Celebrating 20
years as a housing
provider
YEAR

20

ANNIVERSARY
2000 - 2020

As you may know, 2020 is our 20th anniversary, and we couldn’t be
prouder of our achievements over the last 20 years. Our tenants and
customers have always been at the heart of what we do, so here’s a
taste of some of our key moments since we began in 2000.

New Homes
In the last 2 decades, we’ve built over 750 new homes
across the district and surrounding areas. Our properties have
come in all shapes and sizes, from houses and bungalows
built at St David’s Close, Kidderminster in 2002 to apartments
at Maureen Aston Court in the Horsefair in 2008. In 2010
our first eco homes development opened at Willow Court,
Franche, and in 2017, our 100 bed flagship extra care
scheme, Berrington Court, officially opened on the new
Silverwoods development in Kidderminster.

by offering shared ownership properties – part buy, part rent.
Starting with just 6, by 2011 we had 101 shared ownership
homes.
With even more new homes underway and planned over the
coming years, we’re excited for what the next 20 years hold.

We’ve worked with some of the UK’s top home builders
on our developments, including Thomas Vale, Kier and
Bellway, but we’re most proud of our in-house new
build team that constructed their first 7 homes in Birchen
Coppice, Kidderminster in 2011. This was then followed by
our first homes to be built by our apprentices that same
year. Since 2011, we have continued to use our new build
team on various developments across the district, including
Blakedown and Habberley.
Not only have our homes been available for rent, but in 2005
we began helping local residents get on the property ladder

Shared Ownership properties at Martley Road, Stourport in 2010

Bungalows built in 2002 at St David’s Close in Kidderminster

Our first eco development at Franche in 2010
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Investment in Homes
and Communities
Throughout our 20 years, we have always tried to improve
upon what we’ve done previously. We’ve continually
invested and consequently transformed our housing stock
and the communities they are in to make them better places
to live and enjoy.

Our apprentices build their first homes in Kidderminster in
2011, which were officially opened by MP Mark Garnier.

Through our subsidiary Worcestershire Telecare (now trading
as amica24), we’ve ensured that our properties for older and
vulnerable customers are equipped with the latest telecare
technology to help them live independently and be able to
summon help quickly and easily if needed. Alongside this,
through the County’s Disabled Facilities Grant, we’ve been
able to help customers have the adaptations within their
properties that they need to live safe and well, such as grab
rails, wet rooms and ramps.

Modernised kitchen at Drumart House, Cookley in 2012

The opening of Tudor Road Play Area, Bewdley in 2015.

A Neighbourhood Warden on patrol at Wribbenhall, Bewdley
in 2011.

The installation of new double glazing at a property in 2015.

A wet room and grab rail installed via the Disabled Facilities
Grant in 2013.

Telecare technology installed in a flat at Berrington Court in
2016.

In 2001, our rolling modernisation programme began and
over the years, a variety of fittings have been replaced and
upgraded within our properties to make them warmer, safer,
more modern and cheaper to run, such as new doubleglazed windows, more efficient boilers, insulation, and new
modern kitchens and bathrooms.
We haven’t just invested in your four walls, we’ve made sure
that the communities you live in are places you can enjoy
and feel safe in.
In 2001, our Neighbourhood Warden service began, starting
in Broadwaters. The team, working alongside the Housing
Team, were the ‘eyes and ears’ of the community, offering a
visible presence to deter crime and anti-social behaviour.
An official key handover takes place at the new build homes
that replaced the maisonettes at Hurcott in 2013.

We developed our play area partnership in 2002 to improve
and modernise play areas across the Wyre Forest, giving
children and families, safe and fun areas to exercise and play.
We will continue to improve and invest in our homes and
communities for the next 20 years.

A shared ownership customer cuts the ribbon at the official
opening of her new home on Wribbenhall, Bewdley in 2018.
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Customer Engagement

Since 2013, our Apprenticeship programme has received
many accolades, including National Apprentice Award for
Best Apprenticeship Employer in the West Midlands and
Worcestershire Apprentice Employer of the Year at the
Worcestershire Apprentice Awards. We have also been recognised as one of the top 100 companies delivering Apprenticeships by the National Apprentice Scheme.

During our 20 years, we’ve always encouraged our customers to get involved with us and help us plan and shape our
services, as well as making sure they continue to be good
quality and value for money.

However, it’s not just awards and accreditations that demonstrate our quality and performance. Over the years, we have
worked alongside a variety of partner organisations to deliver
high quality, Value for Money services ensuring we are continually improving what we do, and this is something we will
continue to do in the future.

The Tenant Scrutiny Panel was formed in 2008 and have
scrutinised a number of services since that time, including:
• Void Management
• Routine Repairs
• Communal cleaning

Improving Lives
For 20 years, our number one priority has been providing
good quality homes and services that benefit all of our
customers. Helping them live happy and healthy lives. From
school children to seniors.
Here are a few pictures from over the years that show what
our services are all about, followed by what our customers
have had to say about them.

• Planned maintenance
• Neighbourhood Warden Service

The Scrutiny Panel receiving their accreditation in 2017.

In 2017, the Panel achieved the National Quality Assured
Scrutiny Accreditation for their work. Scrutiny Reviews are
now carried out by the Customer Voice and Assurance Group
(CVAG) which was established in 2018. The purpose of the
CVAG is to provide a strong link between customers, and The
Community Housing Group’s Executive Team and Board, to
ensure services are working well and to identify improvements.

Vestia Training learners in 2015

Until 2011, our Modernisation Panel, made up of customers,
were heavily involved in choosing kitchens and bathrooms
that would be used in modernising our properties.
Our customers have also been involved with many other
projects over the years, such as the development of our
websites, production of tenant publications and customer
communications.
Our services would not be what they are today without the
input and involvement of our customers, and we hope that
this continues to grow in the future.

The Customer Voice and Assurance Group in 2018.

In 2011, after receiving the Investors in People Gold Award

Delivering Quality
Services

First job at Lidl for a Vestia Employability Programme
participant in 2012

In 20 years, we’ve received many awards and quality marks.
We’re proud to be recognised for the work that we do and
the services we offer.
We’ve held the Investors in People standard since 2001,
demonstrating continuous improvement in an organisation
that is focussed on our staff, and 10 years later, we achieved
Gold status - only given to those organisations that are able
to prove a degree of excellence in the way they develop and
support their staff.

Some members of the Tenant Communications Panel in 2014.
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Alongside this, in 2004, we achieved Investors in Excellence,
verifying our effective and efficient leadership, resourcing and
delivery of services, and in 2006, we became the first social
housing company to win the Best Organisation Midlands
Excellence Award.

Celebrating winning Best Apprenticeship Employer in the
West Midlands at the Regional National Apprentice Awards in
2013.

Silver Surfers in 2010
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Ruth Chamberlain Easter Bonnet Parade in 2013

Knitting Club at Hornbeam House in 2009

Resident Involvement Summer Event at Barnfield
Park in 2013

HR Colleagues at the Kidderminster Town Hall Jobs
Fair in 2012

Oakleaf at Baxter College in 2016

Halloween Litter Pick in 2010

Fishing Competition organised by Neighbourhood
Wardens in 2012

Fire safety talk at Carter Court 2013

“I have used the pendant alarm on several
occasions, and I cannot praise them enough.
Whatever the time, they are always so
helpful. Thank you for being there for us
when we needed it most”.
amica24 service user

“I have really enjoyed being on the course
and I now feel a lot more confident to go
on a computer or my phone to access the
internet. This has opened a whole new
world for me. Thank you so much”.
Extend exercise class in 2013

The cinema at Drumart House in 2014

Digital Skills Training Course participants in 2017

Care24 in 2014

Digital skills course learner

“I love living at Berrington, it has everything
I need, and I get to keep my independence.
The team here are so friendly and helpful,
and I love all the activities and events they
put on for us”.
Berrington Court resident

Card making at Arch Hill Court in 2007

Play Area Challenge at Borrington Road in 2010

Baxter College World of Work event in 2014

Apprentices at St. Mary’s School for the Brathay
Challenge in 2014

“The information about interviews was
very useful, especially about the types
of questions you may be asked and how
to answer these professionally. I feel this
really improved my confidence in interview
situations”.
Employability Programme learner

Apprentices at their first new build property in
2011
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amica24 Operators in 2019

A day trip for Adams House in 2018

A Worcestershire Telecare installation
appointment in 2011

“I found myself isolated, lonely and unable
to cope. Support24 stepped in four years ago
and helped me to move to more suitable
accommodation. My flat is kept clean and
tidy and my life feels more secure without
feeling like I’ve lost control”.
Support24 service user

20 Year Review 2019/20 |

7

Value for Money (VFM)
Throughout our 20 years, we have always been committed
to delivering excellent VFM services that are of the highest
quality and reflect the needs and priorities of customers and
the wider communities.
In 2018, we launched our Value for Money Strategy (20182021) which details our latest approach and plans for
achieving our targets, resulting in an increased awareness
and understanding across the Group.
Here are some highlights from the past 5 years:
• We brought down the costs of replacing windows from
£2985 per property in 2013/14 to £2372 to in 2014/15.
Compared to others, we were £1698 cheaper.

Looking forward to the
next 20
So as we approach the end of 2020, and what has been a
challenging year for everyone, it’s with sadness that over
the summer we said goodbye to Ray Brookes, Group Chief
Executive, who retired after 20 years at the helm. However,
we look forward to new beginnings and have welcomed
Matt Cooney into the role from September.
We hope that not only will our next 20 years be even more
successful, but that you’ll continue to enjoy your homes,
communities and the services we provide.

• We brought the cost of external decorations to homes
down from £454 per property in 2013/14 to £356 per
property in 2014/15. Compared to others we were £224
cheaper.
• In 2015/16, our tenancy management costs were £81 per
home, compared to £104 in 2014/15.
• In 2015/16, our support for unemployed people delivered
a social value of £514,000.
• We secured an additional £1.2 million development
funding in 2016/17 to provide new homes for customers.
• In 2016/17, 25% of training was delivered through
e-learning, saving 227 training days.
• In 2017/18, we re-tendered for our insurance cover and
saved £227,000 compared to the cost of the year before.

Ray retired in June 2020

• In 2017/18, we collected 99.30% of rent due.
• In 2018/19, we finished building 46 new homes and
started building 68 new homes.
• We maintained customer satisfaction above 90% in
2018/19.
• In 2019/20, we collected 98.2% of rent against a target of
98% and our average rent was £85.77 per week 		
compared to the national average of £95.12.
As we look beyond 2020, we’re committed to providing even
more Value for Money to our customers.

Matt joined us at the beginning of September
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