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Welcome to your report
I am pleased to welcome you to your annual report. Inside you’ll find 
information regarding our performance during the financial year 
2020/21.

Despite the ongoing challenges of the 
Coronavirus pandemic, we have continued to 
provide our services and support residents 
through this difficult and challenging time. It is 
inevitable that some areas of service have been 
impacted and we thank you for your patience.  I  
would also like to take the opportunity to thank 
colleagues for their hard work and commitment. 
On page 9 we explain a bit more about how we 
have responded to the pandemic.

Another area where we’ve helped residents is our 
BeWise service. Over the past year, the team has 
expanded and they’ve been able to help nearly 
3,000 residents access benefits and savings. 
This equates to an estimated £4.4m of additional 
income and energy savings. See page 14 for 
details.

This year has also seen some important and 
welcome proposed changes in legislation emerge 
within the housing sector such as, the draft 
Building Safety Bill and the Fire Safety Act. We are 
busy preparing ourselves for the coming changes, 
and we explain a bit more about this on page 10.

Once again, I am pleased to say, we have had a 
busy year with resident involvement and Peter 
McCabe, Residents’ Council Chair, introduces and 
explains what the groups have been doing over 
the last year on page 11.  

For now, though, I hope you find the information 
within this report interesting and useful. 

Kate Smith
Exective Director, Business Services

This report provides a summary of how well we have delivered our 
services in the past year. It also tells you about our plans and the areas 
where we can continue to improve services.
This year we have worked with the Resident Communications Group, which has provided valuable 
feedback and input helping to shape the report.  

As this report covers the year ending 31 March 2021, it is branded as Anchor Hanover despite the 
change to trading as Anchor from 1 October 2021.

To help you navigate the report more easily, we have introduced colour-coded figures within 
the report. The colours below will help you recognise which figures relate to which parts of the 
organisation:

Key
• Figures for rented housing will be in teal
• Figures for rented and homeownership will be in orange
• Figures for all Anchor Hanover services, including care homes, will be in purple
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How satisfied you are 
In the last satisfaction survey residents were 
asked to give a score out of 10 on each of the 
questions. The overall satisfaction figure is the 
average of all these. 

600 rented residents were interviewed during 
early Autumn 2020. Of those:

Review of the past year
 
The following sections are a review of our performance over the past  
year. These figures relate to rented housing tenants (unless otherwise specified).

86.0% were satisfied with the service 
they receive from Anchor Hanover (in 
Autumn 2019 it was 81.8%).
88.5% were satisfied with how Anchor 
Hanover keeps them informed (this is 
up slightly from Autumn 2019 when this 
was 87.1%)

87.3% were satisfied with the ease of 
contacting their local manager during 
the Coronavirus outbreak
86.1% were satisfied with the overall 
service provided by the local manager 
during the Coronavirus outbreak
93.7% were satisfied with the 
cleanliness at their location

We also asked some slightly different questions 
to assess how well we managed our services 
during the Coronavirus outbreak.

When asked what improvements we could make to 
our services, the top three chosen categories were:

1. Improve homes and gardens

2. Local manager service/providing a better 
response 

3. More communication/tenant involvement.

Satisfaction surveys give us a valuable insight into 
how residents are feeling about the services we 
provide. We carry out satisfaction surveys twice 
yearly. These surveys look at satisfaction within 
our key service areas.   

We also carry out more in-depth satisfaction 
surveys in a range of areas, for example, when 
repairs or planned works have taken place. From 
the results of these surveys, we have developed 
action plans to focus on the priority areas that 
have seen lower satisfaction scores.

Listening to your feedback
Complaints, compliments and feedback help us 
to understand where we’re getting it right and 
where we can improve.  
 
We think it is important that if we have done 
something wrong, we apologise and make sure 
we put things right. This means that when we 
make a mistake, we change policies or practices 
and work with colleagues to make sure we learn 
from complaints.

Between April 2020 and March 2021:

• We received a total of 3,586 complaints 
(excluding care home complaints). Of those:

 - 2,379* were from tenants relating   
 directly to their tenancy or location. This is  
 up 1,119 on last year 
 - 750 were from tenants and homeowners  
 about central support services. This is up  
 207 fromthe previous year.

 - 457 were received from homeowners 



4
Annual report for tenants 2020/2021

• 2,495 complaints from tenants were resolved 
within the year. This is higher than the number 
we received due to the carryover from the 
previous year  

  - 2,348 of those received this year 
were not upheld (meaning upon our 
investigation we feel that we acted 
correctly and the service or issue in 
question met a reasonable standard) 

  - 147 of those received were upheld  
(meaning we agree that the service or 
issue did not reach the standard that 
should be expected)

 
*As can be seen from the figures,there has been 
an increase in complaints this year. We believe  
this increase is largely due to the impact of 
Coronavirus and the resulting restrictions. We are 
monitoring this closely.

Our top three complaint categories (of total 
complaints received from tenants) were: 

1. Location matters (525 complaints) – these 
cover a wide range of issues relating to the 
location, for example, location management or 
the communal facilities

2. Behaviour and attitude of local manager 
(429 complaints) – these are usually about the 
perceived actions/behaviour of a colleague, or 
a lack of presence onsite 

3. Policy (201 complaints) – these are 
complaints about a policy, way of working or 
process. 

Housing Ombudsman referrals
27 complaint decisions were referred to the 
Housing Ombudsman (up 10 on the previous 
year). Of those:
 -  For 18 cases no    

maladministration was found (down 4)

 -  For 9 cases the Ombudsman found  
maladministration/service failure (up 6)

As a result of these decisions and guidance 
issued from the Ombudsman, this year we have:

• Reviewed how we store information on past 
planned maintenance work, following a service 
failure ruling because we were unable to provide 
some historical data

• Updated our complaint acknowledgement 
letter, as well as our stage one and stage 
two responses in  line with the Ombudsman 
complaints code

• Committed to making sure all residents 
are briefed when their location’s heating is 
switched to the COSTER system. This is 
following a service failure ruling because we 
couldn’t evidence that this had taken place. 

How are we performing?
• 93% (up 11% on last year) of complaints from 

tenants received a response within 14 calendar 
days 

• 12 days was the average time to resolve a 
complaint 

• 58% (up 8% on last year) of all complaints 
received from tenants had response within 
seven days or fewer 

• 10,395 calls were handled by our Customer 
Relations Team (for all Anchor Hanover), 
which is 2,315 more than in the previous year. 
Of those, 94% of all calls were answered 
within the service level of 30 seconds or 
under, which is slightly down compared to 
the previous year (95.5%) but includes the 
handling of 2,300 more calls

• 42,327 incoming emails were processed by 
the Customer Relations Team (for all Anchor 
Hanover). 

Making improvements over the past year:
We have looked at how residents access the 
complaints process to ensure the process is fit for 
purpose and accessible to all. 
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From this work we have made improvements 
to the complaints area of our website and 
introduced a new webform to make it easier to 
provide feedback or make a complaint via our 
website.  We have also designed new posters 
for noticeboards with information on how to 
complain and contact details. 

Independent Customer Complaints Panel
When a resident isn’t happy with the outcome 
of their complaint, they can request that the 
Independent Customer Complaints Panel (ICCP) 
reviews the decision made. 

From April 2020 to March 2021 11 cases were 
reviewed. Of those:
 
• 6 cases were reviewed with no 

recommendations made or action from Anchor 
Hanover required 

• 5 cases were passed back to Anchor 
Hanover with recommendations for further 
consideration or action where the panel felt we 
could do something more, or slightly differently 
as a result of their review

Some of the ICCP recommendations, which we 
accepted and acted on, were:

• To review the priority on repairs to TV 
aerials after a resident was without one for a 
prolonged period of time

• When possible, senior colleagues will meet with 
residents to discuss their dissatisfaction

• We will compensate a resident for the 
inconvenience caused while pursuing a 
complaint, in line with the Ombudsman code.

All ICCP review sessions are held by video 
conference calls. Members are sent information 
packs a week in advance of the call, so they can 
review the cases.

Learning from complaints
We reported last year on how we would look 
at feedback and learnings from complaints, 
looking for the root causes of issues and making 
recommendations for improvements or changes.  
From this work we have had the following 
outcomes:  

• From Summer 2021, we are carrying out 
quarterly satisfaction surveys with those 
residents who have been through the 
complaints process. This allows us to measure 
satisfaction around the complaints process as 
well as highlight themes, areas of learning and 
recommendations for improvements which will 
be shared with senior managers

• We have reminded colleagues handling 
a complaint that they need to phone the 
complainant within two working days of 
the complaint being logged and initial 
acknowledgement letter sent. This now forms 
part of the annual refresher training on both 
complaint and anti-social behaviour handling 

• From May 2021, every week we share a report 
which updates senior leaders on colleagues’ 
compliance with the complaints process.

Compliments
We received 566 compliments (up 310 compared 
to last year) from tenants. These are shared 
with colleagues and their managers. These 
compliments are wonderful to receive and help us 
recognise where we’re getting things right. It also 
helps us deliver on our objective of providing the 
‘Best Customer Service’ as we are able to share 
some of these great stories on Workplace (our 
social media platform for colleagues).

Resident disputes/disagreements
There were 665 disagreements or disputes 
received from tenants with only a small 
proportion associated with anti-social behaviour 
(ASB). This was an increase of 267 compared to 
the previous year. 
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The top three dispute categories from tenants 
were:

• 292 verbal abuse – these are incidents, (such 
as shouting/arguments) usually between two 
or more residents (though this can also be 
directed towards a colleague)

• 133 noise – this being persistent and malicious 
noise being made at unsociable times, or at an 
unreasonable volume

• 61 environmental – these are made up of 
things like reports of hoarding/poor hygiene/
property not cleaned to satisfactory standard.

To help colleagues in dealing with ASB we 
have also re-launched the ASB ambassadors - 
colleagues who have experience of dealing with 
ASB and can provide support and advice.  

Making improvements
Over the past year, the Scrutiny Panel (a resident 
group that looks at an area of our service in 
detail and then makes recommendations 
from improvement/change) has been looking 
at our approach to anti-social behaviour and 
recommended changes:

• To the anti-social behaviour and being 
neighbourly resident helpsheets 

• To the website - the panel has helped with 
creating a dedicated webpage for residents to 
access information about anti-social behaviour 
and neighbour disputes  

• Introducing a timescale (service level 
agreement) for dealing with a case of ASB. This 
recommendation is currently being considered 
by the Board

• Following feedback, we are also introducing an 
acknowledgment letter/email after one working 
day of receiving a report of a dispute or anti-
social behaviour.

As a result of the work of the Scrutiny Panel we 
are undertaking an in-depth review of the ASB 

process and our policy/procedures.  A working 
group has been established to look at all aspects 
of our process and make recommendations for 
improvements and change.

New Housing Ombudsman Code
In July 2020, the Housing Ombudsman launched 
its Complaint Handling Code. Compliance with 
this code forms part of our membership.

The code has a range of requirements on 
complaints handling and to ensure we met all 
the requirements we carried out an assessment 
against the code. The assessment involved 
looking at our: policy, practice, letter templates 
and website, along with a review of a random 
sample of complaint cases. We also interviewed 
Customer Relations Team members.

From this work recommendations were made 
for improvements to the policy, procedure 
and helpsheet by the Independent Customer 
Complaints Panel and colleagues. The amended 
documents were signed off by the Board and 
launched in January 2021.

In order to demonstrate compliance, the Housing 
Ombudsman also required us to complete a self-
assessment and publish it on our website by 31 
December 2020. 

You can view the updated complaints policy 
and resident helpsheet along with our self 
assessment, by accessing our website: www.
anchor.org.uk/customer-relations 

If you do not have internet access and would like 
a copy of our Complaints Policy speak to your 
local manager or contact the Customer Relations 
Team on 0800 731 2020.

https://www.anchorhanover.org.uk/customer-relations
https://www.anchorhanover.org.uk/customer-relations
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Value for money

82.6% of those tenants asked thought the service charge provided value for money 
compared to 78.2% in Autumn 2019
91.5% of those tenants asked thought the rent provided value for money (up from 
Autumn 2019 when this was 88.7%)

Anchor Hanover’s commitment to value for money is an integral part of our strategy. At the point of 
merger in November 2018, the Board targeted the achievement of efficiency savings through reductions 
in central support costs, streamlining of office space and procurement, reaching an annualised run-rate 
of £22.0m over four years. 

By 31 March 2020, we had achieved around 30% of target, in line with expectations. Despite the 
challenges of the past year we achieved a run-rate of £11.7m of savings, 53% of target, in the year ended 
31 March 2021, which means that we remain aligned with the original plan. We remain committed to 
achieving the target level of savings across the original timescale. 

Performance against target
The target for savings in the year was £2.5m. Actual savings for the year totalled £4.6m. The target for 
the coming year has been set at £4.0m.

Costs per unit 
This table explains the average cost of an Anchor Hanover property for rent compared to a benchmark 
cost. The benchmark figure is provided by the Regulator for Social Housing.

Cost Anchor 
Hanover 

Benchmark Explanation

Annual 
management 
cost per unit

£1,082 (£14 
more than the 
benchmark)

£1,068 This figure is the average cost of support services 
and other management costs. But not the cost of 
the local manager

Annual 
maintenance 
cost

£1,323 (£728 
less than the 
benchmark)

£2,051 This figure is the average cost of repairs, planned 
works and improvements. 

How we spend your money

80.6% of those tenants asked thought the way the service charge is calculated is 
easy to understand (this is up slightly from Autumn 2019’s 78.6%)
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Service charge expenditure
The table below shows the amount of money spent on items that make up the service charge across 
all rented locations.  Expenditure for your individual location is detailed in the service charge 
accounts.

Total 
cost

% of 
£1*

Item Description

£23.32m 27p Local manager 
service**

The cost of providing the local manager service.

£20.71m 24p Utilities Lighting, heating, hot water and power.

£10.17m 12p Overhead costs** Costs to deliver services to the location including 
Anchor Hanover On Call.

£12.15m 14p Building 
maintenance**

Planned improvements to the location, along 
with other charges relating to the maintenance 
of services, such as lifts.

£11.33m 13p Other This includes gardening and window cleaning 
contractors.

 £ 6.71m 8p Catering Meals provided as part of an extra care service 
(only charged on extra care locations).

£2.81m 3p Responsive repairs ** To fix items in homes and the location (e.g. the 
emergency alarm system).

 
*Please note the percentage of £1 is averaged across all rented locations. Rounding figures results in 101%. 
**These items are collected in the service charge and rent. 

Repairs
These figures show information about the day-to-day repairs carried out during the year for tenants: 

• £17.2m was spent on repairs (including VAT) (this was £18.3m last year)

• 101,208  repair jobs were carried out (this was 137,830 last year)

• 9.2 was the average number of days taken to complete the repair (this was 10.54 days last year)

• 78.4% of jobs were completed on time (this was 87.5% of jobs last year)

• £169.63 was the average cost of a repair in rented housing.

Along with surveying a sample of tenants who have recently had a repair carried out every month, we 
also asked about our repairs service in bi-annual satisfaction surveys. In Autumn 2020, 45.3% of those 
surveyed had a repair carried out recently and scored this service 8.7 out of a maximum of 10 points.  

82.8% of tenants confirmed they were satisfied with how their repair was handled.
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The most important aspects of our repairs 
service for our rented tenants were:
1. The repair needs to be completed to an 

excellent standard 

2. The repair should be value for money 

3. The repair should be fixed first time 
 
Planned works – refurbishment and 
replacement
£38m was the total spent on planned works 
such as kitchens, bathrooms, communal 
refurbishments. 

This includes the following (but is not limited to) 
refurbishments or replacements (please note 
some work was affected by Coronavirus meaning 
it took longer or suffered delays):

• Bathrooms at 10 locations 

• Kitchens at 9 locations 

• Windows and doors at 49 locations 

• Roof replacements at 113 locations 

• Communal refurbishments/replacements at 82 
locations

• Internal/external redecorations at 495 locations 

Servicing contracts
• This year we spent £2.3m on servicing 

contracts this includes things like servicing 
passenger lifts. 

Voids and rent collection
Over the past year:

• 98.16% was the amount of rental income we 
collected (last year this was 98.47%)

• 98.02% of our properties on average were let 
(last year this was 99.11%)

• 43 days* was the average amount of time it 
took to let a property (last year this was 20 
days).

*Please note: this year’s figure have been affected by 
Coronavirus restrictions.

Supporting residents through 
difficult times
When we first heard about Coronavirus nothing 
could prepare us for the difficult times ahead.  
As a business we knew that our residents and 
colleagues would face some challenging times. In 
this section of the report we look back at some of 
the things we put in place to help residents (both 
rented and homeownership):

• At the majority of our 1,700 locations, 
community support plans were written. 
The plans were developed (and continue to 
be to reviewed regularly) to identify residents 
who may struggle more than others because 
of health issues or lack of support from family 
and friends. This gives our local colleagues, 
supported by central teams, the opportunity 
to focus their efforts, linking in with local 
authorities, other local services and volunteer 
services. The aim is to find a local solution for all 
the identified issues

• Resident Coronavirus website area. To better 
support residents and their families who are 
online, we created a Coronavirus resource area 
on our website. It supports our organisational 
messages, provides simple Government 
guidance in alternative languages, as well as 
information and guidance on loneliness and 
social isolation, getting online and being active

• 250 tablets were purchased and loaned as 
part of the StayConnected project (linked 
to GetConnected on page 13) supporting 
residents to stay connected with their friends 
and loved ones 

• 800 residents were supported by 
BeSupportive our telephone befriending 
service. This service was provided alongside 
our normal wellbeing calls made by our local 
colleagues and Anchor Hanover On Call. As 
colleagues returned to a more normal working 
life, their capacity to volunteer was reduced. So, 
we partnered with Reengage who now provide 
the calls and can continue to take new referrals.  
Importantly, this also offers a route for 
residents to volunteer as a befriender.  
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We aim to expand our range of services in 
partnership with Reengage to tackle loneliness

• £160,000 was made available through the 
Coronavirus Mental Wellbeing Fund to help 
local teams facilitate activities and initiatives for 
residents over the winter. This was a specific 
response to concerns about increasing levels 
of mental health issues due to the virus.

Anchor Hanover On Call
On Call, our emergency call service, operates 24 
hours a day, seven days a week. Despite some 
challenging times with Coronavirus restrictions, 
the team has worked harder than ever to answer 
emergency calls.

From March 2020 to April 2021 (figures are for 
rented and homeownership residents along with 
a small number of non-Anchor Hanover residents 
who also receive the On Call service): 

• 670,386 emergency alarm calls were answered

• 139,555 telephone calls were taken

• Of these calls, 97.92% were answered within 
60 seconds, which is 0.42% above the Telecare 
Services Association (TSA) industry key 
performance indicator

• 446,086 outbound calls were made, which 
included daily welfare calls to residents in the 
absence of the local manager.

On Call has remained accredited with the TSA 
following a successful audit in August 2020. This 
body ensures that On Call continues to provide 
the highest standards of service to residents. 

Getting prepared – Social Housing 
White paper
In November 2020, the Government published 
the Social Housing White Paper which it describes 
as a Charter for Social Tenants. The White Paper 
is very comprehensive and covers: building safety, 
increased regulation, listening to residents, a new 
inspection regime, new satisfaction measures, 
standard of homes, complaints and anti-social 
behaviour and much more. The overall aim is to 
give social housing tenants a voice that is listened 
to. 
 
These planned changes are the biggest 
registered providers such as Anchor Hanover 
have seen in the last 10 years and something we 
welcome. As a result, we are preparing for the 
changes and are already working with involved 
residents seeking their views. Some of the 
proposed changes are already being progressed 
through the Fire Safety Act and the Draft Building 
Safety Bill. 

Over the coming months you will hear more 
about how we plan to make these changes, how 
they will affect tenants and how you can have your 
say. For more details go to www.Gov.uk.

Health and safety
Despite the difficult year we have all faced, we 
are pleased to have maintained a very effective 
level of compliance. At times, we extended the 
frequency of some of the checks we perform 
but not to a degree that placed anyone at risk of 
harm.

Within rented and homeownership locations 
during the past 12 months:

• 909 locations had fire risk assessments (last 
year this was 517)

• 48 locations had external wall checks 
performed by an external fire engineer. These 
were commissioned at buildings where there is 
some form of cladding

91% of those who had used the On Call 
emergency service and who responded 
in the Autumn 2020 survey said they 
were satisfied with the service received.

http://www.Gov.uk
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• Introduced routine water sampling at housing 
locations with stored water

• Successfully introduced our compliance 
system ‘BeSafe’ and moved to a single incident 
reporting system, at all locations

• Concluded our Person-Centred Fire Risk 
Assessment trials which were significantly 
delayed due to Coronavirus restrictions.

Compliance
Last year we told you about our automated service scheduling process, which means contractors and 
local managers receive notifications in advance when services are due. This allows them to plan and 
has improved safety, accuracy and efficiency.  
 
These figures show all Anchor Hanover services combined: 

2021 2020 2019 Target
Gas safety checks 99.9% 100.0% 99.9% 100.0%
Lift safety checks 99.9% 94.0% 99.0% 100.0%
Fixed electrical wiring inspections 99.9% 100.0% 97.4% 100.0%

Plans for 2021/2022:
• Introduce the Person-Centred Fire Risk Assessment process across all housing locations

• Continue to enhance our approach to fire safety by ensuring that all fire risk assessors achieve 
national registration once introduced

• Keeping ahead of the changes that new legislation will bring.

How residents influenced our policies and services 
We have nearly 100 residents involved in our formal engagement groups. Here Peter McCabe, Chair of 
the Residents’ Council introduces a summary of the work each group has undertaken. 
 
The past year has thrown up many challenges due to the global pandemic we have all found ourselves 
in. We, as a Residents’ Council, have had to find new ways of working and engaging, not just with our 
fellow residents, but colleagues too. 

Through technology and support from Anchor Hanover we have continued working towards the 
outcomes we set for ourselves at the beginning of 2020. The commitment from residents to embrace 
new ways of communicating and meeting has been fantastic and we hope we can expand on this 
moving forward. 

It has been really positive to see the number of engaged residents increase this year, their input and 
feedback has proved most valuable and we hope to see more and more residents wanting to be 
involved to help influence the services that Anchor Hanover provides.  

I look forward to leading the Residents’ Council through another successful year.

Peter McCabe – Chair of Residents’ Council
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Residents’ Council
Following the recruitment of a new Chair and an 
expansion of lead areas, our Residents’ Council 
has gone from strength to strength. 
 
The Council has supported the development 
of the Local Engagement toolkit and members 
were instrumental in the delivery of our first 
virtual Residents’ Conference which had over 100 
attendees.
 
Mental health and wellbeing have also been key 
agenda items, with a focus on services available 
to residents throughout lockdowns.
 
They have continued to support colleagues 
in the review of policies, procedures and key 
documents.

The Council has key items on their agenda for the 
coming year including the new Building Safety Bill 
which encourages residents to have a voice. 

Communications Group
Members of the group have been supporting the 
Communications Team with the delivery of key 
messages and information throughout every 
lockdown, including the tier system lockdowns. 
Their input has been valuable in getting the right 
information to the right residents. 

The group has also engaged with other residents 
to gather feedback around the resident 
engagement pages on the Anchor Hanover 
website. This feedback has enabled them to 
rewrite and redesign these dedicated pages to 
promote the work that is being completed. The 
work has also enabled residents who may want 
more information or to get more involved to 
contact the Involvement Team more easily. This 
has led to an increase in communications with 
residents and the team.
 
They have also worked with the Equality, Diversity 
and Inclusion Lead to review posters that are 
used on noticeboards to share information about 
equality and diversity.  

This has led to a change in the language used, as 
well as an update around the images that are used. 
 
Property Group
The group continued to work with colleagues 
to develop the Asset Management Strategy. 
Following a recent restructure of the Residents’ 
Council, the Property Group has disbanded with 
members now supporting other areas within the 
Residents’ Council. 

Scrutiny Panel
The Scrutiny Panel was formed in May 2020 
as part of a year-long pilot project. The three 
members of the panel work with a pool of 
residents to scrutinise policies and procedures. 

So far, the panel has reviewed the local newsletter 
for residents and the Concessionary TV Licence 
procedure, providing recommendations that 
colleagues have been able to use to improve and 
change processes. As detailed on page 6 the 
panel has also been busy working on neighbour 
dispute and anti-social behaviour processes. 
 
LGBTQ+ group
There have been LGBTQ+ resident groups 
running for over 10 years and we are incredibly 
proud of this achievement. Our newly-merged 
group has continued to produce work that has an 
incredible impact. The group has been busy over 
the past year:

• Working with our Customer Relations Manager 
to produce a hate crime policy and procedure, 
making sure we use inclusive language in the 
documents

• Regular social video conference calls that 
residents say have been a lifeline for them 
during the many lockdowns, enabling them to 
have social contact with other older LGBTQ+ 
people

• Working with our Learning and Development 
Team to create videos and text about 
experiences to bring some real-life authenticity 
to our colleague Equality, Diversity and Inclusion 
(EDI) training course



13
Annual report for tenants 2020/2021

• We told you last year that we had signed up 
for the Houseproud Pledge Plus accreditation 
scheme which allows us to demonstrate that 
LGBTQ+ residents can freely express their 
sexual orientation/gender identity without fear 
or prejudice. Over the last year we have been 
busy addressing some of the issues raised with 
a sub-group of the LGBTQ+ residents’ group 
and colleagues

• Sharing ‘coming out’ stories for LGBT History 
Month which the Communications Team used 
on social media as part of awareness building 

• Posts on Workplace (our social media platform 
for colleagues) from colleagues and EDI 
Manager to mark LGBT History Month and 
Trans Day of Visibility.

Local engagement
Over the past year, we worked with our Residents’ 
Council to produce a toolkit to enable colleagues 
to access guidance around different aspects of 
local engagement and to help with some of the 
challenges that may arise. 
 
We also worked with local housing managers to 
design a Local Engagement Action Plan to capture 
local engagement and identify areas where local 
engagement can be improved or developed.
 
We support 111 Residents’ Associations, 
valuing the role they play locally in co-operating 
and improving services. Over the last year we 
have reviewed the guidance for Residents’ 
Associations to support people setting one up. 
 
We know some residents don’t want a formal 
Residents’ Association, so we are developing 
guidance around a less formal resident group or 
social group.

Training for involved residents
Over the past year we have offered all involved 
residents training to support them in the 
roles that they do. This has included GDPR 
(General Data Protection Regulation) training 
and opportunities to access training offered by 
outside partner agencies.  

We share all this information in the Resident 
Engagement Handbook that is sent to all involved 
residents.

Getting involved – are you interested?
There are a number of ways in which you can get 
involved from the comfort of your own home, 
dependent on how much time you have to spare 
and your interests. For more information speak to 
your local manager, email beinvolved@anchor.
org.uk or call 07483 911 705 

Supporting you to GetConnected 
The aim of our GetConnected project is to 
increase access to the digital world for our 
residents and help improve their confidence. 
This is achieved through an introductory course, 
guidance documents and training videos 
alongside a tablet loan.

The first stage of a pilot trialled in January 
2021 involved our Digital Champions using our 
network to help others and delivering tablets 
to residents on loan for a six-week period to 
improve confidence with technology and reduce 
feelings of isolation. Going forward there are 
several different options allowing residents to 
GetConnected dependent on their level of ability. 
 
If you would like to find out more please contact 
your local manager, call 07483 911 705 or email  
Getconnected@anchor.org.uk.

Be Active
Last year we told you about the launch of BeActive, 
which took place in August 2020. BeActive is 
our wellness and movement programme to 
support people to take care of their overall health 
and wellbeing. BeActive offers a range of online 
resources from exercise routines, podcasts and 
tips on all aspects of wellbeing.  

Working with residents, we have designed new 
and exciting content including exercises such 
as yoga and movement to music, with a view to 
adding more and more as time progresses. 

mailto:bettertogether@anchorhanover.org.uk
mailto:bettertogether@anchorhanover.org.uk
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Achievements include: 

• 21 BeActive videos created featuring a wide 
range of exercises

• 11 podcast episodes released 

• 3 live video sessions were held for National 
Fitness Day in September which was enjoyed 
by both colleagues and residents

• Six-week programme went live at the start of 
2021 to encourage residents to take more time 
for themselves, become more active and make 
positive lifestyle changes

• Throughout lockdowns, we have hosted weekly 
live Zoom sessions with Terry Keen, an Anchor 
Hanover resident. Terry’s 30-minute exercise 
classes aimed to help reduce social isolation

• Over 150 participants signed up to BeActive. 
By signing up, residents receive emails inviting 
them to live workout sessions, along with 
updates of new videos and podcasts and 
details on any new programmes that we 
introduce.

 
All residents were sent a BeActive exercise sheet 
last Summer, included within Life magazine.

What’s next for BeActive?
We have designed 10 new videos which feature 
Tai Chi, pain management, stretch band workouts 
and much more. These videos will be available 
shortly.

We have been working on creating new 
partnerships with other housing providers and 
services to offer BeActive to the wider community.

For further details you can visit:  
www.anchor.org.uk/existing-residents/
beactive.

Community grants
From time to time residents, families and friends 
decide to donate money to us to help improve the 
lives of our residents. Residents can bid for this 
money through Community Grants. 

Over the last year Coronavirus has impacted the 
way we manage the grants and the process was 
suspended for some time. However we awarded 
the following to some great causes: 

• In December 2020 we awarded £11,000 
• In March 2021 we awarded £25,000.

If you are interested in applying for a 
Community Grant for your location speak to 
your local manager, call 07483 911 705, email 
Communitygrants@anchor.org.uk

BeWise
BeWise is our group of services which aims to 
increase residents’ financial wellbeing through 
advice, assistance and practical support to access 
your entitlements. 

• MoneyWise offers welfare benefits advice for 
applicants and residents

• EnergyWise offers energy price comparisons, 
switches, energy advice and Warm Home 
Discount applications 

• InsuranceWise (launching summer 2021) 
promotes contents insurance through a policy 
with new for old cover, no excess and low 
premiums.

How have we done this year?
In 2020/21, the BeWise Challenge has reported 
£4.4m in savings or additional income for 
residents. This is an increase of £2.7m from 
previous year. 

This was as a result of the significant expansion of 
the BeWise team part-way through 2019 to meet 
the needs of the increased numbers of residents 
in the newly-merged organisation.  

Coronavirus has raised many challenges this year 
for the service. Despite this, 2020/21 has been 
very successful for BeWise. Over the last year:

• 13,929 calls were received by MoneyWise and 
EnergyWise, up from 5,600 last year

file:///C:\Users\0941670\AppData\Local\Microsoft\Windows\INetCache\Content.Outlook\GFPGANXG\www.anchorhanover.org.uk\existing-residents\beactive
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• 2,975 residents were supported to achieve a 
positive financial outcome compared to 964 
last year

• £3,876,317 was the amount that we assisted 
residents to claim in additional benefit 
entitlement, through MoneyWise

• £382,844 was the amount we saved residents 
on their energy costs through Energywise

• £67,701 was saved by residents on their water 
bills by working with their water suppliers

• 926 was the number of Warm Home Discount 
claims, compared with 548 last year

• 255 was the number of residents we assisted 
with disability benefit forms, compared with 
191 last year.

In the year ahead we hope to achieve:
• A minimum of £3.5m in additional income and 

savings to be gained by supporting residents 
through the BeWise Challenge

• 90% resident satisfaction rate measured by 
reintroducing phone and email surveys

• Develop our training offer to better support 
our local colleagues so that they can directly 
support residents 

• Complete over 1,000 Warm Home Discount 
applications, saving residents £140,000

• Promote the ‘EntitledTo’ benefit calculator 
and the energy broker website via our website, 
empowering residents to make claims and 
conduct price comparisons independently

• Reinstate our InsuranceWise offer from 
Summer 2021, rolling out to new and existing 
residents

• Ensure we have a balanced representation and 
equal access for residents using the BeWise 
services.

As BeWise is always looking to work better and 
more efficiently for residents and colleagues; 
further projects are likely to develop throughout 
the year, particularly around water savings.

Contact us to see how BeWise can 
help by calling our free and confidential 

service on 0800 023 4477 (available 
9am to 5pm Monday to Friday) or email: 

moneywise@anchor.org.uk  
energywise@anchor.org.uk 

Our commitment – equality 
diversity and inclusion 
We are committed to eliminating discrimination, 
recognising and celebrating diversity, advancing 
equality of opportunity when providing services 
to residents and among our workforce. Over the 
past year we have been doing the following to 
promote this:

• Building new places to live. We have been 
chosen as partners to deliver the UK’s first 
purpose-built LGBTQ+ older person’s housing 
scheme in Manchester, offering an extra care 
service 

• Our Equality, Diversity and Inclusion (EDI) 
handbook. The EDI resident lead has rewritten 
the EDI Handbook that is shared with all 
engaged residents. They have also worked 
with our EDI Manager to plan training around 
equality and diversity for colleagues throughout 
the business

• Disability Confident 2021 scheme. The 
scheme supports businesses and 
organisations to make the most of the talents 
people with a disability can bring to the 
workplace. Joining the scheme builds on our 
aims to provide opportunities for all 

• Resident involvement – launching some new 
groups. We are creating the Minority Ethnic 
Resident Group and a Sensory Impairment 
Resident Group.  These groups will also join the 
long-established LGBTQ+ Resident Group in 
ensuring we have diverse and representative 
voices from our resident groups.

mailto:moneywise@anchorhanover.org.uk
mailto:energywise@anchorhanover.org.uk
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Looking ahead –   
our plans for the future 
 
Every year we make commitments in this report to improve practices and services for 
residents. These are monitored by the Residents’ Council. Over the next year or so we 
are:

• Trialling the People’s Academy - this is an online 
learning tool, with interactive e-learning, videos 
and guides. We have 25 residents who will be 
part of the trial and we are looking at training 
programmes in areas such as wellbeing, trans 
awareness and information from the animal 
charity PDSA along with much more. If the 
trial is successful, we will look at ways in which 
we can expand the training to non-involved 
residents through our website.

• Continuing to develop our Be Me programme 
which is looking at how we can deliver a more 
personalised service. You can read more in the 
Summer 2021 issue of Life magazine.

Other things we have already told you about can 
be seen on the following pages:

• Looking at our approach to anti-social 
behaviour see page 6

• Quarterly satisfaction surveys on 
complaints on page 5 

• Developing guidance for less formal resident 
groups see 13

• BeWise initiatives on page 15

• Recruiting for our Minority Ethnic Resident 
Group and Sensory Impairment Resident 
Group on page 15.

 
Do you have any feedback or want 
to find out more?
If you’d like to provide feedback about this report 
or submit any questions on the topics covered, 
email internalcommunications@anchor.org.
uk, write to Communications Team, Anchor, 2 
Godwin Street, Bradford, BD1 2ST or visit 
www.anchorhanover.org.uk

This report cost 14p per copy to print.

How did we do?
Every year we provide commitments in our 
annual report, in this section we look at progress 
on these commitments and whether we have 
achieved what we set out to do. Last year we told 
you about:

• Updating the Tenant Handbook – this work 
has been completed and a copy of the new 
handbook is provided to new tenants and 
is available on our website or via your local 
manager

• Making MyAccount available to all residents – 
this has now happened and residents can access 
their rent and service charge statements, set up 
a Direct Debit and more online

• Introducing mobile working – this has 
happened and local managers can now carry 
out more tasks using mobile devices

• Learning from complaints  – see page 5 for an 
update

• BeActive – this work was completed, see page 
13 for a full explanation.

• BeWise – this work was completed and we 
explain more on page 14

• BeSafe – this work was completed. We 
introduced online risk assessments and 
checking, cutting out paper and saving time.

mailto:internalcommunications@anchorhanover.org.uk
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