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“I wasn’t aware from the beginning 

that I had to do the flooring – only on 

the day I signed up.

This was; a big cost and meant I 

couldn’t start moving when I planned 

until the floors were sorted.”

“Give more information on 

what you can and can’t do.” 

Sign-up and defect period

Issues raised by customers included:

o Not realising that the carpeting/blinds are the tenant’s 

responsibility

o Unexpected costs like paying a lump sum up front

o Understanding the defect process – what can and 

can’t be done

o Knowledge of the defect end date (why is it different 

from the date I moved in?)
New homes engagement project Summer 2022

What our customers were telling us

About moving into a newly built home



The Working Group…

• A working group was set up to create video frequently asked questions videos for tenants.

• This was a real collaborative approach ensuring teams across the organisation were consulted and everyone had 

their say.

• The teams involved directly were Housing, Marketing, Social Value, Development, Managed Services, Property, Gas 

Team, Money Matters, Customerr Contact Centre.

• Once everyone had provided feedback and information was collated, the working group became smaller to create 

the planned videos and information.

• At this stage, we sent the script was developed into the videos.



Example content



“I think the plan is very 

useful. As it would answer a 

lot of questions I wondered 

about before I became a 

Wrekin resident.”

“I think it covers 

everything you need to 

know .

What customers thought of the idea



Digital inclusion and accessibility

Website URL link: 

https://www.wrekin.com/new-homes-faqs 

https://www.wrekin.com/new-homes-faqs


This is very informative and well 

done

Wrekin Voice Member

I’ve just watched this, its amazing. 

Wish we had this years ago, the 

amount of people that used to ask 

about the gas/ electric/broad band 

and trying to explain a fill fire and test 
took an age. Area Housing Manager

Positive feedback already!
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