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Introduction

It has been another busy year. We have continued 
to build new affordable homes, invested in our 
existing homes to make sure that they are fit for 
the future and, most importantly, worked to make 
our homes safe, secure spaces where you can put 
down roots and build your lives.

Working to end housing need
We currently have a pipeline of over 2,000 new 
homes and are proud that over 95% of these are 
affordable homes to rent or to buy. In the past year, 
we’ve started building over 850 new homes across 
our key communities and we intend to continue 
our ambitious development programme. We also 
helped 663 people on their home ownership 
journey, either through buying or increasing their 
share in their home. Improving and maintaining our 
existing homes has been of equal importance. We 
are entering the final stages of works at  

Pollards Hill, our largest ever regeneration  
project. We’ve invested £23 million in  
replacing roofs, revamping exteriors,  
improving internal fittings and upgrading  
communal outdoor spaces, all supported  
by community initiatives led by our  
Moat Foundation hub. 

We continue to focus on the safety of our  
homes. In the wider housing sector, there has  
been a particular emphasis on fire safety, and 
I am sure further changes will be made to the 
management of safety risks. We have worked  
with specialised consultants to identify the  
works that need to be done to our homes and  
to schedule them in. We are also working closely  
with government and safety agencies to make sure 
that what we are doing is in line with best practice.

A message from 
our Chief Executive

Elizabeth Austerberry
 Chief Executive, Moat 

“We are proud that over 95% of 
the homes we are building are 
affordable to rent or to buy.

“
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The resident’s voice
One of the best ways that we can improve our 
service offer is by incorporating the feedback that 
you give us. This year, you have given us feedback 
in so many different ways. You have answered our 
surveys, used our text message rating system after 
we provided a service, and contacted us by phone, 
email and web chat. 

You have given us great feedback about the  
on-going development of our customer portal, 
MyMoat. We’ve continued to develop its functionality 
for residents and are delighted that over 5,000 of 
you are already using it. MyMoat was co-designed 
with our Customer Advocates and it has been a 
great example of what we can achieve together. We 
are actively looking for more Customer Advocates, 
so if you would like to work in areas that interest you 
to help us shape your services, please get in touch.

Our Neighbourhood Teams are out and about in 
your communities and are always keen for your 
suggestions to ensure that we offer a better and 
more consistent service for all our residents. We’re 
grateful to everyone who has taken the time to give 
us feedback; I can assure you that we do use it to 
identify trends, see where we are doing well and 
make positive changes for you and the wider sector.

At the heart of our approach is the desire to go 
above and beyond for our residents. We actively 
encourage feedback, and we’re delighted that 
satisfaction with the quality, condition and value  
of our homes remains high.
This year, you told us what we are doing well and 
where we need to improve, and this has helped 
us to tailor our services to meet your needs. Your 
feedback and suggestions are always welcome, 
so please let us know how we can best deliver 
safe, high-quality homes and seamless service. 

For ways you can communicate with us, 
please see page 15.

This year we’ve continued to engage with you in 
meaningful ways that have improved our services. 
In particular, your feedback has:
• Shaped the development of our digital customer 

portal, MyMoat, to ensure it addresses every 
resident’s needs. 

• Influenced our customer service policies and 
improved our complaints processes. 

• Led to the growth of our community hubs and 
the services they provide.

Through suggestions, surveys and reviews, you’ve 
helped us to finetune our services. We’ll continue 
to listen, adapt and improve in order to provide 
services that work for you.
For more on the impact of your feedback, 
please see page 6.

Our core mission is to end housing need. We’ve  
been working consistently throughout the year to build 
new homes that combat the housing crisis. We’ve 
completed 500 new homes and started construction 
on a further 881. We’ve set ambitious targets for the 
year ahead and hope to make a real impact in our areas 
of operation. Most importantly, we have done this with 
safety as a top priority and we’ll continue to ensure that 
our homes meet the highest standards of quality.  

What you told us How we listened

What we built
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Our residents

Ethnicity
(where known)

Gender
(where known)

White British

 87%

BME 
(Black and Minority Ethnicity)

 13%

Female

 60%

Male

 40%

Age group
(rounded to nearest 1%)

16 to 24 years 

 3%

25 to 34 years

 19%

35 to 44 years

 23%

45 to 54 years

 24%

55 to 64 years

 16%

Over 65 years

 14%

• MyMoat

• Web chat

• Email

• Phone

• Post

• Surveys

• Texts

• Social media

• Community 
hubs

• Visit

How you communicate with us What you’ve told us

*Our market research contractor interviewed 2,401 customers between April 2018 and March 2019 by 
telephone. Not all customers provided a substantive response. We define a substantive response as a 
satisfaction rating on a scale of 0 - 10 where 0 is ‘Extremely Dissatisfied’ and 10 is ‘Extremely Satisfied’. 
We class scoring 6 or above as satisfied, those who didn’t answer or answered ‘don’t know’ were 
removed from that question but retained in the sample overall.

78%
Overall satisfaction with our  
services 2018/19*

87%
Very or fairly satisfied with the 
general condition of your home 
2018/19*

78% Very or fairly satisfied that your 
rent provides value for money 
2018/19*
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“
Uttlesford

Chelmsford

Harlow

Epping Forest

Thurrock

Dover

Canterbury

Ashford

Swale

Maidstone

Tonbridge 
and Malling

Tunbridge Wells

Sevenoaks

Dartford
Gravesham

Medway

Wealden

Brighton 
and Hove

Mid Sussex

Horsham

Bromley
CroydonSutton

Lewisham Castle 
Point

Greenwich

Basildon

Bexley

Crawley

Merton

Maldon

Rochford

Thanet

Shepway

Southend-on-Sea

Rented

  10,231

Shared ownership

5,320

Retirement

 1,563

Supported

153

Total homes
(as at September 2019)

Where you live
(map key)

Your homes

Our offices

Community hubs
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For residents, by residents

Regular resident involvement helps us to 
shape your services.

You helped us shape the wider  
housing landscape through your  
responses to the Government’s Social Housing 
Green Paper. 1,632 of you gave views on your 
homes and our services, and we used this 
information to respond to the Government on 
your behalf. 

1,632
resident 

responses

Shaping the future  
of social housing

We have an in-house Customer 
Insight Team which gathers and 
analyses data from the contact we 
have with you. We use their findings 
to improve our services and become 
easier to do business with.

Did you 

know? 

Real Time Customer Feedback

Working closely with our Customer Advocates makes 
sure we see things from a resident's point of view. This 
year, our advocates have worked with us to make 
practical improvements to:

• Our lettings policy

• Policies on transferring residents from one home  
to another

• Policies on adapting our homes for mobility needs 

• Anti-social behaviour and domestic abuse policies 

• The features and content of our new website  
and customer portal 

• Complaints procedures

• Our standards for the homes we let.

Our Customer Advocates also help us with mystery 
shopping, inspections, focus groups, readers’ groups 
and group meetings, either online or in person. We 
provide support and training and give feedback after 
every task. We offer our residents the flexibility to 
take part in areas of interest, and they can give as 
much or as little time as they like. 

We actively ask for feedback when you use our 
services. For example, you might have called our 
customer service centre, had a repair to your home 
or received cleaning or gardening services. We then 
send a text message within 24 hours asking for a 
satisfaction rating along with two simple questions - 
how satisfied you are and why you’ve given that score. 
This information has a huge impact on our services. 
It highlights where we’re working effectively and 
where we are not, and our Customer Services Team 
follows up on low scores within 48 hours to resolve 
dissatisfaction. 

We also carry out telephone surveys every month 
with a selection of our residents. They give us 
a clearer picture of satisfaction levels and how 
effectively we handle enquiries. 

This year, we received 5,272 text message responses 
and conducted 2,400 telephone surveys. All of 
this feedback is reported to our Board (through 
our Customer and Communities Committee) and 
department heads so we can act on all responses, 
good or bad.

Customer Advocates

Want to be 
a Customer 
Advocate?

moat.co.uk/im-a-customer/ 
get-involved/customer-advocates 146,072

phone calls
33,174

emails
3,891 

web chats

How you contacted us
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When you’re dissatisfied

decrease

The average lifetime of 
a Stage 2 complaint did 
not exceed 17 days.

• Contractor responsive 
repairs

• Moat departments

• Moat staff member

• Communication

The robust complaints process that we 
already had in place was the result of 
extensive feedback from you. This year, 
our Customer Advocates have helped  
us simplify our complaints process 
further and we’ve provided you with  
an additional way to raise complaints.

You can now raise a complaint online using our 
customer portal MyMoat, as well as contacting us via 
web chat, emailing our dedicated complaints inbox 
complaints@moat.co.uk, calling our Customer Service 
Team, writing in or visiting one of our offices. 

When we receive complaints, we learn from them and 
take steps to ensure we are improving. This year: 

• We worked alongside our Customer Advocates 
to make sure that our complaints policy is 
straightforward, understandable and accessible 

• Our Customer Insight Team gathered feedback from 
residents who had previously raised complaints. 
They also worked with them on a research project 
that looked into our complaints process 

• You can now raise a complaint on our customer 
portal, MyMoat. Making the process simpler has 
helped us to respond to your complaints more 
quickly and efficiently 

• We reviewed the compensation policies of several 
housing associations to ensure ours was fair and 
offered suitable compensation when appropriate.

• We have been able to capture and respond to 
complaints more efficiently by simplifying the process. 
This, along with the addition of a complaints section 
on MyMoat, has led to a 13% increase in complaints 
received in the last year. We received 538 complaints 
in 2018/19 in comparison to 474 in 2017/18. Although 
this number has increased, the number of days taken 
to resolve complaints has halved.

Improving the process

2018/2019

 13

2017/2018

 27.5

Average life of  
complaint (in days)

50%

decrease

Stage 2 complaints

7.5%
Nature of complaints 
2018/2019

mailto:complaints@moat.co.uk
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Creating new opportunities

Our community hubs play a vital role in 
building and strengthening communities 
in a lasting way. This year, we opened our 
newest community hub in Maldon, Essex, 
bringing our number of hubs to five. 

We work with partners to provide you with a range of 
community services and support. Our hubs regularly 
host employment training, job clubs, digital skills 
workshops, breakfast and youth clubs, school holiday 
projects and events, financial wellbeing advice and 
a range of activities designed for older people. Our 
hubs in Sittingbourne, Gravesend, Maldon, Stanhope 
and Gillingham are in the heart of our communities  
so you can easily access their services.

Volunteer at your local hub
Our volunteers are an invaluable part of our 
community hubs. Their dedication to supporting 
members of the local community makes a real and 
lasting difference. We’re always looking for new Hub 
Volunteers and Community Volunteers to join us in 
running activities. We’ll make sure that you have the 
right training and support in place before you start. 
If this sounds like something you’d enjoy, email your 
details to moat.foundation@moat.co.uk and we’ll 
give you a call.

3,672
648
residents received 
job advice and  
training

50
residents helped 
back into work

2,259
youth activities offered 
to over 1,000 young 
people

people

2
young adults  
helped in securing  
apprenticeships

116
over-65s received 
training in digital skills

225
seniors received 
advice on exercise, 
fall prevention, and 
dementia awareness 
along with access 
to social networks 
to combat social 
isolation 

21
local community  
volunteers recruited 
and trained

We did this in the following ways:

Across all five of our hubs, we    
   created new opportunities for:

mailto:moat.foundation@moat.co.uk
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moat.co.uk/im-a-customer/get-involved 
/moat-foundation

““Excellent. I was shown just what I wanted to know. 
Pleased to know they are there when needed.

- Digital Buddies participant

“

“Thank you for giving me the opportunity 
to volunteer at the Maldon hub. Seeing the 
variety of people that we help is great and 
the difference is so heart-warming. The 
atmosphere is so welcoming and friendly, and 
all the volunteers are so kind. Since I have 
been volunteering at the hub, I have gained so 
much myself as well giving my spare time to 
give back to the community. The hub is such a 
valuable resource for the whole community.

- Maldon Hub Volunteer

“My daughter loves the hub; it has really helped 
her confidence grow.

- Parent of young hub user

“

“The hub has helped me to manage my behaviour 
better; I now know different ways to keep calm.

- Young hub user

“

http://www.moat.co.uk/im-a-customer /get-involved/moat-foundation
http://www.moat.co.uk/im-a-customer /get-involved/moat-foundation
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MyMoat

Resident feedback

“I work in housing and the portal that our 
customers use is so outdated, it’s tricky. 
So when you see that compared to Moat, 
it’s like wow. As a customer I was really 
impressed with how it works.”

“You don’t have to call up and say  
‘what’s happening to my repair?’ I was  
able to just log in and have a look.”

“It is easy to use; it just covers any  
problem you have, like everything.”

“The ability to track repairs, your 
payment balance, your payment history 
and whether you are in credit or debit. It’s 
a good platform to check things…It does  
all that I need it to.”

“It was quick, because I have a little one, 
I had enough time to do it while he was 
asleep or while he was occupied with a 
toy, so it was pretty straightforward so 
that I knew I didn’t have to rush around 
and try and get everything together.”

In May 2018, we launched our new 
customer portal, MyMoat. It provides 
you with a user-friendly online platform 
where you can manage your account 
around the clock. 

This self-service tool allows you to pay rent, check 
your balance, manage your personal details, request 
repairs, schedule appointments, give feedback, view 
service charges and a host of other useful features. 

Responding to your needs

MyMoat continues to develop as we receive your 
feedback and use it to make improvements. At 
its launch, MyMoat offered 24 functions and this 
has increased to 36 over the last year, thanks to 
suggestions from our residents and Moat employees. 
These include:

• New customer application forms

• Logging cleaning and gardening queries

• Detailed explanations of service charges

• Giving compliments or feedback

• Raising complaints

• Reporting tenancy fraud

• Displaying the details of the managing agent

• Viewing gas service due dates (if due within two 
months)

But we’re not stopping there. We want you to have 
everything you need at your fingertips, supported by 
seamless service. Your continued feedback will play an 
important role in creating a portal that suits your needs. 

MyMoat has revolutionised the way our residents 
interact with us. If you’d like a simple, convenient 
way to manage your account, why not sign up? 

moat.co.uk/mymoat

5,006
So far

residents have a
    MyMoat account

you raised 2,553 repair, cleaning, gardening  
and fly-tipping requests through the portal.

And in the last year

http://www.moat.co.uk/mymoat
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Keeping residents safe

Keeping residents safe is at the heart of 
all the decisions we make and with ever 
evolving requirements we continue to 
focus our efforts on health and safety.

This year we have introduced extra resources, 
in terms of both people and funding, to help us 
continue to keep residents safe. We know that the 
Government is rightly focused on the safety of our 
existing and new homes. We are busy preparing to 
meet the new measures we expect to see in place as 
a result of the Government’s consultation on building 
regulations, called Building a Safer Future. 

We have an extensive planned programme of 
checks and maintenance for communal lifts, fire 
alarms, emergency lighting, automatic smoke vents 
and communal door entry systems and we use 
specialist contractors to deliver these important 
services. We also ensure 100% of our homes have a 
valid gas safety certificate.

Our homes that have a valid gas safety  
certificate:

100%
We all have a part to play in keeping 
people safe and if anyone spots any 
issues, we want to get them resolved 
as soon as possible. You can let us 
know via MyMoat, calling 0300 323 0011 
or emailing our dedicated health and 
safety email address: 

healthandsafetyadvice@moat.co.uk 

This year we’ve taken a much tougher approach 
when we’ve carried out our regular inspections to 
internal and external communal areas. This is to 
ensure that all communal areas are kept clean and 
safe, reducing the level of risk in the unlikely event  
of a serious incident. 

mailto:healthandsafetyadvice@moat.co.uk
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Looking after your homes

306 Kitchens

This year we have replaced

Bathrooms

Boilers

Doors
15 days
Void property turn around (target of 20 days)
2018/19

Maintaining and upgrading our existing  
homes: 2018/19

£21.6m

Number of repairs you have raised: 2018/19

26,800
Repairs right first 
time: 2018/19

95%
Your satisfaction 
with repairs: 2018/19

99%
Pollards Hill Regeneration spend:
2018/19

£9m*

61097

438

*works will complete in 2020 with a total spend circa £23 million.

Day-to-day repairs budget: 2018/19

£3.5m

99.6%
Appointments kept: 2018/19

Windows1,391

Getting it right

“I would like to say a big thank you 
for doing a fantastic job painting and 
decorating the communal areas. I would 
like to recommend these contractors 
to do all the trade jobs. 100% customer 
service, friendly, cheery, show wonderful 
respect, extremely punctual, communicate 
well, and they take lots of pride in their 
work to make things look nice.”

By taking your views on board, we try to  
choose the best contractors to maintain 
your homes. Our decorating contractor 
received an average customer satisfaction 
rating of 97% this year, along with dozens  
of glowing reviews:
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Pollards Hill, Mitcham
This year saw the majority of our regeneration 
works at Pollards Hill being carried out. Over a 
three year period we will have spent over £23m 
on the regeneration. The regeneration has a 
big focus on helping the community improve 
their lives and their neighbourhood. An example 
is a business start-up studio, funded by Moat 
and United Living, which provides affordable 
workspace, mentoring and advice to allow the 
young entrepreneurs to network and provide 
support for each other.
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Providing affordable homes

500
New homes we 
completed 2018/19

881
Homes started on site 
2018/19

275
Shared ownership  
sales: New homes

233
Shared ownership  
sales: Resales

155
Shared ownership  
sales: Staircasings



Contact us

MyMoat

moat.co.uk/mymoat

The quickest way to 
contact us is via MyMoat. 
Use the link below to log in 
or register for an account:

Web chat 

moat.co.uk/mymoat 
/chat

Between 8am and 6pm, 
Monday to Friday you can 
speak to us online. Just 
use the link below:

Email

customer@moat.co.uk

You can email us your 
general enquiries or your 
feedback via:

Phone

0300 323 0011

You can also call or text us 
using the numbers below:

07786 202 505

Post

Mariner House,  
Galleon Boulevard, 
Crossways, Dartford, 
Kent DA2 6QE

You can post a letter to

Visit us

moat.co.uk/contact-us

You can visit us at your 
local office. You can find all 
of the addresses online at:

Moat is a charitable housing association. Ref 043 October 2019

http://www.moat.co.uk/mymoat
http://www.moat.co.uk/mymoat /chat
http://www.moat.co.uk/mymoat /chat
mailto:customer@moat.co.uk
http://www.moat.co.uk/contact-us

