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Welcome

A message from
our Chief Executive

“

We continue to do our
best to provide you with
the homes and services
you need in a responsible
and Covid-safe way.
Elizabeth Austerberry
Chief Executive, Moat

Firstly and most importantly, I hope
that you and your families and
friends are keeping well in these
difficult times. This report looks
back over the year ending on 31
March 2020, so it largely covers
the period pre-lockdown. However,
I wanted to take this opportunity
to assure you that we continue to
do our best to provide you with the
homes and services you need in a
responsible and Covid-safe way.
I would also like to thank everyone
who has taken the time to provide
us with feedback during the year.
We’ve highlighted in the report
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ways that your input has resulted
in changes to our services, how
you can become more involved
and how we are strengthening our
approach to engaging with you.
As a not-for-profit housing
association, any surplus that
we make is ploughed back into
new affordable homes, looking
after your homes and providing
services. Our report sets out some
of the work that has taken place to
your homes, ranging from planned
repairs to regeneration, improving
energy efficiency and fitting new
kitchens and bathrooms.

Fire safety remains a top priority
for us and we continue to work
closely with our advisers to make
our buildings as safe as possible.
Some of you may live in buildings
that we don’t own and manage,
and in these cases, we are putting
pressure on the building owners
and managing agents to ensure
the right solutions are put in place.
We are also very conscious of the
shortage of affordable homes in
the southeast and we continue
to build as many new affordable
homes as we can for those unable
to access housing on the open
market. Over 90% of the new
homes we provide are affordable
homes to rent or to buy through
shared ownership.
We always welcome your
feedback, so please let us know
what you’d like to see in our
future reports. You can email
feedback@moat.co.uk with
suggestions along with comments
on our services and your homes;
each one is considered and valued.
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What you tell us
Regular customer feedback
helps us understand your
needs and shape our
services around them.
You told us whether
you were satisfied with
our services through:

5,983

text message surveys

2,351

telephone surveys

Customer Advocates

You said, we did

Our Customer Advocates provide a
vital link between our business and
customers, ensuring we put your
needs at the heart of what we do.
They help us improve our services
and policies through surveys, mystery
shopping, inspections, focus groups
and readers’ groups.

Our customers and Customer
Advocates gave feedback on our
services and helped us improve them
in the following ways:

We currently have 68 Customer
Advocates, made up of both shared
owners and tenants. They took part
in 13 projects this year, providing
valuable feedback on where we
could do better.

Real-time customer
feedback
We ask you for feedback when we
complete your repair, cleaning or
gardening service or take your call in
our Customer Service Centre. We 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.
We also carry out telephone surveys
every month with some of our
residents. They give us a clearer
picture of satisfaction levels and how
effectively we handle enquiries.
This year, your feedback showed
83% of you were satisfied with the
general condition of your property,
76% were satisfied your rent provides
value, and 72% were satisfied with
our services overall.*

We often review our
systems to make sure they
still work as they should.
Last year, we consulted you
about the effectiveness of
Moat Promise and whether
you wanted to continue this
tiered service level system.
The responses we received
from surveys, phone calls
and focus groups played a
large role in our decision to
discontinue the programme.
Based on feedback from
our Customer Advocates,
we improved our Disabled
Adaptations Policy.
We gave customers a
dedicated point of contact
and better information on
the adaptations we’re able
to make.
Working with our Customer
Advocates, we simplified our
Section 20 letters to make
the legal language easier
to understand.
We reviewed our Hoarding
Policy and took your
feedback on board to
make the information
more comprehensive.

*Our independent market research contractor interviewed 2,351 customers between April 2019 and March 2020 by telephone. Not all customers provided a substantive
response to each question. 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 scores of 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.
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Stephanie, one of our
Customer Advocates
I decided to become a
Customer Advocate because
I am really interested in how
decisions are made within
our housing association
and wanted to play a part
in making changes where
they’re needed.

“

Why sign up to be a Customer Advocate?
I think it is important
for tenants to have a
say. I have lived here
a number of years
and felt I could do
something useful.

“
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Become one of our Customer
Advocates, and you can get
involved in ways that suit you.
You can choose which projects
to participate in, covering a
range of different topics and
held in a variety of ways. We’ll
work flexibly around the time

you have available and give
you the support and training
you need. If you’d like to help
influence and improve our
services, why not sign
up? Email us to register or
for more information:
feedback@moat.co.uk
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Working with you
We continue to move
forward with our Customer
Engagement Strategy
which puts your voice
at the centre of
everything we do.
Our strategy gives you more ways
to get involved and makes sure that
these options are flexible, inclusive
and accessible.
We will get feedback from you
through:
Real Time Customer Feedback
Focus groups
Customer Advocates
Satisfaction surveys
Complaints/feedback
Estate inspections

The cornerstones of our strategy
We will provide every customer with
a range of flexible opportunities to
influence our services by:
• Using a combination of touchpoint
and active participation
• Utilising a digital approach to
enable swift feedback
• Providing opportunities for those
who are not digitally enabled.

We will demonstrate how customer
engagement has shaped our
services by:
• Ensuring that our insight shapes
our policies, procedures and
process maps
• Communicating the outcomes of
of
changes
changes
wewe
have
have
made
made
in response
in
response
to feedback
to feedback
• Communicating actionable insight
across Moat.

Our Customer Insight Team
Our in-house Customer Insight Team carries out customer
surveys, focus groups and in-depth research projects. They
help the wider business understand your responses, so your
needs and views are at the heart of all decisions we make.
Your feedback helps us to understand what we’re doing well and where we
can improve. If you’d like to comment on our services, please get in touch:
feedback@moat.co.uk
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We will enhance our existing
engagement tools by:
• Expanding our Customer Advocates
programme
• Reviewing existing channels and
seeking out new technologies
• Building upon research tools to
better capture our customers’
experience.

We will ensure there is
accountability to our
customers by:
• Telling customers’ journeys for
a deeper understanding of the
customer’s perspective and
experience
• Communicating more widely and
to Board what our customers say
about us
• Embedding this at all levels so the
voice of our customers is heard
throughout the organisation.
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Putting things right
Try as we might, we don’t
always get things right,
so we work with you to
resolve problems quickly
and fairly.

Through a structured complaints
process, we work to put problems
right in a way that allows us to learn
and do better in the future.
We're usually able to resolve issues
quickly at an early stage by raising
them with our Customer Service
Centre or the relevant department.
Where formal complaints are made, we
follow a two-stage process and carry
out a detailed investigation. Your Lead
Officer will do everything they can to
resolve complaints at Stage One, and
we escalate them to further review at
Stage Two where this is not possible.
Of the 677 complaints we received
this year, 209 were upheld, 265 were
partially upheld and 157 were not
upheld.
Although 40% of the complaints we
received were about our responsive
repairs partner and gas contractor,
this represented less than 1% of the
repairs and services they attended
during the year. We'll be working with
our contractors to improve areas
where you were dissatisfied, such as
missed appointments.

Improving the process
• This year, we’ve taken a more
proactive approach by registering
issues as complaints if you are
unhappy with our service. This
means the number of complaints
received has increased, but that
we’re faster at identifying cases
where you’re dissatisfied and
working to resolve any problems at
an early stage. As a result, we’ve
seen a 10% decrease in Stage One
complaints since last year.
• We continue to make sure we
capture lessons learned and make
improvements to our services. By
reviewing closed complaints, we’ve
pinpointed areas for:
further staff training
greater customer communication
stronger procedures.

• We introduced monthly complaints
audits where we review a randomly
selected sample of closed
complaints from the previous
month. We look to our complaints
to tell us where we need to improve
so we can learn and do better.

Resolved but not forgotten
Although your complaints journey may have ended for you, that’s not the case for us.
Our internal Complaints Oversight Group reviews closed complaints and makes sure
feedback and improvements are reported internally. The group is made up of representatives
from all departments, so we can make changes wherever they’re needed.
AnnualReport
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Keeping you safe
Fire safety continues to
be an area of top priority
as we work to keep you
and your homes safe.
We all have a part to play in
keeping people safe and if you
spot any issues, we want to
get them resolved as soon as
possible. Let us know via:
moat.co.uk/mymoat
0300 323 0011
Or by emailing our dedicated
health and safety email
address:
healthandsafetyadvice@
moat.co.uk

We carry out regular Fire Risk
Assessments (FRAs) and estate
inspections where we look for and
address any fire safety risks in your
communal areas and estates. Our
specialist contractors deliver an
extensive programme of servicing
and maintenance for fire alarms,
emergency lighting and automatic
smoke vents.

Staying vigilant

This year, we appointed a dedicated
Fire Safety Manager and two
additional specialist fire contractors to
make sure our fire safety programme
is well managed and robust. We also
gave our team better tools to identify
and respond to actions needed
by introducing a digital fire safety
management system.

• 9,528 gas servicing visits

We have a long-term fire safety
strategy in place and keep up-to-date
with best practice and current fire
safety regulations. Regular external
audits help us analyse our systems
and highlight any areas where we
need to improve.

Our FLAGEL team (fire, lifts,
asbestos, gas, electricity and
legionella) keeps you safe through
regular monitoring, inspections,
services and repairs within these
six key safety areas.
This year, as part of our wider
range of services, we carried out:
• 1,013 asbestos surveys
• Passenger lift servicing for
865 homes
• Lift safety inspections for 316
homes
• Legionella monitoring and testing
for 564 homes
• 570 active Fire Risk Assessments
• Electrical safety inspections
for 2,070 homes

Our gas safety record
99.96% of our homes had a valid gas safety certificate this year. For the three
homes where Covid-19 prevented access, we kept regular contact and carried
out checks as soon as we could do so safely.
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Helping our communities thrive
Our Moat Foundation
community hubs play
a vital role in building
and strengthening
communities in a
lasting way.

Through our hubs, we work to
empower our communities and help
them to thrive:
• We give people the tools to step
into the workforce and build lasting
careers through advice and training.
• We work with young people to build
resilience, positive behaviour and
character.
• We help our communities to thrive
in later life through activities and
connections that boost wellbeing
and social inclusion.
You’ll find our hubs in Sittingbourne,
Gravesend, Maldon, Stanhope,
Pollards Hill and Gillingham, and
they’re open to our customers and
our local communities. Our hubs host
employment training, parent-baby
clubs, job workshops, digital skills
training, breakfast and youth clubs,
school holiday activities, financial
wellbeing workshops and more.

“

We work with our hub partners,
local organisations and charities to
provide a wide range of activities. It
means we’re able to take a grassroots
approach to provide the services that
really matter to you.

I am feeling really great about the future
now. Felt so doubtful, out of touch and old
before the course. Now I feel ready. I can just
about promise to be a success on the back of
the course and your teaching. My family and me
will all be better for it. I had my interview and I got
the job on the spot! I am so thrilled and extremely happy. They
have great benefits and seem to really look after their staff, I
have no doubt I’ll be staying there for a long time.
Trainee after successful completion of Construction Skills Certification Scheme
course run by Moat Foundation and The Education and Skills Partnership (ESP).
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2,518

people
benefitted from the
projects and services
supported by Moat
Foundation

972

young people
offered access to term
time, half-term and other
targeted programmes

45

people
supported in finding a job
and a further 15 in
job retention

108

people
of working age supported
with their digital skills
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Mo is a full-time retired carer for Bob who
lives with three types of dementia. Mo
herself has had cancer, a stroke and
has severe arthritis and has found that
“I struggle to look after myself, so looking
after Bob can be difficult at times”.
Mo and Bob were becoming more isolated
as going out was becoming more difficult
and friends had stopped popping in. They
spotted Friendly Faces of Kent on social
media and first joined one of our Walk
and Talk group outings. With transport
from their door, a stroll and lunch, Mo
and Bob were able to meet new people
and enjoy a different environment. Since
then, they have joined outings and events,
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Mo and Bob, regular users
of our Sittingbourne
Community Hub

participated in the book and brunch club
and joined our support group at the Moat
Community Hub in Sittingbourne.
Mo said: “I have that interaction with
others over a lovely cuppa and Bob gets
to chat with other members, giving me a
break from the repetitiveness of someone
suffering from dementia. Don’t get me
wrong I love him - we have been married
for 65 years so I must do - but I do need
this break.” Bob agreed wholeheartedly,
adding: ‘It’s great here! This gives Mo the
break she needs and gets us both out.
Otherwise, we just sit indoors - it can get
very lonely being old. What you’re doing
right here is wonderful.”

Our Annual Report
Helping our communities thrive

We supported you
through a range of
activities run from our
community hubs:

Help when you needed it most
The Covid-19 pandemic resulted in great need but also fantastic partnerships.
At the end of the year, we started working with local organisations to support
our communities in as many ways as we could:
£

434

older people
received advice and
support, including digital
training and wellbeing
£

423

people
received job advice and
employment training
opportunities

10 volunteer
placement

opportunities offered
to young people

20 local

volunteers
recruited and trained to
support communities in
the hub regions.
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£

We worked with local partners
to offer food parcels and
meals to those affected by the
pandemic. Our ‘Grub from the
Hub’ programme provided over
400 hot meals for young people
and their families in Stanhope,
and over 150 food parcels were
delivered to Gillingham residents
in need.
We delivered over 500 wellbeing
packages to young children in
our communities, giving them
activities to keep them engaged
and upbeat during the early
stages of lockdown.

£

£

We found new ways to run the
activities you love by using digital
platforms to host health and
wellbeing sessions, arts and
crafts sessions, cook-alongs and
coffee mornings.
We worked with local
organisations to offer support,
helping 126 households through
shopping support, volunteer
referrals and welfare calls.

We ran our popular Fit & Fed
programme with new safety
measures in place. Sixty three
children attended the sessions for
outdoor activities and a healthy
meal, tackling holiday hunger.

“

The boxes are amazing; so much thought
has gone into them, the children are
beaming. Our family have met many lovely
people over the years but only a few have
made a long-lasting impact on the children.

Katie, a mum in Pollards Hill whose four children received
wellbeing packages during lockdown.
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Louise, hub volunteer
I became a volunteer at the
Sittingbourne hub in 2018. I’m
involved in lots of activities,
from youth sessions to coffee
mornings and day trips out.
I got loads of training provided,
including safeguarding.
It’s worthwhile and rewarding
in all aspects. Being able to
steer young people in the right
direction is great. I’ve also been
helping to deliver food parcels
to people during the Covid-19
pandemic. I got to brighten
up their days.

“

We’re always looking for new Hub Volunteers and
Community Volunteers to join us in running activities.
If this sounds like something you’d enjoy, email:

moat.foundation@moat.co.uk
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Puphinder, one of our
retirement residents
I have been living at Ekta
Ghar for the past 7 years.
This is my home and I am
very happy to live here for
the rest of my life.
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Support at all stages of life
Our new vision for
older people
Last year, we rolled out our new
vision for older people. At the heart
of our vision, we aim to provide
high-quality homes, consistent
customer service and more
schemes for over 55’s.
One in seven of our rented properties
is home to customers aged over
55, so we want our retirement living
schemes to offer quality, space,
accessibility and affordability,
alongside support for greater social
interaction and safeguarding.
It’s a long-term strategy and we’ve
take the first steps by holding focus
groups to better understand our older
customers’ needs, refurbishing the
communal lounge at Merbury Close,
and setting the wheels in motion for
updating the lounge at Hamlyn
Court in Sevenoaks.

Providing extra support
We work with support providers in our 222 supported homes. These
homes provided much-needed refuge for those fleeing domestic violence,
those who are homeless, or those who have learning disabilities, physical
disabilities or mental health conditions.

“

We were quite anxious about our
daughter, Sarah, moving from safe but
dependent living with us into her
own accommodation but Moat Homes’
provision of a well-maintained, secure
property and flexibility in working with a third party supplier
of support services (I-Say) has ensured the essential
continuity and assurance during the transition. Having
now proved she can thrive in accommodation shared with
another young lady, Sarah is now ready to take the next
step towards independent living by moving to a place
of her own and we’re looking forward to continuing our
relationship with Moat Homes to enable this.
Phil on his daughter’s experience of living in a supported
home, with aid for her learning disability.
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Ada, one of our
retirement residents
I enjoy living at Merbury Close
and Moat do their best for the
residents. It’s been lovely to
see improvements made as
it makes Merbury Close feel
more homely. I enjoy sitting
in the lounge, I often just go
and sit in there for 10 minutes
as it’s a very relaxing and
calming room now.

“

The right community spaces
The newly refurbished lounge at Merbury Close, our
Lewisham-based scheme for over 55s, has transformed
the underused communal space into a fresh, welcoming
area that will bring residents together and create a
sense of community spirit.
The final design was the result of
a customer consultation where
our customers told us how they
wanted to use the space. Updating
the lounge is part of our vision to
create retirement homes that people
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want to live in and high-quality
communal spaces that will encourage
communities to come together and
thrive. We hope to deliver similar
refurbishment projects in the
coming months and years.

We’ll also be working closely with
Age UK and other specialist and
charitable organisations to support
our residents in celebrating older age
and tackling social isolation.
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Looking after your homes
Through regular
updates, planned works
and our repairs service,
we’ve worked with our
contractors to keep your
homes in great shape.
We want you and your families to
love where you live, so this year we
spent £5.75 million on planned works
and home updates and we budgeted
£3.6 million for repairs to your home.

27,920

Repairs were made to
your homes

96%

of your repairs were
right the first time

97%

of the appointments
we made were kept*

97.4%

Through the planned
updates we make to your
homes, we replaced:

568
Boilers

457

Kitchens and bathrooms

2,355

Doors and windows
*For appointments made at customers’ convenience
**For appointments kept according to customers who have
responded to the PDA survey on completion of the repair.

of you were satisfied
with your repair**

Spotlight on Pollards Hill
After four years of works and a £23 million investment, we’ve
completed the large-scale regeneration of Pollards Hill. The 1,494
home estate has been transformed by internal refurbishments,
landscaping and external improvements, including:
•
•
•
•
•

424 homes with new windows
55 housing blocks renewed with
23,100m2 of new roofs
138 kitchens, 236 boilers and 90
bathrooms replaced
275 new fire doors
2.8km of renewed fencing
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The improvements have made
the homes more energy-efficient,
with EPC ratings moving from D
to B. Outdoors, the architecturally
designed courtyards have provided a
fantastic green space for rest or play.
The last remaining piece of the puzzle
will fall into place as new communal

bins are installed within the coming
months. Community involvement
and investment have been an
important part of the change, so
we’ll be working with local partners
to build on the exciting community
programmes we’ve run so far.
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Looking forward
We’re finding ways to
make our new and existing
homes more sustainable,
starting with our innovative
pilot project.

A zero-carbon solution
Our energy-saving project aims to
halve our customer’s energy bills and
create zero-carbon homes.
Working with ENGIE, we transformed
five pilot homes with the use
of revolutionary Energiesprong
technology. Our customers’ homes
were exposed and costly to heat,
and the technology allowed us to
fit energy-saving features to an
existing property. Through improved
ventilation, insulation and solar panels,
the homes will be able to generate
the energy needed to run them.
We’re monitoring the impact these
changes will have so we can adapt
what we’ve learned to make our
homes more sustainable.

John, Moat resident
in one of our energy
saving pilot homes
It’s great now the work is
all done. There aren’t any
draughts anymore and there
is no comparison with the
new insulation levels. I’m glad
it’s been done, it seems my
house will be a much warmer
property and cheaper to run.
This is the way forward for
the planet.

“
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The customers living
in these homes have
reported warmer, less
draughty homes and
are saving hundreds of
pounds per year on their
fuel bills. Since the project
was completed, we’ve also
found emissions from each
home have dropped by
90%, saving 3.2 tonnes of
carbon dioxide a year.
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Providing affordable homes

275

We partner with local
authorities to meet
housing need and build
affordable homes in the
right places.
Over 90% of the new homes we
provide are affordable homes to rent
or to buy through shared ownership.
We have ambitious plans to build over
3,000 homes in the next five years
and we’ll work with local councils to
understand where these are needed.
We manage over 11,000 homes for
affordable or social rent across Kent,
Essex, London and Sussex. This year,
we welcomed 520 new customers into
our homes as they became vacant,
and a further 203 customers into the
new homes we built for rent.
We set social and affordable rents
in line with government guidelines at
levels that support the financial viability
of our business, while also taking local
affordability issues into account and
making sure all new customers are
treated in the same way.

families and individuals
moved into our homes
for affordable rent,
taking many off the
housing waiting list
Nuxley Road, Belvedere
Our new development on the
former Belvedere Police Station
site will transform disused land into
26 new homes for affordable rent.
Once the homes are complete,
we’ll work with Bexley Council to
nominate local families in housing
need. We want our homes to
meet all needs and lifestyles, so
two of the apartments will be fully
adapted for wheelchair use.

people got the keys to
their new homes for
shared ownership

553

new homes were built,
putting roofs over
the heads of those
in housing need

West Wickham Grange
We started construction on our first
development in West Wickham
where we saw a need for more
housing. We’ll be converting a
former school into 60 new homes
for families and individuals. We’ll
be making these homes accessible
to more local residents through
our affordable rent and shared
ownership programmes.
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563

75

households moved
from shared ownership
to 100% ownership of
their homes.
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Tina and Lewis, shared
owners in Staplehurst.

While shared ownership is often thought of as a first step onto the
property ladder, for Tina and Lewis, it provided the perfect middle
ground after traditional home ownership became too costly.
Tina and Lewis have recently moved into
a three-bedroom house in Woodlands
Green, Staplehurst. They were previously
paying off a mortgage on a home for
outright ownership but were finding that
the payments and cost of maintaining their
home were quickly stacking up. “We had
to sell our previous home, as we could not
afford the mortgage - in the past we both
got made redundant and had to go onto
an interest-only mortgage. This meant we
were not able to ever buy our old home
outright, and we couldn’t afford to make
any repairs to our old home.”
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After researching their options online, they
came across Moat’s shared ownership
programme. Paying off a smaller mortgage
on a newly built house provided the ideal
solution, and they were attracted to
countryside living in charming Staplehurst.
“The house [in Woodlands Green] is new,
and we do not have to replace anything;
it’s great that all appliances are in the
property. This has saved us money, so that
we have been able to buy all new furniture.
We only had to get a small mortgage
which will be paid off when I retire.”
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Taking it online
Our new digital processes
save you time and make us
easier to do business with.

If you’d like a simple, convenient
way to manage your account,
why not sign up to MyMoat?
moat.co.uk/mymoat

MyMoat

Digital signatures

Our customer portal, MyMoat
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.

We’ll soon be making greater use of
digital signatures. Using DocuSign
software, we’ll be able to capture
your signature via email or digitally
on tablets during face-to-face visits.
It’s a more convenient way for you to
sign documents and a more secure
way for us to store paperwork.

3,163

We’ve also made changes behind
the scenes to make sure the portal is
more secure, easier to navigate and
more responsive.

signed up to MyMoat

Mobile working in your
neighbourhoods
If you’ve spotted our Neighbourhood
Service Managers with an iPad in
hand, you’ve seen our new mobile
working solution in action.
We want our systems to save you
time and help us to manage your
homes more efficiently. In May 2019,
we introduced a system called Resco
which helps our Neighbourhood team
to fill in forms and information while
they’re out on your estates. We’re
able to use the time we save to focus
on providing you with more support.
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In the last year

Over the last year, we’ve listened to
your feedback and given you more
ways to manage your account and
tenancy online. If you’re a shared
owner, we’ve also given you the
online tools to staircase to a greater
share of your home.

people

7,697

repair, cleaning,
gardening and
fly-tipping requests
were raised through
the portal

How you can
contact us
Web chat

Email

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

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

moat.co.uk/mymoat
/chat

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

moat.co.uk/mymoat

customer@moat.co.uk

Phone

Post

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

You can post a letter to

0300 323 0011
07786 202 505

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

Moat is a charitable housing association. Ref 099 October 2020

