
2019/2020

Annual Report for Residents



Annual Report for Residents 2019/202 

Contents

3 2 Annual Report for Residents 2019/2020Annual Report for Residents 2019/2020

Your involvement
Pages 3-5

Welcome 
Hightown’s annual report  
for residents 2019/20
Our residents are at the 
heart of everything we 
do. By developing quality 
homes and supporting 
residents with their quality 
of life in their homes we 
believe our work delivers  
a tangible positive impact 
for local communities. 

Our mission of ‘Building homes. 
Supporting people.’ is reflected 
throughout this report.

We built 477 homes last year – 
bringing the number to over  
1,500 in the last three years. And  
we have plans to build a further 
1,500 over the next three years.

We’ve also introduced a number 
of new measures to support 
our residents. Examples include 
employing a Tenancy Sustainment 
Officer to help residents stay in 
their home, a Resident Involvement 
Lead Officer to build upon the 
opportunities available for residents 
to get involved and improving the 
process of getting empty homes 
ready for new residents so that  
our homes are available as fast  
as possible for those in need of  
a new home. 

This annual report highlights 
what we have achieved over the 
past year; what changes we have 
made as a result of feedback from 
our residents and how we have 
performed so that, you can hold  
us to account. 
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477 
new homes built

6,818 
homes in management

14,400+
residents

20,823 
repairs completed

Thank you to all our involved residents 
who give up their time to provide 
invaluable feedback and suggestions, 
which help to shape and improve 
Hightown’s services.

Our involved residents have been influential  
in helping us understand what matters most  
to residents about the services we provide. 
Their views are important to us as they help  
to inform our decisions. They offer feedback  
on a variety of Hightown’s services, for example, 
how we deal with complaints and repairs and 
how we present information to residents. They 
have also been involved in the production of 
this report.

In 2019/20 residents were involved in:

• Residents’ Voice & Scrutiny Panel
• Complaints Scrutiny Group
• Focus groups on specific topics
• Community events
• Estates meet and greets
• Summer roadshows
•  Homeowners’ webinar (live question  

and answer session on the internet)
• Inspections on estates
• ‘Have your say’ – door knocking days

Last year we welcomed a new Resident 
Involvement Lead, Charlene Samuels, who joined 
us in October 2019. Charlene has immersed 
herself into the role and has been developing 
more resident involvement opportunities.

Your involvement

Our year in numbers

Residents’ Voice & Scrutiny Panel

Residents’ Voice & Scrutiny Panel
We held our annual ‘Thank you’ lunch  
for involved residents in January 2020  
at The Frogmore Paper Mill in Apsley,  
to show our appreciation of their 
contribution throughout the year. 
Residents also enjoyed a guided tour of 
the Mill. The lunch was attended by Oliver 
Burns, a member of Hightown’s Board. 

Every three months, our dedicated members of the 
Residents’ Voice & Scrutiny Panel (RVSP) meet with 
managers and a member of the Board to offer their 
feedback on different areas of Hightown’s service, 
including the impact of resident involvement on services.

Following the lunch, the Panel reviewed Hightown’s 
Local Arrangements and scrutinised our performance  
in areas including lettings, welfare reform, repairs and 
gas safety checks. 

We are committed to ensuring that residents have  
every opportunity to play their part and are involved 
in every aspect of what we do. As a result, we provide 
several ways for our residents to scrutinise our services 
and provide valuable feedback.
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Customer service

53,429 
Calls to reception

16 secs 
average time for reception 

 to answer calls

3,755 
residents using  

MyHightown

What we did well

This year we recorded 90 compliments, an increase 
from last year. The services they relate to are:

Staff member 58

Repairs 16

Estates 2

Home environment 1

Lettings 1

Other 12

2 1 1

12

58

16

Hightown’s reception staff receive over 53,000 calls per year

Learning from complaints 

We have made several changes as a result of 
complaints. These include: 

•  updating the information we give to new residents  
to make it clear that TV aerials installed in houses  
have been gifted to them

•  improving the way we manage the replacement  
of door entryphone systems

• sales documentation has been reviewed to make  
sure that wording is very clear

• a system has been put in place to report drainage 
issues to managing agents in case they are indicative 
of wider estate problems.

complaints 
were resolved at 

the early stage

complaints 
reached formal complaint

Stage One

complaints 
reached

Stage Two

Compliments and complaints
Listening to feedback from our residents 
is crucial as it enables us to continually 
develop our services. 

Although we are grateful for compliments, we also  
welcome complaints as they can highlight areas where 
we may be able to improve our services. 

We have a two stage formal complaints process, 
preceded by an informal early stage. We were able  
to resolve 84 of the 106 complaints we received  
at the early stage. Engaging with our residents

You said, we did: 

Looking ahead

Relaunching our mystery  
shopping programme

Hightown always strives to improve our services so 
we can continue to provide a high quality service for 
our residents. We started planning the relaunch of 
our mystery shopping programme, which involves 
residents calling up and asking staff a series of 
questions. We will use the feedback to address  
any customer service issues. 

Increasing our digital resident 
involvement opportunities 

For those who prefer that way of engaging with  
us we will also be hosting webinars to obtain  
views on our resident involvement and on service 
charges. If you would like to suggest a topic for 
a webinar, please let us know by emailing  
involve@hightownha.org.uk 
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Your home

We are committed to providing good quality homes and we are proud to 
offer a responsive and efficient repairs service. Last year we invested 
over £4.3m to keep our properties in good repair.

As you can see from the photos, we had a number of fantastic entries for 
our annual gardening competition!

Competition winning gardens Competition winning gardens Competition winning gardens

Competition winning gardens

Competition winning gardens 
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91%
of residents are satisfied 
with their repairs

27,046
calls to our  
Repairs team

7 secs 
is the average  
time for our  
Repairs team  
to answer calls

3,830 
gas safety  
checks  
completed

81%
of repairs completed  
are ‘right first time’

Major works completed 2019/20
Type Quantity

External decorations 266

Heating and hot water replacements 161

Kitchen replacements 126

Internal communal decorations 122

Door replacements 122

Communal area flooring replacements 71

Bathroom replacements 69

Window replacements 21

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

229
Hightown Homes
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Your neighbourhood
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Where we work

Buckingham

Aylesbury

BUCKINGHAMSHIRE

BEDFORDSHIRE

HERTFORDSHIRE

Amersham

Hemel
Hempstead

Berkhamsted
St Albans

Cheshunt

Stevenage

HitchinLeighton
Buzzard

Milton 
Keynes

Slough

Bracknell
Wokingham

BERKSHIRE

883

1,933 

1,347

208

69

276

140

366

246 218

316122
385

12

45

81

159

12
Watford

Hillingdon

High Wycombe

3,029 
estate inspections  
completed

573 
anti-social behaviour  
cases investigated

homes in total

£3,051,937

£685,683

£3,881,822
Our repairs and 
maintenance budgets 
(2020/21)
(General needs and supported housing)

Routine repairs and voids £3,051,937

Planned maintenance £685,683

Major works £3,881,822

Hightown Voids team (who socially distanced for this photo 
due to covid-19 restrictions)

New voids (vacant homes) service
Previously, we used contractors to carry out works on 
our empty homes to get them ready for new residents 
before they move in. In 2019, we employed our own  
in-house Voids team. 

For the first nine months, the Voids team carried out 
work alongside the contractor whilst the team got up to 
speed before taking over full responsibility in April 2020.  
This allowed Hightown to:

• have more control over the quality of the works

•  reduce the number of repeat visits to check  
on works completed by contractors

• save money on the price of materials

•  improve satisfaction rates with the works carried  
out and reduce the amount of time the property  
is empty between lets. 

Providing housing to meet people’s needs 
is important in establishing vibrant and 
thriving communities where our residents 
will be proud to live. We have been 
engaging with our residents to create 
communities and keep our estates in  
good condition.

To help tackle anti-social behaviour in  
our communities, we have contributed 

to a Police Community Support Officer 
(PCSO) in Hemel Hempstead who patrols 
some of our estates and communicates 
with our residents. Since the appointment, 
complaints of criminal activities and 
anti-social behaviour have reduced 
significantly. Residents have given 
positive feedback about knowing that  
the PCSO is around.

6,818
Looking ahead
This year we will be employing a Building Safety Lead Manager to ensure Hightown meets its health  
and safety and legislative obligations under the Government’s Building a Safer Future consultation  
and the Fire Safety Bill. They will also continue Hightown’s work on producing helpful building safety 
information for those living in blocks of flats. Last year, we provided fire safety information on our  
website for residents living in our larger buildings. 
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Resident events
We held a wide range of events in 2019/20, 
such as coffee mornings, face painting fun 
for children and gardening activities. 

These smaller events allowed the local communities 
to get to know each other a bit better, as well as their 
housing and estates officers! Some residents also had 
the opportunity to meet their local fire service and 
police community support officers.

Neighbourhood upgrades
If you have an idea to improve your estate, 
please get in touch!

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

•  Following numerous reports of bicycles being left  
in communal hallways at Scrubbits Square in Radlett, 
we created a secure bike store in the corner of the  
car park. This has allowed residents to leave their  
bike in a safe place without creating a fire hazard.

• After receiving numerous reports of fly tipping at 
the bins at Elmshall Place in St Albans, we installed 
doors for the bin store area. This has enabled only 
residents to access this area and reduced fly tipping 
that sometimes blocked access to the bins. It has also 
stopped litter being blown across the estate. 

• At Matis House in Hemel Hempstead, several bare 
areas around the estate have been given new life with 
a range of plants and shrubs to improve the look of 
the estate and create a sense of pride in the estate. 

• In Holly Street, Luton, we received a number of 
complaints about nuisance parking which has  
blocked the main entrance to the estate. We installed 
three bollards to prevent cars from parking here.  
It had the added benefit of making the walkway  
safer for pedestrians. 
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Elmshall Place, St Albans

Before

After

Elmshall Place, with bin store area doors

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

Scrubbits Square, Radlett, with new bike store

Praetorian Court, Hemel Hempstead

Resident Involvement Day at Newton Leys Park, Milton Keynes

Pembroke Court, St AlbansElmshall Place, St Albans

You said, we did: 
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Your tenancy

MyHightown 
Did you know? You can use our online tenant 
account portal, MyHightown, to check your 
balance, report a repair, notify us of changes  
or report something needing action. 

We recently added applying for a mutual exchange as  
an option. We’re always looking to add more ways for you  
to apply online as it saves you time and paper! 

Signed up yet? Visit:  
https://myaccount.hightownha.org.uk
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In 2019/20 we built 477 new homes  
to help meet the huge demand for 
affordable housing in our areas of 
operation. During the year, we  
completed 36 mutual exchanges as 
residents swapped their home with 
another resident.

23
evictions prevented 
by Hightown

68
cases prevented  
from going to court  
by Hightown  

How we spend our income, 
per £1
£0.09 managing your homes

£0.31 paying loans to build your homes

£0.18 repairing your homes

£0.23 improving your homes

£0.19 reserves

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

£0.31

£0.18

£0.23

£0.19
New residents in Buntingford

Tenancy sustainment 
Our specialist Financial Inclusion and 
Tenancy Sustainment Officers work tirelessly 
to help and support our residents when 
things get tough. They work with some of 
our most vulnerable residents to help them 
successfully maintain their tenancies. 

Our Financial Inclusion Officers have been working 
with households impacted by welfare reforms, such as 
Universal Credit and the reduction in the benefit cap. 
They ensure residents receive the right benefits and 
offer budget planning information, recommending 
external agencies who may be able to help, and 
supporting residents with applications for Discretionary 
Housing Payments and other benefits.

In May 2019, we introduced a Tenancy Sustainment 
Officer to prevent evictions and help new and existing 
residents facing financial difficulties to stay in their 
homes. The new role provides a wide range of support 
to residents, from helping them to set up their utilities 
to acquiring furniture for their new homes. In addition, 
the Tenancy Sustainment Officer signposts residents  
to suitable organisations with specialist knowledge, 
such as a community mental health team. Since  
starting this role, the Tenancy Sustainment Officer  
has received over 273 referrals and assisted residents  
in a number of ways. 

Despite offering this support, some households 
persistently fall behind with their rent or cause serious 
anti-social behaviour and this year we had to evict  
14 households.

Money matters

Hightown resident

637
referrals to 
Financial  

Inclusion Officers

£131,496
benefits and  

grants received  
by residents

£0.09
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Value for money
We measure how we are performing against similar housing associations to  
make sure that the services we provide give you value for money. 

Useful contacts

Housing 
management

£314.74 
per property

Responsive 
repairs

£695.09 
per property 

Overheads
(such as office  

costs, IT, training) 

8.05%
as a proportion  

of turnover
 down

Top group

Rent lost due to 
empty homes

0.45%

Rent  
collected

100.05% 
 down

Top group

 up 

Top group

 down

Top group

 down

Lower group

New Hightown resident

Hightown resources

Hightown main contact 01442 292300 housing.services@hightownha.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

To report a repair during office hours 01442 292301 maintenance.services@hightownha.org.uk 
or on MyHightown at  
https://myaccount.hightownha.org.uk

To report an emergency repair out  
of office hours

0845 160 0077 
0203 701 3525

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  
or on MyHightown at  
https://myaccount.hightownha.org.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  
or on MyHightown at  
https://myaccount.hightownha.org.uk

Report subletting/fraud 07768 286694 housing.services@hightownha.org.uk

To join an inspection of your estate 01442 292300 estatesqualityteam@hightownha.org.uk

Additional resources

Reporting a gas leak 0800 111 999

My Home contents insurance 0345 450 7288 www.thistlemyhome.co.uk

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

Crimestoppers 0800 555 111 www.crimestoppers-uk.org

Police (non-emergency) 101

Homeswapper/options to move tenants@homeswapper.co.uk

Samaritans 116 123 www.samaritans.org

Citizens Advice Bureau 03444 111 444 www.citizensadvice.org.uk

Women’s Aid 0808 2000 247 www.womensaid.org.uk

More information regarding local services is available on the Hightown website.



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

Further detailed information is available in the Annual Report 
and Financial Statements on Hightown’s website.

Out of Hours emergencies: 0845 160 0077 (local rate call)  
0203 701 3525 (if calling from a mobile)

Registered under the Housing Act 1996. Regulated by the Regulator of Social Housing.  
Registered number: L2179. A registered society under the Co-operative and Community  
Benefit Societies Act 2014 with a registration number 18077R. A Charitable Housing Association.


