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LET

We manage 
 
 
 
 
homes in Speke and Garston,  
including 2 independent  
living schemes in Woolton

This year, we let 
 
 
 
 
including 23 new  
builds

Our Group turnover is 
 
 
 
 
this is the total income of all SLH 
companies

of tenants are happy  
with the services they 
receive from us

3729 291 £20m90%homes

£

All about us…

What’s included  
in this report

How we compare  
to others
We compare ourselves to other 
local housing providers to give us a 
sense check of how we are doing. 
You can see how we compare to 
these organisations when you see 
the symbols on the right.

This report gives you the key 
numbers from 2016/17 ranging 
from how we have performed  
to an update on some of the 
services we have delivered to you.

We are performing better than other local housing providers

We are performing the same as other local housing providers

We are not performing as well as other local housing providers
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Our corporate objectives

Thank you
Thank you to the Tenant Editorial Panel who have 
worked closely with SLH on the report to make 
sure it’s is interesting, eye-catching and easy to 
read.  Thanks also to the Tenant Scrutiny Panel 
who helped to decide on the information to 
include in the report.

Any questions?
If you have any questions about any of the 
information contained in this report, please  
get in touch. We’d love to hear from you.

Every 
customer 
happy

Every 
person 
positive

Every 
penny
counts

Every 
opportunity
taken

Every 
place
perfect

Customers who are 
engaged, responsible, 
empowered and 
delighted with the 
services we provide

Colleagues who are 
engaged, empowered  
and deliver excellent 
customer services

Continue to be 
financially strong,  
well run and viable 
social business

Thriving places where 
people choose to live 
and stay

Being the partner  
of choice
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Every customer happy
New tenants Getting  

in touch 
Repairs Independent 

Living 
Tenancy  
support

Customer 
feedback97%  

satisfaction with 
repairs service

98% find it easy  
to report repairs
 

95% satisfied  
that the repair job 
was done right

57,628 contacts 
were dealt with 
through our contact 
centre. This includes 
phone calls, visits to 
the office and online.
 

182 average calls 
received per day. The 
majority of these are 
about repairs
 

1098 followers on 
Facebook. This is an 
increase of 40% 
since last year 
 

5552 followers on 
our @slh_homes and 
@slh_group twitter 
accounts

118 tenants live in 
our two Independent 
Living apartments 
with 10 new tenants 
moving in last year

54 complaints 
received. This is a 
decrease of 27% 
since last year.  
We welcome  
complaints and  
use your feedback  
to improve services 
to you 

88%  
satisfied with how 
their complaint 
was handled
 

70 compliments 
received. We love it 
when you tell us 
we’re doing well too 
as it lets us know we 
are on the right lines

We have a tenancy 
support service to 
help tenants who  
are have difficulty 
managing their home
 

228 tenants 
currently access  
the tenancy  
support service

100% satisfaction 
with the tenancy 
support service

48 tenants have 
now left the  
service and live 
independently in 
their own home

88% of new  
tenants are satisfied 
with the quality of 
their home

99% of new 
tenants are likely  
are to recommend 
SLH to family  
and friends
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£

additional income 
secured for tenants 
through our Affordable 
Living Service and 
Benefits Advice Service

£1.6m
visits made by 
the Affordable 
Living Team

740
estimated customers 
savings through solar 
PV panels

£121k
visits made by 
the Benefits 
Advice Team

567 Taking tenants views into 
account

Last year we reviewed our 
approach to tenant engagement 
with our Tenant Scrutiny Panel. 
Our new approach means that 
tenants can engage with us in a 
way that suits their lifestyle, 
taking into account the increasing 
popularity of digital platforms.

It is really important to have 
tenants involved in our 
decision-making processes so 
that they have the opportunity to 
have their say on what we do and 
how we do it. This helps us improve 
our services that we deliver in our 
homes and neighbourhoods.

WAYS TO HAVE 
YOUR SAY

Saving tenants money
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Helping tenants make the most of their money
2016/17 HIGHLIGHT

In September 2016 we opened The Market 
Place, a community shop selling fresh food 
and essential household goods at a fair 
price for tenants who are on a low income. 
In just the last 12 months, there has been 
over 1000 visits to The Market Place where 
tenants can get a £15 shop for just £2.50. 

Jean Halpin, an SLH tenant and volunteer 
at The Market Place said, “This shop is  
a great facility for the local community. 
Tenants who are really struggling to  
make ends meet are able to buy the 
essential things they need, such as  
potatoes, bread, nappies, tinned food -  
all at prices they can afford.”

The shop uses local suppliers as much  
as possible. Fareshare Merseyside,  
which operates from Speke, is just one  
organisation supplying goods to The 
Market Place.

The Market Place has helped tenants  
save over £13,000 on their food bills  
since it opened.

Plans for 2017/18

• We will continue to improve  
 our digital services to our  
 customers. This includes  
 offering webchat on our  
 website and introducing  
 mySLH, a relaunched  
 customer login area that  
 gives tenants instant online  
 access to information about  
 their tenancy. 
• Launch ‘Own our world’  
 campaign to encourage  
 more interaction between  
 SLH and customers in  
 identifying problems  
 and solutions 
• Look at ways to ensure we  
 are more visible in Garston,  
 including expanding the  
 services we offer so that  
 they are more accessible to  
 Garston tenants.
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Every place perfect
Lettings New Think South Liverpool 

website launched
Earlier this year, we launched a revamped 
Think South Liverpool website which promotes 
South Liverpool as a great place to live, work, 
play and do business. 

The new thinksouthliverpool.co.uk website  
is taking the campaign to the next level, 
helping to promote local businesses,  
events and lifestyle opportunities as well as  
promoting SLH’s homes in Speke and Garston. 
 
At the heart of the website is a  
comprehensive What’s On calendar offering 
free event listings to South Liverpool event 
organisers. The site also boasts a business 
directory offering free listings to South  
Liverpool companies and organisations,  
as well as information on enterprise and 
training opportunities in the local area. 

In the first month of launch an unprecedented 
number of new housing applications, 130, 
were received in comparison to 70 for the 
same month last year. 

HOMES

LIFESTYLE ENTERPRISE

THINGS  
TO DO

13 days
Is the average time it takes us  
to re-let empty homes

1186 people have applied for a home  
with us and 1458 people are on our 
waiting list

83 people attended our First Time 
Tenancy Workshops. These workshops 
are designed for people who are 
renting a home from a social landlord 
for the first time 

9 have swapped homes 
with another tenant
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Repairs Keeping you safe Your neighbourhood

84% of you are satisfied with your  
neighbourhood as a place to live

90 tenants accessed our  
supported gardening service. This  
is an increase of 13% since last year 

23 two-bedroom homes built  
in Garston for affordable rent

393 new anti-social behaviour  
cases reported
 

93% anti-social behaviour  
cases successfully resolved

86% satisfied with anti-social  
behaviour case handling
 

86% satisfaction with anti-social  
behaviour case outcome

94% think that we are always  
helpful when we are dealing with  
their anti-social behaviour case

£6.8m spent on improving your homes. 
This includes day-to-day repairs, planned 
improvements and cyclical works
 

99.6% responsive repairs  
completed in target
 

100% repairs  
appointments kept
 

14,199 responsive repairs carried out
 

An average of 3.8 repairs per home 
 

100% homes with annual  
gas safety check complete
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In 2016/17 work  has started on a  
multi-million pound development in  
Speke which will see 28 two-bedroom 
homes being built. The homes will be 
available for affordable rent and includes 
four bungalows – all of which will have 
wheelchair access, addressing a local  
need for much-needed specialist  
accommodation. Two retail units, a 
post-office and an off-licence, are  
also included in the development  
and opened early 2017. 
 
School children from St. Christopher’s 
primary school, Speke, commemorated 
work starting on new homes by burying  
a time capsule in the grounds of the 
development.

Julie Fadden, CEO of SLH said, “The  
Crescent has long been a focal point  
for local people and this new development 
is breathing new life into the area. The  
new development will address local  
housing need by bringing much needed, 
affordable, high quality homes to the  
local community.”

Work starts on the regeneration of The Crescent Plans for 2017/18

• Deliver 223 homes over the 
 next five years. This includes 
 homes for shared ownership 
 and rent-to-buy, helping 
 local people get their foot  
 on the property ladder

• Working with Tenant Scrutiny 
 Panel, review our estate 
 inspection programme  
 ‘Walkabout Wednesday’  
 to ensure it continues to  
 be an effective engagement  
 tool and responds effectively 
 to neighbourhood challenges

• Work with partners, including  
 Merseyside Police, to deliver  
 a community garden project,  
 transforming a neglected  
 piece of land in Speke into a  
 vibrant garden that the  
 whole community can enjoy

2016/17 HIGHLIGHT
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Every opportunity taken
Plans for 2017/18

• Deliver year one of a  
 shared services contract  
 with another Liverpool  
 housing provider

• Continue to run The  
 Volunteer Academy, working 
 in partnership with Liverpool  
 John Lennon Airport to give  
 graduates the opportunity  
 to take up volunteering roles  
 at the airport

• Complete and launch the  
 revised Every Opportunity  
 Taken strategy

Customers supported  
through Reach

543
external income 
generated

£601k
contract secured for two  
years to maintain the  
car park areas of Liverpool  
John Lennon Airport

£45k

local residents  
completed a  
six-week training  
programme, The  
Volunteer Academy,  
to give them the skills  
to apply for  
volunteering roles

12
local residents took 
part in a beekeeping 
course delivered in 
partnership with SLH, 
Blackburne House 
and Liverpool John 
Lennon Airport

26
contracts secured to  
deliver back-office services 
to other organisations

3
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She was first introduced to Reach when 
she called into South Liverpool Homes 
and mentioned to Diane, one of South 
Liverpool Homes’ customer team, that she 
was looking for a job. Diane told her all 
about Reach and introduced her to  
Danielle from The Big Help Project where 
she has received support to find work. 

Louise said that in the short time that she 
had been visiting Reach, she had received 
more support than she had in years from 
other employment courses. Louise said, 

“Danielle has helped me with so much 
during my time spent with her, including 
creating a CV, searching and applying for 
jobs, plus help with interview techniques. I 
feel really relaxed when I visit Reach and 
feel I can talk easily and tell Danielle 
anything.” 

Louise recently had an interview for  
a job and is feeling really positive  
about her future.

SLH launched Reach, an employability 
hub, in September 2016 to help local 
people access job opportunities in the 
area. It links local employers and providers 
with South Liverpool residents who need 
support to help bring them closer to the 
job market. The project, delivered from 
the local library, is open five days a week 
and affords the opportunity for local 
people to gain significant skills, advice and 
experience to assist them in their pursuit 
of employment.
 
543 customers have been supported 
through Reach. Over 50 local people have 
been helped back into employment and 
we’ve also supported 313 people in their 
job search through help with CV’s, 
interview techniques and application 
forms.
 
Big help for Louise
Louise had been out of work since 2011 
and was nervous about the prospect of 
finding work again. 

Helping Speke and Garston residents Reach their potential
2016/17 HIGHLIGHT
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Every penny counts
One of the biggest challenges we face is how we increase value, maximise our income and reduce our costs. We want to make 
sure that we are responsible with our spending and use of resources so that we spend money delivering the right services whilst 
also making sure we take a firm but fair approach to collecting money that is owed to us.

total money owed by 
current and former 
arrears. This includes 
gas charges, chargeable 
repairs and court costs

reduction in total arrears 
compared to last year

£713k £85k
of you think your rent is 
value for money

90%
efficiency savings  
across the group

£368k
surplus enabling us to 
invest in the services we 
deliver to our customers

28%
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Income and expenditure

Planned works

Staff costs

Depreciation of homes

Interest and other costs

Routine repairs

Works to empty homes

Overheads (running costs)

Regeneration of homes

27p

22p

18p

13p

7p

6p

5p

2p

Every £ of your rent is spent on:

General needs rent

Grants, asset sales  
and interest

General needs service charges

10p

84p

4p

Supported housing rent

Supported housing service charges0.36p

2p

Every £ we receive is from:
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In May 2016 we launched a Benefits 
Advice Service for tenants who need  
extra support with their benefits. 

The team recently helped Sue from  
Garston with her Personal Independence 
Payment (PIP) claim. Sue said,  
 
“The form for PIP is very long and I felt  
completely overwhelmed by it. Kris from 
SLH’s Benefits Advice Service made it so 
much easier for me and explained 
everything. She was really helpful and 
nothing was too much trouble for her.  
I wouldn’t have been able to do it on  
my own so I would definitely recommend 
the Benefits Advice Service to others  
who are worried about their benefits.”

The service has secured over £1.5m  
additional income for tenants  
since its launch.

Tenants benefit from new service
2016/17 HIGHLIGHT

Plans for 2017/18

• Complete a review of the  
 current group structure to  
 ensure it is fit for the future  
 and meets our aspirations  
 around growth

• Ensure efficient, effective  
 and lean processes are in  
 place across the business

• Ensure effective  
 succession planning is in  
 place for Board Membership
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We employ 103 
people across  
the group

We were named the 
best not-for-profit 
company to work 
for in the UK by The 
Sunday Times for the 
fourth year running. 
This was based on  
a survey completed 
by all colleagues

We lost an average 
of 6 days through 
sickness

18% of SLH 
colleagues live in 
Speke and Garston. 
All of our jobs are 
advertised on our 
website and social 
media pages

10 apprentices 
employed  
across  
the Group,  
plus 5 work  
experience places

13 colleagues 
have taken part 
in an Accelerate 
Programme that 
enables them 
to contribute 
to the strategic 
development  
of SLH

I
SPEKE & 
GARSTON

I
SPEKE & 
GARSTON

Every person positive 
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SLH took the number one spot in the  
‘Sunday Times 100 Best Not-For-Profit 
Company to Work For’ list for the fourth 
consecutive year. This is after colleagues 
took part in an independent, national 
survey which measures employee  
engagement. 

SLH Chief Executive, Julie Fadden,  is  
delighted with the result, “Our ethos at  
SLH is to make sure that every colleague 
feels motivated, empowered and  
energised so that our tenants receive  
the best possible service from us. This  
has shone through in the survey and we  
are over the moon that we have achieved 
the number one spot again.”
 
One of the areas where SLH particularly 
stood out was the approach to wellbeing, 
with 87% of colleagues saying that they 
are positive about their health and work  
life balance.  76% of colleagues also 
recognise that there are opportunities to 
learn and grow across the organisation.

SLH top the Sunday Times Best Compaines list for the fourth time
2016/17 HIGHLIGHT

Plans for 2017/18

• Continue to take part in  
 the Best Companies survey  
 to ensure colleagues are 
 happy and motivated

• Review our approach to  
 colleague learning and 
 development to ensure it 
 continues to complement 
 the aims and aspiration  
 of our corporate plan, 
 Our Journey to 2022

• Refine our approach to  
 apprenticeships ensuring  
 alignment with our  
 development programme 
 and procurement of our  
 joint venture partnership
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Want to know more?
Get in touch on 0330 303 3000  
or email info@slhgroup.co.uk
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