
This report provides a summary of how well we have delivered our services in the past 
year. It also tells you about the things we plan to do and the areas in which we can 
improve.

To make sure the topics you want to hear about are covered in this report, we asked 
our customer panel. They said: 

• Customers want a report that highlights value for money. 

• Customers want to know how we spend your money. 

•  It is important to highlight how customers have influenced our policies and 
practices.
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*Due to rounding up figures this adds up to slightly more than a £1.

How we spend your money
The figures below show on average how every £1 of service charge was 
spent for all our rented locations combined:

Did you know… you can view your account information securely through our 
website? To help you manage your service charge payments, MyAccount can be 
accessed from the Anchor website (www.anchor.org.uk).

Happy living for the years ahead

30p Utilities – Costs 
associated with 
lighting, heating, hot 
water and power. 

31p Scheme manager 
service – The cost to provide 
a scheme manager. 

13p Overhead costs – 
Costs to deliver services 
to the scheme. 

14p Building maintenance 
– This includes planned 
improvements to the 
scheme and home, along 
with other charges relating 
to the maintenance of 
services such as lifts.

10p Other – Costs associated 
with the scheme, which includes 
building insurance, gardening and 
window cleaning contractors. 

3p Responsive repairs – The cost to fix items in the  
home and scheme (ie the emergency alarm system).
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How satisfied you are 
Every autumn we carry out an annual 
satisfaction survey and contact randomly 
selected tenants for their feedback on 
Anchor’s services. Of the respondents 
who completed this year’s survey, 
91 per cent said they were satisfied. 
This is a one per cent increase from 
last year. 

The survey also told us that 93 per cent 
were satisfied with their scheme as a 
place to live.

Did you know… Anchor was 
included in The Sunday Times 100 Best 
Not-for-Profit Organisations to work for?  

The result is based on feedback from 
Anchor colleagues who completed The 
Sunday Times survey in 2015. In total, 
1,336 organisations entered the Top 
100 this year, varying in size from large, 
medium and small. This result aligns  
with our Business Plan and is a key  
way of ensuring we provide a great 
service to customers.  

Value for money
We define delivering cost effective 
services, whilst maintaining high levels of 
satisfaction, as value for money. 

Of those surveyed, 88 per cent 
believe that Anchor provides value 
for money.

We are making big savings across the 
business to allow us to invest more in 
goods and services, which is great news 
for our tenants. Our work in 2015/16 
achieved a £4.8m saving on purchases 
made through our procurement team. 

We have saved money on purchases in 
the following areas: 

• 48% Property 

• 30% Utilities

• 9% Catering and cleaning

• 6% IT and phones

• 7% Other

Clever buying has significantly saved on 
our gas and electricity bills: 

•  We make bulk purchases of energy 
in advance for periods of up to 
three years. This is reflected in the 
service charges you pay and allows 
us to secure good deals on price; 
when compared to the UK average 
domestic price data published by 
the Department of Energy & Climate 
Change. Our ‘per unit’ costs were 
14 per cent lower on economy 7 
electricity, 32 per cent lower for single 
rate electricity and 42 per cent lower 
for gas.

•  On average, around 50 per cent of 
a location’s electricity use is linked 
to lighting. We reviewed our lighting 
standards to reduce this consumption 
and, where we can, will install LED 
lights, which use less electricity to 
produce the same levels of light. 



How tenants influenced our 
policies and practices
Over the past year we have worked 
with tenants to improve our policies and 
services via forums, groups and the 
Customer Panel. Tenants have influenced 
the following areas:

•  We developed a new policy about 
guest rooms with the help of 
customers and colleagues. Our 
website now also includes a guest 
room directory to allow customers 
to see where we have guest rooms 
available. Refer to our website or 
speak to your scheme manager for 
more details. 

•  We asked panel members about our 
pets policy. The results of this will 
help us review and update our current 
pets policy over the coming months

•  The Cumbria and North East forum, 
who focus on Planned Works, have 
been working with the Development 
and Property Director and Anchor’s 
contractors to develop an online 
booking tool to ensure customers 
are kept up to date with appointment 
dates and times. 

•  The North West forum worked with 
Anchorcall management to review 
their performance and see first-
hand how the team operates in 
the new Bradford office. The forum 
incorporated technology into their 
topic focus and reviewed what 
technological enhancements may 
improve the lives of customers living 
at Anchor now and in the future. 
New technology methods were also 
trialled, such as video conferencing, 
that will improve efficiency and reduce 
associated travel costs. 

Commitment: We want to ensure that 
our customer engagement structure 
allows all tenants an opportunity to 
influence Anchor services and be 
involved. We have made a commitment 
to work with tenants to review the 
current customer engagement structure. 
Customer consultation began in 
summer 2016 and we plan to have our 
final structure in place for April 2017. If 
you are interested in finding out more 
information contact Involvingyou@
anchor.org.uk.

Legacy fund
This fund was established with money 
bequeathed to enhance the lives of 
Anchor customers.

Did you know… last year our 
Legacy Fund awarded £90,404.80 to 
Anchor locations? This money was to 
support community-orientated projects 
and provide goods and services across 
Anchor locations.

Last year’s Legacy programme funded 
an array of projects including enabling 
the charity, Veterans in the Community, 
to work with Westbourne scheme in 
Lancashire. As part of the project, local 
veterans built raised garden beds around 
the patio area that allowed customers 
to comfortably enjoy gardening and 
establish a social, communal area. 

To ensure money goes to a worthy cause, 
the Legacy Panel meets quarterly to review 
the applications received from customers. 
The panel consists of Anchor representatives 
as well as two customer members. 

If you would like information about the fund, 
please contact your scheme manager  
or telephone the Customer Engagement 
Coordinator on 01274 757111.
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Planned work and repairs
We continue to invest in our properties 
and update various components - from 
kitchens to bathrooms, carpets and 
windows - so we can offer great places  
to live. 

In 2015/16 for rented housing we started 
works to replace and renew components 
that keep our buildings compliant with the 
law and those that our customers value. 
These include:

•  Bathrooms - £15.38m across 77 
locations 

•  Kitchens - £3.68m across 36 locations 

•  Internal communal redecorations - 
£2.28m across 82 locations 

•  Window replacements - £3.43m 
across 30 locations

Of those asked in our survey, 89 per cent 
said they were satisfied in the overall 
quality of planned works.

Listening and acting on 
planned works
Following your feedback, we have now 
changed the way we communicate 
upcoming planned works across 
Anchor’s locations.

Tenants were previously informed 
about details of the planned works for 
the coming year every April. However, 
changes in priorities throughout the year 
meant we couldn’t always deliver in line 
with the proposed plan.

The new system now advises scheme 
managers of the planned works every 
three months and ensures tenants are 
provided notice. Implemented in May 
2016, this process enables us to provide 
more accurate details about what will be 

taking place at your scheme and when 
it will be delivered. We will review this 
system again to ensure we are providing 
the best information possible.

Listening to your feedback
Complaints, compliments and feedback 
help us to understand how we have 
succeeded and where we can improve. 
Between April 2015 and March 2016 we:

•  Received in total 2,949 complaints 
(166 less than last year)* 

•  Received 1,864 from tenants (four 
less than last year)

•  Processed six complaints that were 
transferred to the Ombudsman 
Service. Of those, the ombudsman 
found no maladministration had taken 
place in five cases, with one receiving 
recommendations.*

•  Logged 913 customer disagreements 
or disputes (with only a small 
proportion associated with anti-social 
behaviour).* 

•  Reviewed 14 complaints across 
all Anchor services as part of our 
Independent Customer Complaints 
Panel, (two were partly upheld, three 
upheld and nine were not upheld.)*

*These figures are for all Anchor services. 

The top five complaints received within 
the year were:
1.  Attitude and behaviour of the location 

manager = 371
2.  Repair time = 274 
3.   Communication and consultation = 

156
4. Standard of the location = 147 
5. Planned works issues = 140
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It is important that if something is wrong, 
we apologise and make sure we put 
things right. This means we change 
policies or practices following a mistake 
and work with colleagues to ensure we 
learn from complaints. 

Did you know… we launched the 
Customer Complaints Panel in 2013? The 
panel of customers meet throughout the 
year and deal with customer complaints 
from those dissatisfied with the response 
they received from Anchor. The purpose 
of the panel is to:

•  Review specific complaint cases 
referred to the panel. 

• Offer an impartial determination.
•  Influence areas for service 

improvement 

The panel’s findings are captured and 
shared with the relevant stakeholders to 
support future complaint processes.

Commitment – Complaint handling is 
one of the lower scoring areas in our 
satisfaction survey. To understand how 
we can progress, we are working with 
colleagues and tenants, including forum 
members and the Scrutiny Panel, to 
review our current process. We have 
already identified some improvements 
such as the introduction of complaint 
handling training for colleagues.

Helping you make the 
most of your income
There have been numerous changes to 
your benefits since the Welfare Reform 
Act was introduced in 2012. In light 
of these changes, we have sought to 
identify ways to support our tenants 
through financial uncertainty.

This includes a subscription to Entitledto, 
which is a benefits calculator tool  
that can be accessed via our website, 
www.anchor.entitledto.co.uk 

Between 1 April 2015 and 31 March 
2016.

•  Number of benefit checks completed 
= 1,288

•  Number of checks identifying 
entitlement = 1,032

•  Total means tested benefit identified = 
£133,187.10

More than £130,000 could have been 
claimed by over 1,000 Anchor customers. 
If you would like more information or 
assistance please speak to your scheme 
manager or visit our website.

Commitment – We will be looking at how 
our location managers support customers 
to access welfare benefits. This approach, 
along with the trial of a benefits helpline, 
will be piloted in one area in late 2016. 
If successful, we will look at how it can 
be rolled out across the whole of rented 
housing. 

Did you know… government 
estimates show that as much as £3.7 
billion of benefits for older people goes 
unclaimed in each year? As it stands, 
approximately 1.7 million older people live 
below the poverty line. 



Occupancy, income collection 
Over the last year we have been working hard to reduce the time it takes to let a 
property. This is important as it enables us to re-house people more quickly and reduce 
the amount of money we lose through empty properties:

•  On average, 98.7 per cent of our properties were let throughout the year

•  On average it took us 30 days to let a property, this is one day more than last year, 
but nine days faster than 2013/4.

•  We collected 98.52 per cent of the income we were entitled to this year. This is a 
slight increase from last year’s 98.46 per cent.

Commitments - Listening and Acting
Our customer Scrutiny Panel review how we are progressing on the commitments we 
made in last year’s report. This is what was achieved:

•  We worked with forum members to develop the ‘new look’ budget pack that was 
launched in autumn 2015.

•  In June 2015, we reduced the maximum time taken to answer a complaint from 14 
working days to 10 calendar days. 

•  In summer 2015, we introduced our new housing management structure. This saw 
the introduction of the team managers. They look after fewer locations and are more 
locally based. The new structure will reduce management costs and ensure faster 
resolution of customer complaints. 

•  Following a recommendation from the Scrutiny Panel, we now notify residents via 
newsletter or poster in advance of when the manager is away for holidays, training 
or team meetings. 

•  We introduced repair days, where locations are allocated a specific day where a 
multi-skilled contractor will carry out repairs. 

Do you have any feedback or want to find out more?
If you would like to provide feedback about this report, submit questions  
on the topics covered or read the Value for Money report, please email  
communications.team@anchor.org.uk or write to Communications Team,  
Anchor, 2 Godwin Street, Bradford, BD1 2ST or visit www.anchor.org.uk 

This report has cost 6p to produce.

Happy living for the years ahead
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