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Saffron’s History,
Purpose & Vision
Saffron is a Community Benefit Society and
a Registered Provider with the Regulator
of Social Housing. As an exempt charity,
any surpluses earned are used to
help meet Saffron’s social and
community objectives.
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Looking Forward

Saffron’s
Vision
Quality Homes for
Positive Futures

We are committed to earning the highest
levels of trust and confidence by building a
track record of quality and accountability
while proactively reaching communities
where we are best placed to provide
a sustainable home.

Saffron’s
History
Saffron Housing Trust was created
in May 2004 when 4,345 properties
transferred from South Norfolk Council.
Since transfer, Saffron has grown by
almost 50% through the development
of new homes and now manages
6,506 homes, 99 per cent
of which are in Norfolk
and Suffolk.
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Review of the Year / Homes

Investment in Existing Homes
During 2020/21 we invested £3.9m (£3.1m 2019/20) in our
existing homes. Whilst access was restricted through much
of the year, we undertook the following planned works in
2020/21:

Location of Our Homes
Peterborough
1

Norwich
City

3
1

North
Norfolk

60

2

92

1

9

32
1

37

313

Great
Yarmouth

Broadland
King’s Lynn
& West Norfolk

61

1
26

2

5

2
3

Electrical
39
Re-wires

Kitchen
48
Improvements

Bathroom
37
Improvements

Window
34
Replacements

141

483

280

23

22

4279

Breckland
Fenland

53

South
Norfolk

2

1
15
5

9
359

68

East
Cambridgeshire

East
Suffolk

2

West
Suffolk

1
1

Roof
128
Replacements

26

1

12

Mid
Suffolk
& Babergh

4

3

We had a target of ensuring
85% of our homes reached
a minimum sustainability
standard of Category D
energy efficiency.

22

Cambridgeshire

Ipswich

5

South
Cambridgeshire

7
9

Braintree
District

Uttlesford
District

Colchester
2

East
Hertfordshire

5

2
1

Chelmsford

Epping
Forest

4

2

Brentwood

Maldon
1

Basildon
1

Rochford
2

Door
155
Replacements

Tendring

Central
New
136
73
Heating Replacements Oil Tanks
goal for the end of the two years is to
increase this SAP rating to 74.2.
During the year we undertook work with
Sustainable Homes Index for Tomorrow
(SHIFT) to understand our sustainability
performance. The SHIFT sustainability

Total

At the year-end we

rating system considers a range of 22

General Needs

5378

exceeded this position,

environmental criteria and uses these

Houses for Older People

575

with 91.86% of homes

to provide independent assessment

Shared Ownership

141

meeting this standard. The

and accreditation. Saffron have been

HOLD

81

average rating across our

awarded ‘Silver’ SHIFT accreditation

Supported

137

homes is category C, with

and will be working towards achieving

Leased

6

a SAP rating of 72. Our

SHIFT Gold standard accreditation.

Shared Equity

188

Total Number of Homes

6506

KEY to property types
1

Thurrock

4

Castle
Point

Southend
-on-Sea
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Investing in Health & Safety
We must make sure our tenants live in homes that are safe.

Letting our Homes
The coronavirus pandemic has changed how we have
provided services to our tenants over the past 12 months.
Moving into a national lockdown impacted our general needs lettings service. We followed
Government guidance and continually looked at how we could adapt and provide a lettings
service that was as safe as possible and continued to offer choice. This has included the
introduction of virtual viewings and tenancy sign ups.

During 2020/21 we let 354
properties (where
housing need has been
identified).

We have now started a review of
our lettings process

Average return of keys to re-let
our homes is 56 days.
Our target is 18.

69 mutual exchanges were
carried out.

Have your
circumstances
‘Mutual Exchanges are the way for customers to
move to the “right property” for them without going
back on the housing register. It may be to move to
a larger or smaller property, or that someone in the
family needs access all on one floor and a bungalow
is what they need. Some gardens are huge, some
are small, some are really easy maintenance –

117

fire risk assessments,
including

125

As a result, we achieve:

£230k

100%

fire safety
improvements

new fire doors

£873k

£229k

on gas servicing

on electrical testing

£179k

£310k

on asbestos
surveying, sampling
and removals

on electrical
rewiring

100%

compliance
with fire risk
assessments

compliance with
gas servicing
requirements

100%

99.99%

electrical safety
checks completed
within 10 years

100%

of servicing and Health
& Safety checks were
undertaken

asbestos survey
compliance

100%

of sites requiring Water
Hygiene Management
Testing were
tested

changed, and you
would like to move?
For more information on
mutual exchanges please
visit our website.

We have prioritised the health and safety of our

result of recommendations resulting from the

tenants and employees during the Covid-19

Grenfell Tower Enquiry.

pandemic and have continued to undertake most
compliance work, following published Public
Health guidance. From June 2020 we resumed our
internal fire risk assessment programme, where

you’re in the driving seat; you decide where you

safe to do so. We do not own any properties of,

want to live and what size you need.”
Debs Johnson,

or in excess of, 11 metres in height and have not

Saffron’s Neighbourhood Officer
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Last year we carried out:

therefore experienced financial impacts as a

During the year we reviewed the requirements
of the Fire Safety Bill (Fire Safety Act 2021)
relating to entrance doors to individual
flats. We recruited two fire door inspectors
and a carpenter who will be dedicated to
undertaking specialist, fire-related safety
works.
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Value for Money
How We Spend Your Rent

Customer Contact
Bad debts

0.31%

Management
Costs

Loan Interest

30.48%

27.34%

The last 12 months have created
challenges due to the Coronavirus
pandemic.
The Contact Centre moved to a remote service as the
country moved into national lockdown. We have seen
our tenant digital engagement grow over the last year
with the launch of the Tenant Portal, ‘My Saffron’, along
with an increase in email contact. We are continuing to
develop our digital engagement offer, providing tenants
with a choice in how they would like to contact us. Over

Major repairs

Service
charges

14.14%

Maintenance Costs

22.48%

5.25%

These are our Value for Money Goals for 2021/22 which are aligned to our three
year Coprorate plan and new Vital Signs (metrics about our performance.

Strategic VFM Metrics
Repairs right 1st time

the past year the contact team handled:

2021/22 goal
95%

49,775 calls
18,469 email contacts
216 Portal enquiries
over 700
Welfare calls

Have you signed up
for our tenant portal
‘My Saffron’?
The portal allows you to pay your rent,
amend your personal details when you
need to, raise an enquiry and receive
updates over a secure link which has
advantages over sending an email.
You also have access to information and
resources such as our Tenant Support &
Wellbeing Service.

Number of interactions via tenant portal
(per quarter)

Average length of tenancy

Contact right 1st time

11 years
80%

Void loss re-let time (general needs only)

0.61%
18 days

Independent living: number of homes vacant

34

*

8

250

*

We will no longer be posting your rent

“Customer service at it’s best.
I would like to say I had the absolute
pleasure of dealing with [Customer Contact
Advisor] recently on more than one occasion.
I have to say having a career in various
communications roles that [Customer Contact
Advisor] has to be one of the best I’ve dealt with.
Not only was she friendly and engaging, she

statements, but you can view your
balance and transaction history in the
portal whenever you want.
For more information including how to
sign up to My Saffron, please visit our
website.

also was efficient and explained everything
thoroughly and never condescending.”
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Complaints & Compliments

Customer Voice

The Coronavirus pandemic has created some challenges
over the last 12 months. Listening to our tenants has never
been more important.

Whilst is has
been difficult for
Customer Voice to
meet this year, due
to restrictions, we
have continued to
work with them to
implement and grow their
ideas. Customer Voice were
able to meet in person to hold
a group planning session.

Tenant feedback has helped us shape the way that we delivered our core services during the height
of the pandemic and how we restored our tenant services as lockdown restrictions
lifted.
Our Customer Satisfaction Survey has also helped us gain feedback
from our tenants so we can see where we are doing things well or

Overall Average
Customer
satisfaction

perhaps where we can improve. The survey asks questions about key
frontline services, such as our Customer Contact Centre, Anti-Social
Behaviour and Housing Management.
We will be focusing strongly on exceeding previous levels of satisfaction

78.8%

over the coming year and are working together with Customer Voice, our other
tenants and Saffron colleagues, to make improvements. The satisfaction feedback that we have
received will help influence the way that we shape service delivery now and in the future.
Below is some of your feedback from the surveys and the actions we have taken as a result.

You said...
Can you make changes to
the messaging service for the
contact centre. It is too long,
unclear and confusing.
Can we book in an am or pm
appointment for our electrical
safety check.

Contractors don’t always show
their identification.

I don’t know how to access
additional support to help deal
with my arrears.
10

...We did.
We have changed it to make it shorter and
simpler.

We have investigated your concern and
spoken to the contractors and reminded them
to show their identification.
We have sign posted you to financial
assistance websites and services which
include how to apply for discretionary
housing payment or seek assistance through
Broadland District Council’s Help Hub.

‘Your Voice’, which Tenants can sign up to in
order to receive emails about opportunities
to get involved. These include online surveys,
reviewing policies and finding out about

During this meeting they scrutinised and reviewed

workshops that they can attend (in person

feedback from the STAR survey, complaints and

or virtually). Tenants are provided with the

our Customer Satisfaction Survey to help shape a

opportunity to be involved on the areas that

better experience for all tenants.

matter most to them.

Customer Voice continued to focus on their

To date 145 tenants have signed up to Your

three main themes:

Voice, however Customer Voice aim to increase

Inclusivity

this number during 2021/22. This year Your

To ensure that any changes are

Voice members have:

consistent and include every

•

tenant depending on their needs

We would love to be able to offer you more
choice, however as these appointments can
take up to 3 to 4 hours this isn’t something we
can accommodate at this time.

During 2020/21 Customer Voice launched

Communication
This needs to be consistent

Compensation, Leasehold Management,
Older Persons, Aids & Adaptations.
•

Condensation

with the Together with Tenants

and Mould leaflet.

Charter it should be clear, accessible

The Saffron Experience
Everyone is receiving the same
experience and the response

Undertaken a Damp Survey – This
helped Customer Voice create a new

throughout the company. To accord

and timely

Reviewed four policies: Goodwill &

•

Undertaken a Housing with Care
rebranding survey

•

Participated in a Housing with Care
rebranding focus group.

from every department should be
meaningful and accountable
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Community Foundation
The year 2020/21 has been dominated by the Covid-19 pandemic
and the work of our Community Foundation has
been in great demand.
The team were able to utilise their resources to manage Volunteers and join
forces with some of our partners to help those self-isolating and shielding.

Tenant Wellbeing & Support Service
During 2020/21 we were one of the first organisations in our sector to introduce a Tenant
Wellbeing and Support Service offering professional support, advice and telephone counselling.
Tenants can access the service around-the-clock, with no limit to the number of issues they can
gain support on. Support can be provided over the telephone and online, 24/7 and tenants can
access qualified counsellors, which avoids the lengthy waiting list for this type of service via the
NHS. It also conversely increases social value by reducing the pressure on NHS budgets.

Staff within the foundation and wider Saffron
departments assisted The Help Hub at South Norfolk
Council by coordinating requests for help and
around a third of Saffron employees volunteered to
shop, collect prescriptions, deliver food parcels and
make welfare calls.
Forging networks and strengthening the work we
do with partner organisations has been a key part
of the Community Foundation’s role this year. We

Stress, Anxiety &
Depression

Improving
Mental Health

In the Moment
Counselling

Health & Wellbeing
Advice

Debt Advice &
Budgeting

Practical
Information &
Guidance

Domestic
Abuse

Relationship
Difficulties

Childcare
& Parenting
Challenges

Bereavement
& Loss

Sleeping
Problems

Alcohol &
Drug Awareness

Everyday Coping
Methods

Controlling
Feelings of Anger

Elderly &
Disability Care

Life Changing
Events

work very closely with the Community Connectors
within South Norfolk and Broadland Council and
local groups such as Wymondham Community
Outreach Project.

Examples of projects undertaken:
Assisted Decorating &
Gardening Schemes -

helps tenants who cannot
afford to pay for gardening
and decorating.

Access & Support
grants ‘Enhance Your
Chance’ & ‘Wellbeing
Grants’ - helps tenants to
make improvements that
primarily benefit their own
lives and the lives of their
families, but may also help
their communities.
12

“I just had a phone consultation

Community
Improvement grants aimed at activities or physical
improvements which primarily
benefit the communities in
which our tenants live.

Community Project
grants - aimed at local

groups and not-for-profit
organisations who share our
vision for place shaping and
creating positive futures.

with one of their counsellors, he was
fantastic!... I was really impressed that all their
staff are qualified and registered…These staff
are all trained and qualified and the guy who
did my assessment had more understanding
of trauma conditions then my CPN did.
Fantastic! So thank you, I think hiring this
service might be amazing for people.
Thank you.“

Donations made to
local charities.
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Looking Forward

Tenant Vital Signs
Our tenants have selected a new suite of Key Performance Indicators,
with one-year targets for the year 2020/21.

Achieved

Target

Contact Right
1st Time

77.80%

80%

Complaints
Satisfaction
with Process

63.7%

60%

General Needs Void
Loss % (Re-let Time)

Over the remaining year of our Corporate
Plan we will sustain our focus on increasing
tenant trust and confidence, through
increased service improvements
and accountability. Whilst this will
largely be achieved through further
improvements to our service areas, we
are continuing our work with Customer
Voice and further developing our
approach to Stakeholder Accountability
over the coming year.
The Board has begun to consider its long-term

1.26%

0.61%

(56 days)

(18 days)

ambitions beyond the end of our current Corporate
Plan. The Board are committed to continuing the work that is
evolving through our consultation with Shareholders and particularly
to ensuring that our developing Stakeholder Accountability Strategy creates value through tenant

Independent Living
No. Homes Vacant

16.61%

2.20%

53

34

and community involvement.
Our aspirations have been reviewed by the Board and, whilst our priorities continue to reflect our
existing ambitions, they have been repositioned in the context of inspiring others.

Overall Customer
Satisfaction
Repairs
Right 1st Time

Arrears

Decent Homes
Standards
No. Interactions via
the Tenant Portal
14

78.8%

88%

The Board’s updated aspirations are as follows:

•

93.93%

95%

Provide safe, warm, affordable and
well-maintained homes in communities
people want to live.

•

Enable people to live independently

•

Develop inspiring new homes

•

Create values through tenant
and community involvement

•

Provide a great service

•

Provide an experience that tenants value

•

Be a great place to work for engaged and
empowered colleagues

•

Be an inspiring organisation to work with

•

Create a green , healthy and inclusive organisation
with capacity to grow

3.76%

3.60%

99.90%

100%

93

250

Inspiring
Community

Inspiring Trust

Inspiring
Organisation
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Contact Centre: 01508 532000
Email: info@saffronhousing.co.uk
Website: www.saffronhousing.co.uk

Regulator of Social Housing Registration Number: LH4412
Co-operative & Community Benefit Society Registration Number: 32427R
VAT Registration Number: 831 2392 50
Registered Office: Saffron Barn, Swan Lane, Long Stratton, Norwich, NR15 2XP
External Auditors: Crowe U.K. LLP, St Bride’s House, 10 Salisbury Square, London, EC4Y 8EH
Internal Auditors: KPMG LLP (UK), Dragonfly House, 2 Gilders Way, Norwich NR3 1UB
Principal Bankers: Barclays Bank plc, 1 Churchill Place, London E14 5HP
Principal Solicitors: Anthony Collins Solicitors LLP, 134 Edmund Street, Birmingham B3 2ES
If you would like to receive a copy of this document in a larger font, another language,
or wish to listen using ‘browse aloud’, please contact us at the above email or phone number.

