Self Evaluation 2020-2021
This is a summary of how Pobl Group has done in 2020-21 and the areas we will focus on
in the years ahead.
You can see our full Self Evaluation report and Improvement Plan here. The full report
contains much more information about the way we are governed, our financial
performance and improvement plan.
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Increased investment in customer homes is improving quality
and keeping people safe.

Our spend on Repairs & Maintenance has increased significantly in recent years to ensure
that all our homes meet the Welsh Homes Quality Standard (WHQS). Our forecasted
budget of £34.1 million for this year (21/22) has increased to £38.9 million in next year’s
budget (22/23).
WHQS compliance:
100% with 13.8%
acceptable fails.

98.9% of homes with
a gas appliance
have an in-date,
accredited gas
safety check.

100% of buildings
required to have a Fire
Risk Assessment
(FRA) had an in-date
and compliant FRA.

We are uncompromising in our commitment to ensuring the health and safety of our
customers. Property compliance has been exceptionally challenging during the pandemic,
however, performance has improved in 2021.
In four of the five key compliance areas, we have consistently performed above the sector
average in Wales.
Focus areas: We are committed to making significant investment in the energy efficiency
of existing homes, cutting bills for customers and cutting carbon to tackle climate
change.
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Customers are satisfied with the services we provide, and those
services are continuously improving.

The money we have spent on technology in recent years is now delivering real benefits for
customers. We expect many more customers to make use of our easy to use online services
in 2022, allowing our team to focus more on supporting people at a time of rising cost of
living.

82%

84.2%

Satisfaction with
neighbourhood
as a place to live

64.3%

Satisfaction with
repairs and
maintenance

Satisfaction that
rent offers VFM

76.6%
Satisfaction with
quality of homes

72.7%

Customer
Trust

Our new customer portal was launched in 2021. We will now invite all our
customers to sign up after excellent feedback from early adopters.

We are building a new website with improved customer experience,
accessibility and a fully bilingual experience.

The investments we have made in data and systems are now allowing us
to tailor and target the services and support we offer to each customer.

Our Advice & Support team worked on 900 customer cases in 2021.
The team achieved an average gain of £1,525 per annum for
customers.
We now analyse data from over 11,000 tenancies daily to help highlight
potential customers needing more support.
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Customer feedback drives our decisions

We’ve introduced new ways to capture feedback. We continue to engage with our
customers through: telephone surveys (over 2,000 per year) for relational feedback to
follow up on customer experience, focus groups to design our customer portal and a focus
group to develop our customer connectors strategy
Our local approach sees each neighbourhood manager responsible for a maximum of 300
homes, allowing us to be highly visible and connected to customers and their communities.
Place-based colleagues are supported by our Customer Contact Centre, managed by our
Pobl Solutions Team, who aim to provide a ‘one-stop shop’ experience for customers with
the aim of significantly increasing customer satisfaction. This year we've brought our East
and West teams together under one service and one customer telephone number (0330 175
9726).
In Homes & Communities, our neighbourhood managers work closely with customers to
co-create ‘What Matters Plans’ understanding the priorities for the communities to focus
our resources appropriately. Positive examples of this collaborative approach include
creating new and upgraded play facilities, enhanced green spaces and installing new
windows where customers have let us know that these are the things that really matter.
Focus Areas: Our new customer online portal ‘Pobl Connect’ will provide an important tool
in hearing and responding to our housing customers in real time.

4

We have set and are delivering on bold ambitions for the
decade 2020-2030
Customer
Connectors

Carbon Cutters

Team Players

We’ll build
great
relationships,
be easy to
deal with and
be trusted to
provide great
services.

On a route to
zero carbon
by 2050 we’ll
re-imagine
our homes
and the way
we work.

Our awesome
teams will
share a passion
for becoming
the very best at
what they do,
and love their
jobs.

We will use
technology
and data to
improve our
services. Tech
will help our
teams work
brilliantly and
connect easily.

350
colleagues
trained to
use Dynamics

9/10
colleagues
‘Proud to
work for Pobl’

Place Makers

We will build
and invest in
beautiful
places where
people and
communities
thrive and are
proud to live.

481
new homes
delivered in 2021

5

72.7%
customer
trust score

5%
reduction in
carbon footprint
(2019/20-2021/2022

Tech (to e)
Maxers

(our new customer system)

Our financial performance and approach to risk puts Pobl in the
ideal position to deliver more for customers

The Group continues to grow and demonstrate strong financial performance and resilience
to face future challenges. This is key to allowing Pobl to invest more in customer homes,
communities and creating new affordable homes. You can find a detailed explanation of
our financial performance and risk approach in our full self evaluation report (here).
63% of borrowing at
fixed rates

£24.8m Operating
surplus

2021
£m

2020
£m

2019
£m

2018
£m

2017
£m

Turnover

155.6

144.3

134.7

131.4

127.4

Operating surplus

24.8

25.3

23.1

27.3

24.9

Operating margin

15.9%

17.6%

17.1%

20.8%

19.6%

Surplus on ordinary activities
before tax

11.5

12.0

10.2

13.7

9.0

Margin before tax

7.5%

8.3%

7.6%

10.4%

7.1%

STATEMENT OF
COMPREHENSIVE INCOME
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We are investing in Pobl communities, regenerating places in
partnership

We have identified 3 Regeneration areas, which are central to long term ambitions;
Penderry, Pill and Tyshia.
These are communities where Pobl has a significant amount of homes and the success of
these communities is very important to us.
Collaboration with customers on service design is a key part of our culture. Using an
asset-based community development approach, our Regeneration Team work with
communities to create places where people are proud to live.
Tyisha, Llanelli
Through Pobl’s ‘Go Girls’ project, young women identified the back lanes in their community
posed issues of personal safety and environmental health.
Through our ongoing relationship with Carmarthenshire Council we were able to connect
the young women with the Transforming Tyisha Regeneration team, empowering them to
influence change to these lanes near their homes.
Penderi Energy Project
Pobl, Sero Energy and Everwarm are working together to deliver the UKs largest renewable
energy retrofit project of its kind. Our Penderi Energy Project will see almost 650 Pobl
homes in a Swansea community benefit from the installation of state of the art renewable
energy generation, energy storage and smart energy management technology.
Supported by £3.5m EU funds from the European Regional Development Fund (ERDF)
through the Welsh Government, the project could see the community generate as much as
60 per cent of its total electricity requirements, reducing bills as well as carbon emissions
by as much as 350 tonnes per year, and is considered to be the most significant project of
its kind in the UK at present.
Pillgwenlly, Newport
Our work in Pillgwenlly is about the big
and the small things that make a
difference to peoples lives. Listening
and working with the community has
allowed us to understand their vision
for Pillgwenlly rather than repeat the
cycle of anchor agencies trying to ‘fix
it’.
Community members have been
central in the co-production of a
masterplan, its tender process and
now its delivery.
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Our Care services support over 1200 people to live the way
they choose

Pobl is a major provider of care services across Wales. Our services cover areas such as
registered nursing care, extra care, domiciliary care and supported living.
We believe in supporting customers to take measured risks, with a safe and supportive
team around them, enabling them to access their local community, make and maintain
friendships, enjoy social activities, and take part in hobbies/interests.
We receive consistent recognition for the quality of our services from Care Inspectorate
Wales; inspectors repeatedly report excellent feedback from colleagues, customers and
their families, praising our commitment to encouraging customers to both take control of
their lives, and the support they receive.
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We’re always finding new ways to support people when they
need it most

Throughout the pandemic we worked in partnership with 16 Local Authorities to help
deliver additional support services to people in need.
We supported hundreds of people to move off the streets and into temporary
accommodation, providing much needed support, safety and reassurance, as well as
food and toiletries. This included providing an additional 100 bed spaces to councils
across Wales, and partnering with Swansea Council and The Wallich to bring a new 25
bed hostel into use within 6 weeks.
In Rhondda Cynon Taff and Merthyr, we took over the management of 4 large,
supported housing services, and began delivering a new large Floating Support service
in Blaenau Gwent.
In Caerphilly, we worked in partnership with the Local Authority Supporting People
team, United Welsh Housing and Welsh Government to expand capacity for people
experiencing homelessness in the borough by erecting modular homes on land
adjacent to our Supported Housing project in Ystrad Mynach.
With the support of the Council and the Local Health Board, we have also increased
expertise within our teams, employing specialist Substance Misuse counsellors and
Psychology Assistants.
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Our diverse colleague team share values that shape all we do

Our values were devised at the creation of Pobl and are more relevant today than ever.

In 2021 we consulted with colleagues on ‘New Ways of Working’ to help us understand what
colleagues want from Pobl as an employer. We now have two styles of working: Agile and
Fixed with colleagues offered flexibility to work in a way (and a place) that balances
customer needs with their own.
The pandemic highlighted how important the wellbeing of our workforce is to the resilience
of our business. To address this, we created a Wellbeing Team to support colleagues to talk
through issues and build personal resilience.
Recognising the urgent challenges faced by colleagues, and by the sector in resourcing
and maintaining service quality, Pobl Group made the decision to pay the Real Living Wage
as a minimum from 1st October 2021.
At Pobl our commitment to colleagues and customers around Equality, Diversity and
Inclusion (EDI) means that we take every opportunity to promote equity, embrace diversity
and challenge discrimination.
Our new Inclusive By Instinct strategy builds on the successes of the last three years,
whilst underpinning our group ambitions for the decade ahead.
In setting out our FREDIE commitments, we have listened to what our colleagues and
customers have told us and created a plan to ensure we make the biggest difference where
it matters the most.
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Fairness for all is a reality,regardless of background or circumstances

Respect for all is the norm and we will not tolerate any form of discrimination against
customers or colleagues
Equality of opportunity is embedded in the decisions we take and everything that we
do
Diversity is celebrated and our colleagues and customers feel that they belong
Inclusion is widely understood, where all colleagues are committed to inclusive
behaviours and policies and where customers feel valued and listened to
Engagement - where there is a positive emotional attachment between our
colleagues and their work; where our customers are consulted and play a key role in
shaping our services

As part of our most recent colleague voice survey we asked colleagues for feedback
around our work to embed FREDIE within Pobl.

7.4/10
Colleagues feel that they are valued as a person at Pobl.

8.8/10
Colleagues agreed that at Pobl, people of all backgrounds are accepted for
who they are.

8.6/10
Colleagues believe that Pobl would respond appropriately to instances of
discrimination.

Visit: www.poblgroup.co.uk
Phone: 0330 175 9726
Address: Exchange House, High Street, Newport NP20 1AA
Email: contact@poblgroup.co.uk
Poblgroup
Mae’r ddogfenhon ar gael yn Gymraeg. Mae fformatau eraill ar gael ar
gais. This document is available in Welsh. Other formats are available
on request.

