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Welcome 
by Ian Hughes 
Group Chief Executive

As last year, our residents’ annual report focuses  
on the Golden Standards. The Standards were 
created in consultation with the Customer Panel 
and are designed to reflect those services that 
really matter to you. We remind you of what each 
Standard covers and include details on how we’ve 
performed against these commitments.

As an organisation, we’ve grown a lot over 
the past 20 years. We now own and manage 
around 6,500 properties. That’s over 2,000 
more than when we first came into existence in 
1994.  2014/15 was a particular highlight as we 
completed a record 292 new homes. However, 
we’re not stopping there. We have an ambitious 
development programme which will deliver 
around 140 new homes each year between now 
and 2018. In 2014/15 we arranged £40 million of 
new funding to support the delivery of our future 
building programme.

Our plans for the future come against a 
background of challenging economic conditions 
in recent years, and in the coming years too as 
the government has announced that rents in 

social housing in England will reduce by 1% a year 
for four years from April 2016. Whilst this is, of 
course, good news for you, it means we have to 
investigate all the funding options available to us 
and we need to ensure we operate as efficiently 
as possible.

I hope you find the information contained in the 
report interesting. We want you to know that we 
are continually striving to do things better and 
to reassure you that we take matters seriously if 
things don’t go so well. Don’t forget that there 
are many ways for you to get in touch with us, 
just to let us know what you think or if you want 
to get involved in the various resident groups that 
we support. Contact details are printed on the 
back cover.
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Introduction 
by Andy Green  
Chair of Customer Panel

It has been an interesting year for resident 
involvement at Rooftop. The Customer Panel 
and our Scrutiny group, the Resident Excellence 
Panel, have been involved in reviewing a 
number of services – including how we support 
residents affected by anti-social behaviour. The 
Resident Excellence Panel selects service areas 
for scrutiny having consulted with residents and 
using satisfaction information from the customer 
survey programme.  

The Customer Panel meets six times a year 
and also has a programme of workshops and 
training to look in depth at services that Rooftop 
provides. The Panel welcomes residents who 
want to come along as observers and any 
resident is welcome to attend and find out more.  
You can contact me through the Rooftop office  
if you would like to find out more or through  
the Customer Panel email rhgcustomerpanel@
rooftopgroup.org

Smiley Faces 

On each page you will find smiley faces telling 
you whether our performance has improved 
since 2013/14.

What exactly are the 
Golden Standards?
Rooftop has a set of Golden Standards which 
tells residents what quality of service they can 
expect from us. The standards were chosen and 
developed by residents and this report provides 
information on our performance in all key areas.  
Essential for residents is that we provide a high 
quality of service, but also that our performance 
provides value for money ensuring that your 
rents are spent wisely.

For us to report on our performance this year 
we carried out telephone customer satisfaction 
surveys with one third of our residents. We 
asked questions about a wide range of services 
such as repairs, neighbourhood services and how 
we provide aids and adaptations for residents.

The surveys are carried out by a team of tenants 
– AptQuest. The information that residents 
provide us is invaluable in helping us to deliver 
excellent services. The surveys are regularly 
reviewed by our Housing Management team 
and also by the Customer Panel who are fully 
involved in reviewing our performance.
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How we performed in 2014/15

of you were satisfied 
that you were kept 
informed of progress 
with your planned 
maintenance work

of you were satisfied 
your repairs 
appointment  
times were kept

of you were satisfied 
with how we dealt  
with your rent query

94%

of you feel your rent 
provided value  
for money94%

97 %

100%

Golden Standards No.1 
Rooftop respects  
the customer 
We promised we would...

•  Deal efficiently with customer enquiries 
from start to finish

•  Provide high quality customer service

•  Monitor and report on our services to 
ensure they offer value for money

•  Monitor satisfaction with our services 
across diversity groups and report  
any differences

•  Provide a high quality service to collect 
rents and service charges

•  Provide work and money advice to 
customers to help with the impact of 
welfare reform

 

In 2014/15 the Resident Excellence Panel carried 
out a scrutiny review of how we deal with 
customer enquiries. 

The review resulted in recommendations for 
improvements including a new service standard, 
a review of our policy and procedures, plus 
investment in improving systems for recording 
and responding to enquiries.

How do residents contact Rooftop? 

We looked at how residents contacted us over a 
number of months.  This showed:

75% of residents contact us by phone 

12%  of enquiries were to our head office 
in Evesham 

9% of enquiries came in by post 
 
4% of residents contacted us through  
our website

 
An average of 500 residents a month use their 
Rooftop website account.

If you need help to get into work or are 
struggling to pay your rent please contact 
our  Work and Money Advisors on  
0800 0421 800

99.44% of rent was collected  
during 2014/15

£26,416,773 was the total  
amount of rent collected during 2014/15
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Golden Standards No.2 
Rooftop respects
your home 
We promised we would...

•  Meet our new home quality standard

•   Deliver our annual planned maintenance 
programme achieving a minimum of 93% 
satisfaction with the quality of the work 
carried out

•   Meet our standard for the repairs service 
achieving a minimum of 90% customer 
satisfaction with the repair carried out

•  Provide a good quality service for 
customers affected by anti-social 
behaviour (ASB) meeting our service 
standard (this applies only where we 
have the powers to act)

During 2014/15  

Over £1 million was invested in improving the 
energy efficiency of our existing homes.

New homes 
 
292 new homes were built

88% of you were satisfied with the  
quality of your new home

Newly re-let homes

412 homes were re-let

95% of you who recently moved  
were satisfied with your new home

The Resident Excellence Panel carried out a 
review of our ASB service during 2014/15.  

They made a number of recommendations: 

•  New service standard (published to residents in 
Spring issue of resident magazine)

• New policy and procedure

•  New system for recording and responding  
to cases

•  Greater focus on mediation and prevention  
of ASB

How we performed in 2014/15

of you were
satisfied with the
quality of work
completed

of you were satisfied 
with how we dealt
with repairs

of you were satisfied 
with your new  
build home

98%

of you who recently 
moved were satisfied
with your new home95%

95 %

88%

20 cases of complex ASB were dealt with and 
closed in 2014/15

86% of you were satisfied with how  
your ASB case was dealt with
 
 

Planned maintenance 

502 planned works were carried out

215 new kitchens

45 new bathrooms

242 new heating systems

98% customer satisfaction with  
planned maintenance completed works

Repairs 

15,062 repairs completed

95% of you were satisfied with how  
we dealt with repairs
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Golden Standards No.3 
Rooftop listens
and improves 
We promised we would...

•  Use customer feedback to improve the 
quality of our services

•   Involve customers in monitoring the 
performance of our contractors and  
use feedback to continue improving the 
quality of the service

•   Work with customers and local partners  
to improve and maintain  
local neighbourhoods 

 
47 walkabouts were completed in 2014/15 
with the number of residents attending lower 
than in 2013/14 

101 issues were recorded and action taken to
improve local neighbourhoods 
 

Getting Involved 

Rooftop has offered residents many opportunities 
to get involved and have their say including:

•  Attending meetings for involved residents
•  Taking part in scrutiny reviews of  

individual services
• Through customer surveys
• Feeding back compliments and complaints 

Find out more about opportunities to get 
involved through our Involving Residents leaflet 
on our website.

30% of residents gave feedback on 
our services through the customer survey 
programme
 
Customer Panel met 6 times for formal 
meetings

50 residents were involved in regular  
feedback activities

64 residents attended training through  
11 training sessions and workshops 

100% of residents were satisfied with the 
relevance and usefulness of the training

How we performed in 2014/15

of residents were 
satisfied with their 
neighbourhood as  
a place to live

were satisfied with  
our neighbourhood
management
service

97%

97 %Repairs service – resident feedback 

The Rooftop repairs service provided by Fortis 
Property Care provides residents with a repairs 
service covering routine and emergency repairs.  

95.7% of residents were satisfied with their 
completed repair 

The AptQuest team of surveyors spoke to 
1,174 residents about their repair
 
Feedback from residents during the Autumn of 
2014 was that the appointment booking system 
was not working as well as residents would 
like. As a result of this feedback we have 
brought forward a new system for 
managing contractor appointments 
to August 2015.  

Your views were  
essential in helping  
us to improve  
the service  
we deliver. 
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Golden Standards No.4 
Rooftop is flexible 
We promised we would...

•  Use customer information while 
maintaining confidentiality

•  Collect and use customer information 
effectively to deliver personalised services 
where appropriate

•   Work with partners to provide aids and 
adaptations for homes within the  
available budget

 

Aids and adaptations 

At Rooftop we carry out minor aids and 
adaptations up to the value of £1,000.

The local authority and social services are 
responsible for larger aids and adaptations.

197 minor aids and adaptations completed 
with a value of £40,594 

96% of residents were satisfied with  
the quality of the adaptations we provided

Specialist housing 

We are committed to providing additional 
housing and services for older residents and 
residents affected by dementia or with disabilities.

In 2014/15 the following new homes became 
available: 

48 extra care homes at Yates Court  
in Evesham 

49 homes at Dora Matthews House in 
Coleford for residents needing dementia support 
and extra care

24 homes at Dorothy Terry House in Redditch 
for residents needing dementia support and  
extra care

was the overall
satisfaction with  
how we deal with
adaptations

60% are female

6% under 25
48% 25-55
41% 55+

5% not known

5.4% BME

25% has one or more disability 
75% no disability 

84.1% non BME
10.5% not known

Gender:

Age:

Ethnicity:

Disability:

96 %
Profile of Rooftop residents 

So as to provide good quality homes and services 
we collect information about our residents. We 
use this information to make sure we can tailor 
services to our residents’ needs.

You can update your own family details via the 
Rooftop website through your personal resident 
log on.

How we performed in 2014/15

40% are male
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Golden Standards No.5 
Rooftop takes responsibility 
when we get things wrong 
We promised we would...

•   Meet our standard for customers’ 
compliments, comments and complaints 
including involving trained residents in 
resolving complaints.

Rooftop values resident feedback and listens to 
their views to improve our services.  

518 residents raised service issues with us 
during 2014/15. A service request is when you 
feel the service you’ve received was less than you 
expected and you need us to put things right.

Formal complaints

 A complaint is when a resident remains 
unhappy with the service Rooftop have 

provided, they can use the formal complaints 
procedure to raise their concerns.

In 2014/15 we had:

11 cases at stage one of the process 
(manager review) 
 1 case that went to stage two 

(director review)  
 0 cases at stage three 
(complaints review panel)

ASB process 7 Programmed maintenance 27
Communal areas 8 Rent or benefits 10
Contractor issue 100 Repairs issue 171
Development/new homes 4 Service charges 5
Environmental issue 10 Staff member 10
Estate management issue 58 Supported housing 6
General Rooftop enquiry 9 Tenancy issue 52
Grounds maintenance 11 Empty homes/voids 2
Lettings 16 Vulnerability issue 7
Mutual exchange 5 Total 518

68 compliments were received in 2014/15

74% of residents who asked us to  
respond to their service request issue  
were satisfied with how we dealt  
with their request

83% of residents were satisfied with  
the way we dealt with their complaintService requests

The table below shows the most frequent 
services requested.
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Golden Standards No.6 
Rooftop is open to customers 
being involved 
We promised we would...

•   Provide a range of opportunities for 
customers to be involved in helping us  
to improve services including tenant  
board membership

•  Report on the impact of our customer 
involvement activity (carried out under  
the annual Customer Panel action plan)

•  Provide training for customers involved in 
helping us to improve services

Rooftop listens to residents’ views and uses 
the information to improve how we provide 
services. This includes making significant changes 
in how we provide a service following customer 
feedback, and also small changes to respond to 
the needs of individual residents.

Our customer survey team AptQuest (formerly 
known as the Resident Action Team) is made up 
of Rooftop residents. They carry out customer 
surveys on a weekly basis with all residents. The 
team are keen to hear your views.  For some 
services such as how we deal with ASB or major 
works such as new kitchens, we aim to capture 
the views of all residents.

Here are two examples of how we have listened 
to your views and changed our services in 
2014/15. You can find other examples throughout 
the report. 

In 2014/15 funding for our older people’s service, 
previously provided by Worcestershire County 
Council, was withdrawn. Residents living in their 
own homes, residents in schemes and those who 
attend the Independence at Home group were 
consulted on the changes we made to services. 
Residents continue to be consulted, informed and 
kept updated.

Last year as a result of resident feedback, Rooftop 
reviewed how it provides the service to residents 
when their gas fire is condemned and unfit for 
use. Previously these cases were dealt with by the 
repairs team at Fortis. Now, because of resident 
feedback on how long it was taking for different 
contractors to visit and provide a replacement, 
the works are now undertaken by the planned 
maintenance team. They are used to running 
projects involving multiple trades, so we can 
respond more quickly. 

How we performed in 2014/15

30% of residents gave us a view on  
a service they received in 2014/15

69% of residents surveyed were  
satisfied that their views were listened  
to and acted on

77 residents volunteered in local communities

5,042 hours of volunteering supported 
older and vulnerable residents by providing 
community transport, befriending, healthy living 
and social activities
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Value for money 
Delivering our objectives
as efficiently as possible

Delivering our objectives as efficiently as possible, 
Rooftop invests its surpluses back into the local 
community by building new homes, improving 
existing homes and supporting community 
initiatives. That makes it even more important that 
we provide value for money in what we do.

Value for money is not just about how much we 
spend, but how and where we spend it. We just 
need to make sure everything counts.

Our value for money goal  

In 2014/15 we achieved our Value for Money goal 
(45% operating margin). Due to this achievement 
and major accounting changes in 2015/16 we 
needed to rethink our goal.

We have decided that having one goal for Value 
for Money is too simplistic. Value for Money 
should be a thread running through every goal, 
project and service.

Want to know more?  

Find our Value for Money statement by searching 
‘value for money’ on our website 
www.rooftopgroup.org

Where did the money come from?

 
53% Rents and service charges 
38% Loans
5% Grants for new homes
2% Sale of properties
2% Supporting people funding

Where did the money go?

 

55% New homes 
16% Maintenance
13% Net interest payments
 7% Other
 6% Housing services
 3% Support services

Breakdown of housing services costs

 

22% Estate services 
20% Rent arrears and collection
16% Tenancy management
16% Lettings
16% Anti-social behaviour
10% Resident involvement

53%

55%

22%

38%

16%

13%

7%
6%

20%

16%

16%

16%

10%
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Compare our performance 
Our HouseMark results
2014/15

Key:

Very Good

Good

About Average

Below Average

Poor

Repairs Neighbourhood management

Planned maintenance New tenants Rent collection

Cost per  
property

£495

Cost per  
property

£79

Cost per  
property

£808

Cost per  
letting

£397

Cost per  
property

£54

Repairs right 
first time

Customer 
satisfaction with 
neighbourhood

Energy  
efficiency

Average  
re-let time

Current  
rent arrears

Value for  
money

Value for  
money

Value for  
money

Value for  
money

Value for  
money

Customer 
satisfaction  
with repairs

Customer 
satisfaction with 
neighbourhood 
services

Customer 
satisfaction  
with home

Customer 
satisfaction with 
lettings/allocation

Rent  
collected

Residents from across different housing 
associations fill out satisfaction surveys.   
The results of these are sent to HouseMark.

At HouseMark, all the results are collated and 
all housing providers are then ranked against 
one another. By looking at our scores, you can 
see how we performed in comparison to similar 
housing associations in our region.
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Yates Court 
Evesham, Worcestershire



Rooftop Housing Group 
www.rooftopgroup.org 

0800 0421 800


