
OUR JOURNEY SO FAR

Three years ago a decision by the government meant that 
Arches had to reduce rents by 1% each year for the next 4 
years. As our plans and funding were based on normal rent 
increases we had to take some very hard and unpopular 
decisions on what we would be spending money on.

We stopped doing repairs that would 
usually be the tenant’s responsibility, 
although we had done them in the 
past, and we focused on getting as 
much life as possible out of ‘major’ 
items, such as windows, kitchens 
and bathrooms - if things were in a 
good condition then how old they 
were didn’t mean they would be 
replaced.

What our tenants thought…

Our decision proved to be 
unpopular. Our satisfaction levels 
went down and we heard the 
message loud and clear that 
tenants were unhappy. We wanted 
to understand this more and that’s 
why from last year we asked an 
independent company to carry out 
random telephone surveys of 50 
different tenants each month on our 
behalf. We have now had feedback 
from 85% of our tenants on the 
repairs service that we provide.

Over the last 3 years Arches has been on a 
journey which has involved making some difficult 
decisions on spending. We have worked on our 
financial strength and are now much stronger. We 
listened to what our customers want and how they 
want us to maintain their homes, and now have 
The Arches Home Standard. Within this edition 
you’ll see how we are going about improving 
homes so that all customers can enjoy a safe, 
secure and warm home that meets their needs.

John Hudson
Director of operations
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Kitchen: By March 
2020 all homes will 
have a kitchen that 
is no older than 20 

years.

This year 58 homes will have a 
new kitchen.

Bathroom: By March 
2020 all homes will 
have a bathroom 
fitted with an electric 

or thermostatic shower. 
No home will have a bathroom 
which is older than 30 years.

This year 47 homes will have a 
new bathroom, and 21 homes 
will have an electric shower 
fitted.

Doors: By March 2019 
all homes will be 
fitted with modern, 
weather tight and 

draft free front and 
back doors.

This year 290 homes will have 
new external high security 
composite doors fitted (that’s 
400 doors in total).

Windows: All homes 
will have draft free, 
weather tight double 
glazing. 

This will be uPVC on 
replacement (planning consent 
permitting).

THE ARCHES HOME 
STANDARD

These 12 items 
are the new 
Standard, 
including what 
we are doing this 
financial year.

A New Approach to Customer Involvement

In 2017, with the help of our tenants group, we set-up our 
Customer Excellence Panel who have been trained by the 
tenant engagement experts - Tpas, to scrutinise what we do 
and how we do it. Their first review was of the repairs service, 
and they reported back to the Arches Board of management 
what they found, and what they recommend that we do 
differently to make the service better for customers. 

A few of the panel’s 18 recommendations are:

To relax our rechargeable repairs so that we no-
longer expect up-front payment, instead offering an 
arrangement for you to pay in an affordable way.

To identify households reporting a high number of 
rechargeable repairs who may need support to help 
manage their tenancy.

To better manage uncompleted repairs to provide a 
seamless customer service.

Offer customers the tools to diagnose, report, and 
monitor the progress of repairs via our website. 
Develop a diagnostic tool for customers to be 
able to report their own repairs to assist in the more 
accurate reporting of repairs at first point of contact.

  

So far we have delivered 50% of the panel’s recommendations 
and are working towards 100% by April 2019. We will continue 
to look at ways that we can improve the service with our 
customers.
 
With help from Arches officers our tenants group formed the 
new Arches Home Standard, setting a new benchmark for the 
quality of homes that we will offer by 2021.

Done

Done

Done

Due
April
2019 

• Our Customer Excellence Panel



Heating: All homes 
will be fitted with 
energy efficient “A” 
rated boilers when 

replaced. Electric 
heating will be upgraded to 
programmable systems when 
replaced.

This year 23 homes will have 
a new energy efficient boiler 
fitted.  

Energy Efficiency: By 
March 2021 every 
home will have an 
energy efficiency 

rating of “D” or above.

This year 10 homes of the 
30 homes identified will be 
improved to “D” or above.

Safety in your home: 
Regular water 
safety testing will be 
conducted where 

this is needed. Every 
home will have an annual gas 
safety check. The electrical 
wiring in all homes will be tested 
for safety no less than every 10 
years. By March 2019 all homes 
will be provided with a mains 
or battery powered smoke 
alarm and carbon monoxide 
detector.

This year 89 homes will have a 
smoke detector installed.

1041 homes will have a carbon 
monoxide detector fitted by 
July 2019.

Colchester House will have fire 
alarm improvement works.

Modern Living: By 
March 2021 all homes 
will have at least two 
double sockets in 

every lounge, kitchen 
and bedroom. 

At the time of fitting a new 
kitchen an outside tap will also 
be installed.

Outside your home: All fencing will be repaired or replaced 
when broken (we may do this as part of a wider fencing 
programme). Trees will be maintained and pruned as 
appropriate where these are our responsibility. Open 

spaces will be maintained and managed to a good 
standard where these are our responsibility. We will paint the outside 
of your home every five years.

This year 44 homes will have their fencing repaired or replaced, and 
174 homes will see their external paint work refreshed.

Communal Living: All communal areas will be painted 
every five years. We will maintain and repair paths, 
hard standings and car parks. The electrical wiring in all 
communal areas will be testing for safety no less than 

every five years.

This year we will paint the communal areas in 4 blocks of flats.

Living Independently: Where equipment designed to 
support independent living is installed after approval 
by us, it will be serviced regularly and repaired when it 
breaks. Any home that requires minor adaptations to 

support independent living will be provided.

General Repair Service: An emergency repairs service is 
provided 365 days per year, including boiler breakdowns. 
A general repairs service is provided to carry out repairs 
that are the responsibility of Arches. The boiler in each 

home will be serviced annually.

This year West Quadrant will receive a range of repairs to bring 
the quality of the homes up to the standards of all Arches homes, 
including new bathrooms and kitchens where required, and re-
painting external paint work.

Bathroom Before

Bathroom After

“We all love the 
bathroom and it 
was well worth the 
inconvenience of the 
daily building works. 
They all did a fantastic 
job. Thank you.”



• Wensley Street railings before and after painting 

Here are some examples of the positive feedback we 
have already received from tenants: 

“Very happy 
with the 
improvements 
on the estate.”

• Old door • New door

“keep 
it up.” 

WHAT’S NEXT FOR 
ARCHES?

We have a strategic priority to put 
Customers at the heart of what we 
do. This means focusing on the needs 
of our tenants and future tenants to 
design services which are accessible 
and easy to use, and give you 
meaningful and quality outcomes

To do this we will:

Continue to work through and 
implement the recommendations 
of our Customer Excellence Panel 
- we expect to have 100% of the 
recommendation done by April 
2019;

Push ourselves to increase 
satisfaction by providing excellent 
services for our customers;

Continue to invest in our tenants 
homes.  

www.archeshousing.org.uk

/archeshousing           @archeshousing

Tel: 0114 228 8100
Arches Housing Limited, 122 Burngreave 
Road, Burngreave, Sheffield S3 9DE

IMPROVING THE EXTERNAL ENVIRONMENT

Our customers also told us that where they lived wasn’t 
looking its best, and so to improve the look and feel 
of areas where our tenants live we have scheduled a 
programme of environmental improvements. 
 
So far we have:

Painted fencing and gates, posts and railings at Wensley 
Street, Harrowden Court, Coningsby Road and Jenkin 
Road.

Still to do this year:

Planned to paint communal areas at:

36/38 Burngreave Road

Richmond St

140/142 Burngreave Road

Ash Tree Court

Ribston Estate

“The Estate 
looks a lot 
better now.”


