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Our homes
We built 1,156 new
homes last year, 90 %
were affordable homes

We have homes across Dorset, Hampshire, Somerset,
Wiltshire, Devon & Cornwall and also now in Oxfordshire
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Improving our homes
•

£3.4 million on 717 new kitchens

•

£1.34 million on 1,798 new external doors

•

£1.34 million on 484 new bathrooms

•

£3.9 million replacing 350 roofs

•

£3.43 million on 1,241 new heating
installations including one off boilers

•

£2.45 million on external decoration
of 4,865 homes

100

100 % of our
homes met the
‘Decent Homes
Standard’

Spent £15.9 million on improvements to our homes:

%

Repairing our homes
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Creating social value
•

Provided 3,333 direct, indirect and induced jobs in the areas we operate

•

•

Invested £208 million into the local economy*
*according to our 2017/18 Economic Impact Report

Colleagues raised over £91,000 for charities in three years with the
business contributing over £50,000

•

Match funded £10,000 to a wide range of different causes

•

Social return on investment was £692,218k (HACT SROI calculator)

•

Dedicated 112 days to activities in local communities

•

Provided one work placement:

•

Awarded the Community Award for
Volunteering by Dorset Volunteer Centre

•

•

One apprenticeship

Six volunteering opportunities
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Digital and financial inclusion

Financial wellbeing

Into work

Digital college

•

Worked with ‘We are Digital’ to run weekly courses on IT basics for beginners

•

Set up job clubs to provide employment advice

•

Opened nine digital learning hubs offering IT training and access to training employment advisors

•

Launched our online digital college - over 50 customers have completed courses
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through our hosting a
troubled family key worker
role, helping 25 families
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Switch and save

million

of our homes are set to
benefit with improved
insulation and the
replacement of older
heating systems

investment package
awarded to improve
energy performance
in our least energy
efficient homes

Welfare reform
•

Developed a Universal Credit on-boarding service

•

Expanded our team dealing with welfare reform

•

Developed internal training programmes to support customers

•

Continued our collaborative approach to working with the
Department for Work and Pensions

Customer voice
•

Consulted with customers in the summer

•

Repairs and improvements to your home
and your neighbourhood, including the
safety of your home and fire safety
were your priorities

•

Customer scrutiny of complaints lead
to us updating and simplifying our
complaints process

•

Compliments and complaints were
considered throughout the year by
all our involved customer groups

Customer and Community Network met four times during
the year and received and reviewed customer related
performance, compliance and risk management reports.
The Customer Scrutiny
Panel carried out five
major service reviews on:
•
•
•
•
•

Our Customer
Overview Group:
•

Gave approval and feedback
on ASB policy

•

Provided scrutiny and
feedback on Local Offers

•

Gave feedback on the
governments housing
green paper consultation

Service charges
Complaints
New builds
Aster homes and defects
Voids

CCN

CSP

COG

Handling complaints
This year we dealt with:
•
•
•
•
•

502 formal complaints
598 queries

20 unresolved complaints were escalated and reviewed by a director
Two complaints were reviewed by the Designated Complaints Panel

Two complaints were sent to the Housing Ombudsman for investigation

Tackling
anti-social behaviour
•
•
•

ASB team dealt with 572 ASB cases
239 were high priority

96.8% were resolved successfully

Lettings

78%
found it easy to move
into their new home

Our current
customer
arrears this
year were

2.14

%

76

ASB

% reduction
in service
charge
queries

•

78% of new customers found it easy to move into
their home

•

Average time to re-let our properties (general needs
and housing for older people) was 19.08 days

•

General needs average re-let time was 16.34 days

•

Rent lost due to empty properties was 0.80%

•

Our tenancy turnover rate was 5.56%

•

Our lettings service cost £40 per property

Arrears
•

Current customer arrears was 2.14%

•

Our customer accounts service cost £78 per property

Service charges
•

Developed a new service charge management system

•

Introduced monthly reconciliation processes

•

Improved recovery rates of service chargeable costs

•

Improved our customer offer resulting in a 76% reduction in customer contact
and 44% reduction in service charge changes on accounts

Your neighbourhood

£512,000

•

For every £1 spent on developing new homes, over £60 was
generated of additional economic value to local communities
and over £30 of social value

budget to focus on
improvements in 2019/20

Where we can make improvements
•

Improved digital access to our services

•

•

A clearer and more responsive
complaints handling process

Clearer communication from us on the things
that matter to you

•

•

A better experience when using our
repairs services

Resolving your issues, the first time you
contact us

•

More ways for customers to get involved

View the full report HERE

