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Our Homes Strategy 

delivers our 

Corporate Strategy 

Objectives to:

‘provide customers with good 

quality homes that are safe, well-

maintained, energy & resource 

efficient and affordable’

‘provide customers with good 

quality services that meet needs’

How are we performing now?

84.8%
Overall customer 

satisfaction 
2025-26 TSM  

98.1%
Emergency repairs 

completed within target

2025-26   

283
Homes with an EPC D 

rating or blow

80.5%
Customer satisfied with 

the repairs service

2025-26 TSM   

91.3%
Customers satisfied that 

their home is safe

2025-26 TSM   

93.2%
Non-emergency repairs 

completed within target

2025-26



Throughout 2025, our customers 

have shared feedback with us 

using the following  routes: 

• Complaints and compliments

• Customer satisfaction surveys

• Building Safety & 

Maintenance Forum

• Home-Owners Forum

• Scrutiny Panel

• Customer focus groups

• Your Home, Your Voice 

events

• Social media

• Tenant Satisfaction Measures 

surveys

• Talking to us when you 

contact us or we visit you

Customer feedback tells us that having a good repairs service is 

one of the main priorities. 

To us, having a good repairs service ensures good quality 

homes, that are safe and well maintained.

Our customers have described a good repairs service as: 

• Easy to report repairs

• Being kept up to date with progress

• Good contractor interaction

• Punctual and tidy contractor

• Repairs completed right first time

• Good quality of repairs

• Choice of ways to offer feedback 

about completed repairs



Our Homes Strategy 

2026-29 focuses on 3 

themes:

1.Our customer offer

2.The safety and 

quality of homes

3.Homes for the 

future



Our customer offer

Our Aspirations:

• Improve our 

repairs service

• Provide services 

that meet the 

current and 

future needs of 

customers

• Make sure the 

services we 

provide are value 

for money

What we will do…..

• Increase our use of digital 

ways to report repairs

• Improve communications with 

customers during the repairs 

process

• Make sure more repairs are 

completed right first time

• Make sure our contractors 

meet our customer service 

standards 

• Make sure all repairs are 

completed to a good quality 

• Increase the ways 

customers can share their 

feedback for both 

responsive and planned 

maintenance

• Show customers how their 

feedback has been used to 

influence and improve 

services

• Use customer feedback to 

design and procure 

communal cleaning and 

grounds maintenance 

contracts



The safety and quality of homes

Our Aspirations:

• Make sure homes 

remain safe and 

compliant

• Continue to 

regularly assess 

the condition of 

homes

• Plan for the 

Decent Homes 2 

Standard 

What we will do…..

• Complete physical surveys 

on every home at least 

once every 5 years to 

assess its condition and 

identify any health & safety 

issues

• Provide customers with 

more information about 

their home, including 

estimated dates when 

major repairs are due Set 

out our plan showing how 

we will meet the new 

Decent Homes 2 Standard 

• Make sure our services 

meet the requirements set 

out in phase 2 and 3 of 

Awaab’s Law

• Work with customers to 

review the specification of 

work completed and to 

improve their experience 

of major repairs

• Work with our customers 

to invest in our 

communities



Homes for the future

Our Aspirations:

• All homes are 

energy and 

resource efficient

• All homes meet 

EPC C by 2030

• The homes we 

provide are fit for 

the future

What we will do…..

• All our homes meet a 

minimum of EPC C by 2030

• Ensure we set out our plan 

for all homes to meet the 

new Minimum Energy 

Efficiency Standard by 2035

• Trial smart technology to 

deliver efficiencies and 

create intelligent homes

• Understand the 

performance of all homes 

and ensure homes are right 

for both HHS and our 

customers for the future

• Develop our net carbon 

zero plan 



Equality, Diversity and Inclusion

We promote the value of diverse thinking and lived experience to support innovation and the 

delivery of our Equality, Diversity, and Inclusion (EDI) objectives through the associated action 

plan.  Our EDI objectives are:

• We will strive to be inclusive in all that we do as we believe that inclusive 

communities/ workplaces support physical, psychological and emotional wellbeing. This 

enables individuals to reach their potential, enhancing the quality of life for themselves and 

others

• We will avoid discriminating on the basis of gender, race, age, religion or belief, disability, sexual 

orientation, neurodiversity, gender reassignment, marital status or pregnancy. We will ensure 

equity of opportunity for all customers/employees

• We will promote the value of the diversity of people we work with. We will seek diversity of 

thought and experience to help find innovative solutions together. We will support initiatives to 

ensure more justice and the systemic removal of barriers in society, and communities/the 

workplace for our customers/employees



Our Values:
listen carefully to understand

empower to build trust
explore choices to find the best

work positively together

Where to find us
Hundred Houses Society

51 Scotland Road, Cambridge, CB4 1QW

0300 303 5770
info@hhs.org.uk
www.hhs.org.uk

 version: March 2026

We will report to our customers 

and stakeholders on the progress 

of this strategy through:

• Our annual customer report

• Reporting to the Customer 

Scrutiny Panel and Forums

• Reporting to our Customer 

Experience Group and Board

• Through our digital routes

mailto:info@hhs.org.uk
http://www.hhs.org.uk/
https://www.facebook.com/HundredHousesSociety
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