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at times during the year, we only carried

inveSting in homes out essential work inside homes to protect

our customers and colleagues during the
height of the coronavirus pandemic.

continued to improve satisfaction refurbished homes
with our repairs service

9.3/10 519 few could

vo0s [
have foreseen
global events
further reduced the length of time ~ completed 557 new homes Of Iaslt yedr, bUt
taken to complete repairs believe housin g
ut customers

136 1,269 irst during the
: coronavirus
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=t pandemic
two fewel' dCIys We reacted quickly and found new ways
to support our customers, ensuring
@:@ that safety was our number one priority
throughout. Whether it was providing
== kept customers safe benefits advice using video call or helping

- customers to unblock their sink with an
1 0 00/ 99 50/ informative YouTube video, we found new
(o) [ (o) ways to get things done.

’ believe housing didn’t take its eye off

the ball on longer-term goals. Major
investments in new and existing homes
have continued at pace. Crucially
we’ve also increased overall customer
satisfaction.

“The wet room has made a 100 per
cent difference.

@

This annual report has been created to help everyone
with an interest in believe housing learn more about our

“Pve got limited movementin performance during the period April 2020 to March 2021.
my shoulders. It’s like I've been
given a second chance, I’m very
independent.”

ouryearataglance

We’ve broken down this document into five easy to follow
sections to help take you through the facts and figures:

investing in homes

During the year 2020/21, we have:

Our neighbourhoods’ teams investigated 2,468 cases su pporting our customers
involving issues like antisocial behaviour, untidy gardens
and breaches of tenancy agreement. Of the cases
investigated, 99.8% were resolved. Customer satisfaction
in Safer Neighbourhoods services was 9.1 out of 10.

We provided a total of £154,701 in funding to 89
organisations who support the communities we
work in and helped them to thrive. Their work has coping with the
tackled hunger, provided new opportunities to coronavirus pqndemic
improve health and wellbeing, and tackled social

isolation. The total social value of the work was

£583,007.

customer satisfaction in dealing with feedback

;’;‘ﬂ::’f“;gggiz R Safer Neighbourhoods services e fectively
?

our financial information

Joanne Iceton from Little Chefs Big Chefs, which

- ne
received almost £10,000 from believe housing. ml Ieve

housing
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supporting our customers our financial
information

believe housing is a not-for-profit housing

. association, any surplus is reinvested in homes,
found customers a new home helped customers make theirhome communities and services for customers.

a success

how our expenditure is broken down

-rg;\_ Our investment and expenditure over 2020/21 is best

described by looking at the areas where we spent money:
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£11.9m £20.5m

toimprove existinghomes  onrepairs to customers’ homes

; £1 million

got customers into work

“Everyone’s been really helpful. I’'m
really enjoying it. Everything I'm
earning is going on more tools and
equipment at the moment so that

things up as we’re going into the

| can grow the business. I’'m taking
@ it steady for now, trying to build
97 busiest time of the year.”

£0.90m £1.02m

on adapting homes to meet onimproving the
the requirements of customers environmentinthe
by adding things like level communities we workin
access showers or stair lifts

coping with the coronavirus pandemic

@

assisted vulnerable customers put customers at the heart of
our response

£13.Im £8.5m

on developing new homes to acquire new homes
from other developers

overall customer satisfaction rose to 86.8%
making believe housing one of the best

1 8 (<) performing housing providers in the country.
,200 _
listened and kept you informed Gualull
[

£0.31Im £15.8m

developing digital services wages and salaries

delivered services differently

8.9/10 YI¥

dealing with feedback effectively

in detail

73
87.5%
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It's never been easier to keep in touch or provide your feedback
with our new online customer portal, upgraded app, and website.

Sign-up to the portal and download the free customer app today.
Call: 0300 1311 999

Email: hello@believehousing.co.uk
Visit: www.believehousing.co.uk

o believehousing o @believehousing
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