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The continued pandemic has meant the past year has been quite challenging for 
Beyond Housing customers and colleagues. Our 2020/21 customer annual report 
reflects the fact we have spent a significant amount of time in lockdown, whilst 
at the same time highlighting the things we did to adapt and support customers 
and communities through this challenging time.

Our ambition for our customers and communities continues, and whilst the 
pandemic may have delayed or altered our original plans, we still remain 
focused on our four main objectives:

• Providing quality services to our customers

• Building new homes and keeping our existing homes in top condition

• Investing in our neighbourhoods to create great places to live and work

• Being a great place to work for our people.

In this report you’ll find all the key information on our performance between 
April 2020 and March 2021, as well as some highlights and case studies in relation 
to the work we do.

Customers have continued to work with us throughout 2021, albeit virtually. This 
has meant we have been able to gain insight from more of our customers - with 
over 100 of our customers involved directly, over 1,500 hours of engagement 
activities, together with over 35,000 pieces of feedback gathered - and gain the 
views of more diverse groups of people.

Some highlights in 2021 are:

• Reach & Respond – a new name for our independent living service (page 7)

•  Concerns and complaints – addressing what went wrong to ensure we get it 
right (page 10)

• A spotlight on customer feedback, involvement and engagement (page 12).

The views of our customers, tenants and residents continue to be invaluable, 
and even more so as we continue to operate in a pandemic situation. Whilst the 
operating environment remains challenging, the insight we gain from customers 
helps us to improve our service and shape our customer experience for the 
future.

The Beyond Housing Board and executive team would like to thank all 
customers for their continued support and understanding throughout 
the pandemic and as always, we appreciate your continued feedback and 
involvement in the work that we do.

James D Hayward 

Chair 

Rosemary Du Rose   

Chief Executive

1. Introduction

An introduction from the Chair of 
the Board and Chief Executive
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To help our customers and 
communities succeed and thrive. 

To provide services our customers value, 
homes they want and place they are 
proud of, delivered by people who care.

Beyond Housing provides 15,000 homes and a wide range of services to over 

30,000 customers living in the Tees Valley and North Yorkshire. We’re one of the 

largest housing organisations in the North East region and we’re ambitious about 

achieving our purpose of helping our customers and communities to succeed 

and thrive. With almost 750 colleagues our mission is to provide services our 

customers value, homes they want and places they are proud of, all delivered by 

people who care. 

We’re proud of our reputation for providing high quality affordable homes within 

thriving communities. We’re a housing provider with a difference. We recognise 

that our role in our communities is one that’s much bigger than bricks and mortar, 

whether that’s through creating work, training and learning opportunities to help 

people reach their potential, investing in our communities where they need it 

most, or providing a vast range of independent and supported living services to 

support older and more vulnerable people to stay in their home for longer.

Our purpose

Our mission

2. Who we are
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£

3. Providing quality services

Whether we’re helping you find a new home, keeping your home  
safe and secure, or helping you remain independent in your home 
well into your later years, we’ll be there for you every step of the  
way. Here are some examples of the quality services we provide  
to our customers.

Income advice service
Our income advice service seeks to support customers to 

maximise their income and minimise debt through the prompt 

collection of rent and other tenancy related charges, whilst 

being sensitive to their circumstances and individual needs. 

We are there for customers at any time throughout their 

tenancy and offer a number of services to ensure they are 

getting everything they are entitled to and are in the best 

financial position possible; from checking your Universal 

Credit and welfare benefits are correct to assisting with 

Council Tax benefit claims and more complex support such as 

representing them at benefit tribunals.

Last year our benefit caseworkers:

TO GET

TO

HELPED

CUSTOMERS

IN HARDSHIP PAYMENTS 

447 IN BENEFITS
THEY WERE ENTITLED TO

£1,484,994 

AWARDED 
£6,500 

COVID-19

CUSTOMERS
AFFECTED BY
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And some excellent 
customer feedback:

David, Benefit Caseworker 

Jemma, Income Advisor

“I helped a customer who had made a claim for Attendance Allowance, 
but it was turned down. I gathered lots of detail on their health and the 
difficulties they had and presented this for reconsideration, and it was 
successful! The customer is now £60 a week better off.” 

“I helped a customer with a hardship payment as she was suffering from 
long term COVID. I was able to help her with some bills so that she wasn’t 
left struggling.” 

Here are some examples  
of help we have given:

I would like to mention the advisor who I 

initially thought was just a debt collector, 

but has turned out to be one of the most 

considerate and understanding people I have 

ever met. The fact he has listened and shown 

genuine concern for my situation really is very 

much appreciated and has given me a great 

deal of peace of mind. He certainly has gone 

‘beyond’ what I would have expected, with 

an excellent outcome that has helped my 

situation greatly.

 

“

“

I just wanted to take the opportunity to say 

thank you for the help over the last few years. 

I came to Beyond Housing for help with 

housing when I had nowhere else to turn. 

When I was trying to get back on my feet, you 

supported me with many flexible payment 

plans and encouraged an open approach 

to dealing with my finances. Over the last 

seven years I have managed to bring up my 

two children, get myself through university 

and secure a local full-time job. I have no 

doubt that without your help, getting back 

on my feet would have been much harder 

and wanted to say that I appreciate all the 

help you have been able to provide to me and 

my children, and in case no one ever says it - 

thank you.

“

“
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Our customer feedback indicated our previous lettings 

platform was out of date and did not provide the 

support our customers needed to help find their new 

home. We listened to this feedback and worked with 

our partners in the north east to create the Tees Valley 

Lettings Partnership. Tees Valley Homefinder was born 

out of this partnership and provides a streamlined, 

simple and transparent way to find an affordable home 

to rent or to buy in the area that is right for you. For 

more information, visit teesvalleyhomefinder.org

Our three independent living services for more than 

8,500 people across Teesside and Yorkshire have now  

been amalgamated.At Beyond Housing, we operated an 

independent living service under three different names 

across the region – Teesside-based HomeCall, Coastcall 

across the North Yorkshire coast and Hambleton 

Lifeline in the Hambleton district. From Wednesday 1 

December 2021, the three services came together to 

operate under a single new name, Reach & Respond.

Our independent living services offer a lifeline to 

people, who might otherwise require in-person care 

or support, to live happily, healthily and independently 

in their own homes. The technology-enabled system 

provides reassurance that help is available 24 hours a 

day, through a discreet alarm system setup throughout 

the home. It also offers the option of a range of telecare 

sensors, which can automatically detect an emergency 

and alert responder. Reach & Respond brings together 

these services under a single name and brand, ensuring 

customers receive the same experience wherever they 

live in the region, and allowing a smoother experience 

for new customers joining.

A new way  
to find a home 

Keeping the door  
open to independence
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Given the skills and experience our responders have in assisting 
customers who have fallen to get back on their feet, it seemed only 
natural to develop a partnership with Yorkshire Ambulance Service. 

C A S E  S T U D Y

For the ambulance service, someone who has fallen 

but is uninjured is a less urgent call. By utilising our 

responders to attend, the customer can receive a 

faster response time and we are able to support the 

ambulance service in focusing on those who require 

their expertise. 

Beyond Housing and  
Yorkshire Ambulance Service

This partnership has been increasingly important as 

the ambulance service have seen rises in demand 

throughout the pandemic, and we have been able to 

show them, and the public, how valuable our service 

can be in providing emergency support and peace of 

mind.

In the last year we have: 

HANDLED

ATTENDED
ATTENDED 

ATTENDED

177,654 

3,548 38

550
CALLS

FALLS
CALLS ON BEHALF 

OF YORKSHIRE 

AMBULANCE SERVICE 

( S A V I N G  T H E  N H S  £ 9 , 5 7 6 )

EMERGENCY 

CALL OUTS

PER MONTH
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C A S E  S T U D Y

New Directions is one of Beyond Housing’s in-

house employability services operating in Redcar 

and Cleveland. The service supports people aged 

15 to 29 who are not in education, employment or 

training with specialist support, guidance, training, 

mentoring, apprenticeships, job placements and 

further education in order to meet the needs of local 

employers. It has a proven track record of matching 

jobseekers to the needs of a business.

Brad Walker, 28, was inspired to take up the ancient 

craft after watching the History Channel series ‘Forged 

in Fire’ and decided to consider self-employment to 

bring iron work back to the Land of Iron.

Following a period of unemployment, Brad registered 

with the New Directions programme, and completed 

an apprenticeship in Environmental Conservation, 

however many of the jobs associated with this were 

short term contracts or in remote areas. 

Brad said: “I’d been unemployed for four or five 

years and I really wanted to get back into work. 

Unfortunately, all the jobs available after my 

apprenticeship weren’t right for me, particularly 

the rather stomach turning few years I worked in a 

slaughterhouse!

“It was virtually impossible to find employment during 

lockdown. When I applied for the few vacancies that I did 

find, I wasn’t getting a response or acknowledgement 

from the employer, and this adversely affected my self-

esteem and motivation levels.”

Brad found that his work situation was increasing the 

symptoms of his bipolar disorder, and encouraged by 

his wife and sons, approached Enterprise Made Simple 

for support in starting his own blacksmithing business.

Brad said: “I decided to strike while the iron was hot 

and make a business plan, which I managed to do with 

the support of Maria from Enterprise Made Simple. 

New Directions provided me with financial support 

to purchase the equipment I needed to start my 

business, and I was ready to go in around six months.”

Dianne Steel, Beyond Housing YEI Team Leader, said: 

“We supported Brad with the purchase of an anvil 

which he needed to be able to shape the metal, so an 

important piece of equipment for his job role. 

“As part of our In Work Support service, we are also 

supporting him with the cost of materials to replace 

his shed roof after recent bad weather. Brad works in 

his shed and is doing the repairs himself, so it’s good 

that we are still able to assist during these early days 

of self-employment when every penny counts.

“Brad has been a pleasure to work with, he has been 

very focussed and motivated towards his self-

employment goals and now the hard work has paid 

off, we wish him all the very best for the future.”

Brad Walker is currently promoting his work via 

social media platforms and forums for re-enactment 

enthusiasts and is hoping to expand his work into 

swords and armour for use in their recreations of 

historic battles.

A young man from Loftus living with bipolar disorder has  
built a new career as a blacksmith with the support of the  
New Directions team.
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Concerns and complaints – addressing what 
went wrong to ensure we get it right

208

At Beyond Housing we are committed to listening and learning from 
our customers to investigate what happened and agree where we 
are at fault. We work with customers and aim to resolve concerns and 
complaints efficiently and fairly.

Over the last 12 months…

What our customers have told us 

We have received:

COMPLAINTS

You want our repairs and 

maintenance service to be 

right first time and efficient

You think improvements to your 

home could be done faster and 

with less effort.

We don’t always get our 

communication right when 

providing a service to you

!
!

!
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Changes we have made

You told us:

You experienced delays in communication when 

contacting individual colleagues through their 

personal work email address.

We changed: 

Our procedures to ensure that when colleagues are 

absent from work, their email ‘out of office message’ 

is present on their email account and provides details 

of alternative contact details.

You told us:

The breakdown of service charges when signing up 

for your home was not clear.

We changed:

The steps in the sign up process. The sign up process 

includes a new step where a Beyond Housing 

colleague explains the elements of service charge 

breakdown and requires sign off by the customer, 

before handing over the keys.

You told us:

You were unhappy with the lack of notification when 

we completed any works to bushes, hedges or trees 

on Beyond Housing land near your home.

We changed:

We will now notify residents living in the immediate 

vicinity of any works taking pace on Beyond Housing’s 

open land.

You told us:

You found it difficult to make a complaint online.

We changed:

We have added a paragraph to the bottom of the 

‘Contact us’ page that directs users ‘how to make 

a complaint’ without having to use the website’s 

navigation system. Also, if you type ‘complaints’ in the 

search bar, a list of options is provided.

We have also used complaints learning to make the 

following strategic changes:

Changes to our customer services and experience - 

we are undertaking a programme of work to ensure 

we deliver the right solution at the right time to 

achieve the fastest outcome for customers.

Improving our how we deliver our repairs service -  

we are undertaking a programme of work aimed 

at implementing a revised Beyond Housing repairs 

process that is designed to improve the customer 

journey, customer communications, and efficiency.

Improvement to our internal systems to ensure 

customers and colleagues have access to information 

and can perform the actions needed. 

On the occasions we don’t get it right for you, we 

want to hear about it so we can get the right solution 

next time. If you need to make a complaint you can do 

so at beyondhousing.co.uk.
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at Beyond Housing

Customer feedback, involvement 
and engagement

While our ways of working have changed over the last 12 months due to 
COVID, we have continued to engage and involve our customers. Here 
are just some examples of the great work we have carried out together: 

Net Zero

Customer contact experience 

We recently consulted with our customers to explore what they want, need and 

expect from the contact channels we offer. We engaged with over 1,600 customers 

who told us what we need to do to make our contact experience easy to use, reliable, 

fit in with their lives, solve their problems and meet their needs.

With this feedback we have now started a series of improvements focused over the 

next 12 months on giving customers the fastest route to getting their query resolved. 

We aim to achieve this by always keeping you informed of what is happening and 

when, ensuring you can speak to the right person at the right time, and by introducing 

technology that is there when you need it.

Tenant event with the Regulator of 
Social Housing 

The event was set-up to allow customers to hear 

about how regulation in the social housing sector 

now works and the changes the Social Housing White 

Paper is introducing, as well as an opportunity for 

the Regulator of Social Housing (RSH) to engage with 

customers prior to reshaping consumer regulations. 

The RSH outlined their thoughts on tenant satisfaction 

measures, creating a new set of standards, and the 

principles of proactive consumer regulation.

Placeshapers net zero partnership

With the Government committing to reach net 

zero carbon emissions by 2050, we worked with 

Placeshapers who are a network of UK social 

landlords to ensure our customers could have their 

voice heard on what net zero means to them, and 

how best to engage with customers and communities. 

Our customers joined discussions with 14 landlords 

and customers from 30 different housing associations 

to provide recommendations on how landlords should 

work together to engage with customers and start 

making improvements today to allow us to achieve 

net zero by 2050.
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North East Tenants’ Voice

The North East Tenants’ Voice group was created earlier this year and 
aims to ensure tenants across the north east region are represented 
and have a voice to highlight regional opportunities and challenges. 

We have also engaged with customers in a number 

of community focused events in the last 12 months, 

which have provided a wide range of benefits:

• The £16 million regeneration scheme and 

new community hub at Church Lane North in 

Grangetown took place this year, with many 

local residents joining us on-site to look to the 

future of the regeneration work. The Church Lane 

North Regeneration Facebook group became an 

effective way to provide regular updates, answer 

queries and promote activities to residents, 

including a summer holiday activity programme in 

partnership with Grangetown Generations. This 

scheme catered to over 40 children per week 

in the area and gave a wide variety of themed 

activities to take part in

• To help us with our aim of redesigning a 

woodland area in Loftus that will allow us to hold 

activities, 40 online surveys and 30 face to face 

consultations were carried out. This feedback has 

supported the design work and how we ensure 

that the Green Recovery funding we received 

is fully utilised with the interests of the local 

community at heart

• We also supported local community arts 

organisations to provide outdoor theatre events at 

Cowescote Woodland in Loftus. This was with the 

aim of encouraging use of a local outdoor space 

for wellbeing, exercise and volunteering. A youth 

theatre production of Alice in Wonderland was 

delivered in the summer and an interactive ‘Folktales 

of Loftus Woods’ event took place in October

• Our new partnership with the Green Lane 

Community Connections residents’ group and the 

It also aims to ensure the voice of the north is heard in 

influencing regional and national decision making. Our 

customers joined with 30 others of landlords across 

the region to discuss key issues around digital poverty, 

building safety, net zero carbon and the stigma of 

customers in social housing.

Mayor of Whitby resulted in a joint community 

clean-up day at The Ropery in Whitby to support 

customers with the disposal of large items

• A fun day event in Filey was attended by 

representatives from our community connector 

and independent living teams. The event was 

open to the local community and attended by 

approximately 200 people, giving them opportunity 

to talk with our representatives and learn more 

about Beyond Housing’s wider services

• We contributed to the national Great Big Green 

Week scheme to promote healthy and greener 

living, as well as reducing emissions. Areas of 

under-utilised green space were identified and 

fruit bearing trees were planted so that local 

residents can harvest the fruits once they become 

established. Trees were planted in Filey, Whitby 

and Scarborough 

• Approximately 50 tonnes of waste were removed 

in a large-scale partnership effort to tackle litter 

and fly-tipping in the Eastfield area. Free skips, 

removal services and garden clearances were 

provided to help the local community clear out 

any large items. Local school children worked with 

Keep Scarborough Tidy to carry out litter picks. 

The plan is to conduct this event on an annual 

basis due to its success and impact.
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TPAS customer engagement review

We commissioned customer engagement experts 

TPAS (Tenant Participation Advisory Service) to 

review and revise our approach to engaging and 

involving customers. 

The purpose of the review was to ensure the approach 

Beyond Housing takes to involve and engage customers 

is fit for purpose, both now and in the future. Since the 

review we’ve introduced some new ways for customers 

to get involved, such as our digital voice group and 

Q&A sessions. You will find details of how you can get 

involved with these on the back cover.

With over 100 of our customers involved directly in 

over 1,500 hours of engagement activities, together 

with over 35,000 pieces of feedback gathered from 

customers on their experiences with Beyond Housing, 

we are making sure we are closer to our customers 

than ever before and putting them at the heart of 

improvements we make.

Beyond Housing  Customer Annual Report  14



4. Building new homes and keeping  
existing homes in top condition

We aim to provide the homes you want to live in and are in the second 
year of an ambitious five-year programme progressing the delivery of 
2,000 new homes by 2025. 

Diverse communities need a mix of homes, and 

we are focused on getting the combination right 

for people from all walks of life – whether they are 

homes for affordable rent, apartments or bungalows 

with supported living for older people or those 

with vulnerabilities or helping a new generation of 

homeowners onto the property ladder through our 

low-cost home home-ownership options, as well as 

offering homes for outright sale.

We have had a particularly challenging year to deliver 

our development programme, with the construction 

industry impacted by the COVID-19 pandemic. Despite 

the challenges we have successfully progressed 

or started on site with schemes across seven local 

authority areas in the Tees Valley and North Yorkshire, 

which will provide new homes in areas including 

Stockton-on-Tees, Middlesbrough, Grangetown, Filey 

and Loftus.

We have also been working on fundamental changes 

during 2021 to support the Government’s strategy 

of decarbonising all sectors of the UK economy to 

meet the target of net zero by 2050. Just some of 

the ways we have incorporated these targets into 

our development programme include installing 

alternative electrically powered boilers and air source 

heat pumps into our new homes, which will be free 

from the use of fossil fuels. Changes to meet zero 

carbon will also include electric charge points and 

‘fabric first approach’ in the design of our homes, 

which maximises a home’s components to prioritise 

heat conservation over heat generation. This work 

will continue as we progress new schemes and new 

technology is introduced to the housing sector. 
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This scheme was officially launched in October 2021 

to start the £16 million regeneration of the Church 

Lane North estate in Grangetown, Redcar and Cleveland. 309 homes will be refurbished 

along with a redesign of the estate layout, to include private garden areas and redevelop a 

redundant car park area with 33 new build houses and bungalows. 

C A S E  S T U D Y

The regeneration also includes the 

refurbishment of a further 15 long-term 

empty properties and will introduce 

a range of improvements including 

a major re-roofing programme and 

installation of external wall insulation 

to improve the energy efficiency and 

appearance of homes. 

Our investment has been supported 

by a Homes England grant and 

the Department for Levelling Up, 

Housing and Communities’ Estate 

Regeneration Fund. 

We are working in partnership with 

EQUANS to deliver the regeneration 

works on the estate and will be working 

alongside the community, delivering 

training and employment opportunities 

together with a range of activities 

encouraging residents to get involved.

Church Lane North, 
Grangetown

“This ambitious scheme underlines our widely 

recognised commitment to investing in homes, 

neighbourhoods and communities and supporting 

customers to meet their changing needs.”

“We are delighted to be working in partnership with 

Beyond Housing to deliver this key scheme within 

Grangetown. The EQUANS team is looking forward to 

commencing on site and moving the project forward.”

Clare Harrigan, Director of Development at Beyond Housing

Alan Maskell, Refurbishment Director at EQUANS

Whilst new developments are needed to make sure 
everyone has a place to call home, we’re also committed 

to ensuring your home remains in top condition.

Boiler and heating replacements – 807

Electrical rewires – 54

Kitchen replacements – 126

Bathroom replacements – 54

Front/rear external door – 146

Window replacements – 131

Roof replacements – 55

External wall insulation – 50
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Front/rear external door – 146

Window replacements – 131

Roof replacements – 55

External wall insulation – 50

5. Investing in our neighbourhoods to create 
great places for people to live and work 

One of our main strategic goals at Beyond Housing is 

to invest in our neighbourhoods to create great places 

for people to live and work; we understand how 

important is to invest in the physical environment, 

services, and people of the areas we serve. 

To help us achieve this goal we recognise our front line 

colleagues, those who see you at home for a repair or 

speak to about your rent or tenancy, are our closest 

link to you and your neighbourhood. They are integral 

to us knowing how and where we should be focusing 

our investment to create great places for people to live 

and work. 

We are investing £500,000 for both physical and 

social improvements and have given our front line 

colleagues the autonomy to identify and approve what 

improvements are needed where and when, ensuring 

we are making the right improvements in the right 

areas at the right time, to really make a difference. 

With over 50 improvements identified this year 

alone across our neighbourhoods, we are providing 

solutions that range from single improvements 

impacting one area through to community wide 

improvements addressing a number of issues across 

a neighbourhood. This includes measures to reduce 

anti-social behaviour, increasing the frequency of 

waste collection to reduce the impact of rubbish and 

fly tipping, increasing secure mobility scooter storage 

options at home and increasing access to greenspace 

through the provision of additional play parks and 

outdoor equipment. 

All of these improvements are being driven by those 

closest to our customers, enabling us to put you at the 

heart of the improvements we make. 
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We are committed to ensuring your neighbourhood is somewhere you 
feel safe and secure. This commitment can be seen with our fencing 
programme, with over 300 metres of fencing being erected each month. 

C A S E  S T U D Y

Our Major Works team

This can be replacing existing fencing that has fallen 

into disrepair or installing new fences to improve 

security and help our customers feel safe or to address 

anti-social behaviour issues in a particular area.  

We also have programmes of work to cover 

improvements to neighbourhoods that do not fall 

under the remit of our day-to-day reactive repairs and 

maintenance service.  

These works can include tarmac laying, demolition 

of structures such as garages, pathway and step 

replacements, structural repairs, drainage work, metal 

fencing, car parking areas, and much more.  

These works are carried out because there is a need for 

remedial work to an existing area or property, or because 

improvements and new installations will help reduce 

anti-social behaviour, crime or other localised issues.  
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A priority for the community connectors this year was to find ways to support and assist 
customers and community partners during COVID-19. Here’s some of the unique ways they 
made a difference throughout 2021:

The Community Connector team

20

997

1,600

130

Shared £3,000 with 9 local community groups from the COVID community 

support fund to help their communities with essential welfare packs, hot meals, 

rural meals service and care packs for key workers

Secured almost £10,000 external funding for community projects

Delivered 151 Christmas hampers to Beyond Housing customers

Created an online mental health resource on the Beyond Housing website to 

provide easy access to service information to our customers

Distributed Echo Dots to residents who felt socially isolated during lockdown and 

wanted to increase their confidence in using technology

Held virtual and lockdown activities encouraging new skills and community spirit 

such as ‘Chalk your Street’ and ‘Beyond in Bloom’

Secured £124,100 funding to upgrade Loftus woodland 

Partnered with Youth Focus North East to deliver an intensive 20 week 

community resilience scheme in Dormanstown

ONLINE
RESOURCE

DISTRIBUTED

£3,000

£10
,0

0
0

151

130 meals were delivered to families in need in October 2020 through our 

partnership Youth Focus North East. 

1,600 meals were delivered through our partnership with the Ladies of Steel in 

Dormanstown for the summer lunch scheme

997 weekly lunch packs were provided in Scarborough and Whitby through our 

Summer Superstars scheme

20 laptops worth £4,000 were distributed throughout our operating area to 

support children with their schoolwork during lockdown (10 in the Redcar and 

Eston areas and 10 in the Scarborough and Whitby areas)

LOCKDOWN

ACTIVITIES

£124,1

20 
WEEK

19
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We have plenty of opportunities for you to get involved with Beyond Housing. We 
are keen to hear your views on how we’ve performed or any information we’ve 
included in this report. We also welcome feedback about the way we present this 
information to you. You can do this by emailing beinvolved@beyondhousing.co.uk.

Customer Scrutiny Group

Join a Customer Scrutiny Group and become part of an independent team of customers  
who work closely with colleagues to review services and performance and give 
recommendations for improvements.

Being part of a group, you’ll scrutinise important services from a customer’s point of view. 

Full training, support and travel expenses will be provided.

Digital Voice Group - Join Our Digital Voice Group

Join our Digital Voice Group and be part of our online community to provide feedback on what 
we’re doing, any new ideas we’re looking to implement and offer suggestions for change.

You’ll be in control of how you engage with us and your fellow Digital Voice Group members. 
Whether this is via email, online surveys, in a digital forum or on a video call, our techy team are 
geared up to include your input in the way that suits you most.

To be involved in this group, you’ll need access to a device and the internet, a little bit of spare 
time and the drive to offer honest feedback about our services.

Q&A sessions with a Beyond Housing colleague

Recently launched, our first Q&A was with our Chief Financial Officer, Kevin Hanlon.  
Kevin took customers through the budget spending for the last financial year, with the 
opportunity to influence and feedback on rent setting for the next financial year.  
Look out for more Q&As coming soon.

If joining a group isn’t your thing, but you’d still like to have your  
say on our services, you can let us know by emailing us at beinvolved@beyondhousing.co.uk.

Ways to get involved

Feedback

Contact us 

mailto:?subject=
https://beyondhousing.co.uk/about-us/customer-voice/customer-scrutiny-group/
https://beyondhousing.co.uk/about-us/customer-voice/digital-voice/
mailto:?subject=


6. Our performance

Our mission is to provide services you value, homes you want and places 
you are proud of. Here are our some of our performance highlights:

Calls answered

Complaints resolved !

New homes built

Homes let in total 

Days average repair  
response time 

Emergency  
independent living 
responses carried out 

Repairs completed 

21



7. Value for money

We know spending the income from our customers’ rent effectively is 
really important to you. That’s why we factor value for money in all our 
spending decisions, striving where we can, to make the most of every 
pound we spend. 

Each year we report how we do this to The Regulator of Social Housing (RSH). 

The following chart shows where we spend each pound of income:

This covers all costs of providing 
services to customers including 
staffing, telephone and 
information systems.

Housing  
Management

The repairs we carry out to 
‘fix’ something when it is 
not working.

Reactive 
Maintenance 

The improvement works we 
carry out to homes such as 
new kitchens, windows and 
heating systems.

Planned 
Maintenance 

We use loans to buy 
properties so we can provide 
more homes for people who 
need them. The loans have 
interest which has to be paid.

Loan  
Interest 

The money put aside to 
pay for property and asset 
replacement in the future. 

Depreciation

The surplus is the amount of 
money left, after costs are met. 
As a not-for-profit organisation 
we re-invest this surplus to 
improve homes and to buy or 
build additional homes.

Surplus 
Reinvested 

21p

13p

27p
13p

14p

12p
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As part of our five-year strategy between 2020 and 2025, we will be 
driving progress on delivering our aim of growing our business to 
allow us to do more for you and your community. 

8. The year ahead… and beyond!

Our strategy is based on collaborating with our key 

stakeholders across Teesside and North Yorkshire to 

support their overall strategic direction and plans. We 

have worked closely with our partners across nine 

local authority areas to build new and purposeful 

relationships, resulting in initiatives that support better 

outcomes for customers, such as finding solutions 

to tackle homelessness, regeneration, and providing 

community support. 

As you’ve seen throughout the report, we have 

continued to push on with our five-year strategy and 

have made great achievements along the way.

2022
2021
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