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Welcome

Your involvement

Hightown’s Annual Report for
Residents 2017/18
In 1967, a group of volunteers in
Hemel Hempstead decided to buy
some land and build some homes
that local people could afford. 50
years later Hightown celebrated
five decades of supporting people
in housing need.
The last year also saw another
milestone for Hightown: 2017/18
was a record year for our
development programme.

We built 650 new properties in a
year and celebrated our 6,000th
home. At Hightown, we aim to
provide homes for as many people
as possible and are immensely
proud of these achievements.

Thank you to all our involved residents
who have given up their time to shape

In 2017/18 we held:

Hightown’s services. This year we

• R
 esidents’ Voice & Scrutiny Panels
(formerly, the Residents’ Panel)

launched our Estate Champions pilot

• Complaints Scrutiny groups

and had an in-depth review of how we

• Focus groups on specific topics

deal with tenancy fraud.

• Resident inspections on estates
• Community events

This Annual Report is here to let
you know what we have achieved
over the past year and how we
have performed so you can hold
us to account.

• Thank you event for residents

Residents’ Voice & Scrutiny Panel

Your tenancy
Pages 12-14

Message from the Chair
“The new Residents’ Voice & Scrutiny Panel has had an
excellent first year. I think the new format works very well.

Useful contacts
Page 15

The Panel covers all aspects of what happens at Hightown,
which gives a good insight into how things are run and
what is happening within the organisation. I put myself
forward as Chair of the Panel because I thought it was
important that a resident be the face of the Panel.

Staff & residents at Hightown’s 50th anniversary party, London Colney

Our year in numbers
Residents’ Voice & Scrutiny Panel

650

6,002

new properties built

homes in management

12,000+

16,534

residents

repairs completed

2

2

Last year, to strengthen residents’ involvement in our
decision-making, we introduced a Residents’ Voice &
Scrutiny Panel. The new Panel looks more closely at
our performance and commissions reviews into specific
areas of our service.
This year the panel asked for an in-depth review into
how we deal with tenancy fraud. We commissioned
an independent consultant to look at what we do
and their report was very positive about Hightown’s
current arrangements. Our residents looked at the
consultant’s recommendations and agreed that
Hightown should include a new clause in our tenancy
agreements preventing tenants from using their homes
for short-term lets, such as AirBnB.
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The Panel also decided which estate improvements
Hightown would fund this year and looked at our
‘Local Arrangements’ (our strategy for providing good
local services).
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I have chaired panels for Hightown for several years and
assisted with contractor selection and am a member of the
Complaints Group. I have an input into the services we all
receive and I get satisfaction from helping. Because panel
members are actual residents, we can help Hightown to
understand how residents see things.
We are always looking for new people to serve on the
Panel and broaden our perspective, so if you’re a
community-minded person, I’d definitely recommend
that you get in touch!”

Ron Symons
Chair of the
Residents’ Voice
& Scrutiny Panel
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Customer service

5
12

61,022

12 secs

Calls to reception

2,127

average time
for reception to
answer calls

residents using
our online
MyHightown service

25

What we did well
This year we recorded 73 compliments in total,
the services they relate to are:
Hightown customer service

25

Repairs

24

Financial support

12

Home environment

5

24

Looking ahead
What we need to improve
This year we received 65 complaints in total,
that is a drop of 20% compared to 2016/2017.

Complaints

Rate Hightown

down 20%

Keep an eye on your inboxes and letterboxes
this autumn for our Residents’ Satisfaction Survey.
We rely on your feedback to understand how
well we are doing and where we need to do better.

65 complaints received:

The Panel needs you!

53

complaints

were resolved at
the early stage

10

complaints
were resolved
at Stage One

1

complaint
was resolved
at Stage Two

1

complaint

was resolved
at Stage Three

Learning from complaints

To join our panel, find
the ‘Get involved’ area in
your MyHightown account
and you can register
your interest in one click.

Ben, Resident Involvement Lead

Our Resident Involvement Lead, Ben, can give
you a call to discuss which activities will suit you.

Following the feedback we have received through
complaints, we have refreshed our staff training.
For example, after we received a complaint from
a tenant who felt they had been given unclear
information, we held a training session for the
team on ending tenancies.

Hightown’s reception staff receive over 60,000 calls per year
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We are always on the lookout for residents
willing to help us to improve and now we have
made it even easier to sign up.
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We have a vacancy on our Residents’ Voice and
Scrutiny Panel. You will need to attend daytime
meetings but only every three months. On the
RVSP you have the chance to talk directly with
senior Hightown staff and influence matters
that affect all Hightown residents.
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Residents’ Voice and Scrutiny Panel
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Your homes

Major works completed 2017/18
Type

We are proud to provide good quality homes and, this year,
Hightown has invested nearly £5.6m to keep our properties
in good repair. It is the effort that residents put in that make
our properties into homes. We would like to congratulate all
of the winners of our 2017 Gardening Competition who have
created some beautiful outdoor spaces.

Quantity

External decorations

216

Heating and hot water replacements

175

New doors fitted

151

Internal communal areas decorated

77

New kitchens fitted

57

New flooring laid

45

New bathrooms fitted

31

New windows fitted

17

Other (including roof replacements and
works to paths and paving)

290

£2,391,621

Our repairs and
maintenance budgets
(General needs and supported housing)

£2,479,279
Competition winning gardens

Hightown caretakers

Competition winning gardens

Routine responsive repairs
and works to vacant homes

92%

83%

11 days

of residents
are satisfied
with their
repairs

of repairs
completed
are ‘right
first time’

is the average
time taken
to complete a
routine repair

24,032

7 secs

3,405

calls to our
Repairs team

is the average
time for our
Repairs team
to answer calls

gas safety
checks
completed
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Planned maintenance

£725,184

£725,184
£2,479,279

Heating bills halved
We have a plan to upgrade all heating in homes
with poorly performing electric systems, such as
storage heaters. This year we converted 26 homes
that had electric storage heaters and fitted air source
heat pumps.
Air source heat pumps offer renewable, eco-friendly
heating. They take heat from the air outside and work
like ‘air-conditioning in reverse’.
These upgrades have made a big difference to the
residents at Bowling Court and Everall Close. They
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Major works

£2,391,621
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26

homes converted to air source heat pumps
cannot have gas and had some of the highest heating
bills of all our residents.

The new system has made a big difference
and one resident noticed that they had
saved 50% on their heating bill.
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Your neighbourhood

Your safety in a fire
It has been one year since the awful tragedy at Grenfell
Tower in London. Fire safety has always been a
high priority for Hightown: we complete a fire risk
assessment in all our blocks every year and we make
sure that we regularly service all fire safety features
(including smoke alarms, smoke vents, emergency lights
and fire extinguishers).

Hightown is approaching many major
milestones on our developments: this
year we celebrated 30 years for our mixed
scheme Perrycoste Court, 20 years for our

In light of Grenfell, we had some extra fire risk
assessments done by an independent advisor. We also
visited many of our blocks with the Fire Service and
made some improvements where recommended.

Kent House homelessness service both in
St Albans and Hightown itself turned 50.
Thanks to feedback from our residents

We rely on residents playing their part in keeping
their homes safe. Please remember the stairwells
and corridors are your way out in the event of a fire.
Nothing must be left in them that could block the exit
or cause a trip hazard.

about how we can make our estates
better places to live, we have funded five
Summer event in London Colney

neighbourhood improvement projects.

Cladding
Hightown has checked all our blocks to make sure any
cladding meets building regulations. We only had one
block with similar cladding to Grenfell Tower. Hightown
decided to remove the cladding and replace it before
anyone moved into the block. Hightown’s Board took
this decision as a precaution. Our residents’ safety
comes first.

Cladding removal in Hemel Hempstead

1,185

416

393

estate
inspections
completed

antisocial
behaviour
cases

fire risk
assessments

Looking ahead
Where we work

Fixed wire contractor

6,002

This year we are launching our first in-house
Electrical Fixed Wire service. Our new operatives
will be responsible for regularly testing the electrics
in our properties and making any repairs to make
sure everything is safe. We already have around
1,200 tests planned for this year.

homes in total

38
Milton
Keynes

Leighton
Buzzard

649

274

Hitchin

New cleaning contractor

11

88
High Wycombe

237

1,337

Hemel
Hempstead

46
Cheshunt

318
191

Watford

185

HERTFORDSHIRE

St Albans

Berkhamsted 1,785
Amersham

Selecting new cleaning contractors with an
involved resident

81
Stevenage

Aylesbury

BUCKINGHAMSHIRE

Following a competitive tendering process, which
included an involved resident in the evaluation of
bids received, Clean Green will be managing our
cleaning services for all our homes east of the M1.
Town & Country will continue to work on homes
located on the west of the M1.

208

BEDFORDSHIRE

Buckingham

140

390

12
BERKSHIRE Slough
Wokingham

Bracknell

Hillingdon

12

8
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Neighbourhood upgrades

Be
fo
re

Happy Birthday
Perrycoste!

If you have an idea about how we could
make your estate a better place to live, you
can submit your suggestion to Hightown.

Last November our retirement scheme at Perrycoste
Court toasted the 30th anniversary of the estate.
Perrycoste’s active social committee arranged an
evening of celebration including music, a raffle and,
of course, cake.

Every year our Residents’ Voice and Scrutiny Panel
meets to review any suggestions and decide which
projects Hightown should fund.

• We removed an old run-down garage at Hall Place

Oatridge Gardens, Hemel Hempstead

A
ft
er

Gardens in St Albans and replaced it with a muchneeded parking space. We also removed some
overgrown bushes and self-seeded saplings to
open up the grounds.

• We tidied a planting area at Norris Close in London

Colney and replaced the shrubs with new plants that
grow well in low light conditions.

• Some bushes at Oatridge Gardens in Hemel
Staff and residents at Perrycoste Court, St Albans

History board at Perrycoste Court 30th anniversary party

Hempstead were growing wild despite regular
attention. We have replaced them with plants that
are more manageable and put in better fencing.

• We have replaced the intercom at Wisteria Court in
Waltham Cross and put a door finger guard on the
front door.

Marking our 50th

Oatridge Gardens, with new plants and fencing

Have an idea? Go to your MyHightown account and click ‘Apply online’.

In 2017, we celebrated Hightown’s 50th anniversary
with some of our residents. In the summer, we hosted
ice-cream, games and firefighters with tiger faces at a
family fun day in London Colney.

Estate Champions

We also enjoyed Christmas songs in Hemel Hempstead
in the public square on one of our new developments;
Hightown’s first scheme to provide shops, public space
and a church with community centre.

This year we launched our Estate Champions and
currently have two volunteers. Estate Champions
act as representatives and point of contact for
the residents on their estate, by raising any
concerns about communal areas with the Estates
Quality Inspector.

A firefighter enjoying a family fun day, London Colney

Looking ahead
We will be hosting even more activities for our residents this summer. Our residents in Hemel Hempstead
will be invited to a community fayre with the opportunity to meet with senior staff from Hightown and share
their views. Hightown will also be hosting an open event for anyone interested in resident involvement.
Christmas songs at Maylands Plaza, Hemel Hempstead
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Summer event, London Colney
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Your tenancy

We CAN help
A lot of the feedback we get shows that our
tenants do not always realise that we can help
them. There are many changes to the benefits
and welfare system, so if you are struggling with
paying your rent or need information please get
in touch with us.

Thanks to the record numbers of new
homes this year, Hightown’s lettings
team have been exceptionally busy. We

Call us on 01442 292280
or email us at income.recovery
admin@hightownha.org.uk

have provided brand new homes for 640
families, including over 200 households

If it’s getting too much, you just need to make one call
to get help

identified as homeless. Alongside this,
our staff have helped around 400 existing
tenants to move and we also focussed on
how we can help residents having money

10p

One of Hightown’s new shared owners

troubles to keep their home.

How we spend our income,
per £1

26p

501

70

337

new
homes let

shared
ownership
sales

homes
re-let
to new
tenants

10p managing your homes

25p

25p paying loans to build your homes
18p repairing your homes
21p improving your homes
26p reserves*

21p
18p

61

84%

mutual
exchanges

of tenants are satisfied
with the quality
of our new homes

MyHightown
This year we re-launched our online account system,
MyHightown. It has a new ‘look and feel’ plus a host of
new services. We have changed the Report a Repair tool
to give you better advice and made it easier to join estate
inspections, sign up as an involved resident or apply for
permission for renovations.

Success for our Financial
Inclusion Service
Hightown launched a Financial Inclusion Service in
2017 to help our tenants when they are having trouble
managing their money. Our first Financial Inclusion
Officer has helped nearly 70 residents to keep their
homes this year.

12

*R
 eserves are used for future investment in new homes
and to satisfy the conditions of our bank loans.

321
visits

£100k+
received by
residents

69

rent accounts
cleared/reduced
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We are also using MyHightown to alert you when there
is important news (like changes to benefits or legislation,
e.g, GDPR) and to get your feedback.

Sign up for your account at
https://myaccount.hightownha.org.uk
Annual Report for Residents 2017/18
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Useful contacts

Value for Money
We always measure how we are doing against similar housing associations to make sure that the services we
provide give you value for money. Last year we did well to keep our costs among the lowest in our peer group.

General Enquiries
Hightown

01442 292300

housing.services@hightownha.org.uk

Citizens Advice Bureau

03444 111 444

www.citizensadvice.org.uk

Did you know you can look up the contact details for the officers responsible for your home on MyHightown?
Log in at https://myaccount.hightownha.org.uk/my-contacts

Housing
management

Responsive
repairs

£290.23 £664.37
per property
down
Top group

per property
up
Top group

Overheads

(such as office
costs, IT, training)

8.87%

as a proportion
of turnover
no change
2nd top group

Rent lost due to
empty homes

0.44%
down
Top group

Rent
collected

100.65%
up
Top group

Fighting fraud
With affordable homes in short supply,
we work hard to tackle illegal subletting
in partnership with other organisations
and have investigated several cases this
year. In October, Hightown and Dacorum
Borough Council secured the council’s
first prosecution for illegal subletting.

We were able to re-let the home to
another family in housing need.
Following feedback from our Residents’
Voice and Scrutiny Panel, we will be
publicising our cases to make all tenants
aware of tenancy fraud.

Looking ahead

Managing your home
To report a repair during office hours

01442 292301

maintenance.services@hightownha.org.uk

To report an emergency repair out
of office hours

0845 160 0077
0203 701 3525

Reporting a gas leak

0800 111 999

Report subletting/fraud

07768 286694

housing.services@hightownha.org.uk

To join an inspection of your estate

01442 292300

estatesqualityteam@hightownha.org.uk

My Home Contents Insurance

0345 450 7288

www.thistlemyhome.co.uk

Having difficulty paying your rent,
or to set up a direct debit

01442 292 387

www.hightownha.org.uk

Pay your rent with your Allpay swipe card

0844 557 8321

www.allpayments.net

The Money Advice Service

0800 138 7777

www.moneyadviceservice.org.uk

National Debtline

0808 808 4000

www.nationaldebtline.co.uk

Step Change debt charity

0800 138 1111

www.stepchange.org

Turn2Us – for help accessing
benefits and grants

0808 802 2000

www.turn2us.org.uk

To talk to your Housing Officer about
anti-social behaviour

01442 292300

housing.services@hightownha.org.uk

Report nuisance neighbours

07768 286694
(Text or phone)

www.hightownha.org.uk

Crimestoppers

0800 555 111

www.crimestoppers-uk.org

Police (non-emergency)

101

Money Matters

Anti-social behaviour
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More support with your money

Paying rent online

We were impressed with how much our new
service has helped our tenants so we have decided
to appoint a second Financial Inclusion Officer.
They started in May 2018.

We plan to improve our systems so that you can
pay your rent using your MyHightown account.
This means that you will not have to have a
separate account with Allpay, making it quicker
to sort your money out on the go.
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If you would like help to read any of the documents
referred to in this report see our website or contact us:
www.hightownha.org.uk
T: 01442 292300
E: housing.services@hightownha.org.uk
Hightown Housing Association Ltd, Hightown House,
Maylands Avenue, Hemel Hempstead, Hertfordshire, HP2 4XH
Out of Hours emergencies: 0845 160 0077 (local rate call)
0203 701 3525 (if calling from a mobile)
Registered under the Housing Act 1996. Registered number: L2179.
A registered society under the Co-operative and Community Benefit Societies
Act 2014 with a registration number 18077R.

