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Welcome to our 2015/16 Annual Report 
for Residents
The 2015 / 2016 financial year was a landmark year for Hightown: with all our new 
developments we now manage over 5,000 homes. 

If you have moved into a Hightown home this year, welcome. The purpose of this 
Annual Report is to keep you informed about how we have performed against our 
service standards.

Our Annual Report also aims to provide an update for our existing customers on what 
we have delivered. We will highlight some of our key achievements of 2015/16 and 
outline our plans for the coming year. 
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Introduction
You said, we did
We try to consider value for money in everything we do – including the printing and 
postage of this report.

So we held a focus group and used our online MyHightown service to ask people 
whether they would be happy to receive an electronic annual report this year. 

A Focus Group from Hightown’s Residents Panel looked at different digital formats 
and designs for this report and the residents decided which one would be best.

We hope you enjoy the new annual report. If you would like to request a print copy or 
have any feedback, please email communications@hightownha.org.uk or  
call 01442 292391.

Contents

76%
Residents were happy 
to access the annual  

report online.

The 2015 Summer Walkabouts stopped 
off in St Albans and Hemel Hempstead. 
Residents had the opportunity to 
meet with Hightown Board members, 
staff, and cleaning and grounds 
maintenance contractors. 

Your involvement 
It is important for us that residents' views inform our decisions – including how we 
design and publish this report. Our involved residents offer feedback on a variety of 
Hightown’s services, for example, how we deal with anti-social behaviour, how quickly 
we respond to repair requests and how our contractors conduct themselves  
in people’s homes. 

In 2015/16 we held:

4 RESIDENT PANEL MEETINGS

4  HOUSING SCRUTINY COMMITTEE
MEETINGS

5 FOCUS GROUPS

2 COMMUNITY EVENTS

2 SUMMER WALKABOUT EVENTS

1  RESIDENTS ‘THANK YOU’
LUNCH

03

550
Responses to our poll

Repairs 
completed

14,835

Residents
343

New homes built this year
10,130

Our year in numbers
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What we needed to improve

We would like to thank the residents who attended our Complaints Scrutiny Panel 
which meets each quarter to review complaints, identify any patterns and discuss 
how we can develop our services.

Through learning from complaints, we have:

•  Changed our guidance on mutual exchanges and incentive payments residents may
be entitled to.

• Reviewed our call handling procedure.
•  Changed our guidelines on the target response times for specialist repairs and

looked at how we keep in touch with residents if repairs are delayed.
• Reviewed the information given to prospective tenants.

We are always grateful when we receive compliments from our residents but
sometimes things go wrong and your complaints can help us to avoid problems
in the future.

Resolved at the early stage 64

Became formal complaints 28

Formal complaint stage 2 10

Formal complaint stage 3 2

64
28

210

Residents' Thank You lunch

Thank you for inviting me today, I found it a most interesting and 
informative meeting; I felt I was given a real insight into the thought and 
care which permeates all the actions behind the official façade. The lunch 
was delicious and so well cooked. I particularly appreciated all your kind 
and helpful care and am now looking forward to the April gathering.

Mrs B, Tring – January 2016

“
“

What we did well
This year we recorded 126 compliments, this chart shows which services they relate to:

Hightown customer service 53

Repairs 52

Moving home/Mutual exchange 6

Your home and neighbourhood 4

Other 11 53

52

11
6
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In all my dealings with you I found you to be efficient and thorough. I 
appreciate people go to work for companies like Hightown to do some 
good for people who need it - and I felt you did just that.

Mr P. from St Albans

“ “Customer contact at a glance

51,459
Calls to 

reception

17 Secs
Average time 
for reception 

to answer calls

804
Residents using 

our MyHightown 
online services 05

I felt Hightown, especially Laura, was very efficient and put 
me at ease when I was panicking about a few things. 

Ms O. from Aylesbury
“ “

Many thanks to all at Hightown for your help over the last 
fifteen years. 

Miss E. from Tring
“ “

Looking ahead
This year we are launching 2 new schemes for residents 
to help us improve our services:

• Customer Journey Surveys
• Estate Champions

If you’re interested in having your say in how we do 
things, please contact Elizabeth Balmer on 01442 292266 
or involve@hightownha.org.uk. 

More information on our new opportunities coming soon!
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We are committed to providing homes that meet the ‘Decent Homes’ standard and 
keeping them maintained in a cost effective way. This year we have saved money on 
several maintenance contracts, including window and door replacements and gas 
central heating installations. Savings in our boiler replacement programme allowed 
us to include 30 more than planned. 

We have invested over £2.25m to make sure our homes are kept in good condition 
and kept satisfaction with our responsive repair services high.

Your homes

Type Number

External decorations         168
Heating and Hot Water Replacements         112
New bathrooms fitted         94
New doors fitted         91
Internal communal areas decorated         75
New kitchens fitted         74
New flooring laid         59
New windows fitted         35
Other (incl. roof replacements and works to paths and paving)         93

Buckingham

379

6

184
88 89

88
1,109 34

56
275

3121,205

110 134

71

Leighton
Buzzard

Milton
Keynes

Aylesbury

High Wycombe
Amersham

Berkhamsted
Hemel Hempstead

St Albans

Stevenage

Hitchin

Watford
Cheshunt

Hertfordshire

Buckinghamshire

Our repairs and maintenance budgetsMajor works completed in 2015/16

Where we operate

£2,000,000

£1,666,000

£240,000

Responsive repairs
completed

Routine responsive repairs 
and works to vacant homes £1,666,000

Planned maintenance £240,000

Major works £2,000,000

Once again a very professional and friendly service supplied by 
Hightown - excellent contractors - thank you. 

Mrs D. Berkhamsted.“ “ First class job.  

Mr T. Hemel Hempstead“ “ 07

Our residents have created some 
beautiful gardens which we were 

lucky to see during our Gardening 
Competition, August 2015.

Rate your repairs – by text!
Next year we will be sending our repairs surveys by SMS 
message to try to gather as much feedback as possible.

Looking ahead

85% Repairs completed
‘right first time’

10 Days

10 Secs

Average time to complete 
a routine repair

Average time for repairs
team to answer calls

92%

2,921

Tenants satisfied
with repairs

Gas safety checks
completed (100%) 06

Compared to
• Housemark National Average 79%
• Housemark Top Performers 84% 



Despite having to reduce our rents by 1%, we plan to continue our major 
works programme.  This year we plan to redecorate over 380 external 
areas across our estates.

Neighbourhood improvements: 
You said, we did

Looking ahead

At Imperial Way we 
have improved this 
pathway and parking 
area.

Every year our Housing Scrutiny Committee reviews any suggestions for improvements  
to our estates. Using their allocated budget, they have recommended improvements to:

•  Grover Close bin stores, Hemel Hempstead;
• A pathway at Imperial Way, Croxley Green.
• Bin area at Buckwells Fields, Bengeo
• Painting in the car port area, Wisteria Court, Waltham Cross
• Additional planting at Long John, Hemel Hempstead

Your neighbourhood

2 450

Lots of residents attended our 
neighbourhood event at Newton Leys,  
in August 2015. Hightown staff, the police, 
Job Centre Plus and Environmental 
Health were on hand for advice.

We appreciate that your home is not just the property you live in.  This is why 
we have been working with our residents to create communities and keep our 
estates in good condition. Early in the year, we appointed Town and Country 
Cleaners ltd as our new cleaning contractor and they attended our Annual 
Walkabout to meet our residents. We also held community events and asked our 
involved residents to review improvements to our estates.

220
Cases of anti-social behaviour 
(ASB) reported this year.

92% Cases closed and resolved
1/3 Survey respondents were 

not satisfied with the  
final outcome

Summer
Community

Events

Over

Estate inspections 
carried out

98% Completed on time

We appointed 2 new grounds 
maintenance contractors, Glendale 

and Mark Walker, and we are 
reviewing their performance during 

their settling in period.

Opening Hightown’s 5000th 
home, Park Lane Hemel 

Hemsptead. February 2016.

Before After

Your tenancy

Mutual exchanges

64

127
Homes relet to

new tenants

65

Average time to relet a home = 14 days
(less than last year)

Average time to let a new build home = 5 days

09

It has been a really busy year for our Operations teams. We are committed to helping 
to meet the huge demand for housing; we have exceeded our targets in developing 
new homes and helped large numbers of tenants to find someone to exchange with. 
We are also letting our homes in even shorter timescales than ever before, so that 
those people who need a home do not have a longer wait than necessary.

08

291
New homes let

= 547 sales and lettings,  13% increase on last year

Shared ownership
sales



•   Go paperless:
 Residents have suggested that we could reduce the amount of
time and money we spend on printing and postage. So rather than
sending everyone paper rent statements every 3 months, we set up
MyHightown – an online portal where you can view your rent statement
whenever you like. This year, we plan to move all of our residents onto
online rent statements. But if you still wish to opt into receiving paper
rent statements, please contact the Income Recovery Team on
01442 292300.

• Coming soon – the Hightown website, new and improved!
 We have completely redesigned the Hightown website. It will have a
better search function, a new look and a dedicated ‘Residents’ area for
all the information relevant to you. Look out for this later in 2016!

• Need to move?
 We want to help residents move into the most affordable home
for them, so this year we will be offering even more support and
opportunities for people to find an exchange partner.

Looking ahead

The Household Benefit Cap

Money matters
Our Income Recovery Team have been working with our residents to help them to stay in 
their homes and stay out of debt on their rent account. They track all our rent accounts 
regularly and can offer budget planning information or recommend external agencies to 
help you. 

Despite offering this support, some households persistently fall behind and this year we 
had to evict 16 households for not paying their rent.

The Household Benefit Cap is a limit on the total amount of certain out-of-work 
benefits you can claim if you’re of working age.

In 2015/16 we were able to assist 5 families affected by the Benefit Cap.

From Autumn 2016 the cap will be £20,000 for couples or families and £13,400 for 
single adults with no children.

Households that are being affected by the changes to the Benefit Cap will be notified 
by the Government in June 2016.

For more information on the changes, please visit the ‘Residents’ area of the Hightown 
website.  If you receive a letter stating that you will be affected, please contact 
Hightown's Income Recovery Team who will be able to talk about your options.

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

Average of general needs social rents.

Managing  
your homes
12p

Repairing  
your homes
16p

Reserves* 
27p

Paying loans to  
build your home
26pImproving  

your homes
19p

Average Hightown rent Average local rent

Bedsit      £84.17       £87.35

One bed      £103.71       £104.33

Two bed      £119.69       £120.26

Three bed      £140.55       £141.31

Four bed      £155.38       £157.05

Average weekly rents

How we spend our income
Our Senior Income 

Recovery Officer, Jill has 
been working to help our 

tenants keep on top of 
their rent account.

“

“

It was just before Christmas when Jill told me my rent arrears had 
been cleared. I cried when I found out – no one has ever done 
anything like that for me before. She really does care about people 
and goes above and beyond.

[My advice to anyone else having problems paying rent] Always talk 
to people - don’t do what I did and bury your hand in the sand. I was 
too proud to admit that I was in financial trouble as it made me feel 
like a failure as a mum. Talk to people – if you explain the situation, 
you will get help and things will start to get better.

Aylesbury resident, with Hightown for over 10 years.

1110
If you are struggling with your rent, get in 
touch with our Income Recovery Team.



General enquiries

Hightown Homes 01442 292300 housingservices@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

Money Matters

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

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

Anti-social behaviour

Report nuisance neighbours 07768 28669
(Text or phone) www.hightownha.org.uk

Crimestoppers 0800 555 111 www.crimestoppers-uk.org

Police (non-emergency) 101 You can use this number to report crimes  
such as stolen or damaged property or  

suspected drug dealing

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

My Home Contents 
Insurance 0345 450 7288 www.thistlemyhome.co.uk

If you want any documents referred to in this report, see our website or contact us.

Hightown Housing Association Ltd, Hightown House, Maylands Avenue, 
Hemel Hempstead HP2 4XH
T: 01442 292300 Out of Hours emergencies: 0845 160 0077
E: housingservices@hightownha.org.uk
www.hightownha.org.uk

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.

If you are having difficulty reading this document, please use the facilities on our website.

Useful contacts




