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Action Plan as at August 2026 SocT
HoPS = Head of Property and Sustainability
HoCS = Head of Customer Services
CM = Contracts Manager
EA = Executive Assistant
No. Your feedback/suggestion Update on what we are doing Tar?_z;(;ate/
Actions from the meeting on 20t May 2026

1 Information will be added to the website about 25/06/26: Website has been updated with a planned maintenance 30/06/26
the planned works programme and works page, this page explains what planned works are and CM/EA
progress/updates. contains links to detailed kitchen and bathroom specifications and Complete

a link to the customer guide for planned works

2 | Attendee reported kitchen ceiling is damp. Our surveyor attended the customer’s property to view the reported 30/06/26

CM to investigate what was done and when. issue. The outcome was to remove the existing loft hatch and CM
replace with a sealed unit hatch to eliminate the natural odour of Complete
the insulation material (installation booked for Sept 7). The
kitchen ceiling was assessed and is not damp.

3 | Attendee asked to know date when kitchen was | The customer has been issued with the kitchen reinspection date 30/06/26
installed. HoPS would check and let customer based on the initial installation date HoPS
know. Complete

4 | Access to bin store at Gray House - Surveyor has attended and assessed the bin store layout. Designs 30/06/26
HoPS to ask Surveyor to visit and see what can | have been produced to construct a second bin store. Prices are 30/10/26
be done. HOPS to provide an update detailing being obtained. This improvement will form part of the planned Complete
what will be done and how long it would take. works for 2027-28




Target date/

No. Your feedback/suggestion Update on what we are doing Lead
5 | Gray House car park sign to be changed to say | We have reviewed this request and, after considering the current 30/06/26
“Gray House Residents only” use of the car park, have decided that the sign should remain as it HoPS
is currently displayed. This is because the existing wording makes Complete
clear that the parking area is for Hundred Houses residents. The
existing signage will remain.
Customers have been informed of the decision
6 | Gray House residents to be reminded of the Gate code has been communicated to residents of Gray House. 30/0/26
gate code HoPS
Complete
Actions from the meeting on 5" February 2025
5 | Customer Census: October 2025: We are currently working with ARP who collected Complete

HHS to provide an update about the census
information and how it could be used to improve
access for safety checks.

our census information and are working on how best to input this
data into our system and how we can use the information gathered.
We will speak to residents about additional support needs,
providing housing advice for those in unsuitable accommodation
(e.g. too big/small), and adding vulnerabilities to our customer
records. This will highlight potential issues with gaining access for
safety checks. We are currently in the review process for the
census, but all new data received should help us better understand
our customers’ needs and potential barriers to access.

May 2026: Census data is being added manually to Cx and
Can be accessed to check for any information not yet transferred.
Targets have been set to increase data collected and uploaded.

August 2026: We continue to collect census data through day-to-
day contact with customers. This will be an ongoing task as data
collected will need to be updated annually or when we are aware of
a change in circumstance.




Target date/

No. Your feedback/suggestion Update on what we are doing Lead
Actions from June 2024 meeting
9 | Integrate Fosters and HHS booking systems so | Oct 2024: HHS has conducted an initial assessment as to whether
that HHS Customer Service Officers can make our system can be linked to the Foster’s system to allow for HHS April-2026
appointments when customer calls to report a Customer Service Officers to book appointments when a customer On hold
repair. calls to report a repair.
HoPS & HoCS

The assessment has confirmed this is not possible with Foster’s
current ICT system. HHS will continue to investigate this option as
our contractor ICT operating systems are updated in the future.

Oct 2025: We will be trialling in Spring 2026 transferring directly to
Foster all calls to HHS that are diagnosed as an urgent priority, for
Foster to book the appointment.

Feb 2026: Scrutiny Panel have approved the trail to transfer urgent
call directly to Foster, HoOCE and HoP&S to implement with Foster.

August 2026: After considering the current forward programme of
operation needs due to items such as Awab’s Law phase 2, the
trial of transferring urgent calls from the HHS customer service
team to Foster will be reviewed in the first quarter of 2027




