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WE’RE WORKING HARD
TO DELIVER WORLD CLASS
CUSTOMER SERVICE.
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OUR CORE BUSINESS IS THE MANAGEMENT AND
MAINTENANCE OF OUR CURRENT HOMES AND
INVESTMENT IN NEW ONES.
OUR VISION IS TO BE A WORLD CLASS ORGANISATION
PROVIDING HOMES IN COMMUNITIES PEOPLE ASPIRE
TO LIVE IN.

www.merlinhs.co.uk

We think achieving these four targets
will mean we are world class:

34%
OPERATING MARGIN

90%
OVERALL CUSTOMER
SATISFACTION

90%
SATISFACTION WITH REPAIRS
AND MAINTENANCE

75%
STAFF ENGAGEMENT
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Living our values:
WE START WITH OUR
CUSTOMERS AND WORK
BACKWARDS
Our customers are at the core of
our business and at the forefront
of our strategy and service
WE AIM HIGH
We always strive to be better, we
dare to be different and are proud
of what we do
WE ARE OPEN AND
HONEST AND WE KEEP OUR
PROMISES
We are accountable for what we
do and what we should do
WE VALUE PEOPLE AND
WORK TOGETHER
We recognise that by working
together we will achieve more and
make more of a difference
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THE ORGANISATION IN NUMBERS

18,000

HOMES

RESIDENTS

www.merlinhs.co.uk

8,600
382
STAFF

21,488
REPAIRS
COMPLETED
THIS YEAR

70,000+
PHONE CALLS
HANDLED
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THE STORY OF THE YEAR IN THREE KEY AREAS
INCREASED FINANCIAL
STRENGTH

IMPROVED
SERVICES

INCREASED
INVESTMENT

36% 83% 31

www.merlinhs.co.uk

OPERATING
MARGIN

2% INCREASE FROM
LAST YEAR

£13m
SURPLUS TO INVEST
IN EXISTING AND
NEW HOMES
£2.5m INCREASE FROM
LAST YEAR

OF CUSTOMERS
SATISFIED WITH
ANTI-SOCIAL
BEHAVIOUR SERVICES

PEOPLE HELPED
TO GET BACK
INTO WORK

84% 131

OF CUSTOMERS ARE
SATISFIED WITH OUR
OVERALL SERVICE

DOWN 3% FROM LAST YEAR

NEW HOMES
COMPLETED

66% INCREASE FROM
LAST YEAR

1% 83% 421
RENT
ARREARS

OF CUSTOMERS
SATISFIED THAT RENT
IS VALUE FOR MONEY
UP 3% FROM LAST YEAR

£48m
INVESTED BACK
IN THE LOCAL
ECONOMY
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NEW HOMES UNDER
CONSTRUCTION
76% INCREASE FROM
LAST YEAR

226
REFURBISHED
HOMES

55% INCREASE FROM
LAST YEAR
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INTRODUCTION
BETTER TOGETHER IN 2016/17

Merlin is regulated by the Homes and
Communities Agency who set four standards
against which Merlin has to measure itself
– empowerment and involvement, tenancy,
home, and neighbourhoods and community.
Over the last 12 months Merlin has seen
performance either improve or remain stable
in more than two thirds of the measures
included in this report.
Customers have been heavily involved in
some important work to achieve this – like the
development of a new Repairs Policy and Asset
Management Strategy designed to increase
efficiency and customer satisfaction and the
work done to look at complaints satisfaction,
which has now led to the joint work being
carried out into 2017/18 on a new complaints
procedure. In the areas where performance
hasn’t improved, plans have been made for
the coming year.
In line with Merlin’s values and ongoing focus
on delivering better services, it is looking to
transform the way it works with customers
in the future (the 2020 Project), which is
underpinned by a new “Customer Experience”
strategy. Successful implementation of these is

We will continue to monitor how well Merlin
performs against the four consumer standards
during 2017/18. We value your opinion
and are always interested in getting more
customers engaged in lots of different ways. If
you are interested, please get in touch:

www.merlinhs.co.uk

This report is all about Merlin’s performance.
Customers oversee this through the coregulation structure, which allows the
Customer Assembly – which I chair – and
the supporting portfolio groups to ensure
customers can really shape and scrutinise
services.

very important for delivering sustained service
improvements. The Customer Assembly will
take a close interest in them as they develop
over the next three years.

Ring 0300 1232222 and ask for Delphine
Guillemoteau - Customer Involvement Officer
Email us at enquiries@merlinhs.co.uk.
Talk to us on Facebook www.facebook.com/MerlinHS
Thanks and congratulations to the customers
who give their time, hard work and
commitment on a voluntary basis to support
and challenge staff and the Board to help
make Merlin a world class organisation.

Kim Massey
Independent Chairman,
Customer Assembly
27 July 2017
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OUR CO-REGULATION STRUCTURE

COMMUNITY
ACTION GROUPS

TENANCY &
NEIGHBOURHOOD

HOME

SPARKS - INVOLVEMENT
& EMPOWERMENT

www.merlinhs.co.uk

oups
Portfolio Gr
which shape
services

LEASEHOLDERS
FORUM

THE BOARD
CUSTOMER ASSEMBLY

ccount

Holding to a
AUDIT & RISK
COMMITTEE

SGC
NOMINEES
SCRUTINY
GROUP

g
Scrutinisin
services

INDEPENDENT CHAIR / DEPUTY CHAIR
CUSTOMER MEMBERS WITHOUT PORTFOLIO
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CO-OPTED
STAKEHOLDERS
(AS NEEDED)

• Tenancy Standard / Neighbourhood &
Community Standard: The Tenancy &
Neighbourhood Group looks at allocations
and mutual exchanges, the way we support
tenancies and all matters relating to
tenancy rights and responsibilities. It also
looks at the management of anti-social
behaviour and neighbourhoods, local
area co-operation and our work in the
community.
Each group feeds back into the Customer
Assembly.

www.merlinhs.co.uk

SCRUTINY GROUP: takes a closer look at the
way our services are delivered. Reports contain
recommendations for service improvements
which turn into action plans signed off by
the Customer Assembly and monitored by a
specific Portfolio Group.
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CUSTOMER ASSEMBLY: oversees the work
of the Scrutiny Group and Portfolio Groups.
A direct reporting line to the Board means it
can offer support in making sure we meet the
Homes and Communities Agency consumer
standards.

PORTFOLIO GROUPS: shape our service
delivery and monitor performance against
key indicators. The groups are aligned to
the Homes & Communities Agency (HCA)
consumer standards. Each portfolio group has
responsibility in a key area:
• Involvement and Empowerment Standard:
The Sparks Group monitors involvement
of customers and the training they get,
customer services, complaints and the way
we understand and respond to the diverse
needs of our customers.
• Home Standard: The Home Group looks
at quality of accommodation and repairs
and maintenance, in particular overseeing
the delivery of the asset management
strategy and repairs policy from the
customers’ point of view.

9
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CUSTOMERS OUTSIDE
THEIR NEW HOMES
BUILT AS PART
OF A FLAGSHIP
REDEVELOPMENT OF
PRECAST REINFORCED
CONCRETE PROPERTIES.
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HOW ARE WE DOING?
OVERALL PERFORMANCE

Additionally, we have been
nominated for a number
of external awards and our
Independent Living Service
Team gained the Centre for
Housing Services two star
Excellence standard. These
results are a product of
understanding our customers’
needs and expectations and
developing plans of work to
improve service.

We remain committed
towards pushing on to meet
our 2018/19 target of 90%
customer satisfaction and
there will be a continued
focus on how we keep our
promises. We have plans
in place to improve the
customer experience and
the Customer Assembly will
monitor progress in this area.
We expect performance in this
area to improve over the next
12 months.

MEASURE

The organisation’s plans
for next year include
commencement of our 2020
business transformation
project which will improve
things for customers.
Satisfaction with listening
and acting on views has also
reduced slightly and again
this links to our customers’
experience of the repairs
service. Our priority for
2017/18 is to improve the
repairs service which will
improve both measures listed
below:

2015/16

www.merlinhs.co.uk

During the year significant
progress has been achieved
in a number of important
areas of our business.
Customer satisfaction with
the service received when you
telephone us jumped from
75% to 85%. Satisfaction with
the way we tackle anti-social
behaviour increased again to
83% - our target was 65%.
Satisfaction that rent is value
for money increased to 83%.

However, overall customer
satisfaction reduced by 3%,
which was disappointing
given the 4% improvement in
the previous year. From the
feedback that customers gave
us, we know that this result
directly links to a reduction
in satisfaction with the
maintenance service.

2016/17

Satisfaction with overall Merlin services (Target 87%)

86.8% 83.6%

Satisfaction that we listen and act on your views (Target 70%)

67.6% 66.0%
11
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TENANT INVOLVEMENT AND EMPOWERMENT STANDARD
The Sparks Portfolio Group
has spent the last 12 months
delivering activities aimed
at improving customer
satisfaction and removing
inequalities which exist for our
customers.

www.merlinhs.co.uk

Amongst other things this year
the group has:
• Improved satisfaction with
our services by 7% for
customers with ill mental
health. This has been
achieved by launching
South Gloucestershire’s
first Wellbeing College
and delivering the second
Annual Mental Health
Conference.
• Delivered a 15%
improvement in
satisfaction with our
services for customers
who are lesbian, gay
and bisexual, thanks to
the Group’s delivery of a
programme of initiatives
to improve the perception
of Merlin.
• Developed a new
complaints policy and
procedure following
customer focus groups
and consultation.
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• Collected more
information about our
customers, which enables
us to better deliver services
and meet customer needs.
Sparks will continue to
oversee the Involvement
and Empowerment standard
including Merlin’s plans for
improving services in the year
ahead.
What are the organisation’s
plans for next year?
• Create a new Community
Insight and Investment
Strategy and invest over
£800k in community
initiatives through internal
and external funding.
• Positively impact the lives
of over 3,000 people
through our community
investment work, this
includes helping 1,200
people through the
Wellbeing College.
• Support over 100
people into employment
through our ‘Into work’
programme.

• Invest in our communities
by delivering 1,667 hours
of staff volunteering.
• Improve our complaints
management by
responding more quickly
and seeking an early
resolution where possible.

2015/16

2016/17

Satisfaction that getting
hold of the right person
was easy (Target 90%)

68%

Percentage of customer
insight information held
(Target 50%)

71%

47%

COMMENTS

66%

Two out of three customers were
satisfied that getting hold of the right
person was easy. However, through the
2020 project we will focus on working
with customers to make sure they can
speak to a member of staff who can
resolve their query at the first point
of contact.

65%

We recognise that in some cases it has
taken too long to investigate and close
complaints. In 2017/18 there will be
more emphasis on a quicker response
and early resolution.

58%

We now hold 58% of insight
information, which helps us to focus
service delivery to meet individual’s
needs more appropriately, improving
satisfaction and value for money.

www.merlinhs.co.uk

Percentage of customers
satisfied with the handling
of their complaint (Target
75%)
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MEASURE
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HOME STANDARD

www.merlinhs.co.uk

The Home Portfolio Group
oversees the work carried out
by our Property Investment
and Property Solutions teams.
The group helps to shape,
scrutinise and challenge our
plans for how we maintain
and repair our existing
homes.
One of the key areas of focus
for the Home Group has been
to influence the development
of Merlin’s repairs policy.
The repairs service has a
key impact on customer
satisfaction and whilst there
was a reduction in satisfaction
last year we are confident
the new policy will deliver
significant improvements.
Amongst other things this year
the group has:
• Monitored the Pre
Reinforced Concrete (PRC)
homes refurbishment
programme with a focus
on customer satisfaction.
• Reviewed the repairs
policy following the
introduction of repairs
contracts for Property
Solutions.
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• Reviewed the asbestos
processes and health and
safety training.

• Introducing a new Merlin
home standard for our
existing properties.

• Scrutinised grounds
maintenance and cleaning
performance.

• Carrying out further
analysis of the condition
of empty properties and
our relet processes,
looking again at our
average repair costs.

• Monitored complaints and
compliments.
• Monitored key
performance indicators.
The Home Portfolio Group
will continue to oversee the
Home standard including
Merlin’s plans for improving
services in the year ahead.
What are the organisation’s
plans for next year?
• Continued compliance
with all statutory
requirements with regard
to the health and safety of
customers and staff.
• Implementation of the
new repairs policy; and
seeing an improvement in
customer satisfaction with
our repairs service.

• Carrying out procurement
activity with customers
where appropriate to
ensure value for money.
• Monitoring delivery of
the asset improvement
programmes.

Satisfaction with the
quality of your home
(Target 85%)

Satisfaction with the way
we deal with repairs and
maintenance (Target
80%)
Decent Homes Standard
(Target 100%)
Satisfaction with being
able to make a repairs
appointment (Target
85%)
Repairs completed to a
high standard (Target
88%)

Average cost of
completing a repair
(Target £100)
Average cost of
completing a void repair
(Target £1,822)

2016/17

85.6% 84.5%
79

131

COMMENTS
Performance last year has dropped slightly
below our target of 85% but broadly it is
comparable to last year.
Our development programme continues
to increase and in 2016/17 we exceeded
our target to deliver 130 new homes.

82.7% 77.4%

During the year we implemented a formal
contractual arrangement with Property
Solutions which we are confident will lead
to an improvement in performance. We are
also implementing a new repairs policy.

100%

All of our homes met the Decent Homes
standard again last year.

86%

100%
87%

Satisfaction with being able to make a
repairs appointment has slightly improved.

100% 99.9%

This measure is collected by our
operatives at the point they complete
a repair and whilst there is a minor
variance, it is very close to achieving
100%.

£117

The newly implemented contractual
arrangement with Property Solutions has
delivered efficiency savings.

£91

£2,066 £1,773

Further work on the void standard and
contract management has delivered a
14% reduction in costs this year.

15
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Number of new homes
built (Target 130 homes)

2015/16
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MEASURE
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TENANCY STANDARD
The Tenancy & Neighbourhood Portfolio
Group oversees the work carried out by our
income management and lettings teams.

The Tenancy & Neighbourhood Portfolio
Group will continue to oversee the Tenancy
standard including Merlin’s plans for
improving services in the year ahead.

Amongst other things this year the group has:

www.merlinhs.co.uk

• Reviewed the allocations and lettings
policy and the lettable standard.
• Developed and run Merlin’s first
Christmas Prize draw in December 2016,
which was designed as a rent payment
incentive to minimise arrears. Prior to
Christmas we delivered over 50 presents
to Merlin families.
• Made policy changes for the way
tenancies end and for notice
requirements from customers in order to
help drive improvement in former tenant
arrears performance.
• Monitored our risks and controls for
Welfare Reform including:
• Spare room subsidy, more commonly
known as the ‘bedroom tax’;
• benefit caps;
• pay to stay.

16

What are the organisation’s plans for
next year?
• Review an updated tenancy agreement
including a number of changes such as
a requirement to pay four weeks rent in
advance, and the changes brought about
by the new repairs policy.
• Continue to take an overview of the
impact Universal Credit is having on
Merlin, and predictions for the future.
• Review the Welfare Reform action plan,
the group will have the opportunity to
add in tasks they feel we should be
completing.
• Monitor void turnaround times for
general needs accommodation and
housing for older people.
• Follow up customer satisfaction results for
lettings and analyse the results to look for
areas for improvement.

2015/16

COMMENTS

1.0%

Our performance continues to be
world class and well within the target of
1.3%. Our continued efforts to support
customers in budgeting and managing
money has once again proved very
successful and meant only a very small
number of tenants (10, or 0.001% of all
tenants) were evicted for rent arrears.

Current rent arrears
(Target 1.3%)

0.9%

Satisfaction that rent
provides value for money
(Target 80%)
Average time to re-let
properties (Target 18
days)

80.4% 83.2%

22

DAYS

We will support you
through the process of
moving into a property
and make sure you are
satisfied with your home
(Target 80%)
Number of customers
who are evicted from
their homes (Target no
more than 12 evictions)

83%

10

25

DAYS

92%

14
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2016/17
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MEASURE

During the year rents reduced for a
large number of tenants and this has
been reflected in the improved level of
satisfaction in this area.
The number of voids we have had
to repair and allocate went up at the
end of the year, along with hard to let
flats – performance in this area has not
improved. Work to improve performance
in this area has started and the Customer
Assembly will track progress.
During the year staff put in a lot of work
to improve the help we give to customers
when they move into their new home and
we are delighted with the progress made.

We set a low target for evictions because
we aim to minimise the need to take
customers to court but nevertheless we will
take action where necessary. Last year we
evicted 14 tenants, 11 for rent arrears
and 3 for anti-social behaviour breach
of tenancy.
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NEIGHBOURHOOD & COMMUNITY STANDARD
The Tenancy and Neighbourhood Portfolio
Group also oversees the work carried
out by our neighbourhood management
teams in making the areas you live in better
places. This includes managing anti-social
behaviour, and delivering cleaning and
grounds maintenance services.

The Tenancy & Neighbourhood Portfolio
Group will continue to oversee the
Neighbourhood and Community standard
including Merlin’s plans for improving
services in the year ahead.

www.merlinhs.co.uk

What are the organisation’s plans for
next year?

Amongst other things this year the group has:
• Carried out block inspections and made
recommendations for improvements to
the Scrutiny Group which were then taken
to Board by the Customer Assembly.

• Work with residents and contractors to
further improve the cleaning and grounds
maintenance services. This will improve
the satisfaction with the neighbourhood
result.

• Rewritten the Anti-social Behaviour,
Domestic Abuse and Hate Crime
policies which then went to Board in
February 2017.

• Review how we deliver neighbourhood
services and consider developing
specialist roles focussed on ASB, block
inspection and tenancy management.

• Monitored satisfaction with the handling
and the outcome of anti-social behaviour
cases, ensuring the team are meeting the
service standard for contacting victims.

• Contribute to the re-writing of the tenancy
and estate management policies.
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• Continue to monitor ASB Satisfaction and
ensure levels of performance continue to
improve.

2015/16

2016/17

Satisfaction with your
neighbourhood as a
place to live (Target 89%)

88.5% 86.9%

When you report ASB,
we will contact you within
one working day for
urgent cases and five
working days for all other
cases (Target 90%)

60%

100%

83%

96%

COMMENTS
Satisfaction of the neighbourhood is
influenced in many ways, some of which
are in our control, some not (i.e. policing
and maintenance of Local Authority land).
Performance has dipped and we will
continue to focus on the areas we can
control (i.e. grounds maintenance).

www.merlinhs.co.uk

Satisfaction with how ASB
cases were dealt with
(Target 65%)
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MEASURE

We have focussed on improving our
management of ASB and during the year
we have seen great progress. We expect
this to continue into 2017/18.
Performance reduced from 15/16, but
still remains within target. Whilst a small
number of cases were not responded
to within five days they were all
responded to.
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MONEY IN BREAKDOWN OF EVERY £100 WE RECEIVED 2016/17
2015/16

2016/17

£88.70

£84.62

SERVICE CHARGES

£4.93

£6.58

SUPPORTING PEOPLE AND INDEPENDENT LIVING
CONTRACTS

£2.05

£1.06

GARAGES AND SHOPS

£2.18

£2.09

PROFIT ON SALES - RIGHT TO BUY (RTB), SHARED
OWNERSHIP

£1.13

£4.52

OTHER SOURCES

£1.01

£1.13

RENT

www.merlinhs.co.uk

The average weekly rent
(excluding service charges)
for one of our general needs
properties – these don’t include
properties in an independent
living scheme or hostel – is
now £93.77, a decrease from
last year’s figure of £94.49 (as
a result of a 1% rent cut on
existing general needs homes).
We collected £41m in rent and
service charges this year, and with
other income our total turnover
for the year was nearly £44m.

£1.06

£2.09
GARAGES
AND SHOPS

SP AND INDEPENDENT
LIVING CONTACTS

£6.58

SERVICE CHAGES

TREND

£1.13

OTHER SOURCES

£4.52

PROFIT ON SALES
(RTB, SHARED
OWNERSHIP)

£84.62
RENT

FOR EVERY
£100 OF
OPERATING
INCOME

FO

W
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MONEY OUT BREAKDOWN OF EVERY £100 WE SPENT THIS YEAR
2016/17

MAINTENANCE AND REPAIRS

£24.38

£20.88*

MANAGEMENT OF THE ORGANISATION

£17.53

£17.66

CHARGEABLE SERVICES

£7.34

£8.44

SUPPORTING PEOPLE AND INDEPENDENT LIVING
CONTRACTS

£2.92

£1.21

NON-SOCIAL HOUSING COSTS

£1.19

£1.27

CAPITAL SPEND

£11.92

£11.60

LOAN INTEREST

£9.64

£9.68

£25.08

£29.27

SURPLUS WHICH IS REINVESTED TO IMPROVE
EXISTING HOMES AND BUILD NEW ONES
* THIS REPRESENTS A VALUE FOR MONEY IMPROVEMENT

TREND

www.merlinhs.co.uk

2015/16

£17.66

MANAGEMENT OF THE
ORGANISATION

£29.27
SURPLUS FOR
INVESTMENT

£8.44

CHARGEABLE SERVICES

FOR EVERY
£100
WE SPEND

£9.68

£20.88

LOAN INTEREST

£11.60
COST OF PREVIOUS
CAPTIAL SPEND

£1.27

NON-SOCIAL
HOUSING COSTS

MAINTENANCE
AND REPAIRS

£1.21

SP AND
INDEPENDENT LIVING
CONTRACTS
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www.merlinhs.co.uk
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OUR VISION IS TO BE A WORLD CLASS
ORGANISATION PROVIDING HOMES IN
COMMUNITIES PEOPLE ASPIRE TO LIVE IN.
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0300 1232222
www.merlinhs.co.uk
enquiries@merlinhs.co.uk
Merlin
Building 1,
Riverside Court,
Bowling Hill,
Chipping Sodbury,
Bristol BS37 6JX

