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Welcome to the  
summer newsletter 2024 
 

In this edition, we will focus on our plans 
for 2024. We will share details of how we 
performed last year, and what we will 
focus on in the coming year.  
 
You’ll also learn more about how you can 
get involved with us and share your views 
about the services you receive. 

You may have seen that we recently published 
details of how we performed during 
2023-24 on our website:  
‘Tenant Satisfaction Measures - 
how we are performing’. If you 
haven’t seen this, have a look at  

www.hhs.org.uk 

It is now a requirement from the 
Regulator of Social Housing that 
every year, all housing associations 
must publish performance results 
for what are called the Tenant Satisfaction 
Measures (TSMs).  

Later in 2024 we will be able to compare how 
we performed against other housing 
associations when their results are published.  

This will be a great way for you to see how we 
are performing against other providers, and will 
help you, our customers, to hold us to account 
if we don’t perform as we should. 
 

Fun at the Chesterton Festival -  
see page 2 for more photos! 

There were two areas of performance that we 
weren’t so proud of. You told us that there room 
for improvement on the repairs service and that 
the quality of repairs, cleaning and general 
maintenance in communal areas needed to be 
improved.  

Hearing your feedback is incredibly useful to us, 
and it allows us to understand where we should 
focus our attention to improve the services that 
matter most to you. 
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 How we performed during 2023-24 

84.9%  
of HHS tenants 

agree that we treat 
them fairly and 
with respect  

85.5%  
of HHS tenants are 
satisfied that their 

home is safe 

71.3%  
of tenants are 

satisfied we make a 
positive contribution 

to their 
neighbourhood Overall tenant 

satisfaction 
76.5% 

https://www.hhs.org.uk/download.cfm?doc=docm93jijm4n2867.pdf&ver=3345
https://www.hhs.org.uk/download.cfm?doc=docm93jijm4n2863.pdf&ver=3338


 Our response to your feedback -   
Our plans for 2024 

 In response to your feedback, we will 
focus our attention on the repairs service 
and on communal areas during 2024, and 
these are the actions we will deliver to 
improve these services: 

• We will work with our 
two main contractors, 
C&P and Foster 
Property Maintenance, 
to improve the service 
you receive 

• We will improve the level of information 
you receive about upcoming repairs 

• We will review the appointment times on 
offer to you and seek to make them shorter 
slots 

• We will be clear about 
the service you can 
expect to receive from our contractors  

• We will increase the number of post 
inspections we complete on repairs 

• We will increase the number of post-
inspections we complete to look at the 
quality of cleaning and grounds 
maintenance works around communal 
areas 

• We will ensure we hold cleaning and 
grounds maintenance contractors to 
account when the standard of work they 
deliver is not up to scratch 

We will provide regular updates on the 
changes we make, so keep an eye on our 
website for updates.  

Chesterton Festival 2024  
A grand day out! 

Members of the Hundred Houses’ team joined in 
the festivities in Chesterton on Saturday 29th June.  

The weather was perfect and we had a strong 
interest in our stall with many children (and 
competitive adults!) attracted by the games we had 
on offer. We gave away free lightbulbs, eco shower 
heads, keyrings and coffee cups, and were able to 
offer advice on the work that we do.  

Thank you to Hundred Houses residents and non-
residents alike who visited us on the day and made 
it such an enjoyable occasion. 
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Get involved and have your say! 

 

We are keen to hear more of your 

feedback on the services you receive, but we know 
that there isn’t one approach that works for 
everyone, so we have a range of ways you can tell 
us what you think and influence the services we 
provide.  

We also know that some people like to be involved 
regularly but others haven’t got the time for that and 
want quick and simple ways to tell us what you think. 
We think the options we provide offer a great range 
of solutions for you. 

Building Safety and Maintenance Forum  
Some of your feedback and suggestions……. 

• HHS to investigate whether repair 
appointments can be more time specific/ 
in a shorter time window. 

• Customers’ preferred contact details to be 
kept updated. 

• HHS to look at feasibility of appointment 
reminder text/email. 

• Item about the Positive Action Fund to be 
included in the next newsletter. 

• HHS to check that contractors carry ID. 

. 
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Ways you can tell us what you think: 

Customer surveys: if you move into an HHS home, have a repair or a gas service 
completed, we may contact you to ask what you thought of the service you received. 
These surveys are completed by phone by an external company 

Annual perception customer survey: every year we complete a more detailed survey 
asking customers questions about the service they receive. The results of the last survey 
we did in November 2023 are in the Tenant Satisfaction Measures- how we performed 
leaflet on our website. These surveys are done at random and completed over the phone 

Scrutiny Panel: meet 4 times a year to look at our performance and review customer 
policies. We would love to hear from you if you would like to get involved in this 

Building Safety & Maintenance Forum: during June, we held the 1st forum which 
looked at how we could improve our repairs service. A group of customers attended and 
shared useful feedback with us that has helped us determine where we should focus our 
attention on repairs. See below for the group’s feedback and suggestions. 

Home-Owners Forum: During August, we will hold the 1st forum just for home-owners 
and leaseholders. If you would like to attend and share your views with us on the service 
you receive, please contact us for details 

One off workshops: During 2024, we will hold some one-off workshops about specific 
topics. We will share details of these topics on our website. If you like the sound of one of 
the topics, then feel free to attend one of these workshops, they will last no more than 2 
hours and you can attend in person or via Zoom. Please contact us for details about this 
when you see the specific workshops advertised on our website 

• HHS to investigate whether a photo can be 
uploaded when reporting a repair online.  

• HHS Contractor Code of Conduct to be 
reviewed. Contractors and customers to be 
reminded of the expectations we set our 
contractors every time a job is booked. 

• HHS to work with FPM to avoid several 
operatives visiting before a job is started. 



Meet the Housing Team! 

Abi Adagun, Housing Officer 

“I’m Abi and I joined Hundred Houses last 
year. I cover parts of South Cambridge and 
Cambridge City. 
 

I love meeting new people, cooking and  
travelling. I am also a big fan of mystery 
movies! 

 

Looking forward to connecting with you all!” 
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Sara Hamidie Ashtiani, Housing Officer 

"Hello I'm Sara, I have been a Housing Officer at HHS since 2021.  
 I cover parts of Cambridge City, South Cambridgeshire, Essex and 
Surrey.  
 

I’m passionate about housing and working in the community. 
 

Being outdoors is always a pleasure to me,  whether in the 
mountains or the ocean.  I also love music and enjoy concerts and 
the arts.   

Beth Newton, Housing Manager 
 

“Hello, I’m Beth and I am the Manager for the Housing Team. I’m a 
new starter so still getting to grips with everything but looking forward 
to getting out and about and meeting our customers.  

My biggest passion is animal welfare. I adore animals! I usually spend 
one day each weekend at an animal sanctuary volunteering - looking 
after anything from hedgehogs and birds to ferrets and squirrels!” 

Heni Kralik. Housing Officer 

“Hi I’m Heni. I cover Cambridge City, Huntingdon, Fenland areas and 
part of South Cambridgeshire.  

I am passionate about animals and their welfare and have been a 
dedicated pet owner for several years, learning so much about empathy, 
patience and responsibility. I also love knitting, crocheting and painting 
by numbers.” 

Karen Howes, Housing Officer 

“I’m Karen, and I cover homes in East 
Cambridgeshire and parts of Cambridge 
City. 
 

When I’m not at work, I enjoy my garden, 
entertaining and property renovation.  My 
family, faith and friends are my motivation 
for life! 



those locations with a number of tenants 
attending regularly.  

During 2024, we are keen to roll these out in 
other areas, so we will advertise upcoming 
events in your area. The Housing Officer for 
the patch usually chairs the YHYV meetings, 
and colleagues from across the organisation 
may be invited to intend, to provide expertise in 
maintenance or health and safety and to 
answer any feedback you may have given us. 
 

When we hold these drop in sessions, we 
capture all the comments and suggestions and 
then provide responses on what we have done 
to resolve these issues in the follow up 
meeting. It takes a structured approach of ‘you 
told us’ and explains ‘what we did’ in response. 

Hearing your feedback on a regular basis is important.  

Over the last year, we have launched what we call  ‘Your Home, Your Voice’ (YHYV) drop in sessions 
that give you the opportunity to provide feedback and ask questions about the service we are providing.  

We have run these at Freeman House, Vinter Terrace and Bridgacre and they have proved popular in 
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Do you have a 
Fixed Term 
Tenancy?  

If so, please read 
on… 
At our Board meeting on 17th June 2024 a 
decision was made to end of the use of 
Fixed Term Tenancies (FTTs). This means 
that we will not be issuing FTTs to new 
tenants and, for those tenants who have a 
FTT we will make contact with you within 9-
12  months of the date your existing tenancy 
is due to come to an end (or sooner) to 
discuss what happens next.  

For the vast majority of tenants our aim is to 
convert your FTT to a permanent tenancy 
(An Assured Tenancy) unless there are 
serious concerns about any breaches of 
your Fixed Term Tenancy agreement, in 
which case these concerns will be 
discussed with you and next steps outlined.  

Converting Fixed Term Tenancies to 
Assured Tenancies means that tenants will 
have more security of tenure rather than be 
limited to a 6 or 10 year term as is the case 
with our existing fixed term arrangements. 

Your  Home, Your Voice 

Did you know? We can help 
you with one-off unexpected 

costs.  
 

If you need some financial 
assistance to buy school 

uniforms, travel costs for job 
interviews or buying furniture for 

your home, talk to us and we 
may be able to help. 

Money struggles?  
 

Our Positive Action Fund 
could help you 



Information provided by  

e-Bikes and e-Scooter Safety 

E-bikes and e-scooters are becoming 
increasingly popular. Most are powered 
by lithium-ion (li-ion) batteries which can 
be charged in the home.  
It is important when charging e-bikes and    
e-scooters that you do so safely to avoid a 
risk of a fire starting and putting your 
families and homes at risk.  On occasions 
batteries can fail catastrophically. They can 
explode and/or lead to a rapidly developing 
fire. 

Charging 
• Check your smoke alarms to ensure they are 

working 

• Follow the manufacturer’s instructions when 
charging and always unplug your charger when it’s 
finished charging. 

• Charge batteries whilst you are awake and alert so 
if a fire should occur you can respond quickly. 
Don’t leave batteries to charge while you are 
asleep or away from the home. 

• Always use the manufacturer approved charger for 
the product, and if you spot any signs of wear and 
tear or damage, buy an official replacement 
charger for your product from a reputable seller. 

• Do not cover chargers or battery packs when 
charging as this could lead to overheating or even 
a fire. 

• Do not charge batteries or store your e-bike or e-
scooter near combustible or flammable materials. 

• Do not overcharge your battery – check the 
manufacturer’s instructions for charge times. 

• Do not overload socket outlets or use inappropriate 
extension leads (use un-coiled extensions and 
ensure the lead is suitably rated for what you are 
plugging in to it). 

• In the event of an e-bike, e-scooter or lithium-ion 
battery fire – do not attempt to extinguish the fire. 
Get out, close your front door behind you and 
call 999. 

Storage 
• Store e-bikes and e-scooters and their 

batteries in a cool place. Avoid storing them 
in excessively hot or cold areas. 

• Follow manufacturer’s instructions for the 

storage and maintenance of lithium-ion 

batteries if they are not going to be used for 

extended periods of time. 

DO NOT store or charge e-bikes and 
e-scooters on escape routes or in 
communal areas. If there’s a fire, it 
can affect people’s ability to escape. 
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For more advice visit   

 www.Cambridgeshire Fire & Rescue  

https://www.cambsfire.gov.uk/community-safety/take-charge-and-be-safe/e-bikes-and-e-scooters/
http://www.cambsfire.gov.uk/community-safety/take-charge-and-be-safe/e-bikes-and-e-scooters/


If you have a gas cooker or hob in your home then 
it’s probably something you use regularly, if not 
every day. As with any gas appliance, it’s important 
to ensure your cooking appliances stay in good 
working order and are serviced regularly to keep 
your household safe. 
 

Aside from proper cleaning, gas hobs don’t usually 
require much more by way of routine maintenance, 
but it’s important to check your gas cooker or gas 
hob manufacturer’s guidelines to find out how often a 
service is recommended. Most manufacturers 
recommend getting a gas appliance serviced 
annually, and any gas cooker service engineer you 
choose needs to be Gas Safe registered. 
 

Here are some of the most common signs which may 
indicate an issue with your gas cooker: 

• Gas oven burner won’t ignite 

• Temperature fluctuations 

• Cooker door won’t close properly 

• Smoke coming from gas oven 

• Gas odour 

• Excessive condensation on kitchen windows 

• Excessively warm surface above oven door 

There are certain signs which could indicate that 
your gas cooker or gas hob is unsafe. Look out for: 

Gas Safety –  
     Cookers and Hobs 

• A floppy yellow flame inside the oven or 
around the hob ring, rather than a crisp 
blue one 

• Black or brown marks around the 
appliance 

• Gas odour 

If you do notice any of these signs, then you’ll 
need to get your gas cooking appliance 
serviced straight away by a Gas Safe registered 
engineer. 
 
It’s important to act quickly, because an 
incorrectly fitted, badly repaired or improperly 
maintained gas cooking appliance can produce 
dangerous levels of carbon monoxide (CO). CO 
is a potentially deadly poisonous gas that’s 
produced when natural gas or LPG is burned.  
 
These normally low, safe levels of CO can 
elevate to a dangerous level when the 
appliance doesn’t burn as it should. It can be 
especially dangerous because you can’t see, 
taste, or smell it. 
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If your CO alarm sounds, 
immediately leave your home to 
fresh air and call our office on 
01223 315036 or the National 
Gas Emergency Services on  
0800 111 999. 
 

Your invitation to the  
HHS Annual General Meeting 
Please join us for a look back at the past year and a look forward 
to what’s ahead for HHS. Email governance@hhs.org.uk for more details. 

When?  
16th September 2024,  3.30pm - 5.00pm 

Where?  
Brown’s Field Community Centre, 31A Green End Rd, Cambridge CB4 1RU 

https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.gassaferegister.co.uk%2Fgas-safety%2Fcarbon-monoxide-poisoning%2F&data=05%7C02%7CRosamund.Payne%40hhs.org.uk%7Cb1cc97e3aec1419027ed08dca249b18c%7C6f16df8c14164b0683e7088b4ef4d60f%7C0%7C0%7C

