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I’m delighted to be able to introduce The Community Housing Group’s 
Annual Report to Tenants 2019/20.

I hope you find it interesting and useful and we welcome your feedback.

We have worked with customers to design the report and have based it 
on the regulatory framework for Social Housing (the requirements that all 
registered providers of social housing must meet) to help you judge how we 
are performing.

The report covers 5 key themes:

• Homes

• Neighbourhood & Communities

• Tenancy

• Involvement & Empowerment

• Value for Money & Financial Regulation

During the year, we worked closely with the Customer Voice and Assurance 
Group (CVAG) to improve services. You can read more about our work with 
CVAG and how you can get involved on page 15.

2020 saw us reach two milestones – our 20th anniversary and the retirement 
of Group Chief Executive, Ray Brookes. While we reflected on 20 years of 
success in the provision of homes and services and said goodbye to Ray, we 
also looked to the future and welcomed our new Group Chief Executive, Matt 
Cooney to lead us through the next chapter of our development.

In our separate supplement, we’ve included some of our key achievements 
over our first 20 years within this report, hopefully some of our readers may 
remember them.

Like everyone our plans have been disrupted by the Covid-19 pandemic 
which has given us some challenges in delivering services and continuing to 
improve your homes. We have followed Government guidelines throughout, 
and respected residents’ need to isolate or shield by not coming into your 
homes unless you felt it was safe. Services are gradually being restarted and 
we hope to be back to full strength soon.  We’d like to thank you all for your 
patience and understanding through this period. 

As we enter an unknown time and a ‘new normal’ for all of us, we still have 
customers’ needs at our heart and will continue to respond to your needs as 
they are identified.

Andrew Foster,
Group Chair 

The Community Housing Group 

New Homes
We are committed to providing affordable homes and services 
and places where people want to live and work. Part of the 
business plan is to build 258 new homes by 2021.  These 
will be a mixture of sizes and tenures, offering rental, shared 
ownership and outright sale.  Existing and new customers 
have told us what they like and don’t like about their homes 
and what they would like to see in future homes which has 
helped to design the best layout suitable for family living whilst 
providing optimum energy efficiency.

THE COMMUNITY HOUSING GROUP
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Regulatory Standard: 
Provide decent, quality 

homes, have a cost effective 
and efficient repairs service 
and keep homes in good 

repair with a planned 
maintenance programme.
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Newly built homes

Kidderminster 1845 482 1189 278 12  556 8 4

Stourport 446 139 357 -  -  213 4 2

Bewdley 219 107 71 -  -  162 2 1

Rurals 202 255 99 -  -  149 -  - 

Non-District 25 4 8 -  -  -  -  - 

Totals 2737 987 1724 278 12 1080 14 7
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Our existing homes 

HOMES



Blakebrook School, 
Kidderminster (Oakleaf 
Commercial Services)
39 new homes (2, 3 & 4 bed)
RENT – 8 x 2 bed, 10 x 3 bed)
SHARED OWNERSHIP – 8 x 2 bed & 8 x 
3 bed homes
OUTRIGHT SALE – 1 x 2 bed, 2 x 3 
bed & 2 x 3 bed along with the listed 
bungalow (2 bed) - SALE

Weavers Chase, 
Kidderminster (Miller 
Homes)
27 new homes (6 x 1 bed, 15 x 2 
bed, 5 x 3 bed & 1 x 4 bed) as part 
of large development site
RENT 19 
SHARED OWNERSHIP 8

Westminster Road, 
Kidderminster (Oakleaf 
Commercial Services)  
[COMPLETED]
Built on 3 new dormer bungalows 
(2 bed)

SHARED OWNERSHIP

Sculthorpe Road, Blakedown 
(Oakleaf Commercial 
Services) [COMPLETED]
3 new dormer bungalows (2 bed)
SHARED OWNERSHIP

Silverwoods Development 
(Bovis Homes)
7 new homes as part of a larger 
development
RENT 4 (3 x 2 bed & 1 x 3 bed)
SHARED OWNERSHIP 3 (2 x 2 bed & 
1 x 3 bed)

Market Site, Kidderminster 
(Oakleaf Commercial 
Services)
23 new homes (7 x 2 bed & 8 x 3 
bed homes, 8 x 2 bed apartments)

RENT

Powick development (Piper 
Homes) [COMPLETED]
12 new homes (9 x 2bed & 3 x 3 
bed) as part of a larger development
RENT

Sion Hill School, Kidderminster 
(Harper Construction)
56 new homes (9 x 1 bed, 19 x 2 bed, 
24 x 3 bed & 4 x 4 bed).  Purchased by 
The Community Housing Group as part 
of a larger development.
RENT 24
SHARED OWNERSHIP 22        

OUTRIGHT SALE 10

New Homes
We offer a wide range of new build 
and modernised properties available 
on a part rent, part buy basis – 
known as Shared Ownership.  This 
scheme is intended for people who 
can’t afford to buy a suitable home in 
any other way. 

To purchase or learn more about 
our shared ownership scheme 
and to view our current properties 
that are available, visit www.
hawksworthhomes.co.uk

Contact the sales team for more 
information on 01562 733035 or 
email sales@hawksworthhomes.
co.uk or you can visit their Facebook 
page: @HawksworthHomes.
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• We have been installing LD2 fire alarm systems   
 in our new build properties, which incorporate   
 detectors within the home covering all escape   
 routes and high-risk areas, such as kitchen, living   
 room and hallways for extra protection. This is   
 more than current building regulations require us  
 to do and viewed as best practice.

• We have installed PVC-u windows with “easy   
 clean” hinges which allow windows to be fully   
 opened and therefore cleaned from the safety of  
 inside the property.

• Each new build scheme is registered with   
 Secured by Design – a police initiative that   
 improves the security of buildings and their   
 immediate surroundings. They assess the design   
 of our homes and give advice about ways to   
 reduce crime, such as the positioning of windows  
 over parking areas for natural surveillance.

• We are currently moving from a 10 year electrical  
 testing programme to a 5 year programme,   
 to provide more regular inspections to ensure   
 additional electrical safety for our residents.

• We have reviewed our approach to the type of   
 fire risk assessment undertaken at our high rise   
 blocks, independent living schemes and extra   
 care schemes and now undertake a Type 3   
 fire risk assessment which goes beyond the   
 scope of the Fire Safety Order by considering the   
 fire precautions, such as means of escape and fire  
 detection.

• We have subscribed to the government’s Building  
 Safety Programme, established to make sure that  
 residents of high-rise buildings are safe – and feel  
 safe.

• We successfully gained Primary Authority   
 Partnership status with West Midlands Fire and   
 Rescue Service to provide support on current   
 issues and works.

• At our high-rise blocks, we undertake a series   
 of comprehensive daily, weekly and quarterly   
 inspections to ensure the risk of fire remains as   
 low as possible.

• In conjunction with the Fire and Rescue Service,   
 our Housing Management Team hold regular   
 fire safety events at our high-rise blocks, including  
 demonstrations, raising awareness and dealing   
 with specific enquiries.

• We have reviewed and responded to the   
 Hackitt Report – the independent review of   
 building regulations and fire safety following   
 the Grenfell Tower tragedy – implementing the   
 recommendations that relate to us.

• Working with our Customer Voice & Assurance   
 Group and tenants at our high-rise blocks, we   
 have communicated fire safety advice, including   
 awareness videos and literature. These are also   
 highlighted to new tenants at key issue. You can   
 view the video on our website: www.   
 communityhg.com/videos.

SAFETY FIRST!
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In addition to the work we carry out as part of our maintenance programmes (for gas 
and electrical safety, water and fire safety and checks we carry out to flats and communal 
areas), we also make sure that our new homes incorporate health and safety features.
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Any figure over 100% means that the team has done more cycles than the target amount.

Planned maintenance
Last year we carried out the following planned 
maintenance programmes:
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Regulatory Standard: 
Neighbourhoods and communal 
areas should be kept clean, tidy 

and safe.  Housing Providers 
should work with partners to 
prevent and tackle anti-social 
behaviour (ASB) and support 
residents who experience it.

92% repairs completed within 7
days - target 95%

7

95% repairs completed on day of 
appointment - target 90%

97% customers satisfaction with 
repairs service - target 90%

99.6% homes met the National 
Decent Homes Standard 99.9% properties with a valid Gas 

Safety Certificate

100% of emergency repairs
dealt with on target

Renewed 56 kitchens and 91 bathrooms

783 homes were 
repainted and 
cleaned down

Fitted new windows in 
214 properties

Fitted new doors in 
105 properties

100% of grass cut
within cycle times

99% bulky refuse removed 
within target (98%)

104% of cyclical cleaning vists 
completed on target

100% of graffiti removed within 
target (98%) 100% of serious ASB reports 

responded within target 91% of ASB incidents responded 
to in target (95%)

This is the number and type of Anti-Social Behaviour (ASB) 
incidents contained within 283 new cases opened in the 
2019/20 period.

A case can have more than 
one incident i.e. there could be 
allegations of noise, drugs and 
verbal harassment all within an 
individual case.

Throughout the year, ASB Offices have continued to 
work closely with police and other partner agencies. We 
continued to do joint visits with our housing colleagues, 
police and support workers in order to maintain and support 
tenancies and try to stop situations from escalating. We 
also continue to work with MAPPA (Multi Agency Public 
Protection Arrangements), which deals with the monitoring, 
management and support of serious offenders within 
our area, and MARAC (Multi Agency Risk Assessment 
Conference) which supports and protects victims of domestic 
abuse/violence and their children.

We are part of the Secured By Design (SBD) Police initiative 
that improves the security of buildings and their immediate 

surroundings to provide safe places to live, work and visit.  
Liaising with local Police, all new properties are inspected to 
ensure that they have internal beading and are kite marked.  
Boundary fencing is kept to a minimum height and residents 
are recommended to join neighbourhood watch schemes 
and have alarms, if practical. 

The SBD initiative has reduced crime on new developments 
across the UK by 87% (2017).

How we compare with other Registered Providers
We are a member of HouseMark which provides comparison performance information from 
other Registered Providers (landlords) of a similar size to The Community Housing Group. This 
is known as benchmarking and allows us to see if we are performing well or if we can learn 
from others. The measure tells us if we are performing above average, below average or at 
the average standard.
We measure our performance every 3 months (a “quarter”) so that we can check that we 
are meeting targets. As some of our performance information was captured during the early 
stages of the COVID-19 lockdown (when we were delivering an emergency service only) the 
last quarter figures showed that we did not meet all of our targets which affected the average 
overall results.  Without COVID-19, we are confident that we would have met them all.

All figures produced are annual figures.

Customer Satisfaction Data taken from our recent STAR Surveys
We recently carried out a survey of tenants and residents (STAR) which we currently carry 
out every two years, and this year over 1000 of our customers took part. This is a perception 
survey, so customers are not providing feedback on a service they have directly received, but 
are giving their views on our services generally. The survey results showed that we are not 
achieving the satisfaction targets we aim to achieve and we will be working with the Customer 
Voice and Assurance Group (CVAG) to develop an action plan to improve these results. We 
are pleased to report that the transactional surveys that we carry out following delivery of a 
service, indicate much higher levels of satisfaction and we are exceeding our 90% target in 
most areas which is really positive.

Replaced 146 central 
heating upgrades

NEIGHBOURHOODS 
AND COMMUNITIES

Average time to complete a repair

Repair appointments kept

The Community 
Housing Group

Below average Above averageAverage

How we compare 
to other Registered 
Providers (Landlords) 

Question 2018 2020 Benchmark
Satisfaction overall 82% 84% 86%
Quality of home 83% 80% 85%
Safety and security of home NEW 85%
Value for money (rent) 85% 82% 85%
Easy to deal with NEW 84%
Deals with enquiries first time NEW 74%
Opportunities to make views known  71% 74%
Listens to views and acts on them 68% 70% 70%
Satisfaction with last completed repair NEW 79% 85%

Alcohol related 1
Criminal Behaviour / Crime 16
Domestic Abuse 6
Drugs / Substance Misuse / Drug Dealing 52
Garden Nuisance 11
Hate-related incidents 8
Litter / Rubbish / Fly-Tipping 5
Misuse of Communal Area or Loitering 14
Noise 100
Nuisance from Vehicles 15
Pets and Animal Nuisance 33
Physical Violence 17
Prostitution / Sexual Acts / Kerb Crawling 3
Vandalism and Damage to Property 13
Verbal / Harassment / Intimidation / 
Threatening 271
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Regulatory Standard: 
Make sure that homes 
are allocated fairly, best 
use is made of available 
properties and that there 
is information and support 

available to maintain a 
successful tenancy.

Building stronger communities
We believe that economic security can help communities to thrive and not just 
survive.

The Fusion Partnership was created in 2014 and brings together Housing 
Partners and specialist local Voluntary Community Sector organisations to deliver 
programmes that help move residents into sustainable paid employment.

Our subsidiary company, Vestia Community Trust led the work to establish Fusion 
and act as lead in the delivery of a Building Better Opportunities (BBO) programme 
to help residents in to employment The programme is funded by European Social 
Fund (ESF) and National Lottery Community Fund  and currently 13 organisations 
across Worcestershire are  working in partnership and helping local people move 
into employment, improve lives and secure the future prosperity of the community.  

TENANCY

“We provide one-to-one 
support to get you back on 
track and remove barriers 
to work. From the day we 
meet you to your first pay 
cheque, we will be on hand 
to support you to gain the 
skills needed to move into 
work, life coaching and 
personal development at 
a pace that suits you and 
your circumstances. No 
matter what stage of your 
employment journey, Fusion 
through Building Better 
Opportunities is here to help.”

Case Study
After being made redundant from her job as a sewing 
machinist, Cheryon didn’t know where to turn to. She had 
been in her job for 20 years and wasn’t sure she would 
find anything else to suit her skills. She was referred to 
BBO by Job Centre Plus. Like all new BBO participants, 
Cheryon was immediately assigned her own job coach, 
Sanjay from Vestia. Together the two of them talked 
through what barriers she faced and what she could do to 
regain her confidence and find a job she’d be happy in.

Cheryon has a speech and hearing disability which 
makes it difficult for her to communicate, but Sanjay was 
determined to support her and work hard to overcome 
this barrier. She also had no IT skills, so her main area 
of support focused around improving and increasing her 
confidence and motivation using a computer.

She said: “Sanjay encouraged me to register with 
Kidderminster library, to help me improve my IT skills. I 
was also supported by Sanjay to make some changes to 
my CV, create a cover letter and job applications.”

They both continued to look for opportunities, and Sanjay 

identified that West Midlands Safari Park were holding a 
special recruitment event for people with disabilities and 
maybe it would be suitable for Cheryon.

“I was really keen and couldn’t wait to be booked on to 
the recruitment event. I thought it was a different avenue 
for me, but really wanted to see what opportunities were 
available.”

Cheryon went along to the recruitment event in June 
2019. A couple of days later she received a phone 
call offering her a job at West Midlands Safari Park in 
the catering department. Cheryon was thrilled and 
immediately accepted the job! “I can’t thank BBO enough 
for supporting me. Losing my job after 20 years was quite 
scary.  If it wasn’t for the support from BBO in helping me 
gain my confidence to look for other jobs, I wouldn’t be 
where I am now. I’m really looking forward to starting my 
new job at the Safari park”.   

If you would like to speak to a Jobs Coach or find out 
more about the service available through BBO, visit www.
fusionworcs.co.uk or call 01562 733133.

Allocations by property 
type - 2019-20
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EXCHANGES
Tenancy Sustainability
Tenancy Sustainability, a new service introduced in 2018, 
is aimed at helping new tenants maintain a successful 
tenancy.

The Team has developed a helpful online guide for new 
tenants www.communityhg.com/newtenancy which 
provides essential information for moving in to a new 
property. 

As part of the allocations process, they will have completed 
an affordability assessment which will show them and us 
any income and expenditure they have on a monthly basis. 
This is a good start for budgeting in their new property and 
understanding their financial commitments. 

The Team work together with Vestia to deliver a 
‘Maintaining a Tenancy’ course to ensure the new 
tenants successfully manage their tenancy and are able 
to complete their Starter Tenancies to become Assured 
Tenants.

Two tenants who completed their course and have now 
become Assured Tenants, were very positive about the 
experience:

We are members of the HomeChoice Plus choice based 
lettings scheme. This means that homes are advertised 
and applicants can bid for them. Tenancies are awarded 
to those in the greatest need and who are suitable for the 
size and type of home.

Tenancy sustainability case study 1
“I came out of an abusive relationship and had not 
held a tenancy before. Over the last 12 months I 
have managed to sort my finances out with help 
from the Tenancy Sustainability Team, make my 
place my own and my confidence has grown. I am 
in a lovely property in a quiet area and I am looking 
forward to spending many more years here”.

Tenancy sustainability case study 2
“I came through the Hub and lived in temporary 
accommodation before I got offered my property. 
I have had issues with alcohol and mental health 
problems. I have had support from the Tenancy 
Sustainability Team and my family are saying they 
can see a positive change”.

Case Study
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Current tenant arrears

The Community 
Housing Group

Below average Above averageAverage

How we compare to other Registered 
Providers (Landlords) 

How did we do?
The two target areas we did not meet (dealing with tenancy 
request and carrying out the 4 week starter tenancy visits) 
were due to the change in priorities in March 2020 at the 
start of the COVID-19 lockdown. At that time, no home visits 
were being conducted but we offered support by email, 
phone or video chat when appropriate. We are confident that 
we would have met all targets in a normal year.

In October 2019, we introduced a new brand name for services 
delivered by our subsidiary company Worcestershire Telecare 

amica is the Latin word for friend which we feel reflects the customer 
centred focus of our business and 24 represents the 24 hour, seven 
days a week monitoring & response service we provide to customers 
who have triggered an alarm call and  to customers using the centre 
to contact their landlord for repairs services or other tenancy matters. 

amica24 has a range of technology enabled care products, sensors 
and alarms which are designed to support independent living within 
the home. We will continue to introduce more products to support 
specific health and well-being conditions including dementia, 
epilepsy, COPD which is a group of lung conditions that cause 
breathing difficulties. We also manage lone worker protection services 
and the monitoring of assistive technology.

Technology can support a wide range of medical conditions, 
disabilities and daily living activities so choosing the right technology 
solution for you is important. We offer a wide range of products that 
aim to help you to continue to live safely and independently. Some 
of these solutions are especially suited to certain health conditions 
or health problems and our helpful Medical Condition Guide on our 
website www.amica24.org provides information on which products 
may work best for you. We add regular news and updates on our 
Facebook page @amica24org

amica24 

Former tenant arrears

Properties vacant

Average re-let time

Rents lost due to vacant homes

Properties vacant and 
available to let

Properties vacant and 
unavailable to let

Do it online!
To make us more efficient and accessible to all types of customers we are 
looking at ways to use digital technology more.

It’s easier than ever to manage your tenancy online! We have updated our 
website so that all the key information you need is in one place and there 
is a great search facility as well.

You can report repairs, ask about tenancy changes or get permission to 
carry out alterations to your home through the MYaccount service which is 
free to join and gives you access to your tenancy account 24 hours a day. 
When you send us a request, a skilled operator will pick up the details and 
make sure it is logged and gets to the right team on your behalf.

We are also using video chat and holding online meetings. If you are 
interested in helping us test this, contact marketing@communityhg.com. 

In 2019-20, we had almost 75,000 visitors to our website and 35,500 
visited the tenancy related pages and MYaccount. We believe the figures 
show that more customers are becoming comfortable with technology 
and realise how it can save time and is easy to use on any device – from 
a home computer to a smart phone or tablet. All you need is internet 
connection! 

“I have used the alarm pendant 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”

“The service you provide is amazing 
and the staff you employ are also 
amazing! I have been called out on 
many occasions to Mum’s bungalow 
and the people on the telephone lines 
were so kind and calm; often they 
would ring the next day to see how 
Mum was. Thank you all and I would 
not hesitate to recommend your 
services.”

“All of you are just excellent and I 
wish I had got the service sooner. You 
are just wonderful; you have made a 
huge difference to my husband and 
me. It is such a reassurance knowing 
you are always there for us. I keep 
recommending you to everybody I 
speak to.”

“I would like to pass on my sincere 
thanks to the team at amica24. I 
called the service yesterday after 
my father had a nasty fall and had 
suffered a head injury. He was losing 
a lot of blood. You were so calm and 
helpful. This prevented me from 
panicking whilst I applied pressure 
to the wound and waited for the 
ambulance to arrive. “

We measure the performance of our Tenancy Sustainability 
service by the number of tenancies that continue after 18 
months. In 2018-19, 38 tenancies ended before 18 months 
compared to 2019-20 when the number has dropped to 19.

Overall, our support of tenants during the early stages of 
their tenancy and our membership of the HomeChoice Plus 
demonstrates that we meet the Regulatory Standards set for 
Tenancies.

100% mutual exchanges 
completed within target 94% overall satisfaction with lettings/

new tenancies (target 90%%)

97% of 4 week starter tenancy visits 
completed on target (100%)98% of tenancy requests

dealt with on target (100%)
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Royal Visitor to Berrington Court
Invited guests and dignitaries joined staff and residents to 
welcome HRH The Duchess of Gloucester to Berrington Court 
Extra Care Scheme in November 2019.

After a formal welcome by Group Director Marina Banner, 
the Duchess toured the building and met residents as 
well as enjoying an exhibition showcasing the activities 
and achievements of the residents living in the scheme, 
including the fundraising efforts by the residents to 
purchase a minibus to help alleviate social isolation.

The Duchess also spent some time at “The Men in Sheds” 
display and was presented with a handcrafted wooden pot 

by Arthur Nevitt, one of the keen crafts people who use the 
onsite workshop. He told The Duchess that it helped to keep 
his mind active and prevent loneliness.

The visit was finished off with the unveiling of a 
commemorative plaque and a performance from the 
scheme’s resident choir, The Berritones.

As the Royal Party departed, residents enjoyed a “high tea” 
and discussed their experience of the day. They praised The 
Duchess for being “very kind and easy to talk to” and were 
very complimentary about the interest she showed at the 
displays.

Residents of our Independent 
Living Schemes enjoyed a 
great range of entertainment 
and activities (many of which 
were organised by the residents 
themselves)

Our popular group, “Men in Sheds” 
at Berrington court held a Time 
to Talk day on how the shed had 
impacted on their mental wellbeing. 
Great outcomes and a chance to 
talk about loneliness, isolation and 
low mood - we also had a visit from 
Steve at the Community Cafe to the 
Men in Sheds. He loved the scheme!

A group of our determined residents from Berrington Court have achieved £8,500 grant funding from National Lottery 
Community Fund towards the purchase of a minibus to be used for fellow residents.  Ken Gough, who sadly passed 
away in October 2020, was later presented with a special Community Award from Kidderminster’s Mayor, David Ross 
for his working in co-ordinating the bid.

Activities Co-ordinator, Sue Gowan helps the tenants and friends of Adams 
House to keep fit and supple most Monday afternoons. It’s a good mix of 
fun, social and exercise

Arch Hill Court, tenants and staff, joined together on 27 September 
to raise funds for the “World’s Biggest Coffee Morning”, supporting 
Macmillan Cancer Support.

The morning/afternoon was a great success, raising money selling coffee 
and cakes, and holding a raffle. They raised an impressive £250.85 for 
the charity!
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Residents from across the Schemes 
joined in a ‘Time to Talk’ event 
held on The River King in Stourport 
(July 2019) The event helped 
raise awareness of mental health. 
Conversations were had, new friends 
were made and everyone enjoyed 
tea, cake and live entertainment.

Berrington Court held a fashion 
show as part of the “five ways of 
wellbeing” programme (connect 
and learning something new) It 
was hosted by entertainer, David 
Lawrence and the clothes were 
provided by Travelling Clothes Show. 

Berrington Summer Fayre 2019 had a musical theme with entertainment 
from a former X Factor contestant, Richard Ryan and the Berritones Choir. 

Adams House chose Guide Dogs as the charity they would raise funds for 
in 2019 and they enjoyed a visit from the Guide Dogs Association who 
brought some puppies and spoke about the valuable work they do. During 
the year, they raised £1052 which will help to sponsor 3 puppies. 

New look for the 
Care & Support24 website
We worked with residents and staff to give the website 
a new look and make it easier to find information quickly. 
There is lots of information about the services provided by 
Care & Support24 (CS24) including some fun animations 
which were used on a social media campaign. 

A great report from the Care Quality Commission
We’re pleased to report that the Care24 service provided at Arch Hill Court Extra Care Scheme and out in the 
community has been rated as ‘Good’ by the Care Quality Commission (CQC).

A new woodwork group aims to tackle social isolation 
within the elderly community
The new “Men in Sheds” Wyre Forest Group invited Group Chief Executive Ray Brookes to 
officially open their first shed at Kidderminster’s Berrington Court in Felix Baxter Drive in July 
2019.

The Age UK Men in Sheds scheme, which aims to reduce isolation in later life and improve 
health and wellbeing, has already proved a success in Bromsgrove.  Residents and Staff from The 
Community Housing Group worked with Age UK to make the scheme a reality at Berrington Court.

Age UK’s Jo Hughes said: “Recent studies have highlighted that older men are increasingly experiencing 
loneliness in later life, but that there are very few activities which appeal to them, which is why initiatives like Men in 
Sheds are so important. We look forward to continuing to work with The Community Housing Group and others to help 
raise the profile of ‘shedding’ across Wyre Forest and Worcestershire as a whole.”

Although named, “Men in Sheds”, it is open to everyone. It is a safe and welcoming environment where men and 
women can “come and have a chat and a cuppa”, if that is all they’re looking for,” said one of the Shedders.

The Berrington Court shed is normally open on Wednesday and Friday afternoons. For more information, contact 
Angela McGuire on 07913 882836.

“We are really pleased with the outcome,” said 
Katie Schofield, Executive Manager of CS24, “and we 
encourage all customers to take a look so that if you 
or a friend or family member need a bit of help in the 
future, you know exactly what’s on offer.”

The service achieved a ‘Good’ rating in all areas, including safety, 
effectiveness and responsiveness.

The independent inspector commented: “People had developed strong 
relationships with the staff caring for them. Relatives told us staff were 
considerate and their family members were supported by a consistent staff 
team who knew them well. Staff encouraged people to make their own 
decisions about their care, and people’s decisions were listened to. People’s 
rights to dignity, independence and privacy were recognised by staff.”



Regulatory Standard: Make 
sure there is a choice of how 

information is provided (such as 
language and format) a simple and 
accessible approach to managing 
complaints and opportunities for 
involvement in the way services 

are developed and delivered.

A review of the year by The Customer 
Voice and Assurance Group (CVAG)
 
Well, what a year it’s been!  A busy and productive year 
for CVAG. It’s fair to say that over the year our relationship 
with the Board has gone from strength to strength. In 
October we joined the Board Members for a tour of the new 
development sites and attended the Board planning day in 
October. Fantastic progress has been made in developing a 
strong partnership and we will continue to build on this.   

We met with the Board and Executive Team back in March 
2019 and agreed our workplan which focused on the services 
that we feel are important to customers:
• Tenancy Sustainability
• Digital Inclusion
• Service Standards
• Health and Safety
• Communication 
• Contact Centre 

During the year we have worked with staff and customers 
on these priorities and we have also completed a scrutiny 
review of fire safety in residents’ homes.  The review 
highlighted that the majority of customers have no 
specific concerns about fire safety. However, it is clear 
from customer feedback obtained during the scrutiny 
task that better communication is required about keeping 
homes and individuals safe. Over the coming months 
we will be working with relevant Managers to develop a 
communication plan which will ensure that information 
about all aspects of health and safety are accessible for 
every customer. 

One of our recommendations was to develop a designated 
information area on home safety more widely on the 
website for customers and this has been done so please 
take a look, we hope you find it helpful https://www.
communityhg.com/housing/yourhome/homesafety.php

You can access the final scrutiny report on the website at 
https://www.communityhg.com/housing/community/cvag/
reports.php

As part of our workplan we have overseen work that has 
taken place to provide more useful performance information 
to customers. It’s important that the information published 
is what customers are interested in, and part of this project 
included better communication of the service standards. 

You will see from the website, that the way that 
performance information is now presented is a lot 
clearer and there is further work being done to make this 
information even better so watch this space. 

From the launch of the Together with Tenants pilot project, 
which was initially drawn up by the National Housing 
Federation (NHF) with the aim to create a stronger and 
more balanced relationship with our tenants and residents, 
we have been actively involved in developing the Customer 
Promise, which sets out the principles that we as customers 
can expect in our dealings with The Community Housing 
Group. We are in the process of putting some indicators in 
place to measure performance against the Promises and 
will be reporting this to customers once the measures have 
been agreed.   

Recruiting new CVAG Members!
• Want to be part of making a difference?
• Want to learn more about social housing?
• Want to learn new skills?
• Want to meet new people?                                            
• Are you open to using new technology for meetings?

You can find out more about CVAG by visiting the website. 
Or call or email Gill Mooney for an informal chat gill.
mooney@communityhg.com 01562 733037.

Joyce Hopkins CVAG Chair

INVOLVEMENT AND
EMPOWERMENT
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Complaints responded to             
within target

The Community 
Housing Group

Below average Above averageAverage

How we compare 
to other Registered 
Providers (Landlords) 

80% complaints responded to 
within target (95%) 375 complaints 

received 44% of complaints 
upheld (153 received in total

Why complaints matter
We welcome feedback from customer on the services we 
provide. This helps us to make improvements and helps us to 
understand where we are meeting and, in some instances, 
exceeding expectations. 

As part of our complaints handling process, we always 
consider what we could have done differently to have 
prevented dissatisfaction and what may need to change to 
prevent similar complaints in the future.

From analysing each complaint in detail, we know that 
the main cause of a high number of complaints is the way 
we communicate with customers which can mean that 
customers contact us more than once to access a service 
or report a concern.  We acknowledge that this causes 
frustration and we need to make changes to ensure that 
where possible we are resolving enquiries at the first point of 
contact. 

Good and timely communication and customer service are 
really important, and we are putting new measures in place 
to improve our performance in these areas.

We have established a centralised Complaints Team 
responsible for receiving and co-ordinating all complaints 
across the Group providing one point of contact for customers, 
and we are already seeing positive results.   

To make reporting complaints and feedback more accessible 
we have already made improvements to our website.  

We will also improve our performance in relation to 
complaints handling, and we will be introducing a new 
procedure in the autumn. This is being developed in line with 
the new requirements set out in the Complaints Handling 
Code published by the Housing Ombudsman in July 2020. 
Our new approach will be agreed in consultation with the 
Customer Voice and Assurance Group, staff and customers 
more widely to ensure that it is robust, accessible and meets 
all the new requirements. 

The Customer Voice and Assurance Group receive regular 
update reports on our performance in relation to complaints 
and we will make this information available in the new area 
on our website. 

Our aim is to provide the best service and customer 
experience, but we don’t always get it right, and when we 
don’t, it is important that we make it as easy as possible for 
you to talk to us so that we can put things right.   

Our complaints process
The performance figures represent how the previous process 
which we reviewed and improved with the help and 
suggestions from customers.

Our new process follows the Housing Ombudsman 
Complaints Handling Code.

• We have a dedicated team to deal with Complaints &  
 Compliments.

• We will keep in regular contact with you while we  
 investigate your complaint.

• We aim to resolve complaints at the first point of contact.  
 When we are unable to do this, we will register your  
 complaint formally and provide a resolution with 10  
 working days. If there are any reasons why we are unable  
 to achieve this, we will agree a revised date with you.

• If we are unable to resolve the complaint to your   
 satisfaction, you can request that we move to the next  
 stage of our complaint handling process. This involves an 
 independent review of your complaint by a senior   
 manager. 

• We will carry out the review and provide you with a  
 decision within 20 working days of your original request  
 (unless there has been a necessary extension which you  
 will have been made aware of and have agreed to).

• We are improving our website to make it easier for you to  
 log a complaint. 

• When our investigations are complete, we will confirm  
 what we intend to do to resolve your complaint.

• When your complaint has been resolved we will inform  
 you of any changes that we have made as a result.

• We will ask you for feedback on our complaints handling  
 process to enable us to continually improve our approach. 



 The Community Housing Group 
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Our customer service centre When we analysed the calls, we were able to identify the 
times of day that are the most busy and so we made a short 
animation video to let customers know how to avoid the 
queues by using the FREE call back service. You can watch 
the video on our website www.communityhg.com/videos.

1. Repairs
2. Arrears
3. Housing Management
4. Energy (Gas calls)
5. Grounds Maintenance
6. ASB

7. Finance (to make a    
 payment)
8. Shared Ownership
9. Oakleaf Doors and    
 Windows
10. Care and Support

The most requested services were:
You can use the website 
“Contact us” feature or 
MYaccount to access most of 
the services shown above and 
you can get to the website on 
your mobile phone, tablet or 
home computer as long as you 
can connect to the internet!

REMEMBER:

Did you know…

Last year, the Customer Service 
Centre answered 54,202 calls!

Digital skills training
Last year, we successfully delivered 13 courses across the 
Wyre Forest and helped 73 of our customers to improve their 
digital skills.

The training sessions, which are two hours a week for five 
weeks, are held at community venues across to help people 
to access training and support in familiar surroundings.

Our beginners courses have proved to be such a success that 
some of the students have gone on to develop their skills 
and knowledge even further by attending a free accredited 
course offered by our partners from Vestia, this has now 
allowed them to take their training to the next level and gain 
a recognised qualification. 

We received some positive feedback from those who took 
part in the training during 2019:

“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 up a whole new world 
for me, thank you so much”.
“I have enjoyed mixing with the other students and learnt a 
lot – thank you for making me a more confident computer 
user”.

“Excellent hands on course. It allowed me to use a computer 
with guidance and confidence and I would now like to 
continue learning as I have enjoyed it so much - thank you”.
“Enjoyed the course and want to continue learning. I was 
very impressed with the tutor and his style of training, 
having a 1-2-1 volunteer available to help was also extremely 
helpful”.
“I have really enjoyed the course and my confidence has 
grown enough that I am now considering putting everything 
I have learnt into practice and purchasing my own computer. 
I would certainly be interested in continuing with another 
more advanced course soon so that I don’t forget what I have 
learnt”.
“Although I had some knowledge of computers and using 
them, I didn’t feel safe when going on the internet, however 
I was shown how to access information and stay safe. I have 
learnt lots of new things and would really like to do another 
course”.
Currently, our Digital Skills Training has been put on hold due 
to the Covid-19 pandemic, however, if you would like to find 
out more about the courses when we resume, then please 
email David Jones on david.jones@communityhg.com 

We monitor our performance in dealing with calls through the Customer Service Centre very closely. We want to be as 
efficient as possible and make sure that at the end of the call, the customer has had a satisfactory outcome.  Since April 
2020, we have adjusted the way we dealt with calls to improve our performance time and we had started to see the 
call answering time reduce. However, due to COVID-19 at the start of March 2020, changes had to be made to protect 
customers and staff but although staffing levels reduced, we continued to provide a life critical service.

66% of calls answered within 120 
seconds - target 90% 17% of 4 abandoned calls 

against target of 5% 91% overall satisfaction Customer 
Service Centre - target 90%

Regulatory Standard: Provide 
high quality services for a 

reasonable cost, be clear about 
our plans and what we have 

achieved and achieve the best 
value for money from resources 

and assets (such as homes)

VALUE FOR MONEY 

The investment in new homes and services delivered by 
the Group is paid for in part by rental income. 

As a not for profit organisation, the rest comes from 
money we re-invest into the company after property 
sales (such as Shared Ownership or Right to Buy) grants, 
increase borrowing, money received from commercial 
activity (such as some Oakleaf Commercial Services and 
amica24 services) and interest received on any money in 
our back accounts. 

In 2019/20 for every £1 received from residents, an 
additional 53p was received from other income sources 
and spent on investment and delivering services to our 
residents and their communities.

Over £55 went towards maintaining customer properties 
in good condition, with around £14 each week going 
towards interest on loans we use to build or acquire new 
homes. 

The average rent for 
one of our homes is 
£85.77 per week 
(for 2019/20).

£3.10 £8.41

£13.02

£10.52

£13.84

£36.89

Management Costs

Repairs & Maintenance

Major Works

Interest Costs

Other/Development

Care & Support

Out of the average rent we receive  (£85.77) we spend...

How our rents compare against the UK average 

We are pleased to report that on average, our rents are 6% lower than other Registered Providers (landlords) based on the 
rent formula which the Regulator requires the Group to set its rents by.
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% Of rent collected against target 2019-20

£

95 95.5 96 96.5 97 97.5 98 98.5

1

Target Rent Collected

 The Community Housing Group 
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FUTURE PLANS 
Reviewing what we do
The Covid-19 experience has changed us all.  Like most businesses 
we are taking the opportunity to review customers’ needs and the 
services we offer and will be using your feedback to help us do this.

Building more Homes and meeting the 
Governments zero carbon targets
Through our development programme we will continue to bring 
more affordable and sustainable homes to the Wyre Forest. 
Alongside this, we are developing plans to support climate change 
and meet the Governments zero carbon targets. More information on 
this will be available to customers later this year.

Delivering more services online
We will be looking for more opportunities to deliver and access services online in 
the future. Not only is this a more efficient way to provide services but demand 
is increasing, particularly since customers have become more used to accessing 
services online through the Covid-19 pandemic. As always, we will be helping 
customers through this change process with guidance and support and ensuring 
that there are alternative options available for those that can’t engage with us 
digitally. 

Providing more opportunities for customer 
engagement and feedback
We are developing more opportunities to get your feedback to influence how we 
deliver customer services. This will contribute to our planned review of our current 
housing services offers later this year. 

 

Reviewing 
what we do

Building more 
Homes and 
meeting the 
Governments zero 
carbon targets

Delivering 
more services 
online

Providing more 
opportunities 
for customer 
engagement     
and feedback

We collected 98.2% of rent against a target of 98%. 

The rent uncollected/arrears makes up 1.32% of the Group’s 
Gross Annual debit (against a target of 2.5%).



  |  Annual Report to Tenants 2019/2021 Annual Report to Tenants 2019/20  |  22



Annual Report 
to Tenants
for the year ended 2019/20


