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An introduction from Paul Richards,  
Group Customer Services Director

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. 

Paul Richards 
Group Director of  
Customer and Communities
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Welcome message from Baeti,  
one of our engaged customers in Kent

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.

To read the full version of the report, 
please visit: https://bit.ly/2ST1i1P

WELCOME
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We manage almost 45,000 
homes across the UK, 

providing housing that you 
can be proud to call home

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

training and skills to 514 of you

We helped 929 
of you with your 

mental wellbeing

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 invested £82m 
into repairs, home 

improvements, customer 
safety and energy efficiency 
and invested a further £5.7m 

into our communities

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 1,049 customers 
with employment skills and 

training last year

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.

Overall  
customer  

satisfaction is 
86.8%
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Building thriving 
communities... continued

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:

•  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 
benefiting 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

•  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

•  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.



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.  
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Orbit in 
Stratford 

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

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

The colours indicate:

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.

orbitcustomerhub.org.uk

Building thriving
communities
Our annual report to customers 2019 to 2020

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

We achieved our target

We did not achieve our target

We were close to achieving our target

CUSTOMER ANNUAL REPORT



8  |  Orbit Life orbitcustomerhub.org.uk

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.

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. 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.

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.

“Last year, 424,000 calls were made and 81% of 
those calls were resolved at first contact, resulting in 

customer satisfaction of over 89%” 

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:

CUSTOMER ANNUAL REPORT



266
kitchens installed 
and upgraded

279 
bathrooms 
upgraded

5,294 
homes 
decorated

101
water services 
replaced

8,571 
homes had 
electrical upgrades

138 
roofs 
replaced 

1,421 
homes had 
insulation installed

628
window and door 
replacements 

131 
lifts 
upgraded 

2,349 

heating installations 
(boilers and 
storage heaters)

638 

asbestos removal 
from homes

29 

fire safety 
actions

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

% of customers 
satisfied with our 
overall gas servicing

Target
89%
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2018-19
93.6%

2019-20
94.3%

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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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, just to name a 
few. If you need any additional 
support, please just get in 
touch, we’re here to help.

Here’s what some of our 
customers who received 
support from us had to say:

“ 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.”

This year, we supported over 
3,000 people and next year, 
we want to help even more.

Wellbeing 
We all have mental health and we can all experience mental health issues, whatever our 
background or walk of life. Our Breathing Space programme continues to provide a free and 
confidential service to customers. If you feel that this service could help you, a friend or a family 
member, please visit: https://bit.ly/3eRvnJc

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

CUSTOMER ANNUAL REPORT
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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
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Continued 
management of 

4,790 Independent 
Living properties 

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.

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.

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.

A record 18 
Britain in 

Bloom awards, 
including an 
outstanding 

award for Malt 
Mill Lane

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

Caring for our planet 
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.

We’ve made the move to our first electric powered 
equipment like lawn mowers, rather than traditional 
petrol fuelled ones and will continue to seek 
sustainable ways of caring for the 1.4 million metres2 
of green spaces that we look after. 

We have teamed up with energy experts, 
Good Switch, to help you save money on 
your energy bills. You could even receive 
£25 of free energy when you switch to a 
participating supplier.

Good Switch works with trusted suppliers, 
so you can switch and save with confidence. 
That’s great news when many of us are facing 
rising energy bills as winter sets in and we 
spend more time at home.  

Switching is simple:  

1.  Grab a recent bill from your current supplier 
and pop the details into our switch page:  
https://www.orbitcustomerhub.org.uk/
switch-and-save/.  

2.  Compare how much you’ll spend with 
each of Good Switch’s suppliers. Suppliers 
participating in our £25 free energy offer are 
clearly indicated in the list of search results. 

3.  Once you’ve 
selected your 
preferred deal, 
just pop in a 
few details to get 
your new energy 
account set up – 
and that’s it! 

Questions?  
The Good Switch team  
is here to help.  
Email info@goodswitch.co.uk or  
call them free on 0808 280 2552 and they 
can take you through the switch by phone. 

Did you know? 
79.52% of our 

rented homes are 
Energy Efficiency 
Band C or higher

Save money on your energy bills

For more information, please email us:

info@orbit.org.uk

You can visit our website:

orbitcustomerhub.org.uk

Or to talk to us, please call:

0800 678 1221

18001 0800 678 1221
Textphone:

Take a look on social media:

/OrbitHelp

@OrbitGroupUK 

@OrbitGroup

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

Our postal address:

Orbit, PO Box 6406, Coventry, CV3 9NB


