
Bromford Living achieve 80% 
first-time-fix call resolution 
using Keyfax from Omfax

Background

Bromford Living is a registered social housing landlord 

boasting a strong track record for achieving sector-

leading results.  Covering 63 local authorities in Central 

and South West England, the stock comprises 27,000 

properties, stretching from the Cheshire border down 

to Aylesbury, the home counties, and across from the 

Welsh border as far east as Burton-on-Trent.  This leading 

affordable housing provider employs over 1,000 staff, 

working in teams designed to manage and support the 

housing stock and its customers. This includes housing 

and asset management, an in-house repairs team and a 

development team responsible for building new homes.  

The Challenge

Bromford Living’s managers believed the group was 

underperforming in its objectives to consistently deliver a 

high-quality service to its customers but had aspirations 

to improve.  One main problem was that there were five 

separate contact centres and subsequently five different 

contact numbers. The team investigated ways in which 

this aspect of  service delivery could be overhauled. 

They knew they needed to explore new technology 

which would support them in turning their aspirations 

into a reality. The Customer Service Advisors have a 

challenging role in terms of  the breadth of  knowledge 

they are required to have on all aspects, for example, 

housing policies, tenancy agreements and repairs. 

It was vital that this knowledge was captured and 

accessible for all Advisors in the new system. 

The Solution

As part of  their investigations, Bromford Living 

discovered Keyfax, intelligent scripting software from 

Omfax, a leading information solutions provider for the 

social housing sector. Mandy Holian, Customer Service 

Contact Manager, explained: “It [Keyfax] ticked all the 

boxes for us. One of  the biggest attractions was that it 

would integrate seamlessly with our existing housing 

management system, MIS Active-H.  We wanted a 

system that meant we would not be reliant on the 

software provider to make any changes. Keyfax was 

perfect, as it allowed us the flexibility to make any 

amendments ourselves and enable us to better react to 

the business needs.” 

Bromford Living also took the decision to merge the

contact centres and create one virtual hub, split across 

two locations but with one phone number. This meant it 

was much easier for customers to get in touch with the 

organisation and for management to get a ‘big picture’

view. 

The Implementation

A small project team was put together from Bromford. 

This group worked closely with Omfax for two months 

to develop and customise scripts for rolling out to the 

housing and repairs side of  the organisation. The 

scripts were customised to fully reflect the policies 

and procedures of  Bromford Living and buy-in was 

achieved across the organisation. The scripts provided 

the guidance that equipped the front-line team with 

knowledge to handle a vast array of  housing queries, 

from rent and anti-social behaviour, to repairs and 

maintenance. One of  the key objectives was to set and 

achieve a target of  80% first-time call resolution and 

allow a consistent service to be delivered, regardless of  

which of  the 27,000 customers called, or which of  the 

35 Customer Service Advisors answered the call.  
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it has all the latest policy updates.  All 35 Advisors 

are equipped with the same knowledge, delivering a 

consistent message. It also allows us to react to one-

off  circumstances, such as a case of  flooding, as our 

scripts can be updated with specific information and 

allow Advisors to handle the calls first time.”

Summary

Bromford Living operates under a continuous 

improvement ethos, which has earned it the national 

reputation for providing exceptional service. Their 

creative approach to involving customers has become 

an industry benchmark. Having recently upgraded their 

version of  Keyfax to InterView, this demonstrates the 

commitment it has to staying on top of  technological 

advances that will help the organisation deliver the very 

best customer service.  Bromford Living will continue to 

address challenges and raise standards in the housing 

industry.  

“It [Keyfax] ticked all the boxes for us. 
One of  the biggest attractions was that 
it would integrate seamlessly with our 
existing housing management system, 
MIS Active-H.”

 
Mandy Holian,

Customer Service Contact Manager.

Results

Bromford Living has experienced a significant reduction 

in average call time for repairs reporting, from 3.5 

minutes down to 2.8 minutes, representing a time 

saving of  18% measured over a four- week period.  

The organisation has continued to improve and evolve 

in many areas and is largely unrecognisable to the 

operation of  four years ago. Part of  the transformation 

has been thanks to the benefits being delivered by 

Keyfax on a daily basis, through the integration with 

the MIS ActiveH housing management system. Keyfax 

provides the team with the tools to make them more 

effective in delivering the desired customer service. It 

has been instrumental in allowing the organisation to 

achieve the 80% first-time-fix call resolution. This, in turn, 

frees up the specialist team to concentrate on other 

areas that can add value, such as higher end arrears.

Mandy Holian commented, “Keyfax has made life easier 

in terms of  running the department. There is not such 

a steep learning curve now, as colleagues can rely on 

the information being in Keyfax. For example, when we 

need to update customers with an announcement, such 

as our annual rent review, we can update scripts quickly 

and easily for the required period when we send the 

letters out. Subsequently, the frontline Advisors have the 

guidance to hand when a call comes in. They don’t need 

to ‘learn’ or ‘be aware’ of  the information, because they 

know Keyfax is there to support them and we ensure 
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