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Introduction
For more than 50 years, we’ve been evolving to meet the changing needs of older people. 

We have always been an organisation dedicated to making a positive impact for the older people we serve. We 
recognise our impact is also broader than that and this report formalises our commitment to sustainability 
across environmental, social and governance measures.

Anchor Hanover is England’s largest not-for-profit provider of care and housing for people in later life, with 
residents in almost 54,000 homes. We provide retirement housing to rent and to buy, retirement villages and 
residential care homes, including specialist dementia care, and we operate in more than 85% of local councils 
in England. 

We’re committed to ensuring that our services provide older people with an opportunity to live as 
independent a life as possible in good quality housing and a safe and caring environment. We want to 
transform housing and care so people can have a home where they love living in later.

We’re making progress on our Business Plan to meet the increasing needs of older people in a sustainable 
way. While the pandemic has showed we can work differently while maintaining great services to residents, 
the good news that people are generally living longer remains the most powerful driver of change. 

The “four mores” of our Business Plan set out how we’re adapting to a changing world and preparing for the 
future.

We’re providing more homes where people love living in later life. Our financial strength is enabling us 
to build ourselves or work with partners to create at least 5,700 new homes over the 10 years to 2030 in a 
range of tenures, including social rented and shared ownership. Our strategy also targets the expansion of 
our care business, growing the portfolio in the coming years. Growth by acquisition of mature homes remains 
our preferred approach but we will also consider selected turn-key opportunities where occupancy risk is 
considered to be low. We will only acquire homes that are within our core operating competence, that meet 
our criteria for built environment and do not require a ‘turnaround’. 

We’re also doing more for existing residents and have invested in wellbeing and money advice services, for 
example. Nationally, we already generally have high levels of customer satisfaction and compliance. We’ll at 
least maintain that and focus on achieving more consistency – because we want all residents to experience 
great standards. 

This means more opportunities for colleagues. We’re committed to being employer of choice – listening 
and acting on colleague feedback, supporting colleagues’ wellbeing and valuing diversity. We offer competitive 
rewards and benefits, excellent training and many opportunities for people to develop their career. We’re 
encouraging more people into care and housing - providing real opportunities and recognising great 
performance.

To transform housing  
and care so everyone  

can have a home where they  
love living in later life

To do more to meet the increasing needs of 
older people in a sustainable way

To continue to evolve our housing and care 
offer so people can have a home where they 

love living in later life
To think differently, so that we can lead the 

way to create choice and opportunity

We are
Accountable

Respectful
Courageous

Honest

Our Vision Our Ambition Our Values
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As a not-for-profit organisation, the more efficient we are the more we have to reinvest. We’re challenging 
ourselves to innovate and do things better, throughout the organisation. Working together, we’re achieving 
significant savings, including through procurement, that we can use for the benefit of older people 

Our size and the quality and range of our services means we’re becoming more influential - championing 
later life, influencing policy that affects us, putting the voice of older people into public debate and 
encouraging potential residents to choose us.

Our scale and the savings we’ve generated have already enabled us to invest in services for existing residents 
and we want to go further. For example, we’re working with organisations that share our values to support 
housing residents’ wellbeing and we have expanded BeWise, our service supporting people’s financial 
wellbeing, to all colleagues and housing residents. 

Our ability to change to reflect the needs and demands of our residents is what has enabled us to rise to 
unprecedented challenges and continue to grow. And it is what will ensure more older people can love living 
with us for the next 50 years.

BeWise is our group of services which aims to increase residents’ financial 
wellbeing through advice, assistance and practical support to access entitlements.
 
MoneyWise offers welfare benefits advice for applicants, rented and homeowner 
residents
EnergyWise offers energy price comparisons, switches, energy advice and warm 
home discount applications
DigitalWise promotes the benefits of being digitally included and how to Get 
Connected
InsuranceWise promotes contents insurance through a policy with new for old 
cover, no excess and low premiums.

Our team of specialist advisors support residents through freephone telephone 
numbers, emails and referrals from local managers or the customer centre. When 
Coronavirus restrictions allow, we hope to offer estate-based events and face-to-
face appointments again.
 
Each year, we run the BeWise Challenge, encouraging local managers to report 
their financial gains for residents alongside those of the BeWise team.  

In 2020/21, the BeWise challenge has reported £4.4m in savings or additional 
income for Anchor Hanover residents. This is an increase of £2.7m from 2019/20. 
This was as a result of the significant expansion of the BeWise team part-way 
through the last financial year to meet the needs of the increased numbers of 
residents in the newly merged organisation.

Case Study

3



Nearly 54,000 homes

New developments in the pipeline:

Under construction - 801 units in total
Within 12 months - 47 units in total
Pipeline - 494 units in total

£2,800
The social value of Anchor Hanover 
social housing for an ‘average resident’

£3,400
The social value of the general needs 
social housing for an older person

A B

+

In addition to the social value generated, our BeWise service supports customers with financìal advice; the 
average BeWise customer benefiting by £6,000 through savings and accessing the benefits they are entitled to.

In 2020 an independent assessment quantified the annual social value we deliver 
to be at least £6,200 per social housing resident:

Our Environmental, Social and Governance 
Performance 

For more than 64,000 people

100% of properties meet the 
Decent Homes Standard

More than 2,800 people helped 
by BeWise in the last year

1,700+ green homes  
(EPC B or above) 

Average EPC score of 73

Regulatory rating of G1/V1

Composition of Board by gender at time 
of writing – 45% female, 55% male

£6,200=

£3,000
The additional social value for a 
resident suffering from loneliness

£6,700
The additional social value for a 
resident in Anchor Hanover Extra Care

C D
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Our purpose and the 
UN Sustainable Development Goals
Improving the lives of some of society’s most vulnerable people lies at the heart of our corporate purpose 
and strategy. We provide critical social infrastructure that builds communities, supports people’s health and 
wellbeing and reduces poverty. Our activities drive economic growth in communities across the country 
and provide high quality, local jobs. The investments we are making in the properties we provide are also 
addressing the climate emergency. New homes are built to modern sustainability standards and we continue 
to make enhancements to our existing stock to improve environmental performance.
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SDG 1: No Poverty
We are proud to be England’s largest not for profit provider of specialist housing 
and care for older people. We provide a range of housing and care offers to reflect 
the different circumstances of those we serve. 96.5% of the rented homes we 
manage are let at social rent levels and we have continued to invest in affordable 
accommodation in recent years. 
Our BeWise service helps residents ensure that they claim their full welfare 
entitlements, and we have also made this service available to colleagues. It has 
improved the financial position of residents and colleagues by more than £3.5m in 
the last year. 

SDG 2: Zero Hunger
Our care homes provide high quality, healthy and nutritious food to those that are 
most vulnerable and who might otherwise be unable to prepare it for themselves. 

SDG 7: Affordable and Clean Energy
Our EnergyWise advisers help residents make savings on their fuel bills and 
provide energy saving tips. All of our new homes will include solar PV panels to 
generate renewable electricity for use in residential apartments and communal 
areas, with private metering to each apartment to maximise the benefit of 
generated electricity to residents. We will consider new renewable and low carbon 
technologies as part of our move away from fossil fuel reliance.

SDG 10: Reduced Inequalities
We provide affordable, specialist housing and care homes for those that are later 
in life alongside access to essential services. In doing so, we are actively working to 
combat inequality for an ageing population; a significantly underserved segment 
of society.

SDG 3: Good Health and Wellbeing 
Maintaining and improving the physical and mental health and wellbeing of our 
residents is central to our core purpose. Our care homes provide a varied and 
vibrant programme of activities and initiatives for residents to get involved with, 
including our BeActive and Zest wellness and movement programmes, our 
Summer of Sport challenges and our StayConnected and Musical Conversations 
initiatives.

SDG 8: Decent Work and Economic Growth
As a significant employer in the communities in which we operate, we create high 
quality local jobs and drive local economic growth, both through direct employment 
and indirectly, through our local supply chains. Our new developments programme 
also boosts job creation and contributes further to economic growth.
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SDG 13: Climate Action
Our new developments programme is actively tackling the climate crisis.  We 
seek to improve on the requirements of Building Regulations within each new 
development and have committed to achieving a minimum EPC rating of B for 
every new home that we build.  We are also taking active measures to improve the 
impacts of our existing homes on the environment, including a five-year plan to 
replace communal lighting with LEDs. 

 SDG 16: Peace, Justice and Strong Institutions
As a charitable housing association and a care provider, we are registered as a 
society under the Co-operative and Community Benefit Societies Act 2014 
and are regulated by the Care Quality Commission and the Regulator of Social 
Housing. Established over 50 years ago, we have a strong and mature system of 
internal control and corporate governance.

SDG 15: Life on Land
We actively manage and aim to reduce the exposure to pollutants across our homes 
portfolio and have programmes in place to combat mould and manage the risk posed 
by legionella and asbestos. We are piloting a food waste reduction programme, 
encourage recycling and, through our construction supply chain, ensure that waste 
associated with new developments is responsibly managed. 

SDG 11: Sustainable Cities and Communities
Our homes foster a strong sense of community and we actively support and 
encourage residents to form and engage in a wide variety of interest groups and 
communities. Through our Community Grants Fund, we make funding available to 
residents to encourage activities and initiatives that strengthen communities and 
enhance the sense of belonging that our residents feel. Our homes also play a key role 
in strengthening the local communities in which they operate and respond to a need 
identified by the local authority.

8



Environmental
We’re committed to doing more to meet the increasing needs of older people 
in a sustainable way.  We build new homes that are energy efficient (EPC rating 
B or above); we provide support to residents to combat fuel poverty; and we 
invest in solutions in our existing homes to improve their energy efficiency and 
reduce greenhouse gas emissions, whilst maintaining affordability.  

We are in a strong position as 83% of our properties with a current EPC are 
rated at EPC C or above. In addition to this, we have committed to assess 
all our properties EPC rating on a cyclical basis to understand the complete 
picture.  With the development of our Sustainability Strategy from 2021, we will 
be setting out a clear and transparent pathway identifying our commitment to 
reducing our climate footprint.  We will be explicit about how we will contribute 
further to the net-zero carbon 2050 agenda by setting challenging targets 
to deliver energy and water savings and increase biodiversity; and how we will 
achieve a reduction in greenhouse gas emissions.
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Climate Change
Energy Performance of Existing Homes

Average energy efficiency rating of our existing homes = 73 (based on available current EPC data)

Energy efficiency is vital to us because it helps reduce our environmental impact and reduce the energy 
required to heat and power our homes, thereby supporting our residents through lower utility bills and 
lessening fuel poverty.

EPC Ratings of Existing Homes

As at year ending 31 March 2021, based on available current EPC data.

Based on our current data, 83% of our homes which have received a rating are rated at band C or above, 
putting us in a strong position to meet the government target of 100% by 2030. We are about to embark on a 
programme to assess all remaining properties to understand the complete picture.

The social housing sector has historically performed strongly against the wider general housing stock when it 
comes to energy efficiency, and we exceed the average within the sector. Our average energy efficiency rating 
for our homes that have a current EPC certificate is 73 (as of end of March 2021).  This compares favourably 
with 67 for the social housing sector and a national average EPC rating for housing of 64.

What we are doing…

• Investing in energy efficiency improvements where financially viable

• Supporting our residents in switching to cheaper providers or tariffs (BeWise)

•  Registration as an Early Adopter of the Sustainability Reporting Standard for Social Housing (SRS)

•  Carried out an assessment of our environmental maturity to inform the development of a full Sustainability 
strategy

What we will do…

•  Continue to improve our EPC data - we understand the importance of detailed and reliable data to evidence 
our progress towards a more efficient estate. We have approved a budget for additional assessments where 
we have identified gaps in our schedule of valid EPCs. Due to the pandemic, this work has been deferred until 
the 2021/22 financial year.

•  Continue to improve our EPC data via bulk updates within the asset data systems, and potential software or 
systems improvements.

C14
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•  Develop our strategy to achieve the Government’s target of a minimum EPC rating of C for all homes by 2030

•  Honour our Early Adopter commitment to report transparently against the SRS standard on an annual basis.

•  Develop a five-year, fully costed & funded investment programme; with opportunity cost analysis.

Outcome…

•  Achieve the objectives of our future Sustainability Strategy and contribute towards the net zero carbon target.

In 2020, we completed a five-year plan to replace all communal lighting with LED 
lights across half of our estate in accordance with our Lighting Policy, Standards 
and Guidance.

In previous years we completed a programme to replace up to six lightbulbs 
in Anchor’s rented apartments with LED lighting, generating savings on our 
residents’ energy bills of up to £1.4m. We are exploring the opportunity to extend 
this to former Hanover rental locations.

Case Study: LED Lighting
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Climate Change
Energy Performance of New Homes

All new homes to achieve EPC band B or above

All our new homes are designed to meet the 10 key principles of the HAPPI report (Housing our Ageing 
Population Panel for Innovation) which include “energy efficiency and sustainable design”.

We have 352 homes on site, due to be completed in the next two years, with a construction cost of circa £100m.

Our target is to deliver 5,700 new homes over a ten year period.

What we are doing…

•  Seeking to improve on the requirements of Building Regulations within the context of each development.

•  Trialling new renewable and low carbon technologies as part of the move away from fossil fuel reliance.

What we will do…

•  Achieve a minimum EPC rating of B or above for every new home

•  All new homes will include solar panels

•  The design of each new development is a bespoke response to the context and site constraints, but the 
following improvements will be targeted:

•  Improving U values in the building fabric by approximately 20% compared to current Building Regulations

•  Reducing the air permeability to 3 m3/hr/m2 

•  Increasing the PV generation to 0.7KW per apartment.

Outcome…

•  Development of new ‘green’ homes

•  Progressive improvement of the energy efficiency of the total estate

In the reporting year ending 
31 March 2020, no new 
homes reached practical 
completion.

Over the last four years 
99.5% of our new homes 
achieved an EPC band B 
rating or above.

C15
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Climate Change
Greenhouse Gas Emissions

Emissions summary:

Description Type Data Source Tonnes CO2

Gas to communal boiler rooms supplying 
heat & hot water to communal areas and 
residents’ flats, also includes some (not all) 
individual gas boilers in residents’ flats.

Direct Bureau services data, 
landlord supplies

58,336

Electricity for communal areas and some 
heating & hot water in properties.

Indirect Bureau services data, 
landlord supplies

23,794

Gas and electricity use in residents’ homes Direct and 
Indirect

Estimate from EPC  
rating in SHIFT report

122,383

Gas and electricity use in Anchor Hanover 
offices

Direct and 
Indirect

Bureau services data, 
landlord supplies

383

Business journeys Direct and 
Indirect

Travel expenses and 
business mileage claims 
from SHIFT report

1,688

Other indirect emissions, capturing value 
chain emissions (Scope 3)

Indirect Data not yet available; 
report in 2022/23

-

The figures included in the table above have been provided by our Bureau services who measure landlord 
energy usage, along with information calculated against the SHIFT sustainability standard.  We recognise that 
our data capture processes are not fully mature and will therefore be reviewing our approach to measuring 
and recording CO2 data as part of our Sustainability Strategy.  We will align our reporting to the SECR standard 
in the next reporting cycle.  

Whilst the greenhouse gas emissions associated with activities under our direct control, such as our offices 
and business journeys, are significant we recognise that the emissions generated by the occupation of 
our homes by residents is around 300 times larger. This presents an opportunity to make carbon emission 
savings through fabric and equipment improvements, as well as influencing resident behaviour.

What we are doing…

•  We reduce emissions through renewable energy 
generation – current installed capacity in 2019/20 
was 2,795kW.

•  A 2019 Anchor Hanover report estimated that 
approximately 102.9 kg CO2 per home has been 
saved by resident engagement.

•  Revising procurement processes to include 
greenhouse gas emissions policy as part of the 
selection criteria for suppliers.

•  As a result of a change in ways of working brought 
on by the pandemic, we are reviewing our approach 
for when the government advice to work from 
home changes.  We have proven over the past 12 
months that we can operate successfully in a virtual 
environment. This is likely to result in changes 
to how and where colleagues work, reducing the 
requirement to travel and our environmental 
impact but creating challenges in the quantification 
of that impact.

C16
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What we will do…

•  Continue to improve our data capture and assurance processes to improve emission reporting in 
accordance with the SECR reporting standard.

•  Re-assess our strategy for continuing reduction in emissions from new developments when the planned 
new Part L of the Building Regulations is released.

•  Consider new technologies to help inform scalable ways to reduce greenhouse gas emission and increase 
sustainable and renewable energy generation across the estate.

Outcome…

•  A more mature, granular understanding of greenhouse gas emissions across the organisation and our 
properties.

•  A strategic approach to allocate funds where they will make the greatest contribution to the net zero carbon 
target.

In all new developments we are installing PV panels to generate renewable 
electricity for use in residential apartments and communal areas. Electricity is 
supplied centrally to the development and private metering is provided to each 
apartment to maximise the benefit of generated electricity to residents.
  
• PV capacity for schemes currently under construction averages at 0.3KW per 

apartment.

• PV capacity for schemes currently being designed will increase to an average of 
0.6 to 0.7KW per apartment. 

Case Study: Photovoltaic Panels
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Climate Change
Energy Efficiency

We are committed to meeting the Government’s Fuel Poverty Strategy target. This is to ensure that as many 
fuel poor homes as is reasonably practicable achieve a minimum energy efficiency rating of Band C by 2030 . 
Energy efficiency is a principal tool to achieving these objectives – both efficiency improvements to existing 
homes and best practice efficiency standards in the development of new homes.

What we have been doing over the last 12 months…

•  Initiated a cavity wall insulation improvement programme for existing homes, see case study below.

•  Completed a five-year plan to replace communal lighting with LEDs across half of our properties.

•  In new developments we are targeting improvements in the U-values of the building elements to reduce 
heat loss (Fabric First approach); this provides the added benefit of reducing the cost of heating for 
residents.

•  In new developments we are installing a mix of energy sources for heating, for example: central gas fire 
boilers and heating network to apartments; individual electrical direct-acting, low-surface temperature 
radiators with high efficiency cylinders for electrical heating of water.

•  In one new development, using a District Heating Scheme that, combined with other measures, is targeting 
a 50% improvement in Total Emission Rate (Building Regulations compliance).

•  Expanded our network of EnergyWise advisors to help residents make savings in fuel bills and provide energy 
saving tips.

What we will do…

•  Re-assess our strategy for energy efficiency measures when the planned new Part L of the Building 
Regulations is released.

•  Procure an independent report to provide recommendations on how to get the best from installed 
renewable technologies: whether they are working correctly, set up to operate efficiently, fit for purpose for 
our client base and maintained properly and quantify the costs to make the recommended improvements.

Outcome…

•  A strategy that sets out clear priorities for energy efficiency improvements for our existing properties and 
the threshold limits for investment versus replacement.

•  A mature data capture process and data set.

C17
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Climate Change
Climate Change Risks

We understand that, as climate change intensifies and extreme weather patterns become more common, 
the resilience of our offices and homes will come under increasing strain, particularly through the risk of 
flooding and overheating. Our Sustainability Strategy, due for completion in 2021-22, will include mitigation 
activities to address these risks.

Flood Risk

•  We have identified that 11.5% of the legacy Hanover homes are considered at high risk of flooding with 
some experiencing significant flood damage in recent years.  Future assessments will include the full Anchor 
Hanover stock as recommended by the SHIFT report 2019.

•  Where site evaluations identify a flood risk, an assessment is undertaken as part of the process of site 
acquisition for new developments and obtaining planning consent. A strategy is developed for the mitigation 
of any flood risks.

What we will do…

•  Ensure flood risk is understood for all our homes.

•  Evaluate all properties at greater risk of flooding with the aim of reducing the risk where possible, in line with 
the financial and operational strategy.

•  Act on any recommendations to investigate a flood risk to offices further and assess whether a flood 
evacuation plan is required.

•  Work carried out to identify a flood risk will include consideration of surface water run-off (as well as fluvial 
and tidal) as it is projected to be the most likely form of flooding in future.

•  All new development sites must be Flood Risk 1 (the lowest risk) with less than 1 in a 1000-year risk of 
flooding.

Overheating Risk

•  Apartments – in our developments currently under construction the apartments have central extract 
systems that can run during the night to remove excess heat from the apartment and draw in cooler night-
time air.

•  Communal areas – in our developments currently under construction VRV Air Source Heat Pumps provide 
heating and summer cooling to communal areas.

•  Offices – our assessment revealed a low risk of overheating due to the air conditioning system, dual aspect 
building design and openable windows.

What we will do…

•  The Sustainability Strategy will include guidance on commissioning future overheating risk assessments 
based on projected summer temperatures and the risks associated with communal heating (hot service 
pipes in corridors). This will give the most accurate risk profile and inform any remediation works that are 
necessary.  Any refurbishments that involve building fabric upgrades will also assess for overheating issues 
as part of the works.

•  In our schemes currently in the design phase, apartments will have Mechanical Ventilation Heat Recovery 
(MVHR) installations incorporating controls to override heat recovery and provide over-night running to 
remove heat from the apartment and draw in night-time cooler air.

 

C18
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Climate Change
Provision of Sustainability Information to Residents

As the technology in homes and buildings becomes increasingly advanced, there is a risk that operating new 
technology becomes more challenging for residents. This is particularly relevant for vulnerable people, and we 
will need to ensure residents receive the right support. 

We understand the potential environmental benefits from small changes in residents’ behaviour, and 
engagement with residents is a core aspect of our service and approach.

What we are doing…

•  Where we undertake retrofit projects involving new technologies, we take the time to provide residents with 
full information on how the new technology works and any required changes in behaviour.  

•  Residents moving into our new developments receive a home user guide, with a full suite of information 
describing how to optimise efficiency.

•  Our EnergyWise service provides support. See case study below.

 What we will do…

•  As the scale of retrofitting new technologies increases, we will work closely with our resident groups to 
shape communications and support materials bringing benefits such as lower fuel bills and reduced CO2 
emissions.

We recognise the importance of supporting residents to meet their housing costs, 
including reducing their energy usage and their impact on the environment. Our 
EnergyWise advice service advises residents on how to switch energy providers 
to save them money. The service also provides information to residents, including 
through written material and information on our website, on how to reduce their 
energy and water consumption.

The EnergyWise team helps residents understand which 
energy tariff may be best for them and to switch energy 
providers, saving more than 2,000 residents more than 
£250,000 last year.

The team also provide energy saving tips and have an 
Energy Saving Quick Wins leaflet and various Factsheets 
on how to operate different heating systems, all aimed at 
maximising efficiency.

Case Study: EnergyWise

C19
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Ecology
Green Space and Biodiversity

It is acknowledged that access to green spaces and biodiversity can deliver major benefits to our health and 
wellbeing, including air quality improvement, flood attenuation and cooling during heatwaves.

Anchor Hanover manages a wide range of green spaces which promote biodiversity and enrich residents’ 
experiences. The spaces range from small urban gardens to extensive woodlands.

What we will do…

•  We recognise that we can do more in both the collection of data on our existing green spaces and to enhance 
biodiversity.

•  Our intention is to develop our approach to increasing biodiversity as part of the wider Sustainability Strategy in 
2021/22 to assess and set out management plans for all of our green spaces.

C20-21
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Reduction and Management of Pollutants
We actively manage and aim to reduce the exposure to pollutants across our portfolio. 

What we are doing…

•  Pro-active assessments of homes prone to damp and mould with specialist surveyors and support from 
contractors where required.

•  Our location managers identify and escalate any instances of damp in the common parts of the buildings.

•  We have a comprehensive water hygiene inspection regime in place to manage risks from legionella, including a 
range of remediation actions where required. 

•  We manage and regularly inspect all instances of asbestos across the portfolio to ensure they do not pose 
unacceptable levels of risk.

•  Any instances of high levels of pollutants are dealt with by our repairs team in the first instance, with specialist 
subject matter experts and surveyors available to support, as required.  

•  We also have a network of specialist contractors that can be mobilised at short notice to deal with specific 
situations. 
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Resource Management
Use of Responsibly-Sourced Building Materials 

We do not currently have a strategy to use or increase the use of responsibly sourced materials for all building 
works, but we plan to develop one as part of our Sustainability Strategy.       

We are committed to using our purchasing power to encourage best practices. Our Sustainability Strategy will 
be developed in 2021/22 and will describe the required responsible sourcing practices for products (including 
pesticides and cleaning products), building materials and office consumables.

All larger construction tenders include a requirement for contractors to identify their position and action in 
relation to the responsible sourcing of materials. 

Waste Management (including Building Materials)
We recognise that Anchor Hanover is directly and indirectly responsible for a wide variety of waste streams, 
ranging from medical waste in care homes, household waste and construction waste from our new 
developments.

What we are doing… 

Care Homes Waste:

•  Currently, we are piloting a food waste project on approximately 10% of locations. The supplier provides 
detailed performance information on the breakdown of the waste (type of waste, amount of waste, source 
location). 

•  This food waste data will provide the foundation for procurement to make smarter buying decisions to drive 
a reduction in waste and increased value for money. The information provided will help raise awareness of 
the service to location managers and will increase the uptake of the service. 80 tons of waste has been 
recorded from the locations that have signed up so far. 

•  Recycling is also collected by the same supplier, with separate bins for different types of recyclable waste; 
ensuring it is recycled, reused or repurposed, mitigating its effect on the environment.

•  Clinical waste is a specialist subcontract. This is a mandatory service that is used for clinical and hazardous 
waste ensuring biohazardous waste is disposed of in a safe way.

Office Waste:

•  In 2018/19, the waste generated by office-based employees was 26 tonnes (81.7 kgs per employee).  

•  Recycling data is only available for our head office – 99% was diverted from landfill through recycling or in an 
Energy from Waste facility. 

•  No data is available for other offices at present, but the intention would be to monitor levels of waste and 
recycling for all office sites in future.

New Developments Waste (Main Contractors)

•  The Preliminaries of contracts for the construction of new developments include details for the control of 
waste generated as part of the construction works.

•  Waste disposal for major building works are heavily regulated and achieve a higher proportion of recycled 
material.

C22-24
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At our recently completed development at Kings Hill, 100% of the 445 tonnes 
of construction waste and 100% of the 1,393 tonnes of excavated waste were 
diverted from landfill.

75% of waste was reused on site, and 24.2% was recycled off site.

Case Study: Construction Waste 

Good Water Management
Using the SHIFT water efficiency calculator tool, the average water usage per resident in 2019 was estimated at 
148.7 litres per day.

Utility data demonstrated that 5,975 m3 of water were used by employees at our main office from 2018/19, 
equating to an average of 8.3 m3 per employee.

We do not currently have a water management strategy, but we plan to develop one as part of the Sustainability 
Strategy in 2021-22.
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Social
We want older people to have a home where they can love living in later life. There is a considerable 
undersupply of suitable homes for older people, and with our ageing population only set to grow, this gap 
will increase. Our offer contributes to filling this gap and meeting the UN Sustainable Development Goal 
targets, by providing homes, support and care to meet the increasing needs of an ageing population.  With 
a large focus on affordable housing, we are directly able to help combat poverty and contribute to building 
communities that are inclusive for all.

In 2020 we carried out an independent assessment to quantify the social value we deliver in our rented 
housing and extra-care services.  The results highlighted the impact we have not only on the lives of older 
people, but also by reducing the impact on the NHS and providing a platform from which older people can 
improve their health and wellbeing.

In 2020 an independent assessment quantified the annual social value we deliver

In addition to the social value generated, our BeWise service supports customers with financìal advice;  
the average BeWise customer benefiting by £6,000 through savings and accessing the benefits they are 
entitled to.

We have a strong foundation on which to build, including our BeWise service which works closely with 
residents to make savings, our resident engagement activities, and initiatives such as our Wellbeing pilots.  
We have excellent satisfaction ratings and our safety performance measures are continuously solid and 
monitored at Board level.

£2,800
The social value of Anchor Hanover 
social housing for an ‘average resident’

£3,400
The social value of the general needs 
social housing for an older person

£3,000
The additional social value for a 
resident suffering from loneliness

£6,700
The additional social value for a 
resident in Anchor Hanover Extra Care

A

C

B

D

+ £6,200=
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Affordability & Security
Rental affordability

We measure our rental affordability in the context of the Local Housing Allowance and the Private Rented 
Sector Median.

Local Housing Allowance

Average rent as % of LHA rate by BRMA*

Studio 94%

1 Bed 76%

2 Bed 71%

3 Bed 63%

4 Bed 46%

*Broad Rental Market Areas (BRMA). Figures correct at time of writing.

Private Rented Sector Median

Average rent as % of Private rental median by LA

Studio 64%

1 Bed 65%

2 Bed 62%

3 Bed 56%

4 Bed 38%

*as of 31 March 2020

The provision of affordable housing is a core part of our offer. 

We provide a range of housing and care to reflect the different circumstances of those we serve, including 
how much they can afford to spend on their housing costs.

96.5% of the rented homes we manage are let at social rent levels. These rents are set according to the 
Regulator of Social Housing’s rent standard and the rent reflects the value of each home and the local average 
income. On average, our social rents are 64% of the median private rented sector levels for local authorities. 

In our latest satisfaction survey the average tenant satisfaction with the value for money of their rent was 8.8 
out of 10. 

We take a wider view of affordability including the following actions:

•  Our BeWise service helps residents make the most of everyday living by helping them claim the benefits 
they are entitled to and get the best deals on energy. Since its launch, we have held over 250 BeWise events 
nationally and helped residents maximise their incomes by nearly £18 million. 

•  Our MoneyWise service, which is part of BeWise, helps residents understand and claim for benefits they are 
entitled to, helping over 800 people gain an additional £3.3m during the last year.

•  EnergyWise, our energy advice service, helps residents understand which energy tariff may be best for them 
and to switch energy providers, saving more than 2,000 residents more than £250,000 last year.

•  We maintain a focus on the value for money of service charges, knowing this is key for residents.

•  We will shortly be launching a low-cost home contents insurance scheme we can publicise to residents. 

Our target is to maintain our position in relation to the Local Housing Allowance and wider Private Rented 
Sector to ensure that we continue to provide homes that are genuinely affordable and accessible to older 
people on low incomes. Our development plan will see us build 5,700 new homes over 10 years, two-thirds of 
which will target social/affordable rent and shared ownership.

C1
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Solving a Universal Credit headache – Mr & Mrs C’s story

Mr and Mrs C are working age residents in their early 60s who moved into a rented property with Anchor 
Hanover in 2019. They both had multiple health conditions and claimed benefits due to being unable to 
work. 

Mr C had been claiming Income-related Employment and Support Allowance and Housing Benefit when 
living with their previous housing provider and they did not realise that moving to our property in another 
Local Authority would mean they would have to claim Universal Credit. The Universal Credit claim meant 
that their income was reduced by approximately £60 per week. This reduction in income and the five-
week wait for their first Universal Credit payment meant it was hard for them to keep up with bills and for 
many weeks they were living without necessities.

A MoneyWise advisor looked into their situation and identified an underlying right in their previous 
benefit entitlement meaning they should have been protected from having to claim Universal Credit. 
This led to the advisor supporting Mr and Mrs C to challenge the Department of Work and Pensions on 
their decision. 

Following this challenge, Mr and Mrs C have received a backdated payment of almost £7,000 for the 
missing element in their previous benefit over two years. They were also awarded a transitional payment 
in their Universal Credit, worth an extra £120 per month, backdated to the start of their Universal Credit 
claim. Finally, the Department for Work and Pensions awarded them £200 as a special payment, to 
acknowledge the errors made. 
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Affordability & Security
Tenure Type of Existing Homes

We provide high quality homes to people in later life, irrespective of their circumstances. Our stock of over 
35,000 homes let at social rent levels provides high quality homes that are affordable for older people on 
limited or fixed incomes.

We also recognise the need for good quality and well managed leasehold accommodation that is more 
affordable for many older people compared to other sales products in the market. Our development 
programme reflects this commitment to mixed tenures, focussing on providing more affordable homes either 
for rent or for sale. 

In the last few years, we have continued to invest in our care provision with the acquisition of 5 care homes. 
We provide a broad range of care services with an average 50/50 split between public funded services and 
private fee payers. 

Number of existing homes provided as at year ending 31 March 2020

Tenure type Homes

Social rent for older people 35,760

Care homes (beds/dwellings) 5,860

Low-cost ownership 1,388

Non-social rent for older people 1,233

Social rent for general needs 233

Other affordable rent 83

C2
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Affordability & Security
Tenure Type of New Homes

Our board-approved development plan will see us build and open 5,700 new homes within the next 10 years. 
The intended mix will be one third social/affordable rent, one-third shared ownership and one-third private 
sale. Of the 32 schemes in our development plan, more than 20 will be mixed-tenure whereby we will deliver a 
range of affordable rents and shared ownership within the same development. All social/affordable rents will 
be agreed with Local Authorities and will be Housing Benefit eligible. 

C3

Under construction Within 12 months Pipeline

Bingley 
59 homes - mixed tenure

Newcastle Upon Tyne 
(Howden Dene) 

14 homes - mixed tenure

York 
58 homes - mixed tenure

Sheffield (Clifton Meadows) 
14 homes - mixed tenure

Hinkley 
57 homes - mixed tenure

Newark-on-Trent 
(Moorfield Court) 
4 homes - for sale

Peterborough 
80 homes - mixed tenure

Newmarket 
69 homes - for sale

Chelmsford 
82 homes - for sale

Rochester 
100 homes - mixed tenure

Peacehaven 
82 homes - mixed tenure

Kingshill 
75 homes - for sale

Stockport 
99 homes - mixed tenure

Macclesfield 
61 homes - mixed tenure

Standish 
64 homes - mixed tenure

Uxbridge 
72 homes - for sale

Ascot 
60 homes - for sale

Hook 
75 homes - mixed tenure

St Ives 
73 homes - mixed tenure

Shinfield 
80 homes - for sale

Bishopstoke Park 
49 homes - for sale

Liverpool  
(Middleton Court) 

15 homes - mixed tenure

Snapshot as of end of March 2021
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Affordability & Security
Fuel Poverty

Costs beyond rent alone play an important part in the financial wellbeing and overall quality of the life of our 
residents. We maintain a high level of investment to maintain homes and reduce service charges for residents 
with measures including improving insulation, heating sources and communal lighting.

As a result, the average EPC score for an Anchor Hanover home is 73, compared to a sector average of 67.

Our EnergyWise advice scheme helps residents understand which energy tariff may be best for them and to 
switch energy providers, saving our residents over £250,000 every year. 

We are also piloting a similar service to help our residents reduce what they pay for water. 

Getting a better deal – Miss G’s story

Miss G, a homeowner in Amersham, contacted EnergyWise as she had a longstanding complaint with 
her energy provider, who had been overcharging her due to an error on their part. 

EnergyWise was able to get to the bottom of the issue and ensure that the appropriate action was 
taken to resolve the issue. Our service also helped switch Miss G to the cheapest tariff, arranged for it 
to be backdated and arranged for a £50 credit to be paid as a gesture of goodwill. With the help of the 
EnergyWise service, Miss G is £776 better off. Commenting on the service, Miss G said:

“I’m pleased to say that with your help, it will undoubtedly help me in improving the quality of life so I don’t 
have to spend a lot of my time trying to argue with my energy supplier and giving me sleepless nights. 
Thank you EnergyWise for your support in resolving the matter and I have to reiterate that without your 
help the matter would not have been resolved so full marks to you”

C4
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Affordability & Security
Security of Tenure

Security of tenure is a key enabler of our ambition for people to have a home where they love living in later life. 
Our Rented Housing Policy aims to grant the maximum security of tenure possible to tenants of both retirement 
housing and general needs housing.

99.7% of our tenancies are secure tenancies or assured non-shorthold tenancies, which offer the most security 
of tenure and, as such, are often referred to as “lifetime tenancies”. 

We take a preventative approach in seeking to avoid tenancy breaches by residents, with embedded teams that 
work actively with residents to support them with issues. This has resulted in an eviction rate of just 0.008% in 
2019/20, equivalent to 3 people.

Percentage of rental homes with a 3-year fixed tenancy agreement or longer

2019/20 99.7%

As at year ending 31 March 2020
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Building Safety & Quality
Accredited Gas Safety Check

The safety of our residents is our first priority and we therefore ensure that accredited gas safety checks are 
carried out as required.

As at year ending 31 March 2020, 99.9% of homes with a gas appliance had an in-date accredited gas safety 
check. One inspection could not be completed by 31 March 2020 because of access being restricted due to 
Covid-19 and the outstanding inspection was subsequently completed on 2 April 2020.

Percentage of homes with a gas appliance with an in date, accredited gas safety check 

Compliance Overdue inspections

At year ending 31 March 2020 99.9% 1
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Building Safety & Quality
Fire Risk Assessment

Fire risk assessments are conducted regularly in accordance with a risk-based schedule, which considers the risk 
profile of each location, as follows:

Type Frequency

Care homes and Extra Care Annually

Large Retirement Housing locations 2 yearly

Small Retirement Housing locations 3 yearly

As at year ending 31 March 2020, 99.6% of Fire Risk Assessments due had been completed.  All outstanding 
FRAs were addressed as soon as circumstances allowed.

Percentage of buildings with an in-date and compliant Fire Risk Assessment

Compliance Overdue assessments

At year ending 31 March 2020 99.6% 6

Due to the Covid-19 lockdown restrictions in place in March 2020, all Fire Risk Assessments with a scheduled 
frequency greater than 1 year were extended by three months. Six FRAs were overdue as a result of the 
combined impact of Covid-19 lockdown restrictions, which required non-essential work to be postponed, and 
also weather-related issues that caused temporary staff shortages within certain homes.

Six residential facilities within our portfolio are classified as high-risk residential buildings due to their height, 
as defined by the draft Building Safety Bill. In response to the associated guidance note published by Ministry 
of Housing, Communities & Local Government, we have embarked on a programme to survey all locations to 
establish where the following building attributes are present:

•  High risk (ACM / HPL) external wall systems

•  All other significant external wall systems

•  Balconies

•  Smoke control systems

Once the surveys are complete a further programme of intrusive inspections will be initiated, where necessary, 
and any appropriate remedial works undertaken. 
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Building Safety & Quality
Decent Homes Standard

As at year ending 31 March 2020, 100% of our homes met the Decent Homes Standard.

Percentage of homes that meet the Decent Homes Standard.

Compliance

At year ending 31 March 2020 100%

C8
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Resident Voice
Resident Scrutiny

Accountability to the people we serve is one of our strategic priorities and a central pillar of our business plan. 
We work in a collaborative way with residents, primarily at a local level in our care homes and both nationally 
and at a local level in our housing. In all our services, we are committed to delivering a culture of resident 
engagement and a way of working that puts residents at the heart of our decision-making.

Key to this in our housing is our Residents’ Council, which is made up of nine current residents who work with 
us to improve or develop services and hold us to account. Its key responsiblities include:

•  Consulting with us on major initiatives to make sure they meet the needs of our residents

•  Working with us to co-create our resident engagement strategy

•  Giving input to internal audit work relating to services to residents

•  Holding us to account by making sure we engage with and listen to the views of residents when making 
decisions that relate to our housing and support and having oversight of business performance, identifying 
reviews and making sure all regulatory standards are met or exceeded

A member of the Residents’ Council is elected to take the lead role in each of the following:

•  Communications

•  Property

•  Anti-social behaviour

•  Customer service, choice and complaints

•  Equality, diversity and inclusion

•  Health and wellbeing

•  Location management rental

•  Location management homeownership

Full face-to-face Residents’ Council meetings are held at least two times per year. They are normally attended 
by either our Chief Executive or Managing Director of Housing Operations. Further meetings are held as 
required using video conferencing technology.

The Residents’ Council produces an annual report to the Board and they have the power to request the 
attendance of other senior colleagues at their meetings.

Where our housing locations have local Residents’ Associations, the members of the Residents’ Council will 
coordinate with these groups and individual residents, to make sure as many people’s voices and views are 
heard as possible.

LGBT Group take on Hate Crime

During 2020 our LGBT Group helped us to 
develop our Hate Crime Policy and Procedure.  
They produced a poster to promote National 
Hate Crime Awareness, sign-posting residents 
to where to get help.

C9
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Resident Voice
Resident Satisfaction

Understanding and acting on feedback from our residents is core to our approach. Our Resident Engagement 
Strategy, adopted in November 2019, includes a range of formal and informal structures to support and 
promote engagement with, and feedback from, our housing residents on the issues that are most important 
to them and reflects a similar but more locally-driven approach in our care homes. Our overall approach 
includes six key components, as follows:

•  Engagement through more formal groups (as detailed on the previous page) including the Residents’ 
Council, Residents’ Scrutiny Panel and other Residents’ Specialist Groups.  

•  Local Inspections, including a pool of 12 resident mystery shoppers who were recruited in 2020.  Their 
first task was to test how easy it is for residents to apply to our Community Grants Programme, leading to 
changes in the application form and the process

•  Individual Engagement with care home residents and relatives, through feedback from Home 
Managers, surveys, anonymous suggestions boxes within each of our homes, and regular one-on-one 
reviews with residents.  

•  Our Connected Club Members, are our pool of over 1,000 housing residents who have signed up to take 
part in surveys, or be invited to focus groups and other mystery shopping events.  They receive free training, 
a regular newsletter, access to competitions and are invited to our Annual Residents Conference.  They 
recently shaped a new rewards scheme for engaged residents which launched in January 2021 

•  Family Engagement in our care homes through “Residents & Relatives” meetings, which are supported 
on a quarterly basis to seek wider views and opinions on matters including environment, food, wellbeing, 
activities, care and support. We have hosted these meetings virtually throughout the Covid-19 pandemic, 
recognising how important this feedback channel is.  We also use Facebook and Whatsapp groups to engage 
more widely  

•  You said, we did! A key focus for us is to let residents know when their feedback has changed what we do.  
We did this in response to a request from many residents and the Residents’ Scrutiny Panel for better quality 
local newsletters.  As a result, we have created a template for use by local colleagues that is populated with 
some suggested articles each month.
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Housing tenants and residents

Since early 2019 we have seen our overal satisfaction 
index for tenants rise from 79% in March 2019 to 
87% in May 2020 with our performance in December 
2020 at 86% against a KPI target of 91%. This places 
our services in the top quartile of landlords that 
measure satisfaction with our survey provider.

In home ownership, we have seen our overall 
satisfaction index rise from 76% in March 2019 to 
82% in May 2020 with our performance in December 
2020 at 81% against a KPI target of 78%. This is also 
a top-quartile performance. 

90% 85%

75% 70%

80% 75%

85% 80%

Mar 19 Mar 19Nov 19 Nov 19May 20 May 20Dec20 Dec20

Home ownershipRented
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In addition, we regularly conduct a variety of customer satisfaction surveys to capture feedback and 
understand satisfaction across all our services. We do this on a service-by-service basis, which enables us to 
really understand the issues that are important to our different resident groups, enabling us to be much more 
tailored and focused on the changes we make as a result.

For our housing tenants and residents, surveys are conducted by telephone, email and through the post 
by an independent market research organisation. The results are reviewed and shared with key stakeholders 
across the organisation, including our Residents’ Council and through our various customer communication 
channels.

We promote the use of carehome.co.uk as a review platform for our care homes and are consistently within 
the top 20 recommended providers, with a satisfaction score of 9.5/10.

For our housing, we also produce an annual Resident Engagement Impact Report, detailing some of the ways 
that we have put residents at the heart of what we do.

34



Resident Voice
Complaint Handling

Customer feedback is essential to helping us improve the services we provide. We value all types of feedback 
and have a responsive customer feedback process to ensure we can respond to all compliments, complaints 
and suggestions quickly and effectively.  We are fully committed to listening to and acting on feedback and are 
fully compliant with the Complaint Handling Code launched by the Housing Ombudsman Service in July 2020.

In the last 12 months, no cases of maladministration were upheld against us by the Housing Ombudsman.

We operate a two-stage complaints process for situations where we don’t get things right first time. As an 
organisation that is committed to listening to our residents and improving our service, we encourage all 
residents to let us know if they’ve had a problem.

Determinations relating to cases referred to the Housing Ombudsman Service are shared with relevant 
stakeholders and our Independent Customer Complaints Panel, which is formed of residents and who meet 
regularly. In 2020, the Independent Customer Complaints Panel reviewed seven complaint cases, a reduction 
of five from the previous year.

The Complaints Panel also helps us to take learning from themes and trends to prevent future complaints. 
Changes as a result over the last year include changing the wording of our complaint letters and changing our 
repairs reporting telephone number to a free 0800 number.

C11

We have seen increased levels of customer contact 
during 2020 and have kept within our target service 
level of 92% of complaints receiving a response 
within 14 calendar days.

Customer Relations, January 2020 - January 
2021

During the same period we have seen the number 
of cases referred to the Housing Ombudsman 
remain below the sector average with no cases of 
maladministration upheld against us. 

Housing Ombudsman Cases, January 2020 - 
January 2021

450 100%

SL
A

50%

60%

70%

80%

90%
400
350
300
250
200
150
100
50
0

Ja
nu

ar
y

Fe
br

ua
ry

M
ar

ch

Ap
ril

M
ay

Ju
ne Ju

ly

Au
gu

st

Se
pt

em
be

r

O
ct

ob
er

N
ov

em
be

r

D
ec

em
be

r

Ja
nu

ar
y

New Complaints Resolved Complaints SLA

450

350

300

250

200

100

0

Ja
nu

ar
y

Fe
br

ua
ry

M
ar

ch

Ap
ril

M
ay

Ju
ne Ju

ly

Au
gu

st

Se
pt

em
be

r

O
ct

ob
er

N
ov

em
be

r

D
ec

em
be

r

Ja
nu

ar
y

Total HOS Cases No Maladministration Service Failure

35



Resident Health & Wellbeing
Resident Support

We pride ourselves on the support that we provide to our residents to promote their health, happiness and 
wellbeing and have an extensive programme of activities and initiatives for our residents to engage with. 
Highlights include:

•  BeActive, our wellness and movement programme in housing, supports the older people living with us to 
take care of their overall health and wellbeing.  BeActive offers a range of online resources including exercise 
routine videos, podcasts and tips on how to keep the mind active. The programme has over 150 subscribers, 
with 95% reporting that the sessions have significantly improved their wellbeing.

•  StayConnected helps housing residents connect to the internet.  We have purchased and loaned over 350 
tablets with accompanying guides to help residents learn how to stay safe on the internet. We also provide a 
telephone support service for anyone requiring a little extra help and advice.

•  BeSupportive is our telephone befriending service in which we offer residents some extra interaction on 
a weekly basis. We’ve partnered with the charity Reengage to help tackle loneliness and provide additional 
social connection.

•  Our Community Grants Fund is available to residents to encourage activities and initiatives that support 
health and wellbeing. A panel of residents agree how this funding should be distributed; the criteria was 
recently changed to make it easier to apply to support initiatives that responded to the loneliness caused by 
Covid-19

•  Zest, our in-house physical exercise programme, delivers regular resident physical exercise sessions as part 
of everyday life in our care homes. We’ve recruited a National Wellbeing Manager, a qualified personal trainer 
and fitness instructor, who is supporting the roll out of this programme. Our training has been professionally 
recognised by Active-IQ - one of the largest providers of fitness qualifications in the UK. Zest is constantly 
refreshed with new exercises added every week and with plans to incorporate dance, yoga, tai chi, and 
relaxation in the coming year.

•  Musical Conversation is an initiative in partnership with the Chineke Orchestra that brings together talented 
young musicians and residents to personalize favourite songs.

•  Summer of sport, which keeps residents active and engaged, saw all care homes receiving a pack of sporting 
equipment and competing in weekly national challenges over the summer

•  Green Goddess, in which fitness guru and octogenarian Diana Moran devised a suite of 10-minute bespoke 
chair-based exercise routines exclusively for our care home residents

•  Over the past year we’ve piloted Making Time, a series of art therapy workshops to provide cognitive 
stimulation and to combat feelings of loneliness, isolation and anxiety. 

•  We’re also piloting Memoride, an initiative that pairs technology and exercise to allow residents to use a fixed 
pedal machine connected to a virtual view of streets on a monitor to enable them to pedal their way down 
fondly-remembered paths or new destinations that they’ve always wanted to visit. 
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Building new memories in later life – Jean’s story

Jean is 85 and has a diagnosis of dementia. She has lived at Thornton Hill for a year and recently used 
Memoride for the first time, describing the experience as ‘marvellous’. She took a ride along the seafront 
at Morecambe where she used to holiday regularly, and this prompted memories of trips to Blackpool, 
where – when Memoride took her to the Pleasure Beach - she shared stories of watching the dancing at 
the Tower Ballroom.

Jean also visited the streets of Silsden, where she grew up. She began to talk in detail about the places 
her mother worked, telling animated stories about the visits she and her siblings would take to see her. 
Jean recalled the bar she used to go dancing at on a Friday and as she moved around the town would 
regularly say, “Wasn’t there a picture house in Silsby?” and “The school is near here, I’m sure it is.”

After using Memoride, Jean was visibly happy and laughed about the fact that she hadn’t moved her legs 
like that in while. This has been a typical reaction to using Memoride.

“Like Jean, the impact on those that have used it is noticeable and almost always positive. When we 
complete sessions, people are tired and happy – and that is good. Physical exertion is healthy.”

We maintain Community Support Plans for all our housing communities to identify those who may have 
issues, such as difficulty with shopping, accessing services, deteriorating mental health and feeling lonely.

To bring all of our good work together and to ensure we are providing a consistent service we are exploring 
a Health and Wellbeing Strategy for our housing services, to help us address residents’physical and mental 
wellbeing

Thriving during lockdown

Supporting residents’ health and wellbeing has been especially challenging during the Coronavirus 
pandemic. We responded quickly to understand the issues for older people and to develop new 
initiatives, which included:

• Setting up a Coronavirus Mental Wellbeing Fund, making £160,000 available to local teams to 
facilitate activities and initiatives for residents over the winter

• Developing a weekly Digital Wellbeing Pack to help those who may have lost other activities and 
social networks due to the pandemic

• Setting up Facebook Portals in partnership with NHS-X and Facebook to boost connectivity, reduce 
isolation and keep residents in touch with loved ones during the pandemic.  The portals are also used 
to connect care homes with our weekly virtual national events; the big quiz, bingo, all request sing along 
and Zest ‘live’ sessions

• Establishing a Coronavirus website area to provide residents, their family and those providing support 
with up to date resources

• Distributing Caring at Christmas packs to all our homes, enabling residents to join in national events 
such as Candy Cane Hockey and pantomimes
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Placemaking
Investment in placemaking or placeshaping

Promoting health, happiness and wellbeing is central to our new developments programme and lies right at 
the heart of our design and development ethos. Our design guide and development proposition sets out 
our commitment to design schemes that embrace the design principles set out in the Housing our Ageing 
Population Panel for Innovation (HAPPI), which are:

1. Inclusive design

2. Aspirational internal environment

3. Care ready

4. Choice

5. Appearance

6. Safety & security

7. Energy efficiency

8. External amenity

9. Location & connectivity

10. Community facilities & social opportunity

We have also established a new wellbeing proposition for new developments following a successful pilot 
scheme. This proposition is designed around the New Economics Foundation Five ways to Wellbeing Principles, 
which are:

1. Connect

2. Be active

3. Take notice

4. Learn

5. Give

Through the pilot we saw tangible improvements in people’s wellbeing as well as their physical and mental health 
(see Poppy’s story in the case study below). We are looking to roll this out to other new developments and going 
forward all our new developments will have a wellbeing offer based on the lessons we have learnt from this pilot.

C13
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Placeshaping in Merseyside

We have employed a Placeshaper in Merseyside, where we have a concentration of housing stock, to 
work closely with the local authority and fellow Social Housing Providers to identify community housing, 
health and social care needs.

These partnerships mean that we are progressing the increase in Extra Care provision in the City by 
utilising existing places as well as developing new ones. We are mapping both bricks and mortar and 
colleague resources against needs and aspirations in localities to maximise use of existing assets for 
maximum benefit to all involved.

We have been able to explore and develop new ways of working which involve colleagues working with 
external organisations who are focused on delivering happy and healthy later lives. As a result, our 
tenants have access to services such as fall prevention, nutrition and hydration and intergenerational 
skills exchange. 

The Placeshaper opens pathways for our tenants to connect with Health, Social Care, Housing and 
Wellbeing organisations within the local area and provides a voice which advocates for them, creating 
new opportunities reflective of their aspirations and desires.

Wellbeing 360 pilot – Poppy’s story

Poppy, an 82 year old lady who is considered both socially and physically vulnerable, volunteered to take 
part in the Wellbeing 360 pilot in January 2020.

Through a series of one-to-one chats and a health assessment her individual wellbeing needs were 
identified with three life goals set, enabling an activity package to be tailored for Poppy.  Poppy’s focus 
was on “Health”, “Meaningful activity” and “Social Life”.  An exercise package was set up, a Fitbit provided 
and weekly wellbeing check-ins carried out.  

Off her own back, Poppy upgraded her phone so she could better monitor her health goals, and in turn 
this enabled her to access “WhatsApp” so she can now communicate more easily with family abroad.

Poppy was also given support to use a large screen tablet with accessibility options enabled as she has a 
degenerative eye condition.  

After six months Poppy was reassessed and her scores against her life goals had significantly 
progressed.  She had increased her communication network with family, and through increased digital 
confidence, started talking more with residents through Zoom, and meeting up with friends outdoors 
more regularly.   She was going out for more walks, had started accessing online healthy recipes which 
had reduced her cholesterol to an ideal range, and her health had improved with better balance and 
strength and an increase from 1500 to 9500 steps a day.  These positive steps had enabled her to 
reduce her medication through her GP.  Overall her biological age had decreased by 2 years.  Poppy 
found the experience to be “marvellous”, her confidence has grown and she has become an advocate 
for the pilot to inspire others to get involved, inviting them for a walk or a socially distanced coffee.
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Governance
We are committed to maintaining high standards of organisational governance, as set by the Board. The 
commitment and contribution from the Board has enabled the organisation to continue to achieve robust 
governance at the highest level  

The Board comprises nine Non-Executive Directors, all of whom are independent. The Chief Executive and 
Chief Financial Officer are executive members of the Board. Together they bring a broad range of expertise 
and experience to the Group, in fields including customer service, business planning, risk management, 
building construction, asset management, community investment, finance and treasury and the governance 
and management of housing associations. The board meets formally at least nine times a year. The Group 
has five committees; the Audit & Risk Committee, the Investment and Development Committee, the Service 
Quality Committee, the Nominations Committee and the Remuneration Committee.  Each of these is 
chaired by a board member and has clear terms of reference and reporting structures.

The day-to-day management is delegated by the board members to the Group’s Chief Executive and the 
Executive Team.

We have adopted the Financial Reporting Council UK Corporate Governance Code 2018 (UK Code). The 
UK Code was selected because its requirements set high standards in relation to Board leadership and 
effectiveness, and because of the breadth of services that we operate across housing and care.

On 17 April 2020, the Regulator of Social Housing published its regulatory judgment following an In Depth 
Assessment which concluded that standards were retained at “G1” for governance and “V1” for viability. The 
ratings were reconfirmed again on 13 January 2021. These are the highest possible regulatory ratings and 
means that the Regulator of Social Housing is satisfied that we have effective governance arrangements and 
manage our resources effectively to ensure financial viability is maintained.

The CQC inspects and regulates our registered care services. There are four ratings which the CQC can give 
to health and social care services: outstanding, good, requires improvement and inadequate. As at 31 March 
2021 the CQC had rated 93.7% of our services as Good or Outstanding, which means that we have been 
the most compliant large provider (defined as “greater than 3500 registered beds for older adults 65+ years 
including dementia”) for the ninth successive quarter. We have no inadequate rated locations. Our target is to 
be in the highest quartile of the 12 largest providers rated Good or above.

In addition to having high standards of governance, we have a strong focus on engaging with and supporting 
colleagues by providing a positive and healthy working environment.  We have excellent colleague 
engagement levels, rated 7% above benchmarked figures. We continue to engage with colleagues in key 
areas around health and wellbeing, setting up a number of networks and offering additional support around 
Mental Health.  
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Board and Trustees
Corporate governance information

Criterion Response

Registration with a regulator 
of social housing (C25)

We are a Registered Provider and regulated by the Regulator of Social 
Housing. In respect of the provision of Care services, we are also 
regulated by the Care Quality Commission.

Most recent viability and 
governance regulatory 
grading (C26)

G1/V1, issued by the Regulator of Social Housing on 17 April 2020 
following an In Depth Assessment.

Code of Governance (C27) We have adopted the FRC’s UK Corporate Governance Code and 
compliance with the Code is reported on each year within the Annual 
Report and Accounts. The Annual Report for the year-end 31 March 2020 
can be found here.

Legal status (C28) We are a Community Benefit Society operating on a non-for-profit basis

Approach to organisational 
Risk Management at Board 
level (C29)

Overall responsibility for risk management rests with our Board, which 
reviews risk on a regular basis and ensures that the aggregate level of 
net risk is acceptable in light of our strategic aims and objectives. This is 
supported by a clear risk management strategy, covering the following 
areas:

•  Roles and responsibilities of key committees and stakeholders 
•  Methods for defining, identifying, measuring and recording key risks 
•  Our response to risk, considering risk appetite at both an individual and 

aggregate risk level
•  Approach to incidents and risk events

We have a central risk management function responsible for managing 
and developing the framework and regular monitoring and reporting; the 
framework is continually developed and enhanced, from an operational 
through to a strategic level, with a focus on the links between the risk 
register, key risk indicators, KPIs and risk appetite.

The Board level risk register currently comprises principal risks under the 
domains of Customer, Safety, Financial, Legislative, Strategic, People 
and Culture, Regulatory and Reputational. New and emerging risks 
are included in the register as they arise. A network of operational risk 
registers is in place to cover all key functions in the business. All entries 
that are held on our organisational risk register have in place one or more 
key risk indicators. 

We utilise a recognisable ‘Four-tier Assurance Framework’ in managing 
significant risks and uncertainties comprising management checks 
and controls (Tier 1), compliance and improvement functions (Tier 2), 
business assurance and risk (Tier 3) and external assurance provided by 
third parties (Tier 4).

Adverse regulatory filings in 
the last 12 months resulting 
in enforcement or other 
equivalent actions (C30)

None

Current executives on the 
Renumeration Committee 
(C36)

None

C25-30
C36-41
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Succession planning within 
the last 12 months (C37)

Executive and non-executive succession is actively considered on 
a regular basis and all Board members have a clear view on current 
succession plans.

Number of years that the 
current external audit partner 
has been responsible for 
auditing the accounts (C38)

BDO LLP was first engaged as external auditor by Anchor Trust for the 
year ending 31 March 2017 and continued as external auditor post-
merger. 

Last independently-run 
board effectiveness review 
(C39)

An independent review of the Board and Board governance arrangements 
was undertaken by David Tolson Partnership in July 2019. The Board 
undertakes externally-facilitated Board effectiveness reviews every three 
years.

Independence of Board and 
CEO (C40)

The roles of Chair of the Board and CEO are held by two distinct 
individuals

Arrangements to manage 
Board conflicts of interest 
(C41)

All Board members are required to complete a declaration of interests 
upon appointment and make subsequent declarations as and when new 
interests arise. The Company Secretary’s office maintains a register of all 
declarations, which is circulated to Directors on an annual basis to review 
for on-going accuracy. Before the commencement of business at each 
Board meeting, all Directors are asked to declare if they have any interests 
in the matters or transactions to be discussed in the meeting; should any 
such interests be declared they are managed in line with the requirements 
of our constitutional Rules and Standing Orders.
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Board and Trustees
Board and Management Team

All figures below are at time of writing

Composition and Tenure of the Board 

 

C31-35

Board 
Gender

45%
Female

55%
Male

2.5 years
(Max 9 years)

50%
(Since 1 March 
2019; includes 
5 NEDs who 
concluded 
their terms)

66% with recent 
& relevant financial 
experience

(2 out of 3 non-
executive directors 
that constitute 
the Audit and Risk 
Committee)

82%
(9 NEDs, 2 
Executive 
members)

Average  
NED 

Tenure

NED 
Turnover

Audit & Risk 
Committee

NEDs on  
the Board

25%
(Since 1  
March 2019)

Executive 
Turnover

Management Turnover
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Colleague Wellbeing
Real Living Wage

We are not accredited to the Real Living Wage but remain fully compliant with the National Living Wage and we 
are committed to paying 10 pence per hour above the statutory rate as well as maintaining the differentials 
throughout the pay structure in Care Services. Roles in receipt of National Living Wage rates in Housing 
Operations do not have the 10p premium added and this differential in the two resident-facing areas is due to 
the different nature of comparable roles.

Gender Pay Gap

The gender pay gap assessment is based on company data at a single point in time each year.

We continue to work hard to reduce our gender pay gap and bring greater parity across the organisation. Specific 
actions we are taking include promoting more opportunities for men to work in caring and support roles (83% 
of our workforce is female, 86% of which work in Care Services) and to attract more women into IT, property and 
development roles which have been historically underrepresented.

We also voluntarily report our ethnicity pay gap, which compares favourably with the national average.

Gender pay gap April 2020

Ethnicity pay gap April 2020

CEO-worker pay ratio

The ratio between CEO and worker pay is set out in the table below, in line with the BEIS methodology Option A 
as at April 2020.

Median 26:1

25th Percentile 29:1

75th Percentile 23:1

 

C42-44

20.8%
Mean 

(Average)

10.1%
Median 
(Middle)

10.7%
Mean 

(Average)

-0.5%
Median 
(Middle)
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Colleague Wellbeing
Supporting physical and mental health

We have redoubled our efforts to support colleagues’ wellbeing and health in recent years, particularly 
recognising the exceptional challenges many have faced as a result of the Covid-19 pandemic. Our 
independent colleague survey shows a strong performance in relation to health and wellbeing support, with 
our score in this area 5% higher than the benchmark average.

We regularly review our colleague support and introduce new initiatives, which include:

•  Bringing together colleague benefits into a single, accessible location through a dedicated website (www.
ahbeingwell.co.uk)

•  Offering financial benefits including shopping discounts, salary-linked savings and loans through payroll, 
salary advance, mobile phone discounts, discounted gym membership and tools and tips for managing your 
money

•  Providing tools and tips to support colleague wellbeing including a dedicated colleague advice line, support 
with the menopause and fertility and a dedicated group on our internal social media channel supporting 
colleague wellbeing with initiatives such as fitness challenges. 

•  Facilitating frank and honest discussions about mental health in our Mental Health Matters internal social 
media group and training in Let’s Talk Mental Health

•  Providing access to a strong network of equality, diversity and inclusion groups including our embRACE 
Network, Disability Network, Rainbow Network and Inclusive Ambassadors.

With end of life an inevitably significant part of life for colleagues working with older people, we have worked 
closely with Hospice UK’s Compassionate Employers Programme to support colleagues affected by terminal 
illness, caring and bereavement.

Despite the challenging year that colleagues have experienced, our overall employee engagement score is 
the highest it has ever been. At 84%, it is also seven percentage points higher than the benchmark.

C45-46

Overall 
Employee 

Engagement

Health & 
Wellbeing 
Support

Colleague engagement Colleagues reporting Anchor Hanover does 
enough to support health and wellbeing at work

84%
7% above benchmark

69%
5% above benchmark

What our colleagues say…

“Everything that worries me is always resolved and I feel I can always talk to management about any 
problems that I come across in my work. I felt welcomed and part of a family when I joined and I plan on 
staying with this company for a long time. I really enjoy coming to work and being with the people who 
care for me and my wellbeing.”

“The support from above is very good. Management care about us all. I have been supported with 
difficulties with my mental health. The colleague adviceline is fantastic.”

“I just love it. It’s like a family here and we all work together really well. They care about me as a person 
and always encourage me to do my best. I cannot put into words the pride I have for working here. This 
job changed my life. My mental health wasn’t very good before I came here and since working here I have 
blossomed as a person.”
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Average number of sick days taken per employee

We offer a range of wellness support to all of our staff, including occupational health referrals and counselling 
support.

The average number of sick days taken per employee between April 2020 and December 2021 was 7.46 days, 
which is marginally above our annual benchmark target of 7.2 days. A proportion of this was due to the impact of 
Covid-19 and when the figures are adjusted accordingly, the average sick days taken per employee reduces to 
5.3 days, under our target and in line with the previous year.

Staff sickness
Sick days Target

April 2020 to December 2021 7.46 7.2
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Supply Chain
Consideration of social value creation in procurement of goods and services

Social value is an integral part of our commercial and procurement practices. When procuring goods and 
services, we require prospective suppliers to set out a minimum of three activities they will undertake to deliver 
and measure the social value achieved over the course of the contract. 

Consideration of environmental impact in procurement of goods and services

We want to work with suppliers that take the impact of their operations on the environment seriously. As part of 
our larger supply chain selection process, we are including a request for prospective suppliers to provide us with 
information describing their current position, action plan and targets in respect of the following areas:

•  Their environmental policies, impact assessment and progress over the previous two years

•  Measurement and minimisation of direct CO2 emissions from owned and controlled sources

•  Responsible sourcing of materials

•  Management and minimisation of waste streams

•  Management and mitigation of other pollutants 

C47
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Anchor Hanover Group is a charitable housing association with registered society No 7843. Registered 
Provider No. LH4095. Registered office: Anchor Hanover Group, Suites A & B, The Heal’s Building, 22-24 
Torrington Place, London, WC1E 7HJ. 


