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Getting feedback from you, our tenants, is vital to us. Where 
you live is your home and we want your voice to be heard. It 
is our goal to provide you with regular opportunities to help 
shape the services we provide and, ultimately, improve the 
service you receive from us.

During 2023-24, we launched ‘Your Home, Your Voice.’ 
This active tenant engagement initiative ensured our team 
became more visible in the communities we work in. You’ll 
hear more about what you told us and what we are doing in 
response to your feedback later in this report.

“Thank you for your patience, kindness 
and understanding. And also, for all of the 
advice and assistance you have given us to 
help us.” - HHS Tenant

“I have always received a great service from 
Hundred Houses Society. Everyone is so 
helpful; from people answering the phone to 
people visiting me, you all do a great job.” 
- HHS Tenant

“I wanted to call in and thank you for 
listening to me.” - HHS Tenant
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Dan Bradley Mikey Dowling

I’ve been a tenant with Hundred Houses 
Society for 21 years, and the social club 
I manage in Chesterton is surrounded by 
Hundred Houses Society homes. I’m really 
pleased to be an involved tenant as it gives 
me an opportunity to share my views and 
help shape the services that tenants receive. 
As an involved tenant, I’ve supported in the 
production of this annual report and I hope 
you enjoy it. 

I joined the Customer Experience Group in 
2023, so I am just over a year into my role. 
I already feel as though my voice is being 
heard. Living and working in Chesterton 
means that I know many people in this area; 
lots of them talk to me about the things that 
affect them on a day to day basis – both the 
good and the bad. I am able to bring this 
feedback to Hundred Houses Society and 
the Customer Experience Group and know 
that we can then talk about what we can 
do to change and influence how Hundred 
Houses Society supports people. 

At the Customer Experience Group, we 
hear about how Hundred Houses Society is 
performing and we know that repairs remain 
an issue for you and that the quality and 
cleanliness of communal areas is an area 
that must be improved. You’ll see that these 
are key areas that the Hundred Houses 
Society team and the Customer Experience 
Group will be focusing on during 2024-25.  

You’ll read throughout this annual report 
that we need more people to get involved 
and share their views. I would encourage as 
many people as possible to get involved in 
some way, as we want to hear views from 
everyone. There are loads of different ways 
that you can get involved and we’ll tell you 
more about them throughout this report.

Mikey Dowling  
Customer Experience Group 
Tenant Member

Welcome to your 2023-24 Annual Report

As Executive Operations Director at 
Hundred Houses Society, I am pleased to 
welcome you to our 2023-24 Annual Report.

Each year, we provide this report to you, our 
customers and stakeholders, to inform you 
of how we have performed, how we have 
invested in our homes and services, and 
how we have responded to your feedback.

It has been another particularly challenging 
year. The high cost of living is impacting 
us all, and we know that many of you 
have faced financial difficulties due to 
the current economic climate. In these 
times, transparent accountability, clear 
communication, and providing a valued 
service is of paramount importance.

Your home should be a space where you 
feel safe and at ease. As the landlord 
of your homes, we feel a deep sense of 
responsibility to ensure that we strive to 
constantly improve the services we offer. 
Over the past year, despite the economic 
climate, we have invested significantly 
to analyse and improve the condition of 
the homes we own, started to review the 
way that we communicate with you, and 
continued to focus on providing good quality 
repairs and maintenance works.

On behalf of Hundred Houses Society, 
I’d like to take this opportunity to thank 
you for being a part of our community. 
We have provided people who live and 

work in Cambridge with good quality, 
affordable homes for over 90 years and 
we look forward to working with you over 
the next year to further improve your living 
experiences.

Giving you, our customers, the opportunity 
to feedback your thoughts and opinions 
is something that we are proud to have 
improved upon in 2023-24. If, after reading 
this report, you have any feedback or 
questions, please do not hesitate to contact 
me via email at dan.bradley@hhs.org.uk.

Dan Bradley
Executive Operations Director, 
Hundred Houses Society

mailto:dan.bradley%40hhs.org.uk?subject=
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Highlights from 2023-24

15,590 calls received

76.5% overall tenant satisfaction

88% of homes with a condition survey 
completed within the last two years

49 tenants supported via our 
Positive Action Fund

£8,483 of money matters support 
awarded to our customers

£1.75M invested in homes

5,765 repairs completed
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In 2023-24, we reinvested 1.9% of the total value of our 
homes back into home improvements.

 

Our operating margin (overall) was 22.7% (2024-25 target 
of 21.0%).

 

We did not deliver any new homes during 2023-24, but our 
target for 2024-25 is to deliver a number of new homes 
equivalent to an additional 0.4% of our portfolio.

 

Our gearing was 20.8% (2024-25 target 23.3%).

 

Earnings before interest, tax, depreciation, amortisation 
and major repairs (% of interest cover) was 177.5% (2024-
25 target 163.2%).

Our performance

Value for money
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How do we spend each £ of your rent? Measurement costs

Management Costs

For 2023-24 = £81.15

For 2023-24 = £254.15

For 2023-24 = £5,375

Services

Routine Maintenance

Major Repairs

Interest and Financing Costs
£0.18

£0.14

£0.14

£0.43

£0.11
The remuneration payable to the highest paid Director, 
relative to the size of the landlord.

The aggregate amount of remuneration paid to Directors, 
relative to the size of the landlord.

Management costs relative to the size of the landlord.

Remuneration payable to the highest paid Director in relation 
to the period of account divided by total social housing units 
owned and/or managed at period end.

Total aggregate Directors remuneration payable to Directors 
or former Directors in relation to the period of account 
divided by total social housing units owned and/or managed 
at period end.

Total management costs in relation to the period of account 
divided by total social housing units owned and/or managed 
at period end.

Measure

Measure

Measure

Calculation

Calculation

Calculation
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Your feedback, both positive and negative, is invaluable 
to us. It gives us insights into our performance, helps us 
to address immediate issues, influences our learning and 
improvement, and guides the development of our future 
services.

During 2023-24, we have received feedback and complaints 
from you, our customers, about the standards of your 
homes, the repairs and maintenance we deliver, and 
our housing and customer services. Your feedback has 
highlighted areas where we have performed well and 
identified opportunities for improvement. 

All social housing providers are members of the Housing 
Ombudsman Service (HOS), an independent, impartial, and 
free service that handles complaints from residents in social 
housing. In April 2024, a new Complaint Handling Code 
was introduced. As members of the Housing Ombudsman 
Scheme, we are required to comply with all elements of this 
code. We have conducted a self-assessment to ensure we 
meet the Code’s requirements, and have introduced the 
following changes to ensure we comply with the standards 
set.

Clearer communication:

We have enhanced our language and tone to be 
warmer, friendlier, and more concise. This has 
made our responses easier to understand and 
enabled us to focus on achieving satisfactory 
resolutions with minimal hassle for you.

Evidence-based decision making:

We have enhanced our decision-making 
processes by adopting a stronger, evidence-
based approach that ensures outcomes and 
resolutions are grounded in our findings.

Valuing your time with swift 
resolutions:

We have equipped our teams with the ability 
to resolve most issues at the first point of 
contact which enables them to address concerns 
promptly and without the need for escalation.

Extended complaint timeframe:

We have extended the period for considering a 
complaint from six to 12 months, which allows 
for more time for concerns to be raised.

Customer service
Complaints
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Stage 1 - number of complaints received

During 2023-24, we received 39 complaints from our 
customers in rented homes, and a further four complaints 
from customers in shared ownership homes. This was more 
complaints than we received in each of the previous three 
years. 

We want to ensure that each of our tenants feels 
empowered to voice their concerns and we see complaints 
as an opportunity to learn and adapt. As such, we do not 
have any set targets regarding the number of complaints 
that we receive.

Stage 2 - appeals received (the final stage of our internal 
complaints process)

Four of the Stage 1 cases were escalated to a Stage 2 
complaint; although one person subsequently withdrew 
their complaint. Of the three Stage 2 complaints, one was 
‘upheld’ in the customer’s favour. During 2023-24 there were 
no complaints that we refused to accept as an expression of 
dissatisfaction and 91% of complaints were resolved without 
the need to escalate further.
   
Complaint handling timescales - of the 43 complaints that 
we received during 2023-24, 76.9% of stage 1 complaints 
were responded to within the target timescale.

For Stage 2 complaints, 100% were responded to within the 
target timescales.
 
Quality of experience - 44.8% were satisfied with our 
approach to handling their complaint (according to our 
annual perception survey).

Performance Total complaints received per quarter

Quarter 1
Jan-Mar

Quarter 2
Apr-Jun

Quarter 3
Jul-Sep

Quarter 4
Oct-Dec

2020-21 2022-23

2021-22 2023-24
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This table captures the themes of complaints and feedback 
that we received last year. This helps you to see how we are 
responding to your feedback and the improvements that we 
are making.

Learning theme What you shared with us How this influenced and made an impact on what we do

Repairs, 
reliability 
and quality

Repairs are not always completed in 
line with the targets we set or as well 
as you expect.  

Communication around repairs from 
ourselves and our contractors could 
be better.

We meet with our contractors on a regular basis to review their 
performance. When repairs get delayed, we work with our 
contractors to ensure that repairs are completed as quickly as 
possible. 

We also strive to keep you well informed and provide you with a 
new date for when the repair will be completed. 

During 2024-25, we will offer you opportunities to share your 
views with us about our repairs service and the way that we 
communicate with you. 

Service request 
responses

The quality of responses to service 
requests could be improved.

All Hundred Houses Society employees have undertaken our 
customer care training that we call the ‘Hundred Houses Way’.

Working with 
partners

Emergency services found it difficult 
to locate homes within a particular 
scheme.

We have installed new signage to make it easier to find homes at 
this scheme.

Dealing with 
anti-social 
behaviour

Anti-social behaviour isn’t always 
dealt with as you would expect.

Our Housing team undertake regular reviews to ensure that all 
anti-social behaviour cases are being managed in line with our 
policies and procedures. We have also improved our work with 
our partners and the way that we communicate progress on 
cases.

Communal 
decorations

Regular maintenance and decoration 
programmes have been delayed.

We have established a new programme for decorations and have 
a budget in place to establish a cyclical maintenance programme 
during 2024-25. We will provide better communication to inform 
you of when you can expect areas to be decorated and any other 
planned maintenance works.

Rent levels
Information about different rent 
levels is not clear and easy to 
understand.

Explanations of how rents are calculated and why they differ is 
now available on our website: hhs.org.uk/your-rent

Employee 
behaviour/
responses

The response of some employees 
when responding to enquiries has 
not always been at the standard we 
expect.

Where concerns are raised about an employee’s behaviour 
or the standard of communication, we hold discussions with 
that individual employee. Each member of our team has also 
undertaken customer care training.

Learning from complaints: 
You told us, we did

If you are dissatisfied and you wish to make a complaint, 
you can do so in a variety of ways, including:

Speaking to one of 
our team in person

Emailing us at
info@hhs.org.uk

Writing to us at 
HHS, 51 Scotland Road, Cambridge, CB4 1QW

Calling us on
01223 315 036

Via the complaints form on our website
hhs.org.uk/customer-feedback-and-complaints

How to make a complaint

http://hhs.org.uk/your-rent
mailto:info%40hhs.org.uk?subject=
Tel: 01223 315 036
http://hhs.org.uk/customer-feedback-and-complaints
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ENGAGEMENT

FEEDBACK

INFLUENCE

•	 Every contact is an opportunity to engage with 
customers.

•	 Engagement gives opportunities to gain feedback and 
learn.

•	 We listen carefully to understand.
•	 Engagement helps build trusting and influential 

relationships.

•	 We welcome feedback in a variety of different ways.
•	 Feedback helps us understand what customers value.
•	 Feedback is two-way: it is important we feedback 

decisions we make.
•	 We use feedback to help shape and design services.

•	 Feedback helps influence decisions our Customer 
Experience Group and the Board make.

•	 We give customers opportunities to influence decisions 
that affect them.

•	 We use the ‘you told us, we did’ approach to evidence 
the decision we take.

The three strands of our approach are:  

Your opinions about the services we provide are vital to us 
and we want to hear your feedback. Whether it’s complaints 
or compliments, all of your feedback is important, valued, 
useful to us, and helps us to shape the services we provide. 

During 2023-24, we launched our new customer 
engagement, feedback and influence approach to make it 
easier for you to communicate feedback with us and for us 
to ensure that each of your opinions are heard.

Customer 
engagement
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During 2023-24, we made a number of improvements to our 
feedback processes:

•	 We now carry out telephone customer satisfaction 
surveys on at least 10% of repairs and gas services that 
are completed.

•	 All new tenants can now complete a satisfaction survey 
a few months after moving into their new home.

•	 Any feedback we receive is now shared with and 
reviewed by our Customer Experience Group.

•	 We launched ‘Your Home, Your Voice’ listening events.
•	 We complete a perception satisfaction survey every 

year. During 2023-24, over 300 customers took part in 
this survey.

During 2024-25, we will be hosting a number of events to 
provide opportunities for you to share your feedback with us:

•	 We held the first Building Safety & Maintenance Forum 
in June 2024. The Forum was attended by seven 
customers who shared their feedback about our repairs 
service. The next Building Safety & Maintenance Forum 
will be in November 2024 and is open to all customers. 

•	 In August 2024 we also held the first Homeowners 
Forum, open to all homeowners and leaseholders. Eight 
home owners attended and shared their views with us. 
The next Homeowners Forum will be taking place in 
January 2025.

•	 During Autumn and Winter 2024-25, we will be holding 
a series of one-off scrutiny workshops focusing on 
specific topics. These will be advertised on our website, 
so keep an eye out for topics that may interest you.
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Since January 2024, we have been trialling revised 
customer service opening hours. 

The hours are as follows: 

•	 Monday: 9:00 a.m. - 4:00 p.m. 
•	 Tuesday - Friday: 9:30 a.m. - 4:00 p.m. 

You can reach us during these times on 01223 315036. For 
emergency repairs outside of these hours, please also call 
01223 315036 and press option 1.

Over the last year, we have launched ‘Your Home, Your Voice’ drop-in sessions at several of our schemes, including Freeman 
House, Vinter Terrace and Bridgacre. These sessions provide an opportunity to ask questions, make suggestions and share 
feedback. The Housing Officer for the patch usually facilitates the sessions, captures the comments, and provides updates on 
what has happened to resolve the issues raised.

Throughout the year, customer feedback delivered during ‘Your Home, Your Voice’ drop-in sessions has led to the following 
actions:  

Theme What you told us We did

Service charges

You wanted an explanation of service 
charges and how they’ve been calculated, 
including ideas as to how they can be 
reduced in the future.

We hosted multiple drop-in sessions across 
different schemes to explain service charge 
calculations and answer your questions. 

Communal areas Notice boards are not always kept up to date. Notice boards have been updated regularly to 
ensure they display current information.

Cleaning The quality of cleaning in communal areas is 
not always consistently high.

We provided feedback to the cleaning team, 
resulting in improved cleaning standards.

Property access Not all residents have keys/codes to all the 
doors and gates.

We made sure that all residents received the 
correct keys and access codes to enter these areas 
without issues.

Lighting Some communal lights are no longer 
working.

We surveyed and repaired the lights. We’re also 
considering installing sensor lighting in communal 
areas for efficiency.

External During the winter months, sections of the 
paving are covered in moss.

We organised power washes to keep the paving 
clear of moss in order to ensure safer and cleaner 
walkways.

General
Meter readings are not always done in a 
timely manner, resulting in ‘estimated bills’ 
rather than ‘actuals’.

We committed to ensuring regular meter readings 
take place so that your bills accurately reflect the 
actual energy used.

Building maintenance The entry doors are sometimes more difficult 
to open in the winter months.

We inspected and adjusted the entry doors to 
ensure they operate smoothly, even during the 
colder months.

Your Home, Your Voice

During January 2024, we introduced a 12-month pilot 
scheme to trial changes to our customer contact offer. 
In order to improve the service that you receive, we 
introduced a call back service and offered appointments for 
us to come and visit customers in their homes.   

The introduction of a call back system (which ensures 
that a customer will get a call back when they would 
have reached the front of the queue) has been extremely 
popular. All of the customer feedback that we have 
received since these changes were made has been 
positive, so we will seek to make these services permanent 
when the pilot concludes. 

Improving customer service

Our customer service offer
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Our tenant bid budget provides an opportunity for tenants 
to request neighbourhood and community improvements. 
During 2023-24, the tenant bid process was led by the 
Residents’ Association and bids were made for the 
installation of bike shed gates, skip days and planting/tidying 
up of communal flowerbeds.
 
In Lilley Close, residents were experiencing ongoing issues 
with people using the bike enclosure within the grounds as 
an area to sleep and drink. Bikes had been damaged and 
stolen. The situation had been gradually getting worse and 
the residents began to feel intimidated by the individuals 
who frequented the area. This led to residents beginning to 
feel vulnerable and unsafe in their homes.
 
A group of five residents made a tenant bid to have the bike 
enclosure secured by gates and this work was successfully 
completed in March 2024.

We complete telephone-based customer satisfaction 
surveys for at least 10% of repairs that are completed.
 
Of the two main contractors we use, Compton & Parkinson 
(C&P) and Foster Property Maintenance (FPM), overall 
satisfaction for the full 2023-24 period for C&P was 88.6% 
and for FPM was 77.2%.

Transactional survey results

Case study of a tenant bid

BEFORE AFTER

C&P All contractors overallFPM

88.6% 84.3%77.2%
of tenants satisfied with 

the repair completed
of tenants satisfied with 

the repair completed
of tenants satisfied with 

the repair completed
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We held the first Customer Experience Group (CEG) 
meeting in September 2023. The CEG consists of three 
Board Members (Craig Glasper, Keith Carter and John 
Giesen) and two customer members (Mikey Dowling and 
Leyton Nisbett).  

The function of the CEG is to oversee operational customer 
service delivery and to make recommendations about 
customer related services. They hold us to account and 
feedback to the Hundred Houses Society Board about our 
operational performance.  

During 2023-24, the CEG has: 
•	 Helped to design and approved our customer 

engagement, feedback and influence approach. 
•	 Monitored key performance indicators for the services 

we provide to customers.
•	 Reviewed all of the customer feedback we have 

received.
•	 Focused on the complaints we have received, including 

understanding why we have received them and what we 
are doing to learn and improve our services.

•	 Approved customer policies.
•	 Reviewed and approved a number of regulatory 

requirements we have to produce, including our Tenant 
Satisfaction Measures, our approach and compliance 
with the new Consumer Standards, our Complaints 
Policy and Housing Ombudsman complaints self-
assessment.

Our Scrutiny Panel consists of a dedicated small group 
of tenants who work as a team to improve services for all 
customers. They regularly review various service areas 
before they are further evaluated by the Customer Experience 
Group and play a crucial role in shaping the next steps for 
service improvements.

During 2023-24, we have seen a reduction in the numbers of 
tenants on the Scrutiny Panel, which has placed a huge strain 
on the very small numbers who still play an active role.

Denise Russell, the Chair of the Scrutiny Panel, says: “the 
Scrutiny Panel play an important role in reviewing how 
Hundred Houses Society is performing, helping to shape its 
customer offer. To do this, we need more support and we 
would welcome new members to help us. We meet quarterly, 
so the time commitment isn’t huge, but what we do is very 
influential and can be very rewarding.”

Throughout 2023-24, the Scrutiny Panel has:
•	 Helped to shape and approved the call handling pilot that 

was introduced in January 2024.
•	 Supported with the design of the customer engagement, 

influence and feedback approach.
•	 Completed a review of our repairs service and 

approved a number of customer policies, including the 
‘unacceptable behaviour and action policy.’

Throughout 2023-24, the Residents’ Association continued 
to meet on a monthly basis. A number of resident events 
were organised, including: 

•	 Monthly coffee mornings
•	 Fish & chip lunch
•	 Christmas social event
•	 Easter afternoon tea event

Unfortunately, the long-standing Chair of the Residents’ 
Association recently decided to step down and a 
replacement was unable to be found. The Residents’ 
Association therefore decided to disband following their 
AGM in June 2024. 
 
For many years, the Residents’ Association has played an 
active role in arranging community events and we have 
been proud to support them. If residents are interested in 
setting up a new group, we would welcome the opportunity 
to continue our support.

Customer Experience Group Scrutiny Panel Residents’ Association

If you have an interest in joining the Customer Experience Group, the Scrutiny Panel, or have an 
interest in setting up a Residents’ Association during 2024-25, we’d love to hear from you. 
Please get in touch by:

•	 Calling us on 01223 315 036 
•	 Writing to us at HHS, 51 Scotland Road, Cambridge, CB4 1QW 
•	 Emailing us at info@hhs.org.uk 
•	 Speaking to one of our team in person
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How are we performing 

In April 2024, the Regulator of Social Housing introduced 
a new requirement for all social housing landlords to report 
annually on a set of measures that tell you how well we 
are performing. These are called the Tenant Satisfaction 
Measures (TSMs). They have been designed to:

Our tenant satisfaction scores are taken from the annual 
perception survey that was completed by ARP Research 
during November 2023. Over 300 surveys, equivalent to 
over 24% of the homes we own, were completed.

Provide the Regulator of Social Housing (who 
regulates us) with insights into areas that might 
requirement improvement.

Identify areas where we can improve our services.

Enable you to hold us to account when our 
performance falls short. 

Show you how well we are performing on 
important things like delivering repairs, dealing 
with any complaints, and treating you with respect.

of tenants agree that we treat 
them fairly and with respect

84.9%
Overall tenant satisfaction

76.5%
of tenants are satisfied that 

their home is safe

85.5%

Our performance
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Based on the outcomes of the survey, we have set our 
priorities for the next 12 months. During 2024-25, we will 
work with you and our partners to:

Enhance the repairs service by improving the overall 
experience, the quality of work, and the timeliness of repairs. 

Improve the cleaning and maintenance of communal areas, 
with a focus on quality and appearance. 

Ensure that you have ample opportunities to provide 
feedback and that we respond effectively and efficiently 
to complaints, with an aim to achieve a higher rate of 
satisfaction with complaint handling. 

Compare and review our performance against other 
landlords (as the data collection, publication and submission 
processes are standardised across all social landlords).

Areas for future focus
Our performance at a glance:

Keeping your home in good repair

72.9% Tenants are satisfied with repairs completed

76.2% Tenants are satisfied with the time taken to 
complete most recent repair

73.2% Tenants are satisfied that their home is well-
maintained

82.3% Emergency repairs completed within target 
timescale

74.5% Non-emergency repairs completed within target 
timescales

0.5%

Homes did not meet the Decent Homes 
Standard (works to the six homes that did not 
meet the Decent Homes Standard will be carried 
out during 2024)

Keeping your home safe

85.5% Tenants are satisfied that their home is safe

100% Gas safety checks completed

100% Fire safety checks completed

100% Asbestos safety checks completed

100% Water safety checks completed

100% Lift inspections completed

Effective handling of complaints

44.8% Tenant satisfaction with our approach to handling 
complaints

31.5 Number of Stage 1 complaints received per 
1,000 homes

76.9% Stage 1 complaints are responded to within 
Complaint Handling Code timescales

2.4 Number of Stage 2 complaints received per 
1,000 homes

100% Stage 2 complaints are responded to within 
Complaint Handling Code timescales

Responsible neighbourhood management

62.6% Tenants are satified that we keep communal 
areas clean and well-maintained

71.3% Tenants are satisfied that we make a positive 
contribution to their neighbourhood

66.3% Tenants are satisfied with our approach to 
handling anti-social behaviour

22.9 Cases of anti-social behaviour received per 
1,000 homes

Customer contact

66.8% Tenants are satisfied that we listen to their views 
and act upon them

73.5% Tenants are satisfied that we keep them 
informed about things that matter to them

84.9% Tenants agree that we treat them fairly and with 
respect
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Supporting our tenants

We want to be more than simply a landlord. Practically 
speaking, this means that we are here for you during 
challenging times. We strive to provide support to help 
you regain control over aspects of your life that might feel 
uncertain or unmanageable.

In 2022, in recognition of the growing financial struggles, 
we established our Positive Action Fund to help with 
one-off unexpected costs. Last year, this fund assisted 49 
households with financial and practical support. 

Given the increasing pressures on households, we have 
expanded this fund from £40,000 to £60,000 for 2024-2025 
to extend its positive impact. This financial support, which is 
open to any one of our customers, can go towards a range 
of things, including helping to meet gas and electric energy 
costs, water charges, providing food vouchers and buying 
furniture for your home.

During 2023-24, we worked with a range of external partners 
in order to provide a wide range of tenancy support. The 
tables that follow show the range and value of the support 
both Hundred Houses Society and our external partners 
offered our customers during 2023-24.

Tenancy 
sustainment
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Support activities

32 Cases referred to third party debt/benefit advice 

59 Advisor hours dedicated to supporting Hundred 
Houses Society customers

76 Housing Support Fund applications processed

4 Discretionary Housing Payments processed 

13 Cases referred for tenancy support

15 Food Bank Vouchers issued

Monetary support secured   
by scheme Value of support

Personal Independence Payment £3,541

Household Support Fund £550

Universal Credit £2,230

Council Tax Benefit £1,773

Cambridgeshire Local Assistance 
Scheme (CLAS) £389

Total £8,483

Since 2018, we have been working with CHS Group to offer 
financial support to customers through its Money Matters 
service. In 2023-24 it provided the following support:

After spending an extended period in temporary 
accommodation, a family finally secured a three-bedroom 
house of their own. Upon moving into their new home, 
they were met with a significant challenge – it had no floor 
coverings, which meant it was cold and uninviting.

Recognising their urgent need, we swiftly processed 
their application and provided £2,778 to cover the cost of 
carpets for their new home. This support helped transform 
their living space into something more cosy, comfortable, 
and a space to be proud of.

“We would like to say big thank you for the carpets and for 
everything you have done for us. The carpets are amazing. 
We’ve never felt so comfortable and happy in our home.”

In 2022, a person who had endured severe domestic 
abuse fled their abusive ex-partner, leaving behind their 
home and children. After finding temporary refuge in 
East Anglia, we helped to rehome them in 2023, but they 
arrived with little to support with the rebuilding of their life.

Recognising the urgent need to establish a safe and 
functional home, we stepped in to provide essential 
support. One key contribution was the provision of a new 
cooker, which we arranged through the Positive Action 
Fund at a cost of approximately £550. This essential 
appliance was crucial for helping them create a stable 
environment as they started afresh.

Helping a family make their house 
a home

Family’s feedback:

Providing essential support for 
someone experiencing domestic abuse
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“I am writing to thank you for letting me 
know about the discretionary housing fund 
and to update you on our circumstances.  

We received a letter advising us that due to 
our circumstances the Discretionary Fund 
is willing to make a payment of £872.80 
towards our rent arrears, for which we are 
incredibly grateful”.

“Thank you for your patience, kindness 
and understanding today. And also, for all 
the advice and assistance you have given 
us to help us. I can’t thank you enough 
for your help and advice”.
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Organisations we work with

County-wide floating support service for people 
who need support to manage and maintain their 
accommodation if it is at risk. 

Supporting families to raise happy, healthy, and 
independent children by promoting positive, confident 
parenting and cooperative relationships between 
families and schools.

Working with older people across Cambridgeshire 
and Peterborough.

Helping local people in crisis to access 
emergency food.

Pre-loved furniture for all.

Rapid practical grants for people in crisis.

We also work with a range of other local organisations to 
increase the support options available to you. These include:
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Marcia and James (names have been changed) were in a 
dire financial situation and facing the possibility of eviction 
due to significant rent arrears. The family’s stress levels 
were high which was affecting their overall well-being. 
James had been furloughed during the Covid pandemic, 
which lead to spiralling debt, including unanticipated Council 
Tax arrears. The Red Hen Project stepped in and provided 
critical support.

The Red Hen Project assisted James and Marcia with 
securing a Discretionary Housing Payment which covered 
their rent arrears and ensured their continued tenancy. 
Additionally, the charity supplied the family with essential 
items such as fruit and vegetables, some Christmas presents 
for their children, and the ingredients for their Christmas 
dinner. They also helped one of the children attend a school 
residential trip through a grant application.

Currently, Marcia and James are working with the Money 
Advice Centre to establish a payment plan for their Council 
Tax arrears. James has found employment and his 
confidence has been boosted by the reduction in his debt-
related stress. Marcia has also become involved in The Red 
Hen Project’s community groups.

Red Hen CB4 project

During 2023-24, we referred six families to The Red Hen 
Project. In total, 26 individuals benefited from support from 
Red Hen, 17 of which were children.

Case study
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Our approach is to prevent and minimise instances of anti-
social behaviour (ASB) and to resolve them as soon as 
possible through timely and appropriate interventions.  

A crucial thing to remember is that the primary objective of 
our interventions is to foster positive behavioural change, 
thereby reducing the level and impact that ASB has on 
residents’ lives, and helping people sustain their tenancy. 
Typically, once the ASB ceases, the corresponding 
interventions will also conclude.

90% of reports of ASB that we received were responded to 
within the target timescales.

Responsible neighbourhood management

66.3% Tenants are satisfied with our approach to 
handling anti-social behaviour

22.9 Cases of anti-social behaviour recieved per 
1,000 homes

Anti-social behaviour by type Number of 
incidences reported

Noise nuisance 9

Verbal abuse / harassment 7
Alcohol / drug related nuisance 2
Misuse of communal areas 4

Nuisance from vehicles 2

Damage to property 2

Other 5

Total 31

ASB performance

Communities & 
neighbourhoods
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Neighbourhoods play a crucial role in developing a 
sense of ‘place’. They can be vibrant hubs where homes, 
infrastructure, amenities, and people converge. Keeping 
these areas safe, welcoming, and well-maintained helps 
foster a sense of pride in the area in which you live.  

Our intention is to create pleasant, secure spaces for 
everyone. We achieve this through regular inspections, 
active resident participation, and dedicated budgets 
for community improvements. With these in mind our 
inspections commonly check the following: 

•	 Building exteriors: We check for damage, graffiti, and 
functionality of windows and doors. 

•	 Communal areas: We analyse and ensure cleanliness, 
maintenance, and safety of hallways, lobbies, and 
staircases. 

•	 Grounds and surroundings: We inspect landscaping, 
pathways, and recreational facilities for safety and 
upkeep.

•	 Safety and security: We check the functionality of 
security systems, lighting, and fire safety equipment. 

•	 Follow-up actions: We schedule necessary repairs 
and communicate upcoming works to residents. 

Over the last 12 months, we have conducted more than 
300 estate inspections across different areas of our region. 
For residents, this means we are proactively identifying and 
resolving issues before they become a problem. Our focus 
following each inspection is to make sure that concerns are 
addressed quickly and effectively.

Insights we have gained so far: 

•	 Identifying patterns: We have gained some new 
perspectives on potential solutions by analysing 
common patterns. These have included analysing the 
frequency of clutter being left in communal areas and 
ensuring contractor performance is consistently high. 

•	 Strengthening relationships: Inspections have helped 
us to build stronger and closer relationships with our 

Transforming neighbourhoods through inspections 
Case study – Freeman House

Estate inspections at Freeman House in Chesterton are a 
prime example of how resident feedback can shape and 
improve community spaces. With 40 homes and several 
shared areas, including two lifts and landscaped grounds, 
regular inspections are crucial for maintaining a pleasant 
and welcoming environment.
 
Resident feedback, combined with routine checks, helps 
us monitor improvements and identify new areas that need 
attention. These inspections allow us to continually check 
‘expectations versus reality’ and ensure that small issues are 
addressed promptly before they escalate. 

Over the 12 months, we’ve made several improvements: 
•	 New directional signage for better navigation thereby 

making it easier for residents and their visitors to find 
their way around the scheme.  

•	 Improved cleaning and grounds maintenance standards 
for a more consistent and attractive environment. 

•	 Repairs to scuffed walls in the internal corridors, refixing 
ceiling tiles that had become dislodged, and resetting 
some external path slabs.  

Freeman House showcases the importance of these 
inspections in ensuring that all communal spaces remain 
inviting and well-maintained, and responding to resident 
concerns.

residents and organisations who we work with.
•	 Emphasis on making an impact: We have placed 

a strong focus on actionable steps to make tangible 
impacts, which we track to ensure they have been 
completed. These have included analysing the quality 
of work and cleaning carried out, actioning the swift 
removal of abandoned items, and completing small 
repairs tasks in communal spaces, such as dents in 
walls.

Neighbourhoods
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Repairs

Our aim is to provide safe and well-maintained homes for 
our customers and to support with this, in February 2023, 
we started working with Foster Property Maintenance 
(FPM). Established in 1973, FPM has extensive experience 
of property maintenance across East Anglia and the South 
East and also works with CHS Group and Cambridge City 
Council.

Alongside FPM, Compton & Parkinson (C&P) undertake 
our gas servicing programme and complete plumbing and 
heating repairs. 

15.8
average number of 
repairs completed 
per day

Over £820k
spent on repairs to  
customer homes

72.9%
of tenants satisfied with 
repairs completed (from 
TSM perception survey)

76.2%
of tenants satisfied with 
time taken to complete 
most recent repair

73.2%
of tenants 
satisfied that their 
home is safe

Number Completed 
within target

Emergency repairs 991 82.3%

Urgent repairs 1,433 68.2%

Routine repairs 3,341 77.3%

5,765

“I was really happy with Foster Property Maintenance. 
The tradesman arrived early having called me to tell me 
he was on his way. He was clean and polite, did a good 
job and I was really impressed. I even tried to give him a 
bottle of wine to say thank you but he refused!”

“Luke from C&P was excellent. He turned up on time.”

During 2023/24, we completed the following repairs:

Your homes
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During 2022-23, as part of our commitment to invest in 
customer homes, we completed stock condition surveys 
on 72% of homes we own. We continued this survey 
programme throughout 2023-24 and completed surveys on 
a further 16% of homes. We now have up to date condition 
data on 88% of the homes we own.

We use this data to check homes are well maintained and 
safe, and to help us to plan where homes need investment.  

We won’t be stopping at 88% though. During 2024-25, we 
plan to continue to collect more condition data and will seek 
to survey the remaining 12% of homes. 

Investing in homes 

During 2023-24, we invested over £3.8m improving the 
quality and durability of existing homes.

A large proportion of the planned investment in the year took 
place at Bridgacre. The fire safety upgrades at Bridgacre 
have been a long and complex project since works on site 
commenced in February 2023. The works have included 
external wall insulation renewal, fire alarm upgrades and 
other fire remedial works, such as improvements to the front 
entrance doors to the flats. Phase 1 of these works was 
completed in April 2024.  

Future works are still required to upgrade the fire protection 
around the risers and this will be completed in conjunction 
with bathroom replacements from 2025 onwards.

2023-24

Planned 
investment type £’000 Number of

Heating 328 95

Kitchens 204 30

Bathrooms 66 17

Windows and 
external doors 38 14

Bridgacre Fire 
Safety Works 1,117 1

Total 1,753 157

Stock Condition Surveys
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We are fully committed to improving the energy efficiency 
of our homes and have started to develop a Sustainability 
Strategy that will set out our plans to go green. During 2023-
24, we worked with the Energy Saving Trust to gain a better 
understanding of how energy efficient the homes we own 
really are.

We now know that the energy efficiency of homes we own is 
as follows.

Our aim will be to invest in homes to improve the energy 
efficiency to a minimum of an Energy Performance 
Certificate (EPC) band C by 2030. One of the ‘quick win’ 
schemes to improve energy efficiency will be to upgrade loft 
insulation in a number of homes. In summer 2024, Foster 
Property Maintenance (FPM) delivered these improvements 
to over 200 homes. During autumn 2024, Foster Property 
Maintenance will be delivering these improvements to over 
200 homes.

EPC Band % of homes

B 12.2

C 59.3

D 26.2

E 1.0

F 0.2

Nothing is more important to us than ensuring that you are 
safe in your homes. Every year, we complete a wide range 
of health and safety checks, including gas services, oil boiler 
services, electrical safety checks, asbestos surveys, lifting 
equipment checks and fire assessments. 

In our Annual Perception Survey, 85.5% of customers stated 
that they were satisfied that their home is safe. We will look 
to improve upon this further throughout 2024-25. 

Once per year, we need to access your home to complete a 
gas safety check. This is a legal requirement and can identify 
risks and actions we may need to take to ensure that your 
gas appliances are safe to use.

If tenants prevent us from carrying out this gas safety check, 
you are putting yourself, anyone who lives in your property, 
your visitors, and neighbours at risk. Please work with us. 
We spend a substantial amount of time and money on trying 
to access homes when required. When tenants don’t engage 
with us, or don’t allow access, we are forced to take steps to 
seek access. This can mean that we seek legal injunctions to 
access homes.

Last year, nearly 25% of tenants didn’t respond to our first 
contact to arrange the gas safety check or were not at home 
when our contractor attended at the appointed time.
These cases all require more time spent on them and, 
therefore, increase the resource cost for us, which ultimately, 
limits our ability to invest funds into other areas.

During 2023-24, we took proactive measures to complete 
extensive fire compartmentalisation surveys at Freeman 
House and Harvey Road. We took this step, which is 
above the legal minimum, as we are committed to ensuring 
customer safety and want to ensure that we have a deep 
understanding of the construction of our most complex 
buildings. 

At Freeman House, we carried out fire stopping to the 
corridor ceilings where there were various cable and pipe 
penetrations. In addition, all the service riser cupboards 
located outside of each flat were constructed of non-fire 
rated material, so these panels are being replaced with 
a fire rated alternative. As well as this complex work, we 
have either repaired or replaced all communal fire doors 
throughout Freeman House and we have replaced all 
internal flat entrance doors.

Going green Safety checks Safety case study

Gas safety
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Focus on repairs reliability and quality

Review our approach to customer communications, 
especially around the repairs process 

Improve the quality and cleanliness of communal areas 

Re-introduce a cyclical maintenance decorating 
programme 

Share more information with you about your tenancy 
and home 

Launch and develop the Building Safety & Maintenance 
Forum, the Homeowners’ Forum and the one off 
Scrutiny Workshops

Over the next 12 months, we will continue to work hard to 
improve the services that you receive. Through the valuable 
feedback that we have received from you, we know that 
there are a number of areas with room for improvement, 
and we will strive to implement an action plan to make these 
improvements over the next year.

Our goals for 2024-25 are to:

Looking ahead 
to 2024-25
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There are lots of ways you can get in touch.

Contacting us

By email:
info@hhs.org.uk

To stay up to date with news and updates 
from us, and find out what’s happening in 
your local community, please follow Hundred 
Houses Society on Facebook.

By phone:
01223 315036

Monday-Thursday - 9:00am to 4.00pm 
Friday - 9:30am to 4.00pm

In person:
51 Scotland Road, Cambridge, CB4 1QW

http://www.facebook.com/100MoreHomes

