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1. WELCOME
The ExtraCare Charitable Trust 

Welcome to the Annual Report to Residents for the 
year 2021/22. It has been a challenging year for our 
charity, as we came out of COVID-19 restrictions 
during the early part of the year. Through this time 
we had two main objectives – to keep our residents 
and staff safe, and to keep our charity financially 
sustainable. I am pleased that we achieved both. 

We are grateful to our residents’ support through 
COVID-19 as together we worked hard to keep 
everyone safe. We are particularly grateful to our 
Resident Association Chairs who worked closely 
with us to help inform our response to the evolving 
COVID-19 situation.  We also remember those 
residents who we lost during this time.

We look forward to the future with optimism and to 
working closely with our residents to help achieve 
our objectives. Further information on our plans for 
2022–27 are within our Corporate Plan, available to 
view on our website.

Mick Laverty,  
Chief Executive

“ We look forward  
to the future with 
optimism and to 
working closely 
with our residents 
to help achieve 
our objectives.”
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As Chair of the Resident Forum, I am pleased to 
introduce this report which gives an overview of how 
ExtraCare performed during 2021/22. The Resident 
Forum is made up of representatives from locations 
across ExtraCare, and we work in partnership with 
ExtraCare to improve services to residents. Despite 
COVID-19, we continued Forum meetings during 
the year through Zoom. A big part of the discussion 
this year was around the creation of the new repairs 
and maintenance service. We look forward to this 
improving how residents action repairs in their 
home as well as communal cleaning and grounds 
maintenance. This annual report has been produced 
with the involvement of representatives from the 
Forum, and we welcome any feedback about it to:  
forum@extracare.org.uk

David Tunney,  
Chair, Resident Forum

“   We work in partnership 
with ExtraCare to 
improve services  
to residents.”
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2. OUR HOMES
Highlights

We carried out a comprehensive survey of the condition of 
our buildings in 2021, with the help of our partners – Rand 
Associates. This was with the aim of helping us to make informed 
decisions in how we invest in our buildings in future years.

We consulted with residents about new arrangements for our 
repairs, communal cleaning, and grounds maintenance services, 
known as Project FM. The aim of the project was to gain better 
value for residents by reducing the number of main contractors, 
having better control of costs, and improving resident 
satisfaction. This new service went live from April 2022.

We also re-assessed our buildings for fire safety, completing over 
200 safety actions. We created a long-term strategic partnership 
with the West Midlands Fire Service Primary Authority to help 
us access the best quality technical guidance for implementing 
safety measures.

1 Data from Annual Landlord Survey

of responsive repairs were 
completed on time

92%

responsive repairs were carried out 
across all ExtraCare locations

14,948

of our properties comply with 
safety requirements (gas, electric, 
water, lifts, fire, asbestos)

100%

of residents were satisfied with 
health & safety of their home1 

75%

of emergency repairs were 
completed on time

93%

of residents were satisfied with 
actions to keep communal areas 
clean and safe1

62%

REPAIRS & MAINTENANCE

Image of the new Project FM team.
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As part of Project FM, new maintenance contracts 
were awarded following the successful completion of 
a tender that sought to appoint a reduced number of 
contractors. It is hoped that the  consolidation from 
over 100 contractors to five, will drive efficiencies 
and improve this key service for our residents.

Soft facilities contractors will provide grounds 
maintenance, tree pruning and hedge trimming, 
accommodation, building and window cleaning 
as well as car park cleaning services.

Hard facilities contractors will provide responsive,  
void and cyclical maintenance of building elements 
including both daytime and OOH emergency 
callouts, periodic servicing, maintenance, 
and testing of mechanical installations.

The Board of Trustees approved recommendations from 
the project group to award soft facilities management 
service contracts to Fidelis Contract Services Ltd and 
Just Ask Estate Services Ltd, whereas hard facilities 
management services were awarded to Dodd Group Ltd,  
J Tomlinson Ltd, and First in Service Ltd. 
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SALES PROPERTIES

Highlights

At the beginning of the year, sales were slower due to COVID-19. 
However, the sales team worked hard as we came out of 
restrictions to secure the highest number of re-sales that 
ExtraCare have completed in any one year.

We reduced the number of void (empty) sales properties by 
25%, from 380 to 285 by the end of the year. We are looking  
for further reductions in empty properties in the coming year.

We generated over £72m in income through first sales and  
re-sales.

Images of Wixams, Longbridge Retirement Village 
and Solihull Village

income generated 
through sales and re-sales 

£72.6m

first sales completed
119

re-sales completed 
165
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RENTAL PROPERTIES

Highlights

We reduced the number of void (empty) ExtraCare rental 
properties from 121 to 40 by the end of the year.

We are committed to reducing the time it takes to re-let void 
(empty) rental properties, and have set a target of 6 weeks for  
all future re-lets. rental properties let

162
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Highlights

We introduced our new Complaints Policy at the beginning  
of the year, to work towards meeting the requirements of  
the Housing Ombudsman’s Complaint Handling Code.

Seven of our residents were co-opted to the independent 
Housing Ombudsman’s Resident Panel.

On average it took us 40 days to resolve formal complaints 
(target is 20 days). We will be addressing this through staff 
training. We also appointed a dedicated Complaints Officer  
to oversee how we manage complaints.

The biggest single source of formal complaints were in relation 
to repairs, being 33% of all formal complaints received.

The second biggest source of formal complaints were in relation 
to care, being 16% of all formal complaints received.

We resolved most complaints (94%) at the first stage of our 
complaints policy.

This was the first full year of our new Complaints Policy being 
in place. The performance information on the left has been 
collected because of the new policy. Throughout the year, we 
have taken steps to learn from complaints. As a result, we will 
be looking to carry out in-depth training across teams to seek 
to further embed the policy. This training will include writing 
improved complaint responses, keeping people informed of 
progress and closing complaints effectively. The aim is to deliver 
improved resident satisfaction with how we handle complaints.

COMPLAINTS

of first contact, informal complaints 
resolved within timescale 

94%

of formal complaints were 
escalated

6%

formal complaints received

161

of formal complaints resolved 
within timescale

46%

first-contact resolution (‘informal’) 
complaints received 

480

of formal complaints were upheld, 
either in full or in part 

68%
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Highlights

We launched our new Anti-Social Behaviour Policy that we 
developed in partnership with our Resident Scrutiny Group.

We took on average 42 days to reach a resolution for ASB  
cases reported to us.

The Resident Forum approved the Resident Scrutiny Group’s 
review of ExtraCare’s Anti-Social Behaviour (ASB) Policy. The 
scrutiny group helped to write the new policy and led on 
the publication of the leaflet ‘Our approach to resolve ASB – 
information to residents’. This is available on our website. The 
scrutiny group’s recommendations included having a dedicated 
member of staff to oversee each case of ASB, and to set 
timescales for each stage of the process. The group also asked for 
a dedicated email address to be available for residents to report 
ASB. This has been put in place and is asb@extracare.org.uk. 

ANTI-SOCIAL BEHAVIOUR

58 cases of Anti-Social Behaviour 
(ASB) received

58
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3. OUR RESIDENTS

of residents were satisfied that 
ExtraCare provides a home that  
is safe and secure2

73%

of our residents living in  
Villages were satisfied  
with ExtraCare overall1

91% 

of residents were satisfied with  
the quality of their home2

46%

of our residents living in  
Schemes were satisfied  
with ExtraCare overall1 

94%

of residents were satisfied that 
ExtraCare gives the opportunity  
to make views known2 

55%

Highlights

Monthly resident ‘street’ meetings recommenced in-person 
across all locations in 2021.

Four quarterly resident forum meetings were held over ‘Zoom’.

‘Section 20’ consultation was carried out across all  
ExtraCare owned locations on the new repairs and  
maintenance arrangements.

We carried out our first annual landlord survey and received 
over 650 completed responses. The majority of responses were 
positive, although we did receive a proportion of responses that 
were ‘neither satisfied or dissatisfied’. Only 5% of respondents 
were ‘very dissatisfied’ with the quality of their home; and only 
7% of respondents were very dissatisfied with the opportunities 
to make their views known.

Engaged Lives Project

The Engaged Lives project has been running since 2019 to 
support residents in ExtraCare retirement communities. The 
aim of the project was to help residents connect to their 
community and develop a greater sense of purpose. To do 
this, the project ran peer-support groups, a volunteer service, 
and developed a wealth of resources to help reduce loneliness. 
The groups discussed themes such as Keeping Mobile, Building 
Resilience, and Giving Back. They had the chance to explore their 
personal barriers to engaging with others and learn strategies 
to help them move beyond these. Engaged Lives also enabled 
befrienders to create ‘Community Teams’, where volunteers work 
together to devise their own community-building ideas.

1 Data from ‘We’re Listening’
2 Data from Annual Landlord Survey

ENGAGEMENT & SATISFACTION
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RESIDENTS WELFARE & WELLBEING

is the total amount we helped 
residents claim in previously 
unclaimed welfare benefits

£4.9m

resident wellbeing ‘drop-in’ sessions  
held across all locations

7,000

Locations accredited with Gold 
Standards Framework

19

of residents at least double 
vaccinated for COVID-19

93%

Resident Profile

148x210mm 148x210mm 148x210mm
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Founded in 1988, The ExtraCare Charitable Trust is a registered charity 
based in Coventry. We operate retirement villages and smaller housing 

developments around our Midlands base and further south.

Our vision is better lives for older people and our mission is creating 
sustainable communities that provide homes older people want, 

lifestyles they can enjoy and care if it’s needed.

Dementia and  
Mental Health Facts

Dementia... 
is a condition associated with the decline  
in the brain’s cognitive (thinking) ability.

There are various types of dementia but two  
of the most common are Alzheimer’s disease 
and Vascular Dementia.

•  One in five people who reach the age of  
80 are expected to develop Dementia  
(Mental Health Foundation).

•  850,000 people are estimated to be  
living with dementia in the UK*.

•  56% of people put off seeking a  
diagnosis for up to a year or more  
(Mental Health Foundation).

Depression and Anxiety... 
are different from feeling down or worried. 

Unhappiness is something everyone feels at 
one time or another but people experiencing 
depression or anxiety experience intense 
emotions which stay with them instead of  
going away. These common conditions can  
affect anyone at any age.

•  Depression affects around 22% of men 
and 28% of women aged 65 years and over 
(Mental Health Foundation).

•  Anxiety can come in different forms. Some 
people may feel anxious about everything 
where others may experience anxiety when 
faced with specific circumstances or 
following traumatic events.

* Prince, M, et al. (2014) Dementia UK; Update Second Edition report produced by King’s College London 
and the London School of Economics for the Alzheimer’s Society.

The ExtraCare Charitable Trust, Registered Office: 7 Harry Weston Road, Binley Business Park, Binley, Coventry, CV3 2SN. 

Registered Charity No. 327816. Registered in England and Wales No. 2205136

 @ExtraCareOrgUk  TheExtraCareCharitableTrust

www.extracare.org.uk 

T: 024 7650 6011

E: betterlives@extracare.org.uk

Enabling wellbeing  
and independence
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The Wellbeing service supports all residents to be proactive 
in managing their own health, helping residents to stay 
independent for longer. This year has really highlighted the value 
of our offering with many residents not being able to access 
their GP or primary care. Within the last year, over 7,000 drop 
ins were carried out across our locations. Most of these drop 
ins were to measure health, give advice or to offer reassurance 
when other healthcare appointments were not available. 
Wellbeing Advisors also supported residents to access COVID-19 
vaccinations; this resulted in 93% of residents receiving at least a 
double vaccination. 

During the year we re-introduced healthcare student placements 
in some locations. This is to give experience to students studying 
for example nursing, physiotherapy, and occupational therapy. 
These placements provide additional services to residents and 
intergenerational activities. We are looking forward to expanding 
these work placements across all villages in 2022. 

We now have 18 of our locations accredited with the Gold 
Standard Framework. This ensures the best possible support  
for residents in later life, or at the end of life.

84 
is the average age of residents (Schemes) 

80 
is the average age of residents (Villages)

44%
of residents in Schemes receive  
ExtraCare’s care service

19% 

of residents in Villages receive  
ExtraCare’s care service
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This is the breakdown of how every £1.00 we receive or spend is made up*:

4. OUR INCOME AND EXPENDITURE

INCOME

Other Social Housing

Care and Wellbeing

Other Non-Social 
Housing Income

Fundraising

Service Charge

Rent

16p

23p

18p

9p

7p
27p

INCOME

Interest

Generating  
Fundraising

Other Costs

EXPENDITURE Property Costs

Management

21p
10p

7p

16p 15p

31p
Care and Wellbeing

1 This excludes income generated through sales and resales.
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Head office
The ExtraCare Charitable Trust
7 Harry Weston Road
Binley Business Park
Binley
Coventry CV3 2SN

Registered Charity No. 327816
Registered in England and Wales No. 2205136

This document can be provided 
in other languages and formats 
on request.

Please contact the 
Communications Team 
on 024 7650 6011 or 
betterlives@extracare.org.uk


