Hello,
Welcome to our Annual Report to Customers, which will tell you
how we performed during the financial year 2016/17.
We’re changing our services to focus on our customers and
make sure we’re offering you the best experience when you contact
us about anything.
This year we:
• Helped our customers access £1.6m in grants and benefits
• Improved our overall customer satisfaction rating
• Helped 566 customers into employment or training
• Helped 590 households save an average of £252 on their fuel bills
We also changed the way we work, with more of our staff out
and about in local areas, delivering services. We’re investing in new
technology to become even more mobile and responsive to your needs
over the next year.
Our Customer Voice Forums gave you the chance to get involved in
improving how we work, and make changes to our business to
benefit customers.
I hope you enjoy this look back on the year.

Tom Dacey
Group Chief Executive
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Customer involvement
Customer Voice Forums provide customers the opportunity to influence, scrutinise and work
collaboratively with staff to improve our services. Since the Forums started our members have
worked on:
•
•
•
•

Creating our anti-social behaviour leaflet, an easy to understand guide to our service
Re-writing the letter we send to customers with rent arrears
Our new sustainability strategy
Helping our new repairs and maintenance contractors prepare to work with the Group.

A year into the Customer Voice Forums we held an away day for members to give feedback about
how they felt the project was going. Following this session, the forums will work on a wider range
of business projects.
We’re currently working with our Customer Voice Forum members on a new customer engagement
menu which will provide some great new ways you can get involved and really make a difference.
We want new more customers to join our forums, either as full members, or – if you’re pressed for
time but still want to be involved – you could volunteer to be contacted on an ad hoc basis for your
opinion on a range of projects.
If you want to know more about Customer Voice Forums or other involvement opportunities please
email customer.engagement@shgroup.org.uk or call your local number, select option 4 and ask
to speak to a member of the Customer Engagement Team.
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Delivering excellent
customer cervices
Chris Harris – Group Customer Services Director
In 2016/17 your overall satisfaction level with our services was 74%. That’s an improvement on last
year, but we think we can do better. In 2016/17 we focused on a few key areas to improve:
•

Repairs We launched our repairs strategy which will make our repairs service much more
customer focused. We worked with customers when we selected new service providers, and
we built customer satisfaction and social value into the contracts. We also took on Contracts
Managers to oversee the service providers and make sure you are being well served.

•

Home Services We changed the structure of the Home Services Team as it has a high rate of
contact with customers and we wanted to improve the service. We created the Home Service
Manager role so our staff could have much more ownership, control and responsibility for
homes in their areas.

•

Sheltered Housing In October 2016 we launched our new Sheltered Housing Service for
older customers in sheltered homes. We decided to increase the amount of staff presence in
sheltered schemes and under our new structure, Scheme Services Co-ordinators spend time
in each of our schemes every weekday.

•

Getting involved Our Customer Voice Forums continued to evolve. Customers worked with
staff to deliver a number of successful projects involving our anti-social behaviour services,
arrears collection and repairs. We’re now offering even more ways for you to get involved
and help shape our services.

We want to continue to improve our performance and we hope this year will be better than ever.
We’re going to continue to monitor our new repairs service providers, and invest more in
technology to allow our staff to spend more time away from the office, visiting your local area,
and delivering instant services to you.
If you’ve got any feedback about how we’re doing, or want to get involved with our work
we’d love to hear from you. Get in touch with our Customer Service Centre.
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Customer service
Our Customer Service Advisors will usually be the first people you speak to when you get in
touch with us. Whether you call or email our Customer Service Centre or contact us through our
webchat service or social media, our advisors are on hand to help you with whatever you need.
Our Customer Service Team receives hundreds of queries every day, which they try to deal with as
quickly and efficiently as possible. If they are unable to deal with a query directly they will refer it to
another team or colleague.
Here’s how we did in 2016/17:

Customer satisfaction overall

185,690
calls received

166,625
calls answered

Average of

660

calls per day

74%

1549
webchats
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Value for money
We are a business with social objectives funded by a combination of reserves, grants and
public/private finance. We use this money to provide good quality homes and services for people
in housing need – our social objectives.
In 2016/17, we made a surplus of £62m and invested £114m in new and existing homes. This
money came from £6.1m in government grants and increasing borrowing. This allowed us to
complete 393 new homes, and start work on another 416 homes. This demonstrates how every
penny of our surplus and more goes into delivering our social objectives.
The value for money of our service is judged on a number of different criteria. Here’s how we
performed in some of the categories:
Management costs
The amount of money we spent on staffing and resources per home went up in 2016/17 due to
increases in salaries, particularly in our care services where we decided to create onsite roles, and
because we pay the living wage. Management costs should reduce in future as the savings from our
other projects start to come through.
Service costs
Costs included in the service charge have remained stable. As customer satisfaction is higher where
estate services are delivered by in-house teams rather than contractors we’re planning to pilot some
in-house services, we can also pass on any savings to customers.
Maintenance costs
Our maintenance costs have remained stable. We’re committed to making sure our homes are well
maintained and members of our Customer Voice Forums have been involved in evaluating tenders
for our new repairs and gas contracts. The new contracts commence in 2017/18 and aim to improve
quality and reduce complaints.
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HEAT
Our Home Energy Advice Team helps customers save money and energy. If you worry you’re paying
too much for your electricity or gas, or would like tips on how to save energy in your home, you can
email the team at energy@shgroup.org.uk
Here’s how we did in 2016/17:

603

residents visited

£256

recommended annual
saving per home

227

customers claimed
Warm Home Discount

£43,323

utility debts cleared on
behalf of customers
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New homes
We want to build more great quality new homes.
We build different types of homes to meet a wide range of customers’ needs, from those who want
to rent to those who want to buy their homes outright.
In 2016/17 we completed 393 new homes and started work on 411 more.

Social Rent

Open Market Sale

49

Shared Ownership

169

40
Market Rent

48

Affordable Rent

87

Shared ownership in 2016/17
We offer customers the chance to buy shares in their home (also known as ‘part buy, part rent’).
In 2016/17:
•
•
•
•

We sold 205 homes through our shared ownership scheme
The average initial share purchased was 40.5%
158 customers bought more shares in their home
93 of these increased their ownership level to 100%
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Repairs
In 2016/17 we published our new repairs strategy which sets out our vision of how we want to
improve our repairs service.
We’ve brought in new contractors to cover some areas, and started the process of finding new
heating and hot water repair companies to improve that aspect of our service.
Our performance overall has remained fairly steady, but we believe that the improvements set out in
the strategy will help us deliver real improvements over the coming years.
Our new contracts will give us much more oversight of our contractors, our specialist Contracts
Managers will have much more input into the day to day running of the service – this will help us
control the service and make sure we deliver.
As well as day to day repairs we also invest in doing work to improve our properties.

Repairs completed
in 24 hours
Annual gas safety
inspection certificates
Repairs completed
first time
Average time to
complete a job

2015/16

2016/17

98.2%

98.2%

99.98%

99.96%

88.5%

88.0%

9

7.9
days

days
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Community investment
Our Community Investment Team helps customers find work or training, gives advice on managing
money, and helps customers access benefits they are entitled to but not claiming.
The team also awards grants to organisations who work for the benefit of our customers.
Here’s how we did in 2016/17:

126

411

customers helped
into work

customers given
employment support

137

£113,474

community projects
funded

donated to projects through
our small grants programme

257

customers helped to take part
in volunteering, work experience,
education or training

We helped customers access over

£1.6m

in benefits and grants

Visit shgroup.org.uk/southernworks for help finding a job, building your skills or getting training.
Visit shgroup.org.uk/moneymatters for support with financial issues.
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Care and supporting independence (CASI)
Our dedicated care and support team on the Isle of Wight had another successful year.

Byrnhill Grove, 22 Argyll Street, and our Domiciliary Care service were
inspected by CQC and received excellent feedback and overall results,
each being awarded “Good” for all standards of care.
Fairhaven Housing Trust provided funding to improve 22 Argyll Street, a
residential care home for people with learning disabilities. The home
now benefits from an additional room, newly decorated communal
areas, including a new craft room for residents to enjoy.
CASI teamed up with Independent Arts to provide pop up exhibitions,
photography, sculpture and theatre trips benefitting our customers
in extra care and residential care and older people supported in the
community have benefited from this project.
In October 2016 our Quarr Abbey gardening project hosted HRH
Prince Edward the Earl of Wessex who visited to learn more about this
self-supporting, community led project that benefits local residents with
learning disabilities and other support needs. Since the launch of the
project in 2011 over 50 people have been helped to gain new skills and
abilities and grow their confidence.
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Empty homes and lettings
Our Empty Homes & Lettings Team oversees the process of letting our empty homes from a
customer leaving their home, until a new customer moves in. They ensure that our homes are let
efficiently, and to the right customer.
As part of our work to improve customer service our new Home Services Managers started doing
the viewings and sign-up process so they could establish a relationship with new customers, leaving
the Empty Homes and Lettings Team to concentrate on:
•
•
•
•
•

Helping customers who want to end their tenancy
Working with local authorities to accept new customers
Advertising our properties
Making sure new customers will be able to afford their property
Managing staff visits with customers and the works that need to take place before
a new customer can move in
• Mutual exchanges and transfers
In the coming year, we will look to continue to increase customer satisfaction and there will be a
focus on the standard of our homes at the start of the customer journey. We’ll also be looking at
how we can work to bring down the time it takes to re-let empty homes.

2015/16

Void average re-let time

27.8
days

2016/17

30

days
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Your feedback
In April 2016 we move to a fully centralised approach to managing complaints and compliments.
All formal complaints are now dealt with by the Customer Relations Team who work very closely
with colleagues across the business to ensure we take the necessary actions and provide a response
to the complaint.
We did see a significant increase in the number of complaints received compared to the previous
year however we have managed to reduce the average time it takes to resolve a complaint.
Over the coming months we will be focussing on how we can improve customer satisfaction with
complaint handling and we will be using the feedback from customers who have used the service to
influence what we do.
Here’s how we did in 2016/17:

Number of complaints received

1609

Satisfaction with complaint handling

49.1%

Average time taken to deal with a complaint

45 days
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Anti-social behaviour (ASB)
We’re working to improve our ASB service. You’ve told us you want to be regularly updated about
the actions we’ve taken and have more face-to-face contact and support that suits you. We’re
aiming to make sure this happens.

963 cases handled
Overall satisfaction
with service

Court action

3.2 out of 5

1

Evictions

5

Injunctions

345

154

121

68

21

Noise

Verbal
abuse

Drugs

Domestic
abuse

Alcohol

In 2016/17 the responsibility for handling anti-social behaviour cases was passed to our new Home
Services Managers. This new role was created to help improve customer service – Home Services
Managers spend more time in local communities so they’ve got local knowledge at their fingertips
and can respond more efficiently.
Information on how we deal with ASB, our commitment to you and the excellent work we are
doing is available at shgroup.org.uk/communitysafety
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