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The past year has affected our lives in
so many ways, and I want to take this
opportunity to thank each and every
customer for your patience during
this time.

A warm welcome from

02

Debi
MarriottLavery
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I truly appreciate how accommodating you have
been as we have explored new ways to work in
line with ever-changing government guidelines
and to keep our customers and colleagues safe.
We hope our colleagues have been there when
you have needed them, offering support,
services, or even just a friendly voice on
the telephone. We do understand there have
been challenges when some of our services
were delayed or paused. We have worked
very hard to address these and return to our
normal service levels as soon as possible.
Our Customer Taskforce made over 65,000
wellbeing calls to customers during the height
of Covid and has continued to play a crucial
role in local communities over the past year.
The team’s support has ranged from
signposting customers to specialist
organisations and providing tailored advice,
through to supporting people who were
struggling financially because of the
pandemic. In total, we have helped more than
3,300 customers with money and benefits
advice, and worked hard to make sure people
could maintain their tenancies.
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While the challenges
of the past year can’t go
unnoticed, it has been great
to see so many positive
stories, and in this year’s
review, we want to celebrate
all of the good that has
come from lockdown.
The growth of our National Customer Group
has been a particular highlight, helping us to
listen to our residents and creating a platform
for change. The group is run by customer
volunteers from across the UK who each help
us continue to improve our services; you can
find out more about this on page 34. The group
has also helped us to review this report.
Looking ahead to hopefully a much more
positive year, we are going to be investing in
further initiatives to enhance your customer
experience. Firstly, we are doing additional
work to unite our six housing providers, which
together form the Affordable Housing part
of Places for People. Unifying them under the
Places for People umbrella means we can
invest more in our existing affordable homes,
make a difference in our communities,
ensure value for money for our customers

— and create more new and much needed
affordable homes; just as we did this past
year with the addition of 911 new homes.
Sustainability continues to be an important
focus for us to ensure we operate in a way
that minimises our impact on the
environment and meets government targets.
The new and flexible way people are working
is also something we are embracing.
Learning lessons from the pandemic, we are
finding innovative ways for our colleagues
to support you. In doing this, we hope to
become more efficient and offer you a truly
People First customer service. And, with our
Customer Voice volunteers in place, you will
be able to input into the changes too.
I hope you enjoy reading this year’s Customer
Annual Report and continue to take care and
keep yourselves safe.

Debi Marriott-Lavery
Group Executive Director
— Affordable Housing
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Our People First approach
People First means that we put customers, colleagues
and clients at the heart of everything we do. This has led
to our people promise:

Places for People
Group puts people first.
We treat everyone
honestly, courteously
and fairly. We listen,
we learn, we deliver.

Affordable Housing Customer Annual Report 2021

05

This promise incorporates nine principles:

1.

We listen to people and treat everyone with respect
and politeness.

2.

We measure customer satisfaction and take action
if we aren’t doing as well as expected.

3.

We use plain English in our letters, website and emails.

4.

We give a main point of contact for questions or problems.

5.

We provide services on the web and social media,
and customers can get in touch by phone or writing
if they prefer.

6.

We will always try to give customers a choice of service,
home and location.

7.

We will have clear service standards and guidelines
so we and our customers know what to expect.

8.

We tell our customers what the charges they pay are for.

9.

We have a clear complaints process and publish information
about complaints ( without using customers’ names).
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Our
housing
providers

Places for People

Places for People Scotland

Places for People Living Plus

Places for People

Chorus Homes

Castle Rock Edinvar

Living Plus

Places for People is our housing
provider and neighbourhood
management company which
owns and manages around
44,000 homes across England
and Wales.*

Chorus Homes is our housing
provider and neighbourhood
management company
which owns and manages
around 7,000 homes across
Cambridgeshire and the
East of England.

Castle Rock Edinvar is
our housing provider and
neighbourhood management
company which owns and
manages around 8,000 homes
in Scotland.

Living Plus is our supported
living provider which offers
specialist accommodation,
support and care services
for around 6,300 customers
across England.

Derwent Living

Cotman

Derwent Living is our housing
provider and neighbourhood
management company which
owns and manages over 9,000
homes across East Midlands.

Cotman is our housing
provider and neighbourhood
management company which
owns and manages over 3,300
homes across East Anglia,
including Norfolk, Suffolk,
Essex and Cambridgeshire.

* Customers of Places for People
Homes Ltd

You can review
our performances
for 2020/21 on the
pages that follow
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Landlord
performance
for England
Combined

Your tenancy
Total losses from
empty homes

Current tenant arrears

Target 1.35%

Target 3.85%

1.36%

2.41%

The average number of days
it takes to re-let an empty
home from the time a tenancy
is terminated through to
a new tenancy starting

22.4 days

Number of Housing
Ombudsman requests

Target 22.5 days

Customer contact
Number of formal
complaints received Stage 1

Number of formal
complaints received Stage 2

Number of Stage 2
complaints upheld

% Stage 1 responded
to within timescale

% Stage 2 responded
to within timescale

Stage 2 complaints upheld

Target 100%

Target 100%

805

93.04%
08

112

81.61%

25

22.32%

18
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Customer satisfaction
Net Promoter Score

49

Target 45
New customer satisfaction

98%

Target 85%
Satisfaction with gas servicing

97.30%
Target 90%

Satisfaction with repairs

94.40%
Target 90%
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Satisfaction with
grounds maintenance

81.30%
Target 75%

Satisfaction with estate
internal cleaning services

76.90%
Target 75%

Your community
Tenants who were surveyed
and were happy with the way
their anti-social behaviour
(ASB) cases were dealt with

75%

Serious ASB cases that
were responded to in one
working day

96%

Number of serious cases
managed

Number of serious
cases responded to
in one working day

900

Target 82%

Target 100%

861
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Maintenance and repairs
Homes meeting Decent
Homes Standard

99.95%

90%

Invested in maintaining our homes:

£91,213,424.20

Target 88%

Invested in repairs to the outside of
your home / building and major works:
£41,589,000

Routine repairs
responded to in time*

Emergency repairs completed
within target time

Invested in managing homes and
maintenance: £49,624,424.20

Target 90%

Target 100%

Target 100%

55%

98.30%

Homes with gas safety
certificates

Communal areas with
a fire risk assessment

Target 100%

Target 100%

99.95%

10

Repairs completed
right first time

*Our normal repairs service was
interrupted by Covid-19 during 2020/21

100%
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Landlord
highlights
for England

Going the extra mile

Celebrating your unsung heroes

Our Customer Taskforce continued to play a
crucial role in local communities over the past
year. From signposting customers to specialist
organisations through to offering a friendly
chat over the phone, our Taskforce provided
a variety of tailored support and advice to
our customers in challenging times.

Our Good Neighbour Awards are always
a highlight, celebrating our customers
who have gone above and beyond to make
a positive impact in our communities.

We quickly adapted to new ways of working
when it was needed. This included safely and
securely moving customer contact centre
services to be operated from our colleagues’
homes. We have learned a great deal from
the pandemic in how to think, act and work
differently and I am proud that we have
continued to deliver for our customers and
ensure your safety and wellbeing during an
extraordinary year.
Making a difference
We are always seeking to improve the way
we listen to our customers and how you can
get more involved in improving our services.

Wendy Pretten
Managing Director England
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The development of our National Customer
Group and Local Customer Scrutiny Panels play
an important role in this aim. We encourage
our customers to join these groups to
influence how we deliver our services; you
can find out more about this on page 34.

There were some amazing and humbling
nominations in 2020, showcasing the enormous
efforts people have gone to during the lockdowns
to help each other and their neighbourhoods.
As we couldn’t welcome the winners to
our usual celebratory lunch event because
of the pandemic, our unsung heroes were
celebrated virtually and received both an
award and gift vouchers.
Maintaining our homes and services
We have continued to provide essential and
emergency services during the lockdowns
while maintaining the highest levels of health
and safety for customers and colleagues.
Following government guidelines, we have also
continued to construct and provide new homes
during the lockdowns for customers in need.
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Places for
People
performance

95.33%

% Stage 1 responded to within timescale
94.05%

12

* Customers of Places for People
Homes Ltd

Current tenant arrears

Target 1.35%

Target 3.85%

1.04%

2.47%

21.83 days

Number of formal
complaints received Stage 2

Number of Stage 2
complaints upheld

Number of Housing
Ombudsman requests

% Responded to in
timeframe / extension as
agreed with the customer

Stage 2 complaints upheld

Number of formal
complaints received Stage 1

% Responded to in
timeframe / extension as
agreed with the customer

Total losses from
empty homes

The average number of days
it takes to re-let an empty
home from the time a tenancy
is terminated through to
a new tenancy starting

Customer contact

621

Your tenancy

71

100%

% Stage 2 responded to within timescale
67.61%

18

25.35%

Target 22.5 days

14

Adhering to coronavirus safety
measures had an impact on the
availability of our colleagues and the
level of service we were able to provide
in certain areas. As a result, we were
not always able to meet some of our
customer service standards.
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Customer satisfaction
Net Promoter Score

56

Target 45
New customer satisfaction

97.90%
Target 85%

Satisfaction with gas servicing

97.10%
Target 90%

Satisfaction with repairs

95.60%
Target 90%

13

Satisfaction with
grounds maintenance

81%

Target 75%
Satisfaction with estate
internal cleaning services

78.20%
Target 75%

Your community
Tenants who were surveyed
and were happy with the way
their anti-social behaviour
(ASB) cases were dealt with

72.60%

Serious ASB cases that
were responded to in one
working day

98%

Number of serious
cases managed

Number of serious
cases responded to
in one working day

211

Target 82%

Target 100%

207
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Maintenance and repairs
Homes meeting Decent
Homes Standard

100%

90.10%

£s invested in maintaining our homes:

£66,511,700

Target 88%

Invested in repairs to the outside of
your home / building and major works:
£32,389,000

Routine repairs responded
to in time

Emergency repairs
completed within target time

Invested in managing homes and
maintenance: £34,122,700

Target 90%

Target 100%

Target 100%

56.50%

98.30%

Homes with gas safety
certificates

Communal areas with
a fire risk assessment

Target 100%

Target 100%

99.95%

14

Repairs completed
right first time

99.20%
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Cotman
performance

Your tenancy
Total losses from
empty homes

Current tenant arrears

Target 1.35%

Target 3.85%

1.31%

1.79%

The average number of days
it takes to re-let an empty
home from the time a tenancy
is terminated through to
a new tenancy starting

19.1 days

Number of Housing
Ombudsman requests

Target 22.5 days

Customer contact
Number of formal
complaints received Stage 1

Number of formal
complaints received Stage 2

Number of Stage 2
complaints upheld

% Responded to in
timeframe / extension as
agreed with the customer

% Responded to in
timeframe / extension as
agreed with the customer

Stage 2 complaints upheld

% Stage 1 responded to within timescale

% Stage 2 responded to within timescale

27

88.89%
15

43.48%

4

85%
50%

0

0%

2

Adhering to coronavirus safety
measures had an impact on the
availability of our colleagues and the
level of service we were able to provide
in certain areas. As a result, we were
not always able to meet some of our
customer service standards.
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Customer satisfaction
Net Promoter Score

57

Target 45
New customer satisfaction

100%
Target 85%

Satisfaction with gas servicing

94.50%
Target 90%

Satisfaction with repairs

94.90%
Target 90%
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Satisfaction with
grounds maintenance

79.40%
Target 75%

Satisfaction with estate
internal cleaning services

87.50%
Target 75%

Your community
Tenants who were surveyed
and were happy with the way
their anti-social behaviour
(ASB) cases were dealt with

81.80%

Serious ASB cases that
were responded to in
one working day

100%

Number of serious
cases managed

Number of serious
cases responded to
in one working day

1

Target 82%

Target 100%

1
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Maintenance and repairs
Homes meeting Decent
Homes Standard

100%

87.20%

£s invested in maintaining our homes:

£3,601,724.20

Target 88%

Invested in repairs to the outside of
your home / building and major works:
£700,000

Routine repairs responded
to in time

Emergency repairs
completed within target time

Invested in managing homes and
maintenance: £2,901,724.20

Target 90%

Target 100%

Target 100%

48.50%

98.70%

Homes with gas safety
certificates

Communal areas with
a fire risk assessment

Target 100%

Target 100%

99.96%

17

Repairs completed
right first time

100%
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Chorus
Homes
performance

Your tenancy
Total losses from
empty homes

Current tenant arrears

Target 1.35%

Target 3.85%

2.60%

2.94%

The average number of days
it takes to re-let an empty
home from the time a tenancy
is terminated through to
a new tenancy starting

29.07 days

Number of Housing
Ombudsman requests

Target 22.5 days

Customer contact
Number of formal
complaints received Stage 1

Number of formal
complaints received Stage 2

Number of Stage 2
complaints upheld

% Responded to in
timeframe / extension as
agreed with the customer

% Responded to in
timeframe / extension as
agreed with the customer

Stage 2 complaints upheld

% Stage 1 responded to within timescale

% Stage 2 responded to within timescale

27

92.5%
18

74%

12

92.59%
83.33%

5

41.67%

1

Adhering to coronavirus safety
measures had an impact on the
availability of our colleagues and the
level of service we were able to provide
in certain areas. As a result, we were
not always able to meet some of our
customer service standards.

Affordable Housing Customer Annual Report 2021

Customer satisfaction
Net Promoter Score

35

Target 45
New customer satisfaction

100%
Target 85%

Satisfaction with gas servicing

98.90%
Target 90%

Satisfaction with repairs

87.80%
Target 90%

19

Satisfaction with
grounds maintenance

79.10%
Target 75%

Satisfaction with estate
internal cleaning services

77.70%
Target 75%

Your community
Tenants who were surveyed
and were happy with the way
their anti-social behaviour
(ASB) cases were dealt with

75%

Serious ASB cases that
were responded to in one
working day

100%

Number of serious
cases managed

Number of serious
cases responded to
in one working day

12

Target 82%

Target 100%

12
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Maintenance and repairs
Homes meeting Decent
Homes Standard

99.48%

92.70%

£s invested in maintaining our homes:

£11,800,000

Target 88%

Invested in repairs to the outside of
your home / building and major works:
£5,200,000

Routine repairs responded
to in time

Emergency repairs
completed within target time

Invested in managing homes and
maintenance: £6,600,000

Target 90%

Target 100%

Target 100%

59.80%

98.30%

Homes with gas safety
certificates

Communal areas with
a fire risk assessment

Target 100%

Target 100%

99.98%

20

Repairs completed
right first time

100%
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Derwent
Living
performance

Your tenancy
Total losses from
empty homes

Current tenant arrears

Target 1.35%

Target 3.85%

1.70%

1.90%

The average number of days
it takes to re-let an empty
home from the time a tenancy
is terminated through to
a new tenancy starting

22.51 days

Number of Housing
Ombudsman requests

Target 24 days

Customer contact
Number of formal
complaints received Stage 1

Number of formal
complaints received Stage 2

Number of Stage 2
complaints upheld

% Responded to in
timeframe / extension as
agreed with the customer

% Responded to in
timeframe / extension as
agreed with the customer

Stage 2 complaints upheld

% Stage 1 responded to within timescale

% Stage 2 responded to within timescale

129

100%
21

89.15%

25

100%
52%

2

8%

1

Adhering to coronavirus safety
measures had an impact on the
availability of our colleagues and the
level of service we were able to provide
in certain areas. As a result, we were
not always able to meet some of our
customer service standards.
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Customer satisfaction
Net Promoter Score

26

Target 45
New customer satisfaction

96.30%
Target 85%

Satisfaction with repairs

95.60%
Target 90%

Satisfaction with
grounds maintenance

83.40%
Target 75%

Satisfaction with estate
internal cleaning services

74.20%
Target 75%

22

Your community
Tenants who were surveyed
and were happy with the way
their anti-social behaviour
(ASB) cases were dealt with

81.30%

Serious ASB cases that
were responded to in one
working day

95%

Number of serious
cases managed

Number of serious
cases responded to
in one working day

676

Target 82%

Target 100%

641
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Maintenance and repairs
Homes meeting Decent
Homes Standard

100%

89.60%

£s invested in maintaining our homes:

£9,300,000

Target 88%

Invested in repairs to the outside of
your home / building and major works:
£3,300,000

Routine repairs responded
to in time

Emergency repairs
completed within target time

Invested in managing homes and
maintenance: £6,000,000

Target 90%

Target 100%

Target 100%

58.20%

98.30%

Homes with gas safety
certificates

Communal areas with
a fire risk assessment

Target 100%

Target 100%

99.97%

23

Repairs completed
right first time

100%
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Landlord
performance
for Scotland
Castle Rock Edinvar

Your tenancy
Total losses from
empty homes

Current tenant arrears

Target 1.35%

Target 3.65%

1.96%

The average number of days
it takes to re-let an empty
home from the time a tenancy
is terminated through to
a new tenancy starting

5.29%

47.35 days
Target 22.5 days

Customer contact
Number of formal
complaints received Stage 1

Number of formal
complaints received Stage 2

% Stage 1 responded to
within timescale

% Stage 2 responded to
within timescale

Target 95%

Target 95%

433

84%
24

57

58%

Stage 2 complaints upheld

24%

Adhering to coronavirus safety
measures had an impact on the
availability of our colleagues and the
level of service we were able to provide
in certain areas. As a result, we were
not always able to meet some of our
customer service standards.
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Customer satisfaction
Net Promoter Score

53

Target 45

Serious anti-social
behaviour (ASB) cases that
were responded to in one
working day

New customer satisfaction

Number of ASB cases

93.80%
Target 95%

Satisfaction with gas servicing

97%

Target 90%
Satisfaction with repairs

96.20%
Target 90%

25

Your community

237

100%
Target 95%
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Maintenance and repairs
Homes meeting Scottish
Housing Quality Standard*

92.10%
Target 100%

Routine repairs responded
to in time

85%

Homes with gas safety
certificates

99.75%
Target 100%

26

Repairs completed
right first time

96%

£s invested in maintaining our homes:

£12,952,000

Target 89%

Invested in repairs to the outside of
your home / building and major works:
£5,135,000

Emergency repairs
completed within target time

Invested in managing homes and
maintenance: £7,817,000

95%

Target 100%
Homes meeting Energy
Efficiency Standard
for Scotland (EESSH)*

88.26%
Target 99%
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Landlord
highlights
for Scotland

Tackling food poverty

Addressing loneliness

Our colleagues supported some of our customers
through Fresh Start, with deliveries of emergency
packs of essential food, toiletries, and cleaning
products to over 350 households. We also provided
a £10,000 grant to help the charity develop a
community pantry, which opened in June 2020
offering low-cost food to local residents.

The Castle Rockers podcast has gone from
strength to strength. During lockdown,
67 podcasts were published helping to support
customers who may be feeling isolated
or lonely. The presenters, who are some
of our customers, have interviewed guests
from a vast range of sectors covering topics
including the arts, culture, heritage, nature,
and volunteering. To listen to these podcasts,
please visit www.castlerockers.libsyn.com.

We have partnered with Community Renewal,
a social enterprise and charity, to establish the
Hays Community Pantry in Edinburgh. It uses
our community space and is part funded by our
Community Investment Fund, providing local
residents with healthy and affordable food as well
as volunteering opportunities. You can find out
more about our Community Investment Fund
on page 38.
Providing financial support
Our financial inclusion team has continued to
support our customers with money and benefits
advice. Over the past year, this service has helped
our customers gain more than £2m in total through
backdated and ongoing benefits, charitable
donations, grants and debt repayment reductions.

Tom Norris
Managing Director Scotland
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We also extended our support to help our
partners at Hunters Hall Housing Co-op, East
Lothian Housing Association and Muirhouse
Housing Association. These customers also
gained a further £993,083 in total.

Creating safer communities
Our Housing Team Leader, Cheryl Neill,
was named ‘Policing Partner of the Year’
at The Chief Constable’s Bravery & Excellence
Awards. Cheryl worked closely with community
officers to reduce anti-social behaviour and
improve living standards in Edinburgh.
We provided £15,000 of funding to Aid and
Abet, a charity offering support to people
leaving prison and those at significant risk
of drug-related harm. This was match
funded by the Edinburgh Alcohol and Drugs
Partnership and will enable the VOW project
to expand, which aims to reduce offending
and harm to people in Edinburgh.

Affordable Housing Customer Annual Report 2021

Supported
housing
performance
Living Plus

Customer contact
Number of formal
complaints received Stage 1

29

6

% Responded to in
timeframe / extension as
agreed with the customer

% Responded to in
timeframe / extension as
agreed with the customer

% Stage 1 responded to within timescale

% Stage 2 responded to within timescale

96.55%
28

Number of formal
complaints received Stage 2

79.89%

100%
66.67%

Your tenancy
Total losses from
empty homes

Current tenant arrears

Target 1.35%

Target 3.85%

4.24%

The average number of days it
takes to re-let an empty home from
the time a tenancy is terminated
through to a new tenancy starting
— Retirement living
The average number of days it
takes to re-let an empty home from
the time a tenancy is terminated
through to a new tenancy starting
— Supported housing

Number of Stage 2
complaints upheld

1 (4 partially)

Stage 2 complaints upheld

16.67%

1.71%

36.54 days

Target 28 days

13.99 days

Target 11 days

Number of Housing
Ombudsman requests

0

Adhering to coronavirus safety
measures had an impact on the
availability of our colleagues and the
level of service we were able to provide
in certain areas. As a result, we were
not always able to meet some of our
customer service standards.
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Customer satisfaction
Net Promoter Score

65

Target 45
New customer satisfaction

95.50%
Target 85%

Satisfaction with gas servicing

94.90%
Target 90%

Satisfaction with repairs

97.30%
Target 90%

29

Satisfaction with
grounds maintenance

59.50%
Target 75%

Satisfaction with estate
internal cleaning services

88.10%
Target 75%

Your community
Tenants who were surveyed
and were happy with the way
their anti-social behaviour
(ASB) cases were dealt with

100%

Serious ASB cases that
were responded to in one
working day

100%

Number of ASB
cases managed

19

Target 100%

Target 100%
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Maintenance and repairs
Homes meeting Decent
Homes Standard

100%

92%

£s invested in maintaining our homes:

£8,557,950

Target 88%

Invested in repairs to the outside of
your home / building and major works:
£4,884,000

Routine repairs responded
to in time

Emergency repairs
completed within target time

Invested in managing homes and
maintenance: £3,673,950

Target 90%

Target 100%

Target 100%

56.10%

98.80%

Homes with gas safety
certificates

Communal areas with
a fire risk assessment

Target 100%

Target 100%

100%

30

Repairs completed
right first time

92.70%
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Supported
housing
highlights

Creating more supported housing

Helping people when homeless

In Autumn 2020, we completed the development
of Burchester Court in Grimsby. This new £10.3m
development features 60 extra care apartments
with 24-hour care and support on site. In addition
to new homes, Burchester Court features a café,
hair and beauty salon, lounges and gardens
helping customers to feel part of a community.

We converted a former retirement living
development in Huntingdon into temporary
accommodation for homeless people.
We invested £960,000 in modifying the building
to meet the needs of its new residents and
to provide much needed accommodation
for 22 households. All the apartments are
self-contained, fully furnished, and range
from three-bedroom homes to bedsits.

We also invested £7.8m in acquiring more
supported accommodation, which has
provided a further 69 homes for people
who need extra care and support.
Maintaining our homes and services
Throughout the pandemic, we maintained
essential services to customers across all our
supported housing and retirement developments.
Our teams adapted quickly to changes in
government guidance to make sure customers
and colleagues were kept safe while delivering
our services to homes and communal areas.
Andy Lomas
Managing Director of Supported Housing
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Making a difference
We have contributed £4.5m this year through
our activities supporting customers and
communities.

We also offered six additional ‘bunkabins’
to help rough sleepers in Cambridgeshire
during the pandemic. During March, these
temporary cabins provided 175 nights
of accommodation. Since opening on
24 December 2020, the bunkabins have
provided a total of 531 nights of
accommodation for people who needed it.
Helping to include our customers digitally
We have installed a communal Wi-Fi service
across all the developments that we directly
manage, making sure our customers can get
online to access a range of services, learn
new skills and keep connected with their
families and friends.
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Customer
voice
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Customer voice

Listening to customers is one of
the housing sector’s most important
and valuable tools, and we know
there is always the potential to do
more. We want to make sure our
customers have the best possible
experience with us, and that we are
providing the products and services
you really want and need. We can
only do this by listening to your views
and providing opportunities for
you to openly discuss what we may
need to change, improve, or develop.
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To help us achieve this,
we are creating more
ways for our customers
to get involved in the key
issues that matter to you.

National Customer Group
Our National Customer Group launched in
2020, providing a forum for you to help shape
our services, policies and processes both
locally and nationally.

More involvement opportunities
Our National Customer Group is just one
of many panels you can join, and we are keen
for more customers to take part across all
of them. Our panels include:

Customer representatives from each of our
six affordable housing providers are already
involved and meetings have taken place
online throughout the pandemic. A wide
range of policies and procedures have been
reviewed and improved by our customers
through this group, including those relating
to complaints, feedback, and repairs.

• The National Building Safety Group

If you are interested in joining the National
Customer Group, we would love to hear from
you. As a member, you will play an ongoing
role in recommending improvements,
influencing critical issues, giving feedback,
and keeping customers informed.

• The Policy, Process and Procedure Group
• Resident Associations
• Youth Voice Group
• Independent Complaints Panel (ICP)
• Local Customer Groups
• Local Customer Scrutiny Panels
For example, if you want to play a role
in assessing the effectiveness of essential
services in your community, why not join
one of our Local Customer Scrutiny Panels?

“I’m delighted that I, along with other members of the National Customer Group
have been involved in the design and content of this year’s Customer Annual Report.
Places for People are really starting to put into practice the Customer Voice Strategy,
involving us at every opportunity to understand what we as customers need, but
also to balance the business requirements.”
Maureen, National Customer Group Member.
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These panels focus on at least two topics a
year, recommending improvements, holding
us to account to ensure changes are made,
and highlighting areas of best practice.
We also run a National Building Safety
Group, which was set up to help make sure
we meet the requirements of the Building
Safety Bill — a new law which is being
introduced following the Grenfell tragedy.
This is an opportunity for you to help
shape how we respond to these important
changes, including setting our aims and
the Group’s remit.

How to make a difference
If you want to make a difference and take part
in any of our national and local panels, please visit
www.placesforpeople.co.uk/customer-voice for
more information on what is involved and how to apply.
All involved customers are supported every step of
the way, including the chance to take part in specialist
training through an external company called Tpas.
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Making a difference

We have always worked hard to
invest in the places you live to make
a positive difference. Over the past
year, this work has never been so
important. We know the pandemic
has had a huge impact on many of
our customers as well as the wider
communities in which we work.
In response, we have worked closely
with our customers, charities and
other local organisations to provide
support across a wide range of areas.
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Keeping customers connected
As you may be aware, we set up a Customer
Taskforce in March 2020 just a week after
the first lockdown. This team was formed
to help contact our customers to check how
they were coping and make sure they could
still get the support they needed.
Throughout the pandemic and the lockdowns
that have happened since, the Taskforce has
continued its work. By the end of March
2021, the team had made a total of 65,358
calls, providing people with the opportunity
to chat to someone and ensuring access
to tailored support such as financial aid,
and food and medical supplies.
The whole process has also helped us to
better understand our customers’ needs,
which is helping us to tailor our services
even more effectively.
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Community investment
Our Community Investment Fund supports
activities in communities where we own or
manage affordable housing. Throughout the
year, this fund has made a huge difference
to the lives of our customers and the local
communities we work in. Over 9,000 people
have benefited from emergency grants and
in areas where there were high levels of need,
a further 26 foodbanks received further support.

Our community
investment manager, Tony
Hennon, said: “Being a
Community Investment
Manager has been a
challenging and rewarding
experience over the past
year. I think there are
lessons we can all learn
from the situation in
how to help our customers
and communities in
exceptionally difficult times.”
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Did you know that our
community support
activities are delivered
by Places Impact? This
part of the Places for
People Group helps to
maximise the positive
difference we create from
our work. This includes
managing The Places
Foundation, which is an
independent charitable
organisation supported
by the Group.

Shaping services in a crisis
During the second lockdown and based
on our customers’ feedback, we worked
with our partners to help them expand
their services in response to the pandemic.
For example, Shape Lancashire, which is
funded by our Community Investment Fund,
launched a telephone befriending service
called SHAPE LINC LINE. It aims to provide
tailored support for up to 400 customers
with weekly calls to address loneliness and
provide advice.
In 2020, we provided additional funding to
enable the project to expand and support our
affordable housing customers across the UK.

39

Affordable Housing Customer Annual Report 2021

Powering up
Building on a long-standing relationship with Big Issue
Invest, The Places Foundation has provided further
investment to support charities and social enterprises
across the UK. The investment is being used to
provide loans between £20,000 – £50,000 to help
charities and social enterprises address social issues
that support our customers and wider society.
For example, Big Issue Invest has provided finance
to help grow Hey Girls, a social enterprise that aims
to tackle period poverty in the UK, which affects
1 in 10 women. Hey Girls uses a ‘Buy One Give One’
approach which means that for every sanitary
protection product sold, another is given away
for free to a girl or woman in need within the UK.
Hey Girls is supporting our domestic violence
and homeless services by providing free sanitary
protection products for customers that need them.
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Over the past year, we helped 9,000
people who were homeless or at risk
of being homeless, created more than
7,000 opportunities for young people,
supported 1,700 people into education,
employment or training, enabled
1,223 customers to get online or use
the internet, provided money advice to
3,342 people, and 20,900 people have
been supported by Covid-19 emergency
response projects.
Despite the challenges of Covid-19,
these activities and investments
contributed £127m throughout your
local communities in 2020/21.

Affordable Housing Customer Annual Report 2021

41

Wellbeing
survey results

Affordable Housing Customer Annual Report 2021

42

Wellbeing survey results

We asked our customers to
complete a Customer Wellbeing
Survey in March 2021 (November
2020 for Living Plus customers)
to help us to understand our
customers’ wellbeing and needs.
We would like to thank everyone
who took the time to take part.
Nearly 10,000 customers shared
their views and experiences, which
will help us to shape our services
and prioritise our social and
supporting activities in the future.
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From your feedback, our focus
will now be on providing more:
• opportunities to improve physical
activity and healthy eating projects
• activities for children and teenagers
• support for community centres,
community hubs and opportunities
to meet or socialise
• training and help finding work.
The survey also revealed that a third of our
younger customers would like help managing
their money, so this will be another priority
for us in the year ahead.
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What happens next?
Thanks to your feedback and what
we have learned, there is now a range
of projects being planned across the UK,
which will be supported by our Community
Investment Fund.
You can find out more about these
projects on our website, please visit
www.placesforpeople.co.uk
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Our community projects

Tackling homelessness, reducing
digital exclusion, improving skills
and prospects, and preventing
loneliness are just some of the ways
we are making a difference across
the UK.
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Highlights across the country
National projects available for all our customers
Digital inclusion
Our national project with ‘We are Digital’
is helping customers to get online providing
both equipment and online learning. A digital
champions project, involving colleagues and
customers, is also launching this year
helping even more people to get online.
Money advice
We offer specialist money and benefits advice
right across the UK through our dedicated
Money Advice team. In Scotland, our Financial
Inclusion team is also on hand to provide
expert advice.
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Financial support
Our Hardship Fund is available to any
customers who are struggling to repay loans
and debts. It can also help with issues such
as emergency fuel costs or by providing
essential items for customers.
Preventing loneliness
Available across the UK through Shape
Lancashire, the LINC LINE service provides
weekly calls to customers who are feeling
socially isolated. The project has been a lifeline
for hundreds of customers throughout the
pandemic and will continue throughout 2021.

Improving wellbeing
Customers who want to improve their health
and wellbeing can get in touch with our new
Wellbeing Advisor for top tips and information
on local services and specialist support available.
Employment and training
Our new Employment and Training Advisor
can help customers seeking to find work
or training opportunities. As well as
helping to signpost people to relevant job
roles, this support helps customers to
prepare for interviews and to write a CV that
shines through.
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Keeping connected
The ‘Click and Chatter’ Facebook page
started its trial last year to help keep our
customers connected, discuss a variety of
topical issues and virtually meet new people.
Learning opportunities
We have recently launched the Places
Academy, an online training platform for
our customers. Specific courses have been
developed covering topics such as money
management, preventing hazards in the
home, and managing your tenancy.
Preventing homelessness
We manage a Homelessness Prevention
Fund which supports customers who are in
arrears. As well as financial support, we offer
specialist advice to help people maintain
their tenancies and stay in their homes.
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Lower Grange Community Centre in Bradford

Food banks
We are now working with a network of more
than 60 food banks providing food and other
essential items to our customers across the
UK. Our support includes funding to help the
food banks develop and expand their services.
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Local highlights
Edinburgh
Fresh Start, Edinburgh, helps homeless
people set up in new homes and settle
in their community. Colleagues supported
the charity with deliveries of emergency
packs of essential food, toiletries and
cleaning products to over 350 households.

Hebburn
Lancashire
We partnered in the Building Better
Opportunities project, which provides
intensive support to help customers
improve their confidence, skills and
employment prospects.

We donated to the Hebburn Helps
community food bank to help the
charity purchase toiletries, food
parcels and packed lunches for
children from low-income families.

Bradford
Preston
We provided funding for an Emerging Futures
project in Clayton Brook, which supports
customers who are struggling to buy food.
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The Lower Grange Community Centre is just
one of the many local community hubs we
work with. Our support has continued over
the past year, helping the facility to provide
a variety of services to people of all ages.
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Derby

Salford

Manchester

We worked with the city council to transform
unused office space into self-contained flats
for young people aged 16 and over, providing
temporary accommodation, respite, and
access to professional support.

We have supported Smart Works, a
charity which provides high-quality
interview clothes and training
to unemployed women in need.

We helped Doorways Derby deliver
over 5,000 hot meals to rough sleepers
and 120 food parcels to families.

Milton Keynes
We supported budding entrepreneurs
with the Pop-Up Business School, providing
funding towards free online courses. The
event also provided access to advice from
successful entrepreneurs and professionals
on topics including online marketing, building
confidence and legal matters.
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For more information about any
of the above projects, please email
socialvalue@placesforpeople.co.uk

Norwich
To help women who have lived, or are living,
with domestic abuse, we supported the
Feeling Good project in partnership with the
Leeway Centre. This initiative delivers physical
activities to help women build their confidence,
resilience and wellbeing through social
interaction and connecting to their community.
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If you need information about your home
such as how to report a repair, money advice
or wellbeing support — please get in touch
with us and we will help you. Visit our websites
or call us today.

Places for People

Places for People

Chorus Homes

01772 667002
placesforpeople.co.uk

0345 266 9760
chorushomesgroup.co.uk

Derwent Living

Cotman

01332 346477
derwentliving.co.uk

01772 667075
cotmanhousing.co.uk

Places for People Scotland

Places for People Living Plus

Castle Rock Edinvar

Living Plus

0131 657 0600
castlerockedinvar.co.uk

01772 667003
livingplus.co.uk

Places work
when they work
for everyone
Places for People Group Limited
80 Cheapside, London, EC2V 6EE
www.placesforpeople.co.uk

