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1,961
customers who 
moved home

received from

2
complaint

recommend 
us to a friend

customers rate us7.4   out of 10
for Value for Money

customers rate us8 out of 10
for providing a home 
that works for them

                       of customers 
would recommend 
their neighbourhood 
as a place to live

87%
87%
of customers would

up from 78% last year

69%
of customers would 
recommend us for 
how we dealt with 
their ASB issue

customers rate us

for the safety and 
appearance of their 
neighbourhood

7.5 out of 10

up from 7 out of 10 last year up from 7.4 out of 10  last year up from 82% last year down from 85% last year up from 7.2 out of 10 last year

95%
of customers would recommend 
us for the way we helped them 
move into one of our homes

up from 92% last year
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92%
of customers would recommend 
us for the support we provide

86%
of customers would recommend 
us for how we handle their gas 
servicing and maintenance

up from 72% last year

92%
of customers would recommend 
us for how we improved 
their home

up from 84%  last year

81%
of customers would recommend 
us for how we dealt with 
their repair

up from 74%  last year

The last three months
97%

The last three months
83%

The last three months
92%

The last three months
86%

The last three months
93%

87% the last three months 7.5  the last three months 8  the last three months 89% the last three months 72% the last three months 7.5 the last three months
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up from 90%  last year

repairs jobs jobs customers



You can have your say on how we’re doing and influence services by 
emailing us at feedback@bromford.co.uk or just heading over to 
www.bromford.co.uk/feedback-and-performance/

 What’s the issue?  

 Customers told us that when they’re unhappy or raise 
an issue with us we need to take ownership of the problem 
and find solutions quickly.

What are we doing?  
To achieve a better relationship throughout the complaints journey and 

resolve issues faster for customers, we’ve introduced a new customer 

solutions team and a new way of handling complaints. Complaints will be 

owned and resolved by one colleague, we’ve reduced our stages from five 

to two and we’re committed to resolving all formal complaints in 21 days 

and informal complaints in 7 days. We’re confident this will simplify things 

for customers and enable us to find faster solutions.

Aim: To see issues resolved faster for customers.

Every three months we take a closer look at customers’ feedback to see what 
the trends are and how we can improve.
Here’s what we’re now focusing on fixing.

   What’s the issue?  

         Customers recommending our gas service to a friend has 
improved significantly in the last twelve months; however 
customers have told us they’re sometimes made unhappy when 
they experience repeat appointments for a breakdown or where 
there have been delays because we’ve needed to order parts.

What are we doing?  
To improve how we deal with repeat breakdowns and avoid them happening in 

the future; our gas surveyors are proactively visiting customers who have 

experienced problems to fully assess their heating systems and find solutions. The 

learning from these visits has led to us replacing more boilers, we’ve completed 

more proactive repair work and reduced waiting times for customers.   

Aim: To overcome these issues and for even more customers 
to recommend our gas repairs service to a friend. 

   What was the issue?  
   We’ve been working for a year to investigate the main 
causes of damp and mould and resolve issues for customers.

Aim: For us to get a better understanding of the causes of 
damp and mould in customers’ homes and to ensure we’re 
resolving any recurring issues and making long term plans to 
support customers. 

How have we been improving?  
To improve how we handle damp and mould issues we’ve delivered detailed 

training to our colleagues, ensuring we provide the right advice and information 

to customers at the right time. We’ve changed how we handle reports of damp 

and mould by diagnosing issues over the phone and booking in repair work 

straight away, delivering quicker solutions for customers. We’ve installed loft 

insulation, extractor fans and trickle vents which have had positive results for 

customers and, where problems are more complex, our surveyors are 

completing detailed examinations of customers’ homes to fully assess the 

problem and complete any works required.

To support our long term plans on damp and mould, we’re even more focused 

on making our homes affordable to live in and run. Our investment team have 

targeted homes with lower energy ratings to improve their energy performance, 

they’re delivering improvements to these homes such as new heating and hot 

water systems, windows, insulation and roofing. In addition, we’re investing in 

150 heating or window upgrades this year from savings we’ve made. We’ve 

sourced the best energy prices and information and our money advisors are 

offering more advice on this to customers. Our winter wellbeing campaign and 

‘how to’ videos, which gave customers advice on things like money, community, 

repairs and lifestyle, were well received so we have continued our work in this 

area by producing information online throughout the year. We’re working with a 

customer from our customer and communities network to redevelop training 

awareness for our colleagues to support and coach customers on affordable 

warmth. We’re also testing a piece of the latest technology called Switchee; a 

‘smart thermostat’ to help customers manage their homes better - we’ll be 

inviting twenty customers to get involved with this soon. 

Here’s an update from last time
On track Achieved

   What was the issue?  
   Fewer customers have been recommending our anti-social behaviour 
service to a friend; we’ve challenged ourselves to investigate ways to improve 
the customer experience.

Aim: For more customers to recommend our anti-social behaviour service 
to a friend. 

How have we been improving?  
It’s disappointing for us that we’ve seen a further dip in customers recommending our anti-social 

behaviour service to a friend. We’re fully committed to doing everything we can to help and support 

customers when they experience ASB. Our community safety team are working very closely with our 

neighbourhood teams to proactively address customer concerns quickly and we’re carrying out 

prevention work to tackle ASB issues early and improve things for customers.  When cases are 

opened, our community safety team continue to monitor these closely. We’re working more flexibly, 

being available for customers both in the evenings and at weekends where needed, ensuring our 

customers feel fully supported all the time. Positively, the number of ASB cases opened this year has 

reduced and we’ve continued to put all our efforts into resolving things for our customers; as a result 

we’ve issued more cases to court ensuring we’re taking the right action. Our customer advocate and 

community safety team are reviewing all cases to investigate what more we could do to improve the 

customer experience and where customers are unhappy, cases are being reopened. 

   What was the issue?  
   Customers wanted us to resolve their 
enquiry the first time they contact us, without 
having to wait for a decision or call back.

Aim: For customers to tell us they find our 
services easier to use. 

How have we been improving?  
We’ve identified the most common or complex repairs that 

we’re contacted about and developed a new training area in our 

customer service centre to help colleagues identify and 

diagnose repairs more effectively, resolving queries the first time 

we’re contacted. We’re investing in more training for our 

customer service colleagues through workshops and coaching. 

We’re enabling colleagues to encourage and support customers 

to conveniently solve things for themselves. We’re now resolving 

85% of customer queries the first time we’re contacted; this has 

improved 6% since last year and nearly 10% more customers 

have told us they find our services easier to use.


