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1. Introduction 
 
This review of Anchor location brochures was instigated as a direct result of comments on social 
media suggesting that location brochures, when available, were too generic rather than specific to 
each location and included information that was not relevant to the location in question. 
 
The Scrutiny Panel agreed that a review of the Anchor policy of providing location brochures, their 
availability and content would be timely in order to ensure that location brochures are helpful and 
relevant to actual and prospective residents. 

 
 
2. Service Review Decision 
 
The decision was made to use an on-line survey of resident volunteers registered in the Better 
Together programme for this review. Helene Orchard, Resident Involvement Specialist, agreed to 
circulate a survey produced by the Scrutiny Panel. She also suggested that an Anchor 
organisational lead could help the panel by providing essential feedback as the review progressed. 
The lead for this review of Anchor Location Brochures was identified as Greg Hall, Head of 
Marketing. He joined the Panel in September 2021 and for their subsequent meetings about this 
review. 
 
3. Resident Scrutiny Panel members involved in the review were: 
 
Steve Rafferty – Chair  
Penny Roberts – Member 
Elizabeth Proud – Member until September 2021 
Pauline McGoun - Member 
Clive Parkes – Member until October 2021 
Cara Beeson - Member 
David Thomas – Member from September 2021 
 

 
4. Review Objectives 
 
The Panel agreed the following objectives to be achieved by the review: 
 

• To ensure that Anchor location brochures are relevant to the location  
 

• To improve the availability of information on Anchor locations for present and prospective 
residents. 
 
 

5. Scope and Methodology 
 
The Panel intended to collect views from as wide a base as possible of both leasehold and rental 
residents on the location brochures associated with their own location. In addition, the Panel 
wished to understand the Anchor policy with respect to location brochures as this was not clear. To 
achieve this review the Panel decided: 
 

5.1 To produce and send a survey to involved residents for them to identify any shortcomings in 
location brochures and their availability. 
 
The members in the Scrutiny Pool were invited to make a desk-top review of their own 
location brochure and to complete the on-line survey. 
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Desk top reviewers assess whether location brochures are accessible and if the information 
in the document is relevant, easy to read and understand. They also have the opportunity 
to ask questions as a result of the review. 

 
The Panel developed survey questions based on the adverse comments made on social media. 
These questions are included at Appendix 1; they covered content, desirability, and availability. 
Helene Orchard reproduced the questions as an on-line survey that she distributed to the 
Connected Club, as this is a broader base than the Scrutiny Pool. [Note that members of the 
Scrutiny Pool are also members of the Connected Club.] 
The on-line survey went live in the second week of September and residents were given until the 
end of the month to respond. An Excel spreadsheet with all the responses was sent to the Scrutiny 
Panel on 6 September. This spreadsheet, with the data anonymised, is given in Appendix 2. 

 

 
5.2 To understand the Anchor policy in the production of location brochures. 

 
Greg Hall was invited to make a presentation to the Scrutiny Panel and answer their 
questions.  

 
5.3 To provide a report on the Panel’s findings with suggestions for Anchor to respond to 
residents’ criticisms.  

 
The Panel analysed the responses to the questionnaire and discussed the findings with the 
Anchor lead before writing their final report. 

 
 
 
6. Summary Findings 
 
 
6.1 Location Brochures – Content 
The Panel identified that site-specific information in a location brochure was not always clear nor 
up to date. A number of recommendations have been made with regard to content. See Section 10. 
 
6.2 Location Brochures – Availability 
The survey identified the desire of residents to have a location brochure, as long as it was relevant 
to their location. It is strongly recommended that a location brochure is included in   
each Welcome Pack for residents, to enhance their sense of belonging to a community. 

 
6.3 Location Brochures - Production 
Following discussion with the Anchor lead on this review, some recommendations have been made 
regarding the production process to ensure the maximum relevance of each location brochure.  
 
 
7. Detailed Findings 
 
7.1 The on-line survey 
Although the number of responses to the survey was very small (14 individual responses, about 
17.5% of the Connected Club) each response came from a different Anchor location, well spread 
across the UK. Consequently, the representation was almost 1 % of Anchor residential locations. 
However, the crucial question of whether or not a location was comprised of rental properties or 
leasehold properties was not asked in the survey as the differential policy regarding the provision 
of location brochures was explained to the Panel subsequent to the survey having taken place. 
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7.2 Brochure availability 
Only four of the locations were able to obtain a brochure and one respondent identified that no 
brochure was available, even on request. In general, brochures are not readily available but the 
respondents would, and did, ask for one from their Estate Manager or Customer Centre. When 
asked whether their brochure was available in other formats, large print, braille or another 
language, it was apparent that the respondents did not know but would be prepared to ask if 
necessary. 
 
7.3 Brochure Content 
The photographs in the brochure are almost all generic rather than specific to the location. This is 
understandable when people are photographed but when there are photographs of buildings or 
communal areas, a label to indicate a typical communal area would be preferable to the 
assumption that the photograph is specific to the location when it is not. This was indeed the case 
in one particular brochure. Only one respondent stated that there was a location-specific 
photograph included in their brochure. 
 
Diversity and inclusivity are clearly important to Anchor as well as to each of us and this is well 
represented by the happy smiling faces of elderly people of diverse backgrounds in the brochures. 
However, one respondent obviously felt, as with a lot of advertising these days, that the proportion 
of such photographs was not in balance with reality. Ethnic minorities in the UK are not yet 50%, 
but nearer to 15% overall. Using the UK Government statistics on ethnicity-facts-figures by age 
group it is clear that in, say 20 years, the retirement population in the UK as a whole will have 
changed to become more than 25% ethnic minorities. However, it may be that Anchor policy is to 
relate the brochures to the local community. It is worth noting that in the brochure for Ashiana 
Lodge in Nelson, Lancashire (appendix 3) such diverse representation is about 40% while the 
brochure for Wordsworth Court in Reading has different photographs (appendix 4) in which the 
representation is about 30%. It is also worth noting that the ‘people’ images in every brochure are 
purported to be the same, no matter which location and that these generic people images are 
indeed of Anchor residents and not models. Recommendation 6 is made to ensure that 
photographs are more inclusive. 
 
Three of the four respondents stated that the text of the brochure did reflect the facilities available 
at the location. The respondent who gave a negative response stated that the brochure included a 
gazebo, a pool table and a greenhouse, none of which existed at that particular location. This was 
disappointing to learn and similar comments on social media indicate that Anchor needs to be 
more careful in producing location brochures. Another misleading description related to WiFi being 
available within individual flats when it was not so provided. 
 
Additional comments provided by the respondents supported the idea that the brochure should be 
site-specific and should only describe facilities that are available, together with relevant 
photographs. Sunny photographs were favoured over wintry scenes.  
 
7.4 Brochure desirability 
Every respondent except one said they would like to have a location brochure, indeed those 
respondents without a brochure were very keen to have one. The negative response came from a 
resident who actually had a location brochure but found it to be too generic to be of any use. 
 
It seems that having a location brochure adds to the sense of belonging to a community – 
something that both Anchor and residents themselves seek. However, in order to be useful and 
appreciated, a brochure does need to include photographs of the locality and a description of the 
amenities that are actually available. 

  
 
8. Anchor policy on the provision of location brochures 
Following discussion with Greg Hall, the Panel learned that it is Anchor policy to provide location 
brochures as a priority for rented properties. This is because the turnover in rental properties is 
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quite high and Anchor needs to keep the properties filled to ensure that rents are paid for the 
benefit of the location as a whole. 
Leasehold properties, when being constructed and prior to the first sale, have a Sales Brochure 
that is used to promote the sale. Once sold, the leaseholder or their dependents are responsible 
for continuing to pay the service charge until the property is sold to a new leaseholder. As Anchor 
does not have a direct interest in the sale because the service charge is paid in any case, they do 
not automatically provide a location brochure, rather leaving such a service to the estate agent. 

 
The Scrutiny Panel feels that in the interest of promoting a community spirit, even within leasehold 
properties, Anchor should consider providing a location brochure for each leasehold location. It is 
actually in the interest of Anchor that leasehold properties are resold quickly, and a location 
brochure could help in this respect, as the sale provides monies for the sinking fund of a location 
as well as continued payment of the service charge. 
 
 
9. Anchor policy on the production of location brochures 
The Panel learned that all rented housing locations have a location brochure that is automatically 
generated from the Anchor print company (see Appendix 3 for an example). All the brochures have 
similar generic text but show the location’s own images, where available. All the information, 
including images, is pulled from the Anchor Location Property Search (ALPS). There is space for 
some specific copy for each location on page 3 of the brochure. Some brochures have maps and 
directions while some do not. The Panel was informed that this is a result of Anchor-Hanover 
legacy sites and that it would be complicated to produce this for new brochures for locations that 

did not already have this feature. The text and the images are the same as shown on the Anchor 

website for the location, as these are also taken from the ALPS. 
 
Estate Managers have direct access to ALPS and can ask Marketing to upload their specific text 
and their own photographs in order to make their brochure site-specific. There is no reason that 
residents cannot supply photographs for their location brochure and, as long as the photographs 
do not infringe copyright or GDPR, the Estate Manager can use these by requesting Marketing to 
upload them into ALPS. In this way, residents can take some ownership of their location brochure. 
Estate Managers can request a print run of their brochure as soon as it is updated. Note that all 
uploads and downloads are at the discretion of Marketing to ensure quality of the final product. 
 
Although Anchor does not currently provide location brochures for leasehold properties, it is 
feasible for them to do so and would help to cement the community spirit. All the relevant 
information is taken from ALPS onto the Anchor website for a location and could quite easily be 
used to produce a brochure for the location. It could be appropriate for the local Residents’ 
Association to provide some text and photographs and their Estate Manager could then request 
Marketing to upload the information to ALPS for the Anchor print company to produce the printed 
versions.  
  
 
10. Recommendations 
 

Recommendations  Comments  Response from Anchor  

Provision of Location 
Brochures  

1. A location brochure should be 
given to every new resident of a 
rental property as part of their 
Welcome Pack.  

2. Consideration should be given to 
providing electronic brochures for 
residents, potential or actual, who 
have poor eyesight so that they 
can enlarge the text and 

1. All residents will have 
received a location brochure 
when they enquired about a 
property. This is sent in PDF 
format electronically or as a 
printed version. There are cost 
implications to providing every 
resident with a printed copy in 
a welcome pack. Location 
brochures are available to 
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photographs on a computer 
screen.  

3. AH should consider providing 
location brochures for leasehold 
locations, as this would enhance 
the concept of a shared 
community. 

4. When available, a location 
brochure should be given to every 
new resident of a leasehold 
property as part of their Welcome 
Pack. 

existing residents on request 
from the Location Manager 
and locations may also have 
location brochures on display 
in communal areas and 
entrances. The same 
information contained in the 
brochure is also available on 
the Anchor website.  
 
2. All location brochures are 
available in PDF format, 
allowing residents to alter the 
size of the font. In addition, 
text on the Anchor website 
can be altered or read aloud 
as part of the specific 
browser’s accessibility 
features/settings. Paper 
copies of the location 
brochure in braille and 
different languages can be 
requested via the Customer 
Centre.  
 
3. The Anchor marketing team 
are not historically responsible 
for the marketing of the sales 
of leasehold properties as 
Estate Agents are employed 
to create the particulars. 
However, marketing happy to 
support where needed’  
Estate Agents create the 
particulars. Any enquiries 
regarding leasehold properties 
via email will receive 
information about specific 
locations in PDF format. A 
template detailing the 
development and the local 
area could be provided by 
Anchor to accompany this.  
 
4. See point 1 regarding cost 
implications.  

Content of location 
brochures  

5. Anchor should label photographs 
of buildings and communal areas 
as either specific to the location or 
indicate that they are typical 
facilities. 

6. The cover of a location brochure 
should have a photograph or 
artist’s impression of the location. 
When this is not possible, Anchor 
should consider using a 

5. Agreed. This will be made 
clear within the location 
brochure moving forward. 
 

 
6. Every location brochure 
already contains a photograph 
of the location on the front 
cover. All images used are of 
Anchor residents. It is 
important to show we have a 
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photograph of residents illustrating 
the inclusivity of all residents rather 
than any one particular group. 

diverse range of residents to 
ensure we are an inclusive 
organisation. The diverse 
photographs encourages all 
potential residents to enquire 
about locations and helps to 
increase the numbers of 
diverse residents who live 
within Anchor properties.   

Production of location 
brochures  

7. Anchor clarifies for Estate 
Managers their role in the 
production of location brochures. 

8. Anchor provides clear instructions 
for Estate Managers on how to 
modify and request prints of their 
location brochure. 

9. Anchor works with the local Estate 
Manager to produce a location 
brochure for every leasehold 
location. 

7. Agreed. Clear 
communications to be shared 
and included on the internal 
website regarding location 
brochures.   
8. Estate Managers need to 
check the information that is 
stored on ALPS is up to date 
and correct. Point 7 will also 
cover this.   
9. Information is already 
stored on ALPS for leasehold 
locations, meaning brochures 
can be produced. We work 
with location managers who 
require printed brochures on a 
request basis. This will be 
communicated under point 7. 

Estate Managers  10. Every Location Manager should 
receive instruction on how to make 
their location brochure site-specific 
and keep it up to date. 

11. Location Managers should 
encourage their residents to 
contribute photographs and text for 
their location brochure to give them 
some ownership. 

12. Location Managers should ensure 
that new residents are presented 
with a copy of the location 
brochure that they can use to 
promote their new life-style to 
family, friends and even potential 
residents. 

13. Local Managers should monitor the 
content of their location brochure 
annually, to ensure that it reflects 
accurately the facilities available at 
their location. 

10. Agreed. This will be 
covered under point 7 with 
guidance for Location 
Managers that will be 
available on the internal 
website.  
 
11. There is guidance 
available for taking 
photographs and Anchor 
encourage good quality and 
relevant photos. Media 
consent must also be obtained 
if residents are included. This 
can be included in any 
guidance as mentioned in 
point 7. It is the responsibility 
of Estate Managers to 
encourage residents and 
ensure photos are appropriate 
and of good quality.  
 
12. Covered under point 1 
 
13. Agreed. This will be 
detailed in guidance as 
mentioned in point 7.   
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11. Conclusion  

• The Scrutiny Panel, with the help of the Scrutiny Pool and the Connected Club, have 
reviewed the location brochures available to residents living in Anchor properties.  

• A number of recommendations have been made by the Panel to ensure that location 
brochures in the future have appropriate content, are readily available and can be used to 
promote living happily and well in every Anchor property. 
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Appendices 
 
Appendix 1 
The Panels questionnaire 
 

Scrutiny Panel Questionnaire – Location Brochures  
 
 
1. Is there a location brochure for your location? (if ‘no’, please go to Question 11.) 
 
2.  Are all the photographs within the brochure specific to your location? 
 
3.  If the photos are not specific, are they labelled as ‘indicative’ or ‘representative’  rather than 

‘actual’?  
 
4. What typical wording is used for the photos? 
 
5.   Does the text reflect the facilities at your location?  
 
6. If not, which facilities does it mention that are not available? 
 
7. Is the brochure readily available at reception or in a communal area? 
 
8. If not, is one available on request? 
 
9. Is the brochure available in other formats - large print, braille, other languages etc? 
 
10. Is there anything you can suggest improving your location brochure? 
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11.  If you do not currently have a location brochure, would you like to have one? 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Appendix 2 
The survey responses 
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Appendix 3 
A location brochure for Ashiana Lodge, Nelson 
 
https://anchorhanover-
ws.apsmos.com/asset/LR_00729+Ashiana+Lodge+Mini+Brochure.pdf?assetUuid=749c0f37-8403-
4318-94a9-733e89d2912a&assetType=ORIGINAL&localeCode=en_US 
 
Appendix 4 
A location brochure for Wordsworth Court, Reading 
 
https://anchorhanover-
ws.apsmos.com/asset/LR_30268+Wordsworth+Court+Mini+Brochure.pdf?assetUuid=1394fc40-
f1c8-447b-834b-5f51dce527b9&assetType=ORIGINAL&localeCode=en_US 
 

https://anchorhanover-ws.apsmos.com/asset/LR_00729+Ashiana+Lodge+Mini+Brochure.pdf?assetUuid=749c0f37-8403-4318-94a9-733e89d2912a&assetType=ORIGINAL&localeCode=en_US
https://anchorhanover-ws.apsmos.com/asset/LR_00729+Ashiana+Lodge+Mini+Brochure.pdf?assetUuid=749c0f37-8403-4318-94a9-733e89d2912a&assetType=ORIGINAL&localeCode=en_US
https://anchorhanover-ws.apsmos.com/asset/LR_00729+Ashiana+Lodge+Mini+Brochure.pdf?assetUuid=749c0f37-8403-4318-94a9-733e89d2912a&assetType=ORIGINAL&localeCode=en_US
https://anchorhanover-ws.apsmos.com/asset/LR_30268+Wordsworth+Court+Mini+Brochure.pdf?assetUuid=1394fc40-f1c8-447b-834b-5f51dce527b9&assetType=ORIGINAL&localeCode=en_US
https://anchorhanover-ws.apsmos.com/asset/LR_30268+Wordsworth+Court+Mini+Brochure.pdf?assetUuid=1394fc40-f1c8-447b-834b-5f51dce527b9&assetType=ORIGINAL&localeCode=en_US
https://anchorhanover-ws.apsmos.com/asset/LR_30268+Wordsworth+Court+Mini+Brochure.pdf?assetUuid=1394fc40-f1c8-447b-834b-5f51dce527b9&assetType=ORIGINAL&localeCode=en_US

