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Hello
A message from the Chair

The year also tailed off with one of the worst pandemics 
the world has seen, and the way that we work changed 
overnight, and having strong communities became even 
more important. For us, what has mattered above all 
else has been the safety and wellbeing of our colleagues, 
residents and communities as we continue to adapt to this 
‘new normal.’

Despite the challenges we have faced this year, our focus 
continues to be on our residents and communities and 
providing homes for people in need. Together, as part of 
Flagship Group, we now have more resources to further 
improve our services and to allow us to continue to build 
and maintain quality, affordable homes. 

We are so pleased that Adrian Barber has joined us as our 
Managing Director to lead Victory in offering a truly local 
service  that takes full advantage of the Group’s regional 
strength. Adrian will work closely with Jay Furner, Head of 
Housing, to provide a modern and valued service, that helps 
to create thriving communities and great places to live. 

Looking forward, we will continue to improve and address 
the challenges we face. What we have all learnt this year 
is the need to adapt and embrace change. We have seen 
technology play an important part in our lives, helping us 
connect with family and friends more than ever. We have 
also seen that working together is vital, whether it is two 
organisations or two members of a community, we are 
stronger together. 

We will continue to listen to our residents so that we can 
make sure that our services work for you listening to your 
concerns and providing you with a safe, affordable home 
you can love.  

The last financial year has seen so much, we celebrated 
our first anniversary since joining Flagship Group, and we 
welcomed Suffolk Housing in February this year, making 
Flagship Group the largest housing provider in the East of 
England, owning and managing over 31,000 homes. 

Our focus  
continues to be on 
our residents and 
communities and 

providing homes for 
people in need.

Mike Gates 
Chair, Victory Housing
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We provide thousands of people from every walk of life with a place they can 
call home. One that is affordable, safe, supported and part of a community 
that thrives. The work we do matters, because having a home matters and as 
part of Flagship Group, we are solving the housing crisis in the East of England.

£10.7m

 The year in 
highlights

investment in maintaining 
and improving our  
existing properties

£3m
investment in improvements  
to existing homes

197 
complaints 

This has come down by 183 throughout  
Victory when compared to last year

193 
new homes
this financial year for people in need  
by re-letting our existing homes 92

new build properties 
let to residents

ensuring safe, warm and comfortable homes  
for our current and future residents
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Our residents 
and communities
We remain committed to delivering 
outstanding customer service.  
This year, our ‘STAND OUT’  
customer service charter, which was 
co-created by residents and staff was 
recognised with a Gold Award  
for ‘Initiative of the Year’,  
at the UK Complaints Handling  
Award ceremony.

Here is what some of our residents have said who have  
received a ‘STAND OUT’ service from our Victory Housing team:  

The charter outlines simple but 
important behaviours which really 
matter to you such as: provide a smile, 
listening to understand and  
take ownership. 

We continue to embed STAND OUT 
to help us strive towards delivering 
an outstanding service at every 
interaction.

Both Sabrina and Jacqui have been working 
with a tenant and supporting him to address 
the condition of his property under our 
hoarding policy. He suffers with severe and 
enduring Mental Health Problems.

They have kept him up to date throughout the 
support we have offered and informed of any 
changes and repairs that have been booked in 
or cancelled. He is making great progress with 
tackling his hoarding despite this being very 
stressful and emotional for him.

He said: “Thanks for being on the ball and 
letting me know about today, not many 
people would bother so once again, thank 
you from a very happy tenant.”

smile, say hello 
and who you ares own, deliver and  

stick to your promiseso
tell residents  
what is happeningt understand  

and listenu
act with kindness  
and respecta talk about what  

happens next and whent
nurture relationships,  
be helpful and politen
do the right thing  
or more if you cand Delivering  

outstanding  
customer 

service

Sabrina, our Tenancy Support 
Officer, and Jacqui, our  
Community Management Officer 
really stand out!



Jo went above and beyond to support 
a resident who was struggling with low 
self-esteem. When they met with various 
agencies, she supported them to ensure they 
received the correct entitlements. Jo showed 
empathy throughout and has empowered 
them to maintain their home  
and independence. 

And here’s what our resident said:   
“I am so grateful for Jo’s support  
and kindness.”

Sue began working with a resident who 
had onset dementia. The residents’ 
Mental Health Community Nurse asked 
him to trial a new medication, and Sue 
went out of her way to try and make 
him as comfortable and safe as she 
could in his home.

He had a new heating system fitted that 
he struggled to understand, and Sue 
had it changed back to the thermostat 
that he was familiar with. Sue also 
helped him to get his finances back  
in order.

The resident informed his Mental Health 
Community Nurse of Sue’s great work, and 
this is what they said:   
“I must say that she is a credit to your team 
and the chap we both see is very lucky to 
have her as a support worker. If she was not 
around then he would surely struggle. From 
what I can tell Sue is always there for him 
and certainly has his best interests at heart. 
She certainly knows her job inside out and 
this reflects well on your service.”

Jo, our Tenancy Support Officer 
really stands out

Sue, our tenancy support officer 
really stands out!
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Marcel, one of our  
Tenancy Support Officers

Tenancy Support 

We know that many of our residents struggle at 
times, and our Tenancy Support team is here to 
help. During the year the team supported  
3,216 residents.

The team is there to help residents with financial 
issues, whether this is due to debt problems or 
simply trying to make ends meet and can provide 
advice and help with budgeting, to claim welfare 
benefits and to manage rent arrears. In the last 
year, Tenancy Support helped to get £781,933.68 
in additional income for residents (more than 
the figure for 2018/19, when the team helped 
residents to claim £498,615.31).

The team also offers support throughout a 
tenancy, helping residents in many different 
ways to set up home. This can be support with 
organising utility accounts, getting furniture and 
white goods, or finding a new home to meet  
their needs.

Tenancy Support Officers also work closely 
with the Income Management Team to help 
residents – who may be at risk due to arrears – 
to keep their tenancies.  And, together with the 
Community Management Team, Tenancy Support 
manages hoarding cases so that residents can 
remain safe in their homes.

Victory offers much more than social housing for the 
communities we serve. Here is a reminder about the 
many different things we do: 



Employment Support 

We want people to be able to improve their skills 
or employment prospects and our Employment 
Support Service works directly with residents 
to help people to achieve their employment or 
training goals. We work with each resident on  
an individual basis, building on their strengths  
and interests.

Since we introduced the Employment Support 
Service, the team has helped 119 residents, with 
34% of those residents then going onto paid 
employment, and this year has been another 
successful year:

• We helped 21 residents into employment 
taking up roles such as quantity surveyor, 
secretary/office manager, or driving or  
care work;

• We helped 31 residents onto various  
training courses from CSCS to English,  
at different levels;

• During the year, we also saw 13 residents  
start volunteering and six completed  
work placements.

Working with one of our involved residents the 
team piloted a training session for new residents 
on starter tenancies. The session included: how 
to contact how to contact Victory, responsibilities, 
expectations and an overview of how we work 
and the services we provide.

We obtained some positive feedback and the 
overall aim was to raise awareness of the services 
we offered and to demonstrate our commitment 
to work with residents and the opportunities we 
have for them to be involved. 

The Employment Support Service team was 
chosen as a finalist in the Resident Employment & 
Training Award (under 15,000 homes) Category of 
the UK Housing Awards 2020; we’ll find out later 
this year if the team will win!

Tenancy Management

This team provides help and advice about 
moving home. During 2019/20 193 homes (not 
including new builds) became empty and were 
re-let (compared with 249 in 2018/19). It took 
between 15-25 days to turnaround and re-let 
the empty homes, with an average turnaround 
time of 19.52 days, which was well below the 
target we set ourselves, and even better than 
how we did last year. During the same period, the 
Tenancy Management team supported 75 mutual 
exchanges compared to 89 during 2018/19. 

Income Management 

Paying your rent is your main responsibility 
as a Victory Housing resident and the Income 
Management team look after collecting this. 
During 2019/2020 we collected 97.7% of the rent  
due, totalling £23,860,575. We saw an increase 
in rent arrears in the year - 2.67% (compared 
to 2.24% in 2018/19). This rise, however, was 
expected as it coincided with the full roll out of 
Universal Credit.

The Income Management team also works to 
help residents to keep their tenancies whilst 
understanding the pressures that residents 
face. Together with the Tenancy Support team 
and local authorities, the team works to avoid 
evictions, including referring arrears cases to 
councils before they go to court. This has led to 
fewer evictions for rent arrears and over £37,000 
of rent arrears have been cleared.  This also 
means that we have spent less on court costs – 
reducing from £18,338 in 2018/19 to £14,094 
2019/20.  Overall, our approach has seen the 
number of evictions for rent arrears reduce from 
eight in 2018/2019 to four in 2019/2020.

21
residents 
helped into 
employment
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Building new homesCommunities 

Everything we do is to help solve the housing 
crisis in the East of England and we have 
ambitious plans to continue to build affordable, 
good quality homes. Last year we built 114 new 
homes, 92 were rented and 22 were shared 
ownership properties 

Despite the uncertainty Covid-19 has placed upon all aspects 
of our services, we look ahead to another year of developing 
more new homes to meet the housing need within our region.

114
new homes 
built last year

We care about our residents and  
our communities. We work together 
with others, to create safe and 
thriving communities.
Our Community Management Team continued 
to help our most vulnerable residents, especially 
offering support to those experiencing  
anti-social behaviour, domestic abuse, 
neighbourhood issues and hoarding. 

• In the same period, 29 cases of domestic abuse 
were reported. Victory has been working 
closely with Leeway (a specialist domestic 
violence and abuse charity supporting adults, 
children and young people across Norfolk). 
Over the last year we have signed up to the 
Chartered Institute of Housing’s  ‘Make A 
Stand Pledge’ – our promise to tackle domestic 
violence  – and we’ve also provided a refuge 
property in North Norfolk which has created 
much needed resource in this area. Staff from 
Victory, Leeway and RFT worked together to 
decorate the property and create a safe and 
welcoming place for women and children. 
We have also recently started Leeway Advice 
Surgeries where residents and non-residents 
can get support and advice on domestic abuse 
from specially trained staff. 

• Our work with the Norfolk Community 
Foundation continues to make a positive 
difference to North Norfolk residents. 
This year our Community Fund Panel gave 
away £60,000 to sixteen local charities and 
community groups, with the donations decided 
by residents. An example of where this has 
made a difference is a £3,500 grant which was 
given to help furnish the safe house provided 
by Victory for women and children who were 
fleeing abuse. The safe house opened in 
November 2019 and in February 2020 Leeway 
reported that eight women and three children 
had already used it.   

• Victory has also pledged to support the Norfolk 
Against Scams Partnership charter, working 
together to protect and support residents and 
businesses in Norfolk from scams, doorstep 
crime and fraud.

• Our community management team has 
investigated 513 anti-social behaviour cases 
(compared with 461 in 2018/19). The team 
has seen a rise in the number of complex 
cases that need us to work with organisations 
outside of Victory. We’ve helped 21 residents 
struggling with hoarding by giving advice and 
signposting to support. 

• The team has also made a number of 
improvements to our services. For example, 
we’ve brought in a new tool to help us to 
prioritise calls from residents and identify 
exactly what support people need. We’ve also 
worked with our partners to tackle anti-social 
behaviour problems – such as supply of drugs 
and nuisance – in ‘hotspot’ areas.

During 2019/20...

Annual Report for Residents 2019/20        Victory Housing        Victory Housing       Annual Report for Residents 2019/20    1312

£60,000 
to sixteen local charities from  
our Community Fund Panel



Maintaining 
your home

It’s not just about providing new homes 
though, it’s also about improving our 
existing ones and making a difference to 
our residents and their communities.  

Making sure our homes are safe, secure and well-
maintained matters. We are passionate about providing 
quality repairs and we continue to invest in improving 
the quality of our homes and providing our residents 
with an outstanding service. We carry out regular 
maintenance activities associated with your home 
and communal areas, focusing on safety, planned 
investment, repairs and maintenance.

60
new  
kitchens 

51 
doors 

73
roofs 

47
new  
bathrooms 

103
windows 

99.94% 
of emergency repairs 
completed within target time

97.88% 
of non-emergency repairs 
completed within target time 
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During 2019/20...



It’s important to feel safe in your 
home especially when it comes to 
fire. Last year, representatives from 
the Norfolk Fire & Rescue Service 
and Victory visited a number of our 
over 60s Housing Schemes with 
communal entrances and gave a talk 
about fire safety in the home. They 
also provided lots of tips on fire 
prevention and things that can be 
done to minimise the risk of a fire 
breaking out.  

Following these talks, Victory  
staff offered to complete a  
Person-Centred Fire Risk Assessment 
with them in their home. These 
visits went well, and residents told 
us that they felt better informed, 
especially on how to prevent fires.  
It also helped us to identify where 
any extra help was needed.

395
fire risk  
assessments  
completed 

1,959 
fire risk assessment actions 
were successfully completed

239
water safety  
remedial actions 
successfully  
completed

Keeping 
you safe

Our priority is the safety and wellbeing 
of our residents. This year we made extra 
efforts to help protect you. Making sure 
we comply with regulatory standards is 
critical, and we continue to invest in our 
buildings for your safety.

PLUS
we improved the 
specifications of our  
smoke detectors  
and Co

²
 alarms

We want to take better care of the environment 
whilst making homes more affordable for our 
residents. During 2019/20 the Group has invested 
£3.5 million to continue to improve energy 
efficiency. And by using renewable technology in 
over 300 homes, we have moved one step closer  
to the national target of zero emissions by 2050.  

We have delivered solid wall insulation to  
14 properties, achieving a significant impact on  
the efficiency of our residents’ homes; and we have 
continued to keep our residents warm over the 
winter months.

Energy efficiency

£3.5m
invested to  
improve energy  
efficiency

We’ve  
insulated over 

homes
780
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It is really important to us that we listen to your 
views. As the ones who receive our services you 
are best placed to help us improve and develop 
them. We listen to our residents in a range 
of ways from complaints and compliments to  
satisfaction surveys. 

We also provide a number of ways for you to get 
actively involved, such as attending focus groups 
or community events, or being on the  
Residents’ Panel.

Our Residents’ Panel strongly believe that our 
residents and communities should be at the  
heart of what we do. Over the past year the panel 
has reviewed and helped shape policies across 
the Group, including a new group-wide  
anti-social behaviour policy, equality and  
diversity policy, complaints policy, and domestic 
abuse policy. 

We think the best people to evaluate our 
services and suggest improvements are our 
residents. Over the last year, members of our 
Residents’ Panel have spent time with estate 
officers from Flagship Homes, visiting various 
areas, and carrying out a resident led review of 
its estate services. The purpose of this review 
was to understand what Flagship’s estate team 
is responsible for, and how this differs from the 
services we offer. We want to know what is going 
well and could be improved, and ensure that any 
findings from this review help to shape our future 
plans and services.

Involving 
you

Our Residents’ Panel

Members of our Residents’ Panel have spent 
time with Flagship Homes estate officers

Residents and 
communities are 
at the heart of 
what we do 
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Our Residents’ Panel also played an important 
part in the organisation of our resident assembly 
event held at Roarr, the dinosaur park in 
Lenwade. On the 7 September, nearly 1000 
residents attended our event, giving us the 
opportunity to interact and engage with our 
residents in a fun and ‘stress free’ environment.  

Whilst the primary objective of the day was to 
provide our residents with a fun, free day out, it 
also provided an opportunity to engage with our 
residents and listen to their views on the services 
we provide, and how we can improve them. 
The day also provided panel members with the 
chance to speak with hundreds of residents and 
help raise the profile of resident involvement.  
The Residents’ Panel has since been shortlisted 
for a TPAS award for this event.

We also gathered feedback on the National 
Housing Federation’s “together with tenants” 
draft framework that aims to ensure that people 
living in housing association homes up and down 
the country can experience a consistently positive 
and constructive relationship with their landlord.

Thank you to everyone who attended and for  
all of the wonderful feedback!

Victory Housing Trust has now converted to a CBS 
(Charitable Community Benefit Society) a special 
type of not-for-profit organisation registered 
with the Financial Conduct Authority, specifically 
formed to benefit the community.  In December 
2019 we consulted with all our residents about 
the proposals to ensure that residents were fully 
aware of the proposal. 

In March we extended the Platform (Flagship’s 
online digital engagement tool) to Victory 
residents. Using surveys, the Platform makes  
it even easier for you to have your say.

You can also have your say online via The Platform 
– it is quick, easy and a great way to get involved. 
We will use your comments to help shape 
services from your perspective, always striving  
for outstanding customer service in everything  
we do. 

And if you’ve signed up, each time you complete 
a survey you’ll be entered into a prize draw to  
win great prizes!

We’re currently thinking about what 
else we can do to help you get involved 
in shaping our services and we want to 
discuss issues and ideas about how the 
Group can do things differently for the 
benefit of all our residents. 

Our Board puts residents at the heart of 
what we do, and 50 percent of its members 
are residents who bring their skills and 
experience to help Victory build on  
our success. 

The Residents’ Panel are continually 
seeking to represent the residents’ voice; 
never more so than during these times 
of structural change within Victory and 
Flagship Group and the wider uncertainty 
of the pandemic in our community.

Roarr was very, very good.   
So well organised. My boy loved it! 
It was also great to meet everyone.  
Thank you” 

In October 2019, the  
Residents’ Panel appointed  
a new Chair, Tom Cox

1000
got involved

Nearly

Flagship Group CEO, David McQuade 
got #TogetherWithTenants

A Victory resident

“

It’s now easier to have your say

50%
of our Board 
members are 
residents

Sign up to the 
Platform here
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However, we know there is still more to do, and over the 
year, 267 residents reported dissatisfaction with staff 
conduct and empathy. Our feedback also highlighted that 
the main causes for residents being unhappy, was repair 
waiting times and waiting for someone to call back. As a 
result of this, we have reviewed our induction process, 
and included a one-day training session on customer 
service. Members of our Residents’ Panel have also spent 
time shadowing our customer services advisers  
to provide valuable insight from a residents’ perspective.

We have created a new team which is dedicated to 
enhancing the digital services we offer our residents. 
Providing solutions to paying rent and managing tenancies 
at a time that suits them, making the whole experience 
easier and more convenient.

Resident feedback

Our residents are happier with our 
customer service, quality of repairs and 
communication, and know this because 
we received over 18,706 pieces of valuable 
feedback over the last year. We also 
continue to better understand our overall 
relationship with our residents using the 
Net Promoter Score (NPS) measurement, 
a recognised tool we use to help us better 
understand our residents’ experience. 

84,290 
rent payments made on 
our website, our automated 
telephone payment facility 
or via the Allpay app
(+4% on 2018-2019)

8,680 
conversations with an  
adviser using live chat 
(+36% on 2018-2019)5,548 

online direct debit sign ups  
(+22% on 2018-2019)

8,467 
repairs reported online 

(+14% on 2018-2019) 

Please note: Due to Covid-19 the Group has delayed its annual NPS 
survey - which usually takes place in March – until later in the year. 
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During 2019/20 self-service, digital 
and other online solutions have seen 
a 7% increase on 2018-2019 across 
the Group, this growth includes:



Putting 
things 
right

In 2019/20 we received 197 new complaints 
in Victory, this is 183 less than reported in the 
same period last year. This fall is largely due to 
staff training and our commitment to solve your 
complaints as soon as possible. 

The main cause for complaint was the time taken 
to complete repairs and four residents escalated 
their complaint to stage two of our process.  
We also received 41 enquiries from MPs and the 
main cause for enquiry was constituents who 
wanted move home. During the year we received 
no complaints from the Housing Ombudsman.  

We also love hearing from you when we get 
things right, during 2019/20 we received  
152 compliments. These compliments were  
for the repairs service and Victory staff.

Here is the Group performed:

Sometimes, we don’t get it right, but 
if this happens, we have a dedicated 
team of specialist staff to make things 
better or simply say sorry.

Complaints

97%
satisfaction with resolution
(95% in 2018-2019)

9 days
average time to resolve
(Increased by 2 days from 2018-2019)

Repair wait time

Themes

Communication

Failed to attend as agreed

238

187

104722 complaints
(518 complaints 2018-2019)
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2019/20 highlights

• Group staff raised over £25,000 
through charity fundraising for 
over 16 charities  – including  
St Elizabeth’s Hospice, Dementia 
UK, the Benjamin Foundation  
and the MS Society

• We want to make sure that 
homeless families don’t just 
secure a property, they have  
a place they can call home.  
We recently partnered with the 
British Heart Foundation (BHF) 
to create a ‘furniture scheme’ 
trial that provided vouchers for 
residents in need of necessary 
household items

We are passionate about making a 
difference to people and communities 
through all that we do, whether that’s 
about helping people to look after their 
wellbeing or bringing benefits to the wider 
community and the local economy. 

Our staff and contractors regularly work in 
the community to help with things such as 
local clean ups. 

Making a
difference

Flagship Group staff collect for  
St Martins in Norwich city centre.

900
hours of 
volunteering
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2019/20 highlights

• Committed £3,500 worth of 
funding to support our residents 
who are living in fuel poverty in 
Norfolk and Suffolk with residents 
able to access fuel vouchers from 
partners such as Trussell Trust 
and Citizen’s Advice in the winter 
months of 2019-2020

• Worked with a local community 
to redistribute 750 litres of paint 
to benefit individuals, families 
and charities in need at an 
affordable cost

• Had 120 volunteers dedicate  
over 900 hours of staff 
volunteering time and £6,000  
to community events

Over 30 staff from 
Victory and the 
Group’s contractor RFT 
helped paint the iconic 
Happisburgh lighthouse

We also...

Everyone deserves  
a place to call home

This year we were delighted to establish 
our own charitable initiative, Hopestead.

Working in partnership with local authorities, 
charities and social enterprises, Hopestead aims 
to prevent, reduce and alleviate homelessness. 
We launched earlier than expected to respond to 
the impact that the Covid-19 crisis would have on 
people in our homes – and we are working with 
our residents to help them to keep their homes.

30+
food boxes to local 
foodbanks across 
the region 
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  2020  2019  2019 2019  2019 
  Actual Actual  Peer Group Actual Peer Group

Reinvestment percentage 5.9% 5.8% 6.2% 

New supply delivered  
(Social housing units)  
New social homes etc. 

1.9% 1.6% 1.6%
 

New supply delivered  
(Non-social housing units)  0.07% 0.03% 0.3%

 

Headline social housing cost per unit £2,691 £2,300 £3,460 

Operating margin (overall) 33.6% 34.8% 28.0% 

Operating margin  
(social housing lettings only) 

40.0% 40.3% 30.9%
 

Re-investment percentage highlights how much 
money we are investing in our homes. We have 
invested more in 2020 than we did in 2019 and 
our investment is broadly comparable with other 
housing associations similar to ourselves.

New supply delivered percentage highlights how 
many new homes we are building compared to 
the number of existing homes we own. We built 
more homes in 2020 than we did in 2019 and 
are building more homes than other housing 
associations similar to ourselves helping us solve 
the housing crisis in the East of England.

Headline social housing cost per unit is an 
indication of the cost to manage, maintain 
and improve your home. The increase in 2020 
against 2019 is primarily driven by an increase in 
improvement works to our properties. Compared 
to housing associations similar to ourselves our 
cost per unit is considerably lower despite our  
re-investment being broadly the same and 
therefore we are delivering value for money in 
the services we offer.

Operating margin measures how efficiently we 
are delivering our services. Our operating margin 
remains broadly consistent in 2020 compared 
to 2019 and is significantly higher than housing 
associations similar to ourselves indicating 
that we are delivering our services in an  
efficient manner.

Good Okay Requires improvement

We use a colour coding system to highlight our VfM performance:Assuring  
you of value  
for money
As a Group, Value for Money is 
reflected in all we do, and is an 
important part of our culture. 
It sets the tone for doing the 
best for our residents and is one 
of our fundamental values - to 
spend money wisely. Our Group 
performance is presented opposite.

We’ve built more 
new homes in 
2020 than in 2019

For specific Victory figures, please refer to  
Victory’s Annual Report which can be found here.
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Victory Housing 
Tom Moore House
Cromer Road
North Walsham
NR28 0NB

Flagship Group 
31 King Street 
Norwich 
Norfolk  
NR1 1PD

victoryhousing.co.uk flagship-group.co.uk

Part of the 


