (ILSs) make
the perfect home for those who need extra help and
support, providing independent living to over 1,500
residents in 34 schemes across the District, whilst
offering safety and peace of mind through extra help
when they need it.
During 2019 / 2020 we continued to deliver
our ILS Improvement Programme, investing a
further £1.8 million to refurbish and redevelop
a number of ILSs across the district, including
Farfield Court, South Elmsall and Musgrave
Court in Lupset.
It looks lovely, it is a big transformation.
I am looking forward to moving back in
and getting settled back in my new
look flat. ”

Peter, resident at Farfield Court

The lounge is my favourite part, after
my flat of course. It is so bright and the
furniture is lovely. I can’t believe how
quickly it has been completed, I expected to be
out eighteen months and it’s only being twelve! ”

Maureen, resident at Farfield Court

What our ILS Residents say
In 2019 , residents living in our ILSs gave us an
average score of 9.08 out of ten for overall satisfaction.

During 2019 / 2020 Care Link:

It’s just amazing with how they help you and
help people around you. ”

• Dealt with 340,497 calls into our call centre
and attended 2,302 falls in customers’ homes
reducing the need for an ambulance call and
ultimately creating cost savings to the NHS.

I am very satisfied with the service I get, I
feel extremely safe and secure and I never
have to worry about anything. ”

• Satisfaction with the service remains high with
93% of customers satisfied with the overall
service in 2019 / 2020.

I think that my Scheme Manager provides
an excellent service. She is always reliable,
and I appreciate everything that she does. ”

*data currently unvalidated for Housemark return.
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Delivering Customer Excellence Continued

Carelink Carers Support – A Case Study
The service proved beneficial for a customer who
was set up on the service in 2019 to support his
wife who is his main carer. The first time his wife
pressed the alarm her husband was very unwell,
shaking uncontrollably and experiencing chest
pains. Care Link arranged for an ambulance to
attend and was able to talk to and reassure them
both until help arrived. The operator also called
their daughter to update her and she was able to
go straight to her parents to support them. Once
all was well again the customer explained that he
had had these episodes before and that it scared
and upset his wife when it happened. He said
it was so much easier for her just pressing the
pendant to get help and that they both felt more
reassured knowing Care Link was there to help.
Since then the customer has fallen twice and the
responder was been able to attend and assist him
as well as using the alarm another two times when
he was unwell and required medical attention.

Supporting Tenant Wellbeing - A Case Study
Mrs X was referred to the Wellbeing Team in
August due to mobility issues, social isolation and
financial difficulties.
The Wellbeing Team worked closely with Cash
Wise colleagues as she had no income due to her
pension credit being stopped.
The Wellbeing interventions highlighted very poor
living conditions, with Mrs X not appearing to selfcare. Her house was very cluttered and she was
also struggling with the stairs so access to bathing
facilities were difficult and somewhat restricted.
A referral was made to Wakefield Council for a
major adaptation. A request for a stair lift was
made to support her in the interim until a more
sustainable solution could be provided.
A referral was also made to our sustainment team
to support with re-programming Mrs X’s boiler
as she had forgotten how to work it and heat her
home.
The Wellbeing Service also helped Mrs X with a
referral to out Adaptations Team for a Health and
Medical Rehousing Assessment. Working closely
with one of our Occupational Therapists, we were
able to assist her with a move to a more suitable
property by awarding a rehousing priority.
With the new priority rehousing in place, Mrs X
was eventually successful in her application to live
in one of our Independent Living Schemes. She is
now enjoying her new environment and engaging
with support and social activities.

We are committed to providing our tenants with a
service that supports them to live independently
and stay safe in their homes.
Our Housing Adaptations Team provides
Occupational Therapy and Adaptations Support for
tenants who are having difficulties moving around
their home as a result of medical conditions or
disabilities and require adaptations to help them
live independently.
Our current satisfaction score of 95 % indicates
that Housing Adaptations Service is well received
and meeting tenant needs.

Our Wellbeing and Mental Health Services
continue to provide supporting interventions to
some of the districts most vulnerable tenants.
Our services are aimed at tenancy sustainment
via early intervention which prevent tenancy
breakdown. These value-added services are also
integral to the Connecting Care+ partnership, in
which we work with health and social care partners,
and the voluntary and community sector across the
Wakefield District . By delivering support services
in a coordinated and collaborative way, it allows our
tenants access to the right support at the right time
and by doing so, it improves outcomes whilst also
demonstrating value for money.

During 2019 / 2020 the Team:
• Completed 777 assessments for adaptations.
• Provided 1,697 adaptations ranging from minor
adaptations such as hand rails, to more major
adaptations such as stairlifts.
• Completed 312 assessments for people who
requested rehousing on medical grounds.
• Undertook 203 accompanied viewings to ensure
that accommodation meets an individual’s
needs.

During 2019 / 2020 the Team:
• Our Wellbeing Caseworkers and Mental Health
Navigators supported 1,052 clients to improve
their wellbeing.
• Our Housing co-ordinators located in
Fieldhead and Pinderfields hospitals, provided
in partnership with South West Yorkshire
Partnership NHS Foundation Trust and
Wakefield Clinical Commissioning Group
supported 174 clients in order to help facilitate
an effective and timely discharge from hospital.
• Our approach has proved to be a great success
with 96% of clients reporting a positive outcome
in improvement to their health and wellbeing.
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A Digital Future

Be a digital business and enable our customers to maximise their digital opportunities
Being a digital business and securing
efficiencies and cost savings across
the business is key to creating
sustainable growth, in order to
increase our operating margin and grow the social
dividend reinvested for the benefit of our tenants
and our communities.
In 2019 / 2020 we achieved a Social Dividend of
£68.3 million for reinvestment.
• See the section on Delivering Social Value for
more information on how we used this to provide
Social Value.

VFM through being a digital business
Being a digital business is essential to how we operate
if we are to remain competitive in coming years.
During 2019 / 2020 we continued to build on the
implementation of our enterprise resource planning
solution, Dynamics, with further enhancements across
our finance, procurement, HR and payroll functions.
We also deployed a range of digital tools and
enhancements across the business to enable our
teams to operate more effectively and make processes
and day to day tasks quicker and easier to complete.
Our efforts have helped teams to reduce unnecessary
administrative burdens and enhance communication
across the business; reducing costs and freeing up
time to focus on the needs of our customers.
We continue to develop our digital customer contact
offer as part of our overall approach to improving
customer experience. (See Delivering Customer
Excellence to find out more about some of the things
we have done in 2019 / 2020).

Generating efficiencies and
minimising overhead costs
In 2019 / 2020 we secured £265,000 of
cashable efficiency savings.
Ensuring VFM through procurement forms part of our
approach. Our rigorous approach to purchasing and
tendering, along with processes for monitoring the
contracts we have in place with external suppliers,
ensures that we secure VFM across the range of
goods and services we procure.
The introduction of a new purchase to pay solution and
an emphasis on effective contract management across
all of our externally delivered contracts, has enabled
us to manage supplier performance and ensure VFM
is maximised. Where possible, we aim to increase the
value to local supply chains and improve contributions
to our local communities by way of tangible social
value.

In 2019 / 2020 overhead costs were
8.14% of adjusted turnover.
Overhead costs, are the costs of providing functions
such as corporate support, finance, legal, HR and IT
that are needed to support the range of services we
provide directly to our tenants and customers. These
costs form part of our overall operating costs. Ensuring
low overhead costs is important to us in continuing to
maintain and improve VFM from our services.

Our 2019 / 2020 Performance

Compared to 2018 / 2019

Compared to others

Key Business / VFM Outcome
We achieved…
A social dividend of £68.3 million for
reinvestment.

In 2018 / 2019 our Social
Dividend was £74m.

This is our own performance measure.
We have not compared our performance to
others.

Not Applicable.

This is our own performance measure.
We have not compared our performance to
others.

In 2018 / 2019 we
delivered £459,000
of cashable efficiency
savings.

This is our own performance measure.
We have not compared our performance to
others.

This was slightly behind our target of £71
million.
Key Business / VFM Outcome
Discussions to create one new joint venture
with other partners, to build on the success
of our Joint Venture with Wakefield Council,
Bridge Homes were put on hold, but will
continue in 2020 / 2021 onwards.
Key Business / VFM Outcome
We delivered…
£265,00 in cashable efficiency savings.
Exceeding our target of £250,000.
We secured...

Compared to our Sector Scorecard Peer group
in 2018 / 2019 we were in upper quartile.

low overhead costs at 8.14% of adjusted
turnover.
This was slightly higher than our target of
7.5%.

In 2018 / 2019 total
overheads were 7.3%.

Costs were driven down in a number of
support functions, whilst they increased in
others to support enhanced service delivery.

Upper
Quartile
10.1

Median
Quartile
11.1

Lower
Quartile
14.2

Our 2019 / 2020 performance is expected to
remain upper quartile.
Compared to our Sector Scorecard Peer group
in 2018 / 2019 we were in median quartile.

We secured...
a low headline social housing cost at £3,194
per unit.

In 2018 / 2019 our
headline social housing
cost was £3,311 per unit.

Upper
Quartile
£2,883

Median
Quartile
£3,327

Lower
Quartile
£3,565

Our 2019 / 2020 performance is expected to
remain median quartile.
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A digital future Continued

Being a sustainable and responsible business by
managing our impact on the environment, combating
climate change and continuing to reduce our carbon
footprint is at the heart of the way we deliver services.

Improving sustainability and reducing
our carbon footprint
During 2019 / 2020 we reduced our
carbon footprint by 5%, achieving
a 20% reduction against the
2014 / 2015 baseline, exceeding
our target to achieve a 10% reduction
by 2020.
We continue to build on our success in this area and
have recently agreed a new Sustainability Plan which
will be implemented over forthcoming years to make
a step change towards becoming a net zero carbon
business by 2030.

Reducing the carbon footprint
of our fleet
During 2019 / 2020 we focused on making our vehicle
fleet more efficient and reducing the carbon footprint.
We have:
• Looked at how we use our vehicles and made our
operations more effective, reducing the number of
vehicles we need.
• Increased the number of vehicles using petrol and
reduced the number using diesel, helping to reduce
the levels of nitrogen oxide gases produced from
diesel vehicles polluting the environment.
• Fitted driver behaviour technology to help our
drivers to drive our vehicles in the most efficient way
and use less fuel.
We will be looking at introducing alternative fuel
vehicles when our current vehicles are due for
replacement over forthcoming years.
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We are proud to retain our certification against ISO
14001 which demonstrates how we are continuing
to consider our impact on the environment and
how we generate VFM through continuous
improvement in the way we manage this.
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Progress against VFM metrics
The Regulator of Social Housing (RSH)
requires registered providers to report
performance against the VFM Metrics.
The metrics provide a common set of measures for
registered providers to demonstrate to stakeholders
and tenants that they are making best use of
their assets and resources; achieving economy,
efficiency and effectiveness, which are the three
aspects of VFM.
The table on the next page sets out our
performance against those metrics during
2019 / 2020 and shows how our 2018 / 2019
performance compared against our Peer Group.
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Progress against VFM metrics Continued
Our
2019 / 2020
Performance

Compared to
2018 / 2019

Our Expected
2019 / 2020
Quartile

Our
2018 / 2019
Performance

Upper

Median

Lower

Our
2018 / 2019
Quartile

This measures the cost of delivering the social housing
services we provide on a per unit basis of each social
housing property we own or manage. It takes into account
various costs including costs of managing, maintaining and
improving properties.

£3,194

This has reduced marginally, largely due to a reduction in costs
arising from other social housing activities. The level of spend
reflects our ambition to maintain stock at the highest standard
and deliver positive social outcomes.

Median

£3,311

£2,883

£3,327

£3,565

Median

Percentage
reinvestment

This measures the amount we invested in new and existing
social housing properties as a percentage of the value of
total properties held. A higher percentage means greater
re-investment.

5.8%

This is marginally lower than 2018 / 2019 largely due to
increases in the valuation of housing stock.

Lower

6.5%

11.9%

8.0%

6.4%

Median

Gearing

This measures how much of our funding comes from
borrowed money (debt finance). A higher percentage means
more funding is from debt finance.

55.4%

Gearing has increased due to an exceptional finance charge
related to refinacing, which has offset an increase in the
valuation of housing properties, and strong cash flows which
continue to minimise borrowing requirements.

Median

46.8%

34.7%

46.9%

57.8%

Median

31.8%

This has reduced due to the impact of exceptional finance
charges related to refinancing of £111.3m. If these were exclude
performance would have increased to 217.9%, largely due to
reduced spending on capitalised major repairs during the period
despite marginally higher interest and financing costs.

Median

193.5%

289.0%

210.0%

166.4%

Median

Median

23.4%

34.4%

26.9%

20.8%

Median

Median

19.9%

29.6%

25.9%

15.7%

Median

Lower

4.1%

5.9%

4.8%

4.0%

Median

Median

1.3%

1.9%

1.2%

0.8%

Median

Not compared

0%

0%

0%

0%

Not compared

Metric

What this means

Compared to Peer
Group 2018 / 2019

Economy
Headline social
housing cost per unit

Efficiency

EBITDA MRI interest
cover

Operating margin
(social housing lettings)
Operating margin
(overall)

Return on capital
employed (ROCE)

This measures our level of surplus compared to the interest
payable on our borrowing. A higher percentage indicates
stronger liquidity and investment capacity.

This demonstrates the profitability of our operating assets
before exceptional expenses are taken into account. A
higher percentage shows greater profitability.

This compares the operating surplus to total assets less
current liabilities and is used to assess the efficiency of
investment of capital resources. A higher percentage means
more efficient investment.

21.9%
19.3%

8.9%

Operating margins have reduced slightly but are in line with
expectations.

This has increased to 8.9% due to the impact of loans for
repayment as part of the refinancing being classed as due
within one year increasing the level of current liabilities.
Otherwise, performance would have decreased marginally to
3.7% compared to 2018 / 2019, due to the strength of our asset
base and the increase in housing stock values.

Effectiveness
New supply delivered
percentage (social
housing)
New supply delivered
(non social housing)

This measures the number of new social housing and nonsocial housing units that we have acquired or developed
in the year as a proportion of total social housing units and
non-social housing. A higher percentage means a higher
proportion of new homes.

1.3%

0%

Our performance is the same. We developed 402 new social
housing units in 2019 / 2020, equivalent to 1.3% of 31,632 units
owned at 31 March 2020.
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Ensuring VFM in 2020 / 2021
Our 2025 Business Strategy sets out our future
service delivery priorities to achieve our Vision ‘to
create confident communities.’
Attention is now focused on our next Vision
milestone to 2025: ‘Making real change through
social outcomes ‘- by working collaboratively
and inclusively to deliver services people want
and need.
As we work towards this, it is essential that we
continue to focus on improving VFM to maximise
the social dividend for reinvestment in new and
existing homes and additional services to tenants
and local communities, providing added social
value and creating confident communities.
We will consider the objectives, priorities and
intended outcomes set out in our 2025 Business
Strategy from a VFM perspective to ensure
we deliver the maximum value to our tenants,
customers and other stakeholders.
The Board has established the following highlevel internal performance targets for 2020 / 2021
aligned to the objectives, these we will used
alongside other key performance measures to help
us measure our progress on delivering VFM across
all our services.

Our Strategic Objectives

To be a landlord of
choice by putting the
customer first.

To be a partner of choice
to create better places
to live.

To be a positive force of
leadership to develop the
potential of people.

To be a well managed well
governed business.

Strategic Priorities
Customer Excellence: Providing
high quality, value for money,
tenant shaped services.
Health Wellbeing and Support:
Supporting our tenants to maintain
successful tenancies and
healthy lives.
New Homes and Growth:
Increasing access to high quality
affordable housing.
High Quality Homes and
Neighbourhoods: Meeting the
highest standards of safety and
repair and regenerating
our communities.
Skills and Enterprise:
Supporting tenants and
communities to achieve their
aspirations and ambitions.
Workforce of the Future:
Ensuring a highly skilled, capable
and resilient workforce.
Business of the Future: Being
a fit for purpose sustainable
business.
Greener Business: Being a
greener business responsive to
climate change.

Overall 2025 Business Strategy Outcomes
Increased tenant satisfaction with our
services.
An increase in the tenants feeling supported
to successfully maintain their tenancies and
high levels of tenancy sustainment.

High Level Performance Indicators for 2020 / 2021

Target

Programme Delivery - Gas services completed
against planned.

29,752

Programme Delivery - Validated electrical tests
completed against planned.

6,530

Housing - Current and former rent debt.
Development / Growth - New homes delivered.

2500 new homes delivered by 2025.
An increase in resident satisfaction with the
quality of their home and neighbourhood as a
place to live.

An increase in the number of young people
and vulnerable tenants who live in our
communities who are supported to improve
their life opportunities.

£7.4 million
326

Development / Growth - Spend in the year against
development programme.

£37.5 million

Assets - Spend (ex VAT) in the year against
investment programme.

£23.2 million

Resources - Sickness absence (average days per
month)

1,134 days

Digital Business - Number of servers upgraded.

63

Increased WDH employee satisfaction.

Maximised social return on investment across
our services and communities.
Reduced carbon emissions across our
operation.

Finance / Viability - Operating Surplus.
Finance / Viability - Interest Cover.

£33.5 million
110%
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