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Do you remember when pandemic was just a word in the dictionary not a way of life
Last year has gone both quickly and slowly.
The hybrid AGM 12 months ago feels like yesterday
Glad that we can increase numbers attending in real life



Agenda

Our context

Our challenges

Our successes

Our ambitions
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Normal story – too much to share in time available
Broadly I will follow this agenda sharing headlines rather than tons of detail
I and the other Exec Directors are very happy to answer questions both within the AGM; after we have closed in a more informal way and also by email.



Acknowledging the 
reality of 2020/21
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The reality
The most significant event of my lifetime in the context of the impact on how all of us live and spend time with family and friends
A couple of weeks ago the ONS estimated that 1 in 80 people had covid.  The East of England currently has a lower infection rate than the rest of England but still approaching 1% of population
Back in April the ONS estimated that about 55% of the population had had covid at some point.



Hope for a new normal …
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Vaccinations are the big game changer.  The way back to a more normal life.
Lass that 2% of those hospitalised with covid have had both vaccinations.
But life has changed.
Working from home wasn’t a blip, it has become increasingly the new normal.
We were really proud last year how we transitioned almost overnight.
Now 18 months later we are moving to hybrid working – hopefully the best and not the worst of both worlds.
What most people do in offices is changing.  Not just a desk to look at a computer screen – but a place for interaction – discussions – team building and brainstorming



2.
The challenges 
of the last year
The year of three strategies
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Thinking back a few years – we adopted a well researched and well consulted upon Strategy in June 2019.
In March last year the board agreed an interim strategy to cover the pandemic
But we didn’t really understand how long it was going to go on for.
As that sunk in, the board adopted a revised interim strategy in November and agreed that should stand for a year and that by this coming November we should hopefully have confidence to agree a new four year strategy.  So that is still our aim.
The next few slides highlight issues that have been the top of our agenda over the last year and which have been challenging
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All the way through – number one priority is about safety
Safety of tenants and staff
Sometimes – well often – that has meant that we have had to work in a different way and also not do things we wanted to do.



Keeping homes 
decent
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Perhaps our biggest challenge at times.
We knew that many tenants were probably spending more time at home and that there is nothing more frustrating that outstanding repairs – little issues become bigger issues when people are understandably frustrated that jobs remained outstanding.
We prioritised emergency and urgent jobs – jobs that affected families ability to live in their homes during a lockdown.
But we also wanted to make sure that the Broadland team stayed safe and that included at times not asking our repair colleagues to expose themselves to more risk by going into properties unless urgent.



Meeting our 
tenants’ 
expectations
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A big challenge across the sector and never more so, than during this pandemic
Supporting people has never been more important.  Whether that has been befriending calls or dealing with issues such as ASB or repairs.
I wont pretend it has been easy or that we are anywhere near perfect in meeting our tenants’ reasonable expectations. �One constant bit of feedback has been that we need to improve communication and we are taking that very seriously – not really corporate messages but during individual interactions.



Responding to climate 
change
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The biggest issue of today – even bigger than Covid.
We need to plan how we get to zero net carbon by 2050 and do it without increasing fuel poverty and without breaking budgets and business plans.
This was the subject to a a single issue board away day this summer.
Savills estimate that the average cost per social home is £20,600 so the costs look like telephone numbers.�They say the bets time to plant a tree is 20 years and the second bets time is now – I think carbon reduction might be the same.



Tackling 
diversity
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Norfolk is not a hugely diverse county in terms of race but is just as diverse in nearly all the other areas.
We know we have work to do to ensure that everyone has an equal chance to work for us and to make their home with us.  We know we can only benefit from diversity of thought and experience.



The successes of 
2020/21
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At a our staff conference last week we shared and celebrated many of our successes over the last year.  Time does not allow me to repeat all that we talked about, but I wanted to share a taste.



Looking out for 
people
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Already mentioned that this has been the number one priority 

We continue to clean and sanitise not to just reduce the chance of infection but to also reassure and hopefully reduce some people’s anxiety.
I showed this little video last year and I am including it again as the fogging machine makes a termedous difference



Tenancy 
Support
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Supporting isn’t just about cleaning and reassuring.  We also want to help our tenants stay in their homes
92% of first time tenancy referrals remained tenants a year later.
£69.5K one off benefits payments were accessed with tenants and £288.2K annual benefits accessed




And our 
colleagues …
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And looking out for people is also about our employees.
We undertake a monthly pulse survey so we can find ways of supporting those who are finding the pandemic tough.
The bottom graph
The top graph last week
Whilst the majority are above the half way line, many aren’t.
Great that 48 scored 9 or 10 but ..
26 scored 4 or below
Its very difficult to give your best when you are fed up, anxious or unhappy
I suspect that most people have a degree of anxiety but we are trying our best to support those who share with us that they are struggling





Listening …
Tenant involvement in 
lockdown
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One impressive success I think is how we managed to transfer so many tenant engagement events to video calls.  Whilst it isn’t the same as meeting face to face, it has meant that we have been able to continue lots of tenant engagement events – both formal and informal.



Renewed focus on 
local delivery
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It was a brave or foolish move in the middle of the pandemic to move to a new structure for our frontline teams – maintenance and management.  But we did.  We established 5 local delivery teams under Louise and Catherine’s leadership.  Honestly – they are still getting established.  Building teams in a pandemic has been tough.  Equally our prioritisation of catch up repairs has meant we haven’t yet optimised the structure and delivered all the benefits.  It remains a work in progress.



Responding to 
homelessness

• Housing First
• Move on 

accommodation
• Partnership working
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Tackling homelessness has been a long term priority for us.  We were proud co founders of Homes for Cathy and do believe that it is possible to eradicate homelessness if we are able to work in a joined up way.
The pandemic inspired joined up thinking and partnership working.
We are very involved in the new Norfolk Strategic Housing Partnership – with every local authority, health, probation. Police and three housing associations round the table – and the new Norfolk Homelessness Forum – with I believe all the main voluntary sector organisations involved.  The shared aim of these two groups is to eradicate homelessness in Norfolk and we are moving in the right direction – we need to maintain our impetus.
We have worked with Kings Lynn, Norwich and Great Yarmouth to provide housing first accommodation; move on accommodation and homes for prison leavers.



Providing 
new homes
• Delivering 147 new 

homes – forecast 
72

• Selling 33 shared 
ownership homes

• Selling 48 market 
homes to fund the 
subsidy gap



Becoming greener 
(But still much to do)

Gold SHIFT assessment
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I mentioned earlier climate change and wanted to share that it is more than our properties, but also about how we work.
We might be the top social landlord in terms of our overall score, but there are still opportunities to be better.



Where next?

• A new strategy for a new 
normal

• Hybrid  working and 
agile tools

• Focus on:
• Housing need and 

homelessness
• Repairs and 

maintenance
• Health and safety

• Consultation underway
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Already mentioned the work we are doing developing a new strategy – it will be evolution not revolution
What does our enduring purpose mean in today’s world?



Thank you
• To our 

employees
• To our tenants
• To our Board 

Members
• To our partners
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Lastly I just need to say thank you to everyone
To our staff – so many have gone the extra mile
To our tenants – for tolerating a different service and also many have been looking out for their neighbours
To our Board Members – its not fun to be on a board in the middle of a significant business continuity event.  They have both supported and challenged us.  Putting in extra hours to help us stay on top of the situation
And to our partners.  We are only one partner out of many – when we work together we are able to do better 1+1=3  We need to retain that spirit of partnership going forward
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