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April 2025

May 2025

June 2025

July 2025

YOUR HOME, YOUR VOICE EVENTS
[Yowtone v vpinssors

August 2025

September 2025

s Coach House Court
* Freeman House

* Paynes Meadow

Mone held

+ Cambridge: Kinross
Rd, Vinter Terrace,
Warren Close,
Elizabeth Way, Logans
Way, Whytford Close,
Pinks Close
+ Newport: Bowker Close
+ Babraham: Oak Lane
= Stretham: Blackberry
Way

s Coach House Court
* Freeman House

+ Vinter Terrace &
Warren Close
+ Tuberville Court

Mone held

« Ely: Beresford Road,
Tower Court
+ Bottisham: Ancient
Meadows, Lysander
Close
+ Soham: Gimbert Road

+ |sleham: Beck Road

+ Coach House Court
= Bridgacre
+* Freeman House

+ Beresford Road
» Gray House

+ Customer focus
group: HHS Website

+ Cambridge: Freeman
House
» Swaffham Prior:
Rogers Road
+ Ely: 5t Andrews Way,
Brooke Grove, Kingsley
Walk, Collier Close
« Sutton: Darbys Yard
« Littleport: Ten Mile
Bank

« Stretham: Sadler Way

+ Coach House Court
+ Freeman House

+ Fallowfield

MNone held

+ Cambridge:
Hatherdeng Close

* South Cambs. Grace
Crescent, Stanbury

Close
+ Bottisham: Lysander
Close, Ancient
Meadows, Rogers Road
« Babraham: Oak Lane

+ Coach House Court
» Bridgacre
« Harvey Road
* Freeman House

* Squires Close

* Customer focus
group: HHS Website

s South Cambs: Keene
Fields, Cambridge Road

* Cambridge: Kinross
Road

+ East Cambs: Gimbert
Road, Beck Road

s Coach House Court
* Freeman House

Mone held

« Cambridge: Heath
House, Lilley Close
* East Cambs: Sadler
Way, Ten Mile Bank,
Warren Close
+ Ely: Brooke Grove,
Kingsley Walk




SCRUTINY PANEL MEETINGS

3 Scrutiny Panel meetings held during Q1 & Q2

Reviewed our Customer Engagement, Feedback &
Influence approach

Reviewed the 12-month pilot of call handling changes
Reviewed and challenged our Q1 KPI performance
Approved our KPI targets for 2025-26

 Assisted in designing the content of our new website
» Approved our new Customer Safety Guide

« Reviewed and approved updates to our:

- Anti-Social Behaviour policy

- Fire Safety policy

- Rechargeable Repairs policy

- Shared Ownership Allocations policy




BUILDING SAFETY & MAINTENANCE FORUM@ i

e Held on 1st October 2025

 Topic: ‘Working Safely within Homes’

Can we offer more choice of appointment slots for Foster We currently offer AM, PM, all day and avoid school run
Property Maintenance jobs? appointment slots. We will continue to work with Fosters
to review these appts slots but have to factor in that
narrower appt slots creates less flexibility for Fosters and
means appts are more likely to be missed.
We will always listen to customer need and try and work
around commitments they may have

Ensure contractors always have ID All our contractors have been reminded of our ‘Code of
Conduct for Contractors’ and that ID must be shown
when meeting our customers

Ensure contractors have appropriate customer When customers call us, we always seek to check their

information shared with them prior to visiting customers contact details are up to date and this information is
shared with our contractors. During Q3, we will review
repairs job tickets to contact details we hold are on the
job ticket



NEW HHS WEBSITE

* New website launched in Sept 2025
« Customer focus group involved in

website design and testing

14 October 2025

Heating Check Time!

27 September 2025

Reporting a repair? Don’t
forget you can send

photos!

27 September 2025

Reminder to eligible

households to get £150 off

energy bills

RED Ho
5 %,

@ Your Home

Free Pet Health and
Wellbeing checks

CBY4, CB5, CBé&

27 September 2025

Free help and advice for
pet owners from
Woodgreen Community
Support!

24 September 2025

Building Safety and
Maintenance Forum — your
chance to get involved!

n

24 September 2025

2024-25 Annual Report for
Customers just published!

Find a Home

Community

Help & Support About Us

T e |
P D

£} New website still in development - click here to give us your feedback!

Report a Repair

A

Pay your Rent

Damp and Mould

5

Feedback and Complaints

(o]

Your Home, Your Voice

—

Home Owners

@




CHESTERTON FESTIVAL

« Chesterton Festival is a community event in Cambridge run every June

 Members of the HHS team were on hand to answer questions from our customers
and help anyone who asked for housing advice

* Over 80 customers visited our stall and spoke to our team




TENANCY
SUPPORT
WE
PROVIDED

Tenancy Support Offered

July to September 2025

! X Skip h;
Cluttered g :&fg cleara

O 5xP3
15 x Household Support
Fund (energy & food)
4 x Food bank vouchers
4 x Money Matters

Total Support
A

Over 30 PAF
£13,000 Referrals
spent via

PAF

£2090 worth

of vouchers

awarded via
HSF

65 support
referrals
made in total



OUR AGM

« Held on 15t September at Brown’s Field Community Centre
» Attended by over 25 customers
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LISTENING & ACTING ON COMPLAINTS @

m
(%)

: . 2025-26 |

Performance Metric Target Q1 Q2
Number of stage 1 complaints received (total H
cases in the month, inc Shared Owners in Mo target 16 (2) 14.(0) Com plal nts Perfo rma n ce
brackets)
Complaints responded to within Complaint o) I
Handling Code timescales (stage 1 complaints) 100% 100% 100% * 100 /0 Of Complalnts responded to
(Shared Owners) within target
Mumber of stage 2 complaints received (cases in .
the month) Notarget 1 3 « 17 complaints upheld (56%)
Complaints responded to within Complaint o o . . 0
Handling Code timescales (stage 2 complaints) 100% NIA 100% ° 4 Complalnts partla”y upheld (1 3 /0)
MNumber of MP/Councillor interactions received No taraet 1 0
(cases in the month) g

27% reduction in complaints in

Reasons for Complaints éagfr:::::réagfr:::::r Q1 & Q2 2025'26 Compared (¢
Q1 & Q2 2024-25
Repairs & planned maintenance [ 7
Housing management 6 3
ASB 1 1
Rent/ service charges 1 0
Other 1 3




CUSTOMER SURVEY RESULTS



REPAIRS PERFORMANCE (INCLUDING GAS,
ELECTRICAL SERVICING & PLANNED MAINTENANCE)

Performance Metric

2025-26

Repairs completed within target timescale

repairs

. 100% (171) | 99.4% (175)
(emergency repairs)
Repairs Eompleteid within target timescale (non- 97% 91% (015) | 95.7% (763)
emergency repairs)
Percentage of repairs completed right first time 90% 07% 04 8%
Percentage of appointments made and kept for all 059% e 99.0%

What you told us in response

« During Q1, 155 customer satisfaction surveys

completed (6.6% of jobs)

« Overall satisfaction rating of 85.6% (target 80%)
* During Q2, 180 customer satisfaction surveys

completed (11.4% of jobs)

« Overall satisfaction rating of 87.8% (target 80%)

(Numbers of jobs completed in brackets)

The key themes from your feedback were:

Over 85% of customers were happy with the
service they received

4% of customers were not happy with the
quality of works

5% said the issue was not yet resolved



THE KEY THEMES OF WHAT YOU HAVE
TOLD US & WHAT WE WILL DO IN
RESPONSE.....



S &%

S m
You told us.... il
OCIEeT
Communication around repairs can We are working with Foster Property \C_'FL
improve, including the quality of work and Maintenance to improve the level of information
ensuring customers are kept up to date customers receive once a repair has been

requested. We know that keeping customers
updated with progress is a vital part of good
communications

Share more information about service When we communicate the 2026-27 service

charges costs and explain sinking funds charge costs, we will share more information
than ever before with customers. This will
include details of exactly what customers can
expect to receive as well as details of any
sinking funds

The standards, quality of work and value In early 2026, we will seek customer feedback
for money of cleaning and grounds on the level of cleaning and grounds
maintenance services can improve maintenance services they receive. We will use

this customer feedback to re-tender these
services to ensure the services provided are
value for money
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