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A year in review
This year marks another chapter in Broadland’s long-standing commitment to
providing aќordaIle homes and supporting thriving communities across 5orMolk
and north Suќolk� Since our Mounding in � ��� we have remained steadMast in our
purpose: to oќer good Xuality� aќordaIle homes to those who need them most�
That mission has never Melt more urgent�

Governance
In April 2025� the Regulator of Social Housing (RSH)
puIlished its regulatory Qudgement Mollowing an in-depth
inspection undertaken over the winter� >e were awarded
a governance rating oM .�� a Änancial viaIility rating oM =2�
and a consumer standards rating oM *2�
The .� conÄrms that we meet the highest standards oM
governance� and the =2 reÅects the Änancial pressures we
Mace while remaining compliant�
The *2 rating acknowledges that we are compliant with
the consumer standards Iut highlights areas Mor
improvement ¶ particularly in repairs and resident scrutiny�
>e are already working with the RSH on a 7rovider
Improvement 7lan to address these issues�

2

*hildren having Mun at Swanton Road

Listening and Engaging
The Tenant Assurance Panel (TAP) continued to
strengthen our resident-led scrutiny and assurance�
*omprising seven resident memIers with an independent
non-voting *hair� Samantha .oodwin Mrom T7AS� the
panel provides independent oversight oM our perMormance�
policies and compliance with regulatory standards� 6ur
TA7 memIers review the perMormance data monthly�
scrutinise key service areas and make recommendations
directly to the Board�
They have recently undertaken an in-depth investigation
into how the Association responds to customer enXuiries
through three workshops in Kings Lynn� .reat @armouth
and 5orwich� They will Ie presenting improvement
recommendations to the July 2025 Board meeting�
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Investing in Our Homes
>e are committed to investing in our homes and were
aIle to increase our Iudget last year� This has enaIled us
to invest more in our homes� including replacing windows
and doors� and kitchens and Iathrooms� >e were also
aIle to increase our day-to-day repairs Iudget� resulting
to carry out over 22�000 repairs since April 2024�

New Homes
In the last year� we were aIle to provide  2 new aќordaIle
homes" 72 Mor rent and 20 shared ownership� 6ur Ärst
carIon net aero operational homes were completed in
5orthrepps and Hindringham� -urther homes started in
Salthouse and will Ie completed in summer 2025� These
net aero homes will Ie monitored so we can continue
improving Muel eѝcient homes Mor our residents�

3

Start on Site at >est Beckham Scheme

Working Towards Ending
Homelessness
6ur continued commitment as a memIer oM the Homes
Mor *athy coalition� since its Mounding in 20�5� has grown
again this year� ,mIedding its principles into our strategic
and operational Mramework� these commitments are
reÅected in our tenancy sustainment policies� This
includes our pledge not to evict residents Mor rent arrears
when they are engaging with us�

And Änally¯
Looking ahead� the Board and Leadership have Ieen
working on our 2025-202 *orporate Strategy� The new
strategy will Iuild on our >hole =alue approach Iy
connecting homes� people and communities� >e will
continue to invest in decarIonisation� resident
engagement and digital transMormation� whilst ensuring
our governance and risk management remains strong�
>e are grateMul to our staќ� Ioard memIers and partners
Mor their dedication and support� Together� we will continue
to navigate uncertainty with purpose and compassion�
ensuring Broadland remains a trusted provider oM
aќordaIle homes and hope in our communities�

Jenny & Michael
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Governance

6ur corporate strategy steers us towards achieving our goals� A Mounding
cornerstone oM our strategy is our residents� >e remain dedicated to improving
our services� providing new homes and supporting our residents� This
commitment is at the heart oM everything we do�
The Board are currently concluding our new 5 year strategy�

Our Corporate Strategy 2022-26 – 12 strands

Executive team – who does what?
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Frontline
responsive repairs Homelessness Governance

Sustaining
tenancies Development Environmental

responsibilities

Asset
management Value for money People

Frontline housing
management

Involving
residents

Financial
resources

• Strategy
• .overnance
• ,_ternal aќairs
• ,_ecutive services
• Human resources
• *orporate
communications

• Asset Management
• -ire� health 
 saMety
compliance

• Housing 
 neighIourhood
management

• Local delivery teams
• 7lanned maintenance
• 7roperty surveyors
• Routine and emergency
repairs

• Tenancy support
• Resident communication
• Resident participation

• Business IT
• *ustomer services
• Digital services
• -acilities management
• -inance risk and
assurance

• 7rocurement and tenders
• Rent collection

• Development oM
new homes

• Delivery oM new homes
• 7lanning and design oM
new homes

• Shared ownership
• Home sales

Louise Archer
Executive Operations
Director

Iain Grieve
Executive Resources
Director

Michael Newey
Group Chief Executive

Andrew Savage
Executive Development
Director
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Regulatory Rating
>e maintained our .� �Mor .overnance� and =2 �Mor
=iaIility� grading Mollowing the most recent inspection Iy
the Regulator oM Social Housing� which was concluded
in March 2025� The Association was also given its Ärst
grading� *2 �Mor *onsumer�� in relation to compliance
with the Regulator’s *onsumer Standards introduced in
April 2024� These gradings show that we are meeting
regulatory e_pectations and can Iuild on these
Moundations to continue improving our services and
meet the challenges ahead�

Code of Governance and
Code of Conduct
>e Mollow the latest versions oM the 5H- *ode oM
.overnance and *ode oM *onduct and assess our
compliance against these annually� >e puIlish a
ºcomply or e_plain’ statement in relation to the *ode
oM .overnance within our -inancial Review each year
as per the *ode’s reXuirements�

New Board Members
In SeptemIer 2024� � new Ioard memIers Qoined the
Broadland Housing Board at our A.M" Justin 7lumpton
along with Maria *ampos Torres and David Richardson
who are Ioth Broadland residents�
Justin is a *hartered Surveyor with e_perience across a
wide range oM property sectors� locations and organisations�
This includes roles at a senior management and director
level within Ioth the private and puIlic sectors�
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MemIers ,vent in 5orwich

Maria is currently a student oM ,nvironmental Science with
a Mocus on ,nergy and SustainaIility Management and is
keen to Iring her passion Mor environmental and social
sustainaIility to the Board�
David has over 40 years oM senior management e_perience�
Iringing a wealth oM knowledge in strategic planning�
organisational development and stakeholder engagement
as well as valuaIle leadership skills� including eќective
communication� conÅict resolution� and decision-making�

Regulator for Social Housing –
Consumer Standards
The Regulator oM Social Housing’s *onsumer Standards
came into eќect on �st April 2024� Broadland undertook
a gap analysis IeMore the introduction oM the Standards to
identiMy areas where changes or improvements are needed
and Mormulated an action plan so progress could Ie
monitored Iy the Board� The inspection Iy the Regulator
resulted in a *2 grading given to Broadland in April 2025�
The MeedIack Mrom the inspection has helped prioritise
improvements needed and has led to Mocus on speciÄc areas
oM service relating to the SaMety and 8uality Standard� the
Transparency Standard and the AccountaIility Standard�

Member Events
>e provide our memIers with a range oM opportunities
to meet and engage with our staќ team and Ioard
memIers� 6ur memIers events programme oќers
daytime social events as well as evening presentations on
topics relevant to the housing sector which memIers can
attend either online or in person� >e actively encourage
and invite our residents to Iecome memIers�
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Tenant Satisfaction Measures
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Tenant Perception Survey
>e carried out our latest Tenant 7erception Survey in October 2024� where 1,078 residents participated�

Tenant Perception Survey Results

6ur Tenant SatisMaction Measures ensure we can
understand our residents needs and make improvements
to our services� The measures included our Tenant
7erception Survey� where residents and shared owners
are encouraged to answer a set oM Xuestions aIout their
e_perience with our services� -urthermore� this allows
residents to see how Broadland as their landlord are
perMorming� There are 22 TSMs in total� covering Äve
themes� Ten oM these will Ie measured directly Iy
landlords� and twelve through the survey�

Satisfaction Measure

2023 2024

Tenant Shared
owners Tenant Shared

owners

T7� ¶ 6verall satisMaction 63.3 57.6 62.3 45.3

T72 ¶ Repairs service overall 68.1 N/A 69.6 N/A

T7� ¶ Repairs service timeline 61.5 N/A 62.5 N/A

T74 ¶ Home is well maintained 65.5 N/A 64.2 N/A

T75 ¶ Home is saMe 72.2 77.4 70.7 59.3

T7� ¶ Listens to views 51.9 47.3 52.1 32.7

T77 ¶ Keeps tenants inMormed 65.5 58.5 62.2 54.8

T7� ¶ Treats Mairly and with respect 69.7 58.5 69.0 52.5

T7 ¶ *omplaints handling 37 44.4 31.1 13.3

T7�0 ¶ *ommunal areas 65.3 68.9 66.2 60.0

T7�� ¶ 5eighIourhood 54.9 48.2 55.4 37.5

T7�2 ¶ Anti-social Iehaviour 49.9 33.3 51.0 27.3

Performance Measures
6ur 7erMormance Measures are set out Iy the Regulator
which we are reXuired to report on� The data here reÅects
our perMormance as oM March 31st 2025�

32252.01_Broadland_Annual_Report_2025 v3.indd 632252.01_Broadland_Annual_Report_2025 v3.indd 6 04/09/2025 12:5904/09/2025 12:59



Broadland Housing Association | Annual Review 2025 7

These scores are combined for rented and shared ownership residents.

99.9%

0.1%

81.5%

77%

100%

7roportion oM homes Mor which all
reXuired gas saMety checks have
Ieen carried out

7roportion oM homes that do not
meet the Decent Homes Standard

7roportion oM non-emergency
responsive repairs completed within
the landlord’s target timescales

7roportion oM emergency
responsive repairs completed within
the landlord’s target timescales

7roportion oM homes Mor which all
reXuired legionella risk assessments
have Ieen carried out

100%
7roportion oM homes Mor which all
reXuired Äre risk assessments have
Ieen carried out

99.3%
7roportion oM homes Mor which all
reXuires asIestos management
surveys or re-inspections have
Ieen carried out

25
0.2%
5umIer oM anti-social Iehaviour
cases� opened per ��000 homes

5umIer oM anti-social Iehaviour
cases that involved hate incidents
opened per ��000 homes

100%
7roportion oM homes Mor which all
reXuired communal passenger liMt
saMety checks have Ieen carried out

These scores are for rented residents only.

64.3% 4.3%
5umIer oM stage one complaints
received per ��000 homes

5umIer oM stage two complaints
received per ��000 homes

83.2%
7roportion oM stage one complaints
responded to within the Housing
6mIudsman’s *omplaints
Handling *ode timescales

95.7%
7roportion oM stage two complaints
responded to within the Housing
6mIudsman’s *omplaint Handling
*ode timescales

Note: there are 3 homes that do not meet the decent homes standard
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Responsive Repairs
>e actively engage with our residents to Ietter understand e_periences with our
repairs service� The MeedIack is gathered through a range oM methods� including
resident events� satisMaction surveys� complaints� social media interactions� Mace-
to-Mace conversations� the Tenant Assurance 7anel� the Housing Mor 6ver 55s
7anel and *ommunity *onversations�

5umIer oM repairs
reported

23,908

-irst time Ä_

99%

Repairs
completed

20,254

Repairs completed
within timescales

86%

In response to this MeedIack� we have implemented
a Repairs Improvement 7lan to improve the repair
service we provide� -rom this� we have seen positive
progress in perMormance and have completed
94 improvement actions�
• >e are currently working on improving the scheduling

module oM our in-house IT system� which we hope will
Iring Murther service improvements� >e are seeing
Mewer works Ieing Mollowed on and improved tenant
satisMaction rates�

• >e have Mocused on Ärst-time Ä_es� resulting in Mewer
return visits Mrom a rate oM ��� in March 2024� to
99% in April 2025�

• As a result oM our Repairs Improvement plan� we have
seen a positive impact on complaints� with a reduction
in volume and resolution times�

• Across all repair QoIs� we have seen our time Mrames
improve� In March 2024� the average Mor all repairs was
25 days� and in -eIruary 2025 it was �� days�

An example of a completion action from the plan:

Learning
Improve communication with residents
regarding the speciÄcs oM repair work
through automated messaging and email�

Action Updated SMS and email templates to
include repair title�

Impact 5o repeat complaints on this theme since
May 2024�

Broadland Housing Association | Annual Review 20258
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Asset Management
Building Safety
>e continue to Ie �00� complaint on Äre risk assessments
Mor schemes with communal areas� >e have increased our
electrical saMety test to   � within the last 5 years� >ith this
area remaining a key priority� >e also replaced  � Äre doors�
>e remain committed to keeping our residents saMe in
their home and continue to strive Mor �00� compliance
across all our saMety targets� although we are sometimes
unaIle to gain access to all properties�

Building Safety Panel
The Building SaMety 7anel has Ieen reviewing and
consulting on the Resident ,ngagement Strategies to
ensure compliance with current legislation� These strategies
apply to all Iuildings on .eoќrey >atling >ay� The panel
has also contriIuted to Board Reports on Äre saMety and
provided input on the development oM premises inMormation
Io_es� In addition� they have Ieen reviewing and
discussing the complaints process Mor high-rise Iuildings�

Compliance

99.9%
.as saMety

100%
LiMt saMety

100%
>ater saMety

99.3%
AsIestos surveys

100%
-ire risk
assessments

99.6%
,lectrical saMety
certiÄcation

Broadland Housing Association | Annual Review 2025 9
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100
Bathrooms
replaced

213
Heating / hot water
upgrades

3
*ommunal heating
upgrades

105
Kitchen
replacements

245
Doors

91
-ire doors

70
>indows

14
,lectric
re-wires

31
Aids and
adaptations

99
,lectrical
upgrades

28
RooMs ,_ternal

decoration

55 (schemes) 98
Smoke and carIon
mono_ide detector
upgrades

MaQor works

63 Minor works

Broadland Housing Association | Annual Review 202510
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Environmental Responsibilities
As a memIer oM Independent ,ast� Broadland received Munding through >ave 2
oM the .overnment’s Social Housing DecarIonisation -und to help improve the
energy eѝciency oM our homes�

90.5% 69 99.6%
Broadland homes
rated ,7* * or aIove
�Iy end oM March 2025�

Additional *-rated
homes aMter planned
improvements

Home condition
surveys

The Munding provided energy eѝciency improvements
to 4� homes which included air source heat pumps�
solar photovoltaic cells� loMt insulation and ventilation
improvements�
These improvements support our energy eѝciency
strategy which Mocuses on improving homes with an

energy perMormance rating �,7*� lower than a º*’� >e aim
to improve energy eѝciency measures to all our homes
and achieve an ,7* rating oM * or aIove Iy 20�0�
The measures installed will support residents in managing
the ongoing challenge oM high energy costs�
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Air Source Heat 7ump at 5orthrepps Scheme
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Sustainable Reporting
Standard (SRS)

SustainaIility is a key theme
throughout our new
*orporate Strategy� and our
adoption oM the Standard�
alongside the ,nvironmental�
Social and .overnance
�,S.� Report we produced�
will help ensure we maintain
this Mocus� >e are
committed to working in
partnership with like-minded
organisations to provide thought leadership and adopt
Iest practices demonstrated across the sector�
In addition� we have worked with Lloyds� one oM our
signiÄcant Iank Munders� to agree and adopt ,S. Key
7erMormance Indicators �K7Is�/targets linked to our ��0m
Revolving *redit -acility �R*-� with them� IM targets are
met� Lloyds provide us with a discount on the interest
payaIle to our R*-� 6ur target Ielow shows our
perMormance against agreed targets Mor the 2024/25
Änancial year�

Broadland is proud to have adopted
the SustainaIle Reporting Standard
�SRS� Mor Social Housing�

Broadland Housing Association | Annual Review 202512

BloomsIury *lose solar panels

ESG KPI Target agreed for
2024/25 ðnanciaO \ear

ActuaO 2024/25
performance

1 ¶ � Homes with an ,7* º*’ or aIove � �50�  0��0�

2 ¶ � oM homes allocated to those at risk oM homelessness
where �a� they have Ieen allocated Iy local authorities �I� have
undertaken a risk assessment and �c� appropriate homes are
availaIle

�00� �00�

3 ¶ 5o� oM new aќordaIle homes developed 40  2
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Frontline Housing

22
Average standard
general needs
re-let time �days� 2.21%

.ross Mrom 2��7�

Arrears reduced Iy
our Income Team

82
Homeless
households housed

10
,victions
carried out

Arrears: 7
ASB: �
AIandonment: 0142

5umIer oM ASB
cases opened

251
.eneral needs
re-lets80

70

Total numIer oM new homes let

As part oM our commitment to improve Service *harge inMormation� we made some
minor changes to the actual service charge statements we sent out in SeptemIer
2024� >e continuously look at ways to improve the inMormation we provide Iy
listening to MeedIack Mrom residents� This includes carrying out value Mor money
reviews and tender e_ercises to ensure we are providing the Iest service possiIle�

�including �0 homes let on IehalM oM
>est 5orMolk Housing *ompany�

�not including �0 homes let on IehalM oM
>est 5orMolk Housing *ompany�
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Sustaining Tenancies

£81,186 £536,590 £77,093
6ne-oќ IeneÄt
award payments

5ew annual IeneÄt
claims awarded

Reduction in rent arrears
aMter tenancy support
intervened

89%
-irst-time tenants
reMerred who remain a
tenant �2 months later

56%
-irst time tenants
reMerred not in arrears
�2 months later

£80,808
Supported grants
received �white goods�
Muel vouchers etc�

623
Tenants supported�
including one-oќ
interventions

During 2024-2025� we were aware oM ��5 households
that worked with Broadland and e_ternal partners to
receive the support they needed in their homes� The
Ireakdown Iy type oM saMeguarding included:
• 50 cases were Domestic AIuse
• 45 cases were Adult SaMeguarding
• �� cases were *hildren SaMeguarding
• 22 cases were SelM 5eglect 
 Hoarding
>hen aware oM a SaMeguarding concern� we look to ensure
our residents are saMe� well and aIle to live independently
within their home� >e will make reMerrals to our partners to
help achieve this� IM we have a concern that a resident or
their household lack the capacity or aIility to live saMely in
their home� or are at risk� we will raise a SaMeguarding
concern with Adult or *hildren Services�
>e support victim/survivors oM Domestic AIuse Iy
prioritising their saMety and providing them with the
inMormation and guidance they need to make inMormed
decisions aIout their ne_t steps�
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6ur Tenancy Support Team are availaIle to support any
resident who is struggling to manage their home� They
can provide advice and guidance on welMare IeneÄts�
ma_imising income� support with utility Iills and meeting
rent payments�

Fuel Poverty
-uel poverty has Ieen one oM the Iiggest concerns Mor our
residents this year� whether this Ie deIts or not Ieing aIle
to aќord to heat their home� >e applied Mor grants Mor 7 
households and were aIle to secure ��5��00 in Munds� >e
were also aIle to provide Muel vouchers totalling �4000
Mrom our Tenancy >elMare Budget�
In 2024� the Department Mor >ork and 7ensions Iegan
contacting claimants to migrate them over to Universal
*redit over the ne_t 2 years� This can Ie Xuite worrying
Mor some oM our residents� and so our Tenancy Support
Team have Ieen supporting residents�
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Case Study A Case Study B
>e picked up a reMerral with concerns around home
conditions and health and wellIeing� 6n visiting the
property it was Älled with ruIIish� Mood waste� empty
cans� empty pet Mood pouches and even cat Maeces�
This is a case where we have Ieen previously Mor
similar issues�
7reviously� we have Maced challenges in securing
support Mrom Adult Services or Mental Health
Teams� oMten due to cases not meeting speciÄc
thresholds ¶ either Ieing considered too comple_
Mor a single agency or not severe enough to trigger
intervention Mrom another� 6n this occasion� we
arranged Mor the .7 to get involved Iy writing to
them and sending photos oM the property� as well as
e_plaining concerns oM the tenancy� Adult Services
completed an assessment and reMerred our resident
to a social worker�
By working with the resident and adult services� we
were aIle to agree on a plan in which Adult Services
reMerred the case to their in-house team� enaIling the
resident to receive the support needed to make the
property haIitaIle� >e also supported the resident in
ma_imising their income and ensured 5orMolk *ounty
*ouncil was held accountaIle� >hile the process
took some time� it resulted in a clean� saMe and
haIitaIle home�

A resident was struggling to maintain her Universal
*redit �U*� claim due to poor mental health and
diѝculty accessing her online account� >e Mound out
that the resident had Ieen missing out on a
signiÄcant amount oM IeneÄt income over several
years� AMter liaising with the D>7 to get this resolved�
we discovered she suIseXuently received an
underpayment oM �4� 2� �� and her monthly award
was increased Iy �2�7� 2� The resident’s Mamily were
inMormed to ensure support is availaIle managing the
online U* account going Morwards�
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32252.01_Broadland_Annual_Report_2025 v3.indd 1532252.01_Broadland_Annual_Report_2025 v3.indd 15 04/09/2025 12:5904/09/2025 12:59



Complaints

2024/2025 – Stage One Complaints by Category
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>e remain committed to improving how we handle complaints� ensuring that
every concern raised Iy our residents is taken seriously� resolved in a timely
manner and used as a learning opportunity� particularly when considering the
delivery oM our services and the resident e_perience�
In 2024/25� we received 387 Mormal complaints which was
a 53% increase Mrom the previous year� >hile this rise
reÅects Iroader sector trends and increased awareness
oM the complaints process� it also highlights areas where
we must continue to improve� As in previous years� the
maQority oM complaints �7��� related to repairs and
planned maintenance� *omplaints aIout repairs represent
���� oM all repairs completed within the year�

Despite the increase in volume� we made signiÄcant
progress in how we respond to complaints� 6ur average
compliance rate Mor responding within timescales was
���4� across the year� rising to  7� in the Änal si_ months�
>e also Mound a slight increase in Stage Two complaints�
with �� oM cases escalating� This is consistent with
national Ienchmarking and reÅects a greater awareness
among residents oM the complaints process and the
escalatory steps availaIle to them�

Broadland Housing Association | Annual Review 202516

Performance 2024/25

• 2� ���� oM all complaints escalated to Stage Two
• ���4� average compliance with response timescales

� 7� in the last si_ months�
Complaint performance per 1000 homes at stage
one and two.

CompOaints Stage
One

Stage
Two

5umIer oM complaints
received per ��000 homes � �77 4�4�

Responded within timescales ���4��
�average�

 7� ��
�average�
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Learning from Complaints
Some oM the key areas oM improvement identiÄed and implemented during 2024/2025 include:

Learning Opportunit\ Action Taken Impact

Improve repair communication Updated SMS and email templates to
include repair details

5o repeat complaints on this issue
since May 2024�

'amp and mouOd response Targeted surveys and remedial works Reduced complaints and improved
prioritisation�

ASB handOing and e[pectations 5ew 5eighIourhood Management
7olicy and internal training

*learer guidance Mor residents and
staќ" monitoring ongoing

'isaEOed )aciOities Grants Dedicated administrator appointed
working closely with local authority�

-aster� more consistent support and
Mewer complaints�

>e are also reviewing our customer record complaint recording system and our data and reporting tools to track trends
and perMormance Ietter� These tools will support our goal oM maintaining Mull compliance with the Housing 6mIudsman’s
*omplaint Handling *ode and improving the resident e_perience�
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Pipeline (not including open market)
2024-25 92
2025-2� 69
202�-27 50
Total 211

Development

New Homes
In August 2024� we saw the completion oM 7 new aќordaIle homes Mor local residents in Hindringham� All new homes are net
aero operational thanks to a comIination oM sustainaIle technologies� The homes have Ieen speciÄcally designed to Ät into
the villages� reÅecting the look oM a Mormer Marmhouse and converted Iarn�

Hindringham handover
The *onge� in partnership with 6rwell Housing and .reat
@armouth Borough *ouncil� has now gone into planning�
The transMormation oM this IrownÄeld site has continued
and it is e_pected that Iuilding will start in 202��There will
Ie �2 new homes in partnership with 6rwell Housing our
Independent ,ast partner�
>ork has not only started Iut has progressed well at
Salthouse� The Äve new homes will Ie handed over in
summer 2025� The scheme has a local lettings policy
ensuring that local residents will Ie aIle to remain or
return to the village�

5umIer oM
homes completed
2022-25

362
5umIer oM homes
under construction at
April 2024 �including
open market�

2022-25 completions

172

48
11

AќordaIle
rent

114 76
Shared
ownership

6pen market
sales

5ick Suiter handing the keys to Jenny >atson

Salthouse topping out
Tower 7lace has a special story� A disused
commercial Iuilding that has Ieen transMormed into
� social rented apartments in the centre oM Kings
Lynn� This innovative Iuild was achieved Iy adding
an additional timIer Mramed second Åoor� All new
apartments have an ,7* rating oM B�

Michael 5ewey and Jonathan Smith topping out at Salthouse
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AќordaIle rent

Shared 6wnership
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Jenny >atson� Michael 5ewey handing over the key
to new resident with *raig RoIerts oM Dwellings4U�

.ary May and Ian >atson with Jenny >atson and
*llr >endy Hendricks� 5orth 5orMolk District *ouncil�
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Broadland St Benedicts
6ver the past year Broadland St Benedicts has supported not only 5orth Repps and Hindringham Iut also
Salthouse� >est Beckham and the new homes currently Ieing developed at Swanton 5overs�
The surpluses we make Mrom our open market sales homes are cross-suIsidising and enaIling us Iuild more
aќordaIle housing� The ongoing giMt aid each year makes a positive contriIution to the association’s amIition to
Iuild saMe� environmental Mriendly homes in rural communities�

Tower Place handover
>ork has Iegun on 7 new rented aќordaIle homes in
Swanton 5overs� This has Ieen achieved in partnership
with Swanton 5overs *ommunity Land Trust and 5orth
5orMolk District *ouncil�

Swanton Novers start on site
>e have Ieen delighted to have provided development
support to our Independent ,ast partners at -reeIridge
Housing�

Shared Ownership Update
>e had 20 shared ownership completions in 2024/25�
�5 oM which were delivered on � diќerent sites via Section
�0� Agreements with 5orMolk Homes� Three Xuarters oM
these completions were sold or under oќer Iy June 2025�

32252.01_Broadland_Annual_Report_2025 v3.indd 1932252.01_Broadland_Annual_Report_2025 v3.indd 19 04/09/2025 12:5904/09/2025 12:59



Homelessness

Supporting Vulnerable Residents
>e manage 2 properties Munded Iy a government capital
grant in response to the *6=ID-� pandemic� >e have
2� in central 5orwich and � in King’s Lynn and west
5orMolk� These homes were secured to support people
with e_perience oM rough sleeping� including those
accommodated under the º,veryIody In’ initiative� They
have now Ieen in operation Mor up to Mour years� with an
additional year oM government revenue Munding conÄrmed
Mor support services until April 202��
A Mull-time 5eighIourhood 6ѝcer provides dedicated
housing management Mor these homes� while specialist
local providers deliver support services� In partnership
with @M*A� we also purchased Äve more properties in

Speakers Mrom the April 2024
,astern Regional meeting

82
5umIer oM homeless
households housed

Broadland Housing Association | Annual Review 202520

5orwich� which are leased to them to provide support�
housing management and repairs�
6ver the past year� Munding Mor support services at ten
properties Mor people leaving the prison system came to
an end� However� the proQect was a success: all residents
moved on to managing their tenancies independently
without ongoing support� These properties are now
managed Iy the 5eighIourhood 6ѝcer as part oM the
general needs portMolio�

Eastern Regional Meeting
In April 2024� Broadland hosted the Homes Mor *athy
,astern regional seminar in 5orwich� >e were delighted
to have the Bishop oM 5orwich chair this seminar� The
continued Mocus oM these seminars is to Moster partnership
working to make a diќerence in peoples lives� >e were
delighted that John Lee� *,6 @M*A 5orMolk" >ill
-remond-Brown� LamIeth 7alace" *hris Hancock�
5orwich *ity *ouncil" Lisa 5aylor� *risis" Supt >est
Horningold and *hieM Inspector ,d Brown Mrom 5orMolk
7olice could Qoin us in speaking at the event�
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Broadland Meridian
Broadland Meridian Mental Health and >ellIeing -und
has continued to provide successMul support through
its partnership with 5orMolk *ommunity -oundation�
During 2024 it awarded £26,153 in Munding� supporting
7 proQects across 5orMolk and 5orth Suќolk� There have
Ieen some truly amaaing results Mor our communities�
>ith 544 people IeneÄting Mrom the Munding�
The proQects support were
• Time 5orMolk
• >est 5orMolk BeMriending
• Hope aMter Suicide Loss
• *arers =oice 5orMolk 
 >aveney
• The Restoration Trust
• St BarnaIas *ounselling *entre
• 6asis

6asis� a charity supporting adult transgender people
welcomed �0 people to monthly meetings� including
Mriends and Mamilies� They have seen a � � increase
Mrom last year on attendance�
The Heritage Mor >ellIeing sessions in .reat @armouth
and .orleston had �� people access activities� 5�� oM
those who attended noticed an improvement in wellIeing
and 50� said they are now physically active�
Broadland is a proud memIer oM the .ood Mor .ood�
demonstrating an unwavering commitment to making
a positive diќerence in 5orMolk’s communities�

Housing First Case Study
Mr * was a ��-year-old male who Iecame homeless
aMter a relationship Ireakdown�
Mr * Iecame street homeless Mor around three years
and continued to have issues and had many occasions
when he was arrested Mor diќerent crimes� Mr *
continued to drink alcohol heavily�
Mr * was reMerred to >est 5orMolk Housing -irst service
in 5ovemIer 202�� Housing -irst support coordinator
was aIle to start assessments the end oM January 2024�
Mr * was currently sleeping in doorways� sheds and
empty properties� Mr * has chronic lung conditions�
alcoholism and mental health issues�
Mr * was housed in the local night shelter in -eIruary
2024 with the idea oM continuing assessments with
Housing -irst Support coordinator� Mr * engaged well
while completing the assessments�
>hile in the local 5ight Shelter� Mr * had issues with
remaining in the property Mor long periods oM time� >hen
this was discussed with Mr *� he conÄded that staying
in the night shelter reminded him oM when he used to Ie
in care homes as a child and �-� units� so this was
aќecting his mental health� Housing -irst Support
*oordinator supported Mr * Iy speaking with the .7
Mor reMerrals oM Mr *’s mental health and he had an
increase in his medication�
Mr * was accepted into >est 5orMolk Housing -irst in
-eIruary 2024� Iut no suitaIle property was availaIle�
A Housing -irst property was identiÄed Mor Mr * in June
2024� 6nce he was accepted with the housing provider�
the Housing -irst Support *oordinator showed Mr * the
area where he would Ie living�

Mr * was happy with the location as it is still close to
the town centre Mor his weekly appointments with other
agencies and .7�
The Housing -irst Support *oordinator supported Mr *
to apply Mor House to Home package through the 7urÅeet
7antry and they were delivered the day aMter his sign up in
July 2024� The coordinator supported Mr * in applying
Mor a Home .roup Mund Mor his white goods which were
also delivered� Additionally� Mr * was supported to
complete his council ta_� U* ¶ housing element� set up
direct deIits Mor electricity and to change address with all
other agencies and relevant parties�
Mr * works well with his allocated support worker Mrom
Housing -irst and continues to ask Mor support with
appointments� letters and anything he Meels is important�
Mr * has inMormed the Housing -irst Support
*oordinator that he Meels the support Mrom Housing -irst
has helped him massively and iM he did not have it� he
would either Ie in prison or dead�
Mr * descriIes his past as chaotic� and he is Änally aIle
to make progress� Mr * now Meels aIle to ask Mor
support� as previously he did not Ielieve he deserved
the support� or it would not Ie oќered due to his history
and reputation in the area�
Mr * has asked other agencies Mor rehaI� which was
declined� so he is hoping to do a community deto_ at
his property� This would have not oM Ieen possiIle
without the support Mrom Housing -irst and Ieing given
the opportunity Mor a property�
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Tenant Assurance Panel (TAP)
In 2024� our Tenant Assurance 7anel reviewed various
aspects oM Broadland’s operations� ensuring compliance
with the Regulator oM Social Housing *onsumer
Standards� Their input allows progress tracking and the
development oM successMul action plans� which are
regularly reviewed every si_ months�
At the SeptemIer 2024 Board� the TA7 annual report
was presented to the Board sharing a summary oM their
activities and outcomes Mrom the previous year� This was
a collaIorative eќort Mrom all the TA7 memIers� providing
their own Ändings and MeedIack within the puIlication�
They also carried out a K7I review� where they Mound
improvements in the percentage oM non-emergency
repairs completed within agreed timescales�
At the start oM the new year� the TA7 invited residents
outside oM the panel to come along to workshops to
provide MeedIack on the customer enXuiries Qourney�
Residents were aIle to share their views and contriIute
to improvements� The workshops were carried out all
over 5orMolk and online and were proven to Ie successMul
in hearing resident MeedIack Ärst-hand�

Housing for Over 55s (HOP)
The H67 have Ieen continuing their regular meetings
on Broadland’s services and discussing support services
availaIle to them� In July 2024� they had a talk Mrom
The Norfolk and Waveney Wellbeing Service and
a presentation Mrom Breckland Arts for Heath� a
charity committed to Iringing arts to the region to
comIat social isolation�
Throughout the new year� the panel Murther discussed
topical issues on our services� and how we can work
eќectively to make positive changes�

Resident Involvement
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Community Inspectors
6ur *ommunity Inspectors have Ieen actively
monitoring their schemes� Mocusing on issues such as
illegal dumping� communal repairs� health and saMety
concerns and Ilocked guttering� Their oIservations
play a key role in helping us maintain saMe� clean and
well-kept neighIourhoods�

Mystery Shoppers
6ur Mystery Shoppers have Ieen inspecting empty
�void� properties� using a detailed checklist to ensure
each home is ready Mor new residents� Their MeedIack
helps us uphold standards and provide a positive
e_perience Mor residents�

Digital Panel
The Digital 7anel� which has over 200 memIers� have
taken part in  diќerent surveys over the year� The surveys
ranged Mrom receiving MeedIack on the Tenants *harter�
*orporate Strategy� anti-social Iehaviour policy and
customer service opening times� There were a numIer
oM amendments made to our policies� including changes
to our ReasonaIle AdQustments 7olicy�

Out and About
6ur 6ut 
 AIout programme has continued to Ie a
Mantastic opportunity Mor us to connect with residents in
person and receive MeedIack Ärst-hand� >e have Ieen
running the programme throughout the year� where
Broadland staќ walk around our schemes and talk
with residents�
>e now write to residents to share the MeedIack and
actions taken� >e hope this will give residents who were
not at home at update on the actions taken�

Best *ommunal .arden*anary 8uay
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Neighbourhood Engagement
6ver the year� we have Ieen active in our neighIourhoods�
creating opportunities Mor residents to connect� share their
interests and speak directly with Broadland staќ�
6ur annual .ardening *ompetition continues to grow in
popularity� It’s Iecome a much-loved tradition� with many
regular participants returning and new residents entering
Mor the Ärst time� It’s a Mantastic opportunity Mor residents to
share their passion Mor gardening� showcase their hard
work and have their hoIIy recognised and celeIrated� It
was our resident Jane’s last gardening competition and
she will Ie sadly missed Iy the residents and staќ�
>e’ve also held a range oM community events across
our schemes� where staќ have engaged with residents�
answered their Xuestions and oќered support� These
events have included stalls Mrom local services and
charities� such as 5orMolk Recycles and SmokeMree
5orMolk� giving residents easy access to practical
inMormation and advice�
To end 2024� we hosted our Mestive *hristmas get-
together Mor all involved residents� This was to say thank
you to everyone who had given their time to Ie part oM
our panels and help improve our services� This event is
a highlight in our calendar and a great way to celeIrate
our residents’ contriIutions�
This year we have puIlished a new Resident
Engagement Policy� The policy sets out our
commitment to how we will engage and involve our
residents in our decision making and improvements
throughout the Iusiness�

Best .arden >inner

*hristmas .et Together

@ork 7lace

Swanton Road

-ollowing consultation with our Digital 7anel we have
puIlished a Irand new Tenant Charter� The *harter sets
out our commitment to our residents Mor the services that
we provide to them�

Independent East – Resident Voice
The Resident =oice 7anel� as part oM Independent ,ast�
have had a reMocus this year with the help oM T7AS� They
have now set up their own terms oM reMerence and have
Ieen evaluating and comparing the Tenant 7erception
Survey results oM all 5 organisations�
-ollowing this� they have decided to look at the ways the
organisations can work together� Their Mocus will Ie on
damp and mould and anti-social Iehaviour�
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People
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During 2024/25� Broadland continued to invest in its staќ ensuring that we remain
an e_cellent and supportive place to work�

Best Companies
>e were delighted to Ie recognised
as a � star organisation� which was
an improvement to our previous year’s
position� This demonstrated a positive
step in our staќ engagement� ,Xually
valuaIle was the data and MeedIack
collected through the process� which
has inMormed a clear action plan to
Murther strengthen Broadland as a
great place to work�

Challenge and Change
6ur twice-yearly *hallenge and
*hange ¶ ,DI 
 >ellIeing ¶ event
continues to Ie popular amongst
all staќ memIers� It allows an
opportunity to e_pand knowledge
aIout important topics and staќ
engagement� This year� we had
talks on Miscarriages and
Jehovah’s >itness� while also having the opportunity to try
Hot pod yoga� pottery painting and lots oM other activities�

DOMESTIC
ABUSE
HOUSING
ALLIANCE
FOUNDATION ACCREDITATION

Accredited

Equality, Diversity and Inclusion
In 2024/25� we strengthened our Mocus on ,Xuality�
Diversity and Inclusion �,DI�� recognising that continuous
improvement is essential� .uided Iy our 7eople
*ommittee and ,mployee Action 7lan� we have set
clear priorities and are actively working to deliver them�
Regular training and awareness-raising remain key to
emIedding ,DI across the organisation and ensuring it
stays at the heart oM our culture�

Broadland 5eighIourhood Team with Resident

Domestic Abuse Housing
Alliance Accreditation
>e were proud to have successMully in oItaining our
Domestic AIuse Housing Alliance �DAHA� accreditation�
This important accreditation and commitment which
e_tends to Ioth our work with residents and towards
our staќ� RoIust policies are in place to ensure we are
supporting survivors oM Domestic AIuse� and we have
set up Domestic AIuse *hange *hampions to support
our staќ team should it Ie needed�

Focus on Values
The Senior Management Team has taken time to reÅect
on and clearly articulate the value oM what we do at
Broadland� This important and ongoing work is helping
to align our day-to-day activities and strategic direction
with the core values that underpin our Broadland�

Living Wage
>e continue to Ie accredited
Living >age ,mployer�
recognising the importance oM
ensuring a Mair wage is paid to
all and support the 5orwich
Living >age *ity *ampaign�
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Financial Resources

Focus On New Market Homes
6ur .roup turnover Mell Iy c�2�5m as a result oM less sales
activity through Broadland St� Benedicts� our market sale
development arm� as we near the end oM our sales cycle
and Mocus our eќorts on developing new market sale
homes� Broadland St� Benedicts continues to perMorm
well and generate valuaIle surpluses that help us Iuild
new aќordaIle homes�

6ur Änancial perMormance compares MavouraIly to our peers�
demonstrating our Mocus on delivering value Mor money�
6ur interest costs �the amount we pay to Munders to
Iorrow money� appear higher compared to last year�
however this is due to how we need to present the costs
oM removing unMavouraIle loan arrangements and entering
more MavouraIle ones� The reality is our interest costs
remained Mairly similar in cash terms�

Turnover, operating surplus and operating margin trend

These are taken Mrom the Änancial statements
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2025
£’000

2024
£’000

2023
£’000

Total turnover 45�5 � 4���0� �5�5��

6perating surplus IeMore disposal oM housing stock �2�27� �2�2�5 ��7�0

5et interest 
 other charges �2�5��  �� � 7�� 7

Surplus IeMore ta_ ��0�5 ��220 ��47�

6perating margin IeMore disposal oM housing stock � 2�� 25�5 24�5

Extract from consolidated statement
of comprehensive income
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Broadland Housing Association Expenditure 2024/25 (£’000)

Statement of Comprehensive Income (Income Statement)

Investment in oѝces�
IT and other eXuipment
£1,228
5on-staќ operating costs
£2,598
Repayment oM Iank loans
£28,978
Money loaned to BSB
through the intergroup loan
£400
5et interest paid on Iank
loans
£14,279

Staќ salaries and IeneÄts
£6,954
>hat it costs us to look
aMter the communal spaces
at our schemes
£4,387
Routine repairs and
planned maintenance
£6,117
MaQor reMurIishment works
£4,237
Development spend
£16,676

*ommercial rent
£62,159.93
Interest receivaIle - Banks
£144,146.40
Interest receivaIle -
Intergroup
£347,091.26
Dividend Income receivaIle
£18,006.93
*apitalised Interest
£246,315.49
.iMt Aid received - BSB
£36,211.41
.iMt Aid received - BDS
£1,060,869.94

Rental Income
£32,000,657.62
Service charge Income
£4,349,989.45
Surplus on shared
ownership Ärst tranche
sales
£345,915.39
Shared 6wnership
Staircasing
£111,965.52
Disposals
£965,851.24
Management/6ther income
£612,838.50

BroadOand Bespoke* Independent East

5emuneration pa\aEOe to the highest paid director� reOative to si]e of OandOord

£30 £30 £32

Aggregate amount of remuneration paid to directors� reOative to si]e of OandOord

£135 £128 £140

Management costs� reOative to si]e of OandOord

£1�123 £1�180 £1�208

The EeOow costs are caOcuOated as pounds per home

�Bespoke in this instance means a group oM similar siaed housing small housing associations Mrom across the UK who also
have a similar make-up who provide in-house repairs service and rural homes�
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Value for Money
>e continue to achieve value Mor money in our procurement activity Iy Mocusing on the
-ive ,s: ,ѝciency� ,ќectiveness� ,nvironmental� ,Xuity and ,conomy� This Mramework
guides the development oM our procurement reXuirements and Key 7erMormance
Indicators �K7Is�� ensuring that contracts deliver value across all Äve areas�

*ost increases have Ieen signiÄcant� Iut we continue to
work closely with our suppliers to ensure our supply chain
is eѝcient in mitigating price surges� >e hold contract
management meetings with our key suppliers to ensure
our e_pectations are Ieing met�
6ur 7rocurement Team produced a Xuarterly report
outlining the perMormance against our -ive ,s procurement
process during 2024/25�
+ighOights from 4uarterO\ 5eport�
• �00� compliance with our -ive ,’s procurement process�
• Appro_imately �0�2 million oM ºcashaIle’ savings

delivered against 2024/25 Iudgets� which we used
to increase investment in our homes�

• �2�k oM social value contriIutions received Mrom
contractors and suppliers� which will Ie giMted to
Broadland Meridian� our charitaIle arm� and working
with our partner 5orMolk *ommunity -oundation� will
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Ie used to Mund charitaIle work speciÄcally related to
mental health and wellIeing in our local communities�

• Reviewed value Mor money reviews on three areas oM
Broadland against the -ive ,s to assess our perMormance�

• Buy goods and services locally wherever possiIle ¶ we
spent ��7��54��22 �75�55� oM total spend� on goods
and services Mrom �2� suppliers ����4�� oM suppliers
used� in 5orMolk and Suќolk�

• Support small-medium suppliers wherever possiIle
¶ we spent ��7�274�750 �7��0�� oM total spend� on
goods and services Mrom 427 ����� � oM suppliers
used� small and medium suppliers�

The 7rocurement Team are keen to make procurement
as simple as possiIle� >e aim to work with all areas
within Broadland ensuring we have a commercial Mocus
and simpliÄed processes to help achieve the Iest
outcome and demonstrate value Mor money�
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BroadOand +ousing Association
5*-*� *arrow Road�
5orwich 5R� �HU

Customer Services
t� 0�0� �0� 000�
e� enX'Iroadlandgroup�org

'BroadlandHsg
Broadland Housing Association
'Iroadlandhousingassociation
Broadland Housing .roup
'Iroadlandhousing

www�Iroadlandgroup�org

DOMESTIC
ABUSE
HOUSING
ALLIANCE
FOUNDATION ACCREDITATION

Accredited
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