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Customer Annual Report 2018/19 A few words from Jean Dalziel, Housing director 

Welcome to our customer 
annual report for 2018/19
We’re driven by our vision of ensuring 
everyone has a home. 

As a not-for-dividend business, we 
reinvest our profits back into our  
homes, communities and services  
so that we can continue to provide  
you with good, safe and reliable  
landlord services, build more homes  
and invest in community projects  
that help make a real difference in  
our neighbourhoods.

With 1.6 million households on social 
housing waiting lists, providing more 
affordable housing has never been  
more important.

We are incredibly proud that we  
built 1,156 new homes last year, with  
90% being affordable. 

Ensuring that the homes you live in  
are good quality, well maintained  
and safe is one of our top priorities.  
This year, we invested a record  
£52.5 million in repairing and  
maintaining our homes across the  
South and South West of England.

As a snapshot, we fitted more  
than 700 new kitchens, 500 new 
bathrooms and more than 1,300  
of you had new heating systems  
installed. This coupled with the  

Our customers, particularly those in our 
involved customer groups, have a strong 
voice in what we do, helping to shape 
the services we provide, letting us know 
where we can and should improve and 
helping to ensure that our customers are 
at the heart of our decision making. 
So I’d like to start this year’s customer 
annual report by thanking everyone who 
worked with us last year to help us to get 
it right. From the 1,020 hours spent by 
the Customer Scrutiny Panel reviewing 
our approach to things like service 
charges and defects in new homes, 
to the commitment of the Designated 
Complaints Panel in reviewing formal 
complaints - we  
really appreciate and value your 
unwavering support.
Working with our involved customers 
groups we also spent some time looking 
at what we mean by a good service.  
As a result of this work we’ve introduced 
our new customer promises which look 
in detail at each of our services and 
provides clarity and transparency over 
the things we’ll deliver as well as what 
we expect from you in return. 
I would also like to thank everyone  
who has taken the time to leave a 
comment, fill in a survey or provide us 
with feedback over the past year. We  
do take the time to look at every piece  
of feedback we receive and we 
constantly review our processes and 
services with your feedback in mind  
to improve our offer to you.
For example, we want to make it as easy 
as possible for you to get the information 
you need when you need it, so we’ve 
continued to focus this year on making 
sure you can easily access our services 
through our website.  We currently have 
over 7,000 customers trialling the next 
phase of MyAster which provides instant 
access to account information, updated 
in real time, as well as much more about 
your tenancy and home. 
With 234,720 calls and 52,273 emails 
received via the contact centre in 
2018/19 the introduction of MyAster will 
give us more time to focus on more 
complex customer queries at the same 
time as giving you the information you 
need at the touch of a button. 

Bjorn Howard
Group chief executive

Jean Dalziel
Housing director

work we do each and every day  
to help people to reduce their rent 
arrears, to find work and to navigate 
Universal Credit is something of  
which I’m incredibly proud.

Your feedback over the past year has 
helped us to shape the services we 
offer. We will continue to listen to your 
voice to improve our offer to you. 

The next 12 months, as the UK 
navigates its way through a a  
changing political climate won’t  
be without its challenges, but we  
will continue to invest in you, in our 
homes, in health and safety, and in  
our colleagues to support a business 
that works for our customers now  
and in the future. 

We will continue to champion the  
need for affordable housing locally 
and in Westminster, and will work  
with our customers, communities, 
partners and suppliers to build more 
affordable homes in areas where  
they are needed the most.

It’s another exciting year ahead.  
We look forward to delivering on  
our goals and keeping you updated  
on the progress we are making.

We have over 90,000 customers and  
we aim to deliver good, reliable, safe  
services in a fair and consistent way.  
We’re pleased that 86% of our customers  
are satisfied with their neighbourhood, 
and 90% feel that rent and service 
charges are good value. Our overall 
customer satisfaction in 18/19 was 79%, 
and we’ll do more in the coming year  
to improve this.
We spent £15.9 million on improvements 
to our homes in the last 12 months and 
we are proud to say that one hundred 
per cent of our homes achieve the 
Government’s ‘Decent Homes Standard’. 
On energy efficiency, we continue to 
work towards every one of our homes 
receiving an Energy Performance 
Certificate (EPC) rating of ‘C’ or above  
by 2025. 
We place the highest priority on the 
health, safety and wellbeing of our 
customers, colleagues and contractors 
and safety will always come first. Thank 
you for allowing access to your homes 
for inspection and servicing, which we 
know can be inconvenient at times but 
absolutely essential. 
During the year we continued to invest  
in our customers and communities 
through the work we do under the  
Aster Foundation which provides  
proven value to our customers and 
communities as well as maximising the 
impact of available funding and other 
support. It’s great that our colleagues 
have raised over £91,000 for charities 
during 2018/19 over the past three years. 
In our last report to you we promised 
to share more with you on the exciting 
developments happening with the Aster 
Foundation.
We now have a new strategy which will 
see us invest in activities which enable 
local people in our communities to 
improve things for themselves.
We will empower, enable, create 
and sustain our communities by: 
• Sustaining tenancies and improving 

life chances
• Enabling independence 
• Creating and sustaining the 

workforce of the future
• Enabling communities to thrive 

Our approach isn’t about doing things 
for people, it’s about giving people the 
tools, skills and support to do things for 
themselves.
It’s an exciting time for the Foundation 
and we will keep you updated 
throughout the coming year on our 
achievements and successes.
In this, our report to you we’ve provided 
a snap shot of our performance over  
the past year and a flavour of the 
work we’ve done to help support our 
customers and our communities.  
We’ve tried to highlight where we’re 
performing well but also where we  
know we need to improve. We know  
we don’t always get it right, and it’s 
important to us that we learn from this.  
But before you read further, I would 
just like to take this opportunity to 
mention the imminent Government 
rent increase planned to come into 
effect next year. Whilst we like other 
housing associations will be looking 
to increase our social rent in line with 
the Governments’ proposals from April 
2020, we understand the additional 
strain this might place on household 
income  which is why we will do all we 
can to ensure that those who need it  
have the support they need to meet 
their financial commitments.
Thank you for taking the time to read 
this report and I hope you find it useful 
and interesting. As always if you have 
any questions, I’d love to hear from you. 
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Our homes

We own, develop and manage over 
30,000 homes across the South 
of England – some of the most 
unaffordable regions of the UK – 
where there’s real need to deliver 
a large number  of homes to a wide 
range of people.  

Our homes span Dorset, Hampshire, 
Somerset, Wiltshire, Devon and 
Cornwall and we now have more 
homes for affordable and social  
rent and shared ownership than  
ever before. 

Almost 100 of the homes we built 
in 2018/19 were via joint ventures. 
A further 80 from our land-led 
programme and 28 were delivered via 
community land trusts.

The data below shows our owned and 
managed and managed for others 
stock across our geography.

• In Dorset, we have 9,165 homes. 
There are 8,391 rented, 1,308 of 
these homes are for older people, 
504 of these are leasehold and 
270 shared ownership 

• In Hampshire, we have 7,030 
homes, including 328 new 
properties built this year. There 
are 6,030 rented, 171 of these 
homes are for older people, 
463 leasehold and 537 shared 
ownership

• In Somerset, we have 5,088 
homes, including 119 new 
properties built this year. There 
are 4,417 rented, 587 of these 
are homes for older people, 
244 leasehold and 427 shared 
ownership

• In Wiltshire, we have 7,540 
homes, including 382 new 
properties built this year. There 
are 6,599 rented, 560 of these 
are homes for older people, 
139 leasehold and 802 shared 
ownership 

• In Devon and Cornwall, we have 
1,647 homes, including 202 new 
properties built this year. There 
are 1,172 rented, six are leasehold 
and 469 are shared ownership 

We also spent £2.45 million on the 
external decoration of 4,865 homes  
at an average cost of £505.

Looking forward to 2019/20 we plan 
to invest £55 million in improving our 
30,000 homes across the South of 
England, continuing our investment  
in our homes and in our communities. 

We are committed to finding new 
and innovative ways to improve our 
neighbourhoods and in 2018/19 we 
set up an internal team to make sure 
changes that make a real difference  
to our neighbourhoods happened.

For example, a pilot in Kingsley House 
in Dorset, saw multi-skilled trades 
visiting the scheme on a monthly 
“surgery” basis to undertake a range  
of repairs and maintenance whilst 
on site without the need for jobs 
to be booked in and appointments 
made. Our trades work closely with 
our independent living officer (ILO) 
at the scheme to indentify issues of 
concern and are able to pre-stock their 
vans with any materials they might 
need. The idea is that issues can be 
identified and fixed more quickly than  
if they were dealt with individually. 

It also means that colleagues get 
to know the schemes and for our 
customers they start to see familiar 
faces returning each month.

This is just one of the ways that  
we’re changing, improving and 
enhancing the way we do things  
to ensure our customers receive a 
good, reliable service.

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

Hampshire Somerset WiltshireDorset New: Oxfordshire

7,030 5,088
1,647

9,165

Totals include  New build affordable and social rent

7,540

3280 119 382
Devon & Cornwall

202 158

This year we spent £15.9 million on improvements to our 
homes, this included:

• £3.4 million on 717 new kitchens at an average cost of £4,753

• £1.34 million on 484 new bathrooms at an average cost of £2,768

• £3.43 million on 1,241 new heating installations including one off  
boilers at an average cost of £2,766

• £1.34 million on 1,798 new external doors at an average unit cost  
of £747

• £3.9 million replacing 350 roofs including fascia and soffits and  
removal of some chimneys at an average unit cost of £11,233

Improving our homes

Repairing our homes

From time to time you may have 
needed to call us or report a repair 
online. Whilst we make every effort 
to ensure our homes are regularly 
maintained there will inevitably 
be times when we need to fix a 
problem.

We look after the outside of our 
homes, the building and any fittings 
and any appliances we’ve put in. 
We also carry out the repairs to the 
shared areas of blocks of flats. 

We aim to complete 85% of our 
repairs at first visit and where we 
can’t we’ll provide you with clear  
next steps. 

Whilst we are pleased to report that 
81% of our customers found the 
repairs process easy and 89% of 
customers said they were satisfied 
with their repair when asked ‘Overall 
how satisfied or dissatisfied were you 
with the quality of the repair?’, 68% 
of customers were satisfied overall 
with the repairs service, which we 
would like to improve on. The team 
are working hard on this  making 
sure that we provide a consistently 
good repairs service across all our 
regions, and we have an customer 
focussed action plan in place. Any 
questions on this please do contact 
Alec Pegram Operations Director. 

Repairs completed on first visit  
were just below our target at 80.46% 
and of the 13,134 emergency repair 
jobs 87.49% were completed on  
time. The 87,162 appointed repair  
jobs had a first time fix of 85.04% 
and 99.99% of gas servicing was 
completed and in date.

We are proud to say that one 
hundred per cent of our homes 
achieve the Government’s  
‘Decent Homes Standard’ and we 
are working towards every one of 
our homes receiving an Energy 
Performance Certificate (EPC)  
rating of ‘C’ or above by 2025.

£15.9million
on improvements
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Creating social value Digital and financial inclusion

We provide thousands of jobs for 
people in the communities we work 
in , 3,333 direct, indirect and induced 
jobs and according to our 2017/18 
Economic Impact Report have 
invested £208 million into the local 
economy in the South and South  
West of England. 

We’re a not-for-dividend business,  
so the profit we make  we reinvest  
back into our business to create  
even more homes and provide  
good services to you. 

Our work under the banner of the 
Aster Foundation is all about making 
a positive impact on our customers’ 
lives and in our local communities 
and during 2018/19 our social return 
on investment (SROI) for the projects 
we undertook through the Aster 
Foundation was an impressive 
£692,218k (HACT SROI calculator). 
We provided one work placement 
opportunity for a member of our 
local community, as well as one 
apprenticeship and six volunteering 
opportunities. 

In the three years since we introduced 
match funding to the business 
our colleagues have raised over 
£91,000 for charities with the group 
contributing over £50,000. During 
2018/19 the group match funded 
£10,000 to a wide range of different 
causes, from large team efforts for 
Alzheimer Society’s Trek 26 marathon 
walk and MIND Charity’s RED January, 
to groupwide charity support and 
fundraising for Children in Need and 
Save the Children.

To help some of our most vulnerable 
customers, we provide a range of 
support around digital and financial 
inclusion, employability skills and 
help accessing and understanding 
Universal Credit.

We work with the right partners to 
provide support to improve digital 
skills, access digital services and 
explore innovative solutions so that 
customers (and especially those in 
rural communities) benefit from being 
digitally connected.

Through the work we do around 
financial inclusion we hope to make 
a positive impact on our customers’  
ability to sustain a tenancy and to 
manage  financial commitments. 

We have a team of colleagues who 
work with customers to maximise 
their income. That could be around 
ensuing they receive the benefits 
they are entitled to or looking at 
ways to better manage their finances. 
We also provide our customers with 
vocational workplace experience 
through work placements with us and 
our companies in our supply chain. We 
also  work with partner organisations 
to provide customers with support to 
improve their vocational skills.

We continue to work with trainers  
‘We are Digital’, to run a weekly course 
in locations across our communities  
that focus on IT basics for beginners, 
giving people the skills they need to 
pay their rent on time, to manage their 
finances online or to search and apply 
for jobs.

In addition, as part of our broader 
commitment to give something back, 
we also chose Cancer Research UK 
as our ‘Charity of the Year’. 

Our volunteering scheme has seen 
colleagues dedicate 112 days to 
activities in local communities and  
we were awarded the Community 
Award for Volunteering by Dorset 
Volunteer Centre. 

In our last report to you we promised 
to share more with you on the 
exciting developments happening 
with the Aster Foundation.

We have a new strategy for the Aster 
Foundation. This strategy will see 
us invest in activities which enable 
local people in our communities to 
improve things for themselves.

We will empower, enable, 
create and sustain our 
communities by: 
• Sustaining tenancies and 

improving life chances

• Enabling independence 

• Creating and sustaining the 
workforce of the future

• Enabling communities to thrive

Our approach isn’t about doing 
things for people, it’s about giving 
people the tools, skills and support 
to do things for themselves.

It’s an exciting time for the 
Foundation and we will keep you 
updated throughout the coming year 
on our achievements and successes.

With our partners we set up job  
clubs to provide help, advice and 
support to customers who are looking  
to get back into employment. We  
have opened nine digital learning hubs 
across our regions which provide our 
customers with IT training and access  
to training employment advisors to  
help them to identify and apply for  
job opportunities.

September 2018 saw us launch our 
online digital college which has been  
a huge success with over 50 customers 
taking and completing courses. 

The Digital College has over 45  
courses and delivers accredited 
learning online to help users to learn 
new skills. There are courses supporting 
with employability, health and safety, 
construction, healthcare, safeguarding 
and much more.  

Our courses also help with budgeting, 
saving money by accessing comparison 
sites as well as covering topics such as 
online banking, online safety and using 
financial and budgeting apps.

This year we have also worked with  
the Richmond Fellowship in Wiltshire  
to support customers with mental ill 
health to improve their employability 
as well as with award winning social 
enterprise Pluss, to support our 
customers with health conditions  
and disabilities back into work. In 
Somerset, we partnered with Future 
bright to provide customers who are 
already in employment but want to 
increase their skills to improve their 
prospects.

Empowering Financial wellbeing

Enabling Into work

Sustaining Digital college

Creating Switch and save
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Digital and financial inclusion 

Due to the success of our hosting a 
troubled family key worker in 2017/18  
we were awarded further funding in 
2018/19 from Dorset Council for  
£21,500 towards continuing the role 
for another year. We invested a further 
£10,000 into the role to enable a full 
time post to continue.

To date our key worker has directly 
supported 25 families, has provided 
1,025 hours of support and achieved 
a total cost saving of £51,947 to the 
business. 

In addition, the role has achieved 
the following outcomes:
• Nine evictions have been  

avoided for rent arrears 

• Two injunctions have been avoided 
for Anti-Social Behaviour (ASB) 
cases

• One eviction has been avoided  
for ASB

• 10 families have had ASB  
cases closed 

• Supported six families impacted by 
domestic abuse

• Supported 13 families with untidy / 
poor property conditions

• Supported three families identified 
as safe guarding concerns 

We were successfully awarded 
£5,000 through the surviving 
winter fund Somerset Community 
Foundation to help those needing 
financial support to increase the 
heating in their homes with 21 grants 
awarded in 2018/19.

And we’re pleased to announce that 
thanks to a successful bid for funding 
from the Warm Homes Fund, we’ll 
be implementing an exciting new 
initiative to help tackle fuel poverty.

With partners EON, South West Gas 
Networks (SGN), Wales and West 
Utilities and the Fuel Poor Network 
Extension scheme, the project 
will bring a £5 million investment 
package to improve the energy 
performance of our least energy 
efficient homes.

Around 800 of our homes are set to 
benefit with improved insulation and 
the replacement of older heating 
systems. New modern central 
heating systems will be installed, 
helping to reduce energy bills and 
improve health and wellbeing.

The first major improvements will be 
made later this year with the project 
concluding towards the end of 2021. 

800
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

awarded through the 
surviving winter fund 
Somerset Community 

Foundation 

through our hosting a 
troubled family key worker 

role, helping 25 families

Total business  
cost saving of

£5million 

£5,000

£51,947

Welfare reform 

As part of our focus during 2018/19 
we expanded our team dealing 
with Welfare Reform and specifically 
Universal Credit (UC). We are now able 
to process rent verifications to the 
Department for Work and Pensions 
(DWP) more quickly. As a result, those 
customers claiming UC are more likely 
to get their UC award right first time.

We are developing and delivering a 
Universal Credit On-Boarding service 
where we contact customers moving 
onto Universal Credit to give them 
advice. This helps to ensure that any 
issues with a claim are resolved 

quickly and our customers are paid  
by the DWP correctly first time. We can 
give quick advice on the phone as well 
as longer term support delivered by our 
customer support team. We also work 
closely with other support agencies, 
helping us to refer our customers for 
further specialist support.

We’ve spoken at national and local 
events on Welfare Reform and  
have developed internal training 
programmes to ensure all customer 
facing colleagues are aware of the 
challenges of UC and the support  
we can offer our customers. 

We have also continued our 
collaborative approach to working  
with the DWP which allows us to 
provide them with key information 
about the impact of Universal Credit  
on our customers. It also gives us  
a platform to influence national 
decision making and to ensure up to 
date and regular information is fed 
back down to the teams that need it.

We continue to develop the  
Universal Credit On-Boarding  
service, using customer feedback  
to improve the advice and support  
that we can offer. 
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Customer voice 

Customer voice plays a vital role in 
helping us to shape and to evolve 
the services we offer. We use digital 
consultation methodologies to listen 
to our customers in conjunction with 
traditional face to face focus groups, 
door knocks, telephone and printed 
surveys to ensure that we hear from  
as many of you as possible.

Our customers provide us with a 
wealth of feedback each and every 
day and it’s important that we take  
and act on the feedback we’re given. 

We continue to ensure the voices, 
ideas and interests of our customers 
are reflected in everything we do. 

To help us get it right, we consulted 
with all our customers during the 
summer, asking for your ideas on  
how you can get involved in shaping 
the services we provide and we  
will be acting on this to create new  
and easier ways for you to have  
your say.

You told us your priorities were  
around repairs and improvements 
to your home and neighbourhood, 
including the safety of your home  
and fire safety. These issues are  
vital to us too and we are pleased  
so many of you are keen to get 
involved. We’ll be working closely  
with you over the coming months  
on shaping our approach to the  
areas you highlighted.

Our Customer Groups

Customer and  
Community Network  
The Customer and Community 
Network (CCN) oversees service 
delivery to all of our customers  
and our communities. 

The network met four  
times during the year and 
as well as receiving regular 
customer related performance, 
compliance and risk 
management reports also: 
• Received regular updates from 

and fed back to the overlap 
boards and the executive board

• Considered our approach and 
experience in tenancy related 
court matters

• Received regular updates on  
the repairs service (performance 
and improvements)

• Considered customer service 
promises

• Input into our customer related 
strategies

• Monitored the development of  
the Aster Foundation

• Approved the following  
customer related policies:

• Aids and Adaptations

• Recoverable Service  
Charge Policy

• Leasehold Major Works 
Repayment Policy

• Anti-social Behaviour Policy

• Compensation Policy

• Received regular reports from the 
Customer Overview Group and 
the Customer Scrutiny Panel; and 

• Revisited its forward plan

Customer Scrutiny Panel
Our Customer Scrutiny Panel (CSP) 
provides a thorough, independent 
and objective customer focussed 
assessment of our services and 
business processes. This is a huge 
benefit and particularly important is that 
the CSP undertakes its reviews of our 
services from a customer’s perspective. 

This year the panel carried out five 
major service reviews, completing 
approximately 1,020  hours of work in 
the process.

The reviews carried out in 
2018/19 focused on: 
• Service charges

• Complaints

• New builds

• Aster homes and defects

• Voids 

The CSP made a number of service 
improvement recommendations which 
were fed through to the relevant 
business areas, the Customer and 
Community Network and our Group 
Audit Committee for consideration.

The CSP also focussed on maintaining 
and raising the profile of the group,  
both internally amongst colleagues  
and externally with our customers. 

Our involved Customer Groups have a strong voice in our business 
and help to shape the services we provide. With their involvement, 
we recently published our Service Promises which outline our service 
standards across all areas of our landlord functions.

CSP

CCN

DCP

COG
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Our Customer Groups

Customer Overview Group
The Customer Overview Group (COG) 
is comprised of customers from across 
our regions and provides an overview 
of customer priorities and involvement 
options to support the delivery of our 
corporate strategy. 

The COG scrutinises and offers 
feedback on operational performance, 
policy development of customer 
facing services, and the customer 
experience. It forms part of our formal 
customer involvement structure 
alongside the Customer Scrutiny Panel 
and Designated Complaints Panel.

Designated Complaints Panel
The Designated Complaints Panel (DCP) 
is made up of customers, tenants and 
leaseholders, who have carried out 
extensive training and is registered  
with the Housing Ombudsman. The 
DCP act independently and objectively 
reviewing complaints where a resolution 
hasn’t been able to be reached during 
the formal complaints process. 

As part of a review the DCP meet with 
the customer to listen and understand, 
first hand, why they feel their complaint 
has not been resolved and discuss  
how a resolution may be reached. 
Following their reviews the DCP  
made a number of recommendations 
to support improvements for service 
delivery which we accepted and have 
incorporated into our processes. 

From April 2018 to March 2019 
the COG have:
• Given approval and feedback on 

ASB policy

• Provided scrutiny and feedback 
on Local Offers

• Provided scrutiny, feedback, 
approved our Customer Pledge

• Resolved to make use of digital 
performance reporting data 
through Clarity

• Agreed a forward plan on areas 
of activity of interest to the COG

• Given consideration and feedback 
on our customer profiling activity 

• Approved our Compensation 
policy

• Approved our Customer Annual 
Report

• Given in depth feedback on  
the governments housing  
green paper consultation 

Handling complaints

Tackling anti-social behaviour 

We want you to be proud of your 
home and your neighbourhood and to 
feel safe and secure where you live.

We respond to every single report  
of ASB, putting you at the heart of  
our approach and working with  
other agencies where necessary 
to ensure that issues of anti-social 
behaviour (ASB) are resolved as 
quickly as possible.

As a landlord we may not be able  
to provide all the answers, however, 
we work closely with all organisations  
who can help make sure our 
customers are fully supported. 

We know that even with the best  
will in the world, sometimes things 
go wrong and there may be times 
when our customers aren’t completely 
happy with the service we provide.  
If things do go wrong, we’d like to 
know so that we can put matters  
right and learn from our mistakes. 

We do our best to resolve any issues 
as quickly as we can and often the 
best people to put matters right are 
the team responsible for delivering the 
service. In these instances we may try 
and resolve the complaint by asking 
that team to contact our customer to 
see if they can resolve the problem. If 
the problem can’t be resolved and our 
customer is not happy, or if they wish 
to make a formal complaint, we make 
this as straight forward as possible.

We let our customers know what  
they can expect from us right from  
the start, providing a clear timeline  
and an outline of our next steps and 
how they can escalate their complaint 
if they still remain dissatisfied. 

We can't always take action that  
will instantly solve a problem, but 
we'll be honest about what we  
can and cannot do, and will always 
keep our customers updated.

Our ASB team dealt with 572  
anti-social behaviour cases in 
2018/19, 239 of these were high 
priority and 96.8% were resolved 
successfully.

When a formal complainant has been 
logged, we aim to provide a written 
response within 10-working days. 
This is an area we are working hard 
to improve with extensive complaints 
training for our staff and with improved 
monitoring and reporting processes 
being put in place.  

We are committed to improving 
the services we provide and we 
make sure that we learn from every 
complaint we receive.

We are members of the independent 
Housing Ombudsman scheme. 

This year we received  
and 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 

ASB
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Lettings

We offer a wide range of affordable 
homes for rent across Devon and 
Cornwall, Dorset, Hampshire,  
Somerset and Wiltshire. Our properties 
include family-sized houses, homes 
for single people and couples, and 
accommodation specifically for 
customers aged 55 and above. 

Customers for our homes are selected 
by the local council, usually through a 
choice-based lettings scheme where 
they ‘bid’ for properties. 

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

In general when our customers move  
into their Aster home they are less likely 
to want to move on when compared  
with other housing associations. We  
have a tenancy turnover rate of just 
5.56%, placing us in the upper quartile 
when compared to an average of 8.26% 
in the sector according to the latest 
HouseMark survey. 

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

We have an obligation to all our 
customers to make sure everyone  
pays their rent. We support our 
customers to pay their rent on time 
and in full and we will work with our 
customers to help them to resolve any 
financial difficulties they may have. 

Our arrears for current customers  
at the end of 2018/19 was 2.14%.  
According to our benchmarking from 
Housemark, which measures lots of 
data from landlords all over the country, 
the very best performing landlords 
had arrears of around 1.98%, so we’re 
pleased to be doing very well on this 
important measure.

Our current 
customer 
arrears this 
year were

78%

found it easy to move  
into their new home

reduction 
in service 
charge  
queries

We benchmark ourselves against 
other housing associations using the 
HouseMark industry standard which 
places us in Q4 18/19 in the upper 
quartile performance of 18.66 days. 

Our general needs average re-let  
time is 16.34 days. Rent lost due 
to empty properties was 0.80% 
(HouseMark - Q4 18/19 upper quartile 
performance: 0.88%).

At a cost of £40 per property we also 
provide an efficient lettings service 
compared to an average of £48 when 
benchmarking against other housing 
associations.

* The amount of rent and service 
charges lost through all general 
needs and housing for older 
people properties being vacant as 
a percentage of the total rent roll. 
The rent roll is the total amount of 
potential rent and service charges 
collectable for the period for all 
dwellings managed by the landlord 
for that needs category(ies), if all 
dwellings had been occupied.

Arrears 

2.14%

Service charges 

Your neighbourhood 

We’re pleased that 86% of our 
customers are satisfied with their 
neighbourhood. We are always 
looking at ways to increase 
customer satisfaction. Internal 
learning, the complaints we receive 
or factors in the wider housing sector 
which effect how we do things all 
play a part in shaping the way we 
approach changes to our services.

This year, based on the feedback 
we’ve received our neighbourhood 
officers conducted detailed reviews 
of every single neighbourhood 
inspection they carried out.   

Where we felt there was a need 
to do so, we have increased the 
frequency of neighbourhood 
inspections and now visit identified 
blocks of flats every month for a 
full inspection of all the communal 
areas. We act on what we find and 
where problems persist, we escalate 

During the year our service charge  
team have been working hard to 
improve the information you receive  
on recoverable service charges.  

Our focus has been to improve the 
accuracy of charges as well as the 
provision of customer information  
to explain what the charges are for. 

Last year the Customer Scrutiny Panel 
(CSP) undertook a scrutiny of the  
service charge process making a 
number of recommendations for 
improvement. All the recommendations 
have now been successfully 
implemented. 

Through the hard work of  
colleagues from across the  
business the following improvements  
have been achieved: 
• The development of a new service  

charge management system

• Monthly reconciliation processes  
to ensure accuracy of data and  
information 

• Improved recovery rates of service  
chargeable costs 

• Better quality information on the  
website and service charge statements

• Improvement in our customer service  
offer in responding to service charge  
queries resulting in a 76% reduction in  
customer contact and 44% reduction  
in service charge changes on accounts 

• Introduction of formal learning reviews  
of both the process and customer  
feedback to ensure continuous  
improvement and learning is captured

these issues and ensure that long term 
solutions are found.   

In 2018/19 we agreed a budget of £512,000 
to focus on a range of improvement works 
as well as important safety enhancements 
during 2019/20. 

We have invested significantly in safety  
this year, boosting numbers and  
enhancing training of our team of  
Fire Risk Assessors, helping to  
ensure our processes are robust and 
adhere to industry recommendations. 

Finally, and after detailed consideration, 
within our general needs properties  
we have moved to a zero tolerance  
of items placed in communal hallways  
or on communal land where they 
compromise safety. Thank you to all  
our customers for responding so  
positively to this change and recognising 
this is the safest way forward in the 
management of your homes.

76%

£512,000  
budget to focus  
on improvements

We provide an efficient Customer 
Accounts service, at a cost of £78 
per property. This is compared to an 
average of £90 when benchmarking 
against other housing associations 
using HouseMark data.

We have an 89.64% customer 
satisfaction score in terms value  
for money around rent, against 
an average score of 87.05% 
when compared to other housing 
associations.
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Value for money Where we can make improvements

We strive to achieve real value 
for money for you, our lenders 
and our communities. 
It’s about making the best use of  
our resources to provide comfortable 
homes backed by good, quality 
services. 

In our latest annual report and 
accounts we tell you how we’re 
making the most of every pound we 
spend and in line with the regulatory 
standard published in April 2018, our 
performance is measured against 
seven agreed metrics: Reinvestment; 
New supply delivery; Gearing;  
EBITDA MRI interest cover; Headline 
social housing cost per unit; Operating 
margin; Return on capital employed.

Continuing to review how we deliver 
our services remains one of our 
priorities. Maintaining this focus will 
ensure we are able to concentrate  
on our primary purpose to provide 
good, reliable core services and to 
build more much-needed new homes.

Value for money (VFM) is fully 
integrated into our group-wide 
corporate strategy and objectives 
setting, and this approach has  
helped to deliver VFM across 
customers, financial strength,  
growth, operations, development  
and culture in equal measure. 

VFM has always formed a central part of 
our business and organisational culture. 
It’s about being effective in planning, 
managing and operating the business.  
It means making the best use of 
resources to provide quality homes 
backed by high quality services. 

We are committed to: 
• Reinvesting all the profits made  

into new and existing homes and 
providing good services 

• Everything done begins with  
our social purpose 

• Combine a social heart with a 
commercial mindset to create 
homes and communities current 
and future customers can be  
proud of

• Make investment decisions on a 
long-term commercial basis, that 
provide not just short-term gains, 
but long-term benefits to the group 
and to you

• Investing in technology over the 
next five years to deliver improved 
efficiency and better customer 
service, determined to drive value 
in services by minimising customer 
effort in processes

• To create a network of strategic 
partnerships to tackle the housing 
crisis

• Deliver social and economic  
value -in 2018/19 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

• Our business model, financial 
strength, robust governance, 
investor confidence and 
commitment to a range of tenures, 
enables the group to keep 
building, even during economic 
downturns and unfavourable 
market conditions

VFM is not just about pounds and  
pence, and through the work of  
the Aster Foundation we will further  
drive social value across all landlord 
services. The main aim of the  
Foundation Strategy is to help you  
to sustain your tenancy. 

Our digital transformation journey  
will allow you to access services  
in more ways than ever before. 
Investment in our colleagues to  
ensure that a culture is created in 
the business that ensures maximum 
outcomes for customers. VFM is  
not always about cutting costs,  
it’s about return on investment,  
and this is the aim with digital and 
colleague transformation. 

We know that as a large organisation, 
dealing with something as important, 
complex and emotive as people’s 
homes, it’s important to recognise that 
we don’t always get things right. 

We’re committed to being as open 
and honest with you about that, as  
we are about our successes.

We’ve identified a number of areas of improvement based on  
what you’ve told us throughout the year, here are just a few  
that we’re addressing:
• Improved digital access to our services

• A clearer and more responsive complaints handling process

• A better experience when you’re using our repairs services

• Clearer communication from us on the things that matter to you,  
like your service charges and rent

• Resolving your issues, the first time you contact us

• More ways to get involved and make a difference in shaping our  
services in ways that suit you, your skills and the time you have available
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If you want to get involved  
in helping us to shape our  
services then email 
customerengagement 
team@aster.co.uk  
or visit www.aster.co.uk

Tell us what you think


