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Welcome to our annual round-up of
how we performed last year.
Radian has had a great year and we have
maintained strong performance across all
our services for customers. For us, value for
money is an important part of our culture and
means providing quality services at the best
price we can. At Radian we aim high. We set
targets that focus on high standards, great
services and getting better.

Realising our potential

In September 2019, the Boards and
Shareholders of Radian and Yarlington
approved a new partnership between
the two organisations. This is an exciting
opportunity as both organisations share
similar values and ambitions, so by working
together we can achieve more. The new
organisation could enable us to provide more
homes, services and support for people at
all stages of their lives, improve customer
experience and invest more in communities.

Highlights for the year

Challenges

We met our targets for servicing gas
appliances and the turnaround time for voids
(empty homes). Also, we did better than our
targets for all these measures:

We still have work to do on three
things where we missed our targets last
year, namely:

• Quality of service from Radian Direct,
our customer service team.

• call answering

• Tenant satisfaction with repairs
and maintenance.

• our ‘net promoter score’, which
measures how likely customers
are to recommend Radian to family
and friends, and

• Proportion of complaints
resolved at stage one.

• satisfaction with helping customers to
resolve antisocial behaviour.

• Rent arrears and rent collection.

Every three months we publish detailed
performance information on the
Radian website, which also describes
how we achieve value for money.

• Overall satisfaction.
• Void loss (loss of rent from empty homes).

Please visit www.radian.co.uk/about-us/
our-performance.

OUR INCOME AND
EXPENDITURE
Rents are important to us as they
form most of our income.
This means we can provide more homes,
offer quality services and maintain our homes
to a good standard. Rents also help us fund
our commitments for the year ahead.
Headline social housing cost per unit’ is a
government measure that shows what we
spend on things like repairs, maintenance,
management and service charges.
We perform close to the average (median),
spending £8 more per home than other
similar landlords. You can find more detailed
information about value for money and how
we compare to other housing associations
at https://www.radian.co.uk/about-us/ourperformance/financial-statements/.

INCOME

2018/19

Rent

£112,744,000

Care and support

-

Outright new build sales
First tranche sales income

1

EXPENDITURE
Net interest and similar charges
Fair-value movements3

£33,186,000
(£924,000)

£10,904,000

Outright new-build sales costs

£24,562,000

First-tranche sales costs

£7,434,000
£17,544,000

Service charge income

£4,677,000

Depreciation and impairment

£16,233,000

Help to Buy agency

£3,934,000

Routine maintenance

£12,827,000

Other income

£3,163,000

Cyclical maintenance

£5,100,000

£3,055,000

Major repairs

£8,182,000

£4,677,000

Service-charge costs

£6,471,000

Market renting
Amortisation of capital grant

2

4

Management

INCOME TOTAL

Care and support costs

£167,716,000

Taxation

Other net costs

£28,944,000
£6,872,000
£278,000

EXPENDITURE TOTAL

ASSET SALES
Gain on disposal of assets

5

£5,628,000

£142,147,000

Notes
1.
2.
3.
4.
5.

First tranche sales income is the income we receive when a new owner purchases a new home as part of one of our shared
ownership schemes.
We have received social housing grant from the government to help us acquire homes. The value of this grant is spread over
100 years, which is the expected life of our properties.
Fair value movements are changes in market values of either Radian properties held for market rent or financial instruments,
which are investments we hold at market value.
Depreciation is a measure of the deterioration in the value of our assets, which are primarily our housing properties, over time.
Impairment arises where our housing properties are no longer worth the value we hold them at in our accounts.

OUR REPAIRS AND
MAINTENANCE
In 2018/19 we spent £29,282,971 on
repairing and improving homes, which was
split as follows:

RESPONSIVE REPAIRS

£6,895,576

VOID (EMPTY HOME) REPAIRS

£4,715,998

KEEPING HOMES SAFE
(Gas servicing/safety tests, electrical testing, water testing, fire equipment testing)

£2,386,615

REPLACING BATHROOMS AND KITCHENS

£3,369,241

ADAPTING HOMES FOR PEOPLE WITH DISABILITIES

Repairs completed right first time

TARGET
94.0%
ACHIEVED 95.4%
Satisfaction with repairs

TARGET
95.0%
ACHIEVED 97.2%

£412,333

BOILER/HEATING REPLACEMENTS

£1,665,152

ROOFS, INTERNAL AND EXTERNAL DECORATING

£2,061,078

OTHER

£7,776,977

During 2018/19 Radian carried out 76,096 responsive repairs at an average cost of £91.
We spent £7,512,706 replacing 544 kitchens, 255 bathrooms, 832 boilers, 783 doors,
429 roofs, 242 windows and 93 cloakrooms as part of our planned investment programme.
You’ll find more information, including an update on our actions, in our quarterly
performance updates.

YOUR SAFETY MATTERS
Every year our Technical Services team
test and service gas supplies and
appliances for our tenants across the
region, as required by law. In 2018/19 we
serviced over 16,000 boilers, which means
all the homes with gas appliances that
need to be checked have a valid gas
certificate. This can only be achieved with
our various departments working together
and co-operation from tenants to allow us
access to their homes. Our gas team has
achieved 100% gas certification for
12 consecutive months.
To keep everyone safe, we sometimes
have to take a harder line and this year
524 residents received letters informing
them of court proceedings against them
because they were not allowing access for
gas servicing. We applied for 11 injunctions
(court orders), which cost more than £3,000.
We also run ongoing programmes to test
electrical safety and fire-safety equipment,
and we test water too. You’ll find more
information, including an update on our
actions, in our quarterly performance updates.

Landlord safety

Fire safety

Radian’s Health and Safety Management
System was audited by the British Safety
Council in September 2018. The audit
outcome was Very Good and we scored
89.55% for our performance. As part of our
responsibilities to keep our residents safe
we monitor and manage risks like fire safety,
passenger lifts (in blocks of flats), gas safety
and water hygiene. All internal communal
areas in blocks and independent living
schemes have a monthly inspection and
defects are reported for repair.

Fire safety remains a high priority for
Radian. During the year we remained
100% compliant with the legal requirement
to have a reviewed fire risk assessment
for each of our blocks. All communal fire
alarm and detections systems, emergency
lighting and smoke vents are tested and
serviced on a regularly.

Gas compliance

Fire Risk Assessments
reviewed for our blocks:

TARGET 		 100%
ACHIEVED 100%

We ensure there are signs in every
block to provide advice and guidance to
residents in case of fire. Radian’s website
and regular magazine give safety updates
and advice to customers.

ACHIEVED 100%

EMPTY HOMES (‘VOIDS’)
There is high demand for homes in the areas where we operate. When they are empty no rent
is being paid so we try to let our homes as quickly as possible.
During 2018-19 it took an average of 21.1 days to let ordinary flats and houses to individuals
and families. When we include housing for older people and supported housing properties,
you’ll see it takes a little bit longer to get these properties ready and to find the right tenant.
You’ll find more information, including an update on our actions, in our quarterly
performance updates.

Void loss
‘Void loss’ is the rent we couldn’t collect because properties were empty.

Void loss as a percentage of debit7 over a three-year period
2016/17

2017/18

2018/19

All properties

0.67%

0.61%

0.85%

General needs housing and housing
for older people

0.51%

0.55%

0.57%

Target for general needs housing and
housing for older people

0.80%

0.50%

0.60%

Notes
6. Intermediate rents are set between social rents and market rents
7. Debit means the full amount of rent we would have received if the property had been fully occupied during this period.

Average days taken to
re-let general needs and
intermediate properties6:

TARGET 17.2 DAYS
ACHIEVED 21.1 DAYS
Void turnaround for all
property types:

TARGET 23.0 DAYS
ACHIEVED 23.0 DAYS

INCOME MANAGEMENT
The figures on the right show, for the last three years, the total amount of debt owed to us for
rent compared to the total amount due.
Figures refer to all current tenant arrears, net of housing benefit as % of annualised debt (which
means it’s adjusted to an annual amount). This includes sheltered, supported, general needs,
market rent, intermediate rent, shared ownership and leasehold debt and other charges (such
as sewerage and mobile-home pitch fees).

Average tenant
arrears by year

TARGET 	2.5%
2018/19

1.5%

Most of our income is from rent collected from rented homes. We have maintained our
performance on this despite the increase in tenants claiming Universal Credit. Currently 2,400
households claim it and the number increases daily.

2017/18 	1.6%

To ensure our performance is maintained, we have:

2016/17 	1.5%

• reviewed our arrears processes and
updated our systems
• provided extra resources to give advice
to our Universal Credit customers

• increased the number of hours available
to support our customers from our
Welfare Benefits Officers and Tenancy
Sustainment Officers.

The challenge ahead is when over 4,500 tenants ‘migrate’ from Housing Benefit to Universal
Credit and will have to pay rent from their benefit, which many of them have never done before.
This migration is due to complete by 2023. During 2018/19 Radian’s Welfare Benefit Officers
helped tenants obtain over £3.7m in extra benefits and received 2,049 referrals.
Our Employment, Support and Training (EST) team offers all kinds of practical job-hunting help
and tailored training programmes to help our residents find work. They also work with residents
to boost their confidence, self-esteem and presentation skills.

TENANCY SUSTAINMENT
Our strategy is always try to help and
support our tenants to make their tenancies
successful but from time to time we have
to enforce tenancy conditions though the
courts, and this can result in an eviction.
We aim to balance between enforcement
and support, meaning that although we
do not want to evict our tenants sometimes
it is necessary.
Overall, the number of evictions for social,
affordable and mortgage rescue properties is
better than the target for the last two years
and has stayed fairly constant:

TARGET: NO MORE THAN 78 EVICTIONS

2017/18 51 EVICTIONS
2018/19 53 EVICTIONS
In fact, as a percentage of total housing
stock, the number has actually fallen.
This is a positive indication that the
balance between enforcement and support
is effective.

Radian has nine Tenancy Sustainment
Officers giving housing-related support to
help tenants who are at risk of losing their
home or advice to new tenants who need
help setting everything up.
As part of our new strategy to reduce
the number of failed tenancies in the first
year, the team has put new resources into
supporting these tenants. Unfortunately, this
need has been increasing every year and we
want to see it fall:

2017/18

14 evictions or
abandonments
in the first year

2018/19

21 evictions or
abandonments
in the first year

We are determined to reduce the number
next year, and our target is below 16
in 2019/20. We will monitor evictions to
make sure our preventive actions are
making a difference and we will make any
changes needed.

CONTACT WITH OUR CUSTOMERS
Customers are choosing new ways of contacting us,
so we’re changing too.

Contacts resolved
in Radian Direct

This year we have seen increases in
customer contact, with 15,000 more
contacts compared to the previous year.
There has been consistency in the contact
method customers have used, with
31% coming through digital channels
such as the Radian website, the webchat
function, social media and email.

TARGET 82.0%
ACHIEVED 84.3%

Over the year, we’ve focused strongly on
resolving customer queries at the first point
of contact, and we were successful with
over 84% of enquiries. We are continuing to
look at how we can improve our customers’
experience when they contact us and we
are exploring the ways technology can help
us do this.

We want to offer you more “self-service”
options with our new customer portal. Using
the portal you can track your repairs on the
day of your appointment, view and manage
your personal details, make payments and
receive useful information relating to your
tenancy. It’s quick and easy to create an
account. Visit myaccount.radian.co.uk to get
started. Already, over 4,000 customers have
signed up and are actively using it to do
more at times that suit them.
You’ll find more information, including
an update on our actions, in our quarterly
performance updates.

Quality of service
within Radian Direct

TARGET 95.0%
ACHIEVED 97.4%
Calls answered in
Radian Direct

TARGET 93.0%
ACHIEVED 89.3%

COMPLAINTS
When you make a complaint, we’ll contact
you to discuss it as soon as possible and
aim to resolve it quickly.
We have a dedicated Customer Resolution
team dealing with customer complaints,
which helps us give our customers an
impartial and responsive service. You’ll
receive regular updates while we look into it
and we’ll explain any decisions we make. We
always apologise if we have made a mistake.
We are working to respond more quickly
when customers tell us they are dissatisfied
and aim to resolve the problem before it
becomes a formal complaint. This has
resulted in us meeting more residents face
to face and being the point of advice for
staff who may need a ‘neutral’ party to help
solve problems.
We’ll contact you once all agreed actions
have been completed to make sure
you’re satisfied the matter is resolved.
We’ll also contact you to ask a couple
of questions to find out how satisfied you
were with the process.

We take every opportunity to use what
we learn from complaints to improve
our services. For instance, this year we
have changed the way we store glass
following complaints that repairs had been
cancelled and rebooked because some of
it was damaged.
During 2018/19 we received 450 complaints,
which covered a wide range of services.
The most common were about repairs, but
repairs are by far our biggest service area
and they also generate the highest number
of compliments. Radian received a total of
658 compliments in 2018/19.
You’ll find more information, including an
update on our actions, in our quarterly
performance updates.

Satisfaction with
complaint handling

TARGET		68.0%
ACHIEVED		 68.6%
Proportion of complaints
resolved at stage 1 of
the complaints procedure

TARGET		97.0%

ACHIEVED 98.9%

ANTI-SOCIAL BEHAVIOUR (ASB)

Satisfaction with ASB
case handling:

Our Neighbourhood and Community Safety
teams work with our In-house Legal Team
and lots of other agencies. They aim to make
sure we give the best support we can to
victims of ASB and domestic abuse and to
find effective ways of resolving problems.

For example, we introduced a question in
our customer satisfaction survey that relates
to safe neighbourhoods, and we are using
the feedback from these questions to make
improvements in our communities.

TARGET 78.2%
RADIAN 67.4%

There is lots of advice and guidance on
the Radian website. You can find our
ASB page at: https://www.radian.co.uk/
advice-support/community-safety/

Overall customer satisfaction
with Radian’s ASB services:

During 2018/19 we liaised with best-practice
organisations to see how they collect
customer satisfaction and feedback about
their ASB services. We wanted to see if we
could learn from their approach and ensure
we explored every way of monitoring this
service effectively. We’ve had new measures
in place since April 2019.

You’ll find more information, including an
update on our actions, in our quarterly
performance updates.

TARGET 80%
RADIAN 69.8%
Satisfaction with ASB
case outcome:

TARGET 69%
RADIAN 59.7%

OUR NEIGHBOURHOODS
Radian communities are split into five
regions: Avon, Rother, Solent, Thames and
Longwood Park.
We have properties across the south from as
far west as Wiltshire to as far east as Slough.
We cover Berkshire, Buckinghamshire,
Dorset, Hampshire, Isle of Wight, Surrey,
Sussex and Wiltshire.
We have been asking customers for their
feedback through the STAR survey for more
than 10 years. This annual survey enables
us to measure our customer satisfaction,
and we speak to just under 3,000 customers
each year. In 2018/19, our tenants’ overall
satisfaction with our landlord service
exceeded our target but performance
throughout the year has fallen.
To understand why our customers’
satisfaction levels have declined, we have
used focus groups in areas where we have
higher levels of dissatisfaction and are
reviewing feedback from the STAR survey to
help us identify areas for improvement.

We have also recently launched our FOCUS
programme – “the Future of Customer
Service”. This will change how we deliver
services to our customers and make our
customer and community experience one of
the best in the sector.
You’ll find more information, including an
update on our actions, in our quarterly
performance updates.

Satisfaction with our landlord
service (tenants)

TARGET
87.0%
ACHIEVED 88.1%

CUSTOMER
TO CUSTOMER
This report has been designed by Radian’s
Scrutiny Panel. The Scrutiny Panel is a group
of residents, including some independent
members co-opted for their specialist skills
and experience, who have volunteered to
keep an eye on Radian’s performance from
the perspective of customers.
They have designed this report to bring
you the information they think will be
most useful and interesting. They would
love your feedback.
Contact them via Radian Direct by
telephoning 0300 123 1567 or emailing
radiandirect@radian.co.uk with your
comments, questions and suggestions and
your message will be passed on to them.

Radian is a trading name of The Swaythling Housing Society
Limited, a Registered Society under the Co-operative and
Community Benefit Societies Act 2014 (registration number
10237R) and a registered provider with Regulator of Social
Housing (registration number L0689). Registered office: Collins
House, Bishopstoke Road, Eastleigh, Hampshire SO50 6AD.
Authorised and regulated by the Financial Conduct Authority.
Part of the Radian group of companies.

