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Welcome to our 18/19 
Annual Report

Repairs & Maintenance

The aim of this report is to share information on how we have performed over the 
past year in comparison to the year before. We will also share the exciting plans that 
we have in place for the year ahead.

We have been working hard over the past year 
on a number of forward-thinking projects that 
have all been designed with the same goal 
in mind; creating vibrant neighbourhoods in 
which to live and work. 

Our main priority remains you, our customers. 
We will always welcome feedback from you 
on the services you receive. We hope that by 
telling us about your experiences with us, we 
can improve on what is most important to you 
and also consider new services that we may 
need to deliver in the future. 

We have many ways you can get involved and 
give your feedback, from ‘one off’ surveys, 
attending customer meetings in your local area, 
joining our new Customer Board or helping us 
produce our newsletters. If you are interested in 
finding out more on how you can get involved, 
please contact us by using the link to our 
website below.

In the meantime, we hope that you find
this report to be both useful and informative.

Routine repairs completed 
within target time

87.3% 88.5%
17/18 18/19

Customers satisfied with 
recent repair

89.4% 88.8%
17/18 18/19

Average days for 
completing repair

9.1 9.1
17/18 18/19

What we did last year

• Delivered £1.75m of investment into homes across the 
group; upgrading kitchens, bathrooms, boilers and carrying 
out cyclical repairs and painting works.

• Started to build our new development of 38 brand new 
homes at Wheatfield Close, Netherley, which will be ready 
later this year.

What we will do next year

• Review the way we deliver our repairs service and look to 
make improvements to how we communicate about repairs 
with customers.

• Carry out a full property survey of all our Prima PHA homes 
to check the condition and do a full assessment of when 
upgrade works will be required to help us plan future 
investment.

• We will start to build/acquire an additional 65 affordable 
homes.

% of dwellings with valid 
gas safety certificates

99.99%
17/18 18/19

99.82%

155
Homes had new kitchens 
fitted - investing £770k

66
Homes had their bathrooms 
replaced - investing £230k

90
Homes had new central heating 
boilers installed - investing £180k

17
Major adaptations were delivered 
using Disabled Facilities Grants

£290k
Invested in external repair 
and painting works

www.primagroup.org/contact-us

13
Minor adaptations were 
funded by us

John Ghader
Group Chief Executive, Prima Group

Prima Customer Board

If you’re interested in joining 

our new Customer Board, then 

please get in touch with us to 

find out how you can shape the 

way we work!



Neighbourhoods

Referrals to RAISE for  
benefits, debt and money 

guidance advice

121 146
17/18 18/19

Additional benefits 
raised for tenants 

with RAISE

£190,975
17/18 18/19

£227,844

Incidents of ASB 
reported

111 139
17/18 18/19

Rent collected as 
a % of rent due

101.1%
17/18

99.8%
18/19

% of rent loss 
through properties 

being empty

0.78% 0.88%
17/18 18/19

What we did last year

• Launched our 18 local Neighbourhood 
Plans, setting out useful details 
about where you live, as well as what 
community events and investment 
works are planned for the future.

• Focussed on supporting tenants to 
stay in their home with our tenancy 
sustainment service. Our teams 
have had training on mental health 
awareness, domestic abuse and 
financial inclusion so we can help those 
customers who find that they need a 
little extra support.

What we will do next year

• Review how we offer additional work, 
employment, training and community 
development support to customers.

• Implement our Neighbourhood Plans to 
deliver on the promises we’ve set out 
and then refresh them for the coming 
year.

Neighbourhood Plans

We’ve put together a series of plans that provide you 
with a brief description of all of the neighbourhoods 
in which we work. These plans feature a variety of 
useful information including details on local facilities, 
community events, statistics, feedback on what it’s like 
to live in the area and a list of local councillors. 

They also include information on what we have planned 
for each neighbourhood in the future, so you know what 
resources or activities your neighbourhood will benefit 
from.

Tenant Involvement & Scrutiny
What we did last year

• The Tenant Scrutiny Committee completed a report investigating ‘Customer Communications on 
Repairs’, which proposed recommendations to improve how we keep customers informed about 
the progress of their repairs.

• Set up a Tenant Steering Group who were supported by TPAS to help us plan for our new Prima 
Customer Board, setting out its role, responsibilities and the recruitment process for tenants to 
join.

What we will do next year

• Implement the recommendations of the 
Scrutiny Report on communication on repairs. 
By introducing the customer self service app, 
customers can report repairs 24 hours a day, 7 
days a week. We’re also going launch the use of 
text messaging to all customers for important 
alerts.

• Ensure we hear the voice of our customers and act 
upon their feedback by launching our new Prima 
Customer Board.

Find us on 
social media! @prima_grp

@prima_grp

@PrimaGroupHousing

@PrimaGroupHousing



Lettings & Rents Customer Care, Complaints
& Communications

Stage 1 formal 
complaints

3962
17/18 18/19

Stage 2 formal 
complaints

46
17/18 18/19

Complaints 
upheld

1119
17/18 18/19

What we did last year

• We analysed customers complaints, learning from them what we need to do differently or where 
we need to improve. As a result of customer feedback, we have changed how we log repairs 
for broken glazing and reminded tenants in our newsletter about their obligation to insure their 
property for contents insurance.

• Reviewed the complaints policy to ensure that the customers voice is heard, and complaints are 
handled promptly.

What we will do next year

• Carry out a telephone satisfaction survey to understand how customers rate both the services 
we provide and the quality of their homes, and what they would like to see us improve on in the 
future.

• Launch the self-serve Prima Customer app enabling customers to check their rent account, 
update their details, make a payment and report repairs or ASB, as well as a host of other actions 
online.

What we did last year

• Reviewed and implemented a new on line application 
form to make it easier for customers to apply directly to 
Prima PHA for housing.

• Renovated our over-55’s scheme at Chestnut Court 
bringing it up to the modern-day standards customers 
expect to ensure it remains a popular place to live for 
years to come.

What we will do next year

• Start to use the information we hold on customers to target services and support to those who 
need them most.

• Review our Rent Policy to set out how we will decide what changes are made to rent levels in 
the future and to also ensure that we deliver the right homes to the right people.

Rent arrears

£435,973
17/18

£421,714
18/19

Homes were re-let

249
17/18

259
18/19

Empty 
properties

36
17/18

19
18/19

as of 31st 
March 2018

as of 31st 

March 2019

Transferred 
tenancies

4
17/18

9
18/19

1.6% of our 
overall lets

4.1% of our 
overall lets

New 
homes

6
17/18

1
18/19



Finance & Governance
What we did last year

• Completed a review of our governance arrangements to ensure that 
we are a well-run organisation.

• Successfully maintained our G1-V1 rating from the Regulator of Social 
Housing, keeping the highest possible rating for governance (G1) and 
viability (V1).

• Delivered financial success with a surplus of £1.7m. We use our 
surpluses to maintain our current homes and invest in building new ones.

What we will do next year

• Implement the recommendations of the governance review, setting up a Common Board and 
establishing new committees.

• Ensure we hear the voice of our customers and act upon their feedback by launching our new 
Prima Customer Board as part of our new governance structure.

• Implement a new finance system that will ensure that we release staff time and resources to 
make sure that we deliver on our business objectives.

Where we spent our money

In 2018/19 we had an income of £13.5m from rents and 
service charges. We spent £10.2m on things like managing and 
maintaining the properties and repaying debts.

This meant the surplus for the year was £3.3m. The chart below 
shows where the money was spent in more detail:

As of 31st March 2019, we had 17 Board Members across our PHA, Wirral and Commercial boards. 
We also have one executive member of the Commercial Board.

18%	 Routine	Maintenance
12%	 Major	Repairs	&	Planned	Maintenance
12%	 Depreciation	&	Disposal	Losses
22%	 Management
2%	 Rent	Losses	from	Bad	Debts
6%	 Services
3%	 Interest	Charges
24%	 Surplus	for	the	Year	before	Transfers
1%	 Corporation	Tax


