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Welcome

Maggie Jones 
CEO

Welcome to Foundation’s Housing Report for 2015/16, we hope you find it 
easy to read and interesting. This report is all about being open and honest 

with customers about our progress in improving the housing service  
we provide.  As you will see in the pages which follow, we are very pleased 

to have improved in some areas, but there is still more we can do and  
we know that the single most important route to better services is the 

active involvement of customers.

We had the best response ever this year to our customer survey and we 
have been working with customers to test new ways of getting feedback, 
such as through regular text surveys. Across all our teams there are more 

opportunities for customers to get involved and give us the priceless 
benefit of their experience to change our work for the better. Thank you to 
all those customers who have given us such great advice this year; we look 

forward to building on this to involve even more of you in the future  
to make sure we provide the very best housing service possible.

Please let us know what you think of the report and of how we are doing  
 in supporting you. You are our most important critical friends  

and you know our work from the inside, so we really do want to hear  
your views and ideas.



Financial Data

Staff Costs
£7.5M

Rent
£4.5M

Office  
£1.4M

Contracts 
Income 
£7.2M

Property & 
Furnishings
£3.7M

Other Income
£0.7M

Value for Money (VFM) through 
business improvements

Income

Spending

We work with our suppliers to reduce our cost base and set annual targets 
across the organisation to reduce cost and increase efficiency. The following 
improvements and quantifiable savings have been achieved in 2015/16:

15.3% 88.7% £30k

Travel costs target 
of 10% saving 
exceeded at

Utility bills 
reduced to

New mobile phone 
contract delivering 
annualised savings of

of target

Value for Money

Inputs Outputs OutcomesCosts (£)

EfficiencyEconomy Effectiveness

Qualitive

Quantative

60%

11%

6%

58%

36%

29% 2015/16

2015/16

£12.6m

£12.6m



Property Data 

90.1%
Rent Collected 

2500

£463K

£800

repairs / maintenance 
jobs completed in 15/16 

– the % of rent 
owed that we have 
collected. We aim 
for this to be 95%.

– the % of time that 
properties are not let to a 
customer. We aim for this 
to be no more than 5%.

– the number of days between 
one customer moving out and 
another moving in. We like this 
to be 10 days or less.

spent on repairs

Average spend 
per property

Almost

9.4 Days
Average days to re-let 

6.2%
Voids

Repairs & maintenance Cleaning
11%

Routine Maintenance
45%

Locks and Keys 
7%

Decoration 
11% Property Clearance 

13%

Damage/losses  
8%

Health & Safety 
Equipment Maintenance  

5%



Customer Survey 

63% 96.2% 97% 95.3%

91%

86.3%

96.2%

96.1% 95.8%
of our customers 
responded to this 
years survey

Every year we ask all customers to complete a survey telling us what they think on a range of subjects - 
from their priorities and our staff to how they want to be involved and the properties they live in.

Accommodation 
81.6% 

Managing Money  
54.3% 

Health  
52.4% 

overall satisfaction 
as ‘Good’ or ‘Great’

rated reliability 
of staff as ‘Good’ 
or ‘Great’

rated responsiveness 
of staff as ‘Good’ or 
‘Great’

customers rated satisfaction with 
repairs as OK or better in the 2016 
customer survey

of customers rated satisfaction 
with rent levels as OK or better in 
2016 customer survey

customers rated satisfaction with 
standard of accommodation as 
OK or better in 2016 customer 
survey

rated approachability 
of staff as ‘Good’ or 
‘Great’

rated empathy 
of staff as ‘Good’ 
or ‘Great’

"I feel supported and 
that I can now have a 
future. I am happy now"
Redcar Customer

"Foundation has given me 
the chance to change my 
life with getting back on 
my feet and getting me 
on the road to having my 
own house again and my 
life on the up with the 
support given"
Kirklees Customer

"Love my new flat 
had loads of help 
from Foundation to 
get me moved"
Scarborough Customer

1st

3rd

2nd

Top 3 priorities Property



Co-production 

Maggie Jones defines what  
Co-Production is for Foundation: 

“Co-production is the process by which those receiving a service 
play an active and equal part in planning, changing and delivering 
the service. “Qualified by experience”, our customers have much to 
contribute in the development of our service delivery. Their skills 
complement those of trained staff and their experience brings a 
relevance and grounding to the organisation. Co-production is not a 
set of separate structures or meetings. It is a culture of respect and 
power sharing which underpins every relationship and activity, from 
the way people are welcomed to the strategic decisions made by 
the trustee board. Co-production with our customers will ensure 
Foundation remains one of the leaders in our sector.”

What is co-production and  
effective customer empowerment? 

Co-producing

Co-designing

Engaging

Consulting

Informing

Educating

Coercing S
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Co-production 

Customer Story  

Thomas, a Durham customer, has embraced co-production, 
working on numerous projects to support the development of 
the organisation. Having self-identified areas where he felt his 
skills could be of benefit, Thomas worked on a course overview 
and learning plans for a community learning project. He has 
also provided distance support for the Foundation volunteering 
handbook and induction process. Here is his experience in his 
own words:

  Simply put, co-production is cooperatively working together 
alongside staff. It involves the customer being part of something 
and makes things, such as group sessions, personal. It allows for 
inclusion into what Foundation is providing. The benefits of co-
production for me are that it has allowed me to in many ways 
feel useful again and given me a chance to stretch my brain. It 
also gave me a reason to get out of the house as I do have mild 
agoraphobia. Terms such as ‘sense of purpose’ and a ‘sense of 
achievement’ would also be apt descriptions. 

Through co-production I’ve been given the opportunity to 
work alongside staff members in a volunteer role for Durham 
customers. I am currently going through the induction process 
and working towards a small library and reviewing some of the 
educational resources.



Feedback

76

118

120100%

99%

82%

62%

complaints received 
in the year

ASB reports were 
received in the year

Compliments were received in the year 
regarding the service received or the support 
received from specific members of staff

were acknowledged 
within 48 hours 

were acknowledged 
within 48 hours

Average rating of 3.5 out of 5 for 
condition of property at move in

Average rating of 4 out of 5 for 
satisfaction with service received

received a full response 
within 15 working days

of ASB reports were about 
noise / nuisance behaviour 

Monthly Text Surveys

Complaints

Anti-Social Behaviour (ASB)

"A definite 5. Everyone I spoke 
to was extremely helpful. I 
cannot thank you all enough."

We like to provide customers with lots of opportunities to provide feedback on the services we provide. There are a variety of 
ways they can do this – making a complaint, giving us a compliment, reporting ASB or responding to text or other surveys.

Every month we send customers moving into our properties or leaving our services a text asking them to rate their experience.



Social Inclusion

36.8%

12.4%

3.2%

10.1%

15.8%

5%

18.5%

10.6%

23.3%

more registered 
with a dentist

All figures are based on % saying yes when they 
come to us and % saying yes when they leave

more have a 
bank account

more access to 
local library

more registered 
with a doctor

more have access 
to a computer

more in 
employment

more registered 
to vote

more involved 
in a local club / 
activity

more involved in 
informal learning

Improving and promoting our customers’ social inclusion is one of our core values. We ask customers to measure themselves against 12 
indicators of social inclusion at the start of support and again when they leave support. We aim for positive improvements in all areas.



Contact Us

Barnsley
Unit 18, Mount Osborne 
Business Centre, 
Oakwell View, 
Barnsley S71 1HH
Tel 01226 779321

Bradford
Ground Floor, 
Broadacre House 
Annexe, George Street, 
Bradford BD1 5AA
Tel 01274 303550
 

Calderdale
21 Bull Green,
Halifax HX1 2RZ
Tel 01422 386910
 

Central Office
Tennant Hall, 
Blenheim Grove,  
Leeds LS2 9ET

Tel 01133 030150

Email 
central@foundationuk.org 

Craven
The Carriage Works,  
3-5 Cross Street, 
Skipton BD23 2AH
Tel 01756 701195

Darlington
Hallmark House, 
1a Chancery Lane, 
Darlington DL1 5QP
Tel 01325 289410

117 East Mount Road, 
Darlington DL1 1LE
Tel 01325 351579
 

Doncaster
Unit 5 First Floor, 
Portland Place, Trafford Way, 
Doncaster DN1 3DF
Tel 01302 323159

Durham
76 North Road, 
Durham DH1 5SQ
Tel 01913 862303
 

Harrogate
12 Haywra Street, 
Harrogate HG1 5BJ
Tel 01423 500905

Kirklees
1A Lord Street, 
Huddersfield HD1 1QA
Tel 01484 550686
 

Leeds
Tennant Hall, Blenheim Grove, 
Leeds LS2 9ET
Tel 01133 030220

Redcar
PO Box 226, 
Redcar TS10 9BB
Tel 03004 562214
 

Richmondshire 
The Galleries, Ryders Wynd, 
Richmond DL10 4JU
Tel 01748 850756
 

Ryedale
Next Steps Community Cafe,  
Church Street, 
Norton YO17 9HP
Tel 01653 472296
 

Scarborough
22 Victoria Road,  
Scarborough YO11 1SD
Tel 01723 361100

Selby
Cygnet House,  
3 Church Lane, 
Selby YO8 4PQ
Tel 01757 210415

Springboard
Moor Lane Youth Centre, 
Wains Road, Acomb, 
York YO24 2TX
 

Tameside
Staff office,
Rear of flat 3 Ambleside, 
Stalybridge SK15 1EB
Tel 01613 047187
 

Wakefield
The Loft, Trinity House,  
Trinity Church Gate,  
Union Square, 
Wakefield WF1 1TX
Tel 01924 247247
 

York
Room D005,  
Ground Floor D Block, 
Hudson House, Toft Greet, 
York YO1 6JT
Tel 01904 557490




