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An introduction  
from Paul Richards,  
our Director of Customer Services

Our customer annual report is a great way 
for us to share with you the progress we’ve 
made over the last year and to see how 
we compare, not only against the previous 
year’s performance, but also against others. 
It’s an opportunity to look at what we’ve 
done well, but even more importantly, where 
improvements need to be made.

It has been a demanding start to the year and 
we have worked hard to improve upon our 
goal of increasing customer satisfaction for 
all our customers. At the end of last year our 
customer satisfaction score was at 82.7%. In 
the first quarter of this year, it has increased 
to 84.1% showing that our hard work is 
paying off and that we are moving in the right 
direction. But whilst we are proud of these 
improvements, your feedback tells us there is 

still so much more to do. 

Recently, we’ve 
launched our 

new Customer 
Promise, which 
puts you, the 
customer, at 
the heart of 
everything 
we do. We 
have made 
a series 
of clear 

commitments 
which bring our 

services to life and drive everything that we 
do – with our employees, our partners and our 
contractors. We have also launched a new set 
of values for our organisation which you can 
read about on the back page.

We’ve also made some changes to how we 
work in your area by creating a new Property 
Management team. This will provide locally 
based managers who will be responsible for 
the estates and neighbourhoods where you 
live. We made this change so that we can 
more closely listen to what you’re telling us 
and make the improvements you most want to 
see that affect you.

We know how important our repairs service is 
and we’re working hard to improve that. We 
know that you want it to be easy to report a 
repair, that you need us to make and keep 
our appointments with you and that we need 
to wherever possible complete our repairs on 
a right first time basis. Getting all of that right 
remains a key focus for us this year. We’ve 
changed some of our contractors to support 
these aims and we’re already starting to see a 
difference. 

The feedback you give us really does help 
us pinpoint where we can make changes 
for the better, so if you would like to get 
involved in shaping our services, we would 
love to hear from you.  Please get in touch via 
serviceimprovement@orbit.org.uk or by 
calling 0800 678 1221.
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Our  
customer 
promise:

Our customer 
promise:

Key

We achieved 
our target

We didn’t achieve 
our target but our 
performance was 
better than last year

We did not achieve 
our target

No target

In each section we show 
how we have performed 
against our targets. 
 
The colours indicate:

Annual report 
to customers 
2017-18
 
 
This annual report summary shows what we have 
achieved in the last 12 months.

You can see how we’ve performed against the targets 
we set ourselves as well as how we compare with other 
housing providers like us.

To view the full annual report to customers,  
please go to our website.
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95% Calls resolved first 
time when contacting the 
customer service centre

89% Customers were happy 
with the competence of staff

81% Customers were 
satisfied that they are treated 
as a valued customer

Sometimes things go wrong and for some 
customers, there were things that we didn’t do 
so well. We received 443 complaints last year. 
272 of these complaints were about our repairs 
service, which is a reduction on the previous 
year, but still too many. We know that we need 
to focus on completing jobs ‘right first time’ 
and ensure that we keep appointments that are 
booked with you so we are working hard on this. 

We made some changes to the way we 
handle complaints last year by introducing 
our Customer Resolution team and this saw 
the number of customers satisfied with the 
resolution of their complaint increase by 29%.

99.8%  
Formal customer 
complaints were 
responded to  
on time

96.9%  
Formal 
complaints were 
acknowledged 
on time

66.7% 
Customers were 
satisfied with 
the resolution of 
their complaint

344  
social rent

790  
affordable rent

539  
shared ownership

199  
market sale

82  
private rent

76  
built for other providers

Providing high quality homes is what we should be doing first and foremost. This includes building 
new homes in the communities where we work, investing in your homes for the future, repairing 
things that go wrong today and ensuring that you are safe and secure in your home always.

Maintaining homes you can be proud of…

Last year, we saw significant improvement in the 
way we managed the 86,000 day-to-day repairs 
we handled, with satisfaction increasing from 
78% to 87%. The introduction of our Customer 
Pledge played a real role in helping to improve our 
relationship between you and our contractors. 

Last year, we saw more appointments kept, 
but we did complete slightly less jobs on the 
first visit. We aren’t yet at our 90% satisfaction 
target and recognise how important a good 
repairs service is to you, so we will continue 
to work to improve the service this year, 
specifically looking at increasing the number of 
appointments kept and the number of jobs that 
are completed right the first time.

100% 
Properties 
had a valid 
gas certificate

84% Responsive 
repairs jobs were 
completed on 
the first visit

82% of customers 
are satisfied with 
the quality of their 
home

87% Customer 
satisfied with the 
overall responsive 
repairs service

90% Customers 
satisfied with the 
overall gas servicing

89% 
Appointments 
were kept

Delivering excellent services 
•  We are easy to contact, resolve your queries and keep our promises
•  We make moving into your home as easy as possible
•  We demand the utmost professionalism from our people.

Customer service
We demand the utmost professionalism from our people:

Complaints

What 
customer 
complaints 
were about

What we did 
as a result 
of your 
complaint*

272 Repairs 
service

4 Capital 
delivery service 
(property 
maintenance)

8 Customer 
Service Centre

40 Employees

31 Policy

17 Housing 
service

3 Independent 
living

8 Estate 
services

8 ASB

52 Other

289 Provided advice

77 Took corrective action

37 No action required

28 Other

Providing high quality homes
 
•  We provide a range of homes for sale,  

rent and shared ownership
• We build and maintain quality homes you can be proud of
• We make sure our homes are affordable and sustainable.

New build 
numbers for 
last year, a total 
of 2,030 new 
homes built:

Our satisfaction rate for new 
build rented customers has 
improved from 88% to 91%

Did you know?
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Improving your home…

Each year we continue to invest more into your homes and have a goal to increase the amount 
we spend on your homes by £8million per year over the next few years. Whilst we hit our target in 
terms of the amount of investment we made and the number of improvements we delivered, we are 
disappointed with how many of you were satisfied with this service, 64.6% is not good enough and 
improving this is a clear focus for us in 2018-19.

683
kitchens installed  
and upgraded 

90% of customers 
were satisfied that 
their views were 
taken into account 

52 services 
were changed, 
withdrawn or 
begun as a result 
of customer 
involvement

95.2% of 
customers were 
satisfied with 
their involvement 
in meetings and 
focus groups

450 
bathrooms 
upgraded

921
window and door 
replacements 

515
homes had 
electrical upgrades

1,214 
boilers 
replaced

Capital delivery

Keeping you safe  
in your home…

Over the last year, we have 
made major improvements in 
the way we help keep you safe 
in your home. We have also 
taken steps to improve the 
performance of our contractors 
so that customers receive 
the level of service that they 
deserve. We have invested 
heavily in our new Property 
Compliance team. This 
investment has led to a number 
of achievements and we have 

been awarded 
a Royal 

Society for the Prevention of 
Accidents (RoSPA) award 
for our work on fire safety, as 
well as being the first housing 
provider ever to be granted a 
partnership arrangement with 
the West Midlands Fire Service.  

We have listened to our 
customers and through 
mutual consent, have ended 
our relationship with Swale 
Heating who carried out our 
gas safety and heating works. 
The performance level of Swale 
was a major cause for concern, 
as we were letting far too many 
of our customers down. To 
resolve this, we introduced 
a new contractor, Robert 
Heath Heating, our new gas 
and heating contractor in the 
Midlands and the East. Since 
we made this change, we have 
received excellent feedback 
from our customers and our 
customer satisfaction scores 
have increased to over 85%.

What we are improving…

Despite some big 
improvements over the past 
year, we know we can do 
better in looking after your 
homes and that is why we are 
introducing a new Property 
Management team in 2018. 
Each area will have dedicated 
Property Manager who will 
be carrying out regular estate 
inspections to make sure the 
quality of our properties are of 
a high standard. They will be 
accountable for the visual and 
physical quality of our estates, 
schemes, open spaces and 
communal areas. 

To help deliver a better planned 
maintenance service to you, 
we are also looking at how we 
can improve the way that we 
communicate with you about 
improvements we are making 
to your home, such as new 
kitchens and bathrooms to 
make the experience smoother 
and better for you,  as this is 
something you weren’t happy 
with last year. 

2,197 
properties 
decorated

Placing community 
at our heart 
• We listen and take account of your views
•  We involve you in the decisions that 

affect your community
•  We offer support and advice for you to 

live happy, independent lives.

We listen and take account  
of your views…
Last year we continued to take your views into 
account when evaluating our performance and 
planning for new or improved services. Last year 
we had 33,000 responses to our real time feedback 
surveys and 4,300 responses to our ‘What Matters’ survey 
that asks you what it is like to be our customer. We used this 
information to help us to make a number of improvements to our 
services including changes to our gas contractor, the introduction of our 
customer pledge and the training and coaching we provide to our Customer Services team. 

What we know we need to do better is to communicate with you how you have helped us to improve 
and to share the improvements and changes that we have made quicker and more effectively.

Customer involvement is really important, as it gives customers a great chance to work with us to both 
monitor and review our performance and to help improve the services that customers receive. You can 
be involved at home, or by coming to focus groups and/or face-to-face meeting. It’s up to you!

If you think you might be interested in working with us to help scrutinise and improve our housing services, 
please get in touch with the customer involvement team at service.improvement@orbit.org.uk

We offer support and advice for you to live happy independent lives…

We continue to provide support, guidance and 
help to manage your money and to sustain your 
tenancy. Last year we supported over 4,000 
customers with advice and tenancy support, and 
helped customers be better off by over £4 million. 

We are also looking closely at the way we 
contact and work with customers who are in 
rent arrears or who are having financial issues. 

In 2017-18, we strengthened our offer of 
providing all customers with free access to 24/7 
mental health support, help in accessing work 
and one-to-one support to get and stay online. 
We also worked with an independent specialist 
team to help with any money issues from 
dealing with debt to gaining the financial skills to 
saving for something special. 
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278
customers were 

given digital 
support

1,579
customers received 

employment related 
training and  

skills

3,073

customers given 
financial advice 

 1,482
customers received 
energy advice 

 

 

378
customers 
into jobs 

2017 was a big year for us, it was our 50th year. 
To celebrate, we enjoyed time with many of 
our customers across our Independent Living 
schemes. Customers really had fun and it was a 
great chance for us to spend time together. 

We will be further improving our Tenancy 
Sustainment team to be able to provide you 

with advice and guidance both on the phone 
and face-to-face, through coaching and 
mentoring sessions. This team is there to 
provide a helping hand in the early days of your 
tenancy, or help if you get into any difficulties. 
The team will be working in a more focussed 
and efficient way in 2018-19 to help us reach 
even more people. 

83% Customers satisfied with 
their local neighbourhood as a 
place to live

52% Customers were satisfied 
with the outcome of their ASB 
complaint

89% Customers contacted 
about their ASB complaint 
within the timescale

Our better Days 
programme is how we 
provide customers . . .

Investing in neighbourhoods
• We are committed to creating diverse, thriving neighbourhoods
• We will keep your neighbourhoods clean, green and safe
• We invest for the long term in the places where you live.

Neighbourhood and community

Anti-social behaviour (ASB)

Service charge improvement…
We are disappointed that only 64% of customers are satisfied with their service charges and 
we know that this is something that we really need to improve. In 2018-19 our new 
Property Management team will be starting a large piece of work to improve the 
accountability, transparency, accuracy and communication around service 
charges. We will be working with involved customers throughout 
this project and need to ensure that our information, 
process and communication is much better. 



Having a roof over your head is one of life’s basic 
needs and with affordable housing being in 
such short supply, we need to make sure it 
goes to those people that really need it.   

We know that there are people who abuse it  
and commit tenancy fraud. This takes various forms, 
but includes lying to get a property and also sub-letting 
and ‘hoodwinking’ others into paying rent and making a 
healthy profit for someone, whilst leaving the ‘tenant’ with 
little or no guarantee of safety or security. Quite simply it is 
morally wrong and against the law, carrying big penalties.

We are committed to providing safe and secure 
housing, but we can’t build an endless supply so that’s 
why we are closing in on fraudsters. We now have specialist 
teams who work with the police and local authorities to 
investigate reports, prosecute individuals and recover properties.

To help us do this, we need your help. If you suspect someone of committing 
tenancy fraud, tell us so that we can do something about it. Telling us is easy:

• visit orbit.org.uk/tenancyfraud and complete a short and simple form 

• call our Customer Service Centre on 0800 678 1221.

Your report will be taken in confidence and we will not use, or share your details with 
anyone without your permission.  So if you suspect it – ‘Shop it to stop it!’

If you think you are in one of our properties illegally – contact us to 
talk about your options as we may be able to help.

PROPERTY MATTERS

Home contents 
insurance 
exclusively for you
We want you to be safe and secure at home and as your landlord, we insure the 
structure of your home against things like fire, storms and floods.

But what if your personal belongings and furniture were damaged? Could you afford to replace the 
contents of your home? We offer a Contents Insurance Scheme exclusively for our customers.

There is no excess, prices for standard cover start from £2.28 per month for over 60’s and £3.42 
per month for under 60’s. New customers get the first month free. Terms and conditions apply.

For more information and to apply online please visit: betterdays.orbit.org.uk/contentsinsurance 
or call 0800 678 1221 for an application form.

Having home contents insurance can’t 
prevent floods, thefts or fires from 
happening, but it can help you get 
back on your feet.

Is your stuff worth protecting?

In association with

FP.ENT.2247.RR.ORG

Find out more
betterdays.orbit.org.uk/contentsinsurance

FP.ENT.2247.RR - List concept - Facebook post 470x247 ORBIT.indd   1
03/09/2018   12:43

to
Shop it

stop it!
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64% Customers 
satisfied with their 
service charges 

3.4% Overall rent 
arrears owed (for 
general needs 
and sheltered 
customers)

87% Customers 
satisfied that their 
rent provides 
good value for 
money

We have a strong track record of using our 
money wisely and investing cost savings in 
improving our homes, our communities and 
in delivering more housing in areas of need. 
This year we have embarked on a two-year 
programme called ‘Shaping our Future’, which 
will build on this record to further help our 
business performance. It includes:

•  A new operating model, structuring our 
housing service into two functions, housing 
management and property management. 
Working in specialised roles will improve the 
effectiveness of our employees and outcomes 
for customers.

•  A review of corporate structures to reduce 
layers of management and better align them 
to frontline services.

•  Review the locations of our offices and how our 
Customer Service Centre  and online services 
work together (on line transactions have 
increased to 51% this year from 24% and we 
have an ambitious target by 2020 of 75%).

•  Investment in computer systems to streamline 
systems and improve the quality of our 
information.

•  Develop a new corporate culture with a focus 
on making Orbit a great place to work.

The programme has achieved operating cost 
savings of £7.2 million for 2018-19 and will realise 
another £2.7 million per year from 2019-20.

Rent

Value for money

Top 25%

4.4%100% Properties with a valid gas safety 
certificate New housing supply (social housing) 

Average

Bottom 25%

26.1 

£3,370 

87% 

10.19 

82.3% 

87% 

Average number of days to complete 
a repair 

Satisfaction with call handling 

Days to re-let 

Social housing cost per home 

Satisfied with repairs Appointments kept 

How we compare to other landlords…  
We compare our performance against other housing providers like us, who have more than 5,000 
properties and work across more than six local authority areas:



 

Contact details 

Orbit Group Ltd, Orbit South Housing Association Ltd and Heart of England Housing Association Ltd are 
all registered societies under the Co-operative and Community Benefit Societies Act 2014. Are all exempt 
charities and registered with the Homes and Communities Agency.

Textphone  
18001 0800 678 1221

info@orbit.org.uk

0800 678 1221

orbit.org.uk

If you need information in a different format 
please contact our customer service centre.

Orbit, PO Box 6406, 
Coventry, CV3 9NB

/OrbitHelp

@OrbitHelp 

Bringing our new values 
to life… a real life story

If you would like more information please just get in touch.

This summer we launched 
a new set of values for 
our employees and 
contractors, to help us 
deliver on our Customer 
Promise and put 
customers at the heart of 
everything we do. The new 
values are: Invest. Driven. 
Responsible. Innovative. 
On their own they’re just 
words, but through our 
actions we can bring them 
to life for our customers. 
Here’s one such story...

Three years ago we 
piloted a self-employment 
programme through social 
enterprise, Enterprise Cube. 
23 customers completed the 
programme which included 
pitching a business idea 
to a panel of our senior 
management in a Dragons 
Den style finale.

One of those customers 
was Hayley Hardy, a single 
parent from Slade Green 
in South London who had 
fought and won a battle 
with a serious illness and 
entered the programme 
wanting to set up a local 
day care centre for children 

with additional 
needs. Eric Hodges, 
Placemaking and 
Partnerships Manager 
at Orbit, heard 
Hayley’s story and 
helped her develop her 
business case, secure 
a loan and provide 
in kind support through 
using the unused space at 
Orchard House, one of our 
schemes. With help from 
our repairs contractor Mitie, 
we refurbished the unused, 
dilapidated building into a 
fit-for-purpose, state-of-
the-art nursery in just three 
weeks.

From site surveys to 
completion, Mitie created 
a brand new day centre 
complete with sensory 
room, management office 
and kitchen facilities. 

Hayley said: “With 
everyone’s support, I 
was able to open Little 
Daydreams Nursery. We 
provide care for children 
aged two to five years of 
mixed abilities and needs, 
strongly believing that  
 

all children deserve the 
best possible start to an 
early education. We have 
created a lovely learning 
environment.” Due to high 
demand, Hayley has now 
taken on five employees and 
apprentices to help her run 
the popular nursery. 

Eric Hodges, Placemaking 
and Partnerships Manager 
at Orbit added: “Projects 
like this really demonstrate 
how we live our values. 
In this case, it includes 
amazing people like 
Hayley, who work tirelessly 
towards changing lives 
every day and who make 
a real difference to our 
communities.” 


