
Annual Report 2021|22

our finance

target
21|22   
£76.8M 

actual 
21|22 
£77.8M

last year
£76.1M 

turnover

surplus after tax
target 21|22

£6.7M 

actual 21|22
£7.7M

last year
£4.6M

operating surplus
The amount of money after 
operating costs are deducted 

operating margin
The surplus
generated as a
percentage of
turnover

target 21|22  
£16.2M

actual 21|22
£16.9M

last year 
£17.7M
 

helping our customers into homes

Build 

143 
brand new 
homes 

Process 

6K 
Help to Buy 
applications 

Let

826
homes 

LET

what our customers said
69.4% 

were satisfied 
with their home
[our target was 91%]  

LAST YEAR74.4% 75.9% 

feel that we 
do what we 
say we will

77.9% 

were satisfied 
with Plus Dane 
overall 

our repairs service  

we completed

35,172 

repairs in total 

we spent 

£3.48M 
on repairs 
in total 

85.3% 
were satisfied 
with our repairs 
service
[our target was 91%]  
 

keeping you safe  

25.4% of 
complainants 
were satisfied 
with the outcome 
of their complaint 
 

we completed

330 
Fire Risk 
Assessments 
 

we serviced 

58 
fire 
extinguishers

we completed 

99.94%
of gas safety 
checks 

we serviced 

181 
fire 
alarms

your feedback
we received

613 
complaints 

 

we received

183
compliments

 

we responded to 

88.2% of 
complaints within our 
stated timescales

71% 
of complaints 
were upheld

here when you need us
 

we responded 
to over 

152K
customer contacts

we completed

9,191
emergency repairs 

 
we processed 

1,282 
referrals 
to our 
welfare team
with a financial 
outcome of 

£1.73M
for our customers 

anti social behaviour
 

we have 
assisted with 

63 
domestic 
abuse cases
 

we managed 

260 
separate 
ASB cases 

5 individuals 
were served 
with injunctions

11 cases 
were referred 
for mediation 

supporting our communities 
our winter 
campaign helped 

over 800 customers 
to manage another 
tough winter

287
households 
turned to our 
emergency 
fund for 
support 

our holiday hunger 
projects supported 

249 children 
from 89
families 

we delivered 
food parcels to 

239
homes 

helping people back into work 

we supported 

104 
customers into 
work & training 

we led the 
Kickstart Forum
to create over 

150
placements 
across 
Cheshire East 

we created 

10 Kickstart 
placement 
opportunities 
at Plus Dane 

working with our contractors 

we raised over £20.6K from 
our contractors, suppliers 
& grants to put to our winter campaign 

we achieved over 

£40K
in social value 
through our 
contractors & 
suppliers 

on average it took us

26.6 days
to complete a routine repair from 
the time it was reported to us 
[our pre-pandemic target was 14 days, 
currently it is within 28 days]  

LAST YEAR19days

we supported

1,458 
customers with their 
benefit claims 

lending a hand to our partners 
we contributed 

£3K to 
Citizens Advice 
Halton to help 
their fundraising 
for a new 
community 
premises in 
Shopping City 
which is now 
serving our 
customers

we invested over

£3K in 
social value on 
community 
projects plus

£3K to 
community 
projects to 
enable partners 
to leverage funds 
of more than 

£253K

we provided 
New Beginnings 
CIC with free 
accommodation 
to enable them 
to continue 
delivering their 
food bank, 
saving them 

£5K  
in venue hire 

we invested 

over £25K 
in providing 
free repairs to 
partners’ 

0.77% 
of repairs 
resulted in a 
complaint 

97.6% 

were satisfied 
with their new 
build home

we were able 
to support 

41
refugees
with our refugee 
resettlement service

our floating support team 
have worked with 

396 
customers across 
Cheshire & Merseyside, 
who were in need of 
more in-depth assistance 

 

target 21|22 
20.7%

actual 21|22
19.6%

last year
22.2%

LAST YEAR
87

LAST YEAR
50%

LAST YEAR
154

89.7%
ASB cases 
response 
rate vs target

Welcome to our 2021/22 annual report. It has been a year of mixed performance 

for us as we began the recovery from the Covid pandemic. We expect this 

recovery to continue for some time to come as additional challenges have 

surfaced, including the cost-of-living crisis, impacting on both the 

organisation and our customers. Supporting customers through this 

very difficult time, is a key priority for us and we are working at all levels 

of the organisation from Board to our operational teams to understand 

where our support can be most valuable.

We know from speaking to customers that satisfaction has dipped during 2021/22 

and that you have found it more difficult to contact us. We have a number of different 

improvement activities happening over the coming year, including the launch of our 

customer portal, to hopefully improve in this area.  

I am proud to confirm that this year, we also completed our Welsh Streets project, supporting 

the regeneration of the area. It is great to see the transformation of the area and to see customers 

so happy in their homes. Also this year, we started on site with an Extra Care scheme in Knowsley 

which will deliver 77 homes for older people and a development in Crosby that will deliver an 

additional 39 new homes.

We also started a number of developments across Cheshire in Chester, Hartford, Knutsford and 

Crewe which will deliver 376 much needed affordable homes.

Another priority area is making our homes warmer and more energy efficient, so I am pleased that we 

were able to secure £1m from the first wave of the Social Housing Decarbonisation Fund to begin 

our programme of energy improvements. We will be submitting a further bid to the fund later this year.

Once again I’d like to thank you for your ongoing support this year and I look forward to delivering 

even more over the coming 12 months.

Ian Reed
Chief Executive
Plus Dane Housing

investment in your home

new kitchens
[our target was 494]

132
new bathrooms
  

100
new heating
systems

30
rewires

445
      

539
windows 
& doors
[our target was 416]

1,494
cyclical 
decorations

173
major adaptations

LAST YEAR
77

LAST YEAR
46

LAST YEAR
96

101
new boilers

LAST YEAR
50

£

98.4%
were satisfied
with planned 
investment works  
[our target was 98%] 

LAST YEAR98.6%

492
starts on site
[our target was 490] 

LAST YEAR
45

safety 
compliance
[our target was 100%] 

99.8%
LAST YEAR99.4%

Helped 

40 

customers into 
home ownership

Tackling ASB in your neighbourhood to promote safer communities we have: 

2 
possession 
orders 

we secured £15K 
of funding from 
Cheshire East 
Covid-19 community 
response & recovery 

on the road to recovery

4 Physical violence

8 Criminal behaviour /
   crime 

9 Hate crime / race / 
   nationality  
3 Vandalism to property

9 Domestic abuse

3 Other / general / ASB

ASB 
case types

67 Noise

     33
Harassment
threatening or 
offensive 
behaviour /
intimidation
 

37 Drugs/
substance 
misuse/
drug 
dealing
 

3 suspended 
possession orders
were obtained 


