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A welcome from Rohini
Welcome to the 2021 customer annual review and what 
a year it has been. I don’t think any of us quite predicted 
the longevity of the global pandemic and even more than 
before, our priority throughout has been to keep customers 
and colleagues safe whilst delivering as many services as 
possible. We focused on emergency repairs until we were 
able to resume a full service in March 2021, and this meant 
we ended the year with a backlog on day to day repairs 
which we are now dealing with.

Despite the restrictions, our engineers, income team, and network of 227 neighbourhood 
coaches maintained a visible presence in our communities where possible and continued 
supporting customers to thrive. Pleasingly, overall customer advocacy increased by over 
3% to 85.1% and we also saw a small reduction in rent arrears which remained below 2%. 

We want every customer to have a home where they can feel safe, secure, and warm 
and last year we completed 96% of planned works and invested another £35m in our 
existing homes. As government guidelines relax, we have seen increased demand in day 
to day repairs and home improvements and rightly so after the patience many of you 
have shown over the past year. On top of that, we have also seen rising damp and mould 
issues, partly due to customers spending more time inside their homes. These are two key 
areas of focus in the months ahead as we look to reduce the repairs backlog and tackle 
damp and mould head on.

You also told us there is still work to do around making it easy to communicate with us, 
whether that’s face to face, over the phone, or online. We know the world has changed 
drastically in the past 12 months, with more and more people now using digital services. 
Later this year we will launch a new customer portal, giving customers the control and 
flexibility to manage their rent account (and much more) quickly and easily. 

Finally, I’d like to thank customers volunteering their time on our Locality Influence 
Networks (LINs) and Customer and Community Influence Network (CCIN) for helping 
us to shape our services and focus on the areas that matter to customers. Customer 
relationships are at the heart of our approach, and we have recently launched a better 
way of capturing that feedback to ensure that every customer truly feels listened to, and 
most importantly that we are acting on those views. 

Rohini Mehra
Chief customer officer  

Our performance
Number of homes: 

44,962 

Number of new homes built: 

902

Customers agree our services are easy to use: 

86.5%  
Target: 85%

Customer contacts resolved first time: 

88%  
Target: 80%

Customers would recommend us: 

85.1% 
Target: 85%

Number of customer contacts: 

374,688 

87.5% 
are satisfied with 

repairs to their home: 

Target: 85%

Repairs completed:  

102,793

Everyone knows me through my art. 
They always see me outside painting. 

Oh Jeff that’s the painter. 
Jeff what you making today?  

Geoffrey Campbell 
Wolverhampton

Investing 
in your 
home

We believe in providing warm, safe, and secure 
homes that support our customers to thrive.

In the past 12 months we’ve invested £35m in 
home improvements which included installing 
606 modern kitchens and 351 new bathrooms. 
It also meant making 1,188 heating upgrades 
which is delivering real savings to customers, 
reducing the risk of fuel poverty, and our 
own carbon footprint. In total, our planned 
improvements dropped from 17,256 last year 
largely because we reverted to an emergency 
repairs service at the height of the pandemic 
in order to prioritise the safety and wellbeing of 
customers and colleagues. 

We know that some customers have 
experienced greater challenges with damp 
and mould and that’s why we’ve set up a 
dedicated task force to investigate live and 
historic issues as well as committing to investing 
an additional £2m in this area. And while we 
completed 102,793 repairs during the year, we 
know a backlog remains which we are working 
hard to clear and customers have told us how 
important this is to them.

£35m 
invested on existing homes

87.5% 
repairs satisfaction 

Target: 85%

88.9% 
of repairs were completed in one visit 

Target: 87%

14,578 
planned improvements

100% 
of homes meet the decent homes standard

Homes with an energy rating of C or above: 

83.8%  
Target: 83%

Fire safety compliance: 

100%
Asbestos compliance: 

100%
Gas safety compliance: 

99.99%

Spending 
your money 

wisely

At a time when the economy and people’s 
incomes have been impacted by the 
pandemic, it’s more important than ever to 
demonstrate where our money comes from 
and how we spend it.

The vast majority of our income comes from 
rent and we believe our neighbourhood 
coaches and specialist income advisors 
perform a really essential role in working 
with customers to help them manage their 
finances. Encouragingly, arrears dropped 
slightly during the year although the number 
of households claiming Universal Credit rose 
so our proactive community approach will 
remain vital in the 12 months ahead.

We spent most of our income on delivering 
services like our neighbourhood coaches, 
as well as carrying out routine and planned 
repairs and maintenance work and building 
new homes for aspiring customers.

Current arrears:

1.91% 
Target: 2.7%

Number of households on universal credit: 

11,625
Overall number of evictions: 

2

How your rent is spent:

The work that we do as 
a team can make such 
a difference to the lives 

of our customers. 

Natalie Mann
Kitchen and bathroom manager

Your tenancy 
and community
With our move to four localities and 227 dedicated neighbourhood coaches working right 
across our communities, we have been able to ensure that customer relationships remain 
central to everything we do.

Our coaching approach has been particularly pertinent throughout the pandemic with 
coaches keeping a visible presence in our communities where possible and working from 
home when it made sense to do so. Engineers, support workers, income specialists, and 
scheme managers also had to react swiftly to changing government restrictions and we 
were pleased that the overall numbers of customers recommending us rose by over 3% to 
85.1% in this period. 

During the year, you continued to rate our lettings service highly however the time it 
took us to let our homes increased significantly as we were impacted by the pandemic. 
At the height of the first lockdown, we moved viewings online and continued providing 
emergency lettings for the most vulnerable. 

Our aspiration doesn’t just stop at providing warm, safe, and secure homes because we 
also want you to enjoy and embrace life living in your community. Our neighbourhood 
coaches work with customers to tackle and resolve neighbourhood disputes when they 
arise and on the rare occasion where further investigation is needed, we will open an 
anti-social behaviour case. The pandemic has seen rising challenges around covid 
fatigue and mental health and the number of anti-social behaviour cases being opened 
has remained high as a result.

91.4% 
of customers are happy with the quality of their new home 

2,355 
households moved into a Bromford home

Number of ASB cases opened: 

594

93.5% 
of customers were satisfied with our lettings service  

Target: 92%

Number of ASB cases taken to court: 

44

31 days 
taken to let our general needs homes 

Target: 21

82.4%  
said our ASB services were easy to use

Listening 
to you

Putting customers at the heart 
of decision making runs to the 
core of who Bromford are. We 
welcome the government’s 
Social Housing White Paper which 
aims to improve safety standards 
across the sector and ensure that 
customer voices are heard.

Our Customer and Communities 
Influence Network (CCIN) and 
four Locality Influence Networks 
(LINs) continue to play a crucial 
role in challenging us to do better, 
helping us resolve and learn from 
complaints, and influencing new 
ways of working. In the past year, 
involved customers have given 
feedback on the pandemic, 
sought reassurance over evictions 
and Universal Credit claims, and 
scrutinised our new complaints 
policy. They have asked us to 
focus on neighbourhood coach 
capacity, making the right 
investment in the right properties, 
performance standards from our 
contractor partners, and issues of 
damp and mould during the year 
ahead. 

Although the numbers of 
customers who think we listen and 
act on their views has risen by over 
4%, it still falls way below where 
we want it to be and this is a top 
priority for us. We have recently 
launched a new feedback service 
called YouMatter, starting with a 
survey around repairs, to make it 
easier than ever before for you to 
help shape our services moving 
forward. 

71.9% 
of customers think we listen and act on their views 

Target: 78%

22.3% 
of customer transactions were made online  

Target: 22%

9,401 
customers gave us feedback in 2020 to 2021

Visits to our websites: 

4,865,201

I have a good team around 
me and we all support 

each other in achieving 
our shared objectives. 

Tim Grimshaw
Investment surveyor

Building homes 
for new customers

The need for good quality, affordable, energy efficient homes remains as great as ever 
and we are determined to play our part so that aspiring customers have the opportunity 
to live in home that can support them to thrive. 

We built 902 new homes during the year, below our target of 1,300, despite closing 
construction sites for two months due to the first national lockdown. Of that total, 377 were 
for social rent which is the highest number of any housing association in England and 
shows our commitment to delivering on our purpose and providing affordable homes for 
people who can’t access market housing. 

We were pleased to begin our first modular housing scheme in Gloucestershire as part of 
a growing focus on sustainable methods of construction and we also bid to extend our 
strategic partnership with Homes England through their affordable homes grant funding 
programme, as we look to deliver another 1,300 homes this year.

Spending on new homes: 

£119m
Total new homes built: 

902
Shared ownership properties built: 

210

New home customer satisfaction: 

90% 
Target: 93%

Putting things right 
when they go wrong

Whilst we always strive to deliver the best 
service possible, we know that occasionally 
things don’t go to plan and our service falls 
below the high standards we expect. 

During the year we have seen an increase in 
complaints and those issues are sometimes 
taking longer to resolve. The work to address 
this has already started and we know we have 
work to do to ensure customer complaints are 
resolved in the best possible way. 

To coincide with the Housing Ombudsman’s 
new Complaint Handling Code, we have 
published a new and improved complaints 
policy. We have also been putting new 
systems in place and introducing additional 
training for colleagues so that we can truly 
demonstrate we are listening and acting when 
things go wrong, and ultimately deliver a 
complaints service that is second-to-none. 

Time taken to resolve complaints: 

40 days*
Target: 20 days

*stopped reporting on this in January 2021 following introduction of the ombudsman code

We received 

1,500
complaints during the year

(3.3% of households)

Complaints resolved first time: 

99%  
Target: 99%

My home allows me to 
feel safe. It is a place 

where after a long day 
I can relax and unwind. 

Elise McDonald 
Winterbourne

Have your say.
Would you like to help us shape our services? Being a member of our 
Customer and Community Influence Network and Locality Influence 
Networks is an important yet rewarding responsibility. If you’re interested 
in finding out more, please contact customer involvement officer 
Delphine Guillemoteau at delphine.guillemoteau@bromford.co.uk

We would particularly welcome enquiries from any customers in an 
underrepresented group as we look to truly represent the diverse 
communities we serve. 

You can also have your say by:

Emailing us at
feedback@bromford.co.uk

Messaging us on Facebook 
@ThisisBromford

Tweeting us 
@Bromford

Or visiting the ‘How we’re doing’ pages at 

www.bromford.co.uk

mailto:delphine.guillemoteau%40bromford.co.uk?subject=
mailto:feedback%40bromford.co.uk%20%20?subject=
https://www.facebook.com/thisisbromford/
https://twitter.com/Bromford
http://www.bromford.co.uk  
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