
Every customer’s experience 
with Moat is unique, so every 
opinion matters! 

Take Bobby for example...

This is Bobby. He’s 32, single and 
works from home. Bobby’s been a 
Moat customer for two years and 
rents a newly built one-bedroom 

flat in London. His apartment doesn’t  
have any garden space, so he’s not 
fussed about our estate maintenance 
services, but he does wish that the repair 
to his bedroom door had been completed 
a little faster by Moat.
If your lifestyle and home are different 
from Bobby’s, we’re guessing your 
priorities are too. That’s why your voice 
counts, and we’d love to hear from you.
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If you’ve already 
completed the survey – 
thank you and best of luck 
in the prize draw!

We promise to listen and act on your 
feedback. We’ll publish a summary 
of the survey responses so you 

can see what other customers are 
saying, and we’ll explain what we 
have done, or will do, as a result of 
the views you share. 

Later this year, we’ll also share  
our work plan for the next three  
to five years so that you can  
hold us to account. 

You recently received a survey from us asking for your feedback on a range 
of topics including your biggest concerns, what’s important to you, and what 
support you need from us. We’re putting you in the driver’s seat because what 
you tell us will shape what we do and how we do it over the next few years. 

Win one  
of ten  

£100 Amazon 
vouchers  
in our prize  

draw*!

If you’ve not 
yet completed 

the survey, don’t 
worry! You have 

one week left to tell 
us what you think!

Check your email for the unique 
link we will have sent you. Open 

the email up, click your survey link 
and away you go. It will take just  

ten minutes to complete and you  
have until midday on 25 July 2022  

to complete it.

Don’t hold back - please share  
your honest thoughts, both positive  

and negative. 

If you need any help completing the  
survey, please email our Research Team  

at researchteam@moat.co.uk. 

We want to hear from as many customers 
as possible, and that means you!

Customer survey

As a thank you for participating, all customers who 
complete their survey by midday on 25 July 2022 can opt 
into a prize draw for the chance to win one of ten £100 
Amazon vouchers. *Terms and conditions apply and are 
available on moat.co.uk
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When our customers worked with us to 
select MSPS as our new repairs provider, 
they were particularly impressed with 
the added value that MSPS offered. 
We’re working to introduce this part of 
the service which includes a fantastic 
programme of community initiatives, 
such as energy workshops, employment 
support and digital training.

We have some repairs remaining from 
our previous contractor, Mears. This 
backlog is mostly due to the unusually 
high number of repairs reported 
in February 2022, following three 
consecutive storms. Fencing repairs 
are particularly high, made worse by 
a nationwide materials shortage. We 
are working through these repairs as 
quickly as possible and MSPS has hired 
new operatives and sub-contractors to 
meet this need. If you’re waiting for a 
repair, we’re sorry for any inconvenience 

caused and thank you for your patience. 
We will continue to stay in regular contact 
with you to provide repair updates.

A new feedback tool 
MSPS has introduced a new customer 
feedback tool called Rant and Rave. 
They’ll use it to gather your views on 
our service and how we can improve to 
meet your needs.

After we carry out a repair in your 
home, you’ll receive a text message or 
email survey which asks one question: 
“How did we do? Please rate your 
experience from 1 to 5, with 1 being 
very poor and 5 being excellent.” You 
can also provide comments on the 
service, and opt out if you’d prefer not 
to take part.

Text messages will not contain any links 
or request personal information from you 
and emails will come from MSPS.

Since the tool first launched, you’ve 
given your repairs a rating of 4.3 out 
of 5. ‘Polite’, ‘professional’, ‘helpful’ 
and ‘resolved’ were the most common 
words you used.

Join our regular customer meetings
We’ve held the first of our regular 
repairs performance meetings, bringing 
customers, Moat staff and MSPS 
representatives together. The customers 
who attended asked questions on 
the kinds of repairs being raised, 
whether targets were being met and 
their preferences for giving feedback 
going forward. They also watched a 
demonstration of MSPS’s Rant and 
Rave tool. 

If you would like to join our next 
repairs feedback meeting, please email 
feedback@moat.co.uk to let us know.
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Support for rising living costs

Visit our website at www.moat.
co.uk/im-a-customer/cost-of-
living for the full details. 

How we can help
If you are struggling to pay your 
rent or service charges, our 
experienced team is here to help. 

Please email us at customer@
moat.co.uk or call 0300 323 0011, 
and we can support you or point 
you in the right direction for advice.

Since January 2022, our Customer 
Advocates have completed 8 
feedback projects, including...

Many households are feeling the  
effects of increasing energy, food and 
fuel costs. Do you know of the rebates, 
funding and grants available to those 
who are eligible and in need of support?
• A council tax rebate of £150 for 

households in council tax bands A 
to D

• A £400 energy rebate from energy 
suppliers

• A £650 low-income Government 

payment to those who receive 
means-tested benefits

• Government payments for eligible 
pensioners and customers who 
receive disability benefits

• A Household Support Fund run by 
your Local Authority

• Broadband deals for low-income 
households

• Water rate reductions, and more.

An update on your repairs service  
We’ve been working hard to roll out key parts of our new repairs and maintenance contract with 
Morgan Sindall Property Services (MSPS).

Join this pool of                 
customers and  
make a  difference on behalf of all 
Moat customers.
Email feedback@moat.co.uk for 
more information or to sign up.

Our Customer 
Advocates

Complaints 
policy

New repairs and 
maintenance 

service

Mutual 
exchange 

leaflet

Financial 
wellbeing 
support

Recharge 
policy

Asset 
management 

strategy

And took part in our  
annual Staff Conference!

140



In July 2021, we held a focus group 
with 18 of our shared owners, tenants 
and retirement living customers. We 
wanted to understand our customers’ 
expectations and your views on how 
we keep communal areas clean and 
tidy. The main areas of dissatisfaction 
you raised were low quality of work, 
irregular attendance, and difficulties 
communicating with Moat. 

Based on this feedback, we’ve made 
the following changes to the service:

More estate inspections: Our 
Neighbourhoods Service Managers  
aim to inspect your communal areas 
monthly instead of every two months. 

More frequent visits mean they 
can quickly identify areas where our 
contractors are underperforming, discuss 
this directly with them and request their 
re-attendance to put things right. 

Responding to dissatisfaction: We 
try to contact every customer who has 
reported concerns directly to Moat or 
via one of our text message surveys 
to make sure we understand your 
feedback and can resolve the issue  
with our contractors.

Better management: Our cleaning 
contractor, Cleanscapes, has brought 
on more supervisors for inspections and 

training to avoid issues from happening 
again. Our grounds maintenance 
contractor, idverde, has restructured 
their operations to reduce travel times 
for their operatives and give them more 
time to complete their duties.

New recruitment initiatives: Both 
Cleanscapes and idverde have reported 
staff shortages due to Brexit and the 
Covid-19 pandemic. To tackle this, 
our contractors are working together 
on recruitment and training initiatives. 
This includes free training and work 
experience opportunities for customers; 
please email moat.foundation@moat.
co.uk for more information or to sign up.

We’ll continue to monitor customer feedback and make improvements where they’re needed. Please email  
us at customer@moat.co.uk with any questions or concerns about your estate services and we will  

work to resolve them.
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An easier path to reporting ASB
We’ve changed our approach to tackling anti-social behaviour (ASB) so it’s easier for you to make  
a report and work with us to resolve it.  
Although anti-social behaviour 
only affects a small proportion of 
our customers, it can have a big 
impact on their day-to-day lives. We 
recently reviewed your feedback on 
our approach to make sure you feel 
supported and informed throughout 
the ASB journey.

What you told us
We looked at the feedback we’ve 
received from you which told us you 
faced difficulties when reporting ASB. 
When you did make a report, you 
didn’t fully understand what actions we 
would take to resolve the issue. 

The improvements you’ll see
• We now carry out a risk assessment 

early in our investigation which helps 
us decide on the best course of 
action. As part of this assessment, 

we agree with you how often we will 
keep you updated and informed.  

• We have removed the need for 
you to provide a crime reference 
number, in order to prevent delays. 
This also makes it possible to report 
ASB which doesn’t relate to a crime.

• We have developed a customer 
leaflet which explains the steps we 
take to respond to and manage 
reports of ASB, and this includes  
a clearer definition of what ASB is.

• You told us you found our diary sheets 
difficult to fill out, so we are testing 
new, more convenient alternatives. 
We’re currently trialling an ASB app  
to report and log incidents. 

• We have trained our 
Neighbourhood and Customer 
Service teams on our new 
approach and we’ll also be 

carrying out specialist training on 
hate-related incidents. 

• We are recruiting more staff to join 
our dedicated ASB team so we  
can respond to your reports 
promptly and thoroughly. 

• If you’ve reported ASB, we ask for 
your views on our service in our 
monthly satisfaction surveys.  
Your feedback helps us to 
continually improve our service and 
make sure our approach is working 
as it should.

Improvements to estate services
We’ve made some changes to our grounds maintenance (gardening) and communal cleaning 
services, following a decline in satisfaction ratings.

If you are experiencing ASB,  
you can report it in a number  
of ways. You can email us at 
asb@moat.co.uk, log a report 
on MyMoat or call us on  
0300 323 0011.
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What’s on in 
your community?

Have a hub near you?
Why not drop into one of our Community Hubs near 
you to find out what support and events are available:
• Gravesham: 7 Warrior Avenue, Gravesend DA12 5NA
• Gillingham: 11 The Vineries, Gillingham ME7 2AD
• Sittingbourne: 33 Cavell Way, Sittingbourne ME10 1BL
• Ashford: The Stanhope Centre, 67 Otterden Close, 

Ashford TN23 5TH

Our community arm, Moat Foundation, runs a wide range of community activities. We work alongside 
partners, including Morgan Sindall Property Services, from our five community hubs.  

You’ll also find us at community events, our retirement schemes and online.

Cost-of-Living Roadshow 
When:  20 July (Beren’s Court, Merbury Close  
 and Denham Close), 21 July (Pollards  
 Hill), 22 July (Holywell Court and Ockley  
 Court), 26 July (Steeple and Gravesham  
 Hub), 29 July (Bishops Close and   
 Sittingbourne Hub), 4 August (Pollards  
 Hill), 9 August (Gillingham Hub), 17 August  
 (Knightswood), 1 September (Pollards  
 Hill), 8 September (Pollards Hill), 3 October  
 (Maldon).

The rising cost of living has brought food, fuel 
and financial challenges for many households.  
Come along to your nearest cost-of-living 
session for free advice and support from Moat 
Foundation and our partner organisations.

Employability sessions
When:  Tuesday 9 and Friday 26 August, 10am– 
  2.30pm
Where: Pollards Hill

Do you need tips on how to prepare for an 
interview or where to start job searching? 
These sessions will support you with 
tailoring your CV, filling out job applications 
and preparing for an interview. For more 
information or to sign up, please contact Luke 
Culling at moatcsr@morgansindall.com or 
07971 941854.

Children’s summer activities
Free summer sessions for children aged 8 – 16, 
offering sports, crafts, games and snacks over 
the summer holidays.

Gravesend Community Hub: 10am - 1pm every 
Monday, 25 July - 26 August 

Sittingbourne Community Hub: 10am - 1pm 
every Wednesday, 25 July - 26 August 

Gillingham Community Hub: 10am - 1pm every 
Thursday, 25 July - 26 August 

For more information or to register, please email 
Louisemitchell@strengtheningminds.co.uk. 

Stanhope Community Hub: For dates and 
times, please email Beverleymongo@
strengtheningminds.co.uk or call 07897 473795. 

Energy cafes
When:   First Thursday of each month, 10am-12pm
Where:  Online via Teams or face-to-face in your 
   local community hub

Join our energy cafe for advice on making your 
home more energy-efficient, keeping your home 
warm and mould-free, and where to access 
energy grants, benefits and support.

For more information or to sign up please contact 
Luke Culling at moatcsr@morgansindall.com or 
07971 941854.

Contact us:         moat.co.uk/mymoat            customer@moat.co.uk            0300 323 0011       Visit:         moat.co.uk          


