
What could Broadland do better? 

 
March 2023 – Norwich South 

 Shared good practice with building and planning.  
 Tenants Online – Only the ability to make complaints, not general enquiries. He 

then has to follow with a phone call as no one gets back to him. 
 Involvement. Did Broadland apply from DELAP for funding? 
 BHA needs to simplify communication options. Too many ways to contact us e.g. 

social media, email, website etc. 
 
April 2023 – West 
 

 Repairs communication - First visit is fine, then you hear nothing further after. No 
follow up visits or communication and you are left in the dark. 

 Repairs communication - Been sending emails re: cracks and mould but heard 
nothing further.  

 Communication on follow up repairs. Heard nothing more.  
 Fence fell down in strong wind – Had no further update. 
 Damp and mould for a third time in bedroom. Had no update on when this will be 

removed.  
 Communication is always an issue. There are long periods of silence with some 

projects being shelved etc.  
 Never see their housing officer. 
 Waiting on new radiators. No further communication. 
 Storage heaters in bedroom and living room. Tenant doesn’t understand how to 

use them and would like more guidance. 
 If you report two repairs, you get two text messages, but the messages do not 

say which job they relate to. 
 Defects process didn’t work well. 
 Felt BHA could have done more re: ASB. 
 I have lost faith in BHA.  
 Repair wait times are too long. 
 Lack of communication - Having to make multiple calls to get repair booked in.  
 Operatives turning up and not doing the repair - Happened multiple times. 
 Having to make repairs calls more than once.  
 The area could do with a tidy up.  
 I shouldn’t have to keep cleaning the mould in my property.  
 Tenant engagement is lacking for people who don’t live in central areas i.e. 

Norwich/Kings Lynn etc. 
 Would prefer Saturday appointments. 

 
 
 



May 2023 - East 
 

 Issues with communication with shared ownership, no-one turning up for repairs. 
 Can the text messages for repair appointments be more specific with job it is for? 
 Can CST call or do personalised emails rather than generic with little 

information. 
 Handover for shared ownership not great - issues with land registry. 

 
June 2023 – Norwich North 
 

 
 



July 2023 – West 
 

 
 
 
 
 
 
 



August 2023 – Norwich South 
 

 
 



 
 
 
 
 
 
 



September 2023 – East 
 

 
 
 
 



October 2023 – Norwich North 
 

 Long wait times for customer services.  
 Received 3 repair appointment text messages but they give no details. Tenant 

has no idea which appointment is for what.  
 Only seen neighbourhood officer once.  

Noise from neighbours is a real issue. Feels BHA doesn’t do enough to tackle 
noise ASB. 

 Service charge letter is confusing. 
 Tenants Online is not easy to use or understand.  

 
 
 
  
 

 
 
 
 
 
 
 
 

  



What does Broadland do well? 
 
March 2023 – Norwich South 

 Responds to complaints. Feels listened to and supported.  
 Proactive tenant engagement. 

 
April 2023 – West 
 
The staff are very good and willing to try and help. 

 People are willing are willing to try and help.  
 Repair staff are polite.  
 Working well with NHO and trying to encourage others to engage with them. 
 Some staff will get back to you especially after events like these. 
 Broadland has called to see how tenant is coping. Very good of them. 
 Ashley did a brilliant job in repairing a cracked ceiling. 
 BRS are always polite and cleans up afterwards. No issues with workmen. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



June 2023 – Norwich North 
 

 
 
 
 
 
 



July 2023 - West  
 

 
 
 
 
 
 
 
 
 



August 2023 – Norwich South 
 



  
 

October 2023 – Norwich North

 Standard of repairs work generally good  
 Operatives friendly and helpful.  

 


