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Introduction

Hello everyone, 
Welcome to our 2021  
Customer Annual Report
Most importantly, I hope that 
you and your families are OK, 
as the challenges presented by 
the Covid pandemic continue.

This report is for you, our 
customers. It explains how 
we have responded to your 
feedback over the past year.  
It shares how we have invested 
in your homes and services, and 
our plans to continually improve 
your experience of bpha. 

In another unsettled year due 
to the pandemic, we looked to 
bring stability for our customers. 
This included cementing our 
values. You told us that making 
sure we always do what we 
say we will, would make the 
biggest improvement to your 
experience of bpha. As a result, 
‘We Take Responsibility’ is now 
one of our core values and 
embedded into what we do. You 
can read more about the values 
you influenced in this report.

Your safety and health 
remained our priority. We 
made sure we observed all 
the necessary Covid safety 
guidance and listened to 
any concerns you had. We 
completed 99% of emergency 
repairs, including essential gas 
and electric checks. We also 
increased our communication, 
including through all-customer 
letters and our website. 

We prioritised services to the 
most vulnerable, often working 
with other agencies to ensure 
their needs were met. You will 
also read in this report how 
we improved and adapted the 
ways we listen to you, and act 
on your feedback, despite the 
restrictions of the pandemic.

I am very pleased to be 
the Chair of the Customer 
Committee, established during 
the year to help make sure 
bpha are responding to things 
that matter to you most. We 
also developed our Customer 
Portal, to help you engage 
more easily with us, and our 
residents’ group, Resolve, 
was established to make sure 
complaints were properly 
understood and handled fairly. 
The group share findings with 
the Customer Committee, 
advising on improvements. 

Not everything went as well 
as we hoped. The pandemic 
and immediate impact of 
Brexit impacted the delivery of 
services and caused labour 

and supply problems for 
our repairs’ contractors. This 
resulted in restrictions and 
delays to some of your repairs, 
causing an understandable 
drop in your satisfaction. 

As a result of your feedback 
and our ambition to improve 
performance, we have plans  
in place to substantially 
improve the quality and  
speed of repairs in 2022. 

The Customer Committee was 
lifted by hearing evidence of 
the difference our teams made 
during the year, including 
Money Advice and Community 
Engagement. I would like to 
acknowledge the commitment 
of all our colleagues, especially 
those you deal with the most. 

Please continue to share your 
experiences and ideas on how 
bpha can improve its services 
to you. We will continue to  
listen and act. 

I hope you find the bpha 
Customers’ Annual Report helpful.

Best wishes to you  
and your families,

Geraldine O’Sullivan 
bpha Non-Executive Director 
and Chair of our Customer 
Committee
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We take responsibility
•  We always do what we say, when we say we will
•  We are accountable for what we do and sometimes what we don’t do
•  We do the right thing not the easy thing

We show empathy
•  We respect every resident and colleague
•  We listen and make sure we understand
•  We are considerate to each other and protect the environment

We are ambitious
•  We learn, and with our residents, find better ways
•   We want to make a positive difference for more people
•  We are committed to excellence and being the best we can be

We are better together
•   We are one bpha, committed to our shared goals and standards
•  We achieve more with others inside and outside bpha
•  We value and draw strength from our diversity and differences

Your feedback guides what we do, shaping both our values 
and day-to-day work, helping us work with you in a more 
consistent and positive way.

Our values
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Between April 2020 and March 
2021, we responded to 28,859 
repair requests. October 2020 
was the busiest month, with 
2,982 repairs, closely followed by 
November 2020 with 2,902.

Despite lockdown we still made 
sure all emergency repairs were 
completed quickly, with 99% of 
all cases handled within 24 
hours of being reported. When 
a tradesperson has visited your 
home and made sure it is safe 
they assess if repairs are urgent 
or can happen in a 28 day 
timescale. Between April 2020 
and March 2021, 5,701 repairs  
were completed there and  
then, while another 23,158  
were made within 28 days. 

Looking after your home

During the height of the 
pandemic, and while lockdown 
restrictions were in place, we 
were unable to visit your homes 
to carry out planned work. This 
meant that we couldn’t replace 
as many bathrooms and kitchens 
or install as many new boilers as 
we’d planned. 

Instead our focus was making 
sure that all emergency repairs 
were undertaken quickly and that 
all properties were checked for 
gas and electrical safety. 

We know repairs are 
important to you

We know that being part of  
a good neighbourhood, with 
plenty of green space can  
make a huge difference  
to wellbeing.

An extensive refurbishment 
programme of some of our 
garage sites has involved 
removing asbestos roofs 
and replacing them with low-
maintenance metal roofs. We’ve 
also updated facias, soffits and 
drainpipes and completely 
resurfaced a number of forecourts.

We’ve invested 
in communities
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In addition to regular testing 
and inspection of fire safety 
equipment we fitted new 
sprinklers, evacuation alarms  
and smoke detectors. 

During 2020-2021 we fitted 168 
additional fire doors and other 
safety features in 144 of our 
properties and introduced a 
programme of fire door inspections.

We’ve also committed to install 
Carbon Monoxide detectors in all 
homes with gas over the next year.

We’ve invested  
in our buildings 

Domestic gas services

Electrical condition reports

Fire risk assessments

Fire safety inspections 

Communal area 
asbestos inspections

Bathroom replacements

Kitchen refurbishments

Boiler installations 

Window and door  
replacements 

Roof replacements

Homes painted

 14,463

2,452

315 

642

80

255

241

610

1,025

237

625

During the year we carried out: 
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Improving services through  
your complaints and feedback

How frustrating it was waiting in for our contactors to arrive 
to carry out emergency or routine repairs. 

You said

We’ve been working with our gas contractor TSG to trial a customer 
service app which lets you track where the engineer is around the 
time of your appointment. You will also receive a notification where 
you can follow the route of the engineer so you know when the 
doorbell will ring. 

We welcome your feedback 
to help us address the things 
that aren’t working for you. 
Any complaints we receive 
help us understand your real 
experience of bpha and  
where we need to improve.   

Last year we received 484 
complaints. While it was 
disappointing to have more 
complaints than the previous 
year, we made sure we  
learned from each one.

To help us learn and improve, 
our recently established 
resident group, ‘Resolve’, 
reviews all complaints that  
reach the appeal stage in 
our complaints process, and 
constructively challenges  
us to respond in the best way.

Further scrutiny is achieved 
through the Housing 
Ombudsman, who in 2020 
developed a new complaint 
handling code. 

Along with all other housing 
providers we comply with and 
report on this each year.

We received six enquiries from 
the Ombudsman, two of which 
were partially upheld. One 
was in relation to the handling 
of an anti-social behaviour 
issue and another concerned 
a rent account. A further nine 
residents made contact directly 
with the Ombudsman.

We did

We’re providing empathy training to all our colleagues. This has 
helped us improve our customer service and gives colleagues 
additional skills and resources to use when working with you.

We did

9

Homes owned or managed  
(2020: 19,235)

19,464
Invested in maintaining and 
improving existing homes 
(2020: £27m)

£26m
Shared ownership sales 
(2020: 173)

124

Invested in new homes  
(2020: £79m)

£38m

Affordable homes 
built (2020: 651)

366
Homes that have met 
Decent Homes Standard 
since 2010

100%

Complaints related to...
April 2020 to 
March 2021

April 2019 to 
March 2020

218284Repairs

3660Our Housing team

2832Our Development team

1623Our Sales team

2218Our Customer Contact Centre

1416Our Retirement Living team

33Our Finance team

12Our Leaseholder and Partnership team

Investing in your homes

That sometimes bpha colleagues lack empathy 
when speaking to you.

You said
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Listening to you 

We know that you are best placed to help 
us shape and improve our services and 
that your experiences of bpha need to be 
listened to and acted on. In addition to our 
regular customer surveys, we have two 
key groups that help make this happen: 

•  A Board level Customer Committee 
ensures that the Board directly hears 
customer feedback. This committee 
meets quarterly and helps turn  
your customer experiences into  
real service improvements 

•  Our Resolve group, made up of 
residents, assesses and challenges how 
well we respond to customer complaints 

•  We’re also working with residents to 
develop a new Customer Engagement 
Strategy. This will give us clear direction 
and focus on keeping our residents at the 
heart of what we do.

Yvette Hutchinson, bpha resident and Resolve group member, said:  

“The Resolve group is an example of bpha ensuring 
 complaints are dealt with accurately and efficiently 
 and involving residents, to understand and resolve issues.” 

1 1
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When we look at our budgets 
it’s clear to see that a lot of 
money is spent sorting out 
rubbish. Between April 2020 
and March 2021 we spent over 
£161,000 dealing with fly tipping 
and clearing rubbish stores. This 
is money that comes from the 
service charge you pay each year 
and we’re always keen to tackle 
these issues head-on.

This is why we set up a group 
of bpha colleagues to create 
innovative ways to make sure 
rubbish is disposed of better.

So far, the group has looked 
at ways to help you recycle 
rather than put everything into 
your general waste. The group 
have also worked closely with 
Shackleton Primary School in 
Bedford, running a competition 
for which pupils designed signs 
that now hang in bin stores, 
providing a helpful reminder of 
the importance of recycling and 
the difference it can make to the 
environment. 

Improving your 
environment

This is a group of colleagues, 
from departments across bpha, 
who have a shared passion for 
improving customer service  
and making sure we act on  
what you say. 

The group will be supported 
and scrutinised by residents.

19% of you own your home 
either as a shared owner, 
leaseholder or freeholder. 

To improve satisfaction among 
homeowners, we now have  
a dedicated Leaseholder team  
and a project to specifically 
improve the services our shared  
owners receive. 

Colleagues working in these 
areas have experience in 
managing leases and shared 
ownership contracts. They’re 
also able to deal with complex 
queries quickly, making our 
service more responsive to the 
needs of homeowners.

Working with our 
leaseholders and  
shared owners 

New Customer 
Voice group

Hearing from you, listening to 
you and acting on your thoughts 
is important to what we do and 
how we improve our services. To 
make this easier we invested in a 
new online tool in 2020/21. 

The Place is an online 
engagement portal that allows 
you to communicate with us, take 
part in quick polls and provide 
real time feedback on a variety 
of issues that affect you.

We’ve kicked off with our 
Bedford regeneration project, 
but we will be using The Place 
to consult with you on lots of 
different projects and services 
over the coming year. 

Introducing The Place 

£107,709
on general rubbish clearance

£49,608
to clear and make sure rubbish 
stores can be emptied

£4,190
to collect and dispose of fly 
tipped mattresses

Between April 2020 and March 2021, we spent…

Listening to you 
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We want to keep improving our 
services and your views help us 
to identify areas where we can 
do better. Our TouchPoint phone 
survey, which we do twice a year, 
is a great way to get your opinions.

A total of 885 of you took part 
in our February 2021 survey.

Your views matter

What you told us

The feedback shows that you’re not as happy with our 
communication on repairs. Satisfaction dropped by 12% since 
the last survey in August 2020. While we’re disappointed with 
the result, we think that this is partly due to routine repairs put 
on hold during the pandemic. We’re now working to tackle 
the backlog in repairs and we’re hopeful that satisfaction will 
improve in our next survey.

Your satisfaction overall has improved slightly since August 
2020 (by 0.2%). While it’s good to see this increase, we’ll be 
looking at what we can do to improve customer experience 
much more over the coming months.

66%
Resolved enquiries 
after first contact

63%
Felt your views 
were listened to

72%
Repairs 
appointments kept 

82%
Unaffected by  
service changes 

77.2%
Overall satisfaction 

62%
Satisfied with 
communication 
during the  
repairs process 

What leaseholders  
told us

We spoke to 195 of our leaseholders to help us better understand 
what information is important and how we can communicate more 
effectively. This is what leaseholders said.

64%
Satisfied with  
customer service

57%
Satisfied with the standard 
of information provided

45%
Felt they receive value  
for money services

We know we have work to do and will continue to work with leaseholders through the new Leaseholder 
team to understand what we can do differently.
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In 2020/21 our Customer Communication Centre answered 
109,331 calls and received over 40,000 emails. The team  
worked hard to sort out your problems as quickly as possible  
with the aim of resolving at least 95% of your queries during  
our first conversation. 

For more complicated issues, or where we need to ask another 
bpha department to get involved, we are committed to getting 
back to you within 48 hours to discuss or sort out your problem.

During the last six months of 2020, we invested in new contact 
centre technology, which went live in March 2021. The new system 
means you have greater choice in how you contact us, including 
phone, email, webchat, Twitter, Facebook and WhatsApp 
allowing us to interact with you faster. 

As 75% of our enquiries are income related or requesting repairs, 
our next step is to extend our digital offer so that for those who 
find it easier or more convenient you will be able to contact us 
out of hours using the customer portal as well as the new and 
increased options above.

Our Customer 
Communication Centre
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At the start of the pandemic  
we emailed 10,614 customers 
and wrote to 4,506 of you, 
asking if you felt vulnerable and 
if you’d like any extra support. 

We received 337 requests for 
further information and advice 
and offered help if we could  
or directed you to more 
appropriate agencies. 

We linked and worked extremely 
closely with other agencies to 
make sure that your needs were 
met during lockdown.

The Covid Partnership Support 
Action Group, led by bpha’s 
Community Engagement 
Manager, and made up of 
agencies including the local 

authority, emergency services 
and Public Health, joined to 
tackle social isolation, loneliness 
and anti-social behaviour.

We also formed a multi-agency 
action group to tackle the issues 
experienced by those living in a 
number of tower block properties 
where vulnerable residents were 
being targeted by criminals.

This approach led to eight arrests 
and we have installed further 
CCTV cameras, new fob door 
lock systems and better lighting 
to make residents feel safer. 

As a result of the 
pandemic we made 
changes to the way we 
work to make sure our 
services continued to 
meet your needs.

Delivering services during the pandemic 

A key worry for many of 
you has been the financial 
impact of the pandemic. 
Our Money Advice team 
has been on hand to 
support residents navigate 
the benefits system. It has  
also supported access to 
other funds, referred new 
residents to services that 
can provide household 
goods, and provided  
an access point to  
local foodbanks.

Our Money Advice Service 

£775,551*

£157,260* £618,292*

628

A total of £157,260* was awarded 
where customers were unaware 
they were entitled to claim.

Total of £775,551* backpaid  
benefit and ongoing benefit  
was awarded to bpha customers 
due to the intervention of our 
Money Advice team.

Received

Awarded

A total of £618,292* was awarded 
in new benefit claims.

Ongoing awarded

Homes supported by 
Money Advice Service

*  Please note: the figures quoted above relate to a gain for a resident which 
would otherwise be unlikely to have occurred and is confirmed as a payment.  
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New legislation, likely to become 
law in July 2022, states that all 
high-rise blocks taller than 18m 
will be managed by a Building 
Safety Manager. Your safety is 
critical to us so, while the law hasn’t 
changed yet, we have moved 
quickly and are looking to bring 
in a Building Safety Manager to 

ensure that we are ready and  
well prepared to implement any  
new rules and regulations.

The role will focus on ensuring 
that our buildings are safely 
managed and also promote 
openness, trust and collaboration 
with our residents.

We take our environment, social 
and governance responsibilities 
seriously, recognising the 
fundamental contribution 
bpha needs to make to more 
sustainable homes and places. 
We’ve just published our first 
Sustainability Report. 

Based on our environmental 
strategy, the report includes 
our existing activities and future 
plans that demonstrate our 
pledge to operate sustainably 
and responsibly. These include 
our commitment to carbon 
reduction, improving the 
efficiency and fabric of the 
homes we build and  
managing and maintaining  
a sustainable business.

We’ve published our first 
Sustainability Report 

Looking to stay ahead 

Throughout 2020 and 2021 
planning has been underway 
to begin our refurbishment 
programme to improve the 
longevity and energy efficiency 
of some of our blocks in 
and around Bedford. 

October 2021 saw the start of the 
refurbishment works at the first of 
the blocks, Ashburnham Court. An 
extensive programme is planned, 
including the installation of new 
windows and maximising living 
space by enclosing balconies. 
Redecoration to the communal 
areas and improved outside space 
will also make it a more attractive 
place for our residents to live.

As the works progress the team 
will be liaising with residents to 
develop ideas and initiatives  
to help create a sense  
of community, providing real 
benefits to those living at 
Ashburnham Court long after  
the works have completed. 

Project Vista ramps up 
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I hope you have found this, our 2020/21 
Customer Annual Report, useful in helping 
you understand our continued commitment to 
supporting you and looking after your home.  
We wanted to be clear about the services we have 
provided, the things that we are investing in and 
our response to the feedback we have received 
from the customers that we are here to serve.  
This is a continuous process so I am very 
interested to learn more from your experiences  
of how we are doing and how we can improve 
your experience further. You can do this by 
contacting us at info@bpha.org.uk 

Kevin Bolt
Chief Executive Officer


