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As the Head of Customer Experience at 
HHS, my priority is to ensure that we hear 
your feedback and that we continually 
improve the services we provide to meet 
your needs.  

As we move into the year ahead, we look 
forward to working with you to build on our 
successes, tackle challenges, and continue 
growing together. 

In this edition of our newsletter, we want to 
focus on important changes to rents and 
service charges, which will take effect in April 
2025. We understand this may raise questions, 
and we’re here to support you through these 
changes, keeping you informed and assisted 
throughout. 

Thank you for being such an integral part of 
the HHS community. Your engagement and 
support inspire us to do better every day. If 
you have any suggestions, concerns, or simply 
wish to share your thoughts, please don’t 
hesitate to reach out at info@hhs.org.uk or call 
0300 303 5770. We are here to listen and 
support you. 

 

Warm regards, 
Ayyaz Ahmed – Head of Customer Experience 
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HHS achieves  
top regulatory grades 
for governance and 

viability! 
 

We are proud to be able to share that the 
Regulator of Social Housing has 
published a regulatory judgement 
confirming our governance grading of G1 
and a financial viability regrade to V1 
(from V2).  

G1 and V1 are the highest grades which 
can be achieved, reflecting how HHS 
continues to meet the Regulator’s 
governance requirements (the G grading) 
and meets viability requirements and has 
the financial capacity to deal with a wide 
range of adverse scenarios (the V grading). 

Matt Thomas, HHS Chief Executive, 
commented:  

“We are really pleased to maintain our 
governance grading, reflecting the 
commitment of the Hundred Houses team 
and the Board to make sure we continue to 
be well run, with customers at the heart of 
all we do. “ 



Rent and Service Charge Review 2025-26 

We understand that everyone will be impacted 
by these changes differently.  

If you’re concerned about paying your rent or 
service charges, we are here to support you. 
Please don’t hesitate to get in touch to discuss 
the tailored support we can offer. 

To assist you with any questions regarding the 
upcoming rent and service charge increases, 
we've prepared a comprehensive series of 
Frequently Asked Questions (FAQs), available 
to download on our website - click here.   

As part of our ongoing commitment to 
transparency and listening to your feedback, 
we will use the upcoming YHYV events to 
answer any questions you may have. Our 
focus will be to ensure you understand what 
we are asking you to pay and why, so we will 
welcome hearing your feedback in these 
events. 

Visit our website to see upcoming events and 
get involved or email us to share your 
thoughts! 

We know rent increases can be challenging, 
and we want to assure you that we’re here to 
help. If you’re worried about your payments, 
please contact us at info@hhs.org.uk or call 
0300 303 5770 so we can discuss the support 
options available to you.  

For more detailed information about how rents 
are set and your payment options, please visit 
our website: Your Rent 
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Each year we review our rents  
                      in line with Government guidelines  

Get in Touch 
If you or someone you 
know could benefit 
from the Positive 
Action Fund, please 
contact us. 

 
 
 

This year, our rents will increase by 2.7% from 
April 2025. This is based on legislation known 
as The Rent Standard 2020, which allows social 
housing rents to be increased by the Consumer 
Price Index (CPI) rate from the previous 
September (which was 1.7% in September 
2024) plus 1%. 

All customers will receive written 
communication from us during February that 
provides the details of their individual rent 
increase and, where relevant, will explain 
details of the service charge costs for 2025-26. 

We understand that any increase may be 

difficult, especially with the ongoing cost-of-

living pressures.  

However, rising costs for repairs, services, 

and essential improvements mean these 

changes are necessary to ensure we can 

continue providing safe, quality homes while 

offering support where needed. 

How we can support you 

Positive Action Fund - 
supporting our customers 
What Is the Positive Action Fund? 
The PAF is a dedicated resource designed to 
help customers facing unforeseen financial 
difficulties. Whether you need assistance with 
essential household items, emergency 
expenses, or other urgent needs, the fund 
provides timely support to help ensure your 
well-being. 
 

Who Can Apply? 
Customers of HHS who are experiencing 
financial hardship are encouraged to apply for 
support. Each application is carefully 
assessed on an individual basis to ensure that 
assistance is tailored to the applicant’s 
specific circumstances. While funding is not 
guaranteed, every effort is made to provide 
help where it is most needed.   

https://www.hhs.org.uk/download/rent-review-faqs-finalpdf.pdf?ver=3486&doc=docm93jijm4n2970.pdf
https://www.hhs.org.uk/your-rent


How Does It Work? 

At all YHYV events, we’ll ask: 

1. What does HHS do well? 
2.   What could HHS do better? 

Why Is This Important? 

Your feedback has already led to real improvements 
in areas such as repairs, communication, and 
communal spaces. By taking part in YHYV events, 
you play a vital role in shaping a community where 
your voice is heard, and your concerns are 
addressed. 

How Will You Know the Impact? 

We are committed to closing the feedback loop. After 
each session, we’ll update you on what we heard and 
the actions we’re taking through: 

• Notices in common areas 

• Newsletters 

• Direct bulletins 
 
We look forward to seeing you at an upcoming YHYV 
session! Check our website for the full calendar of 
events or contact us at info@hhs.org.uk for more 
details. 
 

Together, let’s make our community 
even better! 
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Your  Home, Your Voice 

During 2024, we launched a number of Your Home, Your Voice (YHYV) listening 
events where our team held drop in events and heard feedback from customers.  
 

During 2025, we are excited to be building on this success and will be launching our YHYV calendar so 
you can see the events you could attend. The growing number of events makes it even easier for you 
to share your thoughts, suggestions, and experiences with us - ensuring your feedback directly shapes 
the services we provide. Our goal is to be more visible, accessible, and responsive than ever before. 

What can you attend? 

The range of events for 2025 include:  

• Drop-In Sessions – Scheduled events at 
key locations like Bridgacre and Harvey 
Road, where customers can meet their 
Housing Officer and other team members. 
 

• On the Road Sessions  
Visits to smaller schemes or communities 
without on-site common rooms, ensuring 
more customers can participate. 
 

• Online Sessions  
Virtual meetings via Teams or Zoom, ideal 
for those with limited transport or daytime 
commitments. 
 

• Estate Walkabouts 
Walk around your estate with your Housing 
Officer to discuss local issues on-site. 
 

• Dedicated Sessions  
Focused meetings on key topics such as 
service charges or anti-social behaviour. 
Our Housing Officers will be available at 
these events to answer your questions. 
 

•   Fun Days & Scheme Improvement Days 
Seasonal events and improvement projects 
that bring the community together while 
addressing specific needs. 

 

mailto:info@hhs.org.uk
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New Homes in Stretham  

Manor Farm has expanded the village of Stretham 
by delivering 100 new homes over four phases. 
These six homes are part of phase 4, which also 
included 15 homes for sale.  
 

The new homes are now occupied by local customers, 
including Carol Harrington, pictured here with HHS 
Contracts Manager, Richard Rawlings.  

Carol shared her 
positive experience: 

"Everything is lovely.  
I like the fact there are 

In November 2024, we proudly completed 6 new homes at Manor Farm, Stretham, 
through a successful partnership with the Stretham & Wilburton Community  
Land Trust (SWCLT) 

Tenant Satisfaction Measures Perception Survey 
 
The Tenant Satisfaction Measures (TSM) Perception 
Survey, introduced by the Regulator of Social Housing in 
April 2024, helps assess how well social housing landlords 
perform in key areas such as repairs, building safety, and 
tenant engagement. 

We have to complete this survey once a year, so will be 
launching the 2024-25 survey during February 2025. We 
aim to contact over 25% of customers to get their feedback 
on the service they receive from HHS.  

The survey is designed to be concise, taking approximately 10 minutes to complete. 

Your feedback is invaluable. By sharing your experiences and opinions, you help us understand what 
we are doing well and where we can improve. The insights gained from this survey will help shape our 
services to better meet your needs. 

If you would like to know more about Tenant Satisfaction Measures or view our performance report for 
2023-24, please visit the Service Standards page on our website. 

If you have any questions or wish to provide feedback directly, please see TSM Survey FAQs  

or call 0300 303 5770  

new radiators, new windows, the space outside and the place 
it’s situated - I am back to where I came from. I’ve lived in this village 
for 20 years. The house is great; everything that has been put in is 
good.  
 

It has a walk-in shower, good cupboard space;  for me, it’s perfect.  
The process of moving was fine - when I called, someone always 
answered the phone and responded to my emails. Karen Howes 
(Housing Officer) is fantastic; she was great! I love it,  I do love it."  

Carol moved in during November 2024, so we were delighted that she and other new customers were 
able to celebrate their first festive season in their new homes.  

https://www.hhs.org.uk/download/hhs-tsm-survey-2025-faqs.pdf?ver=3481


Customer Census 
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Why Did We Conduct the Census? 

We want to provide customers with good 

quality services that meet their needs. By 

understanding more about the people who 
live in our homes, we can design and deliver 

services that are more responsive and 

relevant to you. This approach ensures that 
our resources are allocated efficiently, 

enhancing your overall experience with us. 

In January 2025, we completed the first phase of 
our Customer Census 

Next Steps – Sharing Our Insights 

The data is currently being analysed, and 

we’ll share key findings in future updates.  

These insights will help us to tailor the 

service customers receive. For example, we 

know overcrowded households are more at 
risk of damp and mould, so we’ll offer 

advice and support to help prevent issues 

early.  

Confidentiality Assurance 

We understand that some of the questions 

may have been personal. Please be assured 

that all information collected is kept 

confidential and used solely for the 
purposes outlined above.  

We adhere strictly to the Data Protection 
Act and the General Data Protection 

Regulation (GDPR). Further information on 

how we handle your data is available in the 
privacy notice on our website. 

Customer Census - Prize Winners! 

Thank you to everyone who completed the Customer Census.  
 
Congratulations to the lucky  
prize-winners who have received their 
Love2Shop vouchers! 
 
1st Prize £500 -  
Hannah Carnaby & Matthew Ledbury 
 
2nd Prize £300 -  
Carlos Canizales & Martha Crispino 
 
3rd Prize £100 -  
Daniel & Teresa Alderton 



E-Bikes and E-Scooters -  
                  #ChargeSafe Campaign 
 

E-bikes and e-scooters can be a fun and sustainable way of getting 
around, but the reality is that some of these vehicles can be 
dangerous, particularly if they have been modified, fitted/converted with second-hand 
products or products purchased online which may not meet safety standards, or if the wrong 
chargers are used. 
 

Please ensure you buy your e-bike or e-scooter from a reputable supplier and ensure you 
only ever use the correct charger for your battery.  

                               Do not leave them in communal areas at any time. 

For more information on the #ChargeSafe campaign visit  

                                   www.london-fire.gov.uk/safety/lithium-batteries/ 

Air Fryers 

Air Fryers are becoming increasingly popular, and 

the Fire Service has seen a rise in the number of 

fires caused by them.  

Check that your Air Fryer is turned off and 

unplugged when not in use.  Don’t place items too 

close to an Air Fryer and keep clutter to a minimum 

on your kitchen work surfaces. 
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Did You 
know? 

Keeping your home safe from fire 

• Most fires start in the kitchen 

• Most deaths occur in the living room or the 
bedroom  

• Some children under 10 are unable to hear 
the noise of a smoke alarm 

• Moisturising creams can soak into clothing 
and are flammable 

• Most deaths do NOT occur in high rise flats 

  Please don’t: 

 Smoke in bed 

 Leave cooking unattended 

 Charge any electrical equipment 

overnight or leave unattended  

 Leave lit candles unattended 

 Tamper with the front door 

 Overload electrical sockets  

 Have a BBQ on the balcony  

  Please do: 

✓ Test smoke alarms regularly 

✓ Make sure that the front door (to a flat) 
closes properly 

✓ Keep escape routes clear such as 
hallways, doorways, and communal areas 

✓ Ensure everyone in your household 

knows the escape plan 

✓ Keep flammable items away from the 

cooker hob and ensure the cooker is 
turned off after use 

http://www.london-fire.gov.uk/safety/lithium-batteries/


If you receive a Migration Notice letter 
from the Department for Work and 
Pensions (DWP), it is important -  

do not ignore it! 
 

 

You must apply for Universal Credit (UC) before the 
deadline stated in the letter. If you miss the 
deadline, your existing ‘legacy’ benefits (such as 
Housing Benefit, ESA, or Income Support) will stop 
the day after, unless you contact the DWP to 
request an extension, and they approve your 
request. 
 

For further information on when to apply for 
Universal Credit and what happens when you 
receive a letter, please refer to the links opposite. 

Universal Credit Managed Migration:  

Important Information for HHS Tenants 

When to Apply for Universal Credit:  
https://ucmove.campaign.gov.uk/universal-
credit/when-you-need-to-apply-universal-
credit/   
 

Transitional Protection Video – on YouTube.  
https://www.youtube.com/watch?
v=lR6m0qpLIaQ 
https://ucmove.campaign.gov.uk/  
 

Support and Independent Advice   
‘Help to Claim’ via Citizens Advice.  
https://ucmove.campaign.gov.uk/universal-
credit/support-and-independent-advice/  
 

For any additional questions, please contact 
Citizens Advice regarding your Universal 
Credit application. https://
www.citizensadvice.org.uk/benefits/universal
-credit/claiming/contact-us-about-universal-
credit/  
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Damp, Mould and Condensation -
keeping your home safe this winter 

 
As the colder months continue, it’s important to be aware 
of damp, mould, and condensation (DMC) in your home. 
These issues can affect both the structure of your 
property and your health. We want to ensure you have the 
right information to keep your home safe and healthy. For 
more information, please visit our website:  

Condensation & Damp 

If you have any concerns about damp, mould, or 
condensation in your home, we are here to help. Contact 
us on 0300 303 5770 or email us at info@hhs.org.uk 

 

Call Citizens Advice Help to Claim: 0800 144 8444 (Monday to Friday, 8.00am to 6.00pm). 

Online chat with an advisor: Visit the Citizens Advice Help to Claim service online. 

Customer Privacy 
Notice 

 

We have updated our Customer 
Privacy Notice, which tells you 
what personal information we 
collect about you, our lawful basis 
for collecting it, how it is collected, 
used, stored and shared and what 
rights you have to your personal 
data. 

To see a copy, click here  
Customer Privacy Notice  

or call us on 0300 303 5770 

https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fucmove.campaign.gov.uk%2Funiversal-credit%2Fwhen-you-need-to-apply-universal-credit%2F&data=05%7C02%7CRosamund.Payne%40hhs.org.uk%7Cfaa4bb6f565f40eb923608dd55afcb5b%7C6f16df8c14164b0683e7088b4e
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fucmove.campaign.gov.uk%2Funiversal-credit%2Fwhen-you-need-to-apply-universal-credit%2F&data=05%7C02%7CRosamund.Payne%40hhs.org.uk%7Cfaa4bb6f565f40eb923608dd55afcb5b%7C6f16df8c14164b0683e7088b4e
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fucmove.campaign.gov.uk%2Funiversal-credit%2Fwhen-you-need-to-apply-universal-credit%2F&data=05%7C02%7CRosamund.Payne%40hhs.org.uk%7Cfaa4bb6f565f40eb923608dd55afcb5b%7C6f16df8c14164b0683e7088b4e
https://www.youtube.com/watch?v=lR6m0qpLIaQ
https://www.youtube.com/watch?v=lR6m0qpLIaQ
https://ucmove.campaign.gov.uk/
https://ucmove.campaign.gov.uk/universal-credit/support-and-independent-advice/
https://ucmove.campaign.gov.uk/universal-credit/support-and-independent-advice/
https://www.citizensadvice.org.uk/benefits/universal-credit/claiming/contact-us-about-universal-credit/
https://www.citizensadvice.org.uk/benefits/universal-credit/claiming/contact-us-about-universal-credit/
https://www.citizensadvice.org.uk/benefits/universal-credit/claiming/contact-us-about-universal-credit/
https://www.citizensadvice.org.uk/benefits/universal-credit/claiming/contact-us-about-universal-credit/
https://www.hhs.org.uk/condensation-and-damp
https://www.hhs.org.uk/download/customer-privacy-notice-130225pdf.pdf?ver=3493&doc=docm93jijm4n2975.pdf


 

Introducing Denise Russell 
Denise Russell has been an active member of the HHS 
community since July 2013, and lives in Whytford Close, 
Cambridge. She currently serves as the Chair of the 
Scrutiny Panel, where she works with other HHS 
customers to help us review and enhance our services. 
In October 2024, Denise expanded her role by joining 
the Customer Experience Group.  

Denise's leadership of the Scrutiny Panel has been 
instrumental in driving positive changes, ensuring that 
customer feedback is at the forefront of our decision-
making processes.  

The Scrutiny Panel meets 4 times a year  and we are 
always keen to hear from customers who would like to 
get involved - call 0300 303 5770  or email 
info@hhs.org.uk if you are interested. 

Moving to a new home can be daunting, 
especially when it involves settling into a 
completely new area. For Michal Lukac, 
securing a home with HHS has been a life-
changing experience - one that has provided 
stability, comfort, and a warm sense of 
community for him and his young children. 

"I used to live in the Fenland area, but when I 
had to leave my private rented home due to a 
change in circumstances, I applied to go on 
the council’s housing list, Homelink.  

This property in Gamlingay became available, 
so I bid on it, and within 3-4 months, I was 
allocated this home.  

Resident story -  

a fresh start for Michal and his family 
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I live here with my young son and daughter, and 
the whole process with HHS was straightforward. 
The team I dealt with were all really helpful." 

One of the most significant benefits has been the 
warmth and efficiency of the property compared 
to his previous home. 

"The property is much more modern than my 
last home. It stays warm for much longer and 
reaches a lovely temperature, whereas my 
previous home would never get warm enough 
and wouldn’t maintain the heat. This meant my 
bills were higher. Here, it’s much better." 

For Michal and his children, their new home is 
more than just a place to live - it’s a fresh start in 
a safe, comfortable, and supportive environment. 

"I hope to stay here long-term if I am able to.  
I am really happy here - it’s nice and quiet, and 
we feel safe as a family." 

mailto:%20info@hhs.org.uk


 

Improving Our Services:  
    Your Feedback in Action 

Between April 2024 and January 2025,  
we received a total of 69 customer complaints 

 
These were primarily about property-related issues (52), 
housing-related matters (13), customer service processes 
(2), service charge queries (1), and one case covering 
multiple service areas.  

We value your feedback and use it as an opportunity to learn 
and improve our services. By analysing complaint themes, 
we identify areas for improvement and implement 
meaningful changes to enhance your experience. 

Recently, we have focused on addressing key concerns 
raised in complaints, such as delays in repairs and 
communication challenges. To tackle repair delays, we work 
closely with our contractors, holding regular meetings and conducting performance reviews.  
These measures ensure repairs are completed more quickly and to a higher standard. 

We’ve improved how we communicate with customers by introducing a structured process to keep 
you updated on complaint progress. This includes timely acknowledgements and regular updates, 
ensuring you feel informed every step of the way. 
 

If you have concerns or would like to raise a complaint, please contact us or visit our website. 
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Making Changes to Your Home:  

If you are thinking about making changes to your 
home, such as installing new flooring, adding an 
extension, or fitting a satellite dish, you will need 
to seek approval first.  

Certain alterations, like major improvements or 
structural changes, require permission to ensure 
they are safe, compliant with regulations, and do 
not negatively impact your home or your 
neighbours. 

If you complete work without approval, you 
may be asked to return your home to its 
original condition at your own expense. This 
includes modifications that could affect the 
structure, safety, or appearance of the 
property. In some cases, permission may be 
refused if the changes could cause 
disruption to other customers or if legal 
requirements, such as planning permission, 
have not been met. 

For smaller changes, such as painting or 
decorating, you do not need approval. 
However, if you are unsure whether your 
planned changes require permission, please 
read our Tenancy Permissions Policy that is 
available on our website. This provides clear 
guidance on what you can and can’t do 
without our permission:  

Tenancy Permissions Policy 

What you  
need to  
know 

https://www.hhs.org.uk/download.cfm?doc=docm93jijm4n2676.pdf&ver=3116


 

Our existing 01223 315036 number will still 
work, but we encourage you to 
save and use 0300 303 5770 
for a smoother experience. 
 
If you have any questions, feel 
free to get in touch.  

We’re here to help! 

Important Update:  
Our New Primary Contact Number 
 

We’re making it easier for you to get in touch. From now on, we’ll be using  
0300 303 5770 as our main contact number. 

                                  Why This Change? 

• More Affordable – 0300 numbers are often 
included in mobile and landline call packages, 
helping to keep your costs down. 

• Easier to Remember – A single, well-promoted 
number means less confusion when you need 
to contact us. 

• Consistent – The 0300 number provides a 
national, non-geographic contact point, 
ensuring all tenants receive a consistent 
service. 
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Investing in Your Homes:  

  Planned Maintenance and  

    Energy Efficiency Improvements 

We are dedicated to providing 
customers with good quality homes 

that are safe, well-maintained, 
sustainable and affordable.  

We have now reached the final phase of the 
2024-25 Planned Maintenance Programme, 
bringing significant improvements to homes 
across our community.  
 
By the end of March 2025, we will have 
successfully delivered the following upgrades 
to homes: 

• 39 brand-new kitchens, creating modern 
and functional spaces 

• 41 refreshed bathrooms for greater 
comfort and convenience 

• 31 full-property window replacements to 
improve warmth and energy efficiency 

• 58 new heating systems to keep homes 
warm and cost-effective 

 
We are excited to see the difference these 
improvements will make and remain committed 
to investing in high-quality, well-maintained 
homes for our customers. 

Looking Ahead:  
2025-26 Planned Maintenance Programme 

Preparations for our 2025-26 Planned 
Maintenance Programme are well underway. As 
part of our commitment to maintaining and 
improving your homes, we will be carrying out 
surveys and planning essential upgrades 
throughout February and March 2025.  

The programme is set to launch in April 2025 and 
will continue until March 2026, ensuring long-term 
improvements that enhance comfort, efficiency, 
and the overall quality of your home.  

We’ll keep you updated throughout the process 
and look forward to working together to make 
these enhancements a success! 


