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Forewords
We’re committed 
to providing homes 
where people can 
love living. With more 
than 65,000 residents 
in our housing and 
care homes, we 
know that everyone 
needs something 
slightly different. 
We’ve always had a wide range of ways in which 
we support residents. This impact report shows 
how we are further developing a comprehensive 
approach to listening to residents and supporting 
their wellbeing. It also details the impact that this 
has for residents and our services and highlights 
how we’re expanding our work to promote 
equality and diversity and ensure we’re inclusive 
for everyone who lives with us. 

It’s crucial, particularly as we consider how our 
services evolve, that we use residents’ views 
to identify priority areas for improvement and 
create action plans to drive positive changes. 
We gather feedback throughout the year 
through compliments and complaints, resident 
meetings, involving residents in our formal 
engagement groups and by trying to find as many 
opportunities as possible to simply sit down for a 
chat.

I was delighted to attend our resident Wellbeing 
Fayre last November to see the launch of our new 
Be Well resident wellbeing offer and to announce 
the winners of our Loving Later Life awards. 
Thank you to all those residents who volunteer 
to help with our Be Well activities or play an active 
part in our Residents’ Council, Scrutiny Panel or 
the many other ways to get involved. 

Thank you also to all those who, by offering a 
friendly word or a smile to neighbours, are helping 
to make our homes real communities for the 
older people we serve.

Jane Ashcroft CBE, Chief Executive

I have thoroughly 
enjoyed my time on 
Residents’ Council 
this past year. 
Although we have still 
had some challenges 
with COVID-19, I’m 
proud of the huge 
amount of work 
that all the resident 
involvement groups have completed. It’s great to 
see Anchor collaborate and ask our views on so 
many different topics. 

I personally have benefited from so many 
opportunities during this last year. I have been 
able to be a voice for residents on some very 
important subjects, including wellbeing and to 
inform thinking from Anchor about how the 
housing service needs to change.

I’m delighted that Anchor’s wellbeing activities 
have expanded to include more activities. I love 
the new branding with the woodland animals’ 
theme making this valuable service for residents 
easily identifiable.

I thoroughly enjoy working with colleagues at 
Anchor, not just the Resident Involvement Team, 
but colleagues from the wider business. Being 
able to connect with colleagues highlights the 
importance of collaborative working to achieve 
results and outcomes that benefit residents.

Ann Stephens – Interim Chair and Wellbeing 
Lead, Residents Council
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Resident Involvement
At Anchor we put residents at the heart of our decisions. That means listening and, wherever possible, 
acting on their views. We have several residents groups that work with us to review our services and 
make recommendations for improvement. 

Between them, the groups have completed a huge amount of work over the past year. They are now 
used to using Zoom for meetings and this allows them to meet more regularly, complete more work 
and input into service reviews as they happen. 

Be Me
‘Be Me’ is a significant project for Anchor, looking at how we deliver our 
services in the future. With housing residents ranging in age from 55 
to well over 100, we want to develop our services to cater for these 
differences. We want to support residents to be themselves and live how 
they want to – hence the name ’Be Me’. 

It’s an opportunity to take advantage of advances in technology, building on the lessons we 
learned through working differently in the pandemic and address the increasing costs of 
meeting our legal obligations for health and safety measures.

We employed an independent consultant to work with our Residents’ Council to ensure that we 
have a strategic residents’ perspective. The Council’s input was also key in making sure that our 
resident satisfaction survey includes the right questions.
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The table below provides an overview of the areas where our residents groups have been working with us.

Group Service reviews and impact

Residents’ Council

The Council holds us 
accountable by checking that 
we meet the Regulator of 
Social Housing’s consumer 
standards. It also acts as a 
consultation group for our 
strategic projects, and raises 
issues with the organisation 
that are important for 
residents

These are areas the Council has looked at over the past year and 
the impact their work has had.

Evolving our services 

The Residents’ Council has inputted into our thinking about our 
service offer in a variety of ways:

Pathfinder: Two members of the council joined colleagues 
on our pathfinder project group. The Pathfinder was trialling 
different ways of delivering services in two areas of the country 
with a view to informing how our service will evolve in future. 
The council members input into the design of our resident 
consultation. They also reviewed letters and updates to residents 
to ensure they were clear and easy to understand. They also kept 
other members of the Council informed about the project.

Be Me and service principles: Members of the council helped 
inform the service principles that are guiding the development 
of our new offer. They have also advised on the communications 
we’re using and the project structure of our Be Me business 
transformation project to make sure they were easy to 
understand and accessible.

Resident satisfaction survey

Working with the Council, we made the introduction and 
questions in our resident satisfaction survey simpler for those 
taking part. We also introduced new questions to ensure we meet 
the government’s requirements in the new housing White Paper. 
As a result, we included questions about respondents’ diversity 
and a question about resident satisfaction with involvement 
opportunities. 88% of residents answered the diversity 
questions.

Resident involvement booklet

This is the booklet we provide residents who are interested in 
joining one of our resident groups. By working with the Council, 
we have improved the information included in the booklet. This 
has resulted in a 10% increase in residents showing an interest in 
joining a group or joining our Connected Club.
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Moving in checklist

The Residents’ Council helped us create a checklist that’s 
provided to new residents in their Anchor welcome pack. This 
means new residents now have a handy list of things they need 
to do when they move into their new home e.g., change energy 
supplier or renew their TV licence, making their moving less 
stressful. 

Communal areas policy

Working with the Council, we brought together separate guest 
room, grounds and communal area policies and included them 
in one simple document. Now it’s much easier for residents and 
colleagues to find the information they need when looking for it 
on our intranet and website. Residents on the council also gave 
their views on our approach to Coronavirus measures, informing 
the way we communicated on issues such as mask-wearing.

Damp, condensation and mould helpsheet

The Council’s review of this helpsheet made it shorter, simpler 
and easier to understand for residents.

Service charge harmonisation project 

The Council reviewed service charge and budget process 
documents and supplied feedback. This resulted in us 
updating and simplifying documents to give residents a clearer 
understanding of how we ensure value for money. This means 
the annual review of the service charge and budget meetings are 
more focused on residents’ needs.

Resident Voice strategy

In line with the Tenant Involvement and Empowerment 
Standard’s requirement that we consult tenants at least once 
every three years on the best way of involving them in the 
governance and scrutiny of our housing management service, 
we are working with the Residents’ Council to develop a new 
Resident Voice strategy, which we intend launching later in 2022.

”Overall, the profile of the over 55’s is changing rapidly. We are healthier, more active, 
computer literate and care about the environment. Involved residents enable Anchor 
to meet our changing needs and desires for the future.”

Tony Bolton – Tenancy Lead, Residents’ Council 
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Group Service reviews Impact

Scrutiny Panel

The panel delivers in-depth 
reviews on service areas 
suggested by the Residents’ 
Council and colleagues. They 
create formal reports with 
recommendations that are 
presented to our Service 
Quality Committee. 

The group has worked with 
us to create a dedicated 
page on our website 
where residents can view 
Scrutiny Panel reports and 
recommendations. You can 
meet the Scrutiny Panel and 
read their reports here.

Anti-social behaviour (ASB) 
policy & procedures

We have changed our 
process to make it easier 
for residents to report ASB 
and are recruiting to a new 
community resilience team 
to offer specialist support 
to residents and colleagues 
dealing with complex ASB 
cases and safeguarding

Location notice boards The Panel was pleased that 
Anchor has a process to 
make sure that residents see 
consistent information on 
notice boards across Anchor 
locations. 

Location brochures Location brochures now 
indicate if photos included are 
of the location or not. Local 
managers now have more 
input into their brochures 
which ensures the correct 
information is included and 
it better reflects what it’s like 
to live at a particular location. 
Residents can provide photos 
for location brochures, and 
guidance on how to take good 
photos is available. Photos are 
now of residents, (no stock 
images are used) and we 
endeavour to include a wider 
diversity of people.

“Working on the Scrutiny Panel has given me a real insight as to how to investigate 
and make proposals for change to Anchor’s policies for the benefit of all residents, 
whether in rental accommodation or leasehold. It is really encouraging to see Anchor 
take on board our recommendations so that residents everywhere will be able to see 
real improvements that will make their later living even more enjoyable.”

Penny Roberts – Vice Chair, Scrutiny Panel 

https://www.anchor.org.uk/existing-residents/scrutiny-panel
https://www.anchor.org.uk/existing-residents/scrutiny-panel
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Group Service reviews Impact

Communications Group

This group is made up of 
residents from rented and 
homeownership locations 
and provides feedback 
on how the organisation 
communicates with residents.

• Communications to 
residents about Covid-19 
restrictions

• Information provided to 
residents about why we ask 
diversity questions

• Training manuals about 
equality, diversity and 
inclusion for involved 
residents

• Suggesting content for each 
edition of Life Magazine

• Input into the content and 
design of our residents’ 
annual report

• Be Well branding and 
communications strategies

• Business transformation 
communications

• Local resident newsletters

• Annual reports to tenants 
and homeowners

We have made lots of edits 
to the format, content 
and design of our written 
resident communications as 
a result of working with the 
Communications Group. The 
group focused on making 
sure we consider residents’ 
diverse needs particularly 
those with sensory 
impairments and those who 
may not use the internet.

The group was key to helping 
us create the information 
that residents needed during 
Covid lockdowns and deciding 
how it would be shared with 
residents. 

Building Safety Group

Established in August 2021 
for to work with colleagues on 
fire and building safety issues, 
to ensure that homes are, and 
remain, safe to live in. 

• Energy options

• Evacuation processes at 
locations

• How the Fire Safety Act 
affects Anchor residents

• External wall surveys

The Building Safety Group 
helped us improve notices 
and information for residents 
about what to do in the event 
of a fire at their location. 

This included ensuring safety 
posters are displayed as at 
all locations and producing 
guidance in a variety of 
formats to take account 
of residents with sensory 
impairments.
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Independent Customer 
Complaints Panel

The Panel is made up 
of residents from rented and 
homeownership locations. 

As part of the complaints 
procedure, they can 
provide an impartial view on 
how a complaint has been 
handled by Anchor. 

Thirteen residents have 
approached the panel this 
year to review their complaint. 
The panel was satisfied with 
Anchor’s response to five of 
these and for eight others they 
made recommendations for a 
better resolution.

Anchor has acted on all 
bar one of the panel’s 
recommendations and has 
rectified the complainants’ 
issues.

With residents’ permission, 
the panel also reviewed further 
complaints where the resident 
is satisfied with Anchor’s 
response. This increases 
the panel’s knowledge, 
and they can make further 
recommendations to Anchor 
about the way complaints are 
managed.

Training in understanding 
leases has been carried out 
with the Panel.

Communication to let the 
complainant know that their 
issue is being investigated has 
been improved to reassure 
the resident and give an 
indication of how long it is 
likely to take.

We amended our complaint 
letter templates so that stage 
1 complainants receive a 
better-quality response.

 “I got involved as I wanted to ensure that the voice of residents was heard and that 
they feel included in all Anchor decision-making.

I really enjoy being part of the Resident Communications and Building Safety groups 
and the discussions that take place when we meet the teams from around the 
business and the different approaches that individuals adopt.

Over the past 18 months I have been able to work with and support Anchor 
colleagues to ensure the correct information was being shared with residents about 
the ever-changing Covid restrictions.

Overall, being involved gives me an opportunity to share my opinion and that of other 
residents.”

Marie Hennelly – Member, Resident Communications and Building Safety groups
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Connected Club
Our Connected Club is a group of 651 housing residents who agree to take part in surveys and 
focus groups to help inform our services, as well as attending conferences we organize on a range of 
topics. These results give groups such as our Residents’ Council and Scrutiny Panel a wider resident 
perspective and help inform their service reviews. For example, when our Scrutiny Panel was reviewing 
the quality of information and layout of notice boards, they surveyed the Connected Club members to 
hear about what they thought of the notice board at their location.

Connected Club members are also the first residents to be invited to wellbeing activities and fayres, 
competitions and new activities. They can also join a Facebook group managed by Anchor where they 
can share their experiences and connect with other members.

Activity The impact

Surveys

• Repairs – supporting the work of the 
Scrutiny Panel on their next review about 
reporting repairs

• Notice boards – supporting the work of 
communications group and scrutiny panel

• Resident welcome pack – making 
suggestions to improve the pack

• Location brochures – supporting the work 
of the Residents’ Council

These surveys supported the work of our 
residents’ groups (see above)

Focus groups

• Wellbeing

• Equality Diversity and Inclusion

• Holding an accessible online conference 

These focus groups helped us support the work of 
our EDI specialist and provided us with feedback to 
improve our wellbeing services (see below).

Conferences and fayres

• Homes for later life property conference – 
60 participants

• Homeownership conference – 50 
participants

• Wellbeing fayres (November and January) 
– 100 participants

Conferences and fayres provide housing residents 
with the opportunity to learn more about our 
services and wellbeing activities. They provide 
them with the opportunity to ask questions and 
offer new ideas.

This empowers our involved residents to engage 
with us from an informed point of view, to learn 
about the some of the wellbeing offers they may 
have not taken part in before and share what they 
have learnt with other residents.  

Adding Walking Football to our Be Active suite 
of activities was an idea suggested at one of the 
wellbeing fayres.
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Resident Wellbeing
A great deal of research has been conducted on wellbeing. The approach developed by the New 
Economic Foundation (NEF), following over 20 years of research, provides a great framework for us. 
The NEF approach identifies “five ways to wellbeing”:

Connect – with family, friends, colleagues or neighbours

Take notice – savour the moment, observe life’s pleasures and reflect on experiences

Keep learning – try something new, rediscover something old

Be active – anything physical which suits a person’s mobility

Give – volunteer or do something nice for someone else.

Specific wellbeing initiatives can and should vary across Anchor to reflect the varying needs, 
expectations, and financial circumstances of residents. However, we use the NEF framework when 
considering ways to support all residents’ wellbeing in all the “five ways”.

In our housing, a wide range of wellbeing initiatives has been explored over the past few years. Going 
forward, our focus nationally will be on those we can deliver at scale, which are cost-effective and fit 
the NEF framework above, as well as supporting residents’ financial health. 

Our Resident Involvement and Wellbeing Team provides a 
range of wellbeing initiatives that local managers can sign post 
residents to, or residents can access directly. In the past year, to 
make identifying and accessing our wellbeing activities easier 
for residents we have created an exciting new woodland animal 
theme to help promote our ‘Be Well’ offer.
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Be Well initiative Number of activities and participants in 
2021/22

Physical and mental fitness activities to 
promote movement and mindfulness

• ParaDance - an inclusive dance and exercise 
session

• Nia – mind and body programme

• Physical fitness

• Pilates

• Walking Football (started March 1 2022)

• 76 live sessions

• 476 total participations

• 3,731 video and podcast views

• (from Nov 21 to date)

• 20,000 individual resources have been 
posted to residents and colleagues including 
booklets, DVDs, Manager and Resident 
Starter Packs

• Tablet loan and training to increase digital 
inclusion

• Digital dial-in sessions introduced this year

• 212 tablets loaned

• 368 residents supported with training or 
information

Our online training portal for residents including 
courses about food safety, wellbeing and much 
more.

• 110 members 
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(virtual coffee mornings)

An informal online space where residents can 
get together to chat and hear from interesting 
speakers.

• 45 coffee mornings

• 450 total participations

• Coffee morning topics:

PDSA (People’s Dispensary for Sick Animals), 
Book Club, Veterans Growth, Walking Football, 
Jess Kitching – An author, Alzheimer’s Society, 
South Lake Safari Zoo, Be Active, Yoga, 
Chinese New Year Celebrations, Cookery 
Demonstration, Be Wise Team, National 
Inclusion Week, Halloween-themed Quiz, Be 
Digital Offer

Tackling Loneliness (Reengage call companion 
service)

In partnership with Reengage, residents who 
may be feeling lonely can register to have 
friendly weekly telephone calls from a volunteer. 
Residents can also sign up to be a volunteer 
themselves.

• 190 residents have used the service with 90 
of them are currently receiving regular calls
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Wellbeing Feedback
Focus groups with participants have indicated they have hugely valued the initiatives. 

Participants reported that benefits from Be Active included:

• Improved strength, breathing and balance

• Increased confidence and mental health through trying something new

• Increased energy 

• Lower blood pressure.

• Relieved isolation during lockdowns and new friendships formed

Focus group discussions showed that each of the “five ways of wellbeing” are covered by the coffee 
mornings. Physical activity, learning something new and taking notice have been part of the 
speakers’ subjects, (for example walking football, mindfulness and yoga). Connecting with others and 
giving to each other remain central to what the coffee groups are about and have to offer.

Quotes from a recent focus group about Be Active

“Be Active is life changing”, “You make us feel individual and special”, “I didn’t realise how valuable 
it would be for my joints, muscles, balance and confidence”, “It helps me mentally, I suffered with 
depression”, “It’s great in winter when you risk getting blown over by going outside” “Brilliant during 
lockdown…a simple little slot made me feel so much better. I’ve really enjoyed it”.
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“Thank you all for everything you are doing to look after us so well. The coffee mornings, with their 
interesting and varied speakers, are such a lift to those of us mainly stuck indoors alone. 

The exercise sessions get every bit of my body working harder and keeping mobile and flexible, 
especially during lock-down and now the winter months, when getting outside for walks is so 
much more difficult. The sessions lift heart and mind as well as body and it is so nice to ‘belong’ to 
a group.

You are all SO appreciated”.

Eileen Bell, Be Active and coffee morning attendee

“When you live on your own you miss that interaction”., “Exchanging ideas and thoughts…gives us 
that interaction and we feel connected. When you live on your own, you miss that interaction…It’s 
good and it’s healthy”.

“I only joined in December (having moved into my apartment in November) and I’ve found (the 
coffee mornings) an absolute lifeline”, “It’s nice to get to meet people from other Anchor places”. 
“I really enjoy them, and I really look forward to them”. “(I’ve valued) getting to know the others 
and you form like a family really.”, “A brilliant idea to have come out of the pandemic”, “The thing 
that I’ve found most valuable and most interesting was meeting people across the country who 
were also old, and in the same sort of position, and seeing how we’re all coping…It’s been a terrible 
couple of years and everyone is shredded…This sort of interaction I think is the most valuable 
thing at the moment.”, “I felt I was a confident person, but even I have felt how badly the last two 
years have affected me. (The coffee mornings help with) getting that confidence to get out into 
the world again; to venture out and do things”.

Quotes from a recent focus group about Be Connected
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Wellbeing 360
In our new developments, our Wellbeing 360 approach 
recently won Best Use of Tech in Property at the Insider 
Yorkshire Property Industry Awards. The programme 
identifies residents’ needs and creates a plan built 
around them to promote physical, mental and social 
wellbeing.

The programme, piloted at three Anchor locations, will 
officially launch at The Chapters, a new development of 
80 apartments in Shinfield, Berkshire next year. Following 
an initial health assessment, residents will receive a 
personalised action plan to suit their individual needs 
and abilities.

The pilot has shown impressive results, residents 
recorded improved fitness, mental wellbeing and sleep, increased energy levels and reductions in their 
biological ages.

Pam and William Stone (age 90 and 91) were the first residents at Anchor’s 
Keble Court in Fleet to pilot the Wellbeing 360 programme and it’s taking 
years off them! By following their bespoke programmes, they now have ‘bio-
ages’ – based on Smart Health assessments – of 82 and 83.

Wellbeing in Care
Our care homes have resident wellbeing as a cornerstone of their 
service and involve residents, family and friends to understand where 
to focus our efforts to deliver a person-centred wellbeing package 
appropriate for every resident. Care colleagues take in to account 
residents’ life stories, hobbies and interests, physical exercise needs, 
digital inclusion, friendships and connection to the local community 
when devising their weekly activity schedules.

Activity schedules aim to have something for everyone and include 
activities that meet the following aspects of wellbeing: physical, 
intellectual, relaxation/self-esteem, emotional, spiritual, social, creative, 
cultural, sensory and community links. 

All our homes have an energised, exciting and fun physical activity 
programme suitable for all our residents. It’s designed to meet 
everyone’s needs and abilities and goes a long way to help residents 
achieve the recommended target of 30 minutes’ moderate physical 
activity per day.

In 2021, we won an award from carehome.co.uk for being one of the 
highest rated care home groups in the UK based on reviews from 
residents. Asa Johnson, our Service Improvement Manager won the 
Activity Personality of the Year award from the National Activity Providers 
Association (NAPA).

19%
Increased happiness

10%
Increased lifestyle 
satisfaction

10%
Increased life 
worthwhile

59%
Decreased anxiety
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Campaigns, competitions, awards
To promote, celebrate and recognise resident involvement, wellbeing and diversity, we design and 
deliver campaigns and competitions. 

Gardening competition 400 entries with awards presented for best communal and 
individual gardens, best fruit and veg and best baskets and tubs.

Loving Later Life Awards Recognising residents who have made a real difference at their 
location. We had over 170 entries with awards presented for: 
Covid Champ, Digital Dynamo, Greatest Grandparent, Neighbour 
Like No Other, Pawsome Pet, Avid Learner.

Get Online Week A campaign to promote the benefits of being online, our Be 
Digital service and persuading colleagues to host digital learning 
events at their location.

Reducing loneliness at 
Christmas

A campaign to raise awareness of the impact that loneliness can 
have on residents’ health and to promote our partnership with 
Reengage, who supply a call companion service and volunteer 
opportunities.

Move into Christmas A Christmas-themed campaign and competition to encourage 
residents to move along with music.

Get Set Cycle A summer campaign to celebrate the power of cycling. We 
encouraged residents and colleagues to take part in a cycling 
challenge to help reach a collective goal of 2,102 miles – the 
same distance as the Tour de France. Whether it was out and 
about on a real bike, using an exercise bike or stationary pedals 
and VR technology, colleagues and residents were encouraged 
to clock up as many miles as possible. The challenge definitely 
appealed to more competitive individuals and more importantly 
helped people keep healthy, maintain mental wellbeing and 
connect with others. In total, we have cycled an incredible 38,844 
miles!

LGBT History Month – art 
competition

Colleagues and residents were invited to enter their best 
LGBTQ+ themed creations.

Juice into January Promoting healthy hydration to residents by using juicing recipes. 
Shared across care homes and with our Connected Club.

LGBTQ+ Pride A month of activities for housing and care residents and 
colleagues including rainbow cake making, a Pride quiz and Be 
Actives sessions, drag bingo and a Pride coffee morning.
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Gardening competition

There is a huge amount of research into the 
impact that gardening and being in green spaces 
has on older people’s overall wellbeing. Benefits 
come from exposure to daylight and nature, 
physical activity and the social connections that 
gardening provides.

Most of our locations have outdoor grounds and 
to encourage more residents to get involved in 
gardening we ran a gardening competition. We 
offered prizes for the best individual, communal, 
fruit and vegetable gardens and the best baskets 
and tubs. We received over 400 entries and heard 
some beautiful stories about how gardening 
improves our residents’ wellbeing.

John Trubshaw, resident at Sandino Court, Telford, 
winner of the fruit and vegetable category prize 
said: 

“Gardening is a great way to achieve a healthy 
lifestyle. Besides the obvious benefits of the fresh 
air and exercise, there is the satisfaction gained from watching your garden grow from seed to harvest. 
The sense of achievement when sharing with friends and neighbours, is also great for your wellbeing.”

“This little courtyard, being a wonderful suntrap, has become a regular meeting place where residents 
sit among the flowers and veg beds and chat in the sun and, with the aid of the prize vouchers, will be 
an even more welcoming area next year.”

Loving Later Life Awards 

Our Loving Later Life Awards relaunched in July 
2021. It was an opportunity to recognise those 
residents who make a real difference in their 
Anchor community. The judges had a mountain 
of nominations to read and after hours of 
deliberation they announced the winners.

Gill Hayton (Denham Garden Village, 
Uxbridge) was nominated by her friend for 
her support to several friends and neighbours 
by teaching them basic IT skills such as safe 
shopping and how to join an e-library. Gill said, “I 
have worked with computers for many years, and I am convinced that, used safely, they can open up 
many possibilities for all of us”. 

After receiving her award, to demonstrate just how much of a digital dynamo she is, Gill also helped 
us by delivering sessions at both of our wellbeing fayres encouraging residents to become digital 
volunteers to help other residents to reap the benefits of being online. 



19

Resident Involvement and Wellbeing Impact Report

Move into Christmas

To get residents moving over the Christmas period, our Service Improvement Team developed a 
Christmas dance routine that could be done seated or standing. Residents grabbed their tinsel, pom 
poms and Santa hats and got creative with festive dance routines. Ore Oduba, sports commentator 
and past winner of BBC’s Strictly Come Dancing was the star of the show in our video to help residents 
with their moves. Residents that attended our ParaDance Be Active sessions on the run up to 
Christmas took part in the competition, dressing up for the occasion. 

RSPCA Gold Pawprint Award

We are delighted that the RSPCA gave us their Gold Pawprint Award in 
2021. The Pawprint scheme seeks to promote good practice in animal 
welfare by local authorities and housing providers.

Owning a pet is very important to many people who live in our communities. 
Pets help to reduce stress, prevent heart disease, lower blood pressure, and fight depression and 
loneliness but above all, pets add joy and health.

Anchor is positive about residents keeping pets. Local managers support residents to make sure it can 
be housed safely, responsibly and without inconvenience to other residents at the location.



20

Resident Involvement and Wellbeing Impact Report

Be Wise
Our Be Wise service offers free and confidential 
advice to residents on a range of topics. We help 
residents claim the benefits they are entitled to 
and get the best deal from energy suppliers.

At the end of January 2022, earlier than 
expected, the Be Wise team achieved their target 
to maximise residents’ income by £3.5 million. 
The team assisted an average of 25 residents each month with disability benefit applications. Ninety 
per cent of the applications were successful bringing a welcome rise in income for those residents 
involved. Towards the end of this year, the team has spent time supporting our working age residents 
to navigate Universal Credit claims and changes. 

Cost of living, and energy price rises over the last year has increased the number of calls to our Be Wise 
service by 10%. Residents truly value this service, with the team continuing to receive compliments 
and high satisfaction feedback throughout the year from the residents they supported.
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Resident Equality Diversity and Inclusion
We ensure that dignity and respect are central to the way we work, and that the unique contributions of 
our residents are valued and celebrated. 

This includes working to collect data to understand the diversity of residents and working with resident 
groups to ensure that that we listen to and understand their needs when designing and delivering 
services.

This year, building on our work to make use a more inclusive employer, we created the new Resident 
Equality Diversity and Inclusion Specialist role to ensure a similar focus for our residents.

Accessible website
This year we have worked hard to make sure that our website is as accessible as possible for all 
residents, and we are pleased to say that we are compliant with Website Content Accessibility 
Guidelines 2 standard (WCAG 2.0).

Sensory Impairment Group
Our Sensory Impairment Group help us to understand the challenges faced by those with visual, 
hearing and other sensory impairments when accessing our services. As a result of working with this 
group, our online residents’ conferences are much more accessible - with live subtitling and presenters 
explaining verbally what can be seen on presentation slides.

Ethnically Diverse Group
We have recently created this group and are busy working with our Embrace Network (a group of 
colleagues from ethnically diverse backgrounds) to build up membership. Workshop sessions with local 
managers at locations where we have diverse residents are helping recruit residents to the group.

LGBTQ+ Resident Group
This group is well established. This year they have been working closely with our training team to create 
a document called ‘Moving forward for LGBT+’ to help colleagues and other residents understand the 
challenges for older LGBTQ+ people, along with a directory of local LGBTQ+ services.

Satisfaction Surveys
This year we have introduced diversity questions within our resident satisfaction surveys. This will 
give us a better understanding of what’s important to different groups and how satisfied they are 
with services currently. We are pleased to report that more than 88% of respondents completed the 
diversity questions.
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UK’s First-Purpose Built LGBT Extra Care Housing Facility
This year Anchor was chosen to develop the UK’s first purpose built and co-produced LGBT+ older 
person’s housing scheme in Manchester. It will be developed in collaboration with a local Community 
Steering Group made up of members of the council, councillors, local residents and members of the 
LGBT Foundation. 

Our resident EDI Specialist is rolling out a series of awareness and upskilling sessions for the Whalley 
Range Community Steering Group. Topics include care needs for older LGBTQ+ people, legalities 
surrounding issues such as power of attorney and end of life decision-making considerations for 
people with a chosen family rather than a biological family. Members of the resident LGBTQ+ group are 
speaking at one of these sessions, giving their lived experiences as Anchor residents.

New Larchwood – our LGBT+ Affirmative location
We have created a programme of inclusive engagement and community activities that is appealing to 
all residents and particularly attractive to LGBTQ+ residents and potential residents. There is ongoing 
work to deliver and adapt the programme with a launch when the refurbished café opens in March.

In 2021/22, we gained Houseproud Pledge Plus accreditation for our commitment to working with 
LGBTQ+ residents and co-producing projects to make sure our locations are inclusive. 



23

Resident Involvement and Wellbeing Impact Report

Next year
Resident Voice strategy
In line with our desire to continuously improve, and the requirements of the regulator, we are reviewing 
our approach to resident involvement. We aim to publish our new Resident Voice strategy later in 2022.

EDI training for involved residents
We plan to introduce equality, diversity and inclusion training for all our involved residents. This will 
ensure that they are equipped to consider the diverse needs of all our residents when they collaborate 
with us to review existing services and input into new ones. They will access the training on our Be 
Skilled online training portal for residents.

Measuring the impact of wellbeing activities
We have started to survey residents who take part in our Be Well activities to ask them to provide a 
score for the difference that our Be Well activities have made to their health and wellbeing. We will 
report on these in our next impact report.
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