CUSTOMER ANNUAL REPORT 2018/19

How are we doing?
Welcome to our customer annual report – here you can see how we
performed in 2018/19 and find out our priorities for the next year.
For over 70 years, we’ve been building and
maintaining quality homes in London and
Southern England. We now manage over 38,000
homes for around 67,000 customers.
We don’t just build, manage and sell homes,
we do our best to create vibrant communities.
Every penny of our profit supports our affordable
housing and community programmes; we don’t
just want you to live in one of our homes, we want
you to thrive there.
Every year we produce a customer annual report
to update you on how we’re performing. In
February, we asked you what you wanted to hear
about most in this year’s annual report. Over
2,000 of you took part in our survey and told us
that your priorities were rent and service charge,
repairs, fire safety, resolving complaints and
managing anti-social behaviour – so that’s what
we’re going to talk about.

We’ve also used input from our Customer
Advisory Panel, which provides advice and
challenge on best practice and customer
experience, and Government guidance to give you
additional information about our performance.

This year’s highlights

• We built 875 new homes
• We achieved a £23.9m surplus, which
we will reinvest into delivering new
homes and services

• 99% of our service charges were accurate
first time

• We achieved 90% customer satisfaction
with repairs

• We started a £13.5m fire safety upgrade
programme across our homes.

Find out more about our performance over the
next few pages.
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Managing your rent and service charge
This year 99% of the service charge statements
we sent you were accurate first time around.
This figure, which has remained constant since
2017/18, is based on the 24,000 service charge
estimates we send out each year.
We want to make sure your service charges
are 100% accurate, and over the next year we’ll
continue to work towards achieving this.

£4.5m to help customers who
moved onto Universal Credit
We helped our customers who moved onto
Universal Credit to secure £4.5m, helping them to
pay their rent and manage their finances.

Next year, look out for...
...your new-look rent and service charge
documents, which will arrive in February 2020.
We’re improving the information we send you as
part of your annual rent and service charge to
make the charges more transparent.
If you’re worried about paying your rent and
service charge, or would like advice on managing
your finances, get in touch with our Tenancy
Sustainment Team on 0800 432 0077.

We helped 7,000 customers
We helped customers to secure extra benefits
and manage their rent and service charge
payments, and we gave advice and
support to help with their finances.

Improving our repairs and maintenance service
Your satisfaction with our repairs service was
90% in 2018/19 - up 4% from last year, and
13% since 2017.
Our average repair time was 10 days in 2018/19;
this is the time from when you request a repair
to it being completed. This was five days faster
than our target of completing your repair within
15 days.
On average, we completed urgent repairs within
23 hours.

Our priorities for the year ahead
Next year we’ve set aside £113.8m to help
us maintain your homes, including managing
responsive repairs, planned and major repairs,
refurbishments and upgrades to your homes.
Over the next year we will also focus on improving
our building processes and materials to reduce the
number of repairs needed in new properties.

£32.9m invested in your homes
We invested over £32.9m in improvements to your
homes, carrying out over 2,275
redecoration and major repair works within
communal areas and installing 366 new kitchens
and 216 new bathrooms.

276 hours donated
Our contractors donated
276 hours of decorating
and gardening services to
our most vulnerable
residents as part of our
volunteering programme.
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Looking after your neighbourhood
We’re committed to providing homes and
communities you can be proud of, so we’re
working on a number of initiatives to improve
our neighbourhoods.
One of these is the Great Places to Live programme
that has a fund available for you to apply for money
to improve your neighbourhood – anything from
new plants, to a new play area. Contact your local
Neighbourhood Officer to find out more.

Our plans for next year
We want to work more effectively with companies
that manage or own buildings on behalf of our
customers. Together, we want to be able to act
quickly and more effectively to provide good
quality property management services to all
our customers.

We donated £450,000 through our
Great Places to Live programme
20 neighbourhoods received a combined total
of £450,000 to make improvements, including
landscaping and installing new security features.

98% of anti-social behaviour
cases resolved
Our Anti-social Behaviour team resolved 98% of
cases reported to us in 2018/19.

78% customer satisfaction with our
anti-social behaviour service
78% of customers who experienced anti-social
behaviour said they would use this service again if
needed. Although this is still lower than we’d like,
it’s an improvement from last year’s 76%.

Case study: tackling severe
anti-social behaviour
Earlier this year, we had to take drastic action to tackle
anti-social behaviour in some of our properties.
Over two months, we worked with local agencies including
Surrey police to issue 10 closure or partial closure orders on
homes in Spelthorne. These properties were all connected to
substance abuse, and in some cases, cuckooing.
Cuckooing involves a person or people taking over
someone else’s property against their will, usually to sell
drugs from.

Investing in fire safety

Your safety has always been a top priority for us.
Over the last year we’ve used the recommendations
following the Grenfell tower tragedy to help us
identify improvements we can make to fire safety in
your homes.
We have arranged independent surveys of our
tall buildings to verify the structures and create
improvement plans where needed.
We’re also now carrying out more regular fire
risk assessments.

We’re starting a £13.5m upgrade
programme to improve fire safety
We’ve commissioned a
three-year programme
of £13.5m worth of
upgrades to your
homes, for example
installing new fire
alarm systems.
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Improving customer satisfaction
Satisfaction with our customer contact centre last
year was 81%, which is lower than the year before
(83%) and below our target, also 83%.

86% customer satisfaction with our
complaints service
This has stayed the same since 2017/18, and is
above our target of 83% for the year.

We monitor customer satisfaction throughout the
year, and we identified the main reason for the
drop this year as being the initial disruption we
experienced when we introduced new technology
in December 2018.

In the last year, less than 4% of
customers made a complaint

After a short amount of time we’ve seen your
satisfaction climb to 85% and the new technology
is improving how we handle your calls.

We aim to give you a consistently good service but
if you do need to make a complaint, we want to
make things right quickly and to your satisfaction.

Next steps

To help us achieve this, we’ve set a
target for next year to resolve at
least 96% of your complaints
at the first stage.

We are now planning an upgrade to our
telephone system to improve your experience
when you call us.
You can also expect to see an improved customer
website launching soon. The new website will
include a live chat option so if you’d prefer we can
resolve your queries online.

Investing in our communities
In 2018/19 over 5,800 of you took part in local
activities to improve health, wellbeing and
financial resilience, as part of our community
investment programme.
We also honour the hard work and inspirational
contributions of our customers at an annual
awards ceremony. 2019’s Resident of the Year
was Katie Jackson who mentors young people and
helps them achieve their full potential.

“I was homeless with a young son
before A2Dominion assisted me with
accommodation. To now be
recognised for the contribution I’ve
made as a mentor is overwhelming.”
Katie Jackson, Resident of the Year 2019.

Get involved in your area
We run lots of community events and initiatives
in and around our neighbourhoods, from
opportunities to get into work and training, to
after-school clubs and activities.
Follow us on Twitter for updates on our community
events and projects: @A2DCommunities.

(L-R) A2Dominion’s Director of Housing, Dawn Wightman,
award winner Katie Jackson, and Kay Soyemi from Esskay
Services, who presented Katie with her award.

What did you think?
Be in with a chance of winning a £50 shopping voucher. Let us know what you thought of our annual
report online at a2dominion.co.uk/annualreport

