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Welcome

Trinity Housing Association (THA) provides homes for life and the housing 
and support needed to promote everyday independence for our 

vulnerable tenants.

Our supported housing is specifically designed to meet the needs of our 
tenants and we work with our partners to deliver services that enable 

independent living.

This is our fourth annual report to tenants which shows how we are doing 
in delivering our housing services. It is based on our financial accounts to 

June 2021 and our performance to December 2021.



Introduction from the Chairman

2021 has been another challenging year as we recover from the Covid pandemic and lockdowns which
interrupted our services previously. Thank you to all the staff of THA and our partner care providers who

have worked tirelessly to support our tenants throughout the year.

Despite the challenges we have seen some real progress and successes this year. Our rent
arrears have reduced significantly with staff and colleagues working hard to bring in the

money owed to us, mainly by local authority housing benefit teams.

We have made some important energy efficiency changes to some of our homes
this year, installing solar panels on some buildings and installing loft, wall and

roof insulation to some of our more expensive to heat homes, This will be a
real benefit to our tenants this winter as the fuel bill crisis hits hardest.

Most importantly we have been able to bring back face to face contact with
our tenants and our housing officers have been visiting people in their own
homes regularly this year. I hope you will enjoy reading some of the stories

of our engagement with tenants in 2021.

Thank you to all the THA teams and our progress and achievements in the
last year has given me faith in Trinity Housing Association’s success in

achieving its mission “For every individual who wants to live more
independently, to regard Trinity Housing Association as their first choice

provider of housing, care or support services.”

Anthony Arcari, Chair Trinity Housing Association



Our Homes
THA manages specialist supported housing to meet the needs of vulnerable people

within the community. We also provide some short term supported housing in Birmingham 
(supported exempt accommodation), although we have taken the deliberate decision to reduce 

the number of those properties that we manage this year.

Number of Homes Managed by THA 2020 2021

Specialist Supported Housing 552 531

Supported Exempt Housing 328 182

Total 880 713



Lettings
In 2021 we let 49 homes to new tenants, compared to 58 in 2020. We 

support individuals with a wide range of needs such as learning 
disabilities, autism, mental health needs and acquired brain injuries, so 

this means that 49 people now have a home with the support they need.

At the end of 2021 we had 77 empty rooms in our specialist supported 
housing schemes. This is much better than the 104 empty rooms we had 

in 2020.



Rent due June 2020 – June 2021: £8.6m

Bad debts June 2021: £104,966 compared to £510,000 in 2020

Rents

Year Rent Arrears

2020 £2,438,350

2021 £1,364,037

We have reduced the amount of rent owed to us by £1,074,313 this year –

halving the amount of debt. Most of this money was owed to us by local 

authority housing benefit departments and we have worked hard this year to 

ensure they have all the information they need to pay us on behalf of our 

tenants. This is a major success story this year.



Reflection on 2021 from
Gaynor Darby, Head of Housing

I have been at Trinity for just over a year, it has proved to be a positive and exciting time and has

flown by! We have improved our performance across the board, had positive engagement with our care

providers and stakeholders, we have seen a reduction in the number of empty properties, more new

tenants moving in and we have had a significant decrease in rent arrears and the number of our tenants who are 

eligible for housing benefit now being in full payment. One of the areas I am

most pleased about is that our contact and visits with our tenants (or their

representatives) and the schemes have increased considerably. As Covid 19

restrictions were lifted our Housing Officers and the wider team were able

to visit again and we are now visiting and are ‘out and about’ regularly. We

have sent out Newsletters and a Tenant Survey , if you have not already

seen these ask your Housing Officer who can send you copies – but

please complete and return if you can. We are always keen to hear

about what is important to you and how you think we can improve our

service so please get in touch or let me or your Housing Officer know.

My main priorities for the next year are to continue to improve and

to build on the work we have already started – seeing, engaging and

involving our tenants. If you want to be part of this please contact me.



Where Your Money Goes
For every £1 of the rent we receive, this is the breakdown of how we spend it:

Lease Rents to 

Landlords

73.5p

Management

10p

Property Costs

8p

Major and Planned Repairs

3p

Routine Repairs

2.5p

Bad Debts

1p

Depreciation

1p

Other Costs

1p



Maintaining Your Home
We work with national and local contractors who understand our needs and the 

needs of our tenants, to maintain and repair the homes we manage.

In 2021 we spent £603,996 on repairs compared to £410,151 in 2020

We carried out a total of 2,063 repairs compared to 1,453 in 2020

The average cost of repairs per property is £1,137 compared to £743 in 2020



Breakdown of Repairs Jobs

Repairs 2020 2021

Total Number of Repairs 1,453 2,063

Completed On Time 98% 96%

Number of Emergency Jobs
(0-3 Days)

537 436

Completed On Time 87% 95%

Number of Urgent Jobs
(4-7 Days)

387 458

Completed On Time 93% 95%

Number of Routine Jobs
(8-10 Days)

529 972

Completed On Time 97% 97%

Jobs That Require Quotes From Contractors (14 
Days)

Included 
above

197

Completed On Time 90%



Planned Maintenance

In 2021, 3 of our properties were fully refurbished including properties in Whitley Street Reading and 
Trinity Mews Leicestershire (below left and centre)

As most of our properties have been recently refurbished, we don’t need to do much planned 
maintenance, but in 2021 we

• decorated properties in Leicestershire and Northampton

• replaced 2 kitchens in Longley Hall, Sheffield 

• installed solar panels to properties in Lutterworth House (below right) and Wells 
House in Leicestershire and Dark Lane in Nuneaton



Reflections from
Our Repairs Team

It has been a challenging year for the repairs team. The construction industry is still recovering from

Covid, and it has been difficult to get materials due to the worldwide demand and the new Brexit

restrictions. Unfortunately, some of our contractors have left the market, so we have worked hard to find

new contractors and supplies of materials to complete repairs within our timescales.

We have always made sure that the care providers and tenants know what is happening to

the repair and that we are doing our best to manage a difficult situation. Emergency

repairs have always to be prioritised and if a job couldn’t be completed because of

a shortage of materials, we have made sure the situation is safe and provided

temporary equipment, such as temporary heaters, until the job could be

completed.

One of our repairs team members left during the year and we are grateful

for the support of other teams within THA who have helped us to keep on

top of repairs requests throughout the year. Thanks to all colleagues in the

team who put in the extra effort and time to help and came up with

imaginative new ways to solve the problems we faced.

“We are one team with one vision, customer satisfaction is key

despite of what comes THA way!”

- Emma, a repairs team member



Health and Safety
The safety of our residents is our top priority. This is why we carry out safety checks in 

your home to ensure appliances meet the required safety standards. 100% of 
properties have a valid gas certificate. 

We carry out a range of servicing, testing, inspections and assessments, to keep you 
safe including electrical testing, water hygiene, passenger lifts, asbestos, fire 

equipment and portable appliance testing.

Discipline 2020 2021

Gas Safety Certificates 100% 100%

Emergency Lighting 100% 100%

Fire Risk Assessments 100% 100%

Fire Alarm 100% 100%

Electrical Certificates 100% 100%

Asbestos 100% 100%

Legionella 100% 100%

EPC 100% 100%



Energy Efficiency Work
Trinity Housing Association have recently managed to obtain considerable funding for our homes under 

the Government’s Energy Company Obligation (ECO) scheme. This work aims to increase the energy 
efficiency of our properties, and as such ensure that we are providing warm and sustainable homes for 

our residents. Trinity Housing Association are working in conjunction with EON and South Coast 
Installation Services to complete this work including

• Internal wall insulation 
• Loft Insulation 
• Roof Insulation 
• External Cavity Insulation 

After the work one of the tenants at Trinity Mews expressed their delight and happiness and said “the 
workmen were really nice, and the work that has been done has meant that I don’t really use my heating 

so much anymore”



Sometimes things don’t always go to plan.

We aim to resolve complaints in 14 days or less, but sometimes more time is 

needed to investigate some complaints.

Complaints and Compliments

Complaints and Compliments 2020 2021

Number of Complaints 10 2

Number Resolved On Time 89% 100%

Number of Compliments 33 26

No complaints were escalated to the Ombudsman

Thank you to all tenants, family members,

care providers and contractors who took the

time to compliment our services.



Trinity Employees
We have 21 staff members at THA, providing services for our tenants and back 

office support.

Trinity 2020 2021

Number of Employees 20 21

Number of Staff Training Days 37 21

Number of Staff Sick Days 29.5 38

Leavers 0 2



Equality, Diversity and Inclusion
In 2021 we adopted our new Equality, Diversity and Inclusion policy:

Trinity Housing Association is committed to promoting equal opportunities. We value diversity and 
recognise the benefits of employing a diverse workforce in relation to our customer service and 

growth as an organisation.  Through our work in providing housing services, and as an employer, we 
will help ensure fair treatment for all tenants and those who support them, regardless of race, 

ethnic origin or nationality; gender; disability, whether mental or physical; religion; marital or family 
status; sexuality or sexual orientation; HIV status; age or physical appearance.  We recognise that 
because some groups or people experience prejudice and discrimination, to make opportunities 

really available, we have to make an extra effort.  We will strive to ensure that no-one receives less 
favourable treatment or is disadvantaged.



Good News:
Electric Charging Points

Housing Officers Gladson Morrison and Lorraine Beesley are currently working with two 
tenants and their families, who are doing their part to save the planet by being our first 

tenants to get electric cars.

They have been liaising with the tenants at Beggars Roost in Stroud Gloucestershire and Avon 
Bungalow in Evesham Worcestershire and their families and also our funders to make sure we 

can provide the information needed and an electrical charging point installed.

Due to the impact that Covid 19 has had on new car manufacturing they are still awaiting the 
arrival of the cars but we know that these will have a positive impact on the tenants’ lives.



Good News:
Support with hoarding disorder

Mr K is one of our long standing residents in Sandwell. Unfortunately he hoards items, 
mainly newspapers, and as a result the property becomes very cluttered and poses a fire 

risk. Colleen Wheeler, his housing officer has worked with him to assess and deal with 
this issue. This was a big thing for Mr K but he understood the reasons behind our 

actions. The result was that he consented to the property being cleared out. This is an 
on-going situation however, and is being closely monitored to ensure it is being kept on 
top of. Mr K is aware of the implications and the risks involved and so we are working 

together to find an appropriate solution with health and safety in mind. 



Good News:
Decking

Gladson Morrison Housing Officer talks about helping one of his tenants
in Stroud to access his garden:

I was contacted by the care provider who support the tenant day to day about the possibility 
of having a raised decking at the property to enable better access to the garden which would 

help him use the outside space more.

I worked with the care provider in regards to the plans and our funder to gain permission so 
the work could be carried out.

The decking is now in place and suits the tenant and supports his needs and this has increased 
his quality of life for things that are important to him. 

Before After



`

Dealing with
Anti-Social Behaviour

Lorraine Beesley one of our Housing Officers talks about anti-social behaviour (ASB):

We all hope that when a tenant moves into one of our properties it quickly becomes their home,
and they settle in well and are happy. Sometimes however, this is not the case and we do have to
work with the tenant and our care providers to support and hopefully stop any issues.

I recently had a tenant move into one of our properties . Since the move there have been
incidents of ASB and damage to the property. The tenant found it really difficult to settle
and my job was to try to find out why this was and how best to support and resolve this.
I have had several meetings with the social worker and the care provider to try and
understand the tenant’s behaviour and any triggers. I have worked closely with the
tenant to not only support but also in an attempt to explain that some behaviour and
actions are not acceptable and ultimately if it does not change the tenancy is at risk.
So far, we have avoided any legal action and we are hoping that with the right support

they will feel more settled and happier in their home.

To sum up, a tenancy agreement is set out when you move in to explain what is
expected from a tenant. If there is any ASB , there is a process we follow to stop ASB,

help support you in your tenancy and prevent homelessness, however we do have to take legal
action if the ASB does not improve. 

If you have an issue with your tenancy or are experiencing ASB please speak to your
Housing Officer who can help.



Good News:
Furniture for Difficult-to-Let Homes

One of our schemes in Ilfracombe in Devon was proving difficult to 
let. The local authority suggested that furnishing the flats would 

make them look more attractive, so our repairs manager Jeanette 
McNeill and housing officer Balwinder Phagura got to work building 

flat pack furniture.

It worked and the scheme is now fully let.



Good News:
Sign Language Training

Our housing officer Lorraine Beesley is qualified in British Sign language and worked 
with a tenant to deliver a BSL training course for tenants at a scheme in Evesham. 

The tenants and care provider staff learned how to sign their own names and some 
of the alphabet and were delighted to get a certificate to show their achievements



Contacting Us

info@trinityhousing.org.uk

0333 344 3244

If you want to call us for anything we 
are available from 9.00am to 5.00pm 

Monday to Friday 
Outside of these hours we are open for 

emergency calls: 
0333 344 3244

Your housing officer visits each of our housing 
schemes regularly. So please say hello when 
you see them and let us know anything you 
need to tell us. You will also see a regular 

newsletter from your housing officer, keeping 
you up to date with everything that is 

happening. The newsletter will tell you the 
name and direct contact number of your 

housing officer, so please use that to get in 
touch.

Written communication including 
letters, leaflets and booklets in a 

format important to you still form 
an important part of the way in 

which we communicate. Our 
address is Jensen House, 

Shaftesbury St, West Bromwich B70 
9QD

Email is a popular, quick and efficient 
way of communicating. You can contact 

us be email and if you are happy to 
receive information by email, please 
update us with your email address by 

sending the details to 
info@trinityhousing.org.uk

Our website www.trinityhousing.org.uk is 
a useful source of information. We are 
constantly working on our website to 

improve content and welcome your ideas 
and feedback in order to do so.

mailto:info@trinityhousing.org.uk
http://www.trinityhousing.org.uk/

