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St Martins wants you to know about the six standards 
set by our regulator, the Homes and Communities 
Agency (HCA). These are used to check that we are 
meeting your needs and this report looks back at the 
last year to see how we have done. St Martins’ Board 
is responsible for meeting the standards and being 
transparent and accountable for the organisation’s 
delivery of its social housing objectives. 

This report, produced for your benefit, is a summary 
version of what has been approved by St Martins’ Board. 
If you wish to see that report or comment on anything 
you read here, please contact me.

John Thompson, Chief Executive

Tel: 020 7704 3820 
Email: johnt@stmartinoftours.org.uk



On this page we describe the six standards set by our regulator, 
the Homes and Communities Agency (HCA). The HCA regulates 
all social housing in England and its standards are designed to 
improve the quality of services for all its tenants.
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Meeting the Regulatory Standards

1.  Tenant Involvement 
and Empowerment

This standard looks at how well we know you, 
how we are responding to your needs and how 
you are involved in the planning and running 
of the service. It analyses:

 h Involvement and Empowerment

 h Customer Service and Choice

 h Equality and Diversity

 h Complaints

This is a summary of the standards set by the HCA. 
You can read the full standards at 

www.homesandcommunities.co.uk

2. Home 
This standard sets out what we are doing to 
provide you with a safe and comfortable 
home and a good repairs service. It analyses:

 h Repairs and Maintenance

 h Health and Safety 

3. Tenancy
This standard looks at how we allocate our homes 
and our rent levels. It analyses:

 h Allocations 

 h Tenure

5. Value for Money
This standard looks at how cost effective we 
are, and what we are doing to make further 
improvements. It analyses:

 h Value for Money

 h Rent

6.  Governance and Financial Viability
We want to make decisions about our homes 
and services in a fair and open way, keeping you 
involved and well informed. This, and running 
the organisation, is called good governance. This 
standard looks at the measures we are taking to 
achieve this. It analyses:

 h Governance

 h Financial Viability

4.  Neighbourhood 
and Community

This standard focuses on our role as landlords 
in improving people’s daily lives within the 
community. It analyses:

 h Neighbourhood Management

 h Local Area Cooperation

 h Anti-Social Behaviour
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STANDARD 1: 
Your Involvement  
and Empowerment

This standard looks at how well we know 
you, how we are responding to your needs, 
and how you are involved in the planning 
and running of our services.

 
 
 
 
 
 
 

 
Involvement 
St Martins is always looking for new ways to involve  
and empower you. There are opportunities for you 
to be involved in decisions about St Martins and the 
running of services. In the last year these included:

 h  House meetings HELD MONTHLY in all services. 

 h  3 EDITIONS OF CONNECT with the majority  
of ARTICLES CONTRIBUTED BY YOU.

 h  10 SERVICE USER MEETINGS chaired  
by the Director of Operations, including: 

•   4 MEETINGS held to consult about the results  
of the 2015 SERVICE USER SURVEY. 

•   2 MEETINGS held to review KEY POLICIES.

•   4 MEETINGS held regarding LEGAL HIGHS. 

 
Customer Service and Choice
The annual Service User Survey was carried out in 
February 2015. The survey showed:

 h 100% of you have SUPPORT PLANS in place

 h 92% of you rated our services as GOOD  
or VERY GOOD, a rise from 85% in 2014. 

 h NO ONE rated services as unsatisfactory or bad.

 h 93% of you rated staff as HELPFUL and POLITE, 
which is the same result as in 2014.

 h 94% of you felt SAFE in your accommodation, a rise 
from 88% in 2014. 

 h 76% of you were SATISFIED with St Martins’ 
maintenance service, a fall from 83% in 2014.

In response to the increasing complex needs of 
new referrals to our services, we are employing an 
Occupational Therapist and a Forensic Psychologist  
to support you better.

Equality and Diversity
London’s population is far more ethnically diverse than 
the population of the rest of England. Around half the 
people in inner London are from an ethnic group other 
than White British. 

 h St Martins has a very diverse resident group that 
reflects the ethnic diversity of London. 35% of you 
described your ethnic origin as White British,  
24% as Black Caribbean, 12% as Black African,  
10% as White Irish, 7% as Asian, 7% as mixed 
ethnicity and 5% as White Other. 

 h 12% of you are between 20-29 and 24% are 
between 30-39. 54% of you are between 40-54  
and 10% are over 55. 

 h 98% of residents are MALE and 2% are FEMALE.

 h We impact assess all our policies and major 
decisions to ensure we do not intentionally  
or unintentionally discriminate against any 
protected group under the EQUALITY ACT. 

 
Complaints
We have a positive approach to complaints and see them 
as an opportunity to improve the services we provide.  
In 2014/15 there were 52 COMPLAINTS as opposed  
to 39 THE PREVIOUS YEAR. 

100% OF COMPLAINTS WERE RESOLVED within the set 
timescales and the RATE OF SATISFACTION with the  
final outcome was 86%.

Categories of complaint 2014/15

Tenants about tenants 18

Neighbours about tenants 18

Theft of tenants personal belongings 3

Tenants about facilities provided  
by St Martins

8

Tenants about staff 5

Total 52
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STANDARD 2: 
Your Home

This standard sets out what we are doing 
to provide you with a safe and comfortable 
home and a good repairs service.

Repairs and Maintenance Decent Homes
100% of St Martins’ homes are COMPLIANT WITH THE 
DECENT HOMES STANDARD. A decent home is one 
which is warm, weatherproof and has modern facilities. 
St Martins has INVESTED £2M IN UPGRADING OUR 
FACILITIES in the past 3 years. All our properties are of a 
HIGH QUALITY and WELL MAINTAINED. 

Health and Safety
St Martins takes its responsibilities to provide a safe 
environment very seriously. In 2014/15:

 h We were 100% COMPLIANT with all HEALTH 
AND SAFETY legislation.

 h We carried out statutory GAS CHECKS and 
ELECTRICAL CHECKS on 100% OF OUR HOMES. 

 h We carried out RISK ASSESSMENTS on 100% 
OF OUR BUILDINGS.

Type No of 
Repairs

Achieved 
within target

Actual 
%

Emergency 45 45 100

Urgent 181 176 97

Routine 453 449 99

The number of repairs we carried 
out in 2014/15 was 679.

An Emergency repair will be made 
safe or repaired within 24 hours. 
An urgent repair will be carried out 
in 7 days or sooner. A routine repair 
will be carried out within 28 days 
or sooner.

44

will be carried out within 28 days 
or sooner.



STANDARD 3: 
Your Tenancy

This standard looks at how we allocate our 
homes and the tenure we offer.

Allocations
St Martins is a specialist provider of HOUSING AND 
SUPPORT SERVICES to people with mental health 
problems and people with offending backgrounds. We 
provide short-term accommodation and support, usually 
of BETWEEN 2-3 YEARS, to enable you to get back on 
your feet and live more independently. 100% of our 
referrals to our supported housing come from local 
authorities and 100% of referrals to our care homes 
come from Local Authority Social Services Departments 
or Clinical Commissioning Groups. 

Tenure
Our approach to housing management is based on 
SUSTAINING TENANCIES, MINIMISING EVICTIONS 
and ensuring that our TENANTS and RESIDENTS MOVE 
ON to INDEPENDENT ACCOMMODATION. St Martins 
offers Assured Shorthold tenancies in all our supported 
housing and Licence Agreements in our care homes.

STANDARD 4: 
Your Neighbourhood 
and Community

This standard focuses on our role as 
landlords in improving people’s daily lives 
within the community.

Neighbourhood Management
Our properties are WELL MAINTAINED, clean and tidy, 
and we deal swiftly with litter, graffiti, vandalism and 
anti-social behaviour. We have GOOD RELATIONSHIPS 
with all our statutory partners and stakeholders.

Local Area Cooperation
All our support services are FOCUSED ON 
ENCOURAGING YOU to take part in, and to be 
involved in the local community. Whether that entails 
using LOCAL HEALTH OR SOCIAL SERVICES, or using 
local leisure, educational or community services, we 
ACTIVELY ENCOURAGE RESIDENTS to engage in 
activities and services outside of St Martins. We ACTIVELY 
PARTICIPATED in local statutory partnerships, resident’s 
associations and other community organisations. 

Anti-Social Behaviour
We are committed to dealing with the causes and effects 
of anti-social behaviour. We want to make sure that 
everyone feels safe in their home and areas in which 
they live. We do this by working with residents and 
partner agencies. In particular:

 h We take STRONG, APPROPRIATE ACTION to stop 
all forms of anti-social behaviour.

 h We respond to complaints QUICKLY, EFFICIENTLY, 
SENSITIVELY and in a consistent manner.

 h We offer SUPPORT TO THE COMPLAINANT and 
take action against the perpetrators of anti-social 
behaviour.

 h We work CLOSELY WITH THE POLICE AND ANTI-
SOCIAL BEHAVIOUR TEAMS in all our services. 

A further challenge faced by our services during the 
year has been the INCREASING USE OF SYNTHETIC 
CANNABIS by many of our residents. This has led to an 
INCREASE IN CHALLENGING BEHAVIOURS and a LACK 
OF MOTIVATION to engage in constructive activities. In 
response to this challenge we have PARTNERED WITH 
FOUR CORNERS, a filmmaking charity, to kick-start a 
creative intervention. Filmmaker Line Blom has been 
working with a group of St Martins’ residents to make 
short films interrogating the production, distribution, sale, 
consumption and effects of the drug. The result has been 
a MUCH GREATER AWARENESS OF THE DANGERS posed 
by synthetic cannabis and interest in participating in more 
filmmaking, including a formal training course. 
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Neighbourhood Management
Our properties are
and we deal swiftly with litter, graffiti, vandalism and 
anti-social behaviour. We have 
with all our statutory partners and stakeholders.

Local Area Cooperation
All our support services are 
ENCOURAGING YOU
involved in the local community. Whether that entails 
using LOCAL HEALTH OR SOCIAL SERVICES
local leisure, educational or community services, we 
ACTIVELY ENCOURAGE RESIDENTS 
activities and services outside of St Martins. We
PARTICIPATED
associations and other community organisations. 

Anti-Social Behaviour
We are committed to dealing with the causes and effects 
of anti-social behaviour. We want to make sure that 
everyone feels safe in their home and areas in which 
they live. We do this by working with residents and 
partner agencies. In particular:
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Value for Money
Providing you with GOOD VALUE SERVICES runs through 
all the standards. We are continuously looking at ways 
of USING OUR RESOURCES MORE EFFICIENTLY and 
cutting our costs. Delivering value for money is crucial. 
It is important we use our resources wisely and OFFER 
VALUE FOR MONEY to the people that use and purchase 
our services – that’s you, our customers, as well as the 
local authorities, NHS trusts and funders we work with.

St Martins provides HIGH QUALITY, INNOVATIVE and 
VALUE FOR MONEY services for people leaving secure 
hospitals, prisons and mental health services that can 
enable you to achieve independence safely within 
2-3 years.

 h We continued to manage our properties efficiently, 
ensuring these ASSETS WERE PUT TO BEST USE. We 
have UPGRADED ALL OUR BUILDINGS over the past 
3 years leading to reduced maintenance costs. This 
has meant that the number of REPAIRS REQUESTED 
HAS DROPPED from 790 in 2013/14 to 679 in 
2014/15.

 h During 2014/15 we reduced our reliance on 
external maintenance contractors by SWITCHING 
TO OUR DIRECTLY EMPLOYED MAINTENANCE 
OPERATIVE.

 h We switched energy suppliers and delivered an 
efficiency SAVING OF 10%.

 h We REPLACED 117 THERMOSTATIC VALVES on all 
the radiators in Wilton Villas and New North Rd 
registered care homes, thereby improving 
energy efficiency and thermal comfort.

Value for money plans for 
2015/16.

 h INTRODUCE WI-FI across all services for residents 
to do more online.

 h REVIEW our IT function and service contracts.

Rent
Our rents are WITHIN TARGET RENTS as defined by our 
regulator and we only increase our rents annually 
by an amount determined by our regulator. This is 
calculated using a STANDARD FORMULA based on the 
Consumer Price Index (CPI). 

STANDARD 5: 
Value for Money

This standard looks at how cost effective we 
are, and what we are doing to make further 
improvements.

Type Bedspaces Average Rent (£)

Registered Care 
Homes (inclusive 
of care costs)

64 874.24

Hostels 20 215.39

Shared houses 3 198.35

Self-contained 
flats

20 173.78

Floating support 
schemes in 
management
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Housing stock and rent levels 2014/15 

Voids excluding registered care homes5.2%
3.4% Gross arrears



2013/14 2014/15

Turnover £3,893,842 £3,334,349

Fixed Assets £3,859,088 £3,731,594

Capital & Reserves £4,469,025 £4,487,502

Operating surplus £516, 489 £16,450

Surplus on 
ordinary activities

£517,806 £18,476

Operating surplus £516, 489 £16,450

Surplus on 
ordinary activities

£517,806 £18,476
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Governance 
St Martins’ Board has a BROAD RANGE OF SKILLS AND 
EXPERIENCE appropriate to the size of the organisation 
and its particular client groups. Board members have 
professional experience in a wide range of mental 
health services; including social work, psychiatry, 
mental health tribunals and senior management. 
Our board also includes people with political, scientific, 
accountancy, business, finance, engineering and human 
resources backgrounds. We believe it is important to 
have people on our board who understand our specific 
service delivery and so WE ARE PROUD TO INCLUDE 
CURRENT AND EX-ST MARTINS SERVICE USER 
REPRESENTATIVES on our board. 

The Board is non-executive in its membership and is 
responsible for St Martins’ overall direction and strategy. 
Board members are not paid and have no beneficial 
interest in St Martins. The Board reviews its operation 
and performance annually. In March 2015 the Board 
adopted in full the NATIONAL HOUSING FEDERATION’S 
CODE OF GOVERNANCE 2015. 

St Martins has a cautious and measured approach to risk 
and a robust approach to risk management. In assessing 
both operational and business risks we have adopted an 
approach that considers the likely impact and probability 
of actual events. As an organisation that works with 
people with complex mental health problems, WE 
OPERATE A POSITIVE RISK MANAGEMENT APPROACH 
which is based on the principle of an individual’s right to 
exercise choice; whilst allowing staff to make calculated 
judgements and take supportive measures to reduce the 
potential negative consequences to residents, staff and 
others. We place great emphasis on risk management 
procedures and training for our staff. We seek to mitigate 
and manage risk while maintaining an ABILITY TO TAKE 
POSITIVE RISKS IN THE INTERESTS of our 
residents’ recovery.

Financial Viability
St Martins’ financial performance has IMPROVED 
STEADILY over the past five years. We are a financially 
strong organisation with VERY LOW DEBT. The key 
financial indicators for 2014/15 are taken from our 
statutory accounts. These are shown in the table 
below and compared to our accounts from the 
previous year.

STANDARD 6:
Governance and 
Financial Viability 
Standard

We want to make decisions about our homes 
and services in a fair and open way, keeping 
you involved and well-informed. This, and 
running the organisation, is called good 
governance. This standard looks at the 
measures we are taking to achieve this.



Registered Office

St Martin of Tours Housing Association Ltd
318-320 St Paul’s Road
London N1 2LF

Tel: 020 7704 3820
Fax: 020 7704 3832
Email: enquiries@stmartinoftours.org.uk
Web: www.stmartinoftours.org.uk


