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Q1 & Q2 2025-26
CUSTOMER ENGAGEMENT & 

FEEDBACK 



YOUR HOME, YOUR VOICE EVENTS 



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

• Held on 1st October 2025

• Topic: ‘Working Safely within Homes’

Your feedback Our response

Can we offer more choice of appointment slots for Foster 

Property Maintenance jobs?

We currently offer AM, PM, all day and avoid school run 

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 

information shared with them prior to visiting customers 

When customers call us, we always seek to check their 

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



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



OUR AGM

• Held on 15th September at Brown’s Field Community Centre

• Attended by over 25 customers



LISTENING & ACTING ON COMPLAINTS

Complaints Performance

• 100% of complaints responded to 

within target

• 17 complaints upheld (56%)

• 4 complaints partially upheld (13%)

• 27% reduction in complaints in 

    Q1& Q2 2025-26 compared to 

    Q1 & Q2 2024-25



CUSTOMER SURVEY RESULTS



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

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….. 



You told us….. Our response….

Communication around repairs can 

improve, including the quality of work and 

ensuring customers are kept up to date 

We are working with Foster Property 

Maintenance to improve the level of information 

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 

charges costs and explain sinking funds

When we communicate the 2026-27 service 

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 

for money of cleaning and grounds 

maintenance services can improve

In early 2026, we will seek customer feedback 

on the level of cleaning and grounds 

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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