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Introduction from the CEO

We are pleased to be able to share with you our 2021-22 residents’ annual 
report. This information in the report was built on the survey that was 
undertaken early in 2022 alongside feedback sessions on select topics. It 
shows how we as a YMCA strive not just to be a roof over people’s heads but 
create a place that people are proud to call home. To achieve this, we want 
everyone who lives at the YMCA to feel safe, secure and supported. This means 
ensuring that we respond in a timely and efficient manner to requests to 
undertake a repair or an improvement, that we are dealing with complaints,  
or reports of anti-social behaviour in an effective way. This all feeds up into 
our ultimate measure of success, which is whether we as a YMCA are making a 
positive difference in your lives. We are pleased to report that during 2021-22 
that 90% of those who responded to the survey, confirmed this was the case.

Please do take time to read the report below, to see how we have dealt with 
the matters raised and what we are still working on. We would also encourage 
all our residents to continue to give us feedback whether that be through 
our periodic surveys or through giving feedback through our complaints, 
compliments and suggestions form on our website. Should you not be able
to access this then please ask a team member from either Housing, Care
and Support or Reception to help you complete a form.

In closing, we would like to thank all of those who completed the survey, 
we would also like to thank all of those who do so much to make the YMCA
a safe and welcoming place to call home. The engagement of our residents
in supporting each other, helping create community is what makes living at 
the YMCA special.

Richard James   Helen Brewer
CEO     Chair



Investing and maintaining our existing homes Keeping you safe

►  Reorganising our Housekeeping and Cleaning  
 staff so we’re all under one team

►  Identifying and supporting staff with skills gaps
 in areas such as plumbing, electrics, grounds  
 maintenance and painting – so can undertake  
 more work in house rather than waiting for  
 contractors

►  Invested in a new management system so we  
 can better track and monitor repairs

100% Compliance in 
Asbestos, Electric, Fire, 

Gas, Water and Lifts 
inspections

91% of you feel safe 
where you live

Only 17% of you had 
experienced Anti-Social 
Behaviour (ASB) where 

you live

44% were happy with 
the way we handled 

ASB complaint

701 of you accessed 
our Chaplaincy service

96 of you attended 
Release Counselling

Counselling was provided for mental 
health, domestic abuse, violence, 
addiction and general support.

Our Release Counselling Service was 
able to expand its service, which is 
offered to all residents, by offering 

remote sessions during Covid-19. This 
offer has continued to enable more 

residents to access support.

We developed a new housing 
management system which helps us

to provide better support with ASB 
and Safeguarding concerns.

We have continued 
to develop our core 
teams to ensure we 
can provide residents 
with the most 
effective service:

We have 1216 
homes across the 

group

We have 48 residents in 
our Care Home – Rodney 

and Langdown House

77% of you were 
satisfied with the overall 

quality of your home

Over 1500 repair 
requests were 

raised each month 
during the year

72% of you were 
satisfied with the way 

repairs and maintenance 
were dealt with

YOU SAID... WE DID...

There needed to be an improvement 
in communication with residents

Residents are now provided with an update on 
maintenance requests and Contractor attendance.
If there is a major breakdown affecting a site, 
residents will all receive regular updates.

You wanted to see more investment 
going into properties

We agreed £650K of investment to improve
our properties.

You wanted to see improvements
to the décor of our buildings

We allocated £320k for major planned
or upgrade works.
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Walthamstow Young People’s Project:

Letting homes and collecting rent

►  Our Community Activities   
 Team and LifeSkills Team   
 supported residents

►  Tenancy Management and Money  
 Management support was offered  
 to all our residents

►  Workshops on benefits,   
 budgeting and debt management 
 were held.

►  Identified the need for a new  
 Progressions Team to support  
 the delivery of education,   
 training, employment and   
 volunteering as well as   
 community activities

►  Invested in a new housing   
 system – giving us the right   
 platform to provide you with 
 a consistent approach to   
 undertaking and measuring  
 your individual Outcome Star

►  Started to plan changes to our  
 staff structure to ensure we can  
 continue to improve our services  
 in 22/23

Building for the future

Work started on a 
brand new hostel 
for residents in 
Wimbledon in 
November 2021 to 
provide 121 units 
of accommodation.

We housed 1,737 
residents across 35 hostels

91.5% of our properties 
were occupied

442 positive ‘move-ons’

167 moving into a 
Private Rented Sector 
(PRS) property

27 moving onto a secure 
or assured tenancy with a 
local authority or housing 
association

54 into different 
supported housing

84 moved to live
with family or friends

8 of our residents moved 
out so they could attend 
University.

7 moved back to
their previous home

95 moved to 
other Temporary 
Accommodation

In 2021/2022...

Created 4 more units of accommodation 
at Ventura House and 5 units at the 
main Forest Road hostel.

The Young People’s Project in Walthamstow 
supports at-risk, vulnerable homeless 
young people aged 16-21 and offers 
accommodation and tailored support. Many 
residents have been street homeless, in the 
Care System, suffer mental health issues, 
are from broken families and homes, and 
some are fleeing domestic violence.

In this new project, the Walthamstow 
YPP wanted to create a trauma-informed 
environment that would help our young 
people flourish, however, the physical 
building needed work. The residents’ 
lounge, 121 rooms, hallways and offices 
weren’t welcoming or youth-focused – 
resembling doctor’s waiting rooms!

The team tenaciously fundraised (including 
a half marathon and staff and residents 
climbing Mount Snowdon) and agreed 
to give up their time to complete the 
makeover. They consulted with residents 
and asked them to share positive phrases 
that resonated. Discounted prints and 
images, plants, and positive affirmations 
stickers were sourced. They purchased 

plants with the aim of residents using 
offcuts to grow their own. The hallways 
and offices were painted brightly to suit the 
young people, old furniture was removed 
and a resident’s computer, a table and 
chairs were all donated for the lounge.

“The reception area and residents 
lounge used to be a way of just getting 
from the outside to my room, I never 
hung around and the whole building felt 
grey and cold. Now I feel calm as I come 
into the building and spend time in the 
lounge! It is home to me and the first 
one that I feel safe and happy at”.
Resident at Walthamstow YPP

The entire building’s look and feel is 
different. It is a safer, warmer, cared for 
and homely environment where the team 
can work with the residents, and the 
residents feel comfortable living. We can 
clearly see the impact, especially on new 
residents, and regularly receive positive 
feedback.

YMCA Wimbledon

£360k of work has taken place on 
improving, refurbishing and upgrading 
our existing properties:
• Parsons Green
• Northolt
• Greenford

• Hanwell
• Roxeth

Other sites

Completion is expected to be July 2023



PROGRESSION TEAM SUPPORT

Involving and listening to you Supporting you and our communities

Every resident has access 
to an allocated Housing 

Support Officer

92% of residents told 
us that they were very 

satisfied with the support 
they receive

90% of residents said 
the YMCA supports them 
to make positive changes 

in their life

Continued to support residents through Covid lockdowns:

92% of you told us you were happy with the advice
and support offered to you

If you had to isolate 90% were happy with the support
you received

►  89% of residents were satisfied 
 how we keep them informed about   
 decisions that affect them.

►  85% of residents were satisfied  
 that you have a say in the way your   
 service is run.

►  436 residents gave us feedback 
 for our annual survey.

►  A new Customer Engagement 
 and Empowerment Charter was  
 developed and co-produced    
 with residents.

►  There were 57 housing complaints   
 in 21/22, down 23% from 74 housing   
 complaints in 20/21.

►  76% were satisfied with the    
 complaints procedure.

► There was an increase in     
 compliments in housing.

►  Ombudsman Complaints – 2 –    
 no maladministration.

The Community Activities and LifeSkills 
teams (now known as the Progression Team) 
provided Life Skills such as:

• Budgeting and Independent Living Skills

• Employment Skills

• Personal Development

• Basic Skills

• Support finding courses and employment

• Social activities

• First Aid course for residents.

• Invited external trainers to run sessions 
about Knife Awareness, Infection 
Protection Control

• Ran Health Days

YOU SAID... WE DID...

16% said you’d 
like to be involved in 
Recruitment Interview 
Panels

Residents now participate in our recruitment interview panels.

13% were interested 
in being involved in 
Boards and Committees

We have put plans in for 22/23 to start work on creating a ‘shadow 
residents’ board.
Developed our “Customer Engagement and Empowerment 
Charter” following extensive consultation with residents.
A panel of residents helped developed our ICT & Digital strategy 
which set out our digital priorities for the next 2 years.

The wording of our 
resident survey could
be improved

We edited the wording of many of our resident survey questions 
and the choice of answers following feedback from residents who 
reviewed the final draft of the survey.
Committed to more involvement with residents for our survey.

75% of you were happy 
 
25% unsatisfied with 
our complaints process

We introduced quarterly complaints training for staff and reviewed 
our processes to ensure complaints are actioned promptly.
We fully reviewed the Complaints Policy and Procedure.
Launched the “Report It” functionality on our website.

>
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During the year YMCA St Paul’s Group ran 
the Kick Starter Programme which gave 
residents the opportunity to be given a 
6-month work experience placement 

within one of our service areas. This 
included a personal mentor to support 

the young person on their journey.

Art, health and wellbeing, and 
gardening packs created to support 

resident’s wellbeing during COVID 
and we continue to provide these.

Do you want
to get involved 
and help shape
our services?

CLICK HERE
for more info

701 residents accessed our 
Chaplaincy service in 2021-22 for 
support with a range of issues that 
included mental health, domestic 
abuse, violence, addiction as well 
as more general support.

Specific Activities:

• Chaplaincy groups provided during 21/22: 
community building, wellbeing walks, anxiety 
support, prayer and discussion.

• The Life Journey Retreat - Autumn 2021

• Our new Christian ethos & value base was 
developed, involving residents’ input

• Initial stages of working towards a 
Psychologically Informed Environment so that 
our services are designed and delivered in a way 
that considers the emotional and psychological 
needs of residents and of staff working in them.

CASE STUDY

At Wimbledon we have residents working with Merton Citizens, having 
their say about housing and mental health issues. The council agreed 
to work with residents to create training for Merton Housing Staff 
about how staff treat those who are experiencing homelessness.
This idea came from the Wimbledon Residents.

CHAPLAINCY TEAM

COUNSELLING TEAM

Delivered 1117 
Counselling sessions 

during the year

Delivered 294 
Counselling sessions 

to our residents

CASE STUDY

Creation of the Volunteering Team by one of our then residents. Seeing 
the benefits of volunteering to his own situation, he encouraged other 
residents to volunteer with food collections providing food for both 
residents at the YMCA and our night shelter. 

CASE STUDY

November 2021 - success at the national YMCA ‘Youth 
Matters’ awards. YMCA St Paul’s Group was a finalist 
in four categories. Former YMCA Wimbledon resident, 
Martin Bushaway was crowned young volunteer of the 
year – a very popular winner with everyone in the room.

CLICK HERE
to read a

Resident Case Study
from our Impact

Report

https://ymcastpaulsgroup.org/residents-page/
https://ymcastpaulsgroup.org/impact/#1665654378086-68a78821-41d9 


Welcomed Rupa Huq MP to YMCA 
South Ealing to hear how the Covid 
pandemic affected our residents 
and early years provision.

Hosted The Bishop of Chelmsford 
and Church of England Bishop 
for Housing, the Rt Revd Dr Guli 
Francis-Dehqani, at YMCA Roxeth 
Gate to meet with our incredible 
Housing staff.

Was delighted to welcome London Assembly 
member, Sem Moema, at YMCA Walthamstow 
where she met staff and residents and heard 
about how we’re supporting our residents and 
the community in Waltham Forest.

Hosted a meeting with the Co-
Chair of the APPG for Ending 
Homelessness, Bob Blackman MP, 
and staff and residents at YMCA 
Roxeth Gate to hear about their 
experiences of being at risk of 
homelessness and supporting those 
young people who live with us,

Met with Councillor Sharon 
Thompson to discuss 
the standards of Exempt 
Accommodation, advocating for 
quality providers like the YMCA 
and highlighting the importance 
of the support provided to 
residents.

Publicly appealed 
to Government to 
maintain the uplift 
in Universal Credit 
for young and 
vulnerable people.

Responded to the 
Government’s Levelling 
Up Committee inquiry into 
Exempt Accommodation, 
as well as the Consultation 
on Social Housing.

Advocating on our residents’ behalf:

In 2021/2022 we...

Value for Money
CLICK HERE
to view our

statutory accounts

file:chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https://ymcastpaulsgroup.org/wp-content/uploads/2022/10/YMCA-St-Pauls-Group-financial-statements-31-March-2022.pdf
file:chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https://ymcastpaulsgroup.org/wp-content/uploads/2022/10/YMCA-St-Pauls-Group-financial-statements-31-March-2022.pdf


Working in over 40+ 
communities across 
London, East Surrey 
and Slough.

YMCA Wimbledon

YMCA Hawker

YMCA Hayes

Youth Club

Hampton Pool

YMCA White House

YMCA Surbiton

YMCA South Ealing

YMCA Slough

YMCA Walthamstow

YMCA Parsons Green

YMCA Greenford

YMCA Uxbridge

YMCA Roxeth Gate

Youth Club

Youth Club

https://ymcastpaulsgroup.org/home/our-centres/ymca-wimbledon/
https://ymcastpaulsgroup.org/centres/ymca-hawker/
https://ymcastpaulsgroup.org/centres/ymca-hawker/
https://ymcastpaulsgroup.org/home/our-services/accommodation/hostels/hostel-at-hayes-ventura-house/
https://ymcastpaulsgroup.org/home/our-centres/hampton-pool/
https://ymcastpaulsgroup.org/home/our-centres/ymca-white-house/
https://ymcastpaulsgroup.org/home/our-centres/ymca-surbiton/
https://ymcastpaulsgroup.org/home/our-centres/ymca-south-ealing/
https://ymcastpaulsgroup.org/ymca-slough/
https://ymcastpaulsgroup.org/home/our-centres/ymca-walthamstow/
https://ymcastpaulsgroup.org/home/our-centres/ymca-parsons-green-2/
https://ymcastpaulsgroup.org/home/our-services/accommodation/hostels/hostel-at-ymca-greenford/
https://ymcastpaulsgroup.org/home/our-services/accommodation/hostels/hostel-at-ymca-uxbridge/
https://ymcastpaulsgroup.org/home/our-services/accommodation/hostels/hostel-ymca-roxeth-gate/
https://ymcastpaulsgroup.org/youth-clubs/
https://ymcastpaulsgroup.org/youth-clubs/



