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I’m pleased to present this year’s Annual Report to 
Residents. 2018/19 was an exciting year for resident 
involvement at Paradigm; thank you to all of you who 
took part in our baseline customer survey. We continued 
our strong focus on resident involvement, including 
appointing our new Resident Services Panel. You can hear 
more from George, the Chair of the Panel, on this page.

Your feedback is important to us. The information 
you give us through surveys, complaints and from our 
resident auditors, as well as our performance data, helps 
us to shape how we deliver our services. This year, your 
feedback has informed several improvement projects.

In 2018/19,  we spent £22.7 million investing in and 
improving our homes. We have continued our strong 
focus on safety and compliance and are committed to 
keeping our residents safe.

As ever, we strive to make the best use of our resources 
so that we can build more new homes for those who need 

them most. You can read more about the work of 
our development team on page 7.

Matthew Bailes, our Chief Executive

By George Assibey – Chair, Resident 
Services Panel 

I am delighted to welcome you all to our Annual 
Report to Residents for 2018/19. 

The Resident Services Panel is a team of nine people, including 
both tenants and homeowners, who were appointed by 
Paradigm in April this year. Our primary role is to be a 
voice to all residents on one hand, and on the other, work 
collaboratively with Paradigm to influence policy and service 
delivery in order to drive improvements and raise standards.

You will see from the Report that there have been 
improvements made in response to feedback from residents. 
However there is always room for improvement!

On behalf of the Resident Services Panel, I wish to thank the 
Chair of the Board, Julian Ashby, Chief Executive, Matthew 
Bailes, and the Management team at Paradigm for trusting us 
with this role and offering us the relevant training.

Finally, I wish to thank all the members of the Resident Services 
Panel for their support in my role as Chair. We look forward to 
working harder in the coming months to fulfil our role to help 
drive improvements in the areas that mean the most to you, as 
Paradigm residents.

Looking forward 

Find out more 

If you would like to find out more you can read 
the full Financial Statements on our website 
www.paradigmhousing.co.uk. 
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Where your money goes
We reinvest all the surplus we make 
into the business. This allows us to 
build new homes for those who need 
them most, as well as repairing and 
improving our existing homes.

You can find out more about our 
repairs service later in this report. 

Sometimes we need to do major 
upgrades to some of our blocks. We are 
currently updating our homeless hostel 
at Lea Bridge - look out for more news 
about this on our website. 

Surplus for reinvestment

2018/19 £25,100,000



We spent £22.7million in 2018/19 on repairing and improving our 
homes. Our overall repairs cost has increased as we have spent 
more on safety, particularly for fire, gas and electrical safety and 
testing.

We know it has taken us longer than it should to attend a routine 
repair. We are conducting a review of our repairs service and have 
already made changes to our structures and processes. We have 
been working hard to make sure we can provide you with a genuine 
resolution to your problem on the first visit, which means making 
sure that the correct team attend, with the right information and 
equipment to do the job. We’re 
already seeing improvements 
and you can expect things to 
get significantly better over the 
course of the year.

Maintaining your home
£633 

in 17/18

12 days 
in 17/18

91.3%
in 17/18

On average, it took 

17 days 
to attend a repair

We completed

90.1% 
of jobs on the first 

visit

Our repairs cost per 
property was 

£737

Housing 
industry 
average 

92.3%

How we’re doing

£22.7m 
spent on repairing and 
improving our homes

97% 
of emergency repairs were 

attended within 24hrs



At your service How we’re doing
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Issues resolved at the first point of contact:

69%
general issues about 

your tenancy

72%
of calls about repairs 

We answered 70.8% of calls within 20 seconds
211 customers used our new call back function

We dealt with 259 cases of anti-social 
behaviour. 82% of ASB cases were 
considered by customers as resolved when 
surveyed 6 months after the case closure date.

259
ASB

cases

12.7
average number of days it takes 

to re-let an empty property

How we’re doing

Housing 
industry 
average 

24 days

12.7

90.1%

92.3%

24



Your feedback

876
compliments 

received

Hearing what is important to you helps us to ensure we continue to do the things 
that you value and to improve our services when things aren’t so good.

You told us 
the technicians in the repairs team are 

friendly, polite and you like it when 

they take the time to explain what 

they are going to do.

429
complaints 

received

Please continue to tell us what you think, we really value your feedback. 
You can log compliments and complaints by ringing Customer Services on 0300 303 1010 or by emailing 

enquiries@paradigmhousing.co.uk 



You said, we did 

You told us it takes too 
long to progress repairs and we 

don’t keep you updated

Our homeowners told 
us that you are unhappy with 

the management of defect 
repairs after moving into 

your new home We have recruited 
an Aftercare Officer who 

will work closely with new 
homeowners to ensure we better 
manage any concerns highlighted 

at handover or during the first 
year.

You also raised concerns 
about the way we handle more 
complex queries, telling us we 
don’t always get back to you 

quickly enough

We’ve improved the 
way we work together with 

colleagues across Paradigm so that 
we can provide a better service and you 

have one key person as your main contact. 
We have also set ourselves ambitious 
targets to reduce the amount of effort 

you feel you have to make to have 
your queries resolved.

• We’ve changed the way we categorise different types of repair, 
which means that when you call us to report a repair it goes to 
the right team from the beginning.

• We now have lead technicians whose job is to support other 
technicians in their team so that they can fix the issue on their 
first visit.

• If there is a query regarding the repair, lead technicians are on 
hand to speak to customers to help speed up the process.

• Our new values (you can find out more about these on page 
11) support our staff to deliver the best possible service to our 
customers.

You have also expressed your concerns when you have been unhappy with 
the service you have received. We have listened to your feedback and made 
improvements over the last year. 



Building new homes

We built

350
new homes 
in 2018/19

Our vision is to provide affordable homes for those who need them most and our 
Development programme is an important part of making this happen!

610 in 
2017/18

“Paradigm has made it all so 
easy, the whole thing has gone 

really smoothly, from signing up 
to moving in. The information 

they gave me has been great and 
everyone has been really helpful.”

Paradigm resident, Zoe

“Buying this home has really changed 
everything for us, we have so much more time 

and a better quality of life - and we’re living 
in an area that we never thought would be 

possible for us.”
Shared Owner, Ellie

We built fewer new homes this year as we 
are focusing on making sure new homes 

meet our high quality standards. This 
means we have delayed accepting 
some new homes from builders, and we 
have put a new strategy in place where 

we buy land ourselves and we seek to 
work with key partners to develop it.



Resident involvement Our Resident Quality Inspectors check that 
the standards of our estates and empty 
properties are up to scratch and give their 
feedback.

Resident Quality Inspectors 

31 Inspected 31 empty properties 
(8%)

Inspected 90 estates 
(around 17%)90

Lots of opportunities for involvement....
Our Readership Panel were offered the opportunity to comment on a range of 
documents, to make sure they are easy to read and understand. This included a 
Subject Access Request form, which was made simpler and more user friendly 
following the panel’s feedback.

Resident Services Panel
Our Resident Services Panel were recruited in April 2019. 
The nine members of the panel (three homeowners and 

six tenants) will be having a close look at our services and 
helping us improve them.

Customer survey
We had an excellent response to our customer survey and are now using the 
feedback you provided to make improvements to a number of the services you told 
us matter most to you. 

We have plans in place to address the issues you raised – some we can do quickly 
and others will take a bit longer. You said you would like us to:

• Improve the way we communicate with you about ongoing issues
• Carry out communal repairs more quickly
• Improve our digital services
• Provide a better service to homeowners, particularly after they have bought a 
home with us.

77%
of tenants 

55%
of homeowners

are satisfied with the service 
they receive from us



Homeowners
In our customer survey, you told us you thought we could improve in some areas; 
for example, you told us you sometimes find it difficult to get the information 
you need. We have already made some improvements. 

85.4%
of new homeowners were 
very or fairly satisfied after 
moving into their new home

We’ve recruited an Aftercare Officer to help new 
Shared Owners with any teething problems when 
they move into their new home. 

We know moving house can be stressful, so 
Magda’s role is to help make sure this process goes 
smoothly and assist with getting defects resolved 
as quickly as possible.

We are also looking at ways to improve 
the experience of all our homeowners, 

whether new to Paradigm or not. We will 
be conducting an in depth review this year, 

looking at all aspects of the services we 
provide.

Earlier this year 
we appointed a new 

cleaning contractor to look 
after the communal areas in our 

blocks. We’re already seeing 
improvements!



About Paradigm 
Paradigm is a registered, charitable housing association. We’re one of the leading providers of affordable 
housing in the South East, managing nearly 15,000 homes in 34 local authorities!

Our values
In December 2018 we launched our new values and behaviours. 
Our values set out the way we work and the behaviours we 
expect of all our staff. 

Safer Together Driving Improvement Being Clear

Acting Thoughtfully

Paradigm Foundation
Since launching in 2013, we’ve helped to improve the lives 
of those living in the area that the Paradigm Housing Group 
covers.

In fact, we’ve helped out hundreds of individual Paradigm 
residents and community groups, contributing over £1 
million to local initiatives in the process.

We have been very pleased to support numerous community 
initiatives and Paradigm residents during the last six months. 
The Spring/Summer 2019 grant application window has 
now closed, whilst we prepare for the next funding period. 
To find out more or if you are interested in applying for a 
grant please keep checking our website  for the launch of the 
Autumn/Winter grant application window in Autumn 2019.Working As One



We hoped you enjoyed reading our Annual Report to Residents 2018/19.

Contact us
www.paradigmhousing.co.uk

enquiries@paradigmhousing.co.uk
0300 303 1010

Unless otherwise stated, figures refer to the financial year April 2018-March 2019.
Where given, figures for ‘Housing Industry Average’ refer to HouseMark Sector scorecard analysis report 2018.


