Building a future
for everyone
Annual Report 2021

A year like no other
During the past year, we had to adapt our ways of
working, to keep our employees and customers safe,
but our vision to create confident communities did not
diminish.
The response from our people to the challenges of
COVID-19 has demonstrated the depth of talent across
our organisation and unwavering responsibility to our
tenants and customers who use our wider services.
We are committed to providing more than just a
home. We place the diverse needs of our tenants,
and the people who use our services, at the forefront
of everything we do. From 1 April 2020 to 31 March
2021, our OneCALL customer service team handled
294,321 calls, a 6% increase on the previous year.
With lockdowns bringing more challenges for many,
our Hardship Scheme awarded £500,000 to customers
who were experiencing financial hardship and
struggling to pay their rent. Our wellbeing caseworkers
and mental health navigators have supported 705
tenants.

In this report you’ll find
We have continued our digital transformation to
provide fit for the future IT systems and in turn the
highest levels of customer support. As a result of the
pandemic, we have seen more people preferring to
speak with us on the phone or access our services
online and we are investing in and improving our
telephony and digital offer to meet this demand.
The pandemic has meant that over the last year,
listening to and acting on tenant feedback about our
services has never been more important. We invite
you to read our progress in this report and share your
views with us so we can continue to shape our services
to meet the challenges ahead.
Andy Wallhead
Chief Executive

In April 2021, we secured a £520 million Homes
England funding deal which will enable us to deliver
our ambitious long term strategy to provide more
low cost housing, where people want to live across
Yorkshire, and to make improvements to existing
homes.

We’ve worked extremely hard over
the last 12 months, in very challenging
times, to ensure our customers are at
the heart of what we do.
Andy Wallhead
Chief Executive
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Proud of our achievements
Last year, we outlined our priorities for the year
ahead. Here is an update on our progress from
1 April 2020 to 31 March 2021.
Customer excellence
Over the last year, our 24/7 Customer Experience
team – OneCALL - handled 294,321 calls, nearly a
6% increase on the previous year. This was largely
due to the pandemic as customers choose to access
our services through different channels. Despite the
challenges the COVID-19 pandemic has posed, our
customer satisfaction score for OneCALL remained
high at 92%, against an annual target of 90%.
New homes and growth
We continued to invest in buying and developing
new homes in the Wakefield district and our wider
operating area across Yorkshire. We invested
£24.4 million in 262 properties. These were a mix
of homes available to rent or on a shared ownership
basis. The completion of refinancing agreements in
April 2020 sets the scene for our growth agenda and
for the creation of a development company to support
the delivery of these ambitious targets.
As a result of the year’s success and the availability
of new funding through our refinancing deal, our New
Build and Investment Plan sets out challenging targets
of an additional 2,000 new homes to be provided over
the five year period 2020 to 2025.
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High quality homes and neighbourhoods
In the last year, we visited many of our properties to
look at the condition of the homes and help set out our
investment priorities. We developed a refined three
year delivery plan that sets out the investment required
in WDH’s properties to maintain and improve on decent
homes, and also creates better and more sustainable
environments.
Energy efficient homes
The impacts of climate change and changing
requirements of government legislation mean we will
need to continue to adapt our approach to building
energy efficient homes that ensure reduced carbon
emissions.
We have identified around 14,500 properties that need
investment to achieve Energy Performance Certificate
(EPC) Band C by 2030. We are improving our
properties to ensure that we lower our carbon footprint,
reduce bills for tenants and our properties can continue
to be lettable in the future.
Safety improvements
During 2020 / 2021, we have continued to focus
on improvements to our high-rise buildings through
the upgrade of apartment entrance doors and the
certification of fire stoppage for each apartment, using
a range of enhanced security and safety options,
including the installation of sprinkler systems and
improved levels of fire detection. This is culminating in
a building safety programme in six of our buildings in
Wakefield city centre in 2021 / 2022.

Every time we’ve rung up for anything
WDH has always been there and been very
polite, so we are very satisfied.
Tenant feedback
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Health, wellbeing and support
Our health and wellbeing services play a crucial role
in ensuring that tenants are supported to sustain their
homes, and in doing so maximising the opportunity for
good health and wellbeing. We have a diverse range
of available support, including employment, financial
and wellbeing. Over the last year, we continued to
collaborate with partners across the health and social
care system to improve and increase what we can offer
to our customers.
We have supported over 2,400 new customers with the
Universal Credit (UC) application process, this means
WDH now has over 8,600 residents that are in receipt
of Universal Credit or in the process of claiming it. To
ensure the best support, we contact each customer
within 72 hours of us being notified of a claim so that
they receive appropriate information and advice with
their claim. Our proactive approach has ensured that
the average arrears for each Universal Credit case is
significantly below national benchmarking averages.
Through our extensive partnership work with the
Department for Work and Pensions (DWP) we have
been able to shape national processes to reduce
payment delays.
We have also supported our customers through WDH’s
Hardship Scheme, awarding £500,000 to customers
who were experiencing financial hardship and
struggling to pay their rent.
We continue to work with health and social care
partners to deliver new models of care providing
support to our most vulnerable residents. Our
wellbeing caseworkers and mental health navigators
have supported 705 tenants. Our Housing Support
Co-ordinator role, based at Fieldhead hospital, has
received recurrent funding from the Mental Health
Alliance to support patients experiencing a housing
barrier to being discharged. The Housing Support
Co-ordinator at Pinderfields is pending further
evaluation of the role.
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We have entered into a partnership with Yorkshire
Ambulance Service to support 999 calls from people
who have fallen where there is no clinical problem,
but a prompt response is still needed. Our Care Link
Responder service responds to these calls helping
to reduce the strain on the NHS, by removing the
need for an ambulance and hospital bed, so they can
concentrate on treating those with more serious or
complex needs. Over the next 12 months, we will
continue our work with partners in the Integrated Care
Partnership exploring how housing can help achieve
the health priorities for the district.
Our Care Link team has also installed 962 alarms and
other telecare equipment to help customers remain
independent and safe in their own homes during
lockdowns.
Our independent living support has adapted to meet
the Government restrictions whilst balancing the safety
of our tenants. Over the course of the year, 208,285
welfare contacts were made.
This year, our Community Support team has supported
163 families who had experienced domestic abuse to
help prevent further harm and ensure more specialist
support was provided, where appropriate.

I used the mental health service
which was very good.

Skills and enterprise
We are committed to supporting people to improve and
develop new skills, access training and employment
and help them to achieve their aspirations and
ambitions in life.
The Training for Employment programme provides a
period of paid employment for unemployed tenants and
their families, enabling participants to develop a range
of skills to help them move into further employment.
COVID-19 meant delivery of the 2020 / 2021
programme had to be placed on hold for a time.
However, in between national lockdowns those already
on the programme were able to continue with their
training and a further seven individuals were offered
places in March 2021. During the year 27 individuals
took part in the programme.
Our community employment advisors help job
seekers overcome barriers to work and access
training and employment opportunities. COVID-19
has seen increasing numbers of tenants across our
communities needing help and support, during
2020 / 2021 our advisors assisted 123 into work,
and 179 into employment related training.
Helping young people move forward after the
pandemic will be a key area aimed at improving the life
chances of children and young people. For example
the Positive Footprints programme, which provides
children with their first taste of the world of work will be
delivered to 10 primary schools situated on our estates
across the Wakefield district.

Tenant feedback
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Workforce of the future
WDH is an equal opportunities employer and aims to
build a workforce which represents the communities
it serves. Highlighting the importance of workforce
planning we hold regular meetings with senior
managers to ensure workforce plans meet future
requirements. This involves planning for absence,
retirement, changing team structures and workstreams.
Like many organisations last year, we moved to
homeworking for many of our employees, while still
ensuring we could deliver services to our customers.
Our employees adapted extremely well to the changing
circumstances and the flexible and agile working
practices we put in place will continue as part of
WorkSmart, our hybrid approach to work.
The introduction of our WorkSmart policy gives
employees a degree of flexibility and enables work to
take place at the most effective locations and times
that our customers expect. WorkSmart delivers more
efficiency in how we work as a business, our service
delivery and organisational agility as well as benefits to
our employees such as improved work / life balance.
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Our digital journey
Being a digital business is essential to how WDH
operates to ensure it remains competitive. The
COVID-19 pandemic meant that in March 2020 many
employees across the business were deployed to work
from home. The business responded positively to
the new ways of working and improvements to digital
connectivity enabled services to continue to operate
safely and be delivered to our customers.
During 2020 / 2021, we continued on our ambitious
digital transformation to ensure we are providing fit for
the future IT systems and the highest levels of support
to our customers. A number of important changes will
continue in 2021 / 2022 onwards with further system
upgrades, replacement of the telephony infrastructure
and development of the digital customer contact
offer as part of the overall approach to improving the
customer experience.
Finally, a programme to improve our office
accommodation has commenced to ensure it continues
to be fit for purpose for our future needs.

We have continued with our skills development of
leaders through our Corporate Leadership programme.
This has included focusing on leading a more flexible
workforce, through our WorkSmart project, and training
on outcomes-based leadership.
Our support of the Women in Construction campaign
continued and we worked with local schools to offer
virtual information sessions to promote construction
roles and opportunities available through our craft
apprenticeships.
During 2020 / 2021 we created nine new
apprenticeship opportunities: six craft, one tree
maintenance and two office-based apprenticeships.
This brings the number of apprenticeship placements
offered since 2005 to 157.
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I just think WDH are there for
you and help you out when you
need them.
Tenant feedback
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Responding to climate change
A proactive approach continues to be taken to respond
to the climate change agenda and making a step
change towards our own ambitious target of achieving
net zero carbon operations by 2030. Our Sustainability
Plan sets out our intended actions.

A further aim is to reduce the carbon footprint across
utilities, employee travel, transport including vehicle
fleet and other transport used by employees delivering
services and waste generated from offices and other
aspects of service delivery, such as repairs and
maintenance.

Work continues to reduce our carbon footprint and
improve sustainability across our offices through
implementation of various initiatives.

IS0 14001 Environmental Standard
We are proud to retain our certification against ISO
14001 which demonstrates how we are continuing
to consider our impact on the environment and how
we generate value for money through continuous
improvement in the way we manage this.

A new management system has also been introduced
in our waste operations, leading to increased
waste segregation and supporting commitments to
environmental sustainability.

Greener neighbourhoods
In our properties, we have carried out trials of
alternative, lower carbon heating and hot water
systems to inform future investment programmes as
we look to move away from gas. 15 ground source
heat pumps have been installed at Green Lane,
Horbury, and 10 air source heat pump and solar panel
systems installed across Castleford and Wakefield.
We have piloted a wildflower meadow on some of
our amenity lands. Nectar rich plants, with dwindling
populations of native pollinators including butterflies,
moths and bees, helping to sustain insects that
pollinate our food crops. This is particularly important
in increasingly built up environments.

Options for alternative fuel vehicles and the related
infrastructure requirements are being investigated in
order to move away from fossil fuel to support our net
zero carbon target and prepare for the Government
deadline on the withdrawal of sale of diesel and petrol
vehicles in 2030.
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What our tenants think
about our services
The outbreak of the pandemic meant that listening
to and acting on tenant feedback about our
services has never been more important. We are
thankful to all the tenants and residents who take
the time to share their experiences.
Annual tenant satisfaction survey
Our annual and independent tenant satisfaction survey
benchmarks us against our housing provider peers as
well as other organisations outside of the sector. This
year, our overall customer satisfaction index score
was 87% and we are in the top quartile for customer
satisfaction when compared with other organisations.
Set against such a challenging year for us all we are
proud of this result; naturally, however, we are always
looking to improve. We use the survey results and
feedback to identify where enhancements can be
made. Our priorities over the coming year are:
• keeping the promises and commitments we make;
• managing nuisance and antisocial behaviour (ASB);
and
• leveraging opportunities provided by our digital
communication platforms.
We are using a business wide action plan to
make improvements in these areas ahead of
next year’s survey.
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Customer Insight
In addition to the annual tenant survey, we consider
our customers’ needs and views across the whole of
our organisation.
This included:
• the complaints handling customer survey to inform
our new complaints policy;
• evaluation of our independent living scheme
improvements programme, specifically an evaluation
of improvements works to our Farfield Court
independent living scheme;
• our Care Link satisfaction survey;
• our Universal Credit experience survey;
• the Hardship Fund experiences survey; and
• facilitation of customer scrutiny activities digitally,
obtaining views to shape our Customer Experience
Plan and Resident Involvement and Scrutiny Plan,
as well as several customer facing policies.
We also measure the satisfaction of our employees
and the survey, this year, focused on the experiences
of homeworking during COVID-19. It showed 82.4%
of employees were satisfied with remote working.
The results also identified ways in which we can look
to get the most from flexible and agile WorkSmart
practices in the future to ensure the best services for
our customers.

Tenant priorities - you said, we did
By listening to what our customers have to say we
are continually able to make improvements to our
customer experience.

Every year, we use the information and feedback
gathered through our Tenant Satisfaction Survey to
identify areas for improvement and key priorities.

This table shows what tenants said last year and the improvements we have made.
Tenants want
us to improve
digital services

•

We have increased the
number of users of the
WDH App and online
account.

•

We have digital support
provided to Universal
Credit claimants.

•

Tenants have taken
part in digital meetings
to stay safe during the
pandemic.

Tenants want
us to improve the
way we manage
nuisance and ASB

Tenants want
us to be easier
to deal with

•

We introduced a new
Complaints Policy and
Procedure following
feedback from tenants
and guidance from the
Housing Ombudsman.

•

We developed a
Customer Experience
Plan, with input from
tenants, to set out
actions to improve
the overall customer
experience.

•

The community safety
budget continues to
support extended
partnership working
with police, provision
of neighbourhood
mediation and victim
support services in
addition to our core
services.

•

Delivered refresher
training to employees
to coincide with national
‘Hate Crime’ awareness
week.

•

Drafted a new guide
to nuisance and ASB
complaints.
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What our tenants think about our services

Instant customer feedback
We gather real time feedback through independent
customer feedback specialists, Sabio Insight. This
means we can drive improvements quickly, identify
trends and support employees with training and
recognition for their efforts. Over 7,000 surveys
were completed this year. Overall satisfaction is
94.6% compared with a UK benchmark of 76.8%.
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To further benchmark WDH within the housing
sector, we also used the questions from
HouseMark’s STAR (Survey of Tenants and
Residents) in our annual tenant survey.

Tenant satisfaction feedback
2018 / 2019

2019 / 2020

2020 / 2021

Satisfaction with our services

92%

94%

85.7%

Overall quality of your home

89%

91%

87.3%

The way we deal with repairs and maintenance service

89%

88%

89.6%

Neighbourhood as a place to live

85%

90%

83.3%

Rent provides Value for Money (VFM)

89%

92%

89.6%

Key performance indicators
2018 / 2019

2019 / 2020

2020 / 2021

Current tenant arrears

£4,541,690

£4,805,239

£4,235,346

Former tenant arrears

£2,241,258

£2,056,666

£1,889,712

Average days to re-let a (managed) social housing
rental dwelling

17 days

17 days

71.7 days*

Average response times for emergency repairs

0.3 days

0.3 days

0.43 days

* Due to the impact of Covid-19.
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Ensuring Customer Service Excellence
In June 2020, we successfully maintained our
Customer Service Excellence (CSE) certification.
The assessment helps us to make sure we are
continuously improving services to benefit
our customers.
The assessment identified 14 areas of ‘compliance
plus’ - services that are over and above what our
customers could normally expect and demonstrate
best practice. This is the most Compliance Plus areas
that we have managed to achieve and, positively, the
assessment identified no areas for improvement.

Adapting during COVID-19
From the onset of the pandemic, our focus was to
support our tenants. To keep everyone safe, we
temporarily scaled back some services and changed
our ways of working.
With face to face contact minimised, it became
more important than ever to ask tenants about
their experiences during the pandemic and how the
changes we made affected them. Encouragingly, 70%
of tenants surveyed agreed WDH adapted services
well, while only 57% believed other service providers
they use adapted well.
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Meeting standards
locally and nationally
We are required to meet the standards set out by the
Regulator of Social Housing (RSH). The RSH is a
non-departmental public body that regulates social
housing providers to promote a viable, efficient and
well governed sector able to deliver homes that meet a
range of needs.
We work to the RSH’s seven national standards
which are:
• home;
• neighbourhood and community;
• value for money;
• rent;
• tenancy;
• tenant involvement and empowerment; and
• governance and financial viability.

Quality housing
During 2020 / 2021 we:
• built or acquired 262 new homes, taking our total
stock to 31,691;
• sold 94 homes on a shared ownership basis, 49 of
which were outside of the Wakefield district;
• sold 54 homes built by our joint venture, Bridge
Homes; and
• supported 33 people to buy additional shares in their
homes, up to 100% ownership.
As well as investing in new homes, we have made
significant improvements to our existing properties to
ensure they are maintained above the Government’s
Decent Homes Standard that applies to all
social housing.

We regularly assess our compliance against each of
these standards and the assessments are challenged,
scrutinised and verified by our panel of Board
members and tenants. Our self-assessments ensure
that the panel has assurance that we are doing what
we are saying we are doing. Any actions identified for
continued compliance are also monitored by the panel,
whose work is overseen by WDH’s Audit and Risk
Committee.

In 2020 / 2021, we invested £25.3 million in
some significant projects including £11 million for
reinvestment projects, £3.1 million for building safety
works, £4.1 million into completing improvement works
to roofing and £3 million into providing environmental
improvements across our estates. We undertook
improvement works at one independent living scheme
during the year and minor works were completed at a
further two.

The following pages show how we have met these
national standards and some of our key achievements
during the last year.

During 2020 / 2021, we installed over 1,000 energy
improvement measures into our properties including
insulation, heating and renewables. We have also
continued to provide energy, water efficiency and
switching advice and support to our customers
throughout the pandemic.

We are proud to provide support to over 32,000
homes across the Wakefield district and our wider
operating area across Yorkshire.
We have ambitious plans to both improve the quality
and safety of the homes we offer and grow the number
of properties available to those who need them.
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Repairs and maintenance
We offer a seven day repairs service across the district
and pride ourselves on our ability to complete most
repairs on the first visit, ensuring our customers get the
very best, most efficient service possible.

We worked hard to ensure that COVID-19 restrictions
had minimal impact on our services. At various points
throughout the last year, we had to temporarily move
to an emergency repair and maintenance service, to
help keep our customers and employees as safe as
possible.

The table below shows our repairs performance over the last three years.
2018 / 2019

2019 / 2020

2020 / 2021

105,267

104,105

86,484

Number of emergency call out repairs (out of hours)

4,221

4,163

4,495

Percentage of repairs completed on the first visit

93%

95%

94.3%

Average time taken to complete responsive repairs

6 days

6.5 days

7.27 days

Number of minor and major adaptations completed

1,745

1,697

1,264

Number of void property repairs

2,489

1,926

1,735

Performance indicators
Number of responsive repairs delivered
(inc. emergency call out repairs)
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Adaptations
As part of our wellbeing services, in partnership with
Wakefield Council and the NHS, we provide our
tenants with high quality adaptations and occupational
therapy support.

Our approach to delivering the compliance and building
safety programmes is blended between external
contractors and internal contract managers who have
the required level of knowledge to ensure that we meet
our obligations.

In 2020 / 2021, we completed 1,264 adaptations
helping tenants to remain safe and maintain their
independence in their own home.

An example of this is undertaking a fire risk
assessment (FRA). A FRA alone does not make a
property safe. However identifying, undertaking, and
recording the remedial actions and testing activities
that stem from the FRA are the elements that
demonstrate compliance. We have expanded on the
inspection and surveying regimes previously in place
to ensure that we continue to deliver high standards
of safety in the changing landscape of building safety
legislation. In November 2020, we appointed external
consultant fire risk assessors, to provide FRAs and
consultancy up to 2025.

During 2020 / 2021, the Health and Medical Rehousing
panel assessed 511 applications from people
requesting to move property due to medical reasons.
253 applications were awarded a priority to move to
more suitable accommodation.
Health and safety
We take the safety of our employees, our customers
and the communities we support extremely seriously
and this has remained a top priority during the
pandemic.
In this year, we have successfully retained our health
and safety accreditations including OHSAS 18001,
CHAS as well as attaining the Gold achievement award
with the Royal Society for the Prevention of Accidents
(RoSPA).
Keeping homes safe and compliant
As a responsible landlord, it is our duty to provide safe
places to live.
Our focus is on achieving and maintaining both
regulatory requirements and industry best practice to
ensure the safety and wellbeing of our residents.
We continue to focus on the key six areas of building
safety and compliance and address a wide range
of issues, in both a reactive and planned manner,
throughout the year. The key areas of gas, electric,
fire, water, asbestos and lifts all have sub requirements
that feed into the overarching area being compliant.
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From the onset of the pandemic, we had to adapt
our business and adopt new ways of working to keep
our employees and customer safe. We temporarily
changed how we provided our services to ensure that
we could continue to complete essential gas appliance
services and electrical inspections in our tenants’
homes, in line with social distancing guidelines, to
ensure the safety of everyone involved.
We have continued to improve our high rise buildings
upgrading apartment entrance doors and the
certification of fire stoppage for each apartment, using
a range of enhanced security and safety options,
including the installation of sprinkler systems and
improved levels of fire detection. This will culminate in
a building safety programme in six of our city centre
buildings in 2022.
We will continue to ensure that our properties are
compliant and safe for tenants. We will provide
assurance and oversight to relevant committees and
groups to keep them updated, ensuring all risk and
exceptions are brought to their attention. This includes
providing assurance that all statutory checks are
completed for properties WDH owns.

WDH is always at the end of the phone when
anything goes wrong, they are quick with repairs and
the customer service is always really good and they
always give you advice.
Tenant feedback
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Improving neighbourhoods and supporting residents
Managing our estates
From the onset of the COVID-19 outbreak, we have
worked hard to equip our employees with the right
technology to allow all our teams to work remotely,
so we can continue to deliver our service across the
Wakefield district. This ensured our office-based
employees could work from home, answering calls
directly from our tenants and continuing to complete
tenancy transfers. We amended our visiting
procedures to ensure all face to face visits with
employees and our tenants were safe and followed
COVID-19 guidelines.
Working throughout lockdowns, we focused
on enhanced cleaning within our high rise
accommodation, ensuring we did all we could to keep
our tenants and residents safe. We continued to
work on our estates to maintain environmental quality.
This included dealing with unusually high instances
of fly tipping, working tirelessly to remove waste and
maintain fire safety compliance.
We have continued to prioritise fire safety within all
high, medium and low rise properties. Our annual high
rise reassurance visits ensure all residents know the
procedure should there be a fire within the block and
also what can and cannot be stored in the property.
We have over 750 high rise apartments across the
Wakefield district, and have completed these visits
using an appointment system, following our revised
procedures. These visits are hugely important to allow
our high rise occupants to feel safe and secure in
their homes.

Our medium and low rise accommodation has been
surveyed by an independent organisation to ensure we
are compliant. Any issues were recorded on a portal
which our Estate Management teams use to then
action areas and carry out six monthly inspections to
ensure all blocks are compliant. We continue to take
a zero-tolerance approach to any items in communal
areas.

Tackling crime and antisocial behaviour
We are committed to tackling ASB on our estates
through our joint working with key partners.

In response to tenants’ feedback, we have
implemented a low rise cleaning contract to ensure all
288 blocks are kept clean and to a high standard.

We are committed to ensuring that our customers
are safe in their homes and, working with specialist
support services such as the Wakefield District
Domestic Abuse Service, we have helped 163 families
affected by domestic abuse. We also worked flexibly
to support our tenants and have supported 233
vulnerable households with ASB issues that they have
experienced out of our core office working hours.

We have worked to ensure that all legal options
are explored during the current court embargo on
possession orders. This has meant that we have
utilised injunctions when dealing with serious ASB on
our estates.
We have continued to work closely with partners to
ensure that we take a holistic approach to managing
our estates.
Whilst COVID-19 has been a challenge for us all we
have adapted our estate management service to
continue to create confident communities where people
want to live and stay.

During 2020 / 2021, we resolved 6,643 complaints
of nuisance and ASB and handled 803 cases
involving more serious ASB, ensuring that vulnerable
households received the support they needed.

We supported 176 tenants to use the ‘Noise App’ to
gather evidence of noise nuisance to support tenancy
action. During COVD-19, court restrictions prevented
us from carrying out possession actions, but working
flexibly with the Wakefield Court we have successfully
used injunctions to stop serious ASB and help people
affected by this behaviour.
Through 2020 / 2021 we also continued to provide
additional support to West Yorkshire Police, enabling
increased visibility and neighbourhood policing on the
Warwick Estate, Knottingley in response to residents’
concerns over increasing levels of ASB and criminal
behaviour. This has resulted in a growing community
confidence and lower levels of crime and nuisance
behaviour being reported to both agencies.

Reports of this type of behaviour have significantly
reduced due to this partnership action.
We also delivered regular community engagement
visits to neighbourhoods where concern had been
expressed over ASB, in the area together with partner
agencies, such as the police and Wakefield Council,
to help reassure residents and gather information to
enable further actions to be taken.
Improving the neighbourhood environment
Across the east and west of the Wakefield district,
we delivered 126 environmental projects and a
range of other schemes to make improvements to
property boundaries and communal space across
our neighbourhoods, improving the quality of the
environment for our tenants and contributing to the
creation of sustainable communities. The schemes
were delivered following consultation with our
tenants and residents, to ensure that we made the
improvements that mattered most to them.
We delivered work related training to unemployed
tenants (at the same time as providing new boundary
fencing to our estates) through our Training for
Employment Programme. Schemes included:
•

Peacock Estate, Wakefield - three year
fencing scheme;

•

Thornleigh Road, Wakefield - metal
fencing scheme; and

•

Westbourne Estate, Pontefract – fencing
scheme vastly improving this busy estate.

Further support was also given to the police to target
actions against those responsible for harm caused by
illegal motorbiking.
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Mr B’s story
In early 2020, Mr B was made redundant due
to the COVID-19 pandemic. With a family to
support, he was fearful of being out of work and,
with no qualifications to support him in finding
new employment, began looking at what sectors
of business may be more successful in the
longer term.
Mr B undertook some research and believed
that domestic logistics would be a good area
to begin a career in, as more people than ever
were using digital services and shopping online.
Mr B then discovered that there was currently a
shortage of HGV drivers and decided that would
be the best role to aim for.

Across the district we have worked to deliver larger
scale environmental schemes:
Waterton Grove, Lupset - created off street parking
for residents and new paving detail. This has reduced
complaints and improved access for residents as well
as waste collection and emergency services.
Esther Grove, Lupset - phase 1 - work has now
completed to relay all WDH owned pedestrian
walkways and steps. Phase 2 includes the creation of
off-street parking, fencing to front and rear boundaries,
new paving detail and improvement of open green
spaces.

Tombridge Crescent, Kinsley - phase 1 - rear
fencing to gardens with new boundary walls to follow.
New tarmac to the shared drives and resin paths, to
the front and rear, complete this first stage.
Hawes Close, Airedale - 18 properties received
new boundary fencing, landscaping, and improved
drainage. The street was transformed with new tarmac
on the road, drop kerbs, footpaths, and turf on the side
verges. The works were completed after residents
raised concerns of uneven paving due to the lack of
off-street parking on the cul de sac.

Improving employment opportunities by funding
training and development
WDH’s Foundation Grant Scheme boosts employment
opportunities by awarding grants up to £1,500 to fund
training and development for people over the age
of 16, registered as living in a WDH property. In the
past year, the scheme supported 97 people, awarding
£66,077 in funding supporting a range of areas such
as construction, haulage, beauty therapy, health and
safety, and security.

Mr B successfully applied for our Foundation
Grant Scheme and undertook his Class C HGV
training.
Within a week of passing the course, he
had secured a job working for a large local
organisation and, three months later, secured
a promotion within the same company. Mr B
cleared his arrears with WDH and has sustained
his employment and tenancy since.
When Mr B was asked what the Foundation
Grant meant to him, he said “I was out of work
before, but now this has supplied me with a
lifelong job and a complete safety net to know I
will never be out of work again.”

Monkhill, Pontefract - environmental improvements
include off street parking, fencing to front and back
boundaries, new paving detail and turf in the gardens.
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Responding to diverse needs of tenants
We place the needs of our tenants at the forefront of
everything we do. Our tenants have a diverse range
of needs and we work hard to understand them and
deliver services that effectively meet these.
All of our reports and policies include impact
assessments to ensure that these things are
considered, and we maintain up to date records and
information to ensure our services are tailored and
effective.
Our Care Link service supports over 15,000 customers
24 hours a day. Our dedicated Care Link Responder
service provides a physical response to a person’s
home within 30 minutes of a call. Typically, the calls
for response are in relation to people who have fallen
and need help getting back on their feet. The service
triages the situation and visit to help people back up.
This avoids unnecessary ambulance call outs.
In 2020 / 2021, our mental health navigators supported
705 of our tenants with low level mental health issues,
ensuring they received the right care.
By supporting people with their mental health where we
can, we are helping to ensure that tenants’ wellbeing
is maintained and they are able to stay in their own
home, whilst reducing the need for secondary mental
health services.
In partnership with the NHS, our occupational
therapists provide our tenants with adaptations and
occupational therapy support to keep them safe in
their homes and ensure they are able to access all
essential facilities. In 2020 / 2021 we completed 1,264
adaptations. The team also provides advice on health
and medical rehousing, ensuring that people are given
the right type of property to meet their needs now
and in the future. During 2020 / 2021, our Health and
Medical Rehousing Panel heard 512 cases for people
who had applied for medical priority to move to more
suitable accommodation.
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Promoting independent living
We aim to support people to live independently in their
own home, wherever we can, at whatever age. We
have many tenants who wish to remain independent
whilst also having the reassurance of friends and
neighbours close by. We aim to support these tenants
across the Wakefield district.

• unlocked over £2.9 million of unclaimed benefits
and grants to improve the financial confidence of the
household;
• helped customers to reduce their utility bills and
debts to the value of £84,000; and
• helped households in crisis to access emergency
food provisions to the value of £28,800.

Our onsite team of community support workers
and scheme managers provide tailored support
to individuals which promotes independence and
encourages social interactions.

For the last year, Cash Wise has worked in partnership
with Wakefield Council and Public Health as part of two
externally funded contracts to provide targeted support
for all Wakefield residents, irrespective of the tenure
type. At the end of March 2021, the team had received
1,184 referrals for support from individuals and families
living within the private sector and wider social housing
as part of these initiatives.

Overall, tenant satisfaction with living in our
independent living schemes is 90%. To ensure that
this accommodation, like our other properties, is of the
very highest quality, we have invested £57 million and
improved 16 schemes, ensuring they are modern, safe
and secure places to be, in the right locations.
Tackling financial exclusion
Our Cash Wise service supports our customers
to ensure they can maintain a healthy household
and sustain their tenancies. The team provides full
financial health checks and assists customers to
maximise their income and reduce their outgoings
to ensure they can meet their priority payments and
actively participate in society.
Alongside the potential health related issues and
anxieties, COVID-19 has presented many financial
challenges for households. These include loss of
income or reduced working hours, pressure to meet
ongoing priority payments and increasing uncertainty
within the labour market.
To help alleviate some of the pressure and anxieties,
our Cash Wise team has been on hand to assist
struggling individuals and families both face to face
and remotely throughout the year. Over the last
12 months the team has:
• supported 11,031 customer cases, an increase of
92% from the previous financial year;
• delivered over 35,000 instances of support to help
address a range of customer financial challenges;

Supporting tenants with the challenges of
Universal Credit
Over the last year, we have supported over 8,622
customers with the Universal Credit application
process on the DWP Landlord Portal . Each customer
is contacted within a 72-hour time frame to ensure
they receive appropriate information, advice and feel
fully supported with the transition to Universal Credit.
Our positive approach has ensured that the average
arrears per Universal Credit case is significantly below
national benchmarking averages.
We are recognised as a trusted partner landlord with
the DWP working at a local, regional and national level
to shape the delivery of Universal Credit. As a result
of this partnership work, WDH is a member of the
DWP Strategic Landlords forum, and this platform has
provided us with the opportunity to pilot new national
Universal Credit initiatives that will ultimately benefit
customers and the wider business.
Our Cash Wise team has been on hand to mitigate
the impacts of Universal Credit throughout the year
working in partnership with our Debt team. At the
beginning of the financial year, the pandemic caused a
huge increase in Universal Credit claimants for WDH
to assist. The team contacted all WDH customers
moving on to Universal Credit within a 48-hour window

of being notified of the start of their claim. Phone
support and digital assistance has been provided to
ensure customers can manage the application process,
update their online customer journal and maintain their
claim throughout the year.
During the last year overall satisfaction with WDH
support to customers in relation to Universal Credit has
increased from 7.9 out of 10 in 2019 / 2020 to 8.8 out
of 10 during 2020 / 2021. Highlighting the quality of
information and levels of support provided to tenants
claiming the new benefit.
The Tenancy Ready team (TRT) has also supported
over 400 new tenants with their Universal Credit
applications, to help create a sustainable tenancy from
the outset.

I had a lot of problems money wise
and WDH was really understanding.
Tenant feedback
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Learning from complaints
Complaints performance
During 2020 / 2021 the number of informal complaints
from our customers decreased by 25% to 135, whilst
we saw a 48% increase in the number of formal
complaints. Out of the 135 informal complaints,
only 7.4% (10) were escalated into the formal
complaints process.
To meet the Housing Ombudsman’s Complaint
Handling Code, we consulted with customers to find
out what was important to them, when they had
a complaint.
We have now revised our complaints procedure and
these changes mean we have a two stage formal
process aimed at ensuring the right outcome for the
customer at the very earliest opportunity.
During 2020 / 2021, 20% (12) Stage 1 complaints
escalated to Stage 2. Out of 74 formal complaints
received this year, 16% were upheld, 46% were
partially upheld and 38% were rejected as they were
considered to be unjustified complaints.
We have seen a significant change from the
previous financial year where 50% of complaints
were upheld. Six complaints were investigated by
the Housing Ombudsman Service during the year.
The Ombudsman determined there had been no
maladministration in the handling of these complaints.
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We welcome feedback
At WDH we treat every complaint as an
opportunity to learn.
As a result of complaints received this year we have:
• instigated a review of the ASB procedure to ensure
that it meets the needs of customers while managing
expectations;
• reviewed our procedure for registering a
Homesearch member to ensure our checking
process was robust and identifies previously
disqualified applicants at the earliest opportunity;
• established a Customer Care team within the
Development team to enable enquiries to be dealt
with more efficiently;
• developed a customer relations page on our
Employee Hub to provide advice and guidance
to employees on dealing with complaints;
• introduced an annual battery backup check for all
hard wired Care Link systems;
• amended the process for responding to a
Care Link low battery visit to ensure a more robust
accountable process is in place; and
• reviewed the mental health and wellbeing support
procedure and delivered record keeping training to
the Health and Wellbeing team.

Overall complaints performance 2020 / 2021
Complaints

Informal

Stage 1

Stage 2

Stage 3

Total

Percentage

Total

Percentage

Total

Percentage

Total

Percentage

Upheld

52

38.5%

12

20%

0

0%

0

0%

Partially upheld

24

18%

23

38%

11

85%

0

0%

Rejected

58

43%

25

42%

2

15%

6

100%

Withdrawn

1

0.5%

0

0%

0

0%

0

0%

135

100%

60

100%

13

100%

6

100%

Total

Overall complaints performance 2019 / 2020
Complaints

Informal

Stage 1

Stage 2

Stage 3

Total

Percentage

Total

Percentage

Total

Percentage

Total

Percentage

Upheld

79

43%

24

51%

1

33%

0

0%

Partially upheld

32

18%

15

32%

2

67%

0

0%

Rejected

71

39%

8

17%

0

0%

0

0%

Withdrawn

0

0%

0

0%

0

0%

0

0%

182

100%

47

100%

3

100%

0

100%

Total

Formal complaints
breakdown 2020 / 2021

Informal complaints
breakdown 2020 / 2021

Repairs

12

Repairs

78

Independent Living

0

Gas / Electrical

8

Gas / Electrical

5

Health and Wellbeing

0

Improvement Delivery

1

Improvement Delivery

2

Care Link

2

Customer Experience

4

Technical Services

85

Assets

2

Community Safety

8

Customer Experience

3

New Build

7

Homesearch

5

Community Safety

1

Right to buy

0

Estate Management East

15

Landscaping

2

Leasehold / Shared Ownership

1

Estate Management West

8

Homesearch

11

Sustainability

1

Independent Living

1

Estate Management East

12

Legal / Information Governance

1

Health and Wellbeing

1

Estate Management West

6

Finance

1

Care Link

3

Assets

2

New Build

3

Finance

3

Total

74

Total

135
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How we have invested
in communities
We consider value for money in everything we do
We aim to deliver value for money (VFM) in everything
we do and look to drive efficiency wherever possible
and increase our social dividend. Our social dividend
enables us to build more new properties and improve
existing homes and supports us to provide other
services that go beyond our responsibility as a
traditional landlord. During 2020 / 2021, a social
dividend of £59.3 million was reinvested into the
business.
In 2020 / 2021, UK social housing providers were able
to increase rents for the first time since April 2016
following requirements to reduce rents by 1% year on

year under the Welfare Reform and Work Act 2016.
In April 2020, we applied a 2.7% increase in rent
charges and 1.5% in April 2021 (equivalent to CPI
+1% in line with our Rent Policy). We will always
consider our rent charges responsibly and in line with
Regulatory Standards.
Our 2020 Tenant survey showed that 89.6% of tenants
say our rent offers VFM.
Our VFM report explains more about how we have
provided value for money and used our social dividend,
delivering added social value across our communities
and helping us to achieve our vision to create confident
communities.

WDH spend in 2020 / 2021
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Housing management
£43,994,000

Day to day repairs costs
£23,685,000

New build homes
£34,448,000

ILS and service charge costs
£5,639.000

Major improvement works
£25,316,000

Bad debts
£568,000

Depreciation
£28,762,000

Total
£161,852,000

I think the flat is value for money
and I love my little flat.
Tenant feedback
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Meeting housing need
Homesearch, our choice based lettings scheme,
ensures that our lettings process is as fair, transparent
and efficient as possible. Applicants are invited to
register with our online Homesearch service and bid on
properties which are advertised weekly. Our rents are
set in line with Government regulations and are subject
to checking on an annual basis, to ensure that they are
appropriate and represent VFM for our tenants.
Homesearch bands and allocations
Over the last year, we have seen an increase of 3,803
members registered with Homesearch, taking the total
to 27,594. Our Homesearch scheme is managed by
categories, known as bands, which ensure we offer
properties in a fair and consistent way.
The pandemic has been one of the most challenging
circumstances many of us will ever face. Despite the
service being closed down at the beginning of the
first national lockdown, we adapted to new working
practices and stepped up to the challenge to help the
most vulnerable people in our communities find safe
and secure homes.
In 2020 / 2021, Homesearch supported 1,710
households to find new homes, the majority of whom
were homeless, living in temporary accommodation,
hotels or often unsafe or overcrowded locations.
Sustainable tenancies
It is in both our interests and our tenants to help them
to stay in their home for as long as it is suitable for
them. Our TRT, a team of dedicated homesearch
officers, supports that aim by helping customers to
develop the knowledge, skills and confidence they
need to manage their tenancy successfully. For many
applicants, this is the first home of their own and they
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need help learning to improve their finances, how to
budget, finding any grants that they might be eligible
for and getting back into work.
This year, our TRT has unlocked over £557,000 for
our customers. We have also worked with our partners
at Wakefield Council to create a ‘ready for tenancy
client officer’ role. The aim is to engage hard to reach,
vulnerable people and support them into learning and
independence, by successfully delivering the Ready
for Tenancy course which teaches them how to create
a sustainable tenancy. Once completed, customers
understand how to maintain a sustainable tenancy and
benefit from the additional learning available through
the adult education service at Wakefield Council.
To ensure vulnerable applicants do not miss out on
suitable properties, the TRT continues to offer support
and assistance to vulnerable applicants who are not
able to access the digital Homesearch system.
During 2020 / 2021, we supported 497 customers to
manage their personal allowance, housing costs or
to help remove barriers to housing. To ensure that
prospective tenants are given the best possible chance
of sustaining their tenancy successfully, pre-tenancy
assessments are carried out. The assessment includes
questions and checks to determine a client’s ability to
be a good neighbour and member of our communities.

Customer service
We aim to deliver the very highest levels of customer
service and feedback shows that 95% of customers
supported by the TRT are satisfied with the service
that they received. Feedback also shows that 99.1%
of new tenants are satisfied with our Homesearch
registration process and 98.46% are satisfied with the
way in which their home was allocated.
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Listening to the tenant’s voice
Tenants are our focus and priority in everything we
do. We are committed to providing services that best
suit their needs and ambitions. We value customer
feedback and take every opportunity to listen to the
tenant’s voice, to ensure it influences our decision
making and shapes our services. We provide a range
of platforms for them to share their views and opinions.
These include:

Social Housing White Paper
The Social Housing White Paper sets out the
Government’s vision for social housing in the wake of
the Grenfell Tower fire of 14 June 2017. This white
paper sets out the standards which the Government
feels all social housing tenants should expect,
primarily to ensure that they are listened to and treated
with respect.

•
•
•
•
•
•
•
•

The Government’s expectations are explained
in chapters:

Operational Committee;
Total Inclusion Group;
Neighbourhood Panels;
Customer Excellence Group;
Resident Involvement and Monitoring Group;
Customer Panel;
Health and Wellbeing Service User Group; and
other groups and engagement on an ad-hoc basis.

As part of our commitment to tenant involvement,
we have adopted the National Housing Federation’s
Together with Tenants Charter, which aims to
strengthen the relationship between social landlords
and tenants. As a housing association that places
tenants at the heart of everything we do, this is a
welcome initiative that we are pleased to adopt.
We have adapted our methods of engagement
meaningfully with tenants, residents and partner
agencies. We have promoted funding opportunities,
support and guidance from our partners. We have
continued to use our social media platforms to reach
our tenants and have used profiling data to send
targeted emails to our tenants. We have continued to
work with community groups and supported them as
they adapt their activities to support the community,
such as setting up foodbanks.
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• To be safe in your home;
• To know how your landlord is performing;
• To have your complaints dealt with promptly
and fairly;
• To be treated with respect, backed by a strong
consumer regulator for tenants;
• To have your voice heard by your landlord;
• To have a good quality home and neighbourhood to
live in; and
• To be supported to take your first step to ownership.
We believe that these positive steps reflect the work
that we are already doing to achieve a respectful
and transparent relationship with our residents.
Our Resident Involvement and Scrutiny Plan is
currently being developed in response to the white
paper and the actions needed to further develop our
arrangements for listening to the tenant’s voice.
We will carefully examine all of the contents of the
white paper and make further improvements wherever
we are able to do so.

Resident involvement
We have made significant steps to develop a platform
to amplify the voice of the customer and empower
them to influence our services. Our continuing
development of a digital Customer Panel is helping
us to increase the numbers of residents choosing to
become involved. Residents have a growing range of
opportunities to participate in activities which they find
interesting or feel strongly about. They represent the
diversity of their communities, through their locations
and personal characteristics. The Customer Panel
has contributed to the review of key service delivery
policies including social investment, domestic abuse,
complaints, neighbourhood management and hate
incident reporting policies and procedures. They
also provided feedback on the Customer Experience
Principles of our new Customer Experience Plan.

Recognition from the experts
Our status as an Exemplar organisation expires
in 2021. We are looking forward to a rigorous
assessment by Tpas. The assessment is against
it’s new National Engagement Standards, which
have been updated to reflect the Social Housing
White Paper, together with tenants, building safety
regulations and new complaint handling code.
Reality checking will be carried out to gather insight
from tenants on how well we consult with them and
involve them in our decision making.
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Being a well-managed business
Our governance arrangements, to ensure that we
deliver our goals effectively and transparently, became
even more important during COVID-19. As we moved
to new digital ways of working, we have continued to
ensure that our Board and management team have
oversight of the impact the pandemic has had on
our tenants, employees and the financial health of
the business, to ensure the ongoing viability of the
business and the services we provide.
Over the last year, we have looked to build on the
knowledge, expertise and diversity of our Board by
recruiting new members. Six new Board members
have now been appointed who bring specialist insight
and diversity of views, to ensure we continue to have
the most effective governance arrangements in place.
In addition, we have appointed two independent
members to our Committees, one of which is a
tenant. This again ensures we have the right skills
at a strategic level. Our Operational Committee has
ensured decision making includes a tenant voice and
we are aiming to recruit more new members over the
next year.

In February 2021, our Board adopted the National
Housing Federation’s new Code of Governance.
The code sets out our compliance requirements and
has been written to help housing associations achieve
and maintain the highest standards of governance
and Board excellence. The new code will help us to
build stronger relationships. It brings residents and
communities closer to strategic decision making. By
adopting an action plan, we will continue
to improve this process over the coming year.
We have continued to submit timely and accurate
information on the delivery of our plans to the RSH.
This requirement is part of the RSH’s approach to
ensuring registered providers are compliant with the
regulatory framework and in December 2020 the RSH
confirmed our G1 / V1 status for governance and
financial viability, the highest rating possible in the
sector.

WDH sent someone out to do gas
and electric checks, and the contractors
that came were really good at keeping
their distance, used sanitiser often and
were wearing their masks.
I am always shown an ID card.
Tenant feedback
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Our priorities for 2021 / 2022
Strategic objective

Strategic objective

To be a landlord of choice by putting the customer first.

To be a positive force of leadership to develop the potential of people.

Priorities

Priorities

Customer excellence

Health, wellbeing and support

Skills and enterprise

Workforce of the future

Providing high quality, value for money, tenant
shaped services.

Supporting our tenants to maintain successful
tenancies and healthy lives.

Supporting tenants and communities to achieve their
aspirations and ambitions.

Ensuring a highly skilled, capable
and resilient workforce.

Meeting the needs and expectations of all our
customers, by involving them in shaping our service
offer and providing opportunities to scrutinise and
challenge our delivery.

Providing the very best support to our tenants and
those within our communities, to reduce inequalities
and enable them to live fulfilling and healthy lives.

Improving and developing new skills, increasing
access to training and employment opportunities
and helping them to achieve their aspirations and
ambitions in life.

That is fit for the future; with the right skills and
capabilities to respond to the needs of our tenants
and communities and resilient to future business
challenges.

Overall outcome:

High levels of tenants feeling supported to
successfully maintain their tenancies and
tenancy sustainment.

Overall outcome:

Overall outcome:

Overall outcome:

High levels of tenant satisfaction with our services.

Strategic objective

High levels of WDH employee satisfaction.

Strategic objective

To be a partner of choice to create better places to live.

To be a well managed and well governed business.

Priorities

Priorities

New homes and growth

Increasing access to high quality affordable housing.
Working with partners to provide more new homes
and increase access to high quality affordable
housing.

Overall outcome:

2,000 new homes delivered by 2025.

High quality homes and neighbourhoods

Business of the future

Meeting the highest standards of safety and repair
and regenerating communities.

Being a fit for purpose, forward
looking business.

Providing safe and decent homes that go beyond
the minimum standards of health and safety
compliance and energy efficiency, working with
partners delivering community regeneration to
ensure sustainable neighbourhoods.

Maintaining strong financial health and good
governance and actively reinvesting in our
communities, demonstrating value for money.

Overall outcome:

High levels of tenant satisfaction with the quality of
their home and neighbourhood as a place to live.
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An increase in the number of young people and
vulnerable tenants who live in our communities who
are supported to improve their life opportunities.

Overall outcome:

Maximised social return on investment across our
services and communities.

Greener business

Being responsive to climate change.
Taking a proactive approach to the climate change
agenda to make a step change towards net zero
carbon operations by 2030.

Overall outcome:

Reduced carbon emissions across our operations.
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Our Board and Management team
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Mick Walsh, Executive Director of Housing
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Jacqueline Speight (Chair from 23 September 2021)
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West Yorkshire, WF10 5HX
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under the Co-operative and Community Benefit
Societies Act 2014. Number: 7530
Registered by the Regulator of Social Housing,
Number: L4441
Auditors
Grant Thornton UK LLP, 1 Whitehall Riverside,
Leeds, LS1 4NB
Internal auditors
PwC, Central Square, 29 Wellington Street,
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Financial report

Consolidated Statement of Financial Position.
31 March 2021
£’000

Consolidated Statement of Comprehensive Income.

Fixed assets

31 March 2021
£’000
Turnover
Operating costs
Impairment loss
Profit on disposal of property, plant
and equipment

Description

The income from all activities, most being
153,345
rents and service charges.
(130,852) What it costs to run the business.
Charge to reduce value of properties due for
(3,761)
demolition or reduction in valuation.
The accounting profit from the sale of
1,233
properties and other assets.

Fair value movement of investment property

(1,000) Valuation adjustment of shops and garages.

Operating surplus

18,965

Share of operating surplus in joint venture

A 50% share of the profit from Bridge Homes
792
(Yorkshire) LLP.

Interest receivable and other income

151 The money earned from cash on deposit at the bank.

Interest payable and financing costs before
exceptional charges

(15,019)

The cost of borrowing to invest in improvements to
existing properties and to develop new homes.

Exceptional finance credit / (charge)

15,048 One off exceptional credit relating to the refinancing.

Surplus / (loss) before taxation

19,937 The income for the year less all costs to the business.

Taxation

(211)

The tax that has to be paid on some
commercial income.

(Loss) for the year

19,726

Unrealised gain on revaluation of
housing properties

An annual adjustment to the value of
69,783
housing properties.

Actuarial loss in respect of pension schemes
Total comprehensive income

Description

(14,251) An adjustment required by the pension fund.
75,258 The accounting loss for the year.

Tangible fixed assets - housing properties
Tangible fixed assets - other

847,163

An accounting value of housing properties at
the year end.

16,293

The value of other assets, including buildings,
vehicles and office equipment.

Intangible assets

5,696 Value of computer software

Investment properties

9,600 The value of shops and garages.

HomeBuy loans receivable

129 Money owed to us under long term loan agreements.

Investment in joint venture

5,213

Liquidity Reserve Fund

3,470

A 50% share of investment in Bridge Homes
(Yorkshire) LLP.

887,564
Current assets
The value of shared ownership properties
available to purchase.

Properties held for sale

5,694

Trade and other debtors

4,477 Money owed to us, including rent arrears.

Cash and cash equivalents

81,464 The money in the bank at year end.
91,635

Current liabilities
Creditors: Amounts falling due within one year

(24,223) Money owed by WDH to suppliers.

Loans: Amounts falling due within one year

(5,473) Money owed by WDH to Lenders.

Net current (liabilities) / assets

61,939 Current assets less creditors due within one year.

Total assets less current liabilities
Creditors: Amounts falling due after more
than one year

949,503
(476,903)

Housing loans and grants due to be recycled into new
build homes.

Provisions for liabilities
Pension liability

(102,492) A required accounting disclosure.

Total net assets

370,108 How much the company is worth.

Reserves
Income and expenditure reserve
A full report and financial statements for the year ended 31 March 2021 is available on our website, www.wdh.co.uk.
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84,457 The total of all trading results reported since transfer.

Revaluation reserve

285,651

The difference between the historical cost of housing
properties and their value in the accounts.

Total reserves

370,108

How much the company is worth (this balances
with the net assets above).
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Our customer performance
2019 / 2020
performance

2020 / 2021
performance

2020 / 2021
target

92.2%

92.2%

90%

Correspondence – responded to within seven days.

96%

99.9%

100%

Social media acknowledged within one day.

100%

100%

100%

Contacting us
Satisfaction with OneCALL.

Homesearch

2019 / 2020 performance

2020 / 2021 performance

92%

91%

92%

91%

Tenants very satisfied with the process of registering
with Homesearch.
Tenants very satisfied with the way their new property
was allocated through Homesearch.

Repairs
All emergency repairs will be responded to within
24 hours.

Rent and other charges
Tenants notified every year of annual charges.
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2019 / 2020
performance

2020 / 2021
performance

2020 / 2021
target

97%

97%

100%

2019 / 2020
performance

2020 / 2021
performance

2020 / 2021
target

100%

100%

100%

2019 / 2020
performance

2020 / 2021
performance

2020 / 2021
target

86%

88%

90%

2019 / 2020
performance

2020 / 2021
performance

2020 / 2021
target

15.27 days

15.5 days

20 days

2019 / 2020
performance

2020 / 2021
performance

2020 / 2021
target

Hold one leaseholder event each year.

Forum held 23
October 2019

Forum could
not be held due
to COVID-19
restrictions.
Feedback obtained
from Leaseholders
via alternative
methods.

One event each
year

Compliments and complaints

2019 / 2020
performance

2020 / 2021
performance

2020 / 2021
target

100%

97%

98%

ASB
Tenants satisfied with how their nuisance complaint
was dealt with.

Home improvements
We will confirm if you have been granted permission
to decorate / make improvements to your home within
20 working days.

Leaseholders

Percentage of complaints answered in target.
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WDH, Merefield House, Whistler Drive,
Castleford, WF10 5HX

onecall@wdh.co.uk

This document is also available
electronically at wdh.co.uk

wakefield-&-district-housing

This document is also available in
other formats on request.

www.facebook.com/wdhupdate

0345 8 507 507 - Text Relay calls welcome.
Calls to OneCALL may be recorded for training purposes.

@WDHupdate

Vision

to create confident communities

Mission

to inspire, transform and promote excellence

Values

to be creative, inclusive and work with integrity

The information in this publication was correct at the time of publishing and every attempt was made to ensure its accuracy.

Wakefield and District Housing Limited

However, it may contain certain statements, expectations, statistics, projections and other information that are or may be forwardlooking. By their nature, forward-looking statements involve risk and uncertainty because they relate to events and depend on
circumstances that may occur in the future.

A charitable Community Benefit Society registered under the Co‑operative
and Community Benefit Societies Act 2014. Register Number: 7530

They reflect WDH’s current view and no assurance can be given that they will prove to be correct.
November 2021

Annual Report 2021

Registered Office:
Merefield House
Whistler Drive
Castleford
WF10 5HX
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