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It’s been a challenging year for all of us due to the 
coronavirus outbreak, however I am extremely 
proud of the work that we’ve done to support our 
customers throughout this period. Our teams have 
worked tirelessly to continue to deliver emergency 
repairs and essential safety checks, making sure 
that everyone is safe and secure in their homes.

More customers than ever before are helping 
us shape our services thanks to our new digital 
customer engagement platform, Your Voice. 
It gives you a great opportunity to talk about the 
things that matter most to you at a time that suits 
you, so please do let us know if you would like 
to get involved. We’ve also introduced a new 
‘chatbot’ feature on our customer website where 
you can get immediate answers to your most 
commonly asked questions and we’ve improved 
our SMS text messaging service too, so that we 
can provide you with updates about appointments 
and services in a manner that’s easier and more 
convenient for you. 

We continue to invest in your homes and over 
99% of our homes now meet the Decent Home 
Standard set out by the Government. We’ve 
made improvements to the energy efficiency 
of our homes as well, with almost 80% of our 
homes achieving ‘Energy Efficiency Band C’ 

or higher and we aim to have all homes achieving 
this by 2030. The benefits of this work mean lower 
heating and running costs for customers, as well 
as a more comfortable home. 

You may have seen one of our Property Managers 
out and about on your estate and since the team 
formed in 2018, they’ve been getting to know our 
customers better as well as the issues that you’ve 
told us are important to you. Last year, they made 
over 2,000 calls to discuss the issues that you 
want to talk about.

We’re pleased that overall customer satisfaction 
has increased, and that satisfaction has also gone 
up in most areas, including repairs, gas servicing 
and home improvements. We’ve also seen a 
significant increase in the number of calls resolved 
at first contact. We know that we still have work to 
do to improve complaints handling and re-letting 
new homes more quickly - and that will continue 
to be a major focus for us this year. 

Welcome
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Our customer promise:

Our commitment to delivering 
on our customer promise is at 
the heart of everything that we 
do and remains our focus as 
we strive to deliver excellent 
customer service and build 
thriving communities. 

Paul Richards 
Group Director of  
Customer and Communities



It has been clear this past year 
that Orbit has worked hard at 
engaging with customers to 
increase the overall customer 
satisfaction. As an engaged 
customer myself, I have been 
involved in supporting Orbit to 
help shape and improve their 
services, holding them to account 
through scrutiny, feedback within 
meetings and digitally through 
Your Voice. Their commitment to 
customer communication is also 
highlighted with the half yearly 
meetings under the ‘National 
Together with Tenants’ strategy 
where engaged customers 
have had the opportunity to be 
involved in strategic decisions. 

To ensure the health, safety and 
wellbeing of customers during 
the coronavirus pandemic and 
while employees were forced 
to work from home, it was 
good to see Orbit successfully 
engage in online meetings, 

telephone contact (including 
wellbeing calls) and continue to 
carry out essential repairs and 
safety checks. 

I appreciate Orbit’s continued 
work in providing new homes and 
upgrading our kitchens, windows 
and bathrooms. However, it is 
interesting to see that there has 
been a higher number of repair 
complaints than last year, and 
I would like to see Orbit review 
these complaints and focus 
on how they can improve their 
repairs services this coming year. 
I would also like to see a focus on 
Property Managers and improving 
their visibility to ensure a focussed 
presence within communities.

Welcome message from Baeti,  
one of our engaged customers in Kent

Our annual report to customers

2



3

Our annual report to customers

Key
In each section we show how we 
have performed against our targets. 

We achieved our target

We did not achieve our target

We were close to achieving our target

The colours indicate:

Click this icon at the bottom 
of the pages to return here

How we compare to others

Look out for this icon which 
shows how we compare to 
other housing providers

We have compared against other 
providers in England and Wales 
with more than 20,000 properties. 
Source: (HouseMark)Average

Bottom  
25%

Top 
25%
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Less than 5

5 - 99

100 - 499

500 - 999

1,000 or more

Property count 
per local authority

Orbit regions
our communities

East

Midlands

South

Building thriving 
communities
Our commitment to building thriving 
communities drives everything that we 
do. We aim to provide good quality 
housing that you can be proud to call 
home, whilst investing in our communities 
to make great places to live.

Over the last year, we’ve invested 
over £82m into existing homes, which 
translates into 27,000 improvements 
to homes and estates. We remain 
committed to meeting quality, safety, 
environmental and design standards, 
so that customers are living in  
modern homes that are well maintained. 
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Overall  
customer  

satisfaction is 
86.8%

Building thriving communities - continued

Last year we built over 1,500 
new homes with 581 for 

shared ownership, 527 for 
rent, 269 for market sale, 
64 for private rent and 79 

developed for others

We manage almost 45,000 
homes across the UK, 

providing housing that you 
can be proud to call home

We invested £82m into 
repairs, home improvements, 
customer safety and energy 

efficiency and invested 
a further £5.7m into 

our communities

We helped 1,049 customers 
with employment skills and 

training last year

We supported 2,091 customers 
financially over the past 12 

months, with customers directly 
benefiting from money and 

debt advice and our tenancy 
sustainment programme

Last year we reduced 
our carbon footprint by 
1.3% and are now using 
100% renewable energy 
in our offices and your 

communal spaces

We helped 929 of you with 
your mental wellbeing

We helped 2,480 customers 
with money advice in 2019-20 
and provided digital training 

and skills to 514 of you



Building thriving communities - continued

•  The Elderly Cinema Club in Bexley won the Better Days Thriving 
Communities Award in 2019 and is a great example of a community 
led project which is having a positive impact upon the area

•  At Stanton Bridge Primary School in Coventry and Lighthorne Heath 
School in Stratford-upon-Avon, we have provided funding to Greggs 
Breakfast Club since 2014. Participating students receive a healthy 
breakfast followed by physical activity sessions so that they can 
concentrate better and be more productive at school

•  In Thanet, the Top Up Project passed the £500k mark in its aims to 
ensure over 55s are getting their full entitlement of welfare benefits, 
with over 100 households benefitting from income increases of up 
to £4k a year

•  In Stratford-upon-Avon, we continue to financially support the 
Stratford Uniform Bank, who provide school uniforms for families 
that may be struggling to afford them

•  At Tanyard Farm in Coventry, we fund the Coventry Independent 
Advice Service. To date, they have helped residents to maximise 
their annual income by over £40,000, prevented a number of 
evictions and have referred nine residents to other agencies 
for support.

As part of our vision to build thriving communities, last year we invested £5.7 million into a variety of communities 
across our regions. We’ve detailed just some of these projects below:
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Building thriving communities - continued
•  In Hastings, we’ve supported essential renovations to the Ore 

Community Centre and the neighbouring community library project 

•  In Norfolk, we are funding the Norfolk Community Law Service, 
who provide free legal advice for anyone in Great Yarmouth, 
Norwich and King’s Lynn who may be living with domestic abuse

•  In partnership with the NHS in Thanet, we recruited over 60 digital 
champions, mostly drawn from our Independent Living schemes 
in the area. More than 140 customers over the age of 55 received 
support for digital skills and several champions worked together to 
form ‘Getting Thanet Online’

•  660 meals have been provided as part of our Fit & Fed project 
in Thanet to combat holiday hunger and provide physical and 
creative outlets for primary school aged children in partnership 
with Our Kitchen

•   We have funded a community cooking room at a local primary 
school in Newmarket, which provides space for 250 pupils 
and families to learn about healthy eating and support the 
development of the school as a community hub.
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Orbit in 
Stratford 

Our partnership with Global Generation 
Church has supported the delivery of food 
parcels, help with essential shopping and 
provided meals for homeless people as Thanet 
Council’s chosen coronavirus response partner

We gave a 

£2,000 

donation to the Coventry Foodbank 
to allow it to purchase much needed 
stock to cope with the extra need 
for supplies

We have provided nearly  

£5,000  

of funding to the Grow, Cook and CrEATe project, 
which has been operating remotely providing online 
cooking and gardening workshops to reduce loneliness 
and social isolation across the Stratford District

We’re supporting 
MIND in Suffolk to 
offer a mental health 
counselling service 
specifically for men 
who may be struggling

We have continued 
to offer one-to-
one counselling to 
anyone that needs it 
through Counselling 
Matters Bexley, and 
this is currently being 
delivered virtually Orbit in 

Bexley

Orbit in 
Suffolk 

Orbit in 
Thanet 

Orbit in 
Coventry 

Our 
response to 
coronavirus

We continue to keep in touch with  

37,354  

households across Orbit 
through our customer 
wellbeing programme

The coronavirus pandemic has challenged all of us, and our 
Community Investment team has worked with partners to deliver 
free financial and wellbeing support to those who needed it and we 
continue to do so. If you are experiencing any difficulties, then please 
get in touch with us today to discuss your circumstances and how we 
can support you – we’re here to help.  

Pledged over 

£40,000  

to help provide food and essential 
supplies to local communities 
across Orbit

We’ve continued to keep 
our customers and stakeholders 
updated via our dedicated 
FAQ page  
orbitcustomerhub.org.uk/
coronavirus/

Our Tenancy Sustainment 
coaches have supported 

670 

Orbit customers 
with rent challenges

We have made over 

15,000 

calls to Orbit customers 
through our wellbeing 
programme

https://www.orbitcustomerhub.org.uk/coronavirus/
https://www.orbitcustomerhub.org.uk/coronavirus/


Helping you move into your home
Last year 2,170 of you found a new home with us and 364 mutual 
exchanges were completed (customers swapping their home with 
another customer). 

We’re pleased to report an improvement from last year in the number 
of customers who experienced a good first impression of us as a 
landlord. The average time taken to re-let one of our properties has 
risen. In some cases, this is because we took the opportunity to carry 
out major improvement works to some homes whilst the property 
was empty (by replacing kitchens and/or bathrooms). This figure was 
also affected by the poor condition some outgoing customers left 
their property in, as it took us a little longer to get them ready for new 
customers to move into. 

We recognise we have areas which require more focus and are 
reviewing the steps involved with regards to how we let 

homes so that we can do it more quickly and 
improve the customer experience. 

In the Midlands, we set up a pilot team 
consisting of Property Services and 

Lettings team employees who are 
looking at offering customers 
virtual viewings by video and 
increasing the use of SMS 
texting to keep customers 
better informed of how their 
move is progressing. Once 
reviewed and thoroughly tested, 

we will look to roll this out to all 
homes that we will be re-letting. 
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% of customers who had a good first 
impression of us as a landlord 

% of our properties currently occupied 

Average time taken to re-let one of our empty properties 

2018-19
98.95%

2018-19
44.4 days

2018-19
75.5%

2019-20
98.07%

2019-20
59.4 days

2019-20
78.31%

Target
99.3%

Target
33 days 

Target
80%

Average

Bottom  
25%

Top 
25%

Average

Bottom  
25%

Top 
25%



Keeping you safe in your homes
Our number one priority is to keep you and your family safe and 
comfortable in your homes. We’re incredibly proud of some of our 
achievements that demonstrate our continued commitment to your 
safety. For the second year in a row we have achieved two RoSPA 
(Royal Society for the Prevention of Accidents) Gold Awards for raising 
the standards of customer safety and our overall health and safety.

We have also become the first national housing provider to achieve full 
accreditation to something called ‘BS9997’, the country’s highest fire 
safety management standard. These awards mean that you can be 
certain that we continue to do everything we can to make sure your 
home is as safe as possible.

Peter’s Village in Wouldham, Kent
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100% compliance

Fire safety 
35,063

Gas safety
25,495

Legionella safety 
7,603

Asbestos safety 
1,305

Total safety checks (2019-20)

Please take a look at our fire safety webpage for tips on how you 
can help us keep you and your family fire safe.

https://www.orbitcustomerhub.org.uk/manage-your-home/services-for-your-home/home-safety/fire-safety/


Providing excellent customer service

Last May, we moved our Customer Service Centre from our central 
office in Coventry to a new office we’ve renamed the Customer Hub 
(also based in Coventry). The idea behind the move was to give the 
team a bespoke location where they could provide a more seamless 
service and deliver a ‘right first time’ resolution for customers, dealing 
with queries at the first point of contact and minimising unnecessary 
handoffs to other teams. 

The move has already helped us start to realise those goals. Overall, 
customer satisfaction has increased and we’ve also improved on the 
number of calls that have been resolved at first contact. The number of 
calls answered within 30 seconds during the year has dipped slightly 
when compared to the previous year, however we are confident 
performance in the current year will be greatly improved. 

In March this year, during the height of the coronavirus pandemic, 
49% of calls were answered within 30 seconds, which considering the 
high volume of calls we received at the time, was an excellent result. 
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Customer satisfaction with the 
Customer Service Centre is 89.03%



Providing excellent customer service - continued
We invited a group of our engaged customers to the Customer Hub 
during Customer Service Week in October to listen in on calls, share 
with our teams what it is like to be an Orbit customer and to present 
awards to our frontline employees who have demonstrated excellence 

in customer services. Following on from this, a customer engagement 
group has been created to encourage more regular conversations 
between customers and Customer Service Centre employees so that 
we can look at new ways of improving our services.
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Overall customer 
satisfaction with 
the Customer 
Service Centre

% of calls into 
the Customer 
Service Centre that 
were resolved at 
first contact

% of calls answered 
within 30 seconds 

2018-19
83.02%

2019-20
89.03%

Target
84%

2018-19
68%

2019-20
81.1%

Target
70%

2018-19
36.7%

2019-20
32.4%

Target
70%

Average

Bottom  
25%

Top 
25%

Last year, 424,000 calls were 
made to our Customer Service 
Centre and over 81% of those calls 
were resolved at first contact



Repairs and home improvements 
Our commitment to repairs and home improvements can be 
demonstrated through our investment in your homes. Our home 
improvement programme saw us invest £48m into existing homes and 
has delivered 27,000 improvements, including kitchen and bathroom 
upgrades, roof replacements, lift upgrades, homes being redecorated 
and electrical upgrades. 
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266
kitchens installed 
and upgraded

279 
bathrooms 
upgraded

5,294 
homes 
decorated

628
window and door 
replacements 

101
water services 
replaced

8,571 
homes had 
electrical upgrades

131 
lifts 
upgraded 

138 
roofs 
replaced 

1,421 
homes had 
insulation installed

2,349 

heating installations 
(boilers and 
storage heaters)

638 

asbestos removal 
from homes

29 

fire safety 
actions



Repairs and home improvements - continued 

We still want to improve and will continue to listen to your feedback 
and monitor complaints. Here are some of the repairs improvement 
areas that we are currently focusing on:

•  Reviewing how we manage repairs - to identify, prioritise and then 
schedule the order of repairs in a more efficient way

•   Working closely with our contractors to put in place improvement 
plans and increase their skills so that we can concentrate on getting 
things right first time 

Repairs and maintenance investment breakdown:

How we’ve invested in our homes: 2019-20
Responsive repairs £34.1m
Home improvements and customer safety £48m
Energy efficiency £0.26m

•   Exploring ways to better deliver on larger repairs that take a number 
of days to complete, making sure that the work is completed 
seamlessly and that we improve how we communicate with you 
regarding these repair jobs

•  We’ve also taken into account how we apply social distancing 
measures to ensure we conduct all repairs to your home in the 
safest way possible. 
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Overall satisfaction with responsive 
repairs has improved slightly from 
90% to 90.1%

% of customers 
satisfied with our 
overall gas servicing

% of customers 
satisfied with 
our overall home 
improvement service

2018-19
93.6%

2018-19
86.98%

2019-20
94.3%

2019-20
89.03%

Target
89%

Target
89%



Energy efficiency
Through our home improvement programme, we have enhanced the energy 
efficiency of your homes by replacing current heating systems with new and 
more efficient boilers, replacing old storage heaters with high heat retaining 
storage heaters, providing loft insulation top-ups, adding cavity wall installations 
and replacing windows and doors with more energy efficient ones.

We will continue to improve the energy efficiency of our homes by improving the 
heating systems, windows, doors and insulation. Our aim is to make sure all our 
homes are ‘Energy Efficiency Band C’ or higher by the Government target of 
2030. We will also continue to reduce the carbon emissions of our homes in line 
with the Government’s target to achieve ’zero carbon’ by 2050.

We are looking into a number of innovative products that will be trialled 
throughout the year. An example is a robotics solution which will apply insulation 
foam to the underside of a suspended floor to reduce heat loss and solar roof 
panels with battery storage. This will enable any electricity generated to be 
stored and used at a later point. 

Our annual report to customers
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Did you know? 79.52% of our rented 
homes are Energy Efficiency Band  
C or higher

Homes that meet the 
Government’s Decent 
Homes Standard 

2018-19
99.77%

2019-20
99.87%

Target
99.65%



Independent Living 
Last year was a year of significant change for 
Independent Living, with the appointment of a new senior 
team and the approval of a new five-year strategy. 

Our initial focus has been to improve engagement with our 
Independent Living customers through area manager surgeries and 
our customer survey to understand the areas that we need work on. 

Towards the end of our financial year, coronavirus changed everything. 
Special measures were put in place to protect and support our 
customers, especially those who are most vulnerable. Scheme 
employees were asked to work from home and maintain close contact 
with customers via the telephone. In the 10 weeks following the start 
of the pandemic in early March, our employees made a minimum 
of weekly phone calls to each of our 4,790 retirement housing 
customers, and in many cases followed it up with additional phone 
calls to offer our support. 
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Our initial focus has been to improve 
engagement with our Independent Living 
customers through area manager surgeries 
and our customer survey to understand the 
areas that we need work on. 

You said

We did



Independent Living - continued 
Key highlights from the year include: 

•  We’ve reinstated our regular area manager surgeries with 
customers, together with annual service charge meetings 
ensuring more regular communications with customers

•  Completion of a major insight study involving customers living in 
both our Independent Living schemes and general rented homes, 
to help shape the future direction of our service offer

•  Together with our Independent Living customers, we won a 
record 18 Britain in Bloom awards from the Royal Horticultural 
Society, including an ‘outstanding’ award at Malt Mill Lane in 
Alcester, Warwickshire

•  More frequent communications with customers through our regular 
area manager surgeries and a customer survey as part of our 
insight study has allowed for us to shape the key actions for next 
year and beyond, demonstrating how we are putting customers 
at the heart of everything we do.

Key actions and focuses for the current year include:

•   Delivery of a scheme-based employee review, which will see a 
dedicated manager providing support to each of our Independent 
Living schemes, with new job descriptions that will see these 
managers upskilled to offer a better overall service for customers

•   The installation of a new digital warden call system in 17 of our 
Independent Living schemes, with more to follow in future years. 
This new system will revolutionise the way we manage our schemes, 
communicate with customers and provide the technology for 
customers to communicate with each other

•   The development of a new customer health and wellbeing 
programme, specifically for our Independent Living customers

•  The opening of our newest retirement housing scheme in 
Charing, Kent.
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Continued management 
of 4,790 Independent 

Living properties 

A record 18 Britain in 
Bloom awards, including 

an outstanding award 
for Malt Mill Lane

17 of our Independent 
Living schemes to benefit 

from the installation of 
digital warden call systems, 

with more to follow 

Over 4,790 weekly 
wellbeing phone calls made 

to our customers during 
the initial stages of the 
coronavirus situation



Property Managers
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Our Property Management team is responsible for making sure that 
our communal spaces and common areas are sustainable, safe and 
efficiently managed. 

Between March and June 2020, whilst on estate inspections the 
team spoke directly with over 2,000 customers on issues such as 
repairs, cleaning, gardening, service charges, fly tipping and anti-
social behaviour.

Litter picks and skip days have been organised with Property 
Managers and customers to help keep schemes looking 
attractive, and they also organised seasonal events to 
encourage community spirit. 

This year, we will continue to focus on our commitment to 
communicating effectively with you around the 

services that we provide to your estates. 
We will be holding meetings with our 

customers, Property Managers and 
Service Charge Officers at each 

estate to run through the new 
service charge budget, as well 
as to discuss and plan long 
term maintenance and 
improvement programmes.

Working together to improve spaces for customers

Our approach to how we manage our public spaces is about how we 
bring our teams and customers together. By delivering a coordinated 
‘taskforce’ approach, we aim to improve the look, management and 
design of communities with customer engagement at the heart of how 
we deliver our services.

Our Property Management and Community Investment teams pulled 
together to deliver the refurbishment of a community centre at Tanyard 
Farm in Coventry. They involved customers who were able to choose 
kitchen units and worktops and were invited along to meetings with 
the designer to select furniture and furnishings for the lounge areas. 
The centre was opened by customers and the Mayor, and residents 
now have more modern facilities for their social activities.



Keeping neighbourhoods clean and green
Last year, customer gardening groups and volunteers in our Independent 
Living schemes, worked with our Estate Services team to improve the 
communal garden areas at our estates around the country. The results 
were so brilliant that we decided to enter them into the Royal Horticultural 
Society’s ‘Britain in Bloom’ awards and together, we won 18 awards! 
Not only do customers benefit by having more attractive places to live, 
but we’ve also engaged more customers to work with us on projects that 
you’ve told us matter to you.  

We increased the number of grounds maintenance sites we care for within 
our own teams in the Midlands by 42%, including more areas in Stratford, 
Rugby, Daventry, Wellingborough and Milton Keynes. In the South, we 
took on 26% more cleaning sites, including sites in Bexley and Hastings. 
By bringing more of these services in-house, we can work more flexibly, 
have greater control over the quality of our work and deliver the services 
that are most important to you. 

We have invested in our people by providing ‘City & Guilds’ level 
qualifications for the use of different grounds maintenance machinery. 
This investment in our employees, as well as new equipment and technology, 
has seen an improvement in grounds maintenance standards and means 
the team can work in a more efficient way.

As part of our Orbit Earth initiative, we now buy battery operated equipment 
and electric vehicles where possible. This is important in helping us 
reduce our carbon footprint. It also means we’ll be making less noise 
when we are out maintaining your estates.

We are increasing the biodiversity of our estates and will be working with 
Warwickshire Wildlife Trust to develop a pollinator friendly park in Coventry. 
If successful, we will look to roll this out in other areas. We have reviewed 
how we manage green waste in the Midlands, resulting in us working 

with a garden nursery in Coventry to utilise an unused composting area. 
This now serves estates in Coventry, Stratford, Warwick, Leamington Spa 
and other local areas and ensures that we are removing green waste in a 
way that is more friendly for the environment.
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Together we won 18 Britain in Bloom 
awards and are working to achieve 
even more wins this year 



Advice and support 
Most of our customers simply need a key to their own home. 
However, some people need a bit of extra support, especially if 
they experience unexpected life changing events.

Our expert team can help with advice on things like benefits, 
budgeting, employment support, utilities and fire safety. We offer 
the following coaching sessions to help guide those who need it:

• Keys to a successful Orbit tenancy

• Managing the unexpected

• Being a good neighbour

• Living in a thriving community

• Making a positive change

• Thinking about work

• Fire safety in the home

• Universal Credit, benefits and you.

We are proud to be more than just a landlord, and by funding 
additional support services through our Better Days programme, 
we are able to offer you help and advice in a number of ways. 
This year, we supported over 3,000 people and next year, we want 
to help even more.

Here’s what some of our customers who received support from 
Better Days had to say:
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The tenancy coach was understanding of 
our problems and considered all options 
before advising on the best course of action. 
She worked with consistent patience even 

with the change of circumstances. I would 
recommend her to anyone.

You have supported me and 
given me loads of help. I am 

in a better place now. I know 
there is help out there. I am 
so glad someone reached 
out to me, it made me 
realise someone cares.

have a good day, every day



Advice and support - continued

Wellbeing 

We all have mental health and we can all 
experience mental health issues, whatever 
our background or walk of life. An estimated 
one in four people experience a mental health 
issue each year, while one in six working-
age adults report managing common mental 
health issues, such as anxiety or depression, 
each week.   

After three years of running, our Breathing 
Space programme underwent an independent 
evaluation of the programme. We have 
commissioned our partners MIND and 
Togetherall to continue providing this free 
and confidential service to customers.

The evaluation showed 88% of users 
experienced improvements in their wellbeing 
and customer feedback was overwhelmingly 
positive with 10% achieving employment. 

If you feel that this service could help you, 
a friend or a family member, please  
click here for further information. 
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As a result of our work: 

100%
of new customers 
sustained their 

tenancy for 
12 months

65%
of customers who  

received our tenancy  
support either improved  

or sustained their  
rent balance

Average

Bottom  
25%

Top 
25%

Average

Bottom  
25%

Top 
25%

Average

Bottom  
25%

Top 
25%

https://betterdays.orbit.org.uk/near-me/2020/03/01/breathing-space-universal-offer/


Your Voice
Our customer engagement programme has gained real momentum 
over the past year. We recognised the need for our activities to be 
available to everyone and allow everyone’s voice to be heard, so we’ve 
introduced a dedicated online engagement tool called Your Voice. 
Your Voice is the easiest way for you to chat with other customers 
about things that interest you, help us to improve our services, 
feedback on your experiences and comment on our performance. 

All in one place, you can:

•  have your voice heard, in the way that suits you (through polls, 
surveys and registering your interest in attending training and events)

•  tell us about your homes, neighbourhood and communities,  
and join groups to discuss matters that relate to where you live

• work more closely with us

•  share your views, talk about the things that matter to you and 
raise concerns with Property Managers

•  help us to improve the services that matter most to you and 
fellow customers, by sharing your views and feedback.

Customer views really do matter and we’re always looking for new 
customers to get involved in shaping our services. How can you 
get involved?

• at home

• over the phone

• online (Your Voice)

• in person. 

You don’t need to have any experience or take part in every activity – 
you can give as much of your time as you choose and decide which 
activities you want to participate in. Whether you have a few minutes 
to vote in an online poll, would like to take part in local activities or 
progress all the way up to sitting on our board, we have a range of 
options to suit you. Click here to find out more. 
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85% of customers 
using Your Voice 
log on regularly

yourvoice.tenant.digital/account/register/standard

Register here:

https://www.orbitcustomerhub.org.uk/get-involved/
yourvoice.tenant.digital/account/register/standard


Your Voice - continued
As part of our response to coronavirus, we have introduced Q&A 
webinars as a way of delivering customer engagement activities to 
make sure you still can stay connected and have your voice heard. 
We have also introduced conference calls, for those who do not have 
internet access or the confidence to use digital technology. 

Building on the positive feedback that we’ve received this year, we’re 
looking to introduce a range of new digital offers that have been co-
created with our engaged customers to allow you to communicate 
with us more easily than ever before. 

Supporting customers to stay engaged

We understand the importance of investing in our engaged 
customers, so we provide a range of training sessions and 
events to help customers feel confident to work with us.  
This year, 14 customers attended a range of training courses on  
data protection, effective challenging and questioning skills and  
how to scrutinise our services.

The National Housing Federation has developed a programme  
called ‘Together with tenants’, which aims to strengthen the 
relationship between customers and landlords. We signed up  
as an early adopter last year and have worked with our engaged 
customers to review our performance against a charter they’ve 
developed. We’re now working on plans to address the 
identified areas.

The work our customers are doing is being recognised 
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Over 58 activities have been arranged 
on topics that cover the services you 
receive, the community you live in, your 
home and your neighbourhood.

Across all our activities, over 73 
recommendations for improvement have 
been made by engaged customers. Of 
these, over 71% have been implemented 
within the same year. 

Service charge statements are now 
clearer and easier to understand 
and an additional statement is now 
included to explain these changes 
in more detail. 

The drive and passion of our 
engaged customers to improve 
experiences for others is 
inspirational, which is why we are 
delighted to have this formally 
recognised. Thank you, John 
Bennett, we wish you the best of 
luck with your shortlisting for the 
TPAS ‘Tenant of the Year’ award. 
The winner will be announced by 
the end of September 2020.

https://www.housing.org.uk/our-work/together-with-tenants/


What happens when we get it wrong?
Our Customer Promise outlines our commitment to delivering 
excellent services and high-quality homes to you. We also recognise 
that sometimes things do go wrong and when this happens, we aim 
to put it right as quickly as possible.

In 2019-20 we received 893 formal complaints from customers telling 
us that they were not happy with part of our service, an increase of 
458 on previous year. This increase was partly due to improvements 
we made as a result of working with our customers, to make sure we 
record customer complaints in a more consistent manner. However, 
this does not explain the whole increase and we have identified several 
areas where we still need to make further improvements.
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621 Responsive repairs

38 Estate services

34 Income services

78  Housing Services -  
including Community Safety and Anti-
Fraud, lettings and responses (tenancy 
breaches, evictions, new customers etc.)

24 New homes and development

20 Home ownership 

15 Property management

11 Service charges

15 Capital delivery (home improvements)

37 Other

What our customers complaints were about:



What happens when we get it wrong? - continued
The service where we received the biggest increase in complaints 
was our repairs service with the top three complaints relating 
to delays, missed appointments and issues with the works 
carried out.

One of the main factors that contributed to the number of 
complaints about repairs was that we saw a 30% increase in the 
total number of repairs reported to us between September and 
January when compared to the previous year. This put pressure 
on our ability to complete repairs within our usual timescales and 
keep customers updated regarding the repair.  

As a result, this year we are working to improve how we manage 
more complicated repairs and keep customers informed, as well 
as our overall approach to booking an appointment where we 
can’t complete the repair during the first visit. 

Out of the 893 complaints received in 2019-20, 98% were 
acknowledged within timescales and 91% were resolved within 
our usual timescales. From all the complaints received, 57% were 
upheld; meaning that following an investigation we agreed that 
something went wrong. 

29 customers were not happy with the result of their complaint 
and asked for us to review further. 

Housing Ombudsman 

Based on customer feedback from last year’s customer annual 
report, we identified areas for improvement in how we track and 
monitor Housing Ombudsman cases. As a result, we now have 
more robust tracking and reporting. 

The Housing Ombudsman investigated 36 cases in 2019-20 that 
were escalated to them from customers. From this, we received 
18 ‘determinations’ that the Ombudsman identified as areas 
for us to improve our service and how we manage complaints. 
A ‘determination’ is the Ombudsman’s final decision and 
something we must comply with. 
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18
determinations 

 received by  
the Housing  
Ombudsman

36
cases  

investigated by  
the Housing  
Ombudsman

29
customers  

unhappy with 
the result of their 

complaint

57%
of complaints  
were upheld

98%
acknowledged  

within  
timescales

893
complaints  
received

91%
resolved within 

timescales



How we provide value for money
Delivering value for money is key to our ‘profit for a purpose’ ethos, 
which ensures the most effective, efficient and economical use of 
resources to achieve the best services for you. At the heart of our 

business, our vision is to build and maintain your homes within diverse 
and thriving communities where you can find the support you need to 
live safely and prosper.

This year we invested in a modernising our IT systems to allow us to be 
more efficient and effective with our processes and how we manage our 
services. The investment will also help to improve the services we offer 
online and help to meet the evolving needs of our diverse customer base. 

This year, £5.7m was invested into your communities 
through our Community Investment Programme. Key outcomes of 
the programmes include: 

In our new housing and maintenance work on our existing 
properties, we are also committed to improving the environmental 
impact of how we work. This year, with the support from the 
Carbon Trust, we reviewed our carbon footprint and now have 
a clear plan to build our environmental programme.  

Some key highlights from the year include:

Over £82m has been invested into rented homes through 
repairs, maintenance and safety checks to ensure your homes are of a 
higher quality, safe and more efficient. 

As a result;
Last year,

62%
of customer transactions were 
carried out online and we have 

aspirations to increase this 
over the coming year.

The investment is set  
to deliver around

 £5m
 of annual savings which will allow 

us to continue to maintain your 
homes and offer services to you.

79.52%
of homes are now have an 
Energy Efficiency rating of 

Band C or better.

99.87%
of homes meet the Decent 

Homes Standard.

100%
of homes are compliant 

with health and 
safety regulations.

Installation of 1,196 new 
energy efficient, A-rated condensing 
boilers that use less fuel and reduce 

CO2 emissions, helping to play a part 
in preventing climate change and 
helping with lower energy bills too. 

254
properties fitted

with solar panels,
producing clean

renewable electricity.

Investing in environmentally
responsible suppliers like Paint360

whose products contain

95%  
recycled content reducing

waste to landfill.

252 people supported 
into work are now better 

off by an average of 

£633
a month and we have 
aspirations to increase 

this over the coming year.

1,042 grants awarded to 
individual customers totalling 

£198,000
2,483

customers received 
money advice 
and coaching 

to improve their 
financial wellbeing.
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Investment in our services for you

Investment in you and your communities 

Investment in your homes 

Investment in the environment

Click here to 
see how you can 
access help with 

getting online

Click here to 
see how you 
can access 

these benefits

Read on to learn 
more about how 
we’re caring for 

our planet…

https://betterdays.orbit.org.uk/better-days/getting-online/
https://betterdays.orbit.org.uk/better-days/getting-online/
https://betterdays.orbit.org.uk/better-days/getting-online/
https://betterdays.orbit.org.uk/better-days/getting-online/
https://betterdays.orbit.org.uk/better-days/
https://betterdays.orbit.org.uk/better-days/
https://betterdays.orbit.org.uk/better-days/
https://betterdays.orbit.org.uk/better-days/


Caring for our planet
Our Orbit Earth programme expanded in 2019-20, and we developed  
four commitments to help us deliver on our environmental goals: 

27

Our annual report to customers

To become a low carbon business
To be a positive contributor to 
biodiversity and create  
green spaces

To deliver positive environmental 
impact through excellent 
sustainable standards in 
everything we do

To develop a sustainable  
supply chain

Last year, we made the switch to 100% renewable electricity at all 
our offices and communal spaces, and this year we made this a 
standard requirement in how we buy energy in the future.

Putting our Orbit Earth vision into practice by highlighting that it is 
everyone’s responsibility to work more sustainably has led to a range 
of projects and changes driven by employees. These include:

•   donating abandoned furniture and white goods to local 
reuse charities

•   encouraging employees to car share to work and other 
business appointments to reduce transport-related emissions

•   using electric powered equipment like lawn mowers,  
rather than traditional petrol fuelled ones.

Here’s some things you can try to help care for our planet: 

•  Switch to a renewable energy tariff, most are now price comparable 
to traditional energy sources

•   Help save water by taking a shorter shower (this saves money on 
your energy bills too) or using water from cooking to water the 
plants. Some water suppliers offer free water saving products and 
efficiency checks.

•   Put up a bird or bat box, create a bug/bee hotel, build a hedgehog 
house – you can make any of these from offcut materials or create 
a ‘wild’ corner with a pile of old logs and rocks, leaving the grass to 
grow long and wild

•   Plant pollinators like wildflowers and lavender to encourage  
bees and butterflies, they look beautiful too – bonus!



For more information, please email us:

info@orbit.org.uk

You can visit our website:

orbitcustomerhub.org.uk
Take a look on social media:

/OrbitHelp

@OrbitGroupUK 

@OrbitGroup

Our postal address:

Orbit, PO Box 6406, 
Coventry, CV3 9NB

Or to talk to us, please call:

0800 678 1221

Orbit Capital plc - Co Regn. No.09402193, Orbit Homes (2020) Ltd 
- Regn. No. 06950748, Orbit Treasury Ltd - Co Regn. No 06264601, 
Heart of England Housing Association Ltd - Registered Society No. 
30446R, Orbit South Housing Association Ltd - Registered Society No. 
27802R, Orbit Group Ltd - Registered Society No. 28503R. Registered  
Office: Garden Court, Harry Weston Road, Binley Business Park, 
Coventry CV3 2SU

If you need information in a different format 
please contact us on 0800 678 122118001 0800 678 1221

Textphone:

Get in touch:

This report has been 
approved by our customers

mailto:info%40orbit.org.uk?subject=
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